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Dear ASTD Friends,

May is the month of endings and beginnings for many. If last
year’s numbers are any indication, over 50,000! Tennessee young
people will end their high school career and enter the work force and/or
pursue higher education. Approximately 25,000" individuals will step
out into the world of work as they leave behind a Tennessee college
campus with an undergraduate degree. Another 15,000"or so will
complete associate degrees or receive technical certificates from
community colleges and technical schools in Tennessee to begin a new
career or advance in their current field. According to a study by
Tennessee Department of Higher Education and reported in a recent
article by the Associated Press, 63%? of Tennessee’s higher education
graduates are working in state. Are you ready? How will this flux in the
workforce affect your organization? As this generation (Nexters) enters
or increases in your organization you should consider the challenges that
may be presented and be prepared. It is not realistic to assume that
they will fit the current culture. How can you, the WLP, help create,
enhance and customize the learning environment for a multi-
generational workforce? It is quite a challenge. CLO magazine offered
some excellent guidance in the March issue. Just a few suggestions from
that article: 1) create a learning environment that attracts all age
groups 2) strategically align all aspects of learning, 3) offer learning

experiences that provide skills which can be used immediately to achieve
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business objectives, 4) engage and empower the learner to increase
productivity. It's no secret that the Nexters are excellent multi-taskers.
They were also raised on computers and adapt faster to new
technologies than any previous generation.?> This month’s program will
introduce us to using blogs, podcasts, and virtual training. Oh my! We

are not in Kansas anymore. The future is here.

See you on the 17,

Lee Ann

! THEC Statutory Data Report (February 2007). Tennessee Higher
Education Commission

2 THEC report shows most college grads stay in Tenn. (April 24, 2007).
The Associated Press

3 Islam, K. A., (March 2007) Improving organizational performance with
podcasts. Chief Learning Officer, 36-39.

When
Thursday, May 17" 4:30pm - 7:00pm
Where
ComData
5301 Maryland Way
Brentwood, TN 37027

JOINT MEETING WITH SOCIETY FOR TECHNICAL
COMMUNICATORS (STC)

Blogs, Podcasts, and Virtual Training - Oh my!

In this session, Josh Cavalier, from Lodestone Digital, will cover
how Web 2.0 technology is transforming e-learning content,
creation and delivery. There will be a detailed overview of blog,
podcast and vidcast functionality. In addition, there will be a
demonstration of Adobe Connect for virtual training.

www.HPTcampus.com

Below you will find two articles debating online training in the
workplace. The first article was written by George Anders for The
Wall Street Journal Online. The second article written by Jane
Smith, the ID SIG’s national manager, as a rebuttal to George
Anders’ article.
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Companies Find Online Training Has Its Limits in the Workplace
By George Anders From The Wall Street Journal Online

Home Depot Inc. likes computer-based training -- most of the time. When the retailer
hires new cashiers, it marches them through online simulations of making change and
processing credit cards. Recruits learn so quickly that training time has shrunk 30% from
classroom norms.

On the sales floor, however, it's a different story. After dabbling with online training,
Home Depot is relying more on personal mentoring instead. It has started a U.S.-wide
hiring drive for experienced...tradespeople, asking them to help coach rookie sales
associates.

"There's no substitute for skilled tradespeople in the aisles, informally spreading
knowledge," says Roger Anderson, Home Depot's director of learning for store
associates. Selling requires knowing products, explaining them clearly and discerning
customer wants, he explains. Computer drills can't easily blend those elements;
newcomers learn better by watching customer interactions.

Home Depot's two-pronged approach is being echoed at many companies. Online
training is making rapid headway in areas where front-line workers need a standard set
of facts. But to teach multiple skills for a complex job, companies opt for a more hands-
on approach.

One supporter of face-to-face instruction is Winfred Arthur Jr., professor of psychology
and management at Texas A&M. In 2003...he reviewed 164 studies of various training
methods' effectiveness. Trainees didn't always enjoy face-to-face teaching, but it
produced some of the biggest knowledge jumps, he says.

Traci Sitzmann, a research scientist working for the Defense Department's Advanced
Distributed Learning Co-Laboratory, reviewed 96 training studies conducted since 1996.
(She) found Web-based training was more effective than classroom instruction for
teaching facts (but no) significant differences between the two for teaching overall job
mastery.

"Selling is such an interpersonal interaction," says Steve Kittel, a training specialist for
Recreational Equipment Inc. The retailer...spends hours helping new sales clerks spot
the difference between transactional customers, who want a specific product, and
consultative customers, who want to chat. REI uses videos for part of its sales training
but has trimmed their role in recent years. It relies more on role-playing...a wide range of
customer behavior.

Tim Boyle, chief executive of Columbia Sportswear Co., says online training works best
on subjects such as business ethics, "where you want to make sure that every employee
hears the same message." The clothing and footwear company has created e-learning
material to teach...salespeople about its products. Sales rose 2%...Mr. Boyle says, "but
we won't abandon other initiatives to focus more heavily on this."

For technical training, hands-on experience still predominates. Qwest Communications
estimates that 80% of (network) training is done face-to-face, versus 20% online. Qwest
trains field technicians (in) 46 classrooms and huts where employees practice wiring a
home for service. Instructors can introduce line trouble that trainees must diagnose and
decide how to fix. To learn how to install and fix equipment, employees must "experience
situations in the field," says Curt Reimer, Qwest's head of network training.
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Home Depot officials say they can see the day the company uses e-learning for 50%
of training, up from 30% now. But in areas such as customer service, sales and
leadership, Mr. Anderson generally favors the face-to-face. "You want them to
demonstrate that they've acquired the right skills,” he explains.

Rebuttal to George Andes Article

George Anders’ article in the March 26" issue of the Wall Street Journal, makes a very
valid point—one that instructional designers have known for some time. No media is a
panacea to America’s training needs. Every time a new delivery media comes along,
people jump on the bandwagon without asking the hard, necessary questions about
the appropriateness of the media to training needs. We've seen this with movies, CBT,
video, and now e-Learning delivered via the Internet, Intranet, or CDROM.

Yet Mr. Anders’ article stopped short of really examining the reasons for the limits he
cites. Since we know little about the training courses...he references, we are left to ask
some questions.

What real performance needs were the companies trying to solve, and did anyone
consider whether training could solve the issue? In addition to training, performance
technologists consider solutions such as incentives, motivation, equipment,
environment, standards, accountability, and a host of other...solutions to a problem
before deciding to develop training. Training is only a solution to a performance issue
where the lack of skills and knowledge is a primary cause. Yet managers and directors
all too often bypass this critical performance analysis, ordering their staffs to develop
training.

Other questions to ask are about the skill set...of those creating the training. Are they
skilled and seasoned instructional designers who follow a standard methodology to
develop courses, or (are they) someone less qualified, but cheaper? Worse yet, has
management asked to put a user’s guide, manual, or slide presentation online and
called it training?

The real goal of training is to create relevant job-based training that teaches learners
the tasks, skills, and knowledge they need in order to do their jobs. Job transfer is,
therefore, paramount. However, if no one has conducted a thorough...analysis to
determine what to train and the desired outcomes, the course is headed for failure.

Furthermore, the ability to teach the job tasks in a relevant, engaging way...in online
courses is both a skill and an art. Whether the delivery media is classroom or
electronic ...part of a good audience and task analysis is to determine the appropriate
delivery method for the audience’s experience and needs as well as the tasks to be
trained.

Mr. Anders cites Home Depot’s training of cashiers as a success. Software training is
often a good candidate for online training. Some of the courses...cited as failures,
such as sales and customer service, are not appropriate for online learning, so those
results should be no surprise. Learners can’t learn to sell unless they practice selling in
the way they will on the job — either in person or on the phone. The fault ...therefore,
lies not in the delivery media but in the expectation that using an online method will
result in skills that transfer to (that) job.




The learner can practice (a software procedure) at a computer in the classroom or via a
simulated practice online. Both situations will result in learning regardless of the delivery
mechanism, as long as the methods are appropriate to the tasks, skills, and audience.

On the other hand a role play, an effective way to teach sales or customer service, is
difficult to simulate online and obtain the same level of job transfer that would occur if
that method were used in the classroom. So, the real answer to whether to use an online
delivery method is “it depends — on the training needs, the audience, and the methods.”

In my world as an instructional designer, | am seeing a growing awareness of the need
for blended learning. Online training may do well as pre-work for classroom training, or it
may be part of the practices in classroom training. Or, it could come after an introductory
classroom training piece. Regardless of how we deliver training, we must abandon the
idea of a “one size fits all” solution every time we discover a new medium. It’s just not
that simple.

Jane L. Smith

Certified Performance Technologist

Manager, Instructional Design and Learning Special Interest Group (IDL SIG) of the
Society for Technical Communication

jane@jemcommunications.com

manager@stcidlsig.org

Golden Torch Award:
Marty Nord

“"Chapter Service. Adding to the chapter’s ability to achieve its
vision and realize its mission by responding with exceptional
resources to member and customer needs and expectations.”

When most people walk into a room,
some folks notice; but when some people
walk into a room, most folks notice.
Marty Nord fits into that last category.

As Nord Consultants principal
www.nordconsultants.com, Marty has
offered over 50 clients communication,
coaching, training, and consulting
services to help individuals and teams
improve their results. Her work ranges
from  customized writing, training,
persuasion and influencing skills to
executive and sales presentations.

She has coached over 13,000
presentations in twenty years. She held
several ASTD offices before being named
President, and then continued her service
as Senior Advisor.
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Principal of Nord
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Former Vanderbilt
Professor teaching
for 17 yrs. in the
School of
Engineering and
the Owen
Graduate School
Past Director of
Vanderbilt’s
Communication for
Engineers
Program, the
Women in
Engineering
Program, and two
MBA courses
ASTD past
President and
Senior Advisor
Past National
President of the
Association of
Professional
Communication
Consultants

VP of
Development on
the Board of
CABLE

United Way
volunteer
Volunteer trainer
for Young Leaders
and SHRM
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ASTD Golden
Torch
Society for
Technical
Communication
Associate Fellow
(STC)
American Society
for Engineering
Ed. (ASEE)
Association of
Professional
Communication
Consultants
(APCC)
International
Association for
Business
Communication
(IABC).

In 2004, we honored Marty’s service to our chapter with a Golden
Torch Award for Chapter Service. We caught up with Marty to ask
some questions about service from - clearly — a service expert.

ASTD: Marty, you’ve volunteered for lots of work in a range of
organizations. What drives you to be so active?

Marty: As the BNI Group says, “Givers gain!” A major reason to
serve is to give back to a community that has supported you. My
ASTD friends helped me learn how to engage learners rather than
wear them out with lectures (a hazard of starting life as an
academic). I'm grateful. I want to serve as a way of saying
“Thank you”. I hope I never stop learning. Staying active in
ASTD is one way to stay up on research, trends, and learning
techniques.

ASTD: What has the award meant professionally?

Marty: I really appreciated getting the Golden Torch. Being
recognized - whether by your company or by your peers and
community — as an expert is always very special, especially for
those of us with consulting/training/coaching practices.

Marty: Yes, but networking is only part of it. If you're working on
the Board with responsibility (single or shared) for one of the key
positions - Programs, Communication and Marketing, Membership,
etc. - relationships become the reward for service. And all T&D
professionals reap rewards from their network: insights from
others who’ve had similar challenges, referrals for consultants,
career changes, etc. You get to know interesting people when
serving.

ASTD: Marty, you’ve given us lots of reasons to volunteer:
“givers gain”, recognition, building networks and developing great
relationships. Is there any final encouragement you’d like to add?

Marty: Well, of course your work can lead to referrals — either for
new clients or better jobs. More importantly, however, I've
learned that there is a hidden asset to volunteering in ASTD.
Stepping up as a volunteer is especially important in developing
leadership skills...one way T&D professionals can practice what we
preach — and test the theories!




Meet Robb Bingham
Two-Time Golden Torch Award Winner

Our Chapter’s GTA winner has relocated to Minneapolis, but Robb
Bingham will be in town June 1% for two presentations. He
invites our membership to join him on that Friday:

0 Training Technologies that Make More Money than
They Cost.

e Business Leadership Team breakfast meeting @ Nashville
State Community College, White Bridge Rd.,
http://www.workforce.nscc.edu/blt/

e This session explores strategies from different companies
and creative training technologies ranging in scope and
complexity from:

o LMS to Shared Knowledge Base

o Performance Management to Talent Management
o E-learning to M-learning

o Web-conferencing to Video-conferencing

0 Client-Centered Sales Strategies
¢ Noon luncheon hosted by the Nashville Association of Sales
Professionals; http://www.nashville-nasp.org/
e Attendees will learn:
o Why most sales methods don’t work for most people
o Ways to get on the customer’s side of the table and stay
there through the sales process
o Whether your current sales position is a place to be or
flee
o Strategies and resources to minimize the customer-
qualifying stage

Robb’s presentation will mirror his believe that successful
training must acknowledge the three key needs of any
enterprise: Business needs, Audience/people needs, and the
Messaging needs.

Robb Bingham now works as a full-
time designer/ developer for a
national training design firm, while
maintaining his own enterprise
Congruent Solutions. You can
contact him at robb@badiyan.com.
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Cindy Zwickel has been in the training field for over 20
years and has been a member of ASTD for more than 8
years. For more information about our April ASTD

Spotlight Member see below:
Evansville, IN
Married to Jim for 37 years and has 3 children and 4
grandchildren.
Human Resources Manager with Custom
Fabrication, Inc.
Networking with
other people in the training field.
Gardening, golf when I can, anything
outside
Part-time trainer with lots
of time to spend with the grandkids.
A baby’s smile because
nothing can brighten your day better - no matter what is going on.
Practice,
don’t be afraid to ask for help, and watch others.

ATTENTION PRESENTERS!!

REQUEST FOR PRESENTATIONS
ASTD MEMPHIS
2007 ASTD SoUTH REGION CONFERENCE
"FACILITATING TRAINING IN A CHANGING WORKFORCE"
HILTON HOTEL, MEMPHIS, TN
FRIDAY, SEPTEMBER 21, 2007

The South Region Conference program committee invites proposals for
presentations at the 2007 ASTD South Region Conference to be held at the
Hilton Hotel in Memphis. Proposals will be reviewed by the Program
Committee. Persons submitting will be notified of acceptance in June,
2007. The deadline for submitting a proposal is June 1, 2007.

Please email Lee Ann Smith at Lee.Ann.Smith@state.tn.us for a
complete RFP.
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April Meeting

The Power of Storytelling in Training
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