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Intercom welcomes letters from STC members. Printed letters do not necessarily 
refl ect the views of STC and may be edited for length. Please send your letters to 
intercom@stc.org.

The letters below are edited versions of posts to the STC Forum (www.stcforum
.org). They appear here with the authors’ permission.

To access Forum discussions of Intercom articles, go to www.stcforum.org.

Dear Editor,

The term “Work-embedded E-Learn-
ing” is a bit of a mouthful. It took 

me a while to fi gure out that it means 
what I call “demo movies.” Or am I 
wrong about that?

Which tools do people use to create 
the content? I’ve created some short 
demo movies with Adobe Captivate, but 
nothing that amounts to a forty-fi ve-
minute course. I’ve considered creating 
a longer suite of movies that would take 
users through entire projects made up 
of many tasks. But I’ve never had the 
time to tackle the project.

In my limited experience, developing 
this type of material takes much more 
time than creating regular online docu-
mentation. But I hope it’s worth it. Many 
software users hate reading online help. 
Personally, I really enjoy developing this 
type of content, despite the extra work. 
But I don’t enjoy sitting through online 
courses—I’d rather fi nd the answer my-
self. So, it doesn’t serve all users.

Maura Gudaitis
Member

Dear Editor,

A few years ago, I was a writer on vari-
ous small development teams, some-

what like the Scrum teams mentioned 
in Christine Sigman’s article (“Adapting 
to Scrum: Challenges and Strategies,” 
July/August Intercom). This design and 
development model tended to energize 
the entire team, and everyone felt more 
purposeful and excited about what they 
were doing. It certainly is tricky to man-
age all the challenges though—especial-
ly when engineering has a tendency to 
race ahead and forgets to communicate 
with tech comm. Someone always needs 
to lead and keep an eye on the process. 
Maybe a true Scrum model manages 
that better.

I liked this article very much. The 
challenge/response format was very ef-
fective and I recognized some familiar 
scenarios. It’s inspiring me to do more 
reading on the subject.

Ann Whitley
Senior Member

wrong about that?Dear Editor,

It’s very nice to have an industry buzz-
word for the approach described by 

Harry Calhoun (“Work-embedded E-
Learning: Wherever You Are, Whenever 
You Need It,” July/August Intercom). In 
1990, I was working at Boston Edison—
an electric utility (they’re now NStar). I 
was responsible for the online help and 
the Web-based training our customer 
service reps received. At that time, there 
was only mainframe online help avail-
able to us as a work-embedded strategy, 
since our reps wouldn’t be getting PCs 
installed until at least 1991. So we went 
to the IS organization—which was very 
old-school at that time—and we begged 

and pleaded…and they fi nally agreed to 
link our mainframe authoring tool into 
the legacy systems our reps worked on. 
This meant the reps could see context-
sensitive help for the specifi c screen and 
fi eld they were working on because the 
systems were hooked together. We even 
built miniexamples of hypothetical cus-
tomer situations into it.

Ours was a fairly low-level example of 
work-embedded e-learning, but it was 
the start of something great. I left Edison 
in 1994 to open my own virtual training 
practice, but I still keep in touch with 
employees I worked with. Even after all 
this time has passed, customer service 
reps with long tenures remember the 
training we created for them during 
that time and talk about it. It isn’t very 
often I get the satisfaction of knowing—
years later—the impact I had on a cli-
ent or project. This article reminded 
me that those of us working as training 
managers, instructional designers, tech-
nical writers, and graphic artists make a 
difference in the quality of someone’s 
work-life. It’s great to be reminded of 
why we do what it is we do!

Bonni Rogers
Member


