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» ASTD (American Society of Training &
Development)
e WLP ( Workplace Learning & Performance )

» FeSEd 7 RASTD ICE F R B ERRSE
» 2013 ASTD ICE &7

» 2013 ISPI( International Society of Performance
Improvement ) ICE f§7T
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» 2004 : Best practice benchmark(##k Lt —Lb)

o WREBMINEFIRB CESENE M INEE

e Samsung, Hyundai, Wistron 530l ZEfI &R LEBOBHE (BB EAVER, MR, Bi?)
» 2007 : Models, Pattern, Methodology= 3K 2 i

. %EEEE:?EEQ% IE?E,E (smce 2005, S FIROKEEE...)
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» 2011: USEEIPRFES E/Mobile Learning EAfE L.,
> 2012: B4R - 5K fEZEERE EAGordonEEiB AN AR BRSE
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B2 ABHDr. Reza Sisakhti RiZ
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Competency Models :
Foundation for Strategic Talent Management AZ BRI AG)
y . P R

o
Dr. Reza Sisakhti %7'

; 2 2007 FELUISRIFIBEORISS1E, RABULSESHE,
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R4 FEFHEYHype cycle — where the subject is?
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eLearning, Xerox PDA mobile learning, LCMS,Podcasting, 2nd life ...

“VISIBIIJTY

Peak of Inflated Expectations

Urtaaiation Plateau of Productivity

Colocation

Slope of Enlightenment

Trough of Disillusionment

Technology Trigger TIME

Gartner Inc.'s Hype Cyele
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2001 Mobile-Learning 89 40 IRE & (Hyper Cycle)

» Share by 20014 reporter [E{L=F ( ASTD 2012
ICE SR% ERA¥RE Page 44)

2001.6.4 11:27 > 2001.6.4 11:36
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« Career Development

+ Designing & Facilitating Learning

+ Global Human Resource Development

+ Human Capital

+ Leadership Development %%Eu&?ﬁ[l})\ﬁ
N, SELERZEILIGHIET .-

+ Learning Technologies

+ Measurement, Evaluation, ROI

+ Workforce Development

240 education sessions * {HETZE B 16012 NIR{E pdf » EZ0

B E DA RSISHEREAS © BRISESBEAER...
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ISPl 2013(internationa| society of performance Improvement)
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Taiwan N1 4MRD Salunas 4

» FEEF T8 : discovering the interventions and strategie
work to create proven, measureable results

» 60 sessions grouped along seven tracks grouped along seven
tracks ( 2{@ tracks EBASTD A EAB[E] — overlap):
e 1. Analysis,
e 2. Business of Human Performance Technology,
e 3. Instructional Interventions,
e 4, Measurement & Evaluation,
e 5. Organizational Design Interventions,
® 6. Process or Tool Interventions,
* 7. Research to Practice

» Cover 9 pre-conferences, 3 Keynotes, 3 masters series, 3 Research-

_to-Practice Symposium, Chat’n Chew* 32, Lunch’n Learn *, no expo.
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» EEEZHPT(Human Performance Technology)
ERfE A ERRIN RN B E

» BERRIR ARV o A LR

» BEEE C(HREAEIEIRBIA B R AT
HEE A B BB AR
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» B5IEISPIEAHPT
- EERIPRFRE - ERERRAE
» The Role of HR and Manager in People Performance
ABNEEEEAERYAR
» Manager as Performance Consultant BI1RZ, &% &8
B

* & How to Make Manager as Performance Consultant

» Wrap up /\§E

aEnrich BE QIR e

aEnrich BB ®RIREZ

EB{EISPIEAHPT
SRHEIERRE - GRERRLE




What is ISPI?
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International Society for
Performance Improvement

» Vision
e Performance improvement practices are recognized
globally as an essential part of every organization’s

competitive strategy.

» Mission

ISPl and its members use evidence-based
performance improvement research and practices to
effect sustainable, measurable results and add value
to stakeholders in the private, public, and social
sectors.
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Performance Improvement/HPT Model

ice Proveser

Performance Improvement/HPT Model

Change
Parformance Analysis of Nead or Opportuni
by Or iy Design, and Development and Maintenance
e LAt (v SU St Intervensors
ysis *Learnng
«Vision, Mission, Vales Cause Anatysis *Performance Support
* Goais and Sarategies “Job Dess

~Data informazon v
+ Crtcal Bsues Personal Development,

H 1
H '
H '
¢ I
i '
'
: Feedback 1 *Human Ressurce Develpment
H ~Environmest Supoedts, [y + 0rgan(zatonsl Communicaton
‘ Resours ces, andTools |1 « Organizasional Design and
1 ces L Devewpment
1| Enviconmental Anatysia Incentves, of Rewards : *Fnsaciel Systems
1| +Workd (Cuture, Society, “Otter.
1| Secial Responsity) *Indiidual Factors A o c
H ~Shis and Knowledge |1 onpes e
1|t Weckciace [Oroanzaton -Inavidunl Capacty ' *Leadership Commément
Rescurces, Tools. 1 *Feasiaty
V| Stakeholders, Compestion) Meizaton and ' o
: *Work (Work Flow, Performance Expectations ' * Sustahebity
1 Procedure, Responstabes. )
y| Erpenomca) 1
1| *Werker (Knowiedge, Ska '
1| Capacey, Motiaticn, ]
1| Expectalons) '
P e S OISO '
Evaluation
at ¢ evels 3.5)
+ Performance Anaysis + Etfectveness
* Selecton Desgn Development fickeacy
« nglementation. Msnlenance +npact
Vi
evels | Meta EvaluationValidation of
+ Reacton + Formative, Summative. Confemative npuls-processescutouts
* Keawledpe/sksantude change *Success stones.
* Apgicaton +Lessons keamed
Change

St Trom Funtamentsh I act 0
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Why systematic view?35 NV P&PHEYZEEMRT:

RO $alunas 364 Sery) viser

» If is the solution, then what is the question?

YR BEE IRMEEREE ¢

3

» REVBHE'TESE @ AiBFIBIRERBEGR)IEEE 9
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One most important thing

» Analyze ! NEBEH RIS
(B{EETTAS ~ AEETE)
[ BERNZER
ABHMEBEENUREMAES)
RBTEM

» At S EZHEHF R creative”’ VR E......
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One most important thing
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» Analyze: VB R R

» O] PAEEBYSE—75 © Speak in customer’s
language
 KNEETENSHFVINS —BE
o TIZ{TEHIMEE - IRAER R (Root Cause Analysis)
« KFEFREE --- A (BN: /EHAR)

aEnrich B E W IIRNE (9]
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» IIAESRE"S  EHATA

» Tools: Systematic Way to Find Possible
Problems
*BEM (or six box)

*TPS(Total Performance System)

aEnrich B EWIIRNE @




A Little Exercise

AMS/eHROM AR ~ - WAL
Taiwhn No.1 4NRD Salunaa 468 Sary

» Think back to your current or last job and
write down the biggest thing that kept you
from doing your job.

» M—BIMRESE R L —10 TAF, FRE MR
ISR TRV AN — BB ERE?
» RBTHR/IRBE:
1. TRAESZHBH K
2. OREBEASZEE

aEnrich B E W IIRNE
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Behavior Engineering Model

Information Instrumentation Motivation
Data Resources Incentives
£ 1. Relevant and frequent | 1. Tools and materials of | 1. Adequate financial
= feedback about the work designed incentives made
B adequacy of seientifically to match contingent upon
n performance human factors performance
-E 2. Descriptions of what is 2. Non-monetary incentives
2 expected of made available
E \
H performance 3. Carcer-development
£ |3. Clear and relevant opportunilies
é guides to adequate

performance

& | Knowledge Capacity Matives

= | 1. Systematically 1. Flexible scheduling of | 1. A of people’s
E] designed training that performance to match matives to work

& matches the peak capacity 2. Recruitment of people to
s requirements of 2. Prosthesis match the realitics of the
E' exemplary performance | 3. Physical shaping ituati

£ | 2. Placement 4. Adaptation

[ 5. Selection

-1

-

&

Figure 1: Behavior Engincering Model, Human Competence; Engineering Worthy Performance, 1978, p, 88,
v
aEnrich BE WM
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The Role of HR and Manager
in People Performance

The Role of HR and Manager in People Performance

LMS/eHR0 8 Al IR
Taiwan N2 aMRD Salunas

Training Manager vs. Sales Manager

g Training
Responsibility anager
«\°‘\°“
Wi
ot
Coercive
Authorlity
Implied
Authority
3
@
\\)‘“ Business
&9 E,{:I:;ger Responsibllity

BRIFIR © I1SP1 2013 Mon PM Session: Selling New Products to Salespeople: Training Matters
aEnrich BB W
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If we build it, will they sell it?

New Prduct :v::b‘:
Preducr i

Liveratvre

Lg( Preduct

~ Training

(o wen o5p

marenals

EBRFEIR © ISPI 2013 Mon PM Session: Selling New Products to Salespeople: Training Matters
aEnrich BRI ®
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New Product Growth Curves of Ten Randomly
Chosen Salespeople
60

Cumulative Saeles (Units|

BRIFIR © I1SP1 2013 Mon PM Session: Selling New Products to Salespeople: Training Matters
aEnrich BEBURE (1)




» EX](Subjective Norm)=2EEE Y]
» AR EFENMERENEBEFE L
/5\

o B BE(Self-efficacy) - EIRE TIEERER
e =B (Intention) --- HR OJEER T2

aEnrich BE QIR @
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Manager as Performance
Consultant

& How Make Manager as
Performance Consultant




Manager as Performance Consultant

» B THBIRSHTIR)- HR A RIB 2 — £
) ERENAE

® — @
$

) i i

aEnrich B E W IIRNE ®
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« BN B 5 DI EI RSB ERED ARG A
« IBRTERUE M BN DB RBURIIFERE T
« RPN EH T BRI FAHEREE0EF
«EEREET

> BERIR RS EBVFHRE
« EIBRACEEL OB SMEIRAR A
Ut d P GOlSES
 FROIENREARD =L L PRERIZHY
o AT INZRBYCENE DARTHRTS VIR SR AR BT E

ERIFKIE : ISPI 2013 Tuesday Chat & Chew, Roger Chevalier, PhD, CPT
aEnrich BE QIR R (20}
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» B AR RAEN?

» REEERERERRNRBNTER
RNEELE?

2

» NFRE?
EO R SHETIRERERA R E LS
BYiE R ERCEEN DT EE=IRE

aEnrich B E W IIRNE (21)

The Performance Coaching Process
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The Performance Coaching Process

Beginning During Ending
Review Workgroup Plans Observe Performance Get Employee Input
Identify Goals Provide Timely Feedback Review Performance
Focus on Key Activities Adjust Goals & Activities Counsel
Develop a Game Plan Record Performance Prepare Appraisal

The Performance Appraisal Period

ERIFKIE : ISPI 2013 Tuesday Chat & Chew, Roger Chevalier, PhD, CPT
aEnrich BE QIR R (22}
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Cause Analysis Worksheet

Present Level of Performance: 4 sales group of mixed readiness levels, with an inexperienced
sales manager, in danger of flonndering.

Desirved Level of Performance: 4 nained, confident. productive and continuonsly improving
sales teait

Re ble Goal: One sale per sales person per month in three months

Factors Driving Forces Restraining Forces
+4  +3 +2  +1 0 -1 -2 304
Information
clear expectations . . > | % .
relevant feedback . . . . Alf— .
relevant guides . . . . A—
performance mgmt system . . . — .
Resources
materials/tools . — . . . .
time . . . . A— .
clear processes/procedures . . . . A—
safe/organized environment . . — . . . .

ERIFKIE : ISPI 2013 Tuesday Chat & Chew, Roger Chevalier, PhD, CPT

aEnrich BE QIR @

aEnrich BB ®RIREZ
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» 2Bl/\EREE, especially for HR

» AE/NBAXREERREE) - ERNTNES
]%H'Q_EEEE

» ASTDERSEE, IBM/HPEY KERRDEY —&5E

aEnrich B E W IIRNE (25)
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» Trainer -> Performance Consultant
» OD -> Performance Consultant

» Managers capable to be Performance
Consultant

> EFERMEDNSBEER |

aEnrich B EWIIRNE @
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Thank you! Questions?

00 =i

Ex B 8T (Gordon)

gordonyen@aenrich.com.tw
02-2517-8080 #221

B S Microsoft Advanced Infrastructure Solutions
QENrich ket ot R
S IEAT RS

E55: 02-2517-8080 BB L BERBEIR
8§ H:02-2517-8801 & 5F: 06-656-6829

ik Bl IEREILE —FR1263%612 F14: 0953-303382
BB AL ity DREMBHBPIL
F:TF © 06-2378103

& 5E:07-5224782

£ www.atarich.com.tw

14
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ASTD 2001-2013 [k & H £ EVEEE13F RN EER AERRER
George£3 B © 2001, 2004, 2007, 2008, 2010, 20117V + 2012 BB E | 15 P [HE(George)
2002shRm, 2013 ISPL | 5013 5 16

& www.abnrich.com.tw

Session Objectives

» EEE A LB BENOVIRHEEPE, 219
BRI SR T DAEE S 8RR

» EERIERI1TE) - Ao EHE RUERR (
Performance Consultant)Z &

» RIFE—LTLUBE AT ERAIGFEL

approach

» S LU ES B RN — LB REUE
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» ISPI B2 E58Y Human Performance Technology 224& |
Ed 6{@boxes ( Behavior Engineering Model ) f§7T

» FEIE RN OB RA B P e T8N O R
» FERERRT : Models & Tools — E¥5ERRIAY

approach

» Measurement & On-the-jobEAZ2 gl EiE & BhiR
» SEERIE (Smile sheets) N E R HLAEF

» BERM L, TENEE

aEnrich B &M IINE 9

Performance Improvement/HPT Model

Procedure, Responsibiities,
Ergonomics)

*Worker (Knowledge, Sk, i
Capaciy, Motivation, 1
Expectations) 1

Change Manag
Perf Analysis of Need or Opp ity Intervention Selection, Intervention Implementation
Design, and Development and Maintenance
__________________________________
: Interventions Techniques
1 Analysis *Leaming *Partnering, Networking,
and Alliance Buiding
1| +Vision, Mission, Values Cause Analysis * Performance Support * Process Consulting
V|« Goals and Strategies + Environmental Factors * Job analysisWVork Design + Employes Davelopment
} -Data Information + Personal Development
1| *Critical lssues * Communi caion
¥ -Feedback + Human Resource Development * Project Management
| -Environment Supports, * Organizational Communication, * Other.
| Resources, and Tools +Organizational Design and
1 -Consequences , L—»| Development,
1| Environmental Analysis Incentives, o Rewards +Financial Systems
V| +world (Cuture, Society, *Other.
1 n * Individual Factors
H Social Responsiiity) Ski’s and Knowledge BusinessCase
* Workpiace (Organization - Individual Caj * Leadership Commitment
! Resources, Tools, MO *Feasibilty
: Stakehoiders, Compettion) - Motivation and s
- * Sustainabi
1|+ work workFiow, kwdcnad
|
i
1
1
I

g - ISP T AARBNSEER..
| . EREECIRIRS B PIES - 17
§ 20137 NEFHIR (CPC IR BIZEREA D)

undamentais of Performance Improvement Op PeOpie, Drocesses, and Croanzatons,
Tiao ous oo Deeaing 2 a0 #om | SPIMey

ISP 2013 Wed AM Session: Performance Improvement : Gamble or Sure Bet?




Models and Tools

v Performance Analysis

> Goal setting, feedback, ]n[‘)e,l:M system...

Information

Resources

Incentives

Meact

Capacity

—IvICdS

re
molReinforce

ndividual

Updated Behavior Engineering Model

1 N
TSPt

Environment

Information

Frequent
the adequacy of
performamce

2. Clear and relevant
are used o describe the
work process

3. The performance
‘management system

guides employes

performance and

Resources

1. Materials, tools and time
needed to do the job are

Incentives

Opportunity

. Jobs are enriched to allow

For fulfillment of
employee needs.

 Overall work environment
s positive, where
employees believe they
have an opportunity to
succeed: career
development opportunities
are present

Individual

Knowledge / Skills
1. Enployess have the

necessary knowledge,
experience and skills to do

the desired belaviors
Enployees with the
necessary know!
experience and skills are

properly placed to use and
share what they know.

. Enployees are recruited
and selected to match the
realities of the work
sifuation.

3. Enployees are fiee of

" emotional limitations that
would interfere with their
performance.

Motives

1. Motives of employess are

2 Enployees desire to

3. Enployees are recruited

‘perform the required jobs.

and selected to match the
realities of the work
e

Alignment

Copyright 2013 Roger D, Chevalier.  Allrights reserved  www -h&ﬂgagement,

ISP12013 Wed PM Session: Models and Tools for Performance Analysis

Performance Factors Model

Information

Vision, mission, values, job
descriptions, feedback, policy,
doctrine (stored in binders,
websites, pamphlets, posters)

Knowledge

Theories, rules, data, facts
(stored between one’s
ears)Knowledge is a
precursor to performance
(skill).

aEnrich BE W IIRNE

Passion

{8 B ARABEBYISIE R

Resources

Money, time,
people,
tools or
equipment

Ability to
performa
defined
task,
procedure,
or role

Incentives

Extrinsic offerings: pay,

bonus structure,

benefits (vacation,
health insurance), titles,

Motivation

Selection/Assignment

Hiring standards, job
assignments, career
progression

I Individual Factors (under the authority, control, and responsibility of the individual)

Skill

Capacity

Intrinsic alignment of
personal values with
specific goals, purpose,
or tasks

Capacity = knowledge + skill +
motivationThe ability to adapt
to new or novel situations
based on past experiences
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GEVRE S

Poor or Insufficient Performance Feedback 60%

High Individual Stress Levels 0,
No Performance Standards 0, 0
Lack of Clear Individual Goals 37%
Reward Not Performance Based 31%
Poor Performance Rewarded 31%
No Career Planning 28%
Fear of Failure or Punishment 23%
Inability to Envision Successful Outcomes 22%
Lack of or Poor Company-Sponsored Training 17%
Inability to Concentrate on Task at Hand 14%
Low Worker Self-Esteem 90/0

Low Compensation 8%

0% 10% 20% 30% 40% 50% 60% 70%
ERRSBEMAERBRAFMENIRER - —ERIGIT00RE D,

IREVERER..., IE A 6 boxes...

ISP1 2013 Mon PM Session: Performance Goals & Feedback at Three Levels!




Goals and Feedback for HOPE

AMS/eHROM AR ~ - WAL RARAT
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» |SPI’s Performance Improvement Standard 1

- @FYURHAETEEE]EE®EE
=BT Hh = -
SFEREQBEZERE ¢
. Bi&E ggy@ggwhich will help
B BENEIENENRIRET
BALBBEEEIRFXEOEE

ISPI 2013 Mon PM Session: Performance Goals & Feedback at Three Levels!

ll. Samsung Electronics’ Competitive Weapons ?

AMS/eHROMFIIERIM ~ - WAL A RAT
Taiwan N1 AMRD Salunas 358 Service Frovisar

» The Ability to practice continuous innovation in
all the divisions of management

Three major innovative axes in Samsung Electronics
INNOVATION

+ Value, Goal

* {& 2004FASTD » SamsungD ZHVHIGE F
Z0§E — Continuous Innovation 2RH Value &

Goal trigger Passion... (since 1999)




SMART Goals — Exercise

RN~ - MM RAT

AMRD Salutias 458 Satvice Frovisar

As HR, AESOI AR ERAVERFIFER{_EHFESZE
follow - SMART or not?

GOAL STATEMENT: Specific Measurable | Achievable | Relevant =

bound

1) Sales people should sell more products.

2) Smart company will raise Smart-E tablet

production by 60% by the end of thisyear. 4 4 4 4
3) Whole-sale people should increase end-user v/ v/ J/ /
satisfaction by 10% by the next quarter.
4) By August 1, 2013, implement updates to
OnCourse system and provide training to faculty
based on their preferred time so that faculty and v v/ v v

ISPI 2013 Mon PM Session: Performance Goals & Feedback at Three Levels!

Feedback and Performance

AMS/eHROM A TSN ~ - MALE MO RAT

EIEEEHE ARG ' :

ISP1 2013 Mon PM Session: Performance Goals & Feedback at Three Levels!



Giving Feedback - Exercise

LMS/eHao S A TR AL MR A T
Luiwan N3 AMAD Salunas 458 Taryice Frovisar

REf S DA g avgehlic R—EAE ESSfollow

Q
S = g > | &
FEEDBACK STATEMENT: = E = 8 2|8
] 8 E Elg
<
1) You let us al down just now when you let that participant in the
SRSC without having them show their student ID. It puts pressure v/ v V4 v
on the rest of us because the next time they are going to expect us to
do the same thing.
2) I’'m really angry with the way you handled your calls.
3) You are areally good salesman.
4) When you leave your gear courtside, you create a trip hazard for V4 4 4 4 v V4
other participants. | would appreciate it if you would put it in a
locker.

ISPI 2013 Mon PM Session: Performance Goals & Feedback at Three Levels!

aEnrich EERNREZ

$SUEART : Models & Tools

- BF5ER[EBYapproach

£ www.atarich.com.tw



ERENIE D4 : Models and tools

AMS/eHRD A EITM ~ - MALE WA RAT
Taiwan NO.1 AMRD Salutias 458 Sarvice Frovisar

» $EWEBRI( As Performance Consultant ){0{o]5|&
IMEVAYNEBES ( Leading our clients )
« %£4ii5 ( Preparation )
o 274 ( Assessment )
o SJET¥TEE ( Diagnosis )
o B ( Prescription )
« B FFRAFRE ( Partnering)
e 3B {L TSR ( Reinforcement )

o SZEEHIT (Follow-up)

ISP12013 Wed PM Session: Models and Tools for Performance Analysis

TRXERRITES| : ZABIEEVIREE - AR - IGHE D - BiFEE

RS R R R -
HIF 3 RERHR

RIREAYERAD - thEF
OEREFIERE
(readiness)EFGETZE
(commit) —3RE 3 Hiff

ElF

P013 Wed PM Session:



* Biz ER0T?
- BEIbIRRIARR?
* HALREEIRER)

* ESWMRABRIER?
- BERIEISNERRRERMT?
- HAZHUIERIKERE?

LS b T
Taiwan N, | aWRD Solu

© TERIBPALEERNBE?
+ ABRHEXNES CRHZIE?
* ABHEBENEINEIE S DEE?

~ - - BREENANERS, 25 i - tMBRAENIR, KERER
BENIHBIEEE. - ..

EAREREE - R0 BEHELRR - HPEReVRRE

ISP12013 Wed PM Session: Models and Tools for Performance Analysis

Models and Tools for Performance Ana]ysis.

ent

Information Resources Incentives
Knowledge Capacity Motives
ndividual

. | - BRUISZEFRE R 85% v.s. 15% (or 70% v.s. 30%) » F)S
Updated Behavior K R oy Db N 0| Ayl e AN Rl o 710
l H

BRERIZHEEAPHRIRZRERHZR, HESREVIRA

defined: employees are
given relevant and
frequent feedback about
the adequacy of
performance.

present. present; measurement and
reward systems reinforce

2. Processes and procedures o
positive performance.

are clearly defined and
enhance individual
performance if followed.

2. Jobs are enriched to allow
for fulfillment of

employee needs.

ironment

2. Clear and relevant guides

v

3. Overall physical and

ISP1 2013 Wed PM Session: Models and Tools for Performance Analysis §8 3. Overall work environment




Cause Analysis Worksheet

Present Level of Performance:

Desired Level of Performance:

Reasonable Goal:

Factors Driving Forces Restraining Forces

3 +2 +1 0 -1 -2 -3 4

Information
clear expectations
relevant feedback

. . .

Reasonable Goal TILAEREERE @ F58 » SIDUETIRRELRAY
A BER - 3EBFactors Check lists §YEF3 * SIAEBIRELE
(LB B EARE 2L R ZEEAHETE ( Holistic & systematic... )

Incentives

financial incentives .
other incentives .
enriched jobs .
positive work environment § .
Motives ISP12013 Wed PM Session: Models and Tools for Performance Analysis

Performance Improvement/HPT Model
Change Management

Ergonomics)

*Worker (Knowledge, Skil,
Capaciy, Motivation,
Expectations)

PAHPT Model EIEEIfIgYprocess,
FRERRT — TNeedback...

Dart, AnZgess O . Intervention Selection, Intervention Implementation
P ysis of Need or Opp Y
Design, and Development and Maintenance
e e = = )
1 ] Interventions Techniques
1 Analysis 1 *Leaming * Partnering, Networking,
and Alliance Buiding
1| «Vision, Mission, Vales Desired Cause Analysis : * Performance Support * Process Consulting
: * Goals and Strategies Performance . Engirlor;‘r:\mh‘l Factors ' * Job analysis/\Vork Design *Employee Development
-Da ma! .
1|+ criicatssues o | Personal Development, « Communication
i - Feedback 1 *Human Resource Development *Project Management
\ -Environment Supports, I} ¢ * Organizational Communication, « Other,
| Resources,andTools |1 + Organizational Design and
I -Consequences [— Development,
1| Environmental Analysis B Incentives, o Rewards +Financial Systems
V| +world (Cuture, Society, +Other.
1 n * Individual Factors
H Social Responsibiity) - Skil’s and Knowledge BusinessCase
' 2’:;’:3:?; (g;z;mzawn -Individual Capacty * Leadership Commitment
1| Stakenowers, Compettion) Actual - Motivation and +Feasibilty
1 * Sustanabilty
I
]
I
1
1
I
.

|
1
1
1
1
|
1
*Work (Work Flow, wer |
1
1
i
1
1
!

<«

Formative (Level 0) ion of input: tputs of [ evels3.5) f
* Performance Analysis * Effectiveness
¢ Selection Design Development * Efficiency
* Implementation, Maintenance « impact
* Value
evels1-2) i Meta Evaluation/Validation of
* Reaction; * Formative, , G uts tput:
* Knowledge/skils/atttude change +Syccess stories
* Appication *Lessons learned
Source. From Fundamentsis of Performance Improvement. Optimizing results theough peopie, processes, and crganizations,
T o oo D 2 2 Uiead wuh o o |SPIAey
ISPI 2013 Wed AM Session: Performance Improvemen amble or Sure Be




PATRDAEZEAZSHEEN ISP1 2013 Will Thalheimer g7
Master Presentation BYE D ASI{EEZH=

AMS/eHRO B A IETTIR — - IALE M RAT

X X 5 & o U M
Wlld and Wondrous (and Sometimes Research- Based)
Ideas for Improving Learning Measurement

ISP1 2013 — Masters Presentation

Phone: 888-579-9814

Will Thalheimer, PhD Emailf info@work;leaming.com
Prosident Website: wprk-learmng.cgm
Blog: willatworklearning.com

Work-Learning Research, Inc.

Somerville, Massachusetts, US Book: willsbook.net

Twitter: @WillWorkLearn

ISPI Masters Presentation : Wild and Wondrous (and sometimes Research-Based) Ideas for Improving Learning Measurement

"é-’ TIE ELEATING Which ONE reason is Most Important
IS

REE,E’},E- Reason you Measure Learning?

3) Of the up to four things you selected, please indicate which is the most important.

Meet organizational requirements for
ourlearning programs

Document legal compliance and/or
reduce legal risk

Meet regulatory demands or
certification standards

Increase the likelihood that the learning
is implemented later

Provide senior management witl
information/feedbadk

Provide the learners with
information/feedbadk

Increase the likelihood that the learning ‘745/ So the organlzatlon
is remembered |ater % E can Welgh Outcomes

Calcul ate return on-investment of the

Provide instructors/coaches with 3
information/feedback L To Su pport Lea rn|ng
Provide the learners managers with
information/feedback

Provide learning administrators and

developers with information/feedback 8% SO We can
Since we develop for athers, whether % Improve Des|gn

we measure is up to the client

Meet requirement set by organization 0.8%
that bought the program (from us) e
Collect data to help sell or market the

0.49
learning programto external customers 0.4%

ISPI Masters Presentation : Wild and Wondrous (and sometimes Research-Based) Ideas for Improving Learning Measurement



sial

We don t seem to fee/
a frofessiona/ oﬁll_'.gaﬁon

fo rcon ﬁn uous fmfro vement

ISPI Masters Presentation : Wild and Wondrous (and sometimes Research-Based) Ideas for Improving Learning Measurement

Learning and Forgetting Curves
100 YouTube: http://is.gd/LearningForgettingCurves
80 On-the-Job
i Learning Curves
Learning
Curve
60
On-the-Job
Forgetting
40 - There are many possible Curves
after-training results,
depending on:
20 - (1) Design of the Learning
(2) After-Learning Follow-up
During Learning After Learning
U1‘2‘3‘4‘5‘6‘7‘BI9‘1DIHI12‘13‘14I15

ISPI Masters Presentation : Wild and Wondrous (and sometimes Research-Based) Ideas for Improving Learning Measurement
©® Copyright 2012-2013 by Work-Leaming Research, Inc. (www.work-leaming.com)
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ol
:cj’i}}‘}f"j"i WHEN did you Measure Learning?

Research

6) If you said you measured Learning in Question 4, WHEN were the ion i ted to the
learners? Check all that apply.

Later the same day 7.4%

On the NEXT DAY after the learning event ended

From 2 to 6 DAYS later

=B Workplace Z2ZE ISR EIRITRIES...

From 1 to 3 WEEKS later

From 1 to 3 MONTHS later

From 4 MONTHS TO 1 YEAR later

MORE THAN 1 YEAR later

Source: The eLearning Guild Research
ISPI Masters Presentation : Wild and Wondrous (and sometimes Research-Based) Ideas for Improving Learning Measurement

Revisited

F10

BELEEARASTSHIRSE... (Level 3)

RS REKESZE 5/7 Btz feedback I TIELE, HESHLE ..

Smile Sheets
Can be Im,'pro ved//

ISPI Masters Presentation : Wild and Wondrous (and sometimes Research-Based) Ideas for Improving Learning Measurement
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Ultimate Goal Primary Goals  Secondary Goals Tertiary Goals

Learners Learners Cognitive Supports
Understand? Engaged Effective

TRAINING Learners Realistic Sit-Action
EFFECTIVE? p Spacing :
=
Will the training be Remembs Rera L

effective in supporting
on-the-job
performance?

ners Belief in Value
Motinfated to Apply? of Conce|

Self-Efficacy
in Skill Area

After-Training Job I Supervisors |

MAXIMALLY Supports in Elaee QUATERNARY
EFFECTIVE GOALS

SMILE SHEET Learners Smile Traditional Smile Sheets
Sheet Decisions

Accurate? Learners rate instructors as
. 0 Avoiding GIGO? credible and engaging?

Innernlatad

© =€ Acilch:l"k;fE‘? Do Smile Sheet Learners rate instructors as
Provide ; Results Distinguish supportive of their learning?
Will the Smile-Sheet between Different :
results communicate Levels of Success? Learners say that classroom
with clarity and environment was conducive to
urgency to guide Are We Measuring learning?
action? the Things that
Matter? Learners satisfied with experience?
Are We Using the Learners think training has
Smile Sheet utility/value?
Opportunity to .
Educate Our Learners think course was well-

ISPI Masters Presenta s (and sometimes Rese -Based) Ideas for Improving Lear

. . . 1. comep nas e
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* 10 BEBAS, DRl HITEBERERE, FBEE, AT

Value of Specific Information

Learning Concept

Circle One # Below

Circle ONE Below

Circle ONE Below

A

.Two common practices in

measurement bias our results.

\ Haw valuable is the
caoncept to you?

How new was concept to you?

1. Concept was new to me.

How well was
concept taught?

Measuring learning at end of Value of this Concept | 2. Decpened carlier understanding. | 1. Taught really well.

program may bias the results. (Circle NUMBER) 3. Provided nice reminder. 2. Taught well

Slm:\ar-\y,.measumng learning in 4. 1 already use concept regularly 3. Taught inadequately.

the learing context. J| Low 123456 High | 5 st people already know this. 4. Taught poorly.

B. Measuring retrieval is essential \

(even if we measure on-the-job Value of this Concept 1. Concept was new to me 1. Taught really well.

perfarmance and results) because (Circle NUMBER) 2. Deepened earlier understanding. 2. Taught wel

retrieval is required for on-the- 3. Provided nice reminder. 3' T gh ) d‘ |

job application. It is on the causal X 4. 1already use concept regularly. - laught inadequately.
Low 12345 6 High 4. Taught poorly.

pathway from learning to
performance and results.

5. Most pecple already know this.

B. Following The Money and Financial
Analysis is important to: identify
facilitators / gatekeepers; estimate the
scope of funding; identify modus
operandi; obtain insight to
sophistication of operations; understand
the crime/terror nexus; determine
geographic movement/location of
network, and to stop the threat, collect
intelligence, and prosecute.

Now,
how prepared are
you to act on this
knowledge?

Comment on relevance of topic to your current or future work:

1 Am Not Yet Ready
I Have Awareness

| Know What to Do
\ v,

How could we improve our training on this:

C. iicit Funds and Money Laundering
invalves three stages: PLACEMENT (First
phase and most vulnerable - the
physical movement of money into the
banking system), LAYERING (movement
of funds through several accounts,
companies, or nominees to cbscure
source and destination of funds), and
INTEGRATION [return of funds to the
beneficiary in 2 form that appears
legitimate, after placement and layering

Now,
how prepared are
you to act on this
knowledge?
1 Am Not Yet Ready

| Have Awareness

| Know What to Do

I Am Not Yet Ready

T Have Awareness
E Know What to Do

ISPI Masters Presentation : Wild and Wondrous (and sometimes Research-Based) Ideas for Improving Learning Measurement]
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Where Do the Various Learning Meta-Methods Get Us?

100

|

Performance Training
No panacea, but supports Performance Assistance

80 - understanding,
remembering, AND
on-the-job application
of learning!
60 Performance Training

Supports understanding
and remembering,

40 | but NOT on-the-job

application of learning!

_ Awareness Training

—
20 - Supports understanding, \\\___

but NOT remembering!

During Training After Training
1 2 3 4 5] 6 7 8 9 10 1" 12 13 14 15

ISPI Masters Presentation : Wild and Wondrous (and sometimes Research-Based) Ideas for Improving Learning Measurement
© Copyright 2012 by Work-Leaming Research, Inc. (www.work-leaming.com)

4. Wnat are the 10D 110 4 reasons that have enabled you 10 put the woikshop information into practice o make changes in your
leaming practices. Selectun to 4 choices.
Response  Response
Percent Count
I ramambar 1 look 1
ram f;m = \olrcar look up) the: | saom s
workshop's learning poinis.
| betieve strongly in the workshop's — - 0o
learning poin's. N 200% !
I nave the authonty to maxe — 25.0% 1
necessary changes. \ -
I have decided tolead 2 change 0% Py
effort 1o make this happen
I have the time to put this into 0% P
praciice. )
I'have the resources to putthis Ino 1
= \ 5
pracice. \ =k £
Iwill be acknowladged or rewarded
i1 do this. oo ?
will be sanctioned or punished if |
do NOT do this. e !
My management has made fhis a
nign pricrity. o :
My i fully supp \ N
I TE0% 3
of my effarts. f \
My coworkers are fully supportive of | - oo
my sfforts. \ = C
My t=am (or our whole unit)is '7‘: 5
\ 50.0% 2
working logether on Ihis.
w =
More management-driven Message to
H = "
than belief-driven. L ELET T

ISPI Masters Presentation : Wild and Wondrous (and sometimes Research-Based) Ideas for Improving Learning Measurement]



The Five Failures of
Workplace Learning
1. Minimizing Forgetting,
Improving Remembering
2. Training Follow-Through
3. Prompting Mechanisms
4. On-the-Job Learning

5. Measurement and Feedback
to Spur Improvement

ISPI Masters Presentation : Wild and Wondrous (and sometimes Research-Based) Ideas for Improving Learning Measurement
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Session Objectives wrap up

AMS/eHROMFIIEITM ~ - WAL A RAT
Taiwan NO.1 UMRD SaluBas 304 Seryice Frovider

» EEEALEBBENORASZEAE FNHRSERRINEHIUEER
N
¢ 6 boxesZr 5 - Goal setting & Feedback, &M RHA...
» HEERBEITTED - WIB B RERRD( Performance Consultant) 2 i
o &35l SMART, Feedback...), check list/Models/Tools/Phase/Priority...
» RO PUBE AT R BIHEFZERVapproach

e Measurement and feedback for continuous improvement

» ST LUBESR B —LERMUE
¢ Delayed test, On the job support
o JHEIR{Tsmile sheets AR, i X020 MAIFH%E
» ILUEAPIIRFE 12 BRon-the-job performance support E R4 HIZSE &

aEnrich B &M IINE @
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Self Determination Theory

* |Intrinsic Motivation
e Extrinsic Motivation

* Optimal Motivation
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Results

Behavior

Learning

Reaction
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Results
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Learning

Reaction
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. . .
Performance Oriented Training Process
AB BC
>
Before Training During Training After Training
\ AN I\ )
A Actions on AB B Actions on BC C
1. Sr. Mgr opening 1. Sr. Mgr ending talk
2. Check biz impact 2. Post evaluation
3. Action Five!
4. Collect L1/2 data
Actionsin A Actionsin B Actionsin C
1. Strategic dialogue 1. Deliver the content effectively 1. Follow up evaluation
2. Set objectives at application and 2. Sr. Mgr refresh talk 2. Action Five!
impact levels 3. Sr. Mgr sharing 3. Identify and remove barriers for
3. Create expectations in achieving learning transfer
learning objectives 4. Collect L3/4/5 data
. Develop data collection mechanisms 5. Use data to make improvements

. Send encouragement letter

. Clarify importance to role and job
. Design the content

. Provide course quality evidence

. Supervisor pre-engagement
10.Pre-evaluation

O 00N U B




Plan learning application by Action Five !

1. Plan to make impact on ...
2. Useful action tips ...

3. Action tips to be taken in the first two weeks
after training ...

4. Significant on shot (SOS)
5. Further learning topics ...

SOS (Significant One Shot)

* What is SOS:

—The most significant single learning point
from the training

» After identify SOS, the learner should
elaborate it to at least one person per day in
the first three days after training
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