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Executive summary
The following report forms a critical analysis of the recent external factors that have impacted DWP L&D and are likely to continue with force. As a result of COVID-19, the already complicated L& D environment has become even more complex for L&D professionals in DWP.  For DWP to support their most vulnerable customer’s through COVID-19 and beyond. DWP has established their Safeguarding directorate to provide extra support to those who face potentially life-threatening situations, such as domestic violence and suicide.
Accordingly, a learning need has arisen for DWP’s 86,000 to develop their knowledge in Safeguarding learners’ areas.  Safeguarding work is often traumatic and emotionally challenging for DWP colleagues. Therefore specific consideration has been given to the best approach to lessen the burden and stress to the learner, such as fun, enjoyment and motivation.
The author gives a critical consideration to the most contemporary L&D learning methods and technological trends to fill their learning gap best. These include VR, AR, Gamification and Mobile VR.
A literature review also includes analysing the different learning styles and approaches best suited to engage DWP’s adult learners.
Finally, a recommendation for designing an immersive, fun, interactive virtual learning experience to fill DWP’s learning gap that combines AR, gamification and avatar coaching are made. 



























Contents Page
Glossary of Terms
Excecutiev Summary
Introduction





































Introduction
The Department for Work and Pensions is the largest public sector employer responsible for administering the working-age and state pension benefits to approximately 20 million customers in the United Kingdom. DWP’s strategic vision is to manage an effective welfare system that DWP’s allows citizens to obtain financial independence.
To expand what already was a rapidly evolving work landscape and VUCA environment, the COVID-19 pandemic has generated incomprehensible additional disruption in the workplace and the L&D field in particular. DWP has a crucial role to play in supporting those hardest hit by the events of the pandemic.  In response to COVID-19, DWP has introduced their Safeguarding Directorate to help their most vulnerable customers. In 2020 2900 Critical cases were reported, where customers took their own lives, and 13,000 had attempted suicide due to not receiving the proper support from DWP.
Consequently, a critical organisational learning need has arisen for DWP’s 86,000 employees regarding the new Safeguarding suite of learning, highlighted in Figure 1. The lives of the most vulnerable citizen’s lives are at risk if this learning isn’t implemented. The other crucial implications of not addressing are decreased quality of service and the failure of DWP’s reputation.  It also means that DWP will not achieve its strategic objective of helping its most vulnerable customers.
The objective of this Business report is firstly to explore factors from the external environment that disruptively impact the L&D field within DWP. Secondly, to critically analyse the most cutting-edge trends and technologies within L&D and assess their usability to fill the established learning need gap in the most innovative way. Finally, to make comprehensive recommendations to DWP’s Executive team to design and evaluate a creative learning experience that will meet DWP’s Colleague’s requirements and is aligned with DWP’s overarching strategic vision.








 
Figure 1. Since April 2020, the number of vulnerable customers helped by the Safeguarding Directorate
                                                                   [image: Picture 21]180 cases referred for ACSSL support due to this definition
Colleagues contacted, or attempted to contact, all customers
179 customers were found to be safe
1 customer was taken to A&E
37 resulted in police welfare checks, including one in Latvia
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Figure 2-The suite of DWP Safeguarding Learning Areas
Exploitation of children or vulnerable adults
Modern Slavery
Domestic Violence
Physical, psychological or sexual abuse
psychological emotional abuse
Risk of injury
Ill treatment
Neglect
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VUCA environment and L&D

The COVID-19 pandemic has accelerated challenges for public sectors, social, educational, healthcare, economic, political, environmental, cultural and socioeconomic systems worldwide (Mukhtar, 2021). The challenges of learning in the current VUCA environment has required L&D professionals to stretch their capabilities and design learning which is not only informative but fosters engagement and enjoyment for learners (Lourenco, 2018; Norman & Pejchinovska, 2016; De Bruin, Van & Jeron, 2017; O’Biren & Hamburg, 2019).  
Learning is defined as “a relatively permanent change in behaviour that occurs as a result of practice or experience” (Bass & Vaughen, 1976).  Accordingly, COVID-19 has made a significant impact on the L&D sector, how people learn, what, how, where and when they learn (Kalbarczyk et al., 2020)—coupled with the cultural shift from office to home working by default—implicating L&D to deliver learning virtually for new skills, new work-life balance/wellbeing and knowledge around new organisational culture (Brodeur et al., 2021).













The impact of disruptive technologies on DWP’s L & D
Following a PEST analysis of external factors impacting DWP, technological forces have placed considerable pressure on their L&D sector and are likely to continue impacting with significant influence (Ebersberger & Kuckertz, 2021).
With technological advancements moving at exponential rates globally, COVID-19 has initiated the adoption of various at distance collaboration tools such as virtual reality, holographic displays, and AI, forcing a shift to new interactive learning modes (Mckinsey, 2021; Deloitte, 2021; Forbes, 2020). Including the acceleration of experiential technological based learning such as gamification, simulations and podcasts (Hughes, 2021; Kaur & Singh, 2021). 
Accordingly, DWP’s L&D professionals must recognise that traditional learning approaches such as behaviourism theory and pedagogical approaches only are no longer meeting the needs of learners (Seetharaman & Priya, 2020). 
Furthermore, the global shift to digital frameworks following the government instruction to stay at home has propelled L&D professionals into delivering learning digitally remotely (Hughes, 2021). Consequently, highlighting the lack of both individual technological capability levels of L&D professionals on an employee and organisational level (Hughes, 2021; Kaur & Singh, 2021).  
DWP L&D are now required to think outside the box in terms of learning design and facilitation and become proficient at selecting the appropriate new technology for employee development (Sanders et al., 2020). COVID-19 has thrust L&D DWP to reconsider their understanding of andragogy and online training such as e-learning, whether it is sufficiently innovative enough to engage today’s learners (Mukhopadhyay et al., 2020; Paola et al., 2020; Akaninyene, 2020; Lopz-Carbarcos, 2020).








Figure 3. A PEST analysis of external factors on DWP’s L&D
PEST Analysis on DWP L&D (Mind tools, 2021)
Political-DWP are politically robust, constant political drivers impact DWP, as a government department
Economic-DWP is charged with dealing with the COVID-19 pandemic economic recovery
Social-factors impacting DWP in relation to home working-pressures of delivering engaging learning
Technological-DWP need to keep abreast with technological changes and industry 4.0










Social Factors and COVID-19 
The demands of the complex VUCA environment DWP has found itself require a more interactive, social approach to learning (Akaninyee et al., 2020; Pellern & Raufaste, 2020). The rapid migration to online learning to meet the demands of COVID-19 social distancing has had significant adverse health and psychological effects on the population's wellbeing.  (Rveeen & Lekamwasam, 2020; Brodeur et al., 2020; Saunders et al., 2020; Groke et al., 2021; Falkner et al., 2020; Kinman, Teoh & Harriss, 2020; Salzman et., al 2020; Diamond & Byrd, 2020; Dawson & Golijani-Moghaddam, 2020: Vaughan, 2008). Data from ONS (2021) illuminating diminished well-being of 43% during COVID-19. Thus implicating additional demands on DWP L&D to provide wellbeing learning (Faulkner et al., 2020; Dawson & Golijani-Moghaddam, 2020).

Collective Learning Theory

The role of DWP’s L&D professionals during COVID-19 and beyond is pivotal (CIPD, 2021) L&D are now required to deal with learners needs and preferred individual learning styles. They are also faced with an additional challenge around engaging learners online with group learning activities and subsequent achievement of collective learning theory (Blake et al., 2020; Kalbarcyk et al., 2020; Welsh & Horan, 2020). 
Collective learning is defined as “the learning that takes place at the supra-individual level” (Sadler-Smith, 2006). Social factors resulting from COVID-19 have provided DWP L&D with a shift away from a collective face to the face learning environment and, instead, increased flexibility and opportunity to facilitate learning more creatively (Kalbarczyl, 2020; Ziz et al., 2021; Hughes, 2021; Saltzman et al., 2020).








Economic Factors of Disruption to DWP

COVID-19 has initiated a global financial crisis that has driven the most significant recession since the 1930s and loss of 30 million jobs worldwide (Deady et al., 2020; GOV.UK, 2021). DWP has played a vital role in the country’s response, ensuring those in need of welfare benefits are supported through the unprecedented upheaval. Accordingly, DWP L&D should be prepared for regular disruption caused by economic factors for the foreseeable future as DWP is charged with delivering the country’s economic recovery from COVID-19.
Significantly for DWP, COVID-19 had caused unemployment rates to rise to an accelerated high; at the end of June 2020, 9.3 million workers were furloughed when the government introduced the retention scheme (Hick & Murphy, 2021; Mckee, Hill & Wollaston, 2020). Significantly, a juxtaposed situation has occurred for DWP, who initiated large scale recruitment of an additional 3,000 work coaches to cope with the increased benefit claims, all requiring UC learning (GOV.Uk, 2020; Howlett, 2020).
Accordingly, DWP is required to play a critical role in aligning their strategic objective with their business objective and fostering a continuous learning culture that drives empathy, core welfare benefit learning and soft skills. The author, as a result, proposes the following model for DWP for the L&D learning strategy (CIPD, 2021).













Figure 4. A proposed model for DWP L&D

Empathy Learning-social learning theory (Jeffrey, 2015)
Foster continuous learning Culture-Adult learning theory, driven by L&D (Shackleton-Jones, 2019)
Safeguarding Learning aligned to DWP’s 2025 Target Operating Model Business Strategy –Aligned with HR L&D Strategy (CIPD, 2016)
Soft skills learning, critical thinking, Creativity, emotional intelligence, Active learning, Judgment and decision making (Forbes, 2019)










Identifying the Learning Need
An LNA is a valuable tool used by organisations such as DWP to help plan learning programmes. It can support and develop learning strategies that meet the organisation's overall needs and has identified DWP’s learning need (CIPD, 2020).
It is acknowledged that learning needs can be investigated at different levels within the organisation, theorised by Boydell’s (1983) three-tiered system, which looks at learning on an organisational, role and individual basis. Moreover, it is essential to acknowledge the different sources of intelligence available to organisations when establishing learning needs, as illustrated below (CIPD, 2021; Pearn, 1998; Sun, 2003; Tsand, 1997).

Figure 5. Establishing Learning needs and different data sources


Establishing
· Skills needs analysis-what is the learning need and with whom?
· Questionnaires-why is the learning required?
Learning 
· PESTLE/SWOT-Benefits/Risks/Cost
· External sources
Needs
· Align with Human resource plans
· HRM Strategy, Performance Management system



Ethics and Contemporary learning approaches
Ethics are a fundamental consideration for DWP when designing learning (Stewart & Cureton, 2018). Moreover, for DWP to empower their learners, they must contemplate contemporary learning design and delivery approaches such as experiential learning, reflective learning, action, social learning and andragogy, that envelope ethical consideration that align with DWP’s fully inclusive, diverse culture and their values such as we care (Bass & Vaughan, 1976; Easterby-Smith, 1997; Fiol & Lyles, 1985; Sambrook, 2006). 
Literature Review 


The following literature review aims to critically analyse the most current learning methods and assess their usability to fill DWP’s learning need, aligning with DWP’s compassionate strategic objective of supporting vulnerable customers.  For DWP, it is of paramount importance to establish what constitutes effective learning in the eyes of adult learners. Knowles (2015) extensively researched adult learning and found that adults learn best by participation in relevant experiences and practical information. This is relevant for DWP’s learning content, which requires colleagues to be equipped to deal with real-life, harrowing situations such as customer suicide (Hamari, Hassan & Dias, 2018; Hamari, 2018; Chacko, 2018; Shute et al., 2018).


















Figure 6. Adult learning theory Model, adapted from Knowles (2005) & Harrop, Casey & Shelton, (2018).
Why do I need to know this? Self-directed and experientially orientated 
I am responsible for my own decisions. Impacted by their physical age in life
I have experiences which I value. Impacted by 4 dimensions of practice 
I need to learn as my circumstances are changing. Require a force and image for change 
Learning will help me deal with new situations Must be motivated to participate












Gamification

Gamification is considered a new field of learning and is defined as “a method of learning using game-based mechanisms, creative and cognitive to engage and motivate people, bolster learning and solve obstacles” (Cronje, 2020; Aries et al., 2020).
Research has highlighted that game orientated learning can create an active learning experience, which improves learner engagement, problem-solving, emotional regulation, education and subject retention (Su & Cheng, 2015; Alsawaier, 2018).  Relevantly, for DWP, gamification concentrates on altering an existing learning process to create a game-like, fun user experience.  When used in immersive environments, gamification has been found to contextualise experiences, emotions and behaviours accustomed to real-life situations, prevalent for DWP’s Safeguarding learning (Siala, Kutsch & Jagger, 2019; Zahra & Seyed, 2018; Darina Dicheva et al., 2015; Sailer & Hommer, 2020; Hanus & Fox, 2015; Selay & Seyma, 2018). 

Gamification and Motivation
Motivation is an effective strategy to engage DWP learners, considering the learning content is emotionally upsetting (Kim, 2021; Kim et al., 2015; Antoni, Noeli & Marta, 2020 Huang et al., 2020).  Gamification can provide the motivation needed by DWP’s learners by facilitating immediate feedback and rewards. Thus, enhancing teamwork and collaborative working, essential skills required by DWP’s colleagues (Lopez-Bolmonte et al., 2021; Hamari, Hassan & Dias, 2018; Talingdan and Llanda, 2019). Significantly, motivation could help alleviate the emotional challenges of DWP’s learning concerning customers in tragic situations (Zahra & Seyed, 2018; Kakak et al., 2019; Hakak et al., 2019; Day-Black et al., 2015).  
Gamification can be utilised in a learner-led agile way by adjusting feedback cycles dependent on engagement levels (Su, 2015; Uz, Bilgin & Gul, 2020). Thus keeping the learner motivated in a fun way and providing opportunities to assess their capabilities, ultimately providing a safe environment where effort, not movability, is rewarded (Dicheva et al., 2015; Sousa-Vieria et al., 2016). 
Consequently, DWP learners would learn to view failure as an opportunity rather than feeling defeated and overwhelmed. (Alsawaier, 2018, Jain & Dutta, 2019).  Another aspect beneficial for DWP, considering the domestic abuse learning subjects (Hanus & Fox, 2015; Huang et al., 2020; Kim, 2021). 
In contrast, developing an engaging, comprehensive instructional game is expensive and labour intensive. Gamification only typically targets one set of learning objectives, and classroom integration requires particular technical infrastructure and pedagogical integration (Hanus & Fox, 2015, Panagiotis et al., 2016, Deterding, 2019). 
Moreover, scholars have criticised gamification for generating competitiveness between learners (Song et al., 2018; Kis & Sad, 2016), coupled with conflicting attitudes of learners, which can also affect the outcomes of gamification (Selay & Seyma, 2018; Hernandez-Fernadez, Noelia & Marta, 2020; Alsawaier, 2018). 
In summary, a critique of gamification visualised in the below diagram. Illuminates positive aspects such as motivation and engagement over the negatives, including over-stimulation and varied learner outcomes.


















Figure 7. A critical analysis of the effectiveness of Gamification for DWP’s Safeguarding Learning Need. 

· Leaderboards enhance leader engagement. Fiction included in gamification solidifies learning in context (Isabelle, 2020).
· Cons-badges can have a negative effect on learner motivation (Sailer & Sailer, 2021)
· Pros-Provides instant feedback, allowing learning to practice their skills at their own pace/ test knowledge (Hanus & Fox, 2015)
· Cons-contextual and situational factors might influence the effects of gamification on learner outcomes (Deif, 2017).
Cons-potential over stimulation (Alsawaier, 2018)
Pros-Cost effective, efficient tool for educators to improve learning outcomes-improves motivation (Bohyun, 2015)
Pros-Gamified quizzes can develop a deep understanding and provide better learning outcomes (Brull & Finlayson, 2016).
Cons-gamification game design elements can result in different benefits for different learners (Gunduz & Akkoyunlu, 2020)












Augmented Reality
Another contemporary learning trend for DWP’s consideration is AR (Hsu, 2017 & Dunleavy, 2014).  AR differs from gamification in that it refers to “a wide array of technologies that project computer developed material such as text, images and videos into colleague’s perspectives of the real world” (Chag et al., 2018; Hung & Huang, 2017). AR is aligned with social learning theory which is an essential consideration for DWP’s learning due to real-life traumatic customer circumstances (Scavrelli & Teather, 2021; Harley et al., 2016). Significantly for DWP, AR learning is advantageous in fostering motivation, activity, engagement, creativity, imagination and collaboration (Parmaxi & Demetriou, 2020; Tosti, Yang & Hwang, 2014).
For DWP, AR can also be aligned with constructivist learning theory, which views learning as an active process whereby learners construct relationships between their existing knowledge and new experiences (Lim et al., 2019; Breitwieser & Brod, 2021). 
DWP’s learning content needs to prepare colleagues to deal with often tragic, complex customer situations. Relevantly, the implementation of AR learning involves active combining of real-world and virtual elements deemed necessary for DWP. 
AR learning is regulated and connected in real-time, supporting current models of pedagogy (Bakkiyaraj, Sai & Kumar, 2021; Garzon & Acevedo, 2019). However, it is debated whether AR grants learners an experience of different subjects and complicated spatial relationships, making it possible for learners to experience situations that are not feasible in reality.  (Hung, Chen & Huang, 2017; Garzon & Acevedo, 2019; Shackleton-Jones, 2019). 
In contrast, DWP learners who administer AR in their learning may be cognitively overloaded by the abundance of information they face (Weng et al., 2020).   








Figure 8. A critique of AR’s suitability for DWP’s learning need
Pros of AR for DWP's learning Need- based on the real environment; involves an integrated function that allows interaction with virtual objects , placed into real situations; increases motivation, provides instant feedback needed by DWP's learners who are faced in traumatic customer situations (Amuso, Poletti &  Montibello, 2021; Bacca et al., 2014)
Pros for DWP-low cost, stress-free, portable learning solution; scholarly evidence to show AR improves learning outcomes; viewed as an extension of people's reality, allows learners to experiment in real life situations differs to VR in that VR presents a virtual world (Alzahrani, 2020) 
Cons-potential for information overload; (Habig, 2020; Samer, 2020). 
Can be used on mobile devices, AR can be applied to all senses, AR combines real world content and the virtual world-significant for DWP, AR supplements reality rather than replacing it like VR, AR replacing the missing info from real life by virtual objects or characters-significant for DWP










Virtual Reality   
VR presents a rare learning experience due to its capacity to produce real-time immersive three-dimensional visualisation, enticing learners to explore assorted sorts of interaction with learning environments. (Shin, 2017; Zhang et al., 2017). Relevantly, for DWP, VR signifies an immersive, fun, interactive, spontaneous and exciting learning experience (Ke & Xu, 2020) Merchant et al., 2014).
A prevalent feature of VR for enhancing the learning experience in DWP is real-time interactivity (Chen Lau & Teh, 2015).  A VR system can detect a learners input, i.e. gesture and respond to the new activity instantaneously. Enabling learners to touch, feel and shape graphic objects on the screen, which consequently intrinsically motivates the learner (Chen & Chun, 2020).  This is deemed a crucial feature to engage DWP colleagues with the human element of learning due to its ability to interact with real-life examples of vulnerable customers needing DWP’s help (Molina-Carmona et al., 2018; Allcoat & Von Muhlenen, 2018; Ogbuanya & Onele, 2018; Sattar et al., 2019).
Cornerstone research on VR translates to experimental, exponential learning theories and can also reinforce collaborative learning, which is well suited to DWP’s diverse learners (Innocenti et al., 2019). In groups, all DWP learners can join together, have fun, exchange ideas, share experiences and support each other through complex learning to enhance the learning experience (Sprenger & Schwaninger, 2021; Vasilevski & Brit, 2020).
VR offers an ideal approach for learners to acquire knowledge who prefer a visual, auditory learning style. Within the shared VR learning space, avatars and chat rooms can share experiences and achieve immediate real-time feedback.  Thus allowing DWP learners to develop supplementary, soft skills such as social competencies, resilience, critical thinking, communicative and reflective thinking (Parong & Mayer, 2018; Checa & Bustillo, 2020; Curuso, Harmon et al., 2021).
Conversely, DWP should consider that VR can hurt cognitive load, resulting in fatigue (Jean-Luc et al., 2016; Makransky & Peterson, 2019; Lytras, Damiani & Mathkor, 2016).
Moreover, research suggests that VR can promote the learning of adults, deemed relevant for DWP. It subsequently creates long-lasting motivation based on experiential and situational learning and prolonged engagement with the learning materials (Hahn, 2018; Pugginoni et al., 2021). 



Figure 9. A critique of the suitability of VR for DWP’s learning need


A critique of the advantages and disadvantages of VR as a learning method to fill DWP's learning gap
 
Advantages-research shows that VR increases participation and involvement of learning, aligns with experiential and situational learning
Immersive VR enhances learning rates and is more suited to adults-appropriate for DWP, allows learners to test dangerous situations in safety, needed by DWP (Checa & Bustillo, 2020) 
Provides intuitive and realistic perceptions such as sight, hearing and touch-required by DWP's real-life learning
 VR learning allows learners to enter the learning world from different perceptions-appropriate for DWP learners dealing with different customer circumstances
It allow learning tasks to be created through vivid experiences, relevant for DWP's learning (Jialiang & Huiying, 2020)
Creates bespoke and realistic learning experiences, allowing learners to explore, experience different learning-supports a natural way of learning needed by DWP(Andrzej et al., 2021)
 You can use VR is various different mobile devices providing a cost effective solution for DWP(Chen & Chun, 2020)
Disadvantages-VR can transport learners in a totally imaginary space perhaps not relevant for DWP
Disadvantages, learners can have problems converting learning into real situations (Liou et al., 2017)
Disadvantages-high cost, lack of additional tested teaching content(Sun et al., 2019)








Mobile Virtual Reality
Finally, mobile VR is an effective learning method that uses mobile devices as media to create a unique experience (Ken et al., 2017; Kanghyun et al., 2018).
Figure 10. A critique of Mobile VR for DWP’s learning need

The advantages and disadvantages of Mobile VR for DWP's learning need
Learning through use of mobile devices, hand held displays (Moro & Stirling, 2017)
Facilitates learning from the classroom to the real world, fosters learning by doing and Moro,Stomberga & Stirling, 2017)
Appropriate for learning in many fields such as sport, medicine and architecture (Innocemti, et al., 2019
Less popular method in education, lack of credible studies (Sprenger & Schwaninger, 2021)

.  




“Fun” as a learning design strategy
It is an established opinion of scholars that fun is a crucial component of exemplary learning design. Accordingly, fun should be considered by DWP as a strategic element due to the emotionally challenging learning content (Corcoss, 2018). Workplace fun is defined as “any social, interpersonal, or task activities at work of a playful nature, which provides an individual with amusement or enjoyment” (Celestine & Yeo, 2021). Tews, Michel & Noe, (2017) saw fun as an effective method to increase motivation and foster a protected learning setting due to its capacity to invoke intrinsic motivation, lessening stress, applicable for DWP’s colleagues in stressful customer situations. Similarly, it was the view of Chen, Lui & Hwang (2016), who considered fun as a fundamental quality of superior learning experiences. 
Significantly for DWP’s adult learners, a study highlighted that adult learners and their tutors believe fun and enjoyment positively impact adult learning (Obergriesser & Storger, 2020).  According to Huang (2019), DWP needs to utilise creativity in learning design to ensure the best combination of learning and fun by connecting the learning goals and skills (Dimitiadou et al., 2021; Umaru, 2016).
Conversely, L&D should be mindful of the seriousness of safeguarding’s customer situation when designing learning.













Coaching 
Coaching has been identified as an effective learning strategy, which comprises reinforcement learning, “where a learner learns how to perform a task by taking action and updating its knowledge with a reward” (Webb & Leeder, 2021). Coaching presents individual, bespoke candid feedback concerning learner’s performance and behaviour. Significantly, coaching provides a safe environment to improve areas of weaknesses, deemed critical for DWP’s learners who need to use the right approach to negotiate with Customer’s who could be attempting to take their own lives (Jones, Woods & Guillaume, 2016).

Avatar Coaching
The concept of having a robot as a coach is not new; however, to date, there is limited scholarly literature on avatar coaching and no scholarly evidence of avatars used as a learning strategy in public sector organisations (Suppakun & Maneewarn, 2020). Therefore, the author intends to explore this as a completely new innovative learning approach for DWP’s learners (Tanaka et al., 2016).
Utilising technologies, an avatar can enhance learning by helping to explain DWP’s emotionally challenging learning whilst mimicking real social human interaction, which facilitates communication, understanding whilst fostering motivation and engagement (Peterson-Ahmad, 2018; Dinnar et al., 2021). Significantly, an example of an avatar-based education application is “SAVE”, which underpins social cognitive theory, observational learning and self-efficacy, deemed relevant for DWP’s learners (Tongpeth, Du & Clark, 2018).










Learning Design
It is acknowledged that DWP’s learning has complex, emotionally challenging content and that fun should be considered as an effective design strategy to engage learners. In DWP’s case, Harteveld’s (2011) design approach is prevalent as it combines “Reality, Meaning and Play”.  Similarly, according to Ahmed et al. (2016), the significant contribution of these design frameworks balance play and the representation of real-world elements.  
For DWP, if learning is not appropriately linked to realistic circumstances, it may not engage their learners (Siu & Kai, 2021). Therefore, DWP should consider designing their learning using particular real-life interactive contexts so that the learners encounter first hand, active experiences of customer circumstances.   Subsequently, making their own decisions and powerfully facing the consequences of not following the process, which in DWP’s harsh reality, could result in customers losing their life. 

















Design Thinking 
Design thinking is an effective method to foster the creativity required by DWP to design their learning due to its ability to understand the learning environment and achieve innovation through various solutions. The primary purpose being “the conception and realisation of new things” (Pande & Bharathi, 2020; Beckman, 2020)


Figure 11-Designing Thinking process and appropriateness for DWP 

Empathise-with safeguarding customer needs (Wrigley, 2020)
Define-the range of subjects required e.g. domestic violence
Ideate-generate the different ideas to creative a high quality learning experience
Prototype-develop a suite of safeguarding learning products
Test-with end users to ensure the leaning is fit for purpose. Pros-can foster innovation in a agile user led way Cons-can sometimes provide too many options (Cousins, 2018) 






Conclusion

COVID-19 has required a dramatic shift in working, namely how, when and where we work. For the L&D profession, this has meant a rapid change in the use of digital learning technology, enforcing a difference in how people learn (Lourenco, 2018; Norman & Pejchinovska, 2016).  L&D professionals have consequently been asked to challenge their capabilities, stretch and explore new methods to engage learners and, coupled with welcoming new ways of delivering learning with high impact for the digital age (CIPD, 2021)
For DWP to effectively achieve its strategic objective of supporting its most vulnerable customers and ultimately save human lives. L&D need to play a critical role in leading their people through this pandemic by adopting new technologies and ways of delivering and designing learning that engages learners in new and unfolding ways (CIPD, 2021; Shkodina & Serdyuk, 2020)  
A literature review has illuminated that DWP can no longer rely on e-learning to engage learners; instead, they must consider new innovative and immersive methods such as AR, VR and gamification (Cronje, 2020). DWP’s adult learners need purposeful, real-life situational learning to deal with challenging safeguarding customer experiences which consequently requires an interactive, creative, stimulating learning experience that upskills colleagues—coupled with providing the soft skills such as empathy and social learning needed by today’s DWP to deal effectively with diverse customer needs (Kim, 2021)  Moreover, interactive learning methods such as experiential, active situational learning are essential in fulfilling DWP’s learning needs.
Fun is considered an essential element of learning (Celestin & Yeo, 2021). Significantly, DWP learners who are faced with emotionally charged traumatic customer experiences should consider designing education that fosters fun, enjoyment and social learning within a game environment and within the larger context of real-world decision making (Mochizuki et al., 2021).






  


Recommendations
Based on the conclusions above, the author proposes the following recommendations for an innovative learning experience comprising of gamification, AR and avatar-led coaching to address DWP’s Learning need, which also aligns with their business strategy to support their most vulnerable customers (Ke & Xu, 2020).
Figure 12. Author’s rationale for learning methods
Gamification-User led learning; points/prizes to reward learning; improves learning outcomes; quizzes to consolidate DWP's extensive learning suite (Cronje, 2020)
Avatar Coaching-immediate feedback, needed critically by DWP, in order to help customers in tragic situations, cost effective (Suppakum, 2020)
AR Low cost learners can access on mobile devices-Increases motivation DWP learner need; translates real situations into virtual environment, provides instant feedback (Lim et al.,2019)


Figure 13. Model of Learning theories incorporated into the learning design of “Virtual Safeguarding Genius”Safeguarding Virtual Learning World-Virtual Safeguarding Genius Game
Collective learning theory (Hughes, 2021)
Active Learning Theory (Hung, Chen & Huang, 2017
Constructivist/Situational theory (Brietwieser & Brad, 2021)
Avatar coaching-instant feedback (Suppakum, 2020)
AR & Gamification-enjoyment, ability to provide real life learning needed) Cronje, 2020)
Immersive, fun and enjoyment needed for DWP’s subject matter (Corcross, 2021)









Recommendation fundamentals for” Virtual Safeguarding Genius.”
The design is based on the children’s game “Roadblox” to focus on exploratory knowledge development, its interactive, fun nature and its ability to foster creativity in a fully immersive learning experience. DWP learners will undertake to learn in groups of six, which aims to provide a more enjoyable interactive experience, where they can learn from each other’s experiences and motivate each other through complex learning (Celestine & Yeo, 2021)
To engage DWP’s learners, the author has modified the “Roblox” gamified concept of earning road bucks for visiting areas within the immersive environment to DWP learners completing learning modules, achieving learning blocks for completion. By partaking in interactive group tasks, developing knowledge enjoyably. Each learning module will include a peer-reviewed presentation upon completion, tasking learners with designing and facilitating a presentation together in small groups based on their learning. Thus encouraging team working, engagement, learning enhancement and confidence (Hughes, 2021)

Collaborative Working-Real Life Situational Learning
The author has designed a game for adults to experience and act out real-life scenarios that DWP customers face. DWP’s learners will be in cohorts of six and will have a choice of device, head devise, their phone or PC and will be supported by avatar coaches throughout the learning processes, providing real-time feedback and motivation on successes and areas of improvement (Suppakum, 2020).










To foster enjoyment, the author has incorporated a fun activity at every stage of the safeguarding virtual learning world (Corcross, 2020)

Figure 14-The race of Knowledge-Leaners need to complete to level up to the next Safeguarding learning level 

. 1 The Race of Knowledge-Learning Module progression is fun for learners
2. Learners choose fun vehicles to travel virtually through a quiz race- to test their knowledge
3. Once they complete quiz of learning they, move to the next stage of safeguarding learning
2. Learning- Enjoyment/Motivation is fostered throughout and a sense of achievement once completed
5. Learners
 have the choice of bikes, scooters-, hover boards
6. Go-Karts, motorbikes, sports cars as modes of transport to participate in the real-time -quiz race
7. Active learning Quiz Race-Learners must complete a race to complete each learning level
8. The race comprises of a quiz for learners, with a range of different multiple choice- answers. Learners journey through the race in their chosen fun vehicle
9 Answers are Visually incorporated within the VR safeguarding race, learners are given immediate feedback of correct answers. if learners have answered the questions wrong, they have to go back and loose their chance of winning the race.


 









As per the diagram below, the customer’s situation is placed at the heart of learning design, with virtual characters acting out real-life customer situations.

Figure 15. Elements of the Safeguarding environment and benefits
Group activities undertaken to increase motivation, learning an engagement. Whilst journeying through the virtual world, learners will carry a backpack, which they will fill with their acquired safeguarding learning blocks, as they progress through the learning modules. When all learning modules are completed the are tasked with building a final achievement star, together with all their peers, out of their acquired learning blocks.
Developing DWP leaner's knowledge in a fun way, to support DWP's strategic objective of helping their most vulnerable customers
Fun activities to encourage learners through the emotionally difficult learning. Game characters within the safeguarding virtual work will demonstrate/role play, real -life scenarios, e.g. a customer experiencing domestic abuse. To consolidate learning, learners can travel by zip wire to revisit learning.
Peer reviewed activities to test learning. When learners successfully complete their learning their backpack will turn green signifying safeguarding genius status
Safeguarding Customers at the heart of the Learning- in the Critical Safeguarding Genius Game







Evaluation
Finally, evaluation is based on the Kirkpatrick model due to its focus on reaction, learning behaviour and results in criteria, most prevalent for DWP’s learning and its specific ability to measure learning outcomes corresponding to the particular standards (GDeSilets & Shinners, 2018)


Figure 16. Kirkpatrick model applied to DWP’s Safeguarding Learning-Virtual Safeguarding Learning World
Kirkpatrick's evaluation Model
Level 1-Reaction- is the customer satisfied with the improved safeguarding service?
Level 2 Learning-testing the safeguarding knowledge of DWP learners
Level 3 behaviour-are DWP learners sharing their knowledge with colleagues
Level 4-Results are there decreased fatalities and critical cases as a result of the learning.














Figure 17.   Game completion- Safeguarding Genius status for learners
[image: markc09_Backpack_(Green_Brown)[1].png]


Figure 18.  An avatar coach conducting a group coaching activity in virtual safeguarding genius game
[image: avatar_kinect[1].jpg]
 
Figure 19.  Detailed learning specifics
They will aslo be tested on their rapid resolution knowledge and whether the invoke the right process within DWP when thir is a risk of life. Learners are able to travel by zip wire to revisit learning if needed. Learners earn learning blocks for each learning area, and at the end have a collective group task of building a star, where every team members individual block is needed and valued.
The learner will travel through the virtual world and encounter different complex customer situations in real life scenarios. Virtual characters will act different situations at locations within the world. For example learners will encounter customers in sitautions of domestic violence,.
Learner's will be presented with all the often life-threatening situations and will develop their knowledge of how to deal with the siutauation and the procedures to follow when a customer is in this case. Learners will see a visable learner achievement board throughout their learning journey and once completed all modules, their backpack will turn green signifying genuis status.
Learners will need to visit the 6 different areas of learning within the world each at a specific location. They are unable to progress to the next area of learning,  unless they participate in a fun quiz of learning.
Virtual Safeguarding Genuis 











Figure 20. The Learning Game Modules 


Neglect  
Ill Treatment 
Risk of injury 
Physical, psychological, or sexual abuse 
 Modern Slavery 
Exploitation of children/vulnerable adults 











Figure 21. Action Plan
Action Plan-Virtual Safeguarding Learning World 
Who-DWP L&D will lead the design, development and implemetation of the learning. They will work collaboratively with agile and continous improvement colleagues on deisgn and with IT digital to develop software
What-Learners will be split into cohorts of 6-8 for collaborative learning, they have the choice of completing learning on their tablet, phone or work computer 
Where-Due to the virtual learning enviornment, learners can complete learning together in groups, at home, or in the office., group work is supported due to emotionally challenging learning matter
How-Utlise free AR software platform "FormTools" to develop Virtual Safeguarding Learning game, work together with DWP digital and L&D to provide an immersive fun learning experience
How Much-No outlay cost, just HR L&D and digital collegue salaries, for initial design , development and launch of learning . HR staff cost-10 HEO's 10x £30,000=£300,000 x 3 months= £900,000 plus 5 Continous improvement staff £35, 000x 5=£175,000 
x 3 months full time=£525,000
£700,000 salary cost only to DWP
Timescale- This project will be implemented at pace over 3 months beginning from June 2021. Rollout of cohort learning to comense from late September, for a year for all 86,000 colleagues. In the meantime bite sized learning products on intranet
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