Chapter 7 training and development

The scope of training
Training vs Development?
· Training: tends to be more narrowly focused and oriented toward short-term performance concerns
· Development: Effort that is oriented more toward broadening an individual’s skills for future responsibilities

A strategic approach to training 
· Important to link training to organization Goals
· Canadian organizations spend $5 billion
· Annually on training—need to ensure that it is a worthwhile investment
(Training is investment not expense
The most beneficial way? based on organization’s need)


Phase 1: conducting the needs assessment
· Organization analysis:
      Examine the environment, strategies and resources the firm faces to determine what training it should emphasize (e.g. new product, new skills, too many workplace injuries?)

· Task analysis:
      The tasks performed in a job, the steps within each, and the knowledge, skills, abilities required
· Person analysis
      Which employees need training; and their individual learning needs(e.g. areas for development?)


Phase 2: Designing the training program
· Instructional objectives
1. Represent the desired outcomes of a training program
2. Should be smart:
3. Examples from our case?
4. After completing training, participants should be able to:
· Accurately describe the primary features of all phones that we support (android, BlackBerry, Apple)
· Follow the standard telephone script, without error
· Use active listening techniques to respond to a customer inquiry
· Successfully resolve a basic customer inquiry within 2 minutes.

Principles of learning


Phase 3: Implementing the training program
Choosing the instructional method
· -Nature of training 
· -Type of trainees
· -Organizational extent of training
· -Importance of training outcomes


Training methods for non-managerial employees
· -On-the-job Training(OJT)
· -Apprenticeship Training
· -Cooperative Training, Internships
· -Classroom Instruction
· -Programmed Instruction (self-directed learning)
· -Audiovisual Methods
· -Simulation Method
· -E-Learning


Methods for management development
· On-the-job Experiences:
Coaching, job rotations, understudy assignments, special projects, etc.
· Seminars and Conferences
· Case Studies
[bookmark: _GoBack]             Analytical, problem-solving and critical thinking skills are most important; Teamwork
· Management games and simulations
· Role-playing
· Behaviour modelling:
1) outline learning points; 2) modelling. 3) practice and role play;4) Feedback and reinforcement

Criteria for evaluating training (figure 7.11)
Reactions, learning, behaviour, results


	Criterion 4: Results, or Return on Investment(ROI)
Measuring the utility of training programs
· Calculating the benefits derived from training
ROI= results/training costs
· If the ROI ratio is 1, the benefits of the training exceed the cost of the program.
Benchmarking
· The process of measuring one’s own services and practices against those of recognized leaders to identify areas for improvement

Additional topics in training and development
· Organization-wide training programs
· Orientation training
· Onboarding
· Basic Skills training
· training and cross-training
· Ethics training


Orientation
· A formal process of familiarizing new employees with the organization, their jobs, and their work units.
Onboarding
· The process of systematically socializing new employees to help them go “on board” with an organization
Basic Skills training
· Basic skills have become essential occupational
Typical basic skills:
Reading, writing, computing, speaking, listening, problem solving, managing oneself, knowing how to learn, working as part of a team, leading others


Team training and cross-training
· Team building is a difficult and comprehensive process
· Team development is not always a linear sequence of “forming, storming, norming, and performing”
Ethics training
· Requires top management support
· Should be a part of new employee orientation
Chief Ethics officer
A high-ranking manager directly responsible for fostering the ethical climate within the firm
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