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The Client 
 
Rogers AT&T Wireless implemented a new enterprise wide system. This was an 
enormous project for a company with a nationwide network and more than 2 million 
customers.  
   
Call centre representatives use this new system when managing customers’ 
accounts. There are over 1000 call centre representatives nationwide who required 
in-depth knowledge of this system. Every other department required training on the 
aspects of the system that would directly and indirectly affect them. 
 
 
Before we begin……  
 
First consider the scope of this project:  
 
 The first web based training project implemented 

by Rogers AT&T – a prototype training program 
for all the Rogers Companies 

 Impacting every department in the company 
 Training delivered nationwide 
 This project would take precedence over any 

other initiative within Rogers AT&T until 
successfully implemented 

 
 
 
A training team had been selected within the company to design, produce and 
implement the entire training program. They decided to call Claymore, as they did 
not have the resources in-house to design a web-based-training module. Upon 
consultation Claymore immediately added a Project Manager and a Web Master to 
the Rogers AT&T team.  
 
Our Web Master designed the storyboard and the visual template into which the 
content could be inserted. He advised on the type of browser used plug-ins required 
and determined the appropriate screen size standard. He designed a navigation 
structure to allow the student to easily move through the material.    
Our Project Manager managed the production and created the schedule.   
 
 
 
 
 
 

Claymore  

  Some Project Statistics 
 
150 English web-based training 
tutorials 
100 French web-based 
training tutorials  
30 paper-based modules 
70 trainers 
32 training rooms 
420 activity books 
>4000 HTML pages 
 
Training in Halifax, PEI, North 
Bay, Moncton, Montreal, 
Toronto, Winnipeg, Calgary 
and Vancouver  
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The Claymore team 
 

Project management Claymore supplied an experienced Project 
Manager to help guide the Rogers AT&T team. 

Technical writing and editing Two of Claymore’s technical writers joined the 
team to write new modules and edit modules 
produced by the Rogers AT&T team. 

Programmers Claymore provided a Master Programmer to 
design and set up the standards, 2 more 
programmers joined the team as production of 
the modules ramped up.  

Logistics and scheduling  Claymore provided a Coordinator to organize 
logistics and maintain a master schedule for all 
regions. 
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The first implementation of the software 
was rolled out in September 1999. 
 
This is the standard interface designed 
for all modules. Features include: 

• back and forward buttons  
• a list of the subtopics that 

change colour as you progress 
through the module 

• buttons for homepage, email – 
directed to the development 
team and Felix the Rogers online 
help 

Hyping it up… 
 
It was important that the 
rollout of this software 
would be a success.  
 
In order to pave the way 
Rogers decided to do a 
little PR prior to training. 
They used a computer 
based information   
Kiosk designed by 
Claymore.  
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How the team met their deadline…… 
 
The team received the functionality documents called Process Information Documents 
(PIDs) from an in house group and these 800 PIDs were the basis for the training 
content. The team grouped these PID’s into 150 modules. Claymore provided a 
storyboard, a standard to which the team could write the modules from the PID’s 
provided to them. They were developing training material for a dynamic product and 
it quickly became evident that they would not meet their deadline. Claymore 
technical writers joined the team to write and edit modules.  
 
 

A production schedule was made and Claymore 
brought in 2 more programmers to produce the 
150 web based modules.  
 
The needs analysis had been carried out prior 
to Claymore becoming part of the project. We 
had to collate the exact numbers in each region 
who would require training and the courses 
they should take.  A Claymore training 
coordinator organised the logistics and 
scheduling for the implementation of the 
training rollout. Our training coordinator was 
also responsible for setting up and managing 
the tracking system. 
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Producing a Web-Based Module: 
 

• Assess current network 
• Design a visual interface 
• Decide on the multimedia 

desired/required 
• Determine level of testing and 

tracking required 
• Design interactions    
• Establish standards ensuring 

organization and efficient 
production  

That was then this is now… 
 
The final phase of rollout for Vision21 
happened in January of 2001.  
 
With the luxury of a little time between 
rollouts a new look and feel was 
created. The simple navigation stays 
the same but we added a page 
counter along the top of the page 
and this time around we provided 
online activities. 
 
We received rave reviews! 


