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What if your frontline never stopped improving?

Al and the closed-loop
performance model
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The science of forgetting

THE FORGETTING CURVE
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How to beat the forgetting curve 1

PASSIVE LEARNING ACTIVE LEARNING
Learner Retention




How to the forgetting curve 2




The Happy Gilmore
Story Arc
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CASE STUDY

MW Western Union

Global Scale. Real Complexity.

5,000
Associates @ Peak

The Challenge

10-month proficiency
12 weeks classroom training
Massive cost drag

10

Months to Proficiency
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& Zenarate
PG -

.

Cohort A , V-
Control Group N

Status Quo




N\ Western Union
3 Zenarate

+62%

Speed to

Proficiency

PO‘O.




When performance improves continuously,
business outcomes follow.

57% 18% 50% 24%

Faster speed to Reduction in Reduction in Increase in
proficiency attrition training costs conversion rates

27%

Improvement in
QA and CSAT




The World’s Original &
Al Coach
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2 2
SPRING 2026 |I'g] SPRING 2026 || €] SPRING 2026 |1 €} SPRING 2026 || €

High
Performer

MID-MARKET

Easiest To Do P Sl .MOblle -
Business With [EXPRESS

Users Most
Likely To
Recommend

CapitalOne

\\!U
74 zenarate

Zenarate

s Nintfendo’
e NCE ‘ng§4 rr]w%g% AMERICA Ii ' %
COMCAST WELLS FARGO

. &) jetBlue

Deloitte




Prepare

Build confidence and
prove readiness.

Perform Better Perform
Then the loop continues. Apply skills in real
customer

The closed-loop
performance
model

interactions.

Improve

Deliver targeted coaching,
development, and practice.

Understand

Use interaction evidence to identify
behaviors, gaps, and opportunities.
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The closed loop continues at every stage.
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Crawl. Walk. Run.

Crawl Walk

Early, testing the In motion, getting
waters. our feet wet.

Define Good. Connect the Loop.

Run

Off and running. In
the deep end.

Close the Loop.




It starts before

the first customer

inte ra Ct| on Realistic practice before the stakes are
. real

Repetition builds confidence

Employees demonstrate proficiency
before going live

Practice reflects the conversations they

O O _
CraWI, Walk_ Run. will encounter

Which phase is your onboarding practice in?
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Your frontline is
generating
performance data
all day long.

Every customer
interaction tells you
something.




But most organizations don't
connect what happens next.

'
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This reflects the
broader Working as
One diagnosis that
performance
intelligence is often
fragmented across
functions.




Performance tells you what
needs to happen next.

Real } Behavioral } Performance
Interactions Evidence Insight



A score isn't improvement.

002

A dashboard can tell you what
happened.

An insight isn't improvement.

" A QA score can tell you A coaching recommendation
where performance can tell someone what to
fell short. change.

Which phase is your performance insights in?



What if every conversation
improved the next?






Coaching becomes specific,
not generic.



Frontline leaders finally see more than a score.

Who is actually ready?

Where are the biggest skill gaps?

What should managers coach next?

|s coaching changing performance?

Which behaviors are driving business outcomes?
Where is performance improving?

Where is it declining?



EXAMPLE: EMPLOYEE PRACTICES HANDLING AN OBJECTION

Uses the skill with a customer.
02/

This is a closed
performance
loop

Al evaluates the real interaction.
A specific skill gap is identified.

Employee receives targeted
coaching and practice.

The next interaction improves.

Crawl. Walk. Run.

Which phase is your targeted coaching and continuous improvement loop in?
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Al Tech Demo

* Simulation
* Performance Insights

* Targeted Coaching
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