Learning & Development
Dec 2026 Examination


Q1 An international ecommerce organization is preparing to roll out a new customer service portal. Employees across regions have diverse backgrounds, varying levels of digital proficiency, and different learning preferences (visual, auditory, kinesthetic). Past training sessions have suffered from poor engagement and low completion rates, largely due to a 'one size fits all' design. The learning team wants to improve inclusivity and effectiveness by tailoring content for different learner profiles, localizing where necessary, and leveraging both synchronous and asynchronous formats. How should the learning team apply principles of learner characteristics and learning styles to design modules and timetables that enhance engagement and retention in this multicultural, cross-functional environment? (10 Marks)
Ans 1.
Introduction
A training rollout built on a single generic format was always going to struggle across a workforce this varied. Employees differ in digital proficiency, cultural background, and the way they absorb new information, whether through watching, listening, or doing. Past low completion rates were not a motivation problem so much as a design problem, since a one size fits all module asks everyone to learn the same way regardless of how they actually learn best. Applying learner characteristics 
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Q2 (A) A global bank invests heavily in an LMS with adaptive learning, AI chatbots, and mobile apps to support employee upskilling. Although training completion rates are high, post-training performance metrics have not improved. Critically assess the effectiveness of the bank's technology-driven e-training approach. What changes should the bank make to ensure that digital engagement leads to improved workplace performance? Support your answer with evidence from the scenario. (5 Marks)
Ans 2(A).
Introduction
High completion rates on a technology heavy learning platform look like success on a dashboard, but they say nothing about whether employees actually perform better afterward. The bank's adaptive learning system, chatbots, and mobile apps have clearly driven engagement with the platform itself, yet post training performance metrics have stayed flat. This gap between digital activity and 


Q2 (B) An FMCG company uses assessment centres for promotions and succession planning and development centres for nurturing high-potential employees. Managers have observed overlapping competencies, repetitive feedback, and participant fatigue. How should the company differentiate and integrate the two centres to reduce redundancy and improve their effectiveness? Support your answer with suitable recommendations. (5 Marks)
Ans 2(B).
Introduction
Assessment centres and development centres serve genuinely different purposes, evaluating readiness for promotion versus nurturing future potential, yet this FMCG company is running them in a way that blurs that distinction. Overlapping competencies, repetitive feedback, and visible participant fatigue all point to the same underlying issue, a lack of clear differentiation paired with poor integration between the two processes.
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