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WHAT ARE MANAGED LEARNING SERVICES?
The simple definition of managed learning services
(MLS) is the outsourced management of training
activities and/or processes.

But you can outsource anything in learning from a
short eLearning course to everything your technical,
administrative, and L&D staff does—even budgeting.

Of course, we don’t recommend outsourcing
your strategy—and you can’t give away your
responsibility for results.
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WHAT SHOULD YOU OUTSOURCE?
We recommend exploring why outsourcing
may be best for you and considering each
service to assess the benefits.

In the following pages, we show you each
service and how you might benefit from
outsourcing.

For each service, you can start by asking these
questions.:

Evaluate each separately, considering costs,
availability of skills, security risks, and
internal staffing.

• Do you need to reduce costs?
• Do you lack a particular set of skills or
expertise?
• Is getting things done fast a priority?
• Is it hard to find the time to do it?
• Do you want to offload monitoring and
maintenance so you can focus on learning?
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APPLICATION MANAGEMENT
Digital transformation has created a wealth of
new technologies that make an engaging, easyto-use experience.
Behind that experience is massive complexity that
can be difficult to manage.
Moreover, the need to manage your learning
technology is a never-ending commitment
that can’t wait on a backlogged list of your IT
department’s tasks.
What happens when you need to integrate new
technology into your learning stack? Does it end
up on IT’s list to do next year?
Is your learning technology tightly integrated with
your talent applications? Does it take a huge effort
to make them work together?
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That’s why it makes good business sense to
outsource the maintenance and monitoring of
your technology to a capable, experienced, and
specialized team.
Using application management services and cloud
technology can give you greater agility when you
need it most.
Application Management Services may include:
•
•
•
•
•
•
•
•

day-to-day administration
enterprise integration
business process optimization
troubleshooting and break/fix
content management
governance
risk management
compliance
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TECHNICAL SUPPORT
Technical support helps people use your technology. Service hours
may be your operating hours or 24/7.
Technical support services may include:
• tier one technical support (first contact)
• escalation of issues to the vendor and serving as
your advocate with the vendor support team
• assessment of third party compatibility
• designing, installing, and maintaining dashboards
and portals
• evaluating, testing, and supporting integrations
• preparing for, evaluating, and testing updates.
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ADMINISTRATION AND
USER SUPPORT
Next to learning content, administration is the most outsourced function of workforce learning management.
It is not something you should assign to a person part-time or ad hoc. It can become a burden.
Engaging an outsourcing provider can help you scale faster and lower your costs while removing the
administrative burden.
Administrative services can include:
• organizational, job structure, and user data
management
• monitoring the flow of organizational, job
structure, and user data from your enterprise
systems
• uploading and managing such information if you
have not automated it
• monitoring internal and third-party integrations
• user roles, security, and permissions management
• uploading and managing learning assets and
courses
• defining and maintaining learning paths
• managing certifications and other credentials
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•
•
•
•
•
•
•

creating, generating, and scheduling reports
maintain user dashboards and learning portals
learning resources allocation
monitoring usability and the learner experience
partner data management
new user onboarding
event management, such as instructor-led
training and venues
• eCommerce management
• preparing the organization for updates
• learning analytics
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CONTENT SOURCING
Creating a learning library is both costly and timeconsuming.
Besides, maintaining quality and relevance is an endless
task. You can save costs by using one or more of the
thousands of libraries in the market.
Because they can deliver online at scale, you can learn
about any business topic or specialty for a fraction of the
cost of developing it.

The list of services may include:
• Learning needs assessments
• Sourcing existing content to meet your needs
• Sourcing and managing content creators for
your specialized content needs
• Periodic learning needs reviews

You can also find online learning content for any topic or
skill you can think of — and others you can’t imagine.
You can partner with trusted providers to create learning
paths tailored to your workforce needs. An experienced
provider may have created what you need.
If you are juggling a basketful of providers, your LSP can
relieve you of that burden at a lower cost than hiring an
employee to do it. They may already have relationships
with the providers you use.
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DEVELOPMENT
Learning development is the most outsourced
function for L&D.
By outsourcing development, you have access to
specialists that may be hard to find.
Outsourcing gives you access to advanced
modalities like virtual reality, augmented reality,
and simulation that can be expensive.

The list of services may include:
•
•
•
•
•

Learning development
blended learning
immersive earning modalities
instructor staffing for ILT and VILT
learning analytics

You don’t need a long-term commitment, so you
can scale up and down as needed.
It’s almost assured that you will have a faster
turnaround time than in-house staff with other
duties.
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LEARNING ANALYTICS
Among the most important concerns in L&D
today is the need to show the impact and value of
learning to enterprise leaders.
In addition, there is always a need to understand
learner behavior and how you can increase its
value to your people.

9

If you don’t have a skilled analytics team, it makes
sense to engage partner who can:
•
•
•
•

Show you how to embed analytics in learning.
Help you ask the right questions of your data.
Develop your analytical tools.
Provide dashboards that deliver the right information
to your people at the right time and place.
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WHY SHOULD YOU OUTSOURCE LEARNING
ADMINISTRATION?
Engaging an outsourcing provider can help you scale faster and lower your costs while removing the
administrative burden of juggling skill sets.
Here’s our list of the benefits of outsourcing your administration.

Frequently, companies will implement the basic functions of
technology yet never move on to capture its value.
Ask yourself these questions:
• Do your people ignore social learning tools because they
aren’t aware of them or don’t know about the benefits?
• Are your learning paths complete and current?
• What other features do you need but haven’t
implemented yet?
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2. Resource Availability
If your administrators are part-timers juggling other duties, what happens when the workload
becomes too much?
If your organization is like most, learning will get little attention.
• Administrative staff turnover and unplanned
leave can be hard to manage. Do you experience
troublesome gaps in availability?
• One of the primary advantages of outsourcing
is that your partner manages fluctuations in
demand—you don’t have to hire temporary staff.
• In addition, administrators can always be available
during your regular business hours or 24/7.
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3. Up to Date Skills

4. Security

• Most learning vendors update their
technology two or more times a year.
• Do your administrators attend ongoing
training and keep up with how to manage
new features?
• Have they trained once and never again?
• An MLSP with ability and experience in
your learning platform can ensure that you
have a team that keeps up to date on the
latest changes.

• Is your sensitive data safe?
A good provider will have well-documented, transparent
security safeguards in place.
In addition, non-disclosure agreements give you a
measure of protection.
However, can you be sure none of your people have
access to information they shouldn’t have?
Your MLSP should watch your system for changes and
maintain user roles and security, but you also need to
monitor security.
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5. Support Resources
How satisfied are your users with the support they
receive? Do they have long wait times?
Your MLSP can give always-on support to both
administrative and technical support, and you can
build the level of service you need into your Service
Level Agreement (SLA).
Are you and your people getting the reports you need?
Use a provider that has expert reporting specialists to
keep your vital information flowing.

Do you need to reduce your support costs?
Shared resources can lower your costs.
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“

“

How happy are you with your vendor’s support
services?
Your provider will be your liaison and advocate when
you need to escalate issues to your vendor support.

…build the level of service you need into your Service
Level Agreement.
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SHOULD YOU OUTSOURCE
LEARNING CONTENT SOURCING?
If your organization is like most, you have several ondemand learning sources. We would ask:

You may want your MLP to manage that for you.
They can often get volume pricing.

• How do you manage procurement decisions?
• When it’s time to renew, how do you know if it’s the
right thing to do?
• Are you juggling a dozen or more contracts and
subscriptions?

And…you will reap the benefit of shared resources.
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In addition, they can help you with needs
assessment and help you match to the right vendor
or service.
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IS OUTSOURCED LEARNING
DEVELOPMENT RIGHT FOR
YOUR BUSINESS?

BENEFITS OF OUTSOURCED
LEARNING DEVELOPMENT

When you need to train people for a new product
line or have a new compliance training need, does
your overburdened staff wilt under the pressure?

Outsourcing your learning
development can

Do you have specialized needs that will break the
budget?
Managed Learning Providers (MLPs) enable you
to share the cost of top experts in specialized
learning.

•
•
•
•

give you more flexibility,
help you control costs,
supply on-demand support, and
enable you to keep up with your
competition.

And…fluctuations in demand won’t trouble you.
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SHOULD YOU OUTSOURCE
LEARNING ANALYTICS?
• Is your organization still waiting for L&D to catch up
on analytics?
• Do you need expert help to get a jump start in
advanced learning analytics?
• Do your executives doubt that L&D is worth the cost?
A good MLSP will have an analytics team on tap to help
you create a learning analytics program to enable a
leap forward in your digitization journey.

BENEFITS OF OUTSOURCING
LEARNING ANALYTICS
• Discover how effective your learning programs are
and how to improve them.
• See what motivates your people to learn.
• Measure the human capital value of learning,
• Demonstrate the impact on profitability.
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CONSIDER THE VALUE
Outsourcing learning services can reap significant benefits
if you take the time to assess your needs and evaluate the
costs and benefits.
The value may not be clear, so collaborate with an
experienced consultant to help you make the right decisions.
When you choose the right service provider, you have a much
better chance of lasting success.
We’ll give you tips for choosing well in the next section.

“When you choose the right service provider, you have a
17
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HOW TO CHOOSE A MANAGED
LEARNING SERVICES PROVIDER
Reducing costs is no longer the top reason to engage a managed
services provider.
Seeking the lowest bidder is not the formula for success.
Quality, security, and compliance should be at the top of your
requirements.
But most of all, consider the ability to meet your specific needs and
the willingness to form a collaborative, strategic relationship.
Price is important, but the conversation should be about value.

Understand why you want to outsource
Your needs are unique to your business. You will want to
understand what you are about to undertake is in line with your
business and learning strategies.

Access to advanced skills. Skills in advanced training
technologies and other staffing can be hard to manage.
MLPs often have talent pools and spread the resources across
multiple companies that share the cost.
Technology and learning innovation. Providers have access to
new methods and technologies.
And, they have a vested interest in keeping their customers up
on the latest and most effective tools.
Flexibility and scalability.
Outsourcing can help you manage change.
You can prevent over-staffing during slack times and employee
stress during peak loads—with predictable costs.

You can understand the “why” by brainstorming each of these
broad areas:
Cost reduction: Because multiple customers share costs,
you gain economies of scale.
Efficiency. Managed services providers create value
through brokerage, best practices, standardization,
analytics, and automation.
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PREPARE WITH A
THOROUGH INTERNAL
ASSESSMENT

WHAT DO YOU WANT
TO DO?

A good Managed Learning Services provider will understand
your business model and your learning strategy.

Being clear about your goals is essential from the outset of the
relationship.

In addition, they will understand your technology,
administration, learning, and analytics needs.

Work with your provider to develop goals and performance
metrics to drive your goals and show performance standards.

A provider who tries to cram you into a packaged solution
will not respond to your needs. Of course, if the package fits,
consider it, but you should still explore how they will focus on
helping you meet your goals.

If you need learning development, identify specific outcomes.

With that in mind, conduct an internal assessment to figure out
your own strengths and where you need help.

The metrics should be in your service
level agreement (SLA) for ongoing services, such as
administration.
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Evaluate the provider’s experience and ability in ADDIE and
agile learning development.
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WHAT SPECIFIC SERVICES DO
YOU NEED?

WHAT IS THE SCOPE OF YOUR
SERVICE NEED?

Each candidate will have different strengths and challenges.

Do you need learning for one department or function, or the entire
organization?

Explore the specific competencies and experience of your
candidates just as you would a member of your team.
Match the competencies to your needs to ensure you have a fit.
If you want them to take on a specific project, have your project
manager collaborate with them on goals, timelines, and
milestones.

Is it a short-term need, or do you want to set up a long-term
partnership?
Do you need a full-scale training needs analysis?
Do you think you want to offload your administration or only certain
parts of it?
Once you assess your needs, you can work through your procurement
process to find suitable providers and select the right one.

A Framework for
Agile HCM Governance
Download the eBook
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PRICING MANAGED
LEARNING SERVICES
Your provider collaborates with you to design a custom-built Service Level Agreement
(SLA) for your needs They may offer services in one or more of three ways.
Tiers of Bundled Packages

À la carte Services

Combination

Most providers offer packages of services.

If you recently gained learning technology,
you may not have the resources to afford
bundled services. Your provider will allow
you to choose what services you can
afford.

LSPs may offer a middle ground—a
product and services menu—with both à
la carte and bundled packages. That gives
you the ability to select the services that
meet your needs.

This structure enables you to get help for
the most critical services while adjusting
to your learning platform’s costs and
capabilities.

Some providers may be more flexible than
others.

A good provider will offer flexibility if you
find services are unnecessary or too costly.

21

THE GUIDE TO GETTING MORE VALUE FROM MANAGED LE ARNING SERVICES

W W W.PIXENTIA .COM

WE AT PIXENTIA WISH YOU THE BEST OF SUCCESS
Before you go…
Still uncertain about which services you need?
I’m Sean, your Pixentia MLS consultant. You can book a
no-cost consultation with me to help you work through the
learning services decisions.
Let’s talk it through and see where you can get the most
value from outsourcing.
Book a call with Sean
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CRITERIA FOR SELECTING THE RIGHT MANAGED
LEARNING SERVICES PARTNER
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1. Experience and Skills. Do they have
the skills, or do they try to control costs with
inexperienced staff?

6. Consistent Global Service Delivery with
Localization. Can they scale into new locations
with standardized services?

2. Proactive Approach. Will they wait for you
to ask for help or anticipate your needs? Do they
monitor your user experience?

7. Performance-Based SLAs. Are their metrics
outcome-based, or do they measure only
processes?

3. Alignment with Standards and Best Practices.
Are their people certified in the technology you use?
Are they certified in industry standards?

8. Broad Portfolio of Learning Development
and Delivery Services. Other services aligned
with your needs?

4. Consistent A, Knowledge Management,
and Visibility into Services. Do they have welldocumented policies and processes? A customer
knowledge base? Customer dashboards?

9. Innovative Approach to Technology.
Do they stay on top of new technology and trends?

5. Support for Multi-Vendor Management with
Strong Relationships. Can they manage your
complete stable of developers and resources?

10. Financial Stability and Reputation.
Do they have an excellent track record?
Can they withstand the fallout from a data breach?
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HOW TO MANAGE THE MANAGED LEARNING SERVICES RELATIONSHIP
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Know your strengths
and needs

Frequently review your capabilities to get the help you need. Conversely, make sure you don’t incur extra costs
for the things you can do well.
Analyze your workflow to get the most efficient services you can.

Know what and why you
want to outsource

Be specific and deliberate about the services you need.
Review your operations often to understand what you should offload to your partner.

Partner with your CIO

Understand your organization’s data protection requirements.
Build safeguards into your contract.

Select the right provider

Look for an understanding of your unique requirements. Evaluate how well your provider will respond to change.
Evaluate understanding of how your team operates.
Assess how they stay ahead of innovation.
Look for an initiative-taking stance toward service.

Make your expectations
clear

Define expected response times and procedures with proactive monitoring and alerts.
Let your vendor know you wish to optimize your services continuously.
Expect notification of any changes that could affect your service.

Treat your provider as a
member of your team

Provide feedback regularly.
Conduct periodic reviews just as you would any other member of your team.
Celebrate your successes together, acknowledging your partner’s contributions.

Plan your exit strategy

Build your exit into the contract.
Define exit requirement for data transfer and other requirements.
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Pixentia is an IT solutions and support company dedicated to meeting the unique business needs of each our clients. Our innovative
solutions deliver superior business value and merge seamlessly into our clients’ operations and culture. We believe technology
solutions should solve problems, not create them.

1333, Corporate Dr, Suite # 212,
IRVING, USA.

Email : info@pixentia.com
Phone : +1 903-306-2430
+1 855-978-6816

WWW.PIXENTIA.COM

