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1) Training Process
Preliminary Information

A. Agenda

1. Render Information to Adults

2. Create a Learning Environment

3. Evaluate Student Understanding

4. Prepare to Answer Questions

5. Confront Disruptive Students

6. Practice Team Teaching
B.  Terminal and Enabling Objectives
Upon successful completion of training module 5, the student will be able to:

· Discuss adult learning concepts and principles.

· Explain how to create a learning environment.

· Name five types of questions.

· Define the term “VEGA”.

· Explain how to check for student understanding or comprehension.

· Describe the techniques for effectively handling questions.

· Discuss techniques for dealing with disruptive students.

· Summarize the tips for practicing a team training session.

· Given a case study the student(s) will formulate a five-minute presentation for dealing with a potentially disruptive situation (Introductions, Enthusiasm and Participation, Check for Understanding, Handling Questions and Issues, Dealing with Disruptive Students).

· Provided with an easel and markers, the student(s) will deliver a five-minute presentation for dealing with a potentially disruptive situation.

C.  Length of Lesson

1.  Course Content: 
40 minutes

2.  Practice Session: 
50 minutes

The more you know about the training process, the better equipped you will be when you deliver training. 

1.1) Render Information to Adults
In general, adults learn differently than children. Instructional techniques and methods that are effective in teaching children are not necessarily effective when teaching adults.

Generalizations about adult learners and their impact on the learning environment:

· Adult learners are self-directed. 

· Treat them as co-participants.

· Create an environment of mutual respect.

· Involve them in setting their own objectives.

· Adults bring experience to the learning.

· Draw on their experiences and knowledge.

· Relate the learning to their own experiences so that similarities and differences can be seen.

· Adults are now oriented. 

· Make the subject matter relevant and immediately useful.

· Allow them to ask questions and provide immediate answers.

· Provide practical solutions to their problems.

· Adults like learning how to perform a task or solve a problem.

· Provide problem-solving activities and minimize distractions.

· Actively involve them in the learning process.

While the training program has been specifically designed to incorporate the principles of adult learning, it is your job to bring the material to life. Keep in mind that we generally learn best from actually doing a job, next best from what we see, then from what we read and hear.

1.2) Create a Learning Environment
Trainers set the stage for the learning process. When we demonstrate enthusiasm, we create interest in the subject matter. When we respect participants’ questions, we promote participation. An open, interactive learning environment is key to creating self-sufficient users of the [Project] system.

In setting the stage for an effective learning environment, you will want to:

· Allow time for introductions

· Create interest in the subject

· Assure student participation

· Employ effective techniques

1. Allow time for Introductions

Begin each training session by welcoming participants to the training session, then introduce yourself and the supporting trainers. In addition to letting the participants know who you are (i.e., your name), tell them a little bit about yourself. For example, you may want to state your position, your business experience, your [Project] experience, and your personal expectations for the course.

Trainees will be more likely to ask questions, raise concerns, and express opinions when they know you and the other course participants. Following your presentation of the course purpose, objectives, and agenda, allow time for the participants to introduce themselves. Ask each participant to state his or her name, role and department, and expectations for the training course. Record the expectations on an easel. 

Keep in mind, however, that when all participants know one another, introductions may lend an unnecessary formality to the learning environment. If this is the case, you may want to limit the introductions to course expectations.

For those situations where you are unable to discern this information before class, consider asking a canvassing type of question.

For example, “By show of hands who works for the __ department?”…

2. Create interest in the subject

Effective instructors engender enthusiasm and interest by demonstrating a sincere desire to transfer knowledge to others.  

Interest is stimulated in adults when they are motivated to learn. 

To create interest in the subject matter, you will want to:

· Begin each main section with a motivational comment (i.e. what is in this for them). Tell them why they are there. Give them a reason to pay attention…

· Focus on relevant, real-life situations, tasks, and examples

· Illustrate the positive (but avoid “overselling”)

· Become an advocate for change

· Exercise sensitivity to resistance

3. Assure student participation

Participants are engaged in learning when they listen and watch intently, respond to your questions, ask their own questions, and initiate discussion. 

To encourage participation:

· Solicit feedback and ask questions

· Encourage learning by doing

· Challenge trainees with problem-solving activities

· Applaud effort

· Ask good questions. 

· Factual. Asks for specific information and assist’s participants with retaining information.

· Thought provoking. For example, “What is the advantage of..?” , What is the difference between..?” Why is this method better…?”.

· Multiple Answer. A question that has more than one correct answer. This is a way to generate high interest levels and discussions.

· Yes/No. This type of question has value in arousing interest, focusing attention and serving as a lead in to other kinds of questions.

· Canvassing. A great questioning technique to determine student level of knowledge and experience.

· Use questions to achieve the following benefits

· Discover each students interests, abilities, and depth of knowledge

· Arouse student interests in the subject matter of the lesson.

· Stimulate discussion, and keep it closely tied to the subject matter

· Review and summarize important points
4. Test student knowledge of what the lesson has covered. Employ effective techniques.  While numerous techniques have been developed, there are four key areas that when practiced almost always guarantee an effective training session. It is known as VEGA (Voice, Eyes, Gestures and Attitude). Together they form a very powerful and dynamic presence.
a. Voice. The sound medium for you to communicate the training materials into the students mind. 

1) Rate of speech. As a general rule, speak fast enough to be interesting yet slow enough to be understood. Some common problems are

a) Fast machine gun delivery

b) Halting chopping rate

c) Not enough pauses

d) Too many uh’s

Use a fast rate for joy, excitement or vigorous action

Use a slow rate for a deliberate or rhetorical point.

2) Articulation – speak with understandable speech.

3) Grammar- speaks with a correct wording.

4) Volume – Speak loud enough that everyone in the room can hear you. If you are excited about the subject, it will naturally come across in the volume of your voice.

b. Eyes. Maintaining good eye contact enhances your credibility. It personalizes the material and stimulates the desire to pay attention.

a) If you need to refer to your notes:

(a. Look at your notes and gather your thoughts — don’t talk

(b. Look up at your audience, establish eye contact with someone, and paraphrase what you remember

(c. Look back at your notes — don’t talk.
b)   When you are familiar with the training materials

a) Make good eye contact with each person several times during the training session.

b) Keep the contact for approximately 2-4 seconds.

c) Feedback. Looking directly into their eyes provides non-verbal feedback.

c. Gestures. A natural part of your body that conveys a thought or emotion or reinforces oral expression. 

Your arms, hands and facial expressions are your principle tools of gesture. Your gestures will depend to a large extent on whether your personality is vigorous and dynamic or calm and easygoing. Regardless of your personality, gestures will add to the effectiveness of your speech if you relax your shoulders, arms, and hands and concentrate on communicating to the students the meaning and importance of your ideas. When the gesture is natural, it is effective. If the gesture is artificial, posed or strained, it detracts rather than reinforces. 

Examples of gestures:
· Portray an objects size

· Illustrate an action

· Vigorous actions (like slamming your hand)

· Victory (the “V” sign).

When you are not gesturing, relax your arms at your side. If this is difficult for you, try pinching your forefinger to your thumb. 


Try to avoid mannerisms that distract the students from learning

· Spider pushups

· Rocking back and forth

· Swaying

· Rubbing Hands

d. Attitude. Your speech reveals how you feel about what you say. It has an emotional impact on others. Emotion indicates how you feel about all that surrounds you. It shows your attitude. Four indicators of a good speaking attitude are:

1) Sincerity

2) Confidence

3) Enthusiasm

4) Humor
1.3) Evaluate Student Understanding
Checking for understanding is a key component of the instructional process. Each learning unit within a given end user training course builds on the previous unit. Learning assessments, such as module reviews, hands-on practice exercises, and case studies, are intended to “test” the learner’s level of understanding. 

1. You will want to carefully monitor each trainee’s progress throughout the course to ensure that he or she is ready to move on to the next learning unit.

2. You can also check for understanding by simply listening and watching. Puzzled expressions may indicate confusion. Folded arms or daydreaming may indicate frustration or disinterest.

· If the students look like they are frustrated or disinterested:

· Assume you are part of the problem

· Work on increasing eye contact

· Reduce distance and show concern

· Ask yourself 

· Do they need a break (generally train for 50/10) 

· What can I do to stimulate them?

3. Stopping for questions immediately after discussing a topic will ensure that participants are clear about what you have covered and are ready to move forward

· Ask well-timed questions (see previous section).  For Example

· Shall I go over that again?

· Do you have any questions?

· In the previous section we discussed five types of questions, what are they?

· What is VEGA?

1.4) Prepare to Answer Questions
All questions are asked for a reason. For the most part, they are intended to elicit information or clarification. Much of your success as a trainer depends on your ability to discover the reason behind the question and to give an appropriate response.

Handling questions involves:

· Listening carefully so that you understand the real question or issue

· Providing an appropriate response and offering reinforcement

In general, questions will fall into two categories: 

· “Fair” questions

· “Unfair” questions 

1. Fair questions

Fair questions are genuine questions and are intended to elicit information or clarification about the subject matter.  When you know the answer to a fair question, you should provide an immediate response. When you are only partly prepared to answer the question, you should:

· Admit that you do not have the full answer

· Note the question and/or issue

· Offer to research the answer

· Follow up with the answer in a timely manner

If you previously answered the question, an appropriate response is: “This question seems to come up a lot. Obviously, it’s a bit confusing. Maybe if I provide more detail, I can make it clearer.”

Whether you can or cannot answer the question, always provide reinforcement by reminding participants that there are no stupid questions and that you value their feedback and interest.

2. Unfair question

Unfair questions are used to vent anger, fear, or frustration. Some examples of unfair questions are:

· “You really don’t expect us to learn all of this material in two days, do you?”

· “Do you think we’ll really be ready to use this system at the end of this course?”

· “Who decided to change this procedure?”

· “How are we supposed to remember that menu path?”

When unfair questions interfere with the learning, it’s important that you address the real problem. While you can sometimes do this immediately, it may be more appropriate to address the problem “off-line,” away from the classroom.

1.5) Confront Disruptive Students

One of the hazards of a trainer’s job is the disruptive student. To avoid possible disruptions:

· Never put down a disruptive student. Try to make a positive comment, while at the same time asking for a change in behavior.

· Deal with the problem early before it takes the course and the class off-track.

The following provides some tips for dealing with disruptive students:

· Student talks too much. Ask the rest of the group:

· “What does anyone else think about this point?”

· “Who else has some ideas?”

· “Let’s make sure everyone gets a chance to contribute before any one person speaks twice.”

· Student talks too long. Wait for a pause and interrupt. Say, “Could you please summarize your idea in a few words so we can write it down?”

· Student talks to someone else at length. Say, “Pardon me, Mary. We can’t hear what you and Sam are saying. Would you mind sharing it with all of us?”

· Student challenges your ideas or opinions.
· Cite your information source(s). Acknowledge that other sources (name if possible) think otherwise.

· Ask the group what they think about the challenger’s idea/opinion.

· Acknowledge that the challenger’s idea/opinion has merit and that you may need to do some rethinking.

1.6) Practice Team Teaching

Team teaching has its own set of challenges. The following provides some tips for making it work:

· Review the course material with your co-instructor(s). You both should be comfortable with the course content and structure. Be sure that the entire team understands the terms and concepts, activities, and solutions.

· If possible, practice on-site as a team so that you can get to know the classroom environment. Practicing together gives you a chance to receive and provide feedback. You can even ask each other tough questions to prepare for the participants’ questions.

· Share expectations with each other. For example, if you are leading the class, will you mind if the other instructor makes comments? You do not want to surprise one another during class.

· Respect your co-workers. Do not wander in and out while your co-instructor is presenting, unless the course is designed for you to leave the room.

· Establish appropriate mechanisms for providing feedback during the training session. For example, you may want to agree on a set of signals for speeding up, slowing down, summarizing, or taking a coffee break. Critiques, of course, should be held privately, away from the classroom and the students.

· Be mutually supportive. Try not to contradict one another in class. Make decisions ahead of time about how to handle potential disagreements
1.7) Training Process Summary and Review

· What are some of the unique attributes to keep in mind when training adults

· How can you create a good learning environment?

· We discussed four key areas that when practiced will almost always guarantee an effective training session. What are they?

· In what ways can you check for student understanding or comprehension?

· What techniques will help you be effective when handling questions?

· How should you deal with disruptive students?

· How can you prepare for a team training evolution?

2) Training Program
Preliminary Information
A.  Module Required Materials

Computer with PowerPoint (or PPT printed slides)

Overhead Projector

Sample of a [Project] End User Course

B. Module Learning Objectives

Upon successful completion of training module 1, the student will be able to:

· State the primary goal for the end user training program.

· Describe the Training Strategy.

· Name the four main components of the training curriculum.

· Describe the main components of the training curriculum.

C. Estimated Delivery Time: 
15 minutes

Training Points

A.  Motivational Statement

This section introduces you to the [Project] end user education and training program. It is critical for you as a trainer to know:

· The training Program Goals and Objectives

· The training Program structure and curriculum

B.  Agenda

· Know Your Goal

· Focus Your Strategy

· Use Your Curriculum
· Relate to Objectives
2.1) Know Your Goal
The primary goal of the end user education and training program is to enable and facilitate effective utilization of [Company]’s [Project] system. 

As trainers, our task is not to teach people all about the [Project] system ( but to train them how to use the new system in the performance of their jobs.

2.2) Focus Your Strategy
In support of this goal, the end user education and training strategy focuses on three key areas:

· Deliver job-oriented training

· Employ a minimalist training approach

· Create self-sufficient users

1.   Deliver Job-Oriented Training
End users of the [Project] system will expect to immediately apply what they learn to their specific job responsibilities. Their productivity is measured how many customer orders they process in a day’s time, how well they manage the production schedule, or how many on-time deliveries they manage to get out the door ( not by how much they know about the [Project]  system.

The end user education and training program has been specifically designed to match the required learning to each user’s job role. 

For example, production schedulers will learn how to use the [Project] system to produce the master production schedule; customer service representatives will learn how to use the system to process customer orders.

2.  Employ a Minimalist Training Approach

Our objective is to ensure that the right people receive the right training ( at the right time. Early in the program design process, the Education and Training Team adopted a set of criteria for deciding what to include and what not to include within a particular training course:

Will course participants need to know this fact will they need to perform this procedure, in order to carry out their jobs at system startup?

Initial training focuses on critical and essential training required for system startup. Attention to the design and development of less critical and longer-term initiatives will follow where needed and where appropriate.

A clear implication of the minimalist training approach is that we are not offering courses about the inner workings of the [Project] system. 

How the system handles inputs, how it processes data, how it generates outputs ( these matters are seldom addressed in the training courses. Again, the training courses are job-oriented, focusing on what end users will need to know or be able to do to carry out their jobs in the new environment.

3.   Create Self-Sufficient Users
Some goals are “stretch” goals; and while they may be difficult to achieve, we can still shoot for them. On the morning after system startup, all of our end users will not be perfectly self-sufficient. On the other hand, most of them should be close.

Our task as trainers is to provide course participants with ample opportunities to apply their newly acquired knowledge and skills through real-life exercises and hands-on practice. Following training, key users will be available to offer guidance and support for newly trained employees.

As with the implementation of any new system, it may take some of our end users a while to get up-to-speed. The Education and Training Team is certain, however, that the training provided will create the self-sufficient users [Company] needs to achieve its business goals and objectives

2.3) Use Your Curricullum
The [Project] end user training program addresses both the education needs and the training needs of the various end user audiences. The education components present new concepts, terms, and processes; whereas the training components focus on specific system tasks and procedures. The training program is based on a multi-tiered curriculum structure that supports the delivery of training in small, manageable “chunks.” Each level within the curriculum helps to prepare the learner for the subsequent level, ensuring that he or she has the prerequisite knowledge and/or skills to begin the next learning experience.

1. The first component:

Why Change ...Program Overview addresses the following questions:

· Why is [Company] implementing the [Project] system?

· What is [Project]?

· What business processes are and are not supported by [Company]’s implementation of the [Project] system?

· Where and when will the [Project] system be implemented?

· How will the implementations of the [Project] system impact current business processes?

2. The second component:

Business process overview provides users with an overview of the relevant, [Company]-specific business process/sub-process. As an example, the overview answers the question

“How does creating and maintaining purchase orders relate to other activities    encompassed within the Managing Procurement and Supplies sub-process?”

3. The third component:

[Project] Basic Navigation addresses the following questions:

· How do I navigate through the [Project] system?

· How do I process transactions within the [Project] system?

4. The fourth component:

Job-specific task training courses provide the user with a review of the relevant business sub-process or activity and address the following questions:

· How does this sub-process or activity fit into the overall business process?

· When and how do I use the [Project] system in doing my job?

· How does this differ from what I know and do today?

Some examples of task-focused training include:

· [Course area TBD]

· [Course area TBD]

· [Course area TBD]

As a general rule, each course covers a particular business sub-process or activity, such as [sub-process/activity].

2.4) Summary and Review
What is the primary goal of the end user education and training program?  
To enable and facilitate effective utilization of the [Project] system.

· There are three key areas in the [Project] strategy focus. What are they?

· How many major components are there in the multi-tiered end user training curriculum?

· What are they?

3) Training Product

Preliminary Information

A. Module Required Materials

· Sample of [Project] End User Course Manual

· Sample [Project] Quick Reference Card

B. Module Learning Objectives

Upon successful completion of training module 2, the student will be able to:

· Name the three main parts of a Trainer Tool kit.

· Summarize the benefits of a Training Manual.

· Describe the use of Quick Reference Card.

· State the benefits of Instructor Slides/Overhead Transparencies.

· Discuss the importance of utilizing course evaluations.

· Name the four main components of a training manual

C.  Estimated Delivery Time: 15 minutes

Training Points

A. Motivational Statement

This section provides a brief overview of the trainer “tool kit” – the materials you will use to deliver and evaluate the end user training program.

Like any master craftsman the more you know how to use the “tool kit” the better you will be able to perform as an instructor.

B. Training Agenda

· Acquire Training Materials

· Solicit Course Evaluations

· Master Manual Components

· Conduct Training Activities

· Solicit Course Evaluations

3.1) Acquire Training Materials
The Education and Training Team has developed various types of instructional materials to support the delivery of each course within the [Project] end user training curriculum. 

These materials include:

· Training manuals

· Instructor slides

· Quick reference cards

1.  Training Manuals

a. The primary tool for instructor-led classroom training is the training manual.

This document specifies what must be learned and includes information (i.e., course content) and instructional activities, such as hands-on exercises, lesson reviews, and case studies. It is intended to:

· Provide the basis for training

· Reduce trainee anxiety

· Enhance the communication process

b. While the specific content of the training manual will vary based on the nature of the subject matter to be taught, all manuals (and courses) are designed to:

· Concentrate on tasks that users will need to perform immediately

· Focus on the most frequently used functions of the [Project] system

· Move from the easy to the more difficult tasks

· Include exercises that guide the users through each task

· Accommodate a natural, logical progression from one exercise to the next

· Release the users to perform tasks without instructor guidance

 2.  Quick Reference Cards

In addition to the training manuals, the Education and Training Team has developed quick reference cards for a number of courses. These cards remind users of key features, options, and methods of working in the [Project] system (i.e., transaction codes, menu paths, useful match codes, order types, etc.). The quick reference card is a type of job aid; its primary function is to assist the new user back on the job.




Show sample (Power point or actual cards)

3.   Instructor Slides

To assist you in presenting the course content, the Education and Training Team has created a series of instructor “slides” for each training course. These slides are designed to help you:

· Introduce a new learning unit

· Reinforce or supplement a lecture or demonstration

· Present new concepts, terms, and processes

They provide visual cues for you as well as the trainees, and help to break the tension of  learning.

All instructor slides have been developed in Microsoft PowerPoint, so that you can display them “on-line” using the PowerPoint slide show. Or, if you prefer, they can be produced for you to use as overhead transparencies. The accompanying training manual also includes “images” of certain slides.

NOTE:  It is advisable to have a backup plan when using PowerPoint on a computer in case the unit experiences problems. One method is to keep a set of printed slides and an overhead on hand.

3.2) Solicit Course Evaluations
The Education and Training Team has developed a “blueprint” or basic design for all end user training courses. Each course consists of a number of units or modules of instruction, and each module consists of one or more lessons. Each learning module is based on clearly defined learning and/or performance objectives to enable course participants to focus on the learning process.

The Blueprint is intended to ensure consistency and overall quality of the training materials.

The [project sample] course provides an example of how the various components (i.e., the modules and the lessons) work together to form a cohesive training course:

NOTE:   The overall structure of the [Project] training manuals reflects this basic course design

3.3) Master Manual Components
The training manual provides the basis for training. Its purpose is to facilitate and enhance the communication process between the trainer and the course participants.

Each training manual includes the following components:

· Introductory material

· An overview module

· One or more business task modules

· A final review and learning assessment

1. Introduction Material. The following information appears at the front of each training manual:

· Title page, which identifies the course

· Acknowledgments page, which includes copyright and trademark statements

· Table of contents

· Preface, which describes the purpose of the training manual, the manual conventions, and the course prerequisites

· Introduction, which briefly outlines the overall course purpose and the key 

· learning objectives

2. Overview Module.  

The overview module typically includes the following components:

· Key terms and concepts as they relate to the particular business sub-process or activity

· A business process review, which relates the course subject matter to the relevant business process; for example, users learning to process a customer order need to know how this activity relates to other sales activities, such as processing customer quotations, and to other sales and distribution functions, such as shipping and billing

· A course overview, which helps participants understand what they will learn about or learn to do in subsequent learning modules

· A review and learning assessment, which checks the participants’ understanding of the module content

3. Business Task Modules.  
Each business task module typically includes the following components:

· Task-related terms and concepts, which enable participants to understand the key principles behind what they will learn to do

· A task map, which outlines the sequence of steps for the particular task, including manual steps, inputs and outputs, relationships to other systems, interfaces, etc.

· Transaction guide(s), which outline the procedures for performing the particular task within the [Project] system, including the navigation path, key fields, and data to be included for a particular transaction

· Hands-on exercises, which provide real-life examples to enable participants to practice what they have just learned

· A review or learning assessment, which checks the participants’ understanding of the module content

4. Final Course Review.

Each course typically ends with a final “written” and a hands-on learning assessment. These assessments provide an opportunity for participants to evaluate their own learning through question and answer, additional hands-on exercises, or case study.

3.4) Conduct Training Activities

The delivery of end user training for the [Project] system involves a series of instructional activities. These activities, which are repeated at various times throughout the course, include:

· Introduction, which takes place at the beginning of the course and at the beginning of each learning module

· Information transfer, in which you deliver the course content to the participants via lecture and/or demonstration

· Hands-on practice exercises, in which the participants have an opportunity to apply the information that has just been discussed

· Learning assessments, in which you and the participants have an opportunity to check for understanding of concepts, terms, and procedures through a question and answer review, hands-on exercise, or case study

The instructional materials ( the training manual, the instructor slides, and the quick reference cards ( are all designed to support and facilitate these various activities.

3.5) Solicit Course Evaluations
The course participants will evaluate every course you teach. This should not alarm you! The purpose of the evaluation is to gain feedback with a view to improvement.

The course evaluation provides course participants with an opportunity to indicate their level of satisfaction with the:

· Training materials

· Course content

· Course design

· Instruction

· Identify additional training items

You will be required to collect the evaluation forms at the end of each course you teach and send them to the Education and Training Team.

Your current point of contact is:

 [Name]

[Address]
3.6) Summary and Review
· How many items are there in a trainer’s tool kit?

· What are they?

· What important item should happen at the end of every training session?

· Where will the completed course evaluations be sent?

A training course includes a number of learning modules, and each module typically consists of one or more lessons. Each learning module is based on a set of learning or performance objectives to help focus the learning process.

Every course has training manuals. 

· Describe the contents of a Course Blueprint?

· What are the key components for each training manual?

· What are the instructional activities that occur in an average course of instruction?

4) Training Preparation
Preliminary Information

A. Module Required Materials

· Computer with PowerPoint

· Overhead Slides

· Overhead Projector

· Sample Sign In sheet

· Preparation Checklists

· Sample Data sheets (TBD)

· Sample Practice Exercises (TBD)

· Sample Case Study

B. Module Learning Objectives

Upon successful completion of training module 4, the student will be able to:

· Describe the components of a Training Client Environment.

· Explain how to prepare for a Training session.

· State the procedures for setting up a training session on the day of delivery.

C. Estimated Delivery Time:  15 minutes

Training Points

A. Motivational Statement

The better control you have over the environment, the easier it is to build your confidence. The more confidence you have, the more professional the training 

B. Training Agenda

· Establish Training Environment

· Plan Course Preparation

· Complete Set Up Process

4.1) Establish Training Environment
End users will expect to immediately apply what they have learned to their specific job responsibilities. Moreover, adult learning theory teaches us that adults learn best by doing. As trainers, we want to motivate course participants to “put their fingers on the keyboard” — to apply their newly learned skills and procedures to actual work or at least to realistic, job-related tasks.

The Education and Training Team has established a separate [Project] client to support the delivery of the [Project] end user training program. This training client includes:

· An exercise database

· A set of training IDs

NOTE:  Although we cannot completely simulate the user’s work environment within the classroom, the training client closely mirrors the actual production system.

1. The exercise database includes the data that you will use to demonstrate a particular [Project] task and that the course participants will use for hands-on practice. Within the database, you will find master data, such as customers, vendors, and materials, as well as transaction data, such as documents, inventory balances, etc.

When you receive your training manuals, you will also receive a data sheet that outlines the data for the demonstrations, practice exercises, and case study.

2. The Education and Training Team has also established a set of generic training (user) IDs and passwords that provide access to the training client. Each participant will use a generic ID for a particular training session. As the trainer, you will need to ensure that each participant knows what user ID and password he or she should use. Passwords will be reset at the end of each training session.

Training IDs and passwords are noted on the training data sheet for each course.

4.2) Plan Course Preparation

Delivery of the end user training program requires a great deal of planning and coordination. The training client, the classroom, the materials, and the people all have to come together at the right time, without any hitches. A prepared trainer knows the subject matter, the materials, the audience, and the classroom environment.  Most people don't plan to fail, they fail to plan. Course preparation activities include:

· Instructor preparation

· Classroom preparation

What a trainer does (or fails to do) prior to the arrival of the course participants can have a direct impact on the success of the training course. Allowing ample time for preparation activities will help to ensure your success as a trainer, as well as the overall success of the [Project] training program. 

1. Instructor Preparation. 

As you prepare to teach a particular training course, it’s important that you take time to review the course content and to practice using the instructional materials. While each of you will adopt your own preparation methods and techniques, you will want to be sure that you:

· Understand the course purpose and objectives.

· Know the overall course design and structure.

· Comprehend the course content (and know who to contact if you have any questions).

· Practice using the training materials. 

· Rehearse the instructor demonstrations and the hands-on exercises.


It’s also important that you know your audience. If at all possible, take some time to learn about the audience in advance of the training session. Through networking and personal contacts, you may already know one ore more of the participants. If, however, this proves too difficult or you are constrained by time, build in a quick exercise or “ice breaker” at the beginning of the course to help you do a quick assessment.

NOTE:  Another strategy for gathering information about students is to ask canvassing questions. For example, “By show of hands, how many of you have received some form of presentation training?”….

2. Classroom Preparation

As trainers, you will want to ensure that you have all of the equipment, supplies, and materials you need to deliver the end user training course. Additionally, you will want to take the time to ensure that all equipment is in proper working order — prior to the beginning of the class.

The appendix contains a course preparation checklist that includes:

· A calendar of preparation activities (show example ).

· An equipment and supplies inventory.

In preparing for a training course, you will want to review each of these checklists. No matter how well designed the course, regardless of how well you know the subject matter, and careful classroom preparation can enhance your chances of success.

4.3) Complete Set Up Process

On the day of training, you can do the following:

1. Before training starts:

· Arrive early so that you can complete your preparation chores before the participants arrive.

· Place a sign on the door or wall to eliminate that anxious question, “Is this the place?”

· Check the seating arrangements and the set-up of the equipment, flipcharts, audio-visual equipment, and refreshments.

· Make sure you have a sign-in sheet.

· Greet participants when they first arrive.

· Mingle with participants prior to the beginning of the class, as they are getting coffee and settling in.

2. After training is over:

· Re-Post your contact information (such as an email address).

· Be available for at least 30 minutes. Some students may linger looking for an opportunity to ask questions or to deepen their own networks.

· Research any questions you were unable to answer during the presentation/training.

4.4) Review Questions and Answers
· To ensure that course participants have an opportunity to apply their newly learned skills and procedures, you will have access to a ready-to-use training environment that closely mirrors the production system.

· The “pre-configured” [Project] training client includes the data you will need for hands-on exercises and instructor demonstrations. You will receive a data sheet that outlines the data required for the demonstrations, practice exercises, and case study.

· What key item in the Client Training environment distinguishes one student from another?

· What are some things you can do to prepare yourself before a training session?

· What things can you do after you deliver training?

5) Summary and Review Questions

5.1) Module 1 Review Questions and Answers

· What are some of the unique attributes to keep in mind when training adults

· Adults learners are self-directed

· Adults bring experience to their learning

· Adults are now-oriented

· Adults like learning how to perform a task or solve a problem

· How can you create a good learning environment?

· Allow time for introductions

· Create interest in the subject matter

· Assure student participation

· Employ effective training techniques

· We discussed four key areas that when practiced will almost always guarantee an effective training session. What are they?

· Voice

· Eyes

· Gestures

· Attitude

· In what ways can you check for student understanding or comprehension?

· Monitor the participants’ progress in completing the learning assignments.

· Watch and listen for non-verbal signs of confusion, frustration, or disinterest.

· Ask good questions (fact, thought provoking, multiple answer, yes/no, canvass).

· What techniques will help you be effective when handling questions?

· Listen carefully

· Provide an appropriate response

· How should you deal with disruptive students?

· Keep the course and class on track

· Do not put them down

· Redirect to the class

· Be credible

· Acknowledge their point when applicable

· How can you prepare for a team training evolution?

· Share expectations

· Practice together

· Provide each other with feedback

· Be mutually supportive

5.2) Module 2 Review Questions and Answers

· What is the primary goal of the end user education and training program?

 - 
To enable and facilitate effective utilization of the [Project] system.

· There are three key areas in the [Project] strategy focus. What are they?

· Deliver job-oriented Training

· Employ a minimalist training approach

· Create self-sufficient users

· How many major components are there in the multi-tiered end user training curriculum?

- 
Four

· What are they?

· Why Change …Program Overview

· Business Process Overviews

· [Project] Basic Navigation

· Job-specific task training courses

5.3) Module 3 Review Questions and Answers
· How many items are there in a trainer’s tool kit?

· Three

· What are they?

· Training Manuals

· Instructor slides

· Quick Reference Cards (as appropriate)

· What important item should happen at the end of every training session?

· Students will fill out an evaluation form.

· Where will the completed course evaluations be sent?

- To [Name] [Location] of the Education and Training Team

A training course includes a number of learning modules, and each module typically consists of one or more lessons. Each learning module is based on a set of learning or performance objectives to help focus the learning process.

Every course has training manuals. 

· Describe the contents of a Course Blueprint?

· Goals and objectives

· Modules

· Lessons

· What are the key components for each training manual?

· Introductory material

· An overview module

· One or more business task modules

· A final review and learning assessment

· What are the instructional activities that occur in an average course of instruction?

· Introduction

· Information transfer

· Hands-on practice exercises

· Learning Assessments

5.4) Module 4 Review Questions and Answers
· To ensure that course participants have an opportunity to apply their newly learned skills and procedures, you will have access to a ready-to-use training environment that closely mirrors the production system.

· The “pre-configured” [Project] training client includes the data you will need for hands-on exercises and instructor demonstrations. You will receive a data sheet that outlines the data required for the demonstrations, practice exercises, and case study.

· What key item in the Client Training environment distinguishes one student from another?

· Each participant will have a generic ID and password that he or she will use for a particular training session. Training IDs and passwords are noted on the training data sheet for each course.

· What are some things you can do to prepare yourself before a training session?

· As you prepare to teach a particular training course, schedule time to review the course content and to practice using the instructional materials.

· Take some time to learn about the students in advance of the training session or build in time at the beginning of the class to do a quick audience assessment.

· As trainers, you are responsible for ensuring that you have all of the equipment, supplies, and materials you need to deliver the end user training course.

· What things can you do after you deliver training?

· Re-Post your contact information (such as an email address).

· Be available for at least 30 minutes. Some students may linger looking for an opportunity to ask questions or to deepen their own networks.

· Research any questions you were unable to answer during the presentation/training.
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