
 

 
 

  
DAY 1 – Tuesday, April 23rd, 2013 

Conference Agenda 
 

 
08:00 – 8:30           Wakeup / Breakfast / Gather / Networking / Registration 
  
8:30 – 9:00 WELCOME! 

Pat Durante, CEdMA President, WW Leader Content & Exam Development, Information 
Management, IBM  

  
9:00 – 10:30           KEYNOTE: Impact of Next Gen Learners: Changes that Impact 
 Technical Education 
 Cushing Anderson, Program VP, Project Based Services - Consulting, HR and Learning 
 
10:30 – 10:45          Break and Networking  
 
10:45 –12:00 Market Trends: How to Respond Strategically and Tactically  
 Dirk Braune, Director of Learning as a Business, Alcatel-Lucent 

Tracy Peterson, Director, Learning Solutions, HP 
 
 
12:00 – 2:00             Lunch and Networking 
 

Vendor Pavilion: Planned: Cloud Share, Ready Tech, Hatsize, OnFulfillment, Gilmore 
Global, Rainmaker Systems, Cornerstone, Expertus, Qstream 

 
2:00 – 3:00  Innovation Award Presentation: Highly-Personalized Learning Paths 
 Matt Zimmerle, Bentley Systems  
 
3:00 – 3:15            Break and Networking 
 
3:15 – 4:15            Challenges and Opportunities of Reorganizations 
 Roslyn Jones, Senior Director, Brocade University 
 
 
4:15 – 5:45 Vendor Pavilion  

Planned: Cloud Share, Ready Tech, Hatsize, OnFulfillment, Gilmore Global, Rainmaker 
Systems, Cornerstone, Expertus, Qstream 

 
06:00 Dinner and Fun at Cucina Venti Restaurant! 
 1390 Pear Ave. Mountain View, CA 94043, 650-254-1120 
 
 



 

 
 

 
 

DAY 2 – Wednesday, April 24th, 2013 
Conference Agenda 

  
 
8:00 – 8:30 Wakeup / Gather / Breakfast / Networking 
 
8:30 – 9:30 Impact Award: Launching a Profitable Education Services Business 

Within One of the World’s Fastest Growing SaaS Companies 
 Jon Lloyd, Senior Director of Education Services, Service.now 
   
 
9:30 – 11:00 Panel Discussion: Taking the First Steps to Measuring Impact on the 

Business 
 Roslyn Jones, Senior Director, Brocade University  

Khalid Shaikh, Sr. Director, Global Education Services | HP Enterprise Security Products 
   Tomi Urho, Senior Training Manager, Tellabs 
 
11:00 – 11:30       Break and Networking  
  
 
11:30 – 12:30 Marketing through Social Media: Case Study  
 Joe Cannata, Sr. Manager, Certification/Business Development, Brocade University 
 
12:30 – 1:30 Lunch and Networking 
   
1:30 – 2:30  Contribute to the Bottom Line or Support Product Growth:  

How do you Balance Both Successfully?  
 Linda Moss, VP, WW Education Services, Juniper Networks 
 
2:30 – 3:15              CEdMA Business Meeting & Officer Reports 
 Pat Durante, CEdMA President 
  
 Demo of new CEdMA Website 
 Nik Alston, CEdMA Operations Trustee 
 
 3:15 – 3:30              Break and Networking 
  
3:30 – 4:30 Challenges Education Businesses Must Address to Support the SaaS 

Market  
 Tom Kimmel, Senior Director, Education, Kronos, Inc. 
 Leslie Neitzel, Director of Training, ServiceMax, Inc. 
 Jesse Finn, Senior Director, Taleo Global Education, Oracle University 
 
4:30 – 5:00 Conference Review and Wrap-Up Unfinished Business  
 
 



 

 
 

SESSION ABSTRACTS 
 

 

 
 

DAY 1 – Tuesday, April 23rd, 2013 
 
KEYNOTE: Impact of Next Gen Learners: Changes that Impact Technical Education 
Cushing Anderson, Program VP, Project Based Services - Consulting, HR and Learning 
 
This session presents information on the next generation of learners and the demographic, social and nature of 
work impact on how technical education will be delivered and consumed. Additionally, this presentation describes 
how training organizations can demonstrate the value of training to their clients and what measures are important 
to assure the greatest impact of training on client organizations. Key presentation topics include: 

• What will be different about future training consumption patterns?  
• What is the most effective way to learn a complex new technology? 
• What is the future of instructor led training? 
• Is hands-on learning still a key value proposition?  Or "flipping the classroom" the best approach for technical 

education?  
• What should the role of social learning be in technical education? 
• What approach can training organizations use to assure they are providing their clients with the right training 

content? 
• What does "success" in a training context look like? Are smile sheets, ROI or something else the key measure? 

 
Market Trends: How to Respond Strategically and Tactically  
Dirk Braune, Director of Learning as a Business, Alcatel-Lucent 
Tracy Peterson, Director, Learning Solutions, HP 
 
“What in the education world is going on and how should I respond?” is a question most learning leaders ask 
themselves. The learning landscape is changing dramatically and a leader’s ability to adapt to these changes will 
be critical to their success. This collaborative session will focus on current learning trends in the areas of customer 
needs, business market, technology and strategy alignment and how to respond to these trends. We will quickly 
introduce topics via latest surveys or market analysis and then ask members to leverage their collective 
experiences and outlook to discuss strategies to adapt to developments like SaaS as learning tool but also product 
to be trained, the move from predictive learning to adaptive and learner-centric learning, leveraging enterprise 
content management for training, and subscription pricing. 
 



 

 
 
 
 
Innovation Award Presentation: Highly-Personalized Learning Paths 
Matt Zimmerle, Director of LEARNservices Technologies, Bentley Systems 
 
In 2004, Bentley invested in their first public facing LMS, with the official launch in 2006. One of the greatest 
challenges in 2011 was the functionality and age of the Bentley LEARN Server. Matt was assigned the role as the 
technology lead on a project with IT to create a new front end to help users easily find and register for training and 
enroll in a learning path. Matt took the leadership role representing the business owner, the Bentley Institute, and 
worked with stakeholders and colleagues from sales, marketing, professional services, Bentley Institute, and IT. 
These efforts resulted in the development of and 2012 release of the new Bentley LEARN Server that is easy to 
use, intuitive, and allows users and organizations to create personalized training plans that maximize their return 
on software and training investments. In this session, Matt will share their plan and demonstrate their CEdMA 
Innovation Award winning technology. 
 
Bentley is the global leader dedicated to providing architects, engineers, geospatial professionals, constructors, 
and owner-operators with comprehensive software solutions for sustaining infrastructure. Bentley’s mission is to 
empower its users to leverage information modeling through integrated projects for high-performing intelligent 
infrastructure. 
 
 
Challenges and Opportunities of Reorganizations 
Roslyn Jones, Senior Director, Brocade University 
 
Have you been part of an acquisition, moved to another group within your company, asked to be a cost center one 
minute and then a profit center the next? Have you struggled meeting expectations because your goals continue 
to change based on the company’s strategy?  If you answer yes to any of these questions, this session is for you.  I 
will be sharing how Brocade University, experienced 13 different leaders since inception of the organization and 
the impact we experienced with our charter, strategy, goals, and priorities.  I will share lessons learned, how to be 
proactive communicating expectations, and most importantly obtain input and questions from you during the 
sessions to share with the CEdMA members.  
 
 
 



 

 
 

 
SESSION ABSTRACTS 

 
 

 
DAY 2 – Wednesday, April 24th, 2013 

  
 
Impact Award: Launching a Profitable Education Services Business within One of the 
World’s Fastest Growing SaaS Companies 
Jon Lloyd, Senior Director of Education Services, Service.now 
 
ServiceNow is one of the world's fastest growing SaaS-based IT software companies in the world. The company 
was founded in 2004. By 2008, they began to offer free, informal training to its customers through their 
Professional Services team. In November 2010, Jon was hired as their Director of Education Services to launch a 
formal training business. Armed with two new technical trainers and no curriculum developers, Jon began to 
construct a world class team, person by person. Within the first year of business the team grew to 13 people and 
generated $1M in revenue. By March 2013, the ServiceNow Education Services team was 25 strong and on pace to 
train over 1,000 students per quarter with an annualized run rate of $10M revenue. This session will tell the story 
of the challenges they encountered along the way, the company culture that helped shape their success, and the 
urgency to scale their efforts due to the velocity of the business. 
 
Panel Discussion: Taking the First Steps to Measuring Impact on the Business 
Pat Durante, CEdMA President 
Roslyn Jones, Senior Director, Brocade University  
Khalid Shaikh, Sr. Director, Global Education Services | HP Enterprise Security Products 
Tomi Urho, Senior Training Manager, Tellabs 
  
In this panel session, we will hear from three distinguished education leaders from Brocade, HP, and Tellabs.  They 
will share with us what they have done so far to measure the impact of training on their business.  Clearly, training 
makes a difference to our overall company success - in many tangible ways - such as increasing customer adoption 
of the products we sell, reducing the number of calls into technical support, and often leading to additional 
investments by our customers (in services, follow-on training, product sales, and maintenance renewals). 
 However, MEASURING that impact is often extremely challenging and require  tenacity and focus that are rare 
among education leaders.   
 
Roslyn, Khalid, and Tomi have each taken some steps towards measuring that impact (in their own way) and will 
share with us where they started, how they gathered the data necessary to analyze, and importantly how they 
presented their findings to executives.   We will also involve all of our attendees in the discussion to see what 
great ideas you may have come up with for measuring the impact of training.  You will leave this panel session 
with some concrete suggestions, so you can begin this critical journey at your own company. 
 



 

 
 
 
Marketing through Social Media: Case Study  
Joe Cannata, Sr. Manager, Certification/Business Development, Brocade University 
 
Social media is an innovative way to market certification programs. It requires a multi-pronged approach, as well 
as knowing the attributes of your target audience. If used correctly, it can generate interest, build customer 
interaction and reach potential new customers. Using a mid-sized IT certification program as an example, this 
presentation will cover how some of the various social media outlets can be optimally used, as well as outlining 
what metrics can be applied to social media activities. Keys to building a loyal following, customer engagement, 
along with lessons learned, also will be presented.  Attendees will leave this session with a better understanding of 
social media and how to weave it into their marketing strategies. 
 
   
Contribute to the Bottom Line or Support Product Growth: How do you Balance Both?  
Linda Moss, VP, WW Education Services, Juniper Networks 
 
The mission of an Education Services organization is frequently in dispute at the Executive Level depending on 
who you ask. Is our goal to help drive product growth and ensure stickiness with the technology thereby driving 
product sales? Or is it more to create, along with other Services lines a separate, additional revenue stream that 
exists in parallel to Product sales. Frequently the answer is YES! 
 
In this session, Linda Moss, VP Education Services Juniper Networks shares a case study of Juniper’s experience 
and how Juniper Education Services are walking this fine line and helping BOTH drive product growth, awareness 
and skills as well as make a valuable contribution to the company’s bottom line. 
 
 
Challenges Education Businesses Must Address to Support the SaaS Market  
Tom Kimmel, Senior Director, Education, Kronos, Inc. 
Leslie Neitzel, Director of Training, ServiceMax, Inc. 
 
Planning and delivering a productive and effective training business for SaaS applications vendors creates some 
different and interesting challenges. The speed of the SaaS environment, the infrastructure and operating 
requirements, the nature of the SaaS customer audiences, and the go-to-market strategies needed all create 
exciting changes in how we think about our businesses and plan for their growth.  Two of our SaaS company 
members will share how they have met these challenges, the lessons they have learned along the way, and the 
ideas they have for how this market will continue to evolve and test our future business models. 
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KEYNOTE: Impact of Next Gen Learners: Changes that Impact Technical Education 
 
Cushing Anderson, Program VP, Project Based Services - Consulting, HR and Learning 
Cushing Anderson is program vice president for IDC's Project-Based Services research. In this role, Mr. Anderson is 
responsible for managing the research agenda, field research, and custom research projects for IDC's Business 
Consulting, Human Resources and Learning research programs. Mr. Anderson has been actively investigating the 
link between strategic business planning and training in the extended enterprise. He has also extensively 
researched the value of partner certification programs to software companies, and the key motivations to 
engaging business consulting firms. 
 
Mr. Anderson speaks on a variety of topics including business consulting drivers, talent and the impact of 
certification on organizational performance. He was selected by IDC clients as the "Analyst of the Year" in 2008 
and was named as one of the "Top 20 people to watch in corporate training, 2003" by Lifelong Learning Market 
Report. He is on the editorial advisory board and writes a regular column for the industry magazine CLO - Chief 
Learning Officer and has been on the steering committee for the Technology Learning Group for the industry 
association CompTIA. Mr. Anderson also co-authored IDC's best selling bulletin in 2000 predicting the rise and 
challenges facing the corporate elearning market. 
 
Market Trends: How to Respond Strategically and Tactically  
 
Tracy Peterson, Director, Learning Solutions, HP 
Tracy is currently the Director of Learning Solutions for HP and is responsible for the development of learning 
products that support HP’s software offerings. Tracy has 20+ years in the IT training industry specializing in 
revenue-generating learning product development.  She has led training and development groups for IBM, ADP, 
Audatex, Lawson/Infor, and most recently HP. Tracy has also done training and consulting for not-for profit and 
start up organizations such as Child Advocates, Best Buddies, Give Me a Playoff.com, The Church of Jesus Christ of 
Latter Day Saints, and Valchemy. Tracy holds a Master’s degree in Education and Human Development, with an 
emphasis in Educational Technology Leadership, from The George Washington University.   
 
Dirk Braune, Director of Learning as a Business, Alcatel-Lucent  
Since Jan 2013, Dirk has been a Director of Strategy and Portfolio, in charge of the overall learning strategy, 
offerings and pricing of Alcatel-Lucent University and all customized deliveries. In his previous roles, he led as Vice 
President the learning development and strategy of the Enterprise Division of Alcatel-Lucent, and for five years, 
Genesys University worldwide. Over his 20-year career in the IT and learning industry, Dirk has worked with and in 
international companies and teams as project manager, instructor and manager, including subsidiaries of Siemens 
and HypoVereinsbank/UniCredit. His executive and operational experience includes strong P&L management skills 
and international team development. Dirk holds a Master in Psychology from Ludwig-Maximilians-University in 
Munich." 
 



 

 
 
 
Innovation Award Presentation: Highly-Personalized Learning Paths 
 
Matt Zimmerle, Director of LEARNservices Technologies, Bentley Systems 
Matt has been involved in technical software courseware development and supporting technologies for 23+ years. 
During the last 11 years with Bentley Systems he has served in a variety of roles including developing and leading 
both product documentation and courseware development teams. For the last 5 years, as Director of Learning 
Technologies, he has led the team that guides the continuing development of learning technologies to improve 
services to users and deliver innovative ways to learn software. For 2011, Matt was presented with the 
Valedictorian Award, which is presented to recognize the Bentley colleague who has made the greatest 
contribution to developing and delivering training in support of user and academic programs and the belief that an 
educated user is a user for life. 
 
 
Challenges and Opportunities of Reorganizations 
 
Roslyn Jones, Senior Director, Brocade University  
At Brocade Corporation, responsibilities include leading global technical enablement for Customers, Channel, 
OEMs, and employees. Brocade is a 2B hardware and software company, located in San Jose, California consisting 
of 5,000+ employees, and voted as one of the top 100 companies to work for.  I have been in the Education 
business for well over 25 years working for hardware and software companies consisting of Apple Computer, 
Amdahl Corporation, VERITAS Software (Symantec), Salesforce.com, and Informatica and an active member of 
CEdMA, currently serving as part of the CEdMA executive extended board and a major advocate of the CEdMA 
organization. 
 
 
Launching a Profitable Education Services Business Within One of the World’s Fastest 
Growing SaaS Companies 
 
Jon Lloyd, Senior Director of Education Services at ServiceNow 
Over the past 15 years, Jon has architected, constructed, and re-engineered learning programs of all kinds at 
various enterprise software companies. Jon has a strong background in designing education services strategies 
that align to business needs critical to success of corporate financial results. Knowing that retention and renewal 
are key to the health of a SaaS vendor, Jon understands just how critical training is to customer satisfaction, 
product adoption, and building champions in customer organizations - creating customers for life. 
 
 



 

 
 
 
Panel Discussion: Taking the First Steps to Measuring Impact on the Business 
 
Roslyn Jones, Senior Director, Brocade University  
At Brocade Corporation, responsibilities include leading global technical enablement for Customers, Channel, 
OEMs, and employees. Brocade is a 2B hardware and software company, located in San Jose, California consisting 
of 5,000+ employees, and voted as one of the top 100 companies to work for.  I have been in the Education 
business for well over 25 years working for hardware and software companies consisting of Apple Computer, 
Amdahl Corporation, VERITAS Software (Symantec), Salesforce.com, and Informatica and an active member of 
CEdMA, currently serving as part of the CEdMA executive extended board and a major advocate of the CEdMA 
organization. 
 
Khalid Shaikh, Sr. Director, Global Education Services | HP Enterprise Security Products 
At HP, Khalid manages all facets of the education business as well as technical enablement of partners and employees. Prior 
to HP he held similar positions at Business Objects and PeopleSoft.  In his career, Khalid developed new learning products and 
services, managed the internal learning function of a Fortune 500 Company, as well as led a $75M+ external learning 
business. Earlier, he also held roles at IBM and HP internationally. 
 
Tomi Urho, Senior Training Manager, Global Training Services, Tellabs 
Tomi is responsible for development and delivery of customer, partner and employee training for all Tellabs 
products globally. Since joining Tellabs in 1998, Tomi has held a series of positions in the product training 
organization ranging from instructor to management. He was also in a key role in establishing a global training 
organization at Tellabs. Prior to joining Tellabs, Urho was teaching mathematics and computer science in Helsingin 
Normaalilyseo, a separate unit of the Faculty of Behavioral Sciences in the University of Helsinki. Tomi holds a 
M.Sc. degree from the University of Helsinki. 
 
Marketing through Social Media: Case Study  
 
Joe Cannata, Sr. Manager, Certification/Business Development, Brocade University 
In his 13 years at Brocade, Joe started as an instructor tasked with establishing the Atlanta Training Center, Brocade’s first 
remote classroom in 2000. That same year, he was given a project to get a certification program up and running. He handled 
those responsibilities until 2008, when he was given program responsibilities as a full-time job, as the program was poised for 
the next level of growth and evolution. Since then, Joe has steadily grown and expanded the program, defended the threat of 
IP theft, and in 2011, started a social media marketing component for Brocade University. In late 2011, Joe was given the 
“Black Belt Award” by Brocade Marketing for excellence in work with the Brocade Communities. He is based out of Atlanta. 
 



 

 
 
 
 
Contribute to the Bottom Line or Support Product Growth: How do you Balance Both?  

Linda Moss, VP, WW Education Services, Juniper Networks 
Linda Moss heads up Juniper Network’s Worldwide Education Services organization. She is responsible for the strategy, 
development and delivery of training solutions for Juniper customers, partners, academic alliances and employees.  Moss 
brings over 25 years of extensive training and development experience in the global IT industry. She has worked at a number 
of hi-tech companies in an education capacity; prior to Juniper Works – for  BMC Software Inc as Vice President of Education, 
and Brocade Communications Systems, Inc –expanding the business in both entities via alternative learning methodologies.  

Prior to these positions in the US, Moss operated a successful training and management consultancy in Europe for ten years, 
providing training consultancy at companies such as Deutsche Bank, KPMG, Black and Decker as well as the US Federal Govt in 
Europe. She holds a BA in English from The University Of Gloucester, England; an MBA with a specialization in Managerial 
Leadership  from City University and  holds a PhD in Gendered Learning from The University of Kent, Canterbury England.   

 
Challenges Education Businesses Must Address to Support the SaaS Market  
Tom Kimmel, Senior Director, Education, Kronos, Inc. 
Professional Services, Technology Services, and Educational Services.  At Kronos, he has been responsible for the customer 
facing Education development, delivery, and customization organizations for the past 8 years, and just this past year, also 
assumed responsibility for the internal Education division.  Tom has been an active member of CEdMA for the past 6 years.  
 
Leslie Neitzel, Director of Training, ServiceMax, Inc. 
As Director of Training for ServiceMax, Inc. Global Education Services group, Leslie and her team support 
customers of all sizes and industries to help scope, create, and deliver training packages to drive user adoption, 
administrator/manager effectiveness in support of deploying ServiceMax within the organization. 

  
Ms Neitzel has over 15 years of experience in software application training, consulting, and curriculum  
development. She has built and managed a profitable team from inception to global sustainability, including branding, go-to-
market positioning and sales within and outside the organization. Prior to joining ServiceMax, Ms Neitzel built and led 
numerous consulting practices, focusing on human capital and organizational development, driving change management and 
adoption, indirectly “selling and marketing” systems and practices and programs within organizations across the world. 


