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THE Need

Although HP retail training was considered the best 
in the industry, there were still problem areas in 
the ongoing battle to achieve and maintain brand 
preference in the channel:

•	Most stores had no consistent place to store 
training materials, and often RSRs could not find 
the materials a week after they were delivered

•	If the RSRs were absent or busy with a customer 
when the HP trainer visited, they may not have 
received any training at all

•	Tracking the success of training efforts was 
difficult because there was no convenient way 
to test RSRs and no way to know if the materials 
were read or by whom they were read, or what 
knowledge was retained

•	Due to time constraints, the training delivered by 
field trainers was often cursory at best

THE SOLUTION

HP selected Via Training to develop, launch and co-
manage a comprehensive e-Learning program as a 
cornerstone of its retail training efforts. Via created 
HPinfolab, a dedicated training website where RSRs 
could become more effective selling HP products 
by accessing training, sales tools and related 
channel communications. This website was initially 
launched in 1998 as a pilot project offering courses 
on two product lines.

In addition to developing the site and the online 
courses, Via also created an extensive promotional  
 

campaign to build awareness in the channel and 
drive RSRs to the site. As a result, more than 5,000 
RSRs registered at HPinfolab in the first month.
Following the success of the pilot project, several 
other HP product lines signed on to offer training 
through HPinfolab. By 2001, the site was the #1 
 
 

HPinfolab: Pioneering E-Learning Program Achieves Brand Preference 
and Increased Sales in Retail Channels

Over the years, HP maintained an extensive, highly regarded training program for 

independent retail sales representatives (RSRs) in North America. Sixty HP field trainers 

covered retail stores in their respective market areas, making regular visits to deliver 

training materials and to conduct brief, informal training sessions.

HPinfolab grew to provide training on product 
knowledge and applied sales skills to 30,000 retail 
consumer electronics sales representatives.

CASE STUDY



destination for RSRs looking for product knowledge 
and applied sales skills training offering 20 product-line 
courses to 30,000 registered users. 

A key feature supporting this large number of users  
was the configuration of separate portals to offer  
content tailored to the needs of specific retail and 
reseller accounts. In addition to the training section,  
the site content included a reference library of sales  
tools and performance support materials; a training 
incentive points program; and an administrative,  
tracking and reporting interface accessible to site 
managers at their desks. HPinfolab addressed the 
problem areas in HP’s training program and delivered 
significant additional benefits:

More effective training
HPinfolab’s interactive training was designed to 
efficiently teach RSRs what they need to know to move 
customers through the sales process. Learning activities 
were included in courses to engage the learner and 
teach both product knowledge and applied sales skills, 
including how to cross-sell.

Accessibility
Training and performance support materials for HP 
products could now be easily accessed at a single 
website. RSRs could train at any time, day or night, from 
home or work. New hires could get up to speed quickly, 
without waiting for the HP field trainer’s store visit.

Measurable results
HP could track and measure the training to determine 
how much the site was used, who used it and what 
they learned. In addition, HP could build a one-on-one 
relationship with each RSR while measuring aggregate 
use across the stores of each retail partner.

Reduced costs for printed materials
Reference materials could be distributed electronically 
and printed on demand at each store.

Seamless incentive fulfillment
The site included many industry firsts, such as a turnkey 
training incentive program. This program enables the 
names and addresses of incentive prize winners to be 
downloaded daily to a fulfillment house through Via’s 
training incentive management system. Mailing labels 
can be printed automatically. An inventory management 
back end helps ensure that items are always in stock.

A frequently used feature of online training sites is a sales 
toolbox with a wealth of performance support materials  
that can be zipped and downloaded.

A FULL-SERVICE PROGRAM

To firmly establish the program, Via provided HP  
with turnkey program support including the  
following services:

•	Course development for new product introductions

•	Training site hosting and maintenance

•	Promotional programs to increase traffic to the site

•	Management of the popular incentive program

•	User support

The HPinfolab site established a highly successful model 
for the online training of retail sales representatives 
on product knowledge and applied sales skills. The 
site was subsequently localized for more than a dozen 
additional countries. With new features and new content, 
this program has continued to provide HP a competitive 
advantage in the battle for channel mindshare.


