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Speaker 

Wayne Zitsch  

Å Group Vice President, Talent Management & 

Development, Manager of Learning 

Development  

Å Leads a team of Project Managers that 

manage contracts and vendors for the 

centralized learning function  

Å Has worked for IBM and Bank of America,  

Å MS in Instructional Technology and MBA 
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Agenda 

ÁSpeaker 

ÁAbout SunTrust 

ÁIntroduction  

ÁStarting Point  

ÁMajor Phases 

ÁSummary 

ÁQuestions 
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About SunTrust 

Purpose: Lighting the Way to Financial Well Being  

SunTrust Banks, Inc. provides deposit, credit, trust, and investment  

services to abroad range of retail, business, and institutional clients.  

 

SunTrustõs business segments:  

Á Retail 

Á Private Wealth Management 

Á Mortgage 

Á Wholesale 

1,574 retail branches, 2,882 ATMs, and 26,778 employees across a 

footprint that extends from Florida to Washington, DC.  

Retail Footprint 



Ever Happen to You? 

If I have enough options 

something will work!  

Periscope, telescope 

whatôs the difference? 
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What is Scalability? 

At your  

own risk! 

Speed 

Volume 

Tradeoffs 

Oversight 
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Typical Real Life Situation  

Line of Business: Mortgage 

 

Story line: The Fed performs an audit and provides a finding that  

causes SunTrust to need to add a new system, processes, and 

Teammates in a tight timeline.  

 

Moment of Truth: Learning consultant in their normal weekly  

business gets the question òWe need to train 600 people on a new 

system and processes in 60 days. Can you do it and how much will  

it cost?ó 

Are you ready for that question? 
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Overall Training Development Philosophy 

 

 

òIf it is training, we will help no  

matter how challenging the projectó 

 

 

When you start from a place of ñYesò  

the discussion moves to ñShould We?ò  

and ñAre You Really Ready?ò  
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2009 2010 2011 2012 2013 2014 

Why is Scalability so Important to SunTrust? 

$ in millions Development and Content Spend 

$ in millions Custom Content Spend by Month 
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Top Ten Challenges to Overcome When Scaling  

3. Can I confirm general scope to start the project quickly?  

4. Do I have a prioritization mechanism ready?  

5. Do I have vendor relationships in place? 

6. Can the vendor or staff hit the ground running?  

7. Are my logistics straight?  

8. Are my development processes clear and crisp? 

9. How do I watch the funds or the staff during the chaos?  

 

 

Typically out of the training departmentôs control 

1. Do process & procedures and the IT system exist?  

2. Are the Subject Matter Experts available? 

10. Do the learners have time to take the training? 
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Major Phases Pertaining to Scalability 

Pre-Project 

Project 

Delivery Post Project 

Sustainability 

You canôt win in this phase  

but you can lose 

Donôt Forget! 
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ÅForecasting 

ÅRFP 

ÅScoping 

ÅBuild-Buy-Modify 

ÅVendor Relationships* 

ÅSourcing Catalog Build Out 

ÅBudget Management 

ÅProject Staffing  

ÅExpectation Setting 

 

 

Concepts 

Pre-Project  
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1. Teach your organization to scope and forecast 

Å How long does it take to development a 1 hour web based 

training?  

Å How much does it cost? 

Å Should we use bottom up or top down estimating? 

2. Work on your vendor relationships before you need them.  

Å Have a Master Services Agreement in place with a lot of 

vendors 

Å Make sure your vendor is open to scaling 

Å Complete a few small projects to work out issues before you 

really need  them 

3. Standard Products are required for scalable delivery 

Å Standard products are easy to order  

Å Reduce production issues 

Å Have clear costs 

 

 

 

Best Practices 

Pre-Project  
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Pre-Project (Forecasting)  

Month by month 

activity in a  

transparent form 
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Pre-Project (Vendor Relationship)  

Requirements Document 

Work Order 
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Pre-Project (Standard Products & Scoping) 

Ability to easily order products 


