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Preface

I have been teaching online, writing university online classes, and designing
corporate e-learning for quite a few years now. I have produced many courses
that I'm proud of, and a few...well, there were lessons learned. I have received
positive feedback often. I know that many other e-learning developers like my-
self produce e-learning that follows good instructional design principles, and
that they seek out techniques to make the learning experience a positive one for
the learner. So I was surprised at the many negative comments about e-learning
that | began receiving in a university online class I teach. The students, who are
mid-career professionals taking the class as part of their degree requirements
for an MBA or a master’s degree in leadership, report that their experiences
with e-learning are about “getting through the class.” While a few mentioned
that they learned something, the vast majority said that their experience with
e-learning is to “check the box” to get credit for the class, but they don’t learn
much, and what’s worse, they dont expect to. A surprising number of them
shared tricks such as clicking through slides at a rapid pace, just to finish. One
person even said her supervisor told them to click through the slides without
reading them! Only one or two of my mid-career students reported that they
are actually using what they learned in e-learning courses to help them do their
jobs better. Why do so few learners report actually having learned and using
what they learned in e-learning? Why do so many just try to get through e-
learning? Isn't the focus of all workplace learning, including that which takes
place in a virtual environment, to learn skills that can be applied to job per-

formance? These critical questions were my inspiration for writing this book.
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When Dora Johnson and I wrote Making Training Stick in 1988, it was the first
book on training transfer—ever. Our focus in that book was on reinforcement
techniques after face-to-face training. No one had heard of e-learning then,
and no one thought much about what happens before training either. A few
years later Mary Broad and John Newstrom, in their book Zransfer of Training,
identified three critical time periods that are important for training transfer:
before, during, and after training. They also identified three critical roles in

training: the trainee, the trainer, and the trainee’s manager.

Today many more workplace learning professionals understand the importance
of the trainee’s manager in transforming learning into performance. Many
more classroom trainers today also understand and use strategies before and
after face-to-face training to encourage application of skills back on the job.
But there does not seem to be the same level of understanding or action regard-
ing manager involvement in trainees e-learning, or strategies and techniques

before and after online learning that support application to the job.

Since Making Training Stick was written, many academic empirical research
studies have explored various factors that contribute to higher levels of training
transfer. Making Learning Stick (2010) presents a process model for training
transfer that is based on these studies, as well as techniques to increase transfer
that can be applied no matter what the mode of delivery. However, most of the

research on which the book is based was conducted on face-to-face training.

Formal and informal surveys of trainers and of trainees have unearthed many
reasons why e-learning participants are often disengaged and fail to apply what
they have learned back on the job. Perhaps one key reason is that in face-to-
face classes the trainer interacts with trainees and therefore has a more personal
interest in and control over the participants’ success. Such levels of personaliza-
tion are not easily reached with e-learning. It is designed and developed, then
made available to learners who for the most part remain faceless to the trainer.
A survey conducted by Knowledge Advisors found that of more than 5,000
working adults, only nine percent reported that they actually apply what they
learn with positive results (Mattox, 2012). In another study, when end-of-

course evaluations—50 percent of the courses were e-learning courses—were

vi
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matched with follow-up evaluations two months later, less than 50 percent of
the learning was being used on the job (Bontis, Hardy, and Mattox, 2011).
While these findings indicate progress from the widely-quoted Research Insti-
tute of America estimate, that after just six days of training only 28 percent of
the learning content is retained (Carnes and Johnson, 1988), most would agree

that there is considerable room for improvement.

This is not a book about how to design e-learning or live virtual training. There
are many good books and classes on this subject. This is a book about how
to enhance and add to existing designs to promote application of the skills
learned. After all, if participants learn the skills and knowledge taught in train-
ing but don’t apply them in their jobs, has anything really been accomplished?
The techniques in this book require relatively little time and cost to develop,

and the payoff for using them can be enormous.

Support from key influencers in an organization is the best way to achieve last-
ing change of any type, including transferring learning into job performance.
Some organizations are ready for this type of change and are developing cul-
tures that foster higher levels of learning transfer; others are not. Regardless
of where an organization is in the training transfer culture change curve, the
concepts and techniques in this book can be incorporated into new or existing
training programs. They can be used as part of an overall learning transfer strat-

egy or they can be used one by one, by individual developers and instructors.

Who Should Read This Book?

Anyone who is interested in the application of workplace learning to job per-

formance will find this book useful.

Chief learning officers, senior human resources leaders, and managers or directors
of training
...will be interested in the Transfer of Technology-Supported Training Model

in particular, as well as some of the Techniques to Integrate Education (TIEs).

vii
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Designers and developers of e-learning, and instructors of virtual classes

...willbeinterested inadding the TIEs in thisbook to training they are developing
or have already developed.

External consultants, instructors, and designers
...will be able to use the Transfer of Technology-Supported Training Model
and the TIEs in this book to provide added value for their clients.

Training coordinators
...will be interested in adding some of the TIEs to their current e-learning

courses and linking them with their Learning Management Systems.

Instructors 0fum'verxity or xeconddry m’umtz’on online classes

...will be able to use some of the TIEs to reinforce their online classes.

viii
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Chapter 1

Introduction: E-Learning and
Training Transfer

Virtual training, also referred to as online learning, has existed in some form
or another for over 40 years. Most would agree it has revolutionized the
way learning is delivered. Organizations spend over $40 billion annually on
technology-supported training initiatives. Nearly 20 percent of training courses
in the United States are currently offered at a distance, and this rate is increas-
ing. Recent surveys by the American Society for Training & Development and
others indicate that while traditional face-to-face instruction will always have
a place in workplace learning, the number of participant hours devoted to
technology-based formal training is trending upward, taking up more than 30
percent of total training hours. Global Fortune 500 companies, who typically
are early adopters of new trends, report that they provide 40 percent of their
training via technology-based methods (ASTD, 2011).

Seventy three percent of organizations use online delivery for the majority of
their compliance or mandatory training, according to a recent survey from
E-Learning! magazine (2011). Seventy one percent use virtual classrooms or
video broadcasting for company communication and training. Fifty nine per-
cent of desktop application and other IT-related training is done online. The
type of training for which online delivery is least used is customer service, but

even online training in this area is a healthy 36 percent.
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The use of online learning is increasing. In a recent survey of learning execu-
tives that appeared in E-Learning! magazine, 49 percent of respondents indi-
cated that they plan to increase their investment in learning technologies, and

57 percent will increase their e-learning initiatives (2011).

Development of virtual training usually commands a hefty investment of time
and money. It is critical, therefore, to explore ways to increase its effective-
ness so that as much of it as possible is transferred to the job and shows up in

improved job performance.

What Is Online Learning?

Alternatives to instructor-led learning have existed for many years. In the 1840s
a business instructor in Great Britain sent assignments to his students by mail.
They completed the work and sent it back to him, and the first modern distance
education program was born. Universities offered correspondence courses for

at least 150 years before recently replacing them with e-learning courses.

To the average person on the street, e-learning can mean anything from confer-
ence calls to formal coursework with graphics, video, and testing. Most work-
place learning professionals have a narrower definition, but there are still some

different interpretations of the term bouncing around the training industry.

Training or Learning?

Distinguishing between #raining and learning (never mind e-learning and live
virtual training) can be a long discussion. Some people prefer not to use the
term #raining, believing it refers to animal training. Others prefer to use the
word learning when referring to what the recipient does, which is assimilating
information and acquiring skills. That there is a difference between training
and learning is readily acknowledged. However, in the discussions of training
transfer strategies in this book, these two terms will be used interchangeably.
The term e-learning has become popular probably because it is more appealing

to the ear than e-mraining.
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Time and Place

To clarify what is meant by e-learning it is helpful to think in terms of time and
place. With traditional face-to-face training, instructor and trainees are in the
same place, at the same time. Learning content and activities are usually con-
fined to this specified time and place, although there may be some supportive

strategies before and after the learning event. This of course is not e-learning.

Training that takes place at the same time and where trainer and trainees are
in different places is known by many terms. Some call it e-learning, others call
it virtual classes, still others call it live virtual training or virtual instructor-led
training. Often this type of training is also referred to as a webinar, much as
a face-to-face class may be referred to as a seminar. By whatever name, this
type of training is conducted using an electronic classroom platform that al-
lows learners and instructors in different places to participate at the same time.
Interaction is accomplished via features such as chat, breakout rooms, polling,
and activity icons. The term /live virtual training seems the best term to cap-
ture this increasingly popular form of training. A webinar, on the other hand,
should be considered the virtual equivalent of a seminar, shorter in duration

and with much less interaction than a live virtual training class.

The term live virtual training is used in this book to refer
to training that is delivered synchronously to multiple
participants in different locations. Training that is delivered
at different times and in different places is referred to here
as e-learning. The techniques in this book focus on both self-
paced e-learning and live virtual training.

Training that takes place at different times and in different places began as
computer-based training or CBT. It was delivered to learners via various elec-
tronic platforms. Today the means of delivery has changed, but the concept of
having course materials available on demand is still the same. Now web-based,
this type of on-demand learning is self-guided; that is without a trainer, facili-
tator, or coordinator to monitor, guide, or instruct. It is this type of learning
that is referred to here as e-learning. The techniques in this book focus on both

self-paced e-learning and live virtual training.
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Figure 1-1. Technology-Supported Training: Time and Place

Same Time/Different Place

Live virtual training: Instructor
is present. Content may include
interactive learning activities.

Different Time/Different Place

0 —
=

E-learning: Access to learning content
is on demand. Content may include
video segments, learner interactivity
with the learning content, and testing.
Instructorless on-demand learning.

Same Time/Same Place

* O

Traditional classroom learning with
an instructor, perhaps augmented
by out-of-class activities.

Different Time/Same Place

Learning lab: Individual learners
participate in learning activities

in central location, perhaps with
administrator or coach available.

Inspired by: Thompson, L. (2008). The Mind and Heart of the Negotiator, 4th ed.

Transfer of Training

Training transfer is defined as the application of on-the-job knowledge, skills,

and attitudes learned from training as well as the subsequent use of them over

time. The e-learning module or live virtual class may be engaging, and the

learners, subject matter experts, and other stakeholders may be satisfied with it.

The course is loaded onto the Learning Management System (LMS), trainees

take it and receive credit for it, but they also need to try out and begin using

the knowledge and skills they have learned in training back on the job.
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E-Learning Technologies

Within this time and place framework, different technologies are used to de-
liver e-learning and live virtual training: authoring applications, Internet and
intranet systems, Learning Management Systems, virtual training classroom
platforms, social media platforms, mobile learning, QR codes, and so on. Each
of these technologies and tools has unique characteristics that make it useful
for the delivery and support of training. Each of them also can be employed to
support the transfer of training back to the job. The Techniques to Integrate
Education (TIEs) in this book make use of many of these technologies as a
“means to the end goal,” which is increased application of skills learned in
training. However, keep in mind that specific technologies may work well in
some organizational settings and I'T environments and not in others. The tools,
techniques, and strategies in this book can be employed using a variety of dif-

ferent technologies depending on the organization’s resources and preferences.

Learning Management Systems

The LMS technology deserves special attention here because it can be used to
facilitate many of the techniques and strategies suggested in this book. A recent
survey on LMS features conducted by BizLibrary indicates that most organiza-
tions use their LMS primarily for administration (Osborn, 2010). Three ad-
ditional sets of LMS features have emerged and are being used increasingly: test
and survey tools, collaboration tools, and mobile learning. All of these LMS
features, including administrative functions, can and should be employed to
support better levels of training transfer. LMSs also allow participation to be
tracked and therefore provide accountability, which is important for reinforce-

ment and on-the-job application.

Learning Is a Process, Not an Event

The focus of workplace learning is almost always on the learning event, wheth-

er delivered face-to-face, in a live virtual class, via e-learning, or through a
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blended format. Yet research in learning theory and training transfer points out
that what happens before and after the learning event also strongly influences
whether the learning is retained and used. Therefore the process of designing
and, in the case of live virtual classes, instructing, should include activities and

techniques to be used before and after the participant takes the training.

Blessings and Challenges of Online Learning

There are many advantages of self-paced e-learning and live virtual training.
Learners can access the training program at their convenience, in the comfort
of their own workspace, and using their own devices. E-learning and live vir-
tual training eliminate the need for travel to faraway places or even to the next
building. If the learner misses a live virtual session, he or she can usually access
a recording of it. The advantages of these learning modes to the organization
include elimination of travel time and expense, as well as the consistency of

learning content from session to session, instructor to instructor.

Self-paced e-learning, and to some extent live virtual training, allows the learn-
er to have more control over her learning than she would have in traditional
face-to-face training. E-learning courses in most cases allow the learner to con-
trol the pace of the learning and in some cases, the sequence of the learning
modules too. Higher levels of learner control are generally considered to be an
advantage of e-learning. However, at least one study has found that when the
learning content is complex and learners are allowed to control the pace and

sequence, the levels of learning transfer are significantly lower.

There are also distinct disadvantages associated with e-learning and live virtual
training. The trainees’ workspace can be invaded at any time with incoming
emails, telephone calls, co-workers who stop by, and a calendar full of meetings
and other commitments. That comfy workspace most likely also has various
distractions sitting on their desks (or desktops). Also, the e-learning module is
impersonal, without opportunities to ask questions and have them answered.
Live virtual training does provide opportunities to ask questions, but lacks

nonverbal cues such as facial expressions and body language (though it does
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accommodate tone and inflection) so the trainer cannot respond to trainees
who are reluctant to raise their virtual hand. Trainees” keyboarding skills may

also limit their ability to type questions via chat.

While the benefits may outweigh the disadvantages, it is important to keep
these disadvantages in mind. Many of the techniques in this book were de-
signed specifically to help the trainer, participant, and manager overcome some

of the disadvantages inherent in both online mediums.

Cool Stuff or Good Enough?

Just a few years ago most e-learning consisted of slides that had been adapted
from live instruction. Today’s rapid design tools make it easier than ever to
create graphics, animations, simulations, video, games, and other techniques
intended to increase learner engagement. While these techniques can be quite
effective, they sometimes distract from good, solid instructional content. Be
wary of incorporating too many bells and whistles in e-learning, and when
considering a new tool or technique, consider whether it really supports the

learning objectives.

A “good enough” training course provides the framework for achieving the
learning objectives and transferring training to the job. A good enough design
includes some flashy tools—enough sparkle to keep learners engaged—but
they all serve a firm purpose. A good enough training design—and trainer—
doesn’t have to use the latest and greatest technology. They just need to pro-
duce the desired results: on-the-job application and performance. This “good
enough” training design is not about being lazy or less interested in the final

product. It’s about keeping the end goal in mind and using resources wisely.

Be wary of incorporating too many bells and whistles in
e-learning, and when considering a new tool or technique,
consider whether it really supports the learning objectives.
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The Evolving Roles of the Trainer

An inevitable result of the increasing use of technology-mediated training is

that there are new roles for the trainer. Some of these include:

*,

L0

* developer of e-learning content

¢ facilitator of virtual classes

<,

/
0"

provider of follow-up support

0’0

bridge-builder between subject matter expert and learners

/
0’0

encourager of peer-to-peer and manager-employee learning.

How Do You Know if It’s Sticking?

James and Wendy Kirkpatrick’s recent writing on evaluation of training dis-
cusses return-on-expectations (ROE). The first step in the process of determining
whether training has transferred is to identify the expectations of the sponsors
of the training. What outcomes are stakeholders expecting to see as a result of
the training? Identify expectations through interviews, questionnaires, meet-
ings, and focus groups. Next, measure and compare the actual training out-
comes against these expectations. It is only through this process of identifying
expectations and assessing training outcomes that there can be any satisfaction

that the training is accomplishing its intended goal.

There are many ways to measure training outcomes. To discuss them all at

length goes beyond the scope of this book, but here are some basic approaches:

% Survey the supervisors of the trainees: What changes have they observed in
the targeted skills and behaviors since the training? What skills are partici-
pants using? Survey participants and ask the same questions.

*» Investigate by observing some trainees performing their work, on the shop
floor or in a call center, for example. A trainer’s observation will probably be
more detailed, accurate, and useful than another person’s observation. Or

enlist a “mystery shopper”—an internal individual who may or may not be
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a member of the learning and development staff but is likely to be unknown
to trainees. This person is in a position to observe firsthand whether the
participants are using the skills from their training.

*» Investigate training outcomes at multiple post-training time periods: three
weeks after training, six weeks after training, and three months after train-
ing. Some trainees may not have had an opportunity to use the training
shortly after it occurred. Others may have used it right away but forgotten

about it later.

ROl Made Easy

The next step after evaluating training transfer is to determine whether the
benefits of the training are worth the investment of resources. A return-on-
investment (ROI) calculation should always be preceded by an evaluation of
training transfer. There are many formulas and methods for calculating ROI
and numerous good books on the subject. Here is the basic method for arriving

at a figure that more or less represents the return on training investment:

» Add up the costs of the training. Include indirect costs, such as a portion
of the developer’s salary, and the proportionate cost of authoring systems
or live classroom platforms, as well as any direct costs such as per-learner

LMS costs.

*» Assess or estimate the results of the training. How much more revenue
did the organization gain as a result of these improved skills? How much
did the organization save as a result? This can involve some guesswork and
tricky calculations to arrive at a dollars-and-cents estimate of how trainees’

improved skills affected key organization metrics.

» Once the cost figure and results figure have been determined, divide the

costs by the results to arrive at the return-on-investment.

For some good tools and resources on training ROI do a browser search on

<« . . 2 <« . . . »
training ROI calculator” or “return on training investment.
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Introduction: E-Learning and Training Transfer

How to Use This Book

This book and its collection of techniques can be used a few different ways,
depending on the reader’s reading and learning styles, time constraints, and
specific needs. Although some may enjoy reading it cover to cover, others will
want to use it as a reference, taking it off the shelf and reviewing it when
making e-learning stick becomes top of mind. Many trainers who have used
previous “stick” books suggest reading Section 1 from beginning to end and re-
viewing Techniques to Integrate Education (TIEs) as needed, especially before
designing, launching, conducting, or refreshing a live virtual training event or
e-learning. Choose the TIEs for before, during, and after the learning event
that are the best fit for the learning content, delivery platform, trainer, and
organizational culture. TIEs may also be modified and adapted to fit specific
needs and available technologies. For more techniques and downloadable re-

sources to use in e-learning programs, please go to www.makeelearningstick.com.

The Training Transfer Process

Many empirical research studies have been conducted regarding factors that
support transfer of training. The Training Transfer Process Model shown on
the previous page, first introduced in Making Learning Stick, is based on many
of these studies. The end result and goal of training (see the right side of the
model) is improved job performance and skill maintenance; that is, the transfer
of the training to the job. The categories of factors that support this end result
are Learner Characteristics, Organizational Environment and Support Before
Training, the Training Design, and Organizational Environment and Support
After Training. Within each of these categories, specific factors are listed that
help achieve successful training transfer. Each factor is supported by multiple

research studies.

Learner Characteristics

Cognitive ability, in the workplace learning industry, refers to intellectual abil-
ity. People with higher cognitive ability are better able to retain information
and thus transfer it to the workplace.

11
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Self-efficacy is the belief an individual has about his ability to perform a par-
ticular task. Closely related to self-confidence, individuals with higher levels of

self-efficacy are more likely to transfer skills learned in training to their jobs.

Pre-training motivation refers to the learner’s interest in learning the content
and applying it to his job. It should be noted that internal motivation to learn
and apply the learning is more likely to produce transfer than external motiva-
tion. External motivators, such as rewards, were not found to produce higher
levels of transfer to the job. One exception to this rule, however, is the moti-
vator of performance appraisals: If applying the learning content was directly
linked to the learner’s performance appraisal, he was more likely to transfer the

learning to the job.

Some learner personality characteristics were found to be related to better
training transfer. Learners without negative attitudes were more likely to transfer
training. Trainees who were open to new experiences have also been found to be

better able to capitalize on learning successes and to acquire skills faster.

Extroversion—specifically the tendency to verbalize thoughts and feelings—has
been thought to be related to training transfer. This is not to say that only
extroverts are more likely to transfer learning to the job, however. It simply
suggests that trainees who tend to be more introverted benefit from having
extroverts in training with them, because extroverts tend to verbalize strate-
gies and applications, leading to more “cognitive sharing” so that all training
participants benefit. More research is needed to support this theory, but it does

seem reasonable.

Learners are more likely to transfer learning to the job when they perceive the
usefulness of the training. When trainees perceive that the training will help
them improve their job performance, and that their new skills will be relatively

easy to use on the job, they are more likely to transfer their training to the job.

Trainees who create and update career plans for themselves are more likely to
transfer learning to their jobs because they perceive potential benefits more ac-

curately than those who are less active in their career planning.
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Learners who identify with workplace groups (departments and work units)
and are committed to their organization tend to be interested learners who want

to gain and use their new skills and knowledge at work.

Training Design

Learning goals or objectives that are explicitly communicated to trainees tell
them what level of performance is expected as a result of the training. When
trainees receive the objectives in advance of the training, they are likely to have

higher levels of transfer.

Training goals, materials, and practices that are specific to the trainee’s job du-
ties are more likely to be applied to the job. Such content relevance has been

found in many studies to be highly correlated to transfer.

When participants have opportunities to practice skills in the training and re-
ceive feedback on their performance, they are more likely to transfer the training
to their jobs. Specifically, mental rehearsal (“what would you do if” scenarios)
and behavioral practice strategies (role playing) have the strongest correlations
with transfer. Distributing practice sessions throughout the training rather
than concentrating them in one part of the learning event also leads to higher

levels of transfer.

Behavior modeling—that is, demonstrating to participants the desired perfor-
mance or behavior—enhances transfer. Error-based examples are the flip side of
behavior modeling. Participants are shown examples of ineffective behaviors,
or “mixed examples”—demonstrations of both desirable and undesirable per-
formance. Trainees who participate in these types of demonstrations are more

likely to transfer their learning to the job.

Instructional strategies aimed at helping participants self-manage their behavior
when they return to work have been found to increase training transfer. Two
specific strategies are goal-setting and the self-management technique called
relapse prevention. Both strategies prompt participants to envision how they

will use their new skills and develop an operational strategy for doing so.
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Organizational Environment and Support—

Before and After Training

An organization’s environment can do much to further training transfer for its
employees. It is important to ensure that trainees can perceive alignment of the
training content (the strategic link) with the organization’s strategic direction.
Resources provided to trainees before and after training, such as job aids, stra-
tegically placed posters, newsletter reminders, and so on, are highly useful in
training transfer as they prompt trainees to use their new skills. Another com-
ponent of a positive transfer climate is peer and supervisor support in the form
of feedback, encouragement, and incentives to apply the newly-learned skills.
Supervisors can significantly influence trainees’ transfer of skills to the job.
Specific activities, such as discussing the new learning with the trainee, partici-
pating in part of the training, and providing encouragement and coaching to
trainees, result in better training transfer. Trainees’ supervisors should also be
encouraged to modify their employees’ normal workload to allow them to take
the training uninterrupted and to practice new skills on the job. Trainees’ peers
can also exert a strong influence on the transfer of skills and knowledge. Com-
municating with peers prior to a learning event helps them understand the
value of the learning and specific ways it could be utilized on the job. Sharing
ideas afterward about course content, applications, challenges, and successes
reinforces the skills and knowledge gained from the training in a context that

is specific to the trainees’ jobs.

Positive transfer climates also have a system in place which rewards correct us-
age of new skills and behaviors, and initiates remedial assistance when the skills
are not used. Such accountability can be accomplished through performance
expectations and reviews, requiring learners to report afterward on their train-
ing experience, and conversely, providing sanctions for failure to use learned
skills on the job. Several studies have found that the most important reason
training transfers is the opportunity to use the new skills as soon as possible after

completing the training.
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Transfer of Technology-Supported Training

The research that supports the Training Transfer Process Model was conducted
almost entirely on face-to-face training. An exhaustive search for similar em-
pirical studies on transfer from technology-supported training revealed far few-
er results. While some interesting studies were found, the volume of research
published on this topic was disappointing. No doubt as time goes on this body
of research will expand, just as the volume of research on the transfer of face-

to-face training has expanded as interest in the topic has grown.

Many of the principles behind the transfer of face-to-face training hold true
for the transfer of e-learning, although how they are executed may vary signifi-
cantly depending on the training delivery platform. The Transfer of Technolo-
gy-Supported Training Model found below represents a combination of factors
supported by research on face-to-face training that can applied to e-learning,

and factors supported by research on the transfer of e-learning.

Figure 1-3. Transfer of Technology-Supported Training Model
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Learning Content and Activities

Learning goals. Stating the goals, objectives, and purpose of the training, in
learner-friendly language, helps the learner understand what they are supposed
to learn and why. While instructional objectives are an important aspect of
designing training, the objectives should be restated to learners in user-friendly

language at the beginning of the training.

Active participation. It is well-known that lecturing alone does not result in
the best learning in a face-to-face environment. Lecturing in virtual training
environments, or requiring learners to read extensive texts, also makes for un-
promising results. Instead, learners should be actively involved throughout the
course through the use of techniques like frequent questions, discussions, polls,

quizzes, content links, games, and simulations.

Relevant content. Many subject matter experts strive to include as much infor-
mation as possible about their topic and how to perform their skill. However,
too much information leads to information overload, and the result of this
is that the trainee isn't able to learn, retain, or use any of it. Learning con-
tent must be relevant for the learning outcome, whether for skill acquisition,

knowledge, or both.

Behavior modeling. No matter what the mode of delivery, behavior
modeling is important for learner retention and transfer. A video clip, photo,
or sketch can provide effective models in the virtual world just as they do

in face-to-face training.

Error-based examples. This technique involves showing trainees how 7oz to per-
form the skill. It is one of the least-known instructional strategies that have
been found to support better transfer. The error-based example must be differ-
ent enough from the correct example so that it is easy for the trainee to distin-
guish. When learners see, read, or hear about the ineffective use of the targeted

skill in addition to its effective use, they are more likely to use what they learn.

Self-management strategies. Fewer than five percent of e-learning courses contain

action plans, yet research has found that when supported and reinforced by
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supervisors and peers, these self-management tools can be very effective. Notes

and fill-in tools that are part of many authoring systems can be helpful here.

Strategy link. When trainees are able to understand during the training how the
skills they are learning will support the organization’s mission and strategic ob-
jectives, they are more likely to apply their learning to their job. A few comments

or a short video can provide the necessary communication to make this link.

Work Environment

Two overarching elements in the work environment play a large role in deter-
mining whether or not trainees apply their learning to their jobs: supervisor
support and a culture of learning within the organization or work unit. These
characteristics are also related to many of the other factors in the work environ-

ment that affect training transfer.

Supervisor support. The trainee’s supervisor can be encouraged to support the
training and assist the participant with application through the use of tools

such as video clips, webpages, and social media.

Culture of learning. “The speed of the leaders is the speed of the gang.” When
senior leaders show their support for learning through examples such as require-
ments for development within performance evaluations, signals about manager
priorities, support for experimentation without fear of the consequences of
failure, and incentives for skill application, trainees are more likely to transfer

their learning to their jobs.

Reliable technology. Trainees become frustrated when links don’t work, the pro-
gram stalls, they aren’t able to access the program, they find themselves “kicked
out of” the electronic classroom, or other features of the training don’t work.
With each failure of technology, the participant is less likely to stay engaged
with the program.

Trainee interaction. Virtual activities that provide opportunities for trainees to
interact with one another result in higher levels of learning transfer. This in-

teraction can take many forms: threaded discussions, learning communities
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devoted to a specific topic or class, real time interaction via instant messaging,
or conference calls. The interactions should be structured, and the technology

should support the structure and vice versa.

Synchronized media. To facilitate and support trainee interaction, it is impor-
tant to have technologies that interface with each other. While it is possible to
set up interaction technologies (also known as social media) that are not tech-
nically integrated with an e-learning course or live virtual training platform,
the more steps that are needed for access, the less likely it will be used. Ideally,
the training class will contain links to threaded discussions and online learning
communities and the Learning Management System will be able to track par-
ticipation in them. Learning Management Systems increasingly provide social
media features, the option to call up live Internet sessions, simulations and

games, and YouTube videos.

Peer support. Participants who interact with their fellow employees gain valu-
able information and motivation that influences their transfer of the learning.
Social media and other electronic technologies can create convenient opportu-

nities for these peer-to-peer interactions.

Accountability. Being responsible to someone or even something is a powerful
motivator of behavior. Trainees who are held accountable by their managers
and peers for practicing and using their newly learned skills are much more

likely to practice and use them.

Strategy link. When trainees are able to understand how what they are about to
learn and have learned will support the organization’s mission and strategic ob-
jectives, they are more likely to apply their learning to their job. A few comments

or a short video can provide the necessary communication to make this link.

Isolation. The participant may have the best intentions for focusing on the
virtual training or e-learning class, but then they see an email come through
that competes for their attention, or a well-meaning co-worker stops by with
a question. Once distracted, most learners find it hard to reconnect with the
class. One study found that, once interrupted, a learner will take 30 percent

more time to complete the training—if they complete the training at all.
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Include instructions in registration emails and initial e-learning screens to close

all other applications (including instant messaging) and to turn off phones.

Opportunity to practice and use. “If you don't use it, you lose it.” Participants
must practice and use their learning as soon as possible. The more time that
passes between learning the new skill and using it, the more likely that it will
not be used. Scheduling time and opportunities to practice or use the new
skill should be encouraged within the training. Trainees’ managers should be

reminded to help them schedule time to do this.

Trainee Characteristics

Two overarching characteristics of participants strongly influence training
transfer: motivation and self-efficacy. These also play a role in other trainee

characteristics that are part of this model.

Motivation. Internal and external trainee motivation, before, during, and after
training plays a key role in transfer of training to the job. Internal motivation
to learn and use the training may help propel the trainee toward learning and
use but will likely falter without support from the environment. Motivation to
learn and use the learning also affects and is affected by openness to experience

and links to career progress.

Self-efficacy. Closely related to self-confidence, self-efficacy is an individual’s
belief that they will be able to learn and perform a task. Many studies point to
self-efficacy as an overriding force in training transfer. “You can do it” messages
in the registration email and early course slides, as well as success stories from

previous participants, can boost learners self-confidence.

Belief in usefulness. Workplace learners need to see how they will be able to use
what they learn. E-learning and live virtual developers should avoid pressure
from subject matter experts to include nice-to-know content and verify with

target population representatives which content is need-to-know.

Computer confidence. 1f participants are uncertain about using the technology
associated with the training, the learning is less likely to be applied. While most

(but not all) employees in today’s workplaces are comfortable using a personal
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computer, some may not be completely comfortable using technologies asso-
ciated with live virtual training, such as VoIP (Voice over Internet Protocol),

threaded discussion, type-in chat, and virtual breakout groups.

Cognitive ability. Trainees’ cognitive abilities affect their levels of learning and
how much they apply their learning to the job. This factor is closely related to

knowing how to learn.

Openness to experience. Trainees who are open to new experiences are better able
to capitalize on learning successes, to acquire skills faster, and to transfer the
new skills to their jobs. Training courses can set the stage and encourage learn-

ers to open their minds as they experience the training.

Age. Younger learners tend to achieve higher levels of learning transfer in
technology-supported training because they have been users of related tech-

nologies for most, if not all, of their lives.

Career link. Learners who have career plans that they regularly consult and
update, and learners who see a link between specific training and their career

plans, are more likely to apply their learning to their job performance.

Commitment to the organization. There is a relationship between identification
with workplace groups and the desire to gain and use new work-related knowl-
edge. Trainees who have a strong commitment to their organization, or to their
team or work unit, are more likely to use in their jobs what they have learned in

their training. A popular term closely associated with this is employee engagement.

Attitude. Learners with positive mental emotional states—or at least the ab-
sence of negative mental emotional states—are more likely to transfer their
training. Whether in regard to the training itself, or a general life attitude,

positive attitudes support better transfer.

Knowing how to learn. Trainees who have metacognitive skills such as how to
focus, self-regulate, and take tests effectively, are better able to learn and trans-
fer technology-assisted training. These types of skills are helpful for participants
in face-to-face learning environments too, but due to the increased isolation—
physical and psychological—of e-learning and live virtual training, metacogni-

tive skills play a larger role in participants’ ability to transfer their learning.
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The Bears, the Bees,
and the Honey

This story has been familiar to trainers for more than two decades:

Once upon a time in the land of human resource development (HRD) there
was an organization that relied on the work of bears to produce goods and ser-
vices, which generated money to pay the taxes that kept the land healthy and
well. The organization thrived, the bears were paid well for their work, and the
land prospered. The bears worked exceptionally well together. Each knew his
job, how each job related to the others, and why each job was important to the

overall vision of the organization.

Also in this organization were trainer bees. The bees were very effective in their
jobs of assessing needs and developing virtual, face-to-face, and blended learn-
ing courses. Each bee, whether she was an instructional designer, instructor,
producer, coordinator, or manager, also worked well with others, and knew her

job responsibilities.

Everything was going along fine until a change took place that required the
bears to learn a new production process very quickly. The trainer bees assessed
the need and designed an exceptional blended learning initiative that incor-
porated an e-learning module and live virtual training. They rolled out the

training in record time and trained 50 bears in the new process. The end-
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of-program evaluations were outstanding. Three weeks later the bees checked

back with the bears to see how they were using what they had learned.

They were completely dismayed. While some bears were using the new process
and techniques well, many others had returned to their old ways of doing
things. The bees knew it was critical that all bears adopt this new process, so the
manager bee called a staff meeting. The manager explained the situation and
outlined the task: They needed to find a way to help the bears remember what
they had learned and apply it back on the job.

The bees buzzed and talked about threatening the bears with demotions and
loss of their jobs, but then discarded that idea because they knew it would only
cause resistance. They thought about leaving the task to the bears’ managers,
but they also rejected that idea immediately because they knew that as trainer
bees, they would be held accountable for how the bears were using the new
skills. They also thought about requiring the bears to complete extra assign-
ments, but said no to this idea too. It was too much like school and the bees
knew the bears would resist. Finally the bees discussed leaving the bears alone
and being satisfied with the low success rate, but they knew they could solve

this problem and they were not willing to give up so soon.

The bees continued to think. They agreed that their training needed to:

*» fully engage the bears

*» be immediately relevant to the bears’ jobs

** clearly connect the training outcomes to the organization’s new direction.

The trainer bees asked themselves, “What can we do to make our training in-
teresting and useful to the bears, and make them want to stick with what they

learn once they get back to their jobs?”

“Ah-ha!” they answered themselves. “Honey! Honey is something we can make
ourselves, it’s desired by bears, and it certainly is sticky. We will coat each of our
training classes with special honey—techniques to integrate education—so the

bears will want to take what they learn back to their jobs.”
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They tried it. The bears liked it, and more importantly, they started using what
they had learned back on their jobs.

And they all worked happily ever after.

The most effective training transfer strategies will
incorporate multiple TIE:.

Techniques to Integrate Education (TIEs)

In the story of the bears and the bees, TIEs are the honey that the trainer bees
made, which the bears liked, which made the training stick. This book contains
TIEs that learning and development and human resource professionals—e-
learning designers, live virtual training instructors and producers, learning and
development managers, and training coordinators—can use before, during,
and after learning classes to make the learning stick. Although some TIEs may
lend themselves to particular types of training content (soft skills, technical
skills, and so on), most TIEs can be used with any type of content. Likewise,
most TIEs can be adapted for a variety of delivery platforms. This book pro-
vides step-by-step instructions for use with both e-learning and live virtual
training. Most of the TIEs in this book can also be adapted for face-to-face
instruction. If there is a situation in which a particular TIE may not be effec-
tive, it is noted. You may use the TIEs in this book as is, adapt them, or use
them as a springboard to create new TIEs. It should be noted that TIEs are not
one-stop solutions, however. The most effective training transfer strategies will

incorporate multiple TIEs and other techniques.
To summarize, TIEs are

“* easy to use

% low cost or no cost

*» usable with new or existing training
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*» appropriate for most training content
*» adaptable for a variety of technologies
** based on training transfer research.

On the opposite page is a summary of the TIEs in this book, indicating wheth-
er each is best used during an e-learning course or live virtual training, or before
or afterward. Each TIE is explained in depth in chapter 3. For additional TIEs,
refer to my previous books: Making Learning Stick, Making Training Stick, and
Making Training Stick: A Training Transfer Field Guide. For more downloadable
examples, forms, and other resources, go to www.makeelearningstick.com. The
Techniques to Integrate Education (T1Es) Table (Figure 2-1) serves as an at-a-
glance worksheet for readers considering which TIEs to use before, during, and
after training. Figure 2-2 serves as a planning tool for readers considering how

to build TIEs into their training programs.
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Figure 2-1. Techniques to Integrate Education (TIEs) Table

and the Honey

TIE Use I?L{ring Use Beft.)rfe/ Page
Training After Training Number
Action Learning X X 27
Action Plans X X 32
Application Checks X 35
Do Not Disturb X 38
Do Now X 42
Feel-Felt-Found X L4
KISS X 47
A Little Help From Friends X X 50
Live Pilot X 53
Manager Module X 56
Note to Self X X 58
Picture This X 60
Pop-Up Reflections X 62
QR Codes X X 65
Sticky Blog X 68
Sticky Heat Map X 73
Sticky Kit X 77
Sticky Learning Community X X 81
Sticky Microblog X 85
Sticky Objectives X 88
Sticky Wiki X 92
Strategy Link X X 97
Thank-You Note X 100
Threaded Discussion X X 102
Transfer Certificate X 106
Virtual Tutor X X 109
What's Wrong With This Picture? X 112
Wrap It Up X 115
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Figure 2-2. Checklist for Better Training Transfer

TIE or other

Make sure the training has: i e o Lo ek

learning goals and objectives easily understood by trainees

relevant content only

modeling of skills and behaviors

self-management strategies such as action plans

connection with the strategic goals of the organization

error-based examples, if appropriate (see What's Wrong With
This Picture? TIE)

TIE or other

Pre-class notes or slides that: te CHIERENE be used:

encourage participants and build their self-confidence that they
will be able to learn and apply the skills and knowledge

connect the class topic with the strategic goals of the organization

remind participants to close out applications and turn off phones

explain how this class will help participants do their jobs better

Pre-class note to trainees’ supervisors that:

asks them to discuss the learning objectives with the trainees

asks them to arrange opportunities to practice and use the new
skills as soon as possible

asks them to hold the trainees accountable for using the skills on
the job

TIE or other

Follow-up notes or slides that: $8cMhique to be used:

remind trainees to practice and use what they have learned

encourage participants and build their self-confidence that they
can apply the skills and knowledge they have learned

suggest they enlist help and support from peers and supervisors

Follow-up note to trainees’ supervisors that:

asks them to arrange opportunities to practice and use the new
skills as soon as possible

asks them to hold the trainees accountable for using the skills on
the job

encourages them to connect the trainees with others who have
taken the class and learned the skill
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Techniques to Integrate
Education (TIEs)

TIE: Action Learning

==

Action learning is a process by which participants “learn by doing”: that is,
they acquire and apply knowledge through actions rather than traditional
instruction. Research on action learning has shown that action learning
programs are at least 30 percent more effective than traditional lecturing.
Action learning usually involves opportunities for small groups of individuals
to solve real organizational problems while at the same time focusing on their
learning. Developed first by Reg Revans in England in the mid-20th century,
action learning has evolved into many different forms. But they usually share

these characteristics:

% Action learning scenarios present a problem, challenge, opportunity, issue,
or task. It should be significant and important to the organization, group,

or area of expertise.

#» While the problem can be tackled by an individual, ideally a team of four to
six individuals works together to examine and solve an organizational prob-
lem. The problem should be relatively complex so that it cannot be solved
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easily or quickly. The group can be made up of individuals from different
areas of the organization, or from the same department.

*» 'The action learning process begins by posing questions to clarify the prob-
lem and then reflecting on possible solutions. The focus is on the questions

and the reflection, which results in learning.

«» The process generates energy and creativity best when action can be taken
and results can be reflected upon. There is equal emphasis on solving the
problem and unearthing the learning that occurred during the process of

solving it.

Action learning can be used as an activity or key learning strategy within an
e-learning course or live virtual training. For example, you may design your
training so that the action learning project is used as application practice fol-
lowing the presentation of structured learning content. While originally in-
tended for live teams, action learning projects can be adapted for an online

environment, with a focus on either an individual or a team activity.

In a face-to-face environment, most action learning experts recommend a
coach to guide participants through the steps of problem analysis, and lead the
discussion of how the solution was arrived at. In a virtual environment, a vir-
tual coach could be assigned to the team, or the coaching role might be rotated
among team members. As an alternative, a series of coaching questions can be

posed so that in effect, the training course becomes the coach.

To use with e-learning

1. Using focus groups, interviews, or surveys of management, identify sig-
nificant problems in the workplace that would benefit from in-depth

analysis and resolution.

2. Determine whether the project should drive the course or the course
should drive the project. In other words, should the project be intro-
duced first and the learning content—whether extensive or brief—be
provided after the project introduction, as the means to the end? Or
should the learning content be presented first with the action learning

project appearing at a later point, perhaps as a capstone to the course?
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Develop a description of the problem to be solved. While a simple text
explanation may be sufficient, video recordings from key stakeholders
or knowledgeable individuals will add depth and meaning. Hint: Take
a video camera to the information-gathering focus group or interviews

mentioned in step one.

Decide how to assign teams. Action learning is fueled by the synergy of
individuals working together. An LMS or training coordinator could as-
sign team members based on when they register for the course, or man-
agers could assign teams based on a specific project or need that must be
addressed. While it is not an ideal action learning scenario, individual

learners rather than teams could work independently on projects.

Incorporate coaching into the action learning project. If a virtual coach
will be assigned, identify key points during the project at which the
coach should be consulted. Coaching questions can also be incorporated
at key points in the action learning process. The questions are meant to
encourage participants to critically assess the problem and their attempts

to solve it. For example:
¢ What assumptions are behind the definition of the problem?

“»  What types of feedback have been given to each collaborator?

0

> What seems most difficult, so far, in the process?
“»  What seems easy? Too easy?

“*  What has the planning process been so far? How is it working? Does
it need adjusting?

*» What aspects of the learning content come to mind when reflecting
on the project work?

“» What aspects of the learning content have been confirmed or
observed here?

*» Are there any alternative solutions to this problem? In other words,
what’s the second right answer?

Decide what will be done with the results of the project. Action learn-

ing projects work best when the team is empowered to implement the
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solution, evaluate results, and make any necessary adjustments. However,
this may not be possible, especially in an e-learning environment. Given

the situation, what could be done with the results of the action learning?

When the project is completed, the course can be revised using another
problem or opportunity. The same principles of problem-solving and

course content are USCd.

Action learning projects work best when the team is
empowered to implement the solution, evaluate results,
and make any necessary adjustments.

Adaptations for live virtual training

1.

Determine the best way to incorporate the action learning project for
live virtual learning. Several different action learning projects and teams
could be supported by a series of live virtual learning events, or the action
learning project could be assigned after content has been delivered, as a

capstone of the class.

When describing the problem to be solved, consider your training plat-
form. For example, if it cannot support video, try using photographs
accompanied by audio clips (record a telephone conversation or VOIP

technology-assisted meeting).

Live virtual training events offer great opportunities for coaching during
action learning projects. Coaching questions and feedback could be the
focus of live virtual sessions, or you may divide the time between con-
tent delivery and project coaching. You may also want to assign a virtual
coach to step into this role during the training—someone who is knowl-

edgeable about the project.

Downsides

This TIE may not be effective if:

% There is little interest or support from management for forming teams to
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% Project teams do not have the guidance, leadership, or self-direction to

move through the problem-solving process.

*» The training topic does not lend itself to action learning. Topics that may
not be a fit include ethics training, harassment prevention, and “how-to”

technical training,.

¢ 'The training is being rolled out to large numbers of people, without the

resources or opportunities to identify and solve problems.

Variations

+ Use live virtual sessions for project team meetings, in addition to or instead
of learning content delivery. This will be easier if the technology platform
allows for breakout groups. Otherwise, learning content can be presented
first followed by separate “classes” for each project team, with the trainer

rotating among the classrooms.

% Develop an avatar to serve as a virtual coach as part of the e-learning course.
This figure could deliver the reflective questions for consideration by the
project team. This technique could be used in either an e-learning or a live
virtual environment, but it may seem strange or impersonal when a live

instructor is present.

+* Have multiple teams work on the same project and have them present to

each other, to compare approaches.
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TIE: Action Plans

==

A popular end-of-training activity in many face-to-face and live virtual train-
ing classes, and to a limited extent, in e-learning courses, is the action plan.
Participants make a list of how they plan to apply their learning. More detailed
and sophisticated action planning tools include sharing the completed action
plan with the participant’s supervisor and other participants after training, list-
ing obstacles that may interfere with completing the steps in the plan, target
dates and milestones, and desired results. There are many different formats for
action plans. A browser search on “action plan images” produces many differ-
ent formats which can be used as models to develop specific action plans for

different courses.

A trainer’s focus tends to be on where and when in the training to use the action
plan and on the design of the form itself. But what happens to the action plan
after the training is over? Most are tossed away or left to gather dust, instead of
being implemented. A few trainees may implement some items on their action
plan, and an occasional trainee may put to use an entire comprehensive action
plan, but frequent reminders and follow-ups by the trainer are necessary to

ensure that more participants put more of their action plans into use.

Less is more when it comes to action items. An action plan that has more than
seven or eight actions on it can be overwhelming and will decrease chances that

any of the items will be completed. Three or four action items are ideal.

To use for e-learning

1. Develop an action plan form that is appropriate for the class. You can
perform a simple browser search for “action plan images” to review vari-
ous templates for action plans, and settle on one that is most suitable for

your needs.

2. Toward the end of the training class, before the test (if there is one), pro-
vide the form for participants to complete. Depending on the authoring

system capabilities, trainees may save the form to their hard drive and
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complete them as instructed, or follow a link to an online form from

which data can be captured to share with the participant’s supervisor.

You may also integrate the action plan at various points in the training,
perhaps at the end of each module. Show the master form on a slide and
ask the participant to access their own copies of it and add their personal

action items.

Criteria can be provided for selecting action items, so that participants’
lists don't get too long and unwieldy. Ask them to write down only those
action items that are given priority by their managers, needed for current

work tasks, or most important for overall career goals.

Design a follow-up reinforcement strategy for the action plan.
Options include:

X/

»  Email reminders (via the LMS) to the trainees to execute their plans,
to share and discuss them with their supervisors, or to print and post
them in a prominent place.

< A follow-up email with trainees’ supervisors, prompting them to dis-
cuss the action plans with their employees.

% An email follow-up with the peer, coach, or mentor designated by
each participant. Contact information for this person could be col-
lected in the class registration form or via a separate email sent at the
time of registration.

72
L X4

If the action plans the participants submitted were captured via the
LMS, return them to participants at designated after-training inter-
vals: one week, three weeks, six weeks, and three months.

Require at least a certain number of action items to be completed be-
fore credit for the class is given. While this is more difficult to imple-
ment than simple reminders, requiring this level of accountability will

strengthen motivation considerably.

Require at least a certain number of action items to be

completed before credit for the class is given.
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Adaptations for live virtual training

1. DPost the action plan form in the virtual classroom or email it to partici-
pants before the training. Ask participants to save it to their hard drive
where it can be easily accessed during training. Instruct them to jot down
specific steps they will take after training to apply what they have learned.
Tell them they will be reminded after class to follow through with the

action items they listed.

2. If there are multiple sessions in the class, introduce the action plan in
an early session and ask trainees to add items to their plans at the end of

each session or at the conclusion of a particular learning point.

Downsides
This TIE may not be effective if:
** Follow up and reinforcement parts of the program are not implemented.

*» Action plan reminders sent via email are ignored for various reasons.

Variations

*%» Participants complete the action plan at the beginning of the training—
after learning the objectives—so that they identify how they will apply what
they are about to learn. They can then revisit their action plans at the end

of the training and revise as necessary.

** Instead of cutting less important action items from their lists, have partici-

pants prioritize them.
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TIE: Application Checks

==

Sometimes participants understand right away how a particular skill or piece

of knowledge can be applied to their jobs and sometimes they don't. For those

situations when they don’t, use application checks throughout the training,.

This technique was first used in face-to-face training. Index cards were placed

at tables and participants were regularly prompted to jot a note to themselves

on the cards about how they would apply what they were learning.

In an e-learning class or live virtual training, prompt participants at key points

to reflect on how they will apply what they are learning.

To use for e-learning

1.

Determine key points when application checks will be most appropriate:
at the conclusion of a particular learning point, at a point when partici-
pants may question whether they can apply a skill or subset of a skill, at
the end of a module, or before or after quiz questions. Customize each
application check so it includes a key question or two related to a specific

learning point or skill.

Consider using a graphic with each application check prompt so partici-

pants will be able to quickly recognize it each time it appears.

For maximum impact, the trainees should be directed to write responses
to the application checks. Many authoring platforms include a note-
taking feature that can be used for this. Direct participants to go to their
notes, write their response to the application check, and then save or
print it. Another option is to provide a digital form for note-taking, in
which you can insert prompts, and instruct participants to save it to their

hard drive or print it and then take handwritten notes.

Include a link to a discussion forum, learning community, or other on-
line platform where the application check can be posted and discussed
collectively by participants. Participating in this discussion could be

made a requirement for class completion.
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At the end of the course and in post-training communication with train-
ees and their managers, mention their application checks and encourage

them to refer back to them.

Customize each application check so it includes a key
question or two related to a specific learning point or skill.

Adaptations for live virtual training

1.

36

Prepare the pop-up or slide with a recognizable graphic and insert it
at predetermined points in the slides for the class. Mention with each
application check the specific learning point, skill, or task, and ask the
participant to think about how they will use it in their work. Consider
customizing each application check so it includes a key question or two

related to that specific learning point or skill.

Provide space for participants to write their responses to application

checks in the handout or workbook pages that accompany the class.

Allow 30 to 60 seconds for participants to write or think about

their responses.

If the platform allows, play music to time these application check peri-
ods. Doing this also reduces the tendency to want to “fill up the dead

space” and shorten the time allowed.

You may be tempted to ask participants to “chat” their responses to the
application checks, but remember that they will not be able to easily save
records of their answers for future reference. A better choice is to provide

a handout for them to take notes on.

You may also form breakout groups in which participants can share their
responses to the application checks. Or provide a link to a discussion
forum, learning community, or other online platform where the applica-
tion check can be posted and discussed collectively by participants. In this
case allow time in class (just a few minutes) for them to follow the link

and post their responses. This activity could be combined with a break.
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Downsides
This TIE may not be effective if:

“» Application of the learning is obvious and participants do not need to be
prompted to think about it.

*» Application checks are inserted at points that disrupt the flow of the training,.

** 'The discussion board, learning community, or other platform designated
for discussing application checks actually diverts participants’ attention
from the training.

Variations

%+ Send application checks via email before and after a training event (or be-
tween sessions of a live virtual training class). Ask trainees to reflect on how
they have applied (or will apply) specific learning points, tasks, or skills. Ask
them to post their responses to a discussion board or in a reply email to the

trainer, training coordinator, and their manager.

Figure 3-1. Application Check

Increase Group Involvement

« Small groups should be 3-5 people, to
promote good participation and

e Assign small groups randomly (by
numbering off or a similar scheme) to
reduce possible issues with choosing
or being chosen for a particular group.

© Carnes and Associates, Inc.
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TIE: Do Not Disturb

==

Work environments lend themselves to constant communication among co-
workers—through email, instant messages, phone calls, and in-person visits.
Because learners most often participate in e-learning and live virtual training
at their own desks, their learning is often interrupted by these kinds of com-
munication. These interruptions disrupt concentration, increase time needed
to learn material, reduce the quantity of what is learned, and result in lower

levels of learning transfer.

Some interruptions are unavoidable and must take priority over an e-learning
class or live virtual event. However, in many situations the co-workers who
are sending an IM, text message, or email to a trainee are not aware they are
interrupting a learning experience. And the learner may not realize how each
interruption is affecting the quality and quantity of her learning, as well as how

it is affecting her ability to apply what she has learned to her job.

Intermptz'ons dismpt trainee concentration, increase time
needed to learn the material, reduce the quantity and
quality of what is learned, and result in lower levels of

learning transfer.

Interruptions are not limited to other people. Often we are our own enemies
when it comes to learning. Learners may not see the value of the training they
are participating in and look for opportunities to focus on something else. Self-
distractions are particularly tempting if the training is poorly designed with a
seemingly never-ending progression of slides and little to no interaction. But
even if the training is well designed, with lots of tools for learner engagement,
trainees may find ways to distract themselves. Educating and motivating learn-

ers to reduce their interruptions will lead to better learning and transfer.
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Figure 3-2. Do Not Disturb

Get the Most From Your Training!

To ensure a quality training experience with
minimal distractions, please:

® Turn off or place your cell phone on silent
during course completion.

© Turn off email notification, instant
messaging, and other desktop applications.

® Consider using an automatic outgoing

message in your email program notifying
ders you are ilable during training
time periods.

Do NoT Studies show that in addition to
DISTURB interruptions prolonging the time
NO MOLESTE it will take for you to complete the
R coure, cioeeloearing and
BITTE NICHT retention of course material can

STOREN be significantly reduced.

© Carnes and Associates, Inc.

To use for e-learning

1.

In the registration confirmation message, tell participants that they
should plan to turn off their email notification, close all other applica-
tions and clear their electronic desktops, including instant messaging,
when working on the class. Depending on the culture and expectations
of the organization, consider asking them to create an automatic outgo-
ing message in their email program notifying senders that they are un-

available for specific time periods. Send a copy to their managers.

Supply participants with a sign that says “Do Not Disturb: Training in
Progress,” (such as the one depicted in Figure 3-3) with instructions to
print it and place it in a visible spot in their workspaces while they are

taking an e-learning class.

In the beginning of the e-learning program, remind trainees that they
should be in a quiet area, away from distractions. Direct them to turn
off their cellphones and email notifications, and to close any applica-

tions they may be using. Include an explanation such as, “Interruptions
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prolong the time it will take for you to complete this class, and your

learning may not be optimal.”

In the beginning of the e-learning program, include instructions on how
to refocus on the class if they have been interrupted or have stopped for
any other reason. They should plan to navigate back at least three to four
slides from the place where they stopped. If they do not fully remember
the material at this point, they should go back to the beginning of the

module or class and pick up from there.

Figure 3-3. “Do Not Disturb” Sign

© Carnes and Associates, Inc.

Adaptations for live virtual training

1.

40

Explore the virtual classroom platform technology to determine what fea-
tures are available to reduce distractions. Some classrooms display a certain
icon if a learner navigates away from the classroom or is otherwise inatten-
tive. Other classrooms do not allow the learner to rejoin the classroom if

they have navigated away unless they reaccess the link and reregister.

During training, monitor the attentiveness indicators the technology

provides. Consider sending an instant message to inattentive trainees
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offering to help catch them up and fill them in on what they missed. Do-

ing this lets them know that their inattention has been noticed.

3. Consider implementing a rule, announced at the beginning of class, that
anyone who is inattentive for 10 minutes or more will not receive credit

for the class.

Downsides

This TIE may not be effective if:
«» The organizational attitude toward training is very “check the box.”

* Managers and senior leaders expect employees to be available at all times,

even during training.
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TIE: Do Now

==

A “Do Now” activity is a short, individual activity that may serve several pur-
poses simultaneously. In live virtual training, it can occupy trainees while roll
is taken or other administrative duties are dispensed with. It can also be used
at the beginning of an e-learning or live virtual module to reinforce learning

from the previous module.

The “Do Now” activity can be used as an icebreaker, closing activity, or “home-
work” (between live virtual sessions), but it should take no more than three
minutes. It should serve the dual purpose of making constructive use of other-
wise dead time for the trainee, and providing quick opportunities to reinforce
or apply the learning. Do not confuse a “Do Now” activity with an icebreaker

question. This TIE asks the participant to do something, independently.

“Do Now” activities serve the dual purpose of making
constructive use of otherwise dead time for the trainee,
and providing quick opportunities to reinforce or apply

the learning.

To use for e-learning

1. Refer to the learning objectives for a class, and then list activities the
participant can do on their own in approximately three minutes, to in-

troduce, reinforce, or apply one of the key learning concepts.

2. If each module of the training is loaded separately, provide a “Do Now”
activity on the last screen of each module, that participants can do while
they wait for the next module to load. For example, consider a “Do
Now” activity in the context of a multiple-module e-learning course on
ethics training. The first module covers common ethical dilemmas in a
particular industry. The trainee takes the first module, passes the quiz.

Before proceeding to the next module, a “Do Now” screen appears and
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directs the trainee to conduct a browser search on a specified search term
such as “ethical dilemmas in industry,” and to quickly scan the

first article that comes up.

A unique “Do Now” graphic will help trainees recognize each “Do

Now” activity.

Adaptations for live virtual training

1.

Identify key points in the training that will be appropriate for a “Do Now”
activity: a few minutes before the training begins, or as the trainer is pre-

paring for the next phase of the training or pausing to address a problem.

When designing “Do Now” activities for the virtual classroom, keep in
mind how the live virtual technology platform deals with participants
navigating away from it. If participants must sign in all over again, do

not use activities that require them to navigate away from the classroom.

You may refer to the “Do Now” activity at a later point in the training,
but it is intended to be a stand-alone activity. Do not “process” the activ-

ity by leading participants in a lengthy discussion of it.

Downsides

This TIE may not be effective if:

#» The trainer or e-learning designer makes it into a complex or

interactive activity.

* It takes longer than five minutes.

* It takes the trainee away from the training module or classroom with-

out an easy way to re-enter, or otherwise is not supported by the

technology platform.

Variation

» Send “Do Now” activities via email to participants as supplements to the

training. Most LMSs can be set up to do this automatically.
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TIE: Feel-Felt-Found

==

This little technique is somewhat different from the other TIEs because it is
not a process, product, or deliverable. It is just a simple technique to use in a
variety of ways with trainees and their supervisors, to support several transfer-

related goals.

The feel-felt-found technique is often used in sales to gently move people to a
new way of thinking and to overcome concerns (“objections,” in sales termi-
nology). It has three parts. The first part involves empathizing with the other
person’s point of view. [ understand how you feel. Stating this legitimizes the
trainee’s or manager’s position. The second part indicates that others in the
trainee’s or manager’s position have also felt this way; that their way of think-
ing is not unique, but is in fact common. The underlying meaning is that their
situations or positions can change. Others have felt this way. The third part
states that these other people changed their minds, did what was requested
or recommended, and found that the outcome was positive. What they found,
however, was that after doing X, Y happened.

This feel-felt-found sequence can be used several different ways to make learn-

ing stick:

*» To support a “you can do it” attitude in the participant, which promotes
self-confidence and self-efficacy. This attitude is strongly related to better
transfer of training to the job.

*» To encourage trainees’ managers to have pre-training and post-training dis-
cussions, to provide opportunities to practice and use the new skills, to
reduce interruptions during training, and to hold trainees accountable to

use newly learned skills.

*» To convince participants that the training will be useful to them in their

jobs and careers.
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To use for e-learning

1.

At the beginning of an e-learning course, use three slides to increase
trainee motivation, the belief that they can pass the class, and the convic-

tion that the training will be useful to them.

For example, in a mandatory compliance class, the first slide would read:
“You may be thinking that this class won’t be useful to you and that you
just want to get through it.” The second slide would read, “Others have
certainly felt this way.” The third slide would read, “However, what other
people have found is that the types of dilemmas we will be discussing in
today’s training come up more often than they thought, and the guide-
lines in this class have helped them take the lead in solving these kinds of

problems.” Use supporting graphics on each slide to add visual interest.

In pre-training and post-training communication with trainees” supervi-
sors, use the feel-felt-found technique to overcome possible resistance to
what is being requested. For example, in a pre-training email: “You may
think that you don’t have time to sit down and have a conversation with
your employee about the training they are going to take. Other managers
certainly have felt this way too. What they have found, though, is that
the discussion took them only one to two minutes, and it helped them

get a much better return on their investment in training their employee.”

Adaptations for live virtual training

1.

Use the real-time interactivity of virtual classrooms to your advantage.
Address trainees’ concerns in feel-felt-found language at the beginning

of class.

Use a poll to introduce a feel-felt-found message. Trainees can select from
options like, “I can see how this training will help me do my job better
and advance my career”; “I am not sure how this training will help me do
my job better and advance my career”; “I feel that this training will not
make any difference in how I do my job or help my career.” Follow up

the poll with the feel-felt-found message.
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Downsides

This TIE may not be effective if:

¢ It is clear how the training can be used and participants do not lack confi-
g p p

dence or motivation.

*» Managers are eager to do their part in supporting the training.

Variations

*» Provide testimonials from others to strengthen the “found” portion of

the message.

% Use the feel-felt-found message in the registration confirmation email

to participants.

A feel-felt-found statement can be used to overcome
objections or doubts participants may have about
the training.
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TIE: KISS—Keep It Simple or Supervised

==

In a research study of trainees who were learning PowerPoint, two variables
were manipulated and assessed: learner control and the complexity of the ma-
terial. The learners in the study were given varying degrees of control over
which modules to take, when to take the training, and which activities to par-
ticipate in. Some learners underwent a complex version of the training with
many more concepts to learn while others underwent a simpler version with
less material. Then transfer of the training content was measured. The results
showed that transfer levels were much higher for the participants who took
the less complex version of the training, and for those who had lower levels
of control. (The word “supervised” is used in the title here to represent lower

levels of learner control.)

While it is believed that most learners prefer higher levels of control over their
learning, if the learning content is complex then they are probably not learning
and applying it very well—or as well as they would be if their training efforts
were more supervised. The study concluded that the more complex the mate-
rial, the more important it is to provide a learning experience in which the
learner does not have control over the sequence, the time spent on the material,

and other variables often offered in self-paced e-learning classes.

If the learning content is complex, it is important for the
trainer to exert more control over the learning experience
so that he is assured the participants are learning and
applying the content as intended.

Despite what a subject matter expert may want or expect, the more simple and
straightforward the training content, the more likely it is to be learned and
applied. This doesn’t mean to “dumb down” the material, but rather deliver
it at a reasonable rate. Additional modules may need to be added in order to

thoroughly explain a concept and slow the learner’s pace. Consider excluding
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the “nice to know” material (or provide it as an appendix, a “Did You Know?”

segment, or other ancillary feature that clearly distinguishes it from the “need

to know” content).

To use for e-learning

1.

Review the learning material and evaluate its complexity. The quickest,
easiest way to do this is to count the number of concepts presented. The

more concepts presented per module, the more complex the content.

Simplify the content by either reducing the number of concepts pre-
sented or adding additional modules so that the number of concepts per

module is lower. Aim for three to five concepts per module.

Clearly distinguish the “need to know” concepts from the “nice to know”
4 g

concepts, by linking to additional information, including optional mod-
ules, or by presenting a “Nice to Know” feature in various screens or links

that learners can view if interested.

Employ features of the e-learning platform that reduce learner control,
such as requiring that a certain amount of time be spent on each screen
or activity (most authoring software has this capability) and dictating the

order in which the modules must be taken.

Test participants rigorously on the learning content, require a high score
to pass the test, and do not allow the learner to advance to the next mod-

ule until they pass the previous one.

Adaptations for live virtual training

1.

48

Add an additional virtual training session to cover advanced concepts,
for those who are interested in them or are required to learn them. This
training session should be offered only to those who have demonstrated

mastery of the basic content.

Use the features of the virtual classroom to exert more control over the

learner experience. Monitor their attentiveness and engage individuals
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directly if necessary. Form breakout groups to discuss any concepts that

deserve extra explanation.

3. Test participants on the material. Many virtual training platforms do not
have testing features so it may be necessary to use or adapt quiz software

and link it to the LMS for this purpose.

Downsides

This TIE may not be effective if:
% The learners begin the class with very different levels of prior knowledge.

% Trainee satisfaction and happiness is more important than their learning

and application of the material.
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TIE: A Little Help From Friends

==

One of the reasons frequently given for why face-to-face classes will never be-
come obsolete is the opportunities for interaction that they present. Many
trainees appreciate and benefit from the support and feedback of their peers,

as well as learn from listening to the questions and answers they voice in class.

Participants with high transfer rates had talked with
colleagues before taking the training, learning from them
how the class would help them with their jobs, things to
watch out for, and other tips for learning and using the
information and skills.

Interaction and support from peers need not be limited to fellow participants,
however. A research study found that participants with high transfer rates had
talked with colleagues before taking the training, learning from them how the
class would help them with their jobs, things to watch out for, and other tips
for learning and using the information and skills. Another study found that
trainees who were paired up with peers who had previously taken the training
received valuable advice and assistance from them, which enabled the trainees

to put the knowledge to use more easily.

Support also need not be limited to those with peers who had taken the train-
ing previously. Individuals who undertake a challenge such as losing weight or
running a marathon frequently enlist the support of nonparticipating friends
to cheer them on. Why not encourage participants to do the same thing, par-
ticularly if the learning will be lengthy, especially challenging, or difficult to
complete in other ways? The focus of this TIE is this kind of supportive rela-

tionship, regardless of the source or the medium for the interaction.
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To use for e-learning

1.

At the beginning of the training, suggest to the participants that they
enlist the support and company of their peers for this journey. Identify

some criteria to guide their choosing of this friend (or friends):
*» someone who will take an interest in their learning and development

% someone they interact with regularly—or would like to interact
with regularly

/7

*» afamily member or close personal friend

% a co-worker who has similar career goals in mind, or has taken
similar training.

Make suggestions on what kinds of support they should ask of this person.

Possibilities include progress reports, verbal encouragement, problem-

solving assistance, simply listening, or perhaps even freeing up the trainee’s

time by temporarily taking on their personal or work responsibilities.

Provide cues throughout the program for the participant to check in with
their friend. While not necessary, it may be useful to also provide some
structure such as:

% Discuss with your friend three things that you have learned in
this module.

% Tell your friend the hardest thing about applying this step in
the process.

* Discuss with your friend what they thought and how they felt when
they were tackling this part of the training.

Adaptations for live virtual training

1.

2.

In later sessions, perhaps as an icebreaker, ask participants to share any

valuable advice or feedback provided by their friend.

Invite the friends to participate in a closing activity or final training ses-

sion and acknowledge their role.
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Downsides

This TIE may not be effective if:

*» 'The training is not very challenging for the participant, so that outside sup-

port is superfluous.

*» The trainee’s natural style is to work independently, so that sharing and get-

ting support from friends is contrary to his nature.

*» 'The training is a single, live virtual class.

Variations

% Assign “buddies” who are fellow participants in the training. Define their
roles, providing opportunities, structured questions, or assignments to help
them connect and interact in between training sessions. In self-paced e-learn-

ing, use the LMS to pair people who are taking the class at the same time.
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TIE: Live Pilot

==

Unreliable technology is a significant barrier to learning transfer. Many times
the e-learning developer is notified about an issue, fixes the problem, and the
learner re-engages and finishes the class. Other times, estimated to be numer-
ous, the learner abandons the class, or if it is possible, finds a way to finish the

class while avoiding key parts where technical problems have occurred.

What may work well in the developer’s environment may have bugs and glitch-
es when it is run in the learner’s (or instructor’s) environment, due to different
plug-ins, rules, settings, and hardware, so that the user experience varies for
each participant. It can be maddeningly difficult to separate program bugs and
technology platform issues from issues in the learner’s own technical environ-
ment. Also, pressure to release the program may interfere with final testing ef-
forts that ensure all aspects of the class are working properly. It is possible (and
more time-efficient) to field test e-learning classes and live virtual training in a

face-to-face classroom.
Advantages of this approach include:

% The trainer (who may or may not be the developer) can monitor how train-
ees interact with the material, addressing questions or confusion about the

program on the spot.

*» Bugs in the program can be identified and steps can be taken to correct
them more quickly and easily than in a virtual environment, where learners

are separated by distance and issues with their own systems.

*» The trainer is able to assess the time learners take to complete the program.

Program bugs can be identified and corrected more quickly
and easily during the live pilot, when users and trainers

are physically gathered, than in a virtual launch.
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There are a few disadvantages as well:

% Learners who have had to travel across town or several buildings may be

unhappy, believing they could have taken the class at their desks.

*» Launching in a face-to-face classroom may not identify all technical issues

in learners’ environments that may cause problems.

% Trainees who take the class after it has become completely virtual may ex-

pect or want the face-to-face experience.

To use for e-learning

1.

2.

Draft modules as usual, perhaps eliminating the final debugging step.

Schedule a face-to-face training class in a computer classroom or ask par-
ticipants to bring their own laptops. Ideally the classroom trainer would
also be the e-learning developer, but any trainer who is knowledgeable
about the content and familiar with the authoring application will be

able to conduct the class.

If some but not all of the e-learning modules are completed, blend the

learning, integrating e-learning modules with face-to-face instruction.
Observe and solicit feedback from participants.

Restrict questions and discussion on content to specified times to provide
the best environment to assess the e-learning technology. Allow trainees

to work on their own at the computers during most of the class time.

At the end of the training, conduct a discussion about the learner’s ex-
perience with the training. Use this information to make adjustments to

the e-learning.

Adaptations for live virtual training

1.

2.
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Draft the training in the usual way, developing visuals and activities that

will be used in a virtual classroom.

Participants should connect to the virtual classroom in the usual way, but

should be seated in the face-to-face classroom. They should turn their
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volume down or off, listen to the live instructor, and rely on the virtual
classroom for visuals only. (This may seem awkward at first, especially if
participants are facing away from the front of the room, but after a few

minutes they will adjust.)

Downsides

This TIE may not be effective if:

2
0.0

7
%*

The training is bug-free and learners’ technical environments are well known

and not problematic.

Participants are widely dispersed geographically.

Variations

O/
0’0

Blend an e-learning class with live virtual training. Participants in this case
are connected via the virtual training platform as they participate in e-learn-
ing modules. While the trainer’s ability to monitor trainees is more limited
than in a face-to-face environment, some monitoring of learner activity is
possible through the virtual classroom technology. This option would work
best when some but not all of the modules are in e-learning format, and

when learners are dispersed geographically and not available for a live launch.

Design a class for both e-learning and instructor-led (face-to-face) pre-
sentations. Some settings in the e-learning version will probably need to
be adjusted in this case. If the instructor-led program will be projected or
shown on a monitor larger than the typical workstation, the screen size will
probably need to be increased. Branching features used in the e-learning
program will be more difficult, if not impossible, to use for an instructor-

led program.
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TIE: Manager Module

==

In the early years of workplace learning it was not unusual to require manager
involvement in particular training programs. Trainees’ managers were either re-
quired to attend the same training as their employees, or undergo a separate,
shorter training created just for them. This executive version covered key points of

the training in less detail, and usually did not include practice or other activities.

Today’s technologies provide easy, time-efficient opportunities to include man-
agers. No need to travel to a face-to-face class anymore. Use LMSs to track
manager participation and limit employee access to a course until their man-

ager has taken the corresponding module.

To use for e-learning

1. Develop the participant version of the training first. Then answer the

following questions:

7
°o

What aspects of this training will need to be reinforced or modeled
by their supervisor?

7
L X4

Which parts of the training may be contrary to how things are be-

ing done on the job, by the manager, by other employees, or by the

participants in this training?

2. Use your answers to the questions above to develop learning objectives
for the manager module. When designing it, keep in mind that this train-

ing should be significantly shorter than the participant training.

3. Plan to cover these key points about how managers should support their

employees’ learning application:

Y7
E X4

Provide frequent opportunities for employees to use what they
have learned.

% Communicate with each trainee after the training to go over what he
learned and how he can apply it.

» Express confidence in their ability to apply their learning.
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4. 'The length of this manager module will be determined to some extent
by the content of the participant training, but make every effort to keep
it short. The longer the training, the more challenging it will probably
be to get managers to take it. A good rule of thumb is to make manager

training shorter than participant training by 75 percent.

5. Determine whether to require a manager’s participation prior to accept-
ing registrations from any of their employees. If their participation is to
be voluntary, set up the LMS so that each time an employee registers for

this class, their manager receives an invitation and a link to register (until

they take it).

A good rule of thumb is to make manager training shorter
than participant training by 75 percent.

Adaptation for live virtual training

1. Consider recording the first presentation of the manager module so that

it can be accessed on demand by managers if they desire.

Downsides

This TIE may not be effective if:

*» Senior leadership does not support manager participation in the

manager module.

*» Participants have no motivation to encourage their manager to take the
module. (Requiring that managers complete their module before partici-

pants can register—or receive credit for—their module will solve this.)
%+ The module contains so much information or takes so long that managers

are not willing to spend time on it.

Variations

% Offer a manager module that focuses on how to support employee training

in general, without referring to content in specific training,.
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TIE: Note to Self

==

This TIE is an adaptation of a closing activity used by many facilitators in face-
to-face training. At the conclusion of the training, participants are handed a
blank sheet of paper and an envelope, and are asked to reflect on what they
learned in the training and how they plan to use it. When they finish their
letter, they address the envelope to themselves and seal it. The trainer collects
the envelopes. At a later time, usually three to six weeks after the training, the
trainer mails the envelopes to trainees. Many trainees have reported that they
were surprised to receive letters from themselves, having forgotten they wrote
them in class. This surprise factor and the contents of their letters serve as re-

minders and motivators to apply what they learned.

Learners’ “notes to self” remind them to apply what they
learned after the training is over.

Adapting this activity to e-learning and live virtual training is easy. Email takes
the place of paper and envelope. The purpose and the outcome remain the
same: Participants write personalized reminders to themselves to apply their
learning to their jobs. In addition, technology provides opportunities to share
their thoughts with their managers, peers, or others who can support them as

they apply their learning.

To use for e-learning

1. At the end of the course, following the final summary and prior to a quiz
or exam, prompt trainees to write summaries of what they have learned
and a few ways they plan to apply it. Ask them to consider any barriers
they might encounter and how they can overcome them. Provide a link

for this to a form or the notes section of the e-learning program.

2. Instruct trainees to send this summary to themselves, using the “send

later” feature of their email program to delay their receiving the message
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until the appropriate time. Set up the LMS to send out emails one to
three weeks after training to remind participants to review their “notes

to self.”

Downsides

This TIE may not be effective if:

*» Trainees arent prompted to review their notes to themselves one to three

weeks after training.

Variations

% Ask participants to copy their manager (or a supportive peer) on emails to

themselves, as added reinforcement.

%+ Prompt participants to post a note in their calendar or task feature of their
email program for one to three weeks after they complete the class, remind-
ing themselves what they have learned and how they will apply it.
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TIE: Picture This

==

Psychologists and advertisers have known for a long time that a picture is worth
a thousand words. An effective way to prompt people to take action is to show
them a picture that holds some meaning for them. Pictures can be especially
useful in motivating trainees to transfer their learning. A recent training experi-
ment found that when trainees were shown photos of a person winning a race
along with written instructions on how to sell their product, their sales were

significantly higher than those who were given written instructions alone.

Using a picture to illustrate how to perform a skill is helpful, of course. Plant-
ing a motivational suggestion is a bit different. In this TIE, the motivational

suggestion is to apply the newly learned skill to the job.

An effective way to prompt people to take action is to show
them a picture that holds some meaning for them.

To use in e-learning

1. Find a photo that depicts success. Obvious choices would be someone
winning a race, receiving an award, or cheering. Another choice might
be a photo of someone successtully performing the targeted skills on the
job; of course, this could be more difficult to procure and there is no
research to support this type of photo’s effect on learners. If searching the
web for images, use terms such as “success,” “winning,” and “champion.”
If you use images sourced from the web, be sure to respect copyrights.
Creative Commons is currently a great site to use for finding licensed
content and images (wwuw.creativecommons.org). Also, portable devices
make it very easy to take photographs that lend a personalized touch to
the training, which participants may find more engaging than generic

images procured from the web.
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2. Use the success photo as background for an “action transfer slide.” If the
technology does not allow using the photo as background, include the

photo on the slide in the usual way photos are placed.

Downside

This TIE may not be effective if:

*» The success photo chosen is not appropriate for a particular trainee group.
For example, the success photo depicts a person in a business suit climbing

a ladder and the trainee group consists of nurses.

Variations

*» Have posters made of the photos with reminders. Send them to participants
and encourage them to post them in their cubicles or in common work

areas where large numbers of trainees have completed the training.

» Use the photo as the background in the body of an after-training email

reminder to use what they learned.

*» Email the photo with action item reminders on it to participants after the

training. Encourage them to install it as desktop wallpaper or as a screen-

saver for 30 to 60 days to help cement their new skills.
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TIE: Pop-Up Reflections

==

The fact that the learner controls his learning experience can be both a bless-
ing and a curse. While the benefits of learner control in self-paced e-learning
and live virtual training are many, there is the constant risk of trainees mov-
ing through the screens too quickly, distracting themselves by responding to
emails, phone calls, and other interruptions, and otherwise failing to focus on

the learning.

Several studies have found that when learners were prompted to reflect on
what they were doing—and not doing—during their learning experience, their
completion rates were up to 30 percent higher, and their test scores were also
higher. One study also found that pop-up messaging (in the form of emails)
after training that prompted participants to use what they learned resulted in

more transfer.

When learners are prompted to reflect on their progress
through training sessions, their completion rates, test
scores, and transfer levels are higher.

To use for e-learning

1. Review each learning module and try to identify points—due to length

or content—at which learners might be most likely to lose attention.

2. Develop pop-up reflection questions. You can use general questions that
prompt learners to reflect on their learning, or ask content-specific ques-

tions such as:

72
°o

Do I understand these five pointers for network programming?

Y
E X4

Once I am back on the job, will I be able to recall this information
on dealing effectively with conflict?

#» How will T use these techniques to overcome objections in my
sales calls?
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*»  Which of my internal customers will need to know about this change
in procedure?

*» What are some specific ways that I can apply what I am learning?

Figure 3-4. Pop-Up Reflection Questions (General)

Am | concentrating on this
training material?

Do | understand all of the key
points of the training material?

Are the study strategies I'm using

helping me to learn the training
material?

Have | spent enough time
reviewing to remember the
information after | finish
the course?

3. Program the reflection questions to pop up at the appropriate points and
remain on the screen for 10 to 15 seconds. If pop-ups are not possible,
simply insert a screen with the reflection questions at chosen points in

the program.

Adaptations for live virtual training

1. Insert pop-up reflection questions into the slides: approximately three
to five of them per hour of training, when trainees might be likely to

lose attention.

2. When pop-up reflections appear, make sure to allow a short pause in
which participants can consider the questions on the slide. Do not talk or

play music during this time. Conclude with a simple “thank you.”
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Downsides

This TIE may not be effective if:

#» The live virtual trainer feels the need to keep talking during the pop-up.

+» 'The pop-up messages are in the form of statements (“do this”) rather than
in the language of self-reflection.

Variations

+» Send email “pop-up” questions after training, prompting participants to self-
monitor their post-training behavior and skill use. Most LMSs can be set up
to automatically send a series of emails at designated intervals post-training.

Figure 3-5. Pop-Up Reflection Questions (Content-Specific)

Stop and Reflect

Do | remember the three tips for
satisfying customers the first time?

Have | been calling customers by name?

Do | need to review the materials from
the Satisfying Customers Class?
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TIE: QR Codes

==

Quick Response Codes are becoming increasingly popular in consumer ad-
vertising. They contain a type of two-dimensional code that, when read by a
device such as a smartphone or tablet, provides immediate access to a site with

more information about a product or service.

QR codes can be used to support training transfer in several different ways,
all of which make use of a trainee’s mobile device and time away from her
computer. For example, when a trainee needs to access the information that is
linked to the QR code, she can simply scan the code with her mobile device
to reveal information linked to the training: step-by-step instructions, video
clips, diagrams, additional instructions. Having additional tools and informa-
tion at trainees disposal provides opportunities to help them build their self-
confidence and efficacy, understand how the training can be used in their jobs,
reduce distractions during training, and provide reinforcement of the learning
material. QR codes can be the means to implement many of the TIEs in this
book, including Do Now, Sticky Kit for Managers, A Little Help from Friends,
Threaded Discussions, Action Learning, and Sticky Blog.

QR codes can be used to support training transfer in
several different ways, all of which make use of a trainee’s
mobile device and time away from her computer. When
a trainee needs to access the information that is linked to
the QR code, she can simply scan the code with her mobile
device to reveal information linked to the training.

Making a QR code is easy. There are websites that allow you to create QR codes
for free, while others charge a small fee or offer a subscription plan. Input your
data—typically a URL or a small bit of text—and download the QR image,
which can then be pasted into class materials, an email, or any other document
in much the same way as a photo. QR codes can hold just over 4,000 alpha-

numeric characters; however, keep in mind that storage space differs for other
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types of data you may wish to attach to the QR code (text messages can usually

include no more than 160 characters).

To read the QR code, first install the free QR reading app on a smartphone,

tablet, or other portable device. Then hold the device in front of the code un-

til it “locks in,” and the information is transferred to the device where it can

be accessed.

To use with e-learning and live virtual training

1.

Identify or create pre-training messages, URLs, video segments, or other
resources that will prepare trainees for the training, such as preparatory
information, instructions for practice, can-do motivational messages, re-
inforcement techniques, and short quizzes or exercises that can be com-

pleted using a mobile device.

Because trainees are likely to access their mobile devices when they are not

at their workspaces but rather while they’re on the go, make activities short.

Access the QR code generator site. Note that free sites have limited ca-
pabilities. Check with your marketing or advertising department to see if
they have a subscription for more sophisticated QR code features. Enter

the information to be contained in the code and download it in seconds.

Paste the QR code into a pre-class or post-class email, or into class slides,
with instructions to view it on their portable device when they have a

“quick minute.”

Keep in mind that the LMS may not be able to track quiz scores or activ-

ity participation when learning materials are accessed this way.

Downsides

This TIE may not be effective if:

*» Itis necessary to document all training participation and the LMS is unable

to track access through QR codes.

¢ Trainees do not have mobile devices.
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The training contains proprietary or confidential information for which

higher measures of security are necessary.

Variation

Display the QR code on a slide in the live virtual training class. Ask partici-
pants to pass their mobile devices over their screens to access supplemental
information, an activity, or quiz.

Figure 3-6. QR Code
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TIE: Sticky Blog

==

A blog is a great way to reinforce learning, provide information, stimulate
trainees, encourage accountability, and make e-learning and live virtual classes
stick. Blogs provide online space for posting content that includes links to
other sites, images, and other resources, and is followed by chronologically
ordered comments from readers. The “sticky blog” should be specific to a par-
ticular class or group of classes so the information and recommended resources

are appropriate.

Use a sticky blog before training to provide motivation to learn. Help the
trainees visualize how they will be able to do their jobs more easily, safely, and
effectively with the skills and information they are about to learn. Pre-training
sticky blog posts can also be used to help the trainee motivate their manager
to provide freedom from interruptions while they are taking the training, or
to perform requested pre-training tasks. Blog posts can also be used to boost

trainees’ belief in their ability to learn the content and apply it back on the job.

Blog posts to be viewed during the training can provide additional examples,
practice exercises, answers to frequently asked questions, and other material
that may not fit in the course itself due to time or space limitations. Content
that perhaps had to be cut from the e-learning or live virtual training design
is a good candidate for blog material. A blog also provides an opportunity for
participants to connect with the trainer during a self-paced e-learning class.
A frequent complaint learners have about e-learning courses is that there isn’t
anybody to answer questions or provide further explanations as needed, as
there would be in a live class. A blog can provide this connection. The blog can

also be used to stage a “virtual field trip” with photos or videos.

Blog posts can provide additional information such as
examples, practice exercises, answers to frequently asked
questions, and other material that may not fit in the
course itself due to time or space limitations.
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Use a sticky blog after training to post additional information, such as ex-
amples, case studies, exercises, and tips trainees can use to apply their learning.
Invite trainees to share a behavior they changed, a success they experienced, an
obstacle they overcame, or a process they challenged as they began using what
they learned in the class. Include suggestions for trainees’ managers on how to

provide post-training support.

A blog can be a static repository of information or it can be a moderated,
dynamic place. If the blog is moderated, trainees could post questions and
receive answers from the instructor or subject matter experts. It can also be a
forum in which to post and discuss assignments and class projects. Trainees can
be asked—or required—to post their answers to content-specific questions or

prompts from the trainer.

A blog has several advantages over other social media outlets, such as a microb-
log (see the Sticky Microblog TIE) or a learning community. It can invite more
reflection, more thoughtful and insightful comments, and more analysis and
critical thinking from both trainer and participant. Also, unlike other social

media tools, it can be archived for later reference and use.

To use with e-learning
1. Visualize how the blog should be used by learners.

*»  What information, tips, or guidance would be good for trainees to
have prior to taking this class? Posting helpful materials will drive
traffic to the blog and also save class time.

*»  What additional information, resources, links, videos, and photos
would supplement the course content but can’t be included in class
due to time limitations?

% What assignments would enhance trainees” learning and application,
and how could these be included in a blog? Possible options include
posting an opinion to spark discussion or a structured debate, post-
ing case studies, staging a virtual field trip, featuring learners’ reac-
tions to assigned readings, valuable advice, or encouraging stories.

*»  Will learners be required to participate in the discussions hosted on

the blog?
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70

Find a hosting platform for the blog. Consult the IT department before
doing this. If the blog content is sensitive or based on proprietary in-
formation, it will need to be behind the company firewall. Many LMSs
and other platforms that operate behind firewalls, such as SharePoint,
have blog capabilities. Otherwise, developer-hosted blogs are probably
the best choice. Look in the URL of your favorite professional blogs to
see who hosts them, or do a browser search on “blog hosting.” There are

many free hosting plans available.

Determine which permissions to use, if any. Who can view the blog? Will
comments need to be approved by someone before they can be posted?
If participants will be expected or required to submit posts, make sure to
adjust the permissions so that their comments can be published without

moderator approval.

Develop content for the blog. The nice thing about a blog is that it doesn’t
have to be as tightly organized as an e-learning course needs to be. Com-
pose entries as if writing an email. Some entries may be a few lines, while
others may be longer. Shorter is usually better. Be sure to include links to
other online resources. An occasional photo adds to the visual landscape.
Focus on success stories, vignettes, examples, and videos that discuss how
to successfully apply the skills. Invite trainees to post assignments to the
blog. Make sure to create separate entries for each assignment to keep the

blog organized so that it is easier to follow and find posts.

Develop accountabilities and motivators to drive learners to the blog. For
example, ask trainees to post a tip, an example, or something to watch
out for. You can also ask trainees to post photos of themselves that are
somehow related to the training (using certain equipment, at their con-
soles, performing the skill being taught). Decide whether their participa-

tion will be required for course completion or will be optional.

Include links to the blog in multiple places: in the registration email if
participants should visit the blog before class, on a slide or two during

the class, in the chat field, and in a follow-up email.
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7. Besure to revisit the blog occasionally even if it is a static blog. Check the
links to be sure they are still active and lead to the intended content. Add

resources, news, videos, vignettes, and so forth to keep the blog current.

Adaptations for live virtual training

1. Use the blog for between-session or after-session assignments to enhance
trainees’ learning and application. Have them post their opinions, share
experiences doing a practice assignment, engage in a debate (assign sides),
review case studies, take a virtual field trip, or describe their reactions to

assigned readings, lessons learned, and success stories.
2. Setup two deadlines: first, for posting entries, and second, for reading them.

3. Discuss reactions to blog posts in the live virtual session (via chat or

breakout groups).

4. Learners will probably be more comfortable posting to a blog that is lim-
ited to their classmates, so establish a new blog for each class. Consider

this as well when establishing permissions as to who can view the blog.

Downsides
This TIE may not be effective if:

*» 'The training content is relatively straightforward so that additional resourc-

es and information are not really necessary.

*» The assignments or other dynamic content can be more easily accomplished

or accessed in other ways.

Variations

% Develop a general blog which is not class-specific. Include tips for having a
successful self-paced e-learning or live virtual class experience, such as how
and where to take notes, how and when to review material, how to avoid
interruptions and distractions, and so forth. Send a link to this blog each

time someone registers for a class.
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Develop a general blog for managers on how to support an employee dur-
ing training. Include tips such as how to identify opportunities for them to
use their new skills, how to hold a short debriefing session after training is
completed, and how to arrange for employees’ usual responsibilities to be
covered while they are in class. Send a link to the blog with the registration

confirmation from the LMS or with the course completion email.
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TIE: Sticky Heat Map

==

A heat map is a graphic representation of data in which the values are rep-
resented as different shades of colors. There are many different types of heat
maps, including two-dimensional and three-dimensional representations, clus-
ters, and bar graphs. A heat map can be used in training evaluation to display
satisfaction with various aspects of the training (level 1), results of demonstra-
tions or tests of learning (level 2), results of demonstrations or tests of transfer

(level 3), and results of various impact indicators (level 4).

The heat map can also be used as a feedback mechanism to help training stick.
Share the map with managers of trainees to help them identify areas they need
to coach, reinforce training content, or provide practice opportunities. Share
the map with trainees so they understand the areas they are doing well and the
areas they need to better apply their training. The heat map can also display
how various departments, units, or divisions compare with one another in how
skills are applied. This comparison may spark healthy competition, which in

turn may lead to better transfer.

Share the heat map with managers of trainees to help
them identify areas where their employees need coaching,
reinforcement of learning content, and
practice opportunities.

Data is essential to make a heat map but it does not need to be complicated,
and collecting it does not need to be time-consuming. Over 95 percent of or-
ganizations collect level 1 evaluation data immediately after training. Consider
adding a few questions about the trainees’ intentions to use the learning in
their jobs, in addition to gathering information on satisfaction ratings. Stud-
ies have found that intent to transfer is a reasonably good predictor of actual
transfer. If trainees take level 2 end-of-module and end-of-class quizzes, the
collective data on quiz scores can be shared with managers. This is also a good
opportunity to review the quiz questions against the objectives to be sure that
the quizzes are accurate tests of the material.
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Fewer than 30 percent of organizations do any level 3 evaluation of transfer. It
is easy to see why. Determining whether and how much of the training is used
on the job can be difficult and time-consuming. A simple approach, however,
involves asking whether trainees are using a particular skill that they learned in
training on the job, and if so, how? Their answers can be collected quite easily
using LMS survey software or survey software readily available on the Internet.
Segment the information by department, group, or division to make the feed-
back more meaningful. Many managers will tend to discount data by saying
in response to less-than-satisfactory data: “That may be true for some people in

some divisions, but not in mine.”

Create a heat map with spreadsheet software such as Excel by using the condi-
tional formatting feature to color code the respective boxes. Use green for good

scores, yellow for not-so-good, and red for bad, or needs attention.

To use with e-learning

1. Determine the key skills and behaviors covered in training that partici-
pants will be expected to use in their jobs. These may vary by department
or work unit, but there should be a close relationship with the learning

objectives for the training. If there is not, review and revise the learning

objectives (see the Sticky Objectives TIE).

2. Decide on the purpose(s) of the heat map, for example:

0.
%

To motivate managers to take a more active role in post-
training activities?

Y7
E X4

To provide a comparison of training transfer across departments
and divisions?

/
O’Q

To motivate participants to use more of what they have learned?

)
*

*

To generate positive competition among departments and divisions?

3. Develop a few survey questions to capture the needed information for
the specific purpose. The survey questions can be included in the end-of-

class or end-of-module quiz, or a separate survey can be created.

4. Before you send out the survey, determine which software you will use to

display the heat map.
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5. Set up the LMS to automatically send the survey when a participant
completes the training. If possible, the LMS or heat map software could
automatically add in individual participant information as surveys are
completed. This will take some initial set-up time but it will pay off if a
large number of participants take the class. When enough survey respons-
es have been received (follow-up reminders may be necessary), export the

data to the spreadsheet using the export tool in the survey software.

6. Once results have been imported into a spreadsheet, create the heat map
using the conditional formatting tool. Be sure to use these time-tested

color schemes:
“»  Green—Good

“»  Yellow—Caution

X/

< Red—Needs remedying

7. Share the heat map with those who should see it: trainees, managers,
senior leadership. Use it to introduce after-training reinforcement strategies

such as coaching, providing opportunities to practice, and peer support.

Adaptations for live virtual training

1. 'The polling feature in most live virtual technology platforms provides
additional opportunity to gather information. Investigate this feature to

see if the data from polls can be exported into a spreadsheet.

Variations

% Use the heat map concept for needs assessment, using the color coding to

identify the most critical needs.

% Automate heat map creation by programming the LMS to automatically
export data into the spreadsheet software, which has been set up to create
the heat map.

% Try out specialized heat map software. Check out the latest ones by doing a

browser search on “heat map software.”
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TIE: Sticky Kit for Managers

==

Marketing experts know that packaging makes a difference in how well a prod-
uct sells. Selling managers on ways to support their employees’ learning can
be packaged too. Because managers have different styles of working with their
employees, and because employees’ job roles, physical locations, and other fac-
tors also make a difference in how a manager and employee interact, a Sticky
Kit provides different ways for managers to assist their employees with the ap-

plication of what has been learned in training.

A Sticky Kit can be prepared for each training program, or a more general one
can be used that will apply to most e-learning or live virtual training programs.

It can include a variety of tools for a manager to use, such as:

/
0‘0

briefing/debriefing key points

% meeting/contact tracking sheet

*» training content overview and objectives—in text or video formats

** planning sheet for after-training practice and use of the new skills

*» suggestions for reducing interruptions while training

. . . . )

% key points to communicate to fellow employees to enlist their support

% brief “sample” of the e-learning or previously recorded live virtual

training session
*» suggested case studies for discussion with trainees.

Providing managers with these options takes into account their different ways
of working with their employees. It is also a good psychological move because
it doesn’t send a “do it this way or else” message, which often makes managers

more resistant to trainers’ requests.
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Sticky Kits provide different ways for managers to assist
their employees with the application of what has been
learned in training.

Figure 3-8. Sample Email to Manager

P00 New Message

® @ B “]

Chat  Attach Address Fonts  Colors Save As Draft

To:

Cc:

Subject:

n
<

Supervisor:

Your role is an important one to capitalize on the company’s investment in this training
and make sure the learning is used on the job. Therefore, please get in touch with your
employee as soon as possible. Phone or in-person chat is recommended, but if this is not
possible, an electronic communication (email, IM, text, etc.) is acceptable. Please discuss
with your employee:

) what she can expect to learn in the training (refer to the training objectives you
received by email with the employee’s registration confirmation)

> how she will be able to use it in her job

) plans for how and when she will be able to practice and use the learning when she
has completed the training.

This short communication can have big benefits, so don't put it off!

© Carnes and Associates, Inc.

To use with e-learning and live virtual training

1.

78

Decide whether to use a more general Sticky Kit, or one that is designed
for a specific class requiring higher levels of manager involvement. While
it may be easier to prepare only one kit, managers may get tired of seeing
this same kit, especially if they have many reports. Also, the content and
nature of particular training classes may be a fit for some manager tools

but not others.

Choose an attractive cover and a template that can be used with the
various components. Remember, packaging helps sell the product. In
most cases the Sticky Kit will be electronic, although a hard copy kit and
forms may work better in some settings. Use the company logo, graphics

or photos from the company website and intranet, or photos and graphics
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3. related to the subject area. You can also repurpose graphics or photos

from the e-learning program or slides from the live virtual training.

4. Develop the Sticky Kit. Make an effort to provide a variety of media for
the supervisor to choose from: video, podcast, electronic forms, print-

and-write forms, and so forth.

5. Link the Sticky Kit to the LMS registration process, if possible. A par-
ticipant’s registration confirmation email to the manager could include
a heads-up comment that they will receive the Sticky Kit within so
many days. While the Sticky Kit could be attached to the registration
confirmation email, it is more likely to be overlooked when it is sent at

the same time.

6. Follow up with managers to determine which items in the kit are being
used most often. A simple survey tool can be used for this. This follow-up

will also serve as a reminder for them to use the kit.

Downsides

This TIE may not be effective if:

*» Supervisors do not have a clear understanding of their role in transferring
training to the job. (Include information in the Sticky Kit to educate them.)

% The Sticky Kit components are not appealing or user-friendly.
*» The Sticky Kit gets “lost in the shuffle” of a manager’s workload. (Find a

way to make it stand out.)

Variations

% Send the various Sticky Kit components to managers one at a time.

*» Make managers accountable for completing one to two items in the kit by
requesting that the completed forms be returned to the training depart-

ment, to the course developer, or to their manager.
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% Use interactive online tools rather than static word processing or spread-

sheet documents. When supervisors complete these kinds of tools they can
be tracked, reviewed, and compiled.

Figure 3-9. Email to Managers With Video Clip

000

New Message
(2] [§ D (@

Send  Char  Attach Address Fonts  Colors Save As Draft

To:

Cc:

Subject:

n
<

Your employee, Barbara, has registered for the class Intermediate SQL. Please review this
short 2-minute video on what the class will cover with suggestions for how to help Barbara
practice and use her new skills once she has completed the training.

© Carnes and Associates, Inc.
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TIE: Sticky Learning Community

==

Creating community and collaboration around your learning using social tools
like Facebook or Yammer is a great way to support training transfer. Social
tools can be used to supplement the content in an e-learning or live virtual class
and provide a space for participants and course graduates to discuss what

they’ve learned.

An advantage of using tools such as Facebook and Yammer is that they are very
informal and user-friendly—trainees and graduates who may be reluctant to
participate using other tools are more comfortable adding a short comment to

a wall post, posting a photo, or just clicking “Like.”

Instructors and designers can subscribe to an RSS feed for their learning com-
munities, or simply log in regularly, to monitor discussions and other user
activity, answering questions and correcting misleading or inaccurate informa-
tion as needed. Perhaps the most important pitfall to watch out for with this
kind of training platform is learners’ tendencies to let discussions and other
activities veer off topic or become counterproductive. Careful moderation of

the community should prevent this.

Set up a Facebook or other learning community account that could be used for
many different training programs. An email address is all that is required (be
sure to use your work email address for this purpose, and not let the platform
default to your personal email if it has already been entered in the system). Once
the account has been set up, complete the profile information. The focus of the

profile can be on the organization, the training department, or a specific class.

Set up a class-specific page, known on Facebook as a “fan page.” The advantage
of using a fan page is that people can be invited to the fan page without having
to first establish a “friend” relationship with the page administrator. Upload
a photo or logo to add visual appeal. Post class-related information. Separate

fan pages might be set up for pre-training and post-training. The registration
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email can contain a direct link to the pre-training fan page, which could have

information such as:

*» technology specifications, or recommendations for compatibility with the

e-learning or live virtual learning technology platform

*» recommended or required pre-work reading or other activities

** icebreaker activity

% description of how this training supports the organization’s mission, vision,

goals, and strategy (see the Strategy Link TIE)

** tips for optimal learning, such as how to focus, review, and take quizzes

% “can-do” messages to motivate participants.
Options for a post-training fan page include:

* asking for success stories and lessons learned from practicing and using the

new skills
** post-training team project
%+ discussion about how the newly acquired skills might advance one’s career

“* peer supporters sharing their perspectives on the training (see the A Little
Help From Friends TIE).

Regardless of specific uses, it is a good idea to establish general rules for par-
ticipating in the learning community. For example, community members
should keep their communication respectful, relevant, short, and positive. The
most effective learning communities facilitate the exchange of valuable infor-
mation between participants. The focus is on the relationship between fellow
participants, not between an instructor and trainees. Seed the community with
questions and topics for discussion. Provide some conversation starters to get

people talking, and check in regularly.

The most effective learning communities facilitate the
exchange of valuable information between participants.
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To use with e-learning

1.

Establish a platform for a learning community dedicated to a specific
class. Set up “fan pages” for pre-training and post-training or for other
appropriate points in the training. Include a link to the pre-training fan

page in the registration confirmation email participants will receive.

Introduce a project or discussion that will be hosted on the fan page at
an appropriate point in the e-learning, and invite or direct participants
to visit it. Provide a direct link to the page. Participation in the learning
community will be more robust if the designer, a subject matter expert,

facilitator, or other designated person moderates.

Participation in the learning community will of course increase if it is
required rather than optional. However, tracking participation may have

to be done manually if it cannot be done by the LMS.

Adaptations for live virtual training

1.

Use a learning community fan page for pre-training introductions. In
a pre-training email, ask participants to post a photo and introduction
prior to the live virtual session. Include a screenshot(s) of the fan page at

the beginning of the class.

Mention the learning community in the class. Explain any post-training
or between-session assignments and provide the direct link onscreen and
in the chat field. It is also a good idea to send a follow-up email with
the assignment and the direct link. Otherwise, participants may realize
too late that they did not copy the link when it appeared during the live

virtual training.

Downsides

This TIE may not be effective if:

*» Participants have a “check the box” attitude about their training. If this is

the case, require that each participant contribute a certain number of posts.

«» There are organizational restrictions for using a learning community. In this
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case, investigate opportunities to use an internal platform such as Yammer.
Yammer offers a “Basic Network” option that is available for free.

Variation

*» Use Facebook or another learning community as the platform for the class
itself. Provide content, assignments, visuals, and facilitate discussions all
within this virtual classroom. A class can be put together very quickly this

way, as a temporary or permanent solution.

Figure 3-10. Social Media Tools and Their Uses

All social media is not alike. Different tools are best used for different purposes.

Social Media TIE Use
Tool

Blog Sticky Blog conveying pre- and post-training motiva-
tional material, supplemental information,
posts that contain significant amounts of
content

Facebook and Sticky Learning | hosting discussions and sharing

similar Community information among learners, including
links to useful websites, pre-training
assignments such as icebreakers, and
additional information and resources

Twitter and Sticky sharing short bits of information,

similar Microblog reminders, and links to useful websites

Wiki Sticky Wiki learner collaboration to develop “how-to”
information, such as a manual

Threaded Threaded hosting a discussion amongst many

Discussion Discussion participants that shows the relationship
of multiple replies on a topic related to
the training content.
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TIE: Sticky Microblog

==

Using a microblog such as Twitter can be a great way to connect with learners,
remind them of what they learned, and provide tweet-sized messages of inspi-
ration. Microblog messages, called “tweets,” can help set the stage for learning
transfer by signaling participants to think about how they will be able to use
what they learn and when they might be able to practice it. A tweet beforehand
could also remind participants to plan to close out applications and turn off
their phones while taking the class. Tweets after training will remind partici-
pants to practice newly learned skills and knowledge, and could also recom-
mend additional resources such as books and websites. After-training tweets
could also remind participants to visit a social learning community or other

after-training site.

Access to Twitter (www.twitter.com) is free to anyone, although as with an
y y
public site, it is not as secure as a company intranet. For a platform that is pro-

tected by a firewall, you can use Yammer (www.yammer.com).

Microblog messages can be one-way communication from trainers, or respons-

es from participants can be expected or even required.

To use with e-learning

1. Decide on the best tool to use for sending out brief messages to learners.
If the organization is already using an internal platform such as Yammer,
this is the best choice. If not, you can use Twitter, but remember that
Twitter is a public platform and should not be used if the information

being shared is proprietary or confidential.

2. 'The training registration confirmation sent to the participant from the
LMS should include a request for the participant to establish an account

on Twitter or Yammer if they do not already have one.
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3. Draft messages ahead of time, and use an external Twitter application
(such as HootSuite—www. hootsuite.com) that will store messages and

send them at predetermined times.

4. Ideas for messages include (keep in mind the 140-character limit):
*» five ways participants can use this training
“ useful website(s) to visit (Twitter will shorten the web address)

**  brief explanation of how the training can advance participants’ careers

7

*» reminders of when and how to use a particular skill.

5.  Once the messages have been drafted, decide how to deploy them. One
option is to assign a hashtag to the messages and refer to it in the course.
Hashtags are keywords that are preceded by the pound symbol (#). Tweets
carrying the same hashtag are grouped chronologically into a discussion
thread that is searchable within the system. For example, in a course on
conflict management, ask trainees to search for the hashtag #ConMg for
a particular message, such as one step in managing conflict that is most

often overlooked.

6. Itisa good idea for a coordinator or training administrator to monitor

these discussions and be available to answer questions or spark dialogue.

Tweets carrying the same hashtag are grouped
chronologically into a discussion thread that is searchable
within the system. For example, in a course on conflict
management, ask trainees to search for the hashtag
#ConMg to keep up with tweets related to the course.

Adaptations for live virtual training

1. Between training sessions, use a microblog platform to send out home-
work reminders, recommended reading or websites, or short bits of

learning content.
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2. Consider using a microblog to form a sort of “backchannel” during train-
ing, in which participants can communicate with each other and ask
questions of a moderator (preferably not the facilitator) to clarify or rein-

force their understanding of the content.

Downsides

This TIE may not be effective if:
. - . . .
*» Participants are unable to access microblog accounts during work time.

*» Participants resist signing into a separate account to view their messages.

Variations

** Use rhetorical questions (where no answer is expected) rather than state-

ments or discussions in the microblog posts.

* Involve trainees managers by sending them the hashtag for the

discussion thread.
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TIE: Sticky Objectives

==

Instructional objectives usually state what the participant should know or be
able to do at the end of the training. Getting participants to attain these objec-
tives may be important for the trainer, and could be used in the research and
design phases of course development. But for the participant and the partici-
pant’s manager, “sticky objectives” that state what the participant should know

or be able to do o7 the job are much more relevant.

A good training objective should state or imply three things: the skill, the con-
dition, and the criteria. The condition refers to the condition(s) under which
the participant should be able to perform the skill. The criteria refer to how of-
ten and how well the participant should be able to perform it. Criteria are usu-
ally one or more of the following: quality (100 percent accuracy) or quantity
(number of projects or increase in productivity). The skill should be specific

and measurable.

A “sticky objective” simply shifts the timeframe of the performance from az the

conclusion of training to on the job. For example:

Good objective: 'The participant should be able to use project management

software on the job to develop schedules and timelines without assistance.

Bad objective: The participant should understand how to use project manage-

ment software.

In the first example, the skill is to develop schedules and timelines for real proj-
ects back on the job. The condition is using the specific project management
software. The criterion is being able to do so without assistance. The second
example identifies understanding project management software as the skill to
be learned, but understanding cannot be measured, and there is no condition

or criteria.
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Here is another example of a good objective: The participant should be able

to use WYZ project management software to track timelines and expenditures

and to plan requirements, reducing work time for these operations by at least

25 percent.

The skill is using WYZ project management software; the condition is when

managing projects. The criterion is reducing work time by at least 25 percent.

A ‘sticky objective” is an instructional objective that
simply shifts the timeframe of the desired performance
from at the conclusion of training to on the job.

To use for e-learning and live virtual training

1.

Discuss proposed training with managers and subject matter experts, fo-
cusing on what the trainees need to know or be able to do on #he job.
How will they use and apply the skills and abilities in the course of their
work? How will this improve their ability to do their job? What prompt-
ed this request for a training class? What are they hoping the training will
solve or resolve? How can this be measured? What does success look like
to them? The answers to these questions will guide the development of

sticky objectives.

Design the training using instructional objectives in the usual way—de-
fining the skill or knowledge the participant should know or be able to
do at the conclusion of the training—as an internal reference to be used
by the trainers. For some classes they may be one and the same, but in
many cases the instructional objective may be different from the end

performance goal.

Once the training is designed, review the instructional objectives and
ask, “Are these the skills and knowledge that should be used on the job?”

If not, revise them.

Use the sticky objectives in course descriptions and materials, and in com-

munication to trainees and managers. Note: It may be that not all trainees
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will use the skills in the same way. It may be necessary to provide several

different versions of the objectives that are specific to certain job titles.

5. Use the sticky objectives for training evaluations. Level 1 (end of class)
evaluation questionnaires should ask participants whether they intend
to use what they have learned, referring to the specific skills as stated
in the objectives. Level 3 (transfer) evaluation questionnaires should ask
participants and their managers if they are using what they have learned,

referring to the specific skills as stated in the objectives.

Downsides

This TIE may not be effective if:

» 'The skills and knowledge addressed in the training are not specific
or measurable.

«» The objectives are considered a formality by either the trainer or trainee, or
both, and are not reviewed at the conclusion of the training or used in any
type of evaluation of either the trainee or the training.

Figure 3-11. Sticky Objectives

Instructional Objectives

«  Apply specific Techniques to Integrate Education
(TIEs) to increase effective transfer.

«  Practice incorporating TIE transfer strategies into
e-learning and virtual classes.

«  Share best practices and lessons learned to
achieve high levels of training transfer.
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Sticky Objectives

Apply Techniques to Integrate Education (TIEs)
to increase effective transfer of your e-learning
and live virtual classes.

Use the Transfer of Technology-Supported Train-
ing Model in classes you design.

Incorporate best practices (and lessons learned)
to achieve high levels of transfer.
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TIE: Sticky Wiki

==

A wiki is an interactive webpage or site that allows users to post and edit con-
tent. The result is information that is maintained by these contributors. A
popular example of a wiki is Wikipedia. A “sticky wiki” is a wiki that supports,
reinforces, and otherwise extends the learning of a formal training course,
making learning transfer quicker, easier, and more likely to occur. One of the
biggest reasons that learning is not applied to the job is that the trainee does
not have any assistance or support once the class is over. While the trainee’s
manager is usually the best source of this support, a wiki can also provide been-

there, done-that support from knowledgeable contributors.

A wiki can be used to support an e-learning class or live virtual training

several ways:
%+ as a place for FAQs to be posted and answered

%+ as a repository for class notes from both learners and instructors, or for

class takeaways
% as a project site for collaborative class projects (see Action Learning TIE)

*» as a place to discuss what has been learned in class

/
0‘0

as a “living manual” for how to do something,.

The collaborative aspect of a wiki is the very essence of web 3.0 technology
and presents excellent opportunities for interaction among participants, train-
ers, designers, subject matter experts, and anyone else interested in the con-
tent. The disadvantage of this open access is that anybody can post anything,
whether or not they are knowledgeable and qualified. There are some ways to

control access, however.

A wiki can be password-protected so that, for example, only those registered
for a particular class or those who have received credit for a particular class have

access. A wiki administrator can also specify editing permissions. For example,
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class participants in an entry-level class may only be able to view the wiki,
while members or graduates of an advanced class would receive permission to

edit its content.

Platforms for creating a wiki are readily available on the Internet, sometimes
for free. Other applications such as Microsoft SharePoint include wiki func-
tionality. Wikis can also be created and installed inside the company firewall.
Consider how the wiki will be used and what types of information are likely

to be posted.

One disadvantage of wikis is that they are not the best platform for discussions.

To host conversations, consider using a microblog, blog, or learning community.

Learner participation in wikis will probably vary. Some learners may be hesi-
tant to edit others” posts, so some encouragement may be necessary. It is a good
idea to have an “owner” of the site who can monitor the content and encourage

learners to contribute.

To use with e-learning

1. Determine the purpose of this sticky wiki and the nature of the content

that is likely to be posted.

2. Source hosting options. If the wiki will be on a company’s internal sys-
tem, discuss options with I'T. For public sources, search using terms such
as “public wiki.” Search “start wiki” for some excellent resources on start-
ing a wiki.

3. Decide where in the e-learning course to introduce the sticky wiki. If the
main purpose of the wiki is to answer FAQs, include a link on several
different screens where questions are likely to come up. If the wiki will be
used for success stories and disseminating tips and advice, the link and
invitation to visit the wiki should appear toward the end of the course, as

part of the content on “how to apply what you have learned.”

4. If the wiki will be used for collaborative projects, the structure will need

to be established.
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10.

11.

94

#» How will the collaborators be grouped? Can the LMS organize
participants into groups as they register for the class?

72
°o

What accountability and monitoring of the wiki and the project will
be needed? Who will do it?

)
*

*

Will the project participation be graded?

Decide who the wiki administrator will be. While not time-consuming,

it is best to have someone who can make regular visits to the site.

Start a “get acquainted” section of the wiki. Post a brief bio and photo.
Ask others to do the same. It is amazing how this simple activity can

break the ice for later sharing.

Remember that a wiki doesn’t need to be text only. For ideas on using
graphics in a wiki (and many other ideas), check out www.wikiversity.org

and www.wikispaces.com.

Determine permissions. It's recommended that everyone be allowed to
edit content. Find a volunteer such as a SME to help monitor and correct
any misinformation, or make it the responsibility of the entire group.
Note that the wiki can be set up to send the administrator a notification

email when something is posted.

Invite course graduates to contribute to the wiki if the focus is on collect-
ing valuable insights or maintaining FAQs. A course graduate may also

be a potential “owner” of the wiki, to provide monitoring and oversight.

Include a “Like” button so participants and visitors can indicate which

information has been useful to them.

As with most social media tools, it is a good idea to keep a close watch
on how much the wiki is being used and publicize it as necessary to
drive participants to it. Keep in mind that social media efforts to en-
hance learning transfer often fail due to lack of participation. Requiring
participation—a certain number of contributions from each participant,

or a graded assignment, for example—will ensure participation.
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Adaptations for live virtual training

1.

Decide how you want to use the wiki and at what point in the training it
should be introduced. Just as with e-learning, a wiki can be a good place
to post notes, slides, and other resources from live virtual training. If the
chat log isn’t too long, it could also be included. Invite additional com-
ments and other contributions to create an accessible record of the live

virtual class.

The wiki could be used to post between-session assignments. For ex-
ample, one such assignment might be to apply one of the techniques
presented in class, and to post a note on the wiki to share how it worked,
recommendations for next time, and so forth. Remember that wikis are
not the best discussion forums. To spark dialog around the training, use

a threaded discussion.

A wiki can serve as a dynamic job aid that is updated by
both trainees and facilitators.

Downsides

This TIE may not be effective if:

*» Permission to contribute and modify content is limited to a few people,

. . ({3} »
with everyone else having “view only” access.

*» The learning content is not complex and doesn’t lend itself to after-class

sharing of lessons learned, advice, additional resources, and so forth.

Variations

% A wiki can be used instead of a class, especially if information-sharing rather

than skill development is the primary goal of the class. It will be more ac-
cessible, available as needed, and much easier to administer than either an

e-learning course or a live virtual training class.
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%+ Use a wiki to present some of the information also included in the class—
for example, content that participants may need to access on the job when
performing the skill. Include a link to the wiki in the class. The wiki now

becomes a dynamic job aid that can be updated with user experiences.
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TIE: Strategy Link

==

Most trainers understand the importance of aligning training to business goals

and results. Research studies have found that when specific linkages are identi-

fied between training content and business strategy, mission, and goals, rates of

training transfer are higher.

Yet participants often begin an e-learning course or live virtual training without

understanding why they are there, what they are going to learn, how what they

will learn is important to their job, and how it is linked to their organization’s

business goals. Establishing these “strategy links” is important in enhancing

learning transfer.

To use with e-learning and live virtual training

1.

When designing the training, look beyond the specified skills and pro-
cesses that are needed. How will this training help the organization or
department accomplish their mission? Achieve their strategic business
goals? Possibilities include

‘0

% increased customer satisfaction

72
’Q

<,

reduced expenses and therefore increased profitability

0.
%

increased sales and revenue

>

¢ increased employee engagement and reduced turnover (which in
turn reduces expenses and boosts profitability)

*» reduced exposure to lawsuits and consequences of legal noncompliance.

If possible, review the organization’s strategic plan. Also review the exter-
nal and internal websites for additional information and useful wording
that will provide hints on how to link the training to business goals and
overall vision. For example, if the first few lines of the website say, “We
have believed for decades in building quality business relationships and

making recommendations that have been proven over time,” this is an
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98

indicator of the business strategy. Two other examples: “We are commit-
ted to improving the quality, safety, and performance of our assets,” and
“We develop and build affordable communities so people have quality

places to live.”

Review the organization’s strategic plan and marketing
communication for useful wording that will provide
hints on how to link the training to its business goals

and overall vision.

Write down the links between organizational strategy and the skills or
knowledge being taught. These may be evident or they may need to be

thought through. Here are some examples:

7/

*» If the strategy is improving quality, safety, and performance, and the
class is on conducting effective performance appraisals: Effective per-
formance appraisals are linked with higher levels of employee satis-
faction and better supervisor-employee communication. Higher lev-
els of satisfaction and communication result in better quality work
and lower levels of turnover, which increases the overall quality and
safety of the work.

0.
%

If the strategy is developing and building communities so people
can purchase affordable, quality homes, and the class is on effective
communication skills: Project managers and line managers can save
time and reduce costly errors by communicating effectively and ef-
ficiently. Reduced rework and increased productivity result in better
quality housing at more affordable prices.

72
°o

If the strategy is building relationships and developing repeat busi-
ness, and the class is on customer service: Customer service reps can
use proven relationship-building techniques and strategies to build
customer loyalty and increase repeat business.

Decide how to communicate the strategy link to participants. The easiest
option is to include a strategy link statement with the learning objectives.

Here are some tips:
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Repeat the strategy link at various points during the learning. Good po-
tential “strategy link points” are before and after skill practices, in discus-

sions, and when introducing a new section of the learning material.

Make a short video (two to three minutes should be long enough) of the
CEO or another senior leader outlining the business strategy and the
link with this learning program. Include it in one of the early slides of an
e-learning program. Show it with the objectives in a live virtual training
class. If it is only possible for the CEO to do one video segment rather
than program-specific videos, show the general video and demonstrate

the specific strategy link for each course yourself with text or audio.

Record a message from the CEO or other senior leader, stating the strat-
egy link. Include a link to this audio file in the pre-training registration
confirmation. Use a photo with it to add visual interest. Send a copy to

trainees’ managers.

Ask trainees’ managers to review the strategy link with their employees

before or after the class.

Downsides

This TIE may not be effective if:

» e organization does no ave a clearly-denned strate or does not make
< The org tion d th learly-defined strategy or d t mak

it available for employees.

«» There isn't a clear connection between the learning content and the strategy.

Variations

%+ In a live virtual setting, conduct a discussion to explore what participants

believe the connection is between the training and the organization’s mis-
sion, goals, and strategy. Be sure to have some of the resources described
above (website copy or the organization’s official mission statement) on
hand to share.

Have the CEO or another senior leader draft an email to participants spe-
cifically explaining how this training will support the mission, goals, and

strategy of the organization.
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TIE: Thank-You Note

==

This TIE is so simple, it hardly needs explaining. People love to be thanked—
for their hard work, for their contributions, for their assistance, or just for
showing up. A simple thank you helps a person feel important, and sends the
message that what they have done is valued. From a training perspective, a
thank you implies that the trainer understands the difficulties the participants
may have had in finding time for the learning event, and in overcoming the

challenging nature of the learning material.

Besides the benefits already mentioned, a thank you provides a valuable oppor-
tunity to reinforce key learning points and to remind learners about what they

need to do back on the job to apply the training.

Make sure to thank trainees specifically for something—
such as making time to participate in the learning event,
making the effort to depart from the old way of doing
things, or allowing themselves to open up to a new

way of thinking.

To use for e-learning and live virtual training

1. What do you specifically want to thank trainees for? For taking time
out of their busy day to participate in the learning event? For hanging
in there when the learning was challenging? For trying out a new skill
or departing from their same old way of doing things? The thank you
should also include a brief summary of key learning points, how the skills
learned will help the organization and department achieve their business
goals, and what the trainee should be doing on the job to reinforce or

practice what they have learned.

2. Determine how the thank-you email will be sent. While a thank-you
message sent automatically by the LMS is okay, the email will have more

impact if it comes directly from someone such as a respected senior leader.
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3. While email is the obvious choice for a quick and easy medium, there are
other options. Voicemail may have more impact than email, and can lend
a more personal touch. A higher-impact option is to send a handwritten
note. A handwritten note is time consuming and may not be practical,
but if the class was small this could be a feasible option for lending more

sincerity to the message.

4. You will want to send the thank-you message no later than one week after

the training is concluded.

Downsides

This TIE may not be effective if:

*» 'The thank you is very general in nature, and does not include reinforcement

of key learning points and a reminder of what to do now that the learner is

back on the job.
*» 'The thank you is sent long after the conclusion of the learning event.

*» 'The learners regularly receive high volumes of email. (Choose a medium

through which the message will not be “lost in the crowd.”)

Variations

*» Send a thank-you note prior to the learning event, and include the learning
objectives and an explanation of how the learning will help trainees do their
jobs better. In this case thank them for registering for the class or for having

the courage to learn a new way of doing something.

% Ask trainees’ managers to send the thank you. Ask them to explain in their

note ways that the training material will help trainees in their jobs.

%+ Send a thank you in the midst of a multiple-session live virtual class. In this
case thank the participant for “hanging in there” and working hard, and

remind them of any practice homework they need to do.

% Send the thank-you note with the certificate of completion.
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TIE: Threaded Discussion

==

Trainee interaction plays a big part in whether or not e-learning sticks. Not
only does interaction with other trainees and an instructor or subject matter
expert increase their understanding of the subject itself, it also increases their

understanding of how they will be able to use the training back on the job.

Many university online classes make heavy use of threaded discussions. Very
few corporate e-learning classes do. Yet this is a relatively simple, low-cost way
to allow trainees to interact with each other and with the content expert, result-

ing in higher levels of learning transfer.

Threaded discussions provide several advantages over verbal discussions that
take place in the physical or virtual classroom. The written medium allows
time for thinking before responding so that the overall quality of the discussion
is usually better. The written medium also does not have the “air time” con-
straints that are always present with verbal discussions. Good points are often
lost in verbal discussions because of lack of opportunity to speak. The written
discussion also makes it easier for non-native English (or any other language)

speakers to participate. It can also, of course, be archived for later reference.

Threaded discussions are preferable to other online tools often used for dis-
cussion. Most blogs provide opportunities for readers to comment on writers’
posts, but these comments can only be displayed in chronological order. If a
conversation is sparked by readers’ comments, it can be difficult to see the rela-

tionships of such comments to each other because of their linear arrangement.

A threaded discussion begins when a question is posed which starts the thread.
Participants reply to the original question and to each other, and a discussion

begins. Types of questions which work best as threaded discussion starters are

» open-ended, that cannot be answered with a “yes” or “no.” Yes or no
questions can work as long as they are expanded by follow-up questions.

For example: “Have you ever been involved in a hazardous material inci-
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the emergency management personnel?”

dent? If so, what was the extent of the damage and how was it handled by

% Socratic. Named after the Greek philosopher Socrates, these types of ques-

reasoning, and perspectives.

tions have long been respected means of expanding learners’ assumptions,

*» about prior experiences related to the topic.

Figure 3-12. Socratic Questioning

There are six types of Socratic questions:

Conceptual clarification
Why do you say that?
What exactly does it mean?

> Canyou give me an example?
Are you saying...or...?

Probing assumptions

> This seems to assume...
> If this is so, then please explain...

> What would happen if...?

Probing rationale, reasoning, and
evidence

> How do you know this?
> Canyou give me an example?

> What do you think this causes...?

> Why is...happening?

Source: ChangingMinds.org, “Socratic Questions.”

To use for e-learning

1.

Questioning viewpoints and
perspectives

What are some other ways of looking
at this?

What is the difference between...and...?
What would...say about it?
Why is...better than...?

Probing implications and
consequences

D

)

Then what would happen?
How could...be used to...?

What does...fit with what we have
learned about...?

Why is...important?

Questions about the question

D

Why do you think this question is
important?

Does this make sense?
What else should be asked?

Identify key concepts in the content that may need further clarification

or can be expanded with discussion.

Identify or review the learning objectives to determine specific questions

about application.
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Locate the best software platform to host the threaded discussion. Many
LMS platforms have threaded discussion features, although they may not
have been activated. Consult the IT department or LMS administrator.
Otherwise find other options by searching for “threaded discussions”
or “threaded discussion platform.” The threaded discussion should be

accessible through a link posted on one or more slides.

Determine who will moderate and lead the discussions. This person can
be a training instructor, course designer, subject matter expert, or line
manager. Since most of the discussion will be conducted by participants,
the leader simply needs to respond to questions and make sure the dis-
cussion stays focused on the topic. Extensive knowledge of the topic
is not necessary. The maximum amount of time required to lead a
discussion group of five to seven discussion threads should be 30 to 45

minutes, total.

Require participation in threaded discussions as part of the class and state
this in the opening slides of the course. The most straightforward way
to do this is to require a certain number of posts during a specified time
period. For example, to complete the class, each participant must post
at least three times in seven days. Unless the LMS software does this au-
tomatically, the facilitator will need to track participation to ensure that

posting requirements are met before class credit is given.

Post suggestions and guidance for discussion posts. For example:

o
S

*

Show you are reading others’ comments by referring to them in your
own posts.

% Agree or disagree with others’ posts and explain why.
% Share outside resources, such as books and articles, related to the topic.

% Do not use the discussion area as an online gripe session. Keep
comments constructive.

Incorporate the discussion into the learning module(s). Introduce the
discussion on a slide at the appropriate point in the course and provide

a link to it. Encourage participants to contribute to the discussion or
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simply read what others have written before proceeding with the rest of
the course. If possible, in the discussion area include a link that takes the

participant back to the slide in the class that they left.

Adaptations for live virtual training

1.

In the live virtual classroom, pose a question onscreen and ask partici-
pants to respond in the chat. The chat feature doesn’t allow for the thread-
ing of replies, however. If the technology platform allows for breakout
groups, these can also be used for discussions, although they aren’t the
best platform for a threaded discussion because it isn’t possible to show
replies to replies. For best results, post a link to the threaded discussion
platform and ask participants to use that to engage in discussions during

class, instead of using chat or breakout groups in the virtual classroom.

Host before-class or after-class discussions. Consider specifying that a
certain number of posts within a certain time period must be completed
in order to receive credit for the class. If a discussion is to be held between
training sessions or afterward, a threaded discussion feature in an LMS is

the best option and may be able to track participation too.

Downsides

This TIE may not be effective if:

O/
0’0

Discussion topics are sensitive and participants are reluctant to share their
views. It may be helpful to clarify who will and will not be able to view

the discussions.

Participants stray from the topic and the facilitator does not keep them

on track.

There is no incentive for participation. Usually requiring a certain number

of posts provides the necessary push if this is the case.
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TIE: Transfer Certificate

==

Some participants are “certificate collectors.” They keep certificates of trainin

P p y Keep &
completion and perhaps even display them in their cubicles or offices. Other
participants could not care less about the certificate itself, but when they take a

training class they expect to receive credit for it in some tangible way.

Just as training objectives should indicate the desired on-the-job skill use, the
certificate or class credit should be an acknowledgement that the skill as been
applied on the job and not that the class has merely been completed. Awarding
certificates for applying learning gives the trainees an incentive to demonstrate

their ability to use their newly gained skills and knowledge on the job.

Ideally the trainer or manager should observe trainees on the job and verify
that skills learned in training are being used. However, this takes time that
most trainers and managers do not have. A more realistic approach is to require
the trainee or their manager, or both, to respond to a short survey about how
they are applying what they have learned. At the very least, this kind of “ap-
plication survey” can serve as a reminder to use the skills if they are not already
being used, and present an opportunity for managers and trainees to discuss
specific ways to apply the learning. The survey can also provide trainees and
their managers with resources that enhance learning transfer, such as links to

learning communities, wikis, and blogs.

Awarding certificates for applying learning gives the
trainees an incentive to demonstrate their ability to use

their newly gained skills and knowledge on the job.

To use for e-learning and live virtual training

1.  Make sure the learning objectives reflect on-the-job application rather
than end-of-class learning. Revise them as necessary. Refer to the Sticky

Objectives TIE for more information.
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Determine how application can be demonstrated and who will be in-
volved. If a survey will be used, decide whether it will be administered
to trainees, their managers, or both. Will completion of the survey be
sufficient for class credit, or is a certain score (number of answers that
indicate transfer) necessary to pass? If only participants will be surveyed,

will they be forthright in their responses?

Check the capabilities of the LMS. How much support can it provide
in terms of sending and grading surveys? Can they be sent automatically
several weeks after a trainee completes the class? Is it possible for survey
responses to be scored to determine pass/fail? Can class credit be awarded
and a certificate sent automatically when surveys are completed? If the
LMS isn't capable of doing this, you could develop the survey using a web-

based survey tool and send a post-training email with a link to the survey.
At the beginning of the class, explain when and how credit will be given.

At the end of the class, after the final quiz or exam if there is one, outline
the process again for receiving credit for the class. If a survey will be used,
indicate when trainees should expect to receive it, if their managers will

also be asked to complete it, and the criteria for passing.

Develop the survey. The questions in the survey should be closely linked
to the learning objectives, and should prompt trainees to identify specific
ways in which they have applied the skills. While open-response, essay-
type questions are time-consuming to review, they may provide the best
way to get the needed information. Consider using open-ended questions
for the first few classes and review the responses. Use these responses to

develop multiple-choice questions to use for later classes.

It may be useful to develop a series of follow-up emails that remind par-
ticipants (and their managers, if they are involved in this process) to take

the survey or provide other demonstration of application.

It is ideal for the LMS to automatically award credit for the class based

on the answers given in the survey. If it doesn’t have this functionality,
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however, the time required to do this manually is quite minimal when

balanced with the benefits to be gained.

Downsides
This TIE will not be effective if:

*% Trainees need credit for class completion, for certification or other external re-

quirements (although this could be done in addition to the transfer certificate).
» The LMS is not capable of automating this process, and class sizes are too

large to perform it manually.

Variations

% Email participants and informally ask how they are using what they

have learned.

% Collect participant feedback immediately or soon after training and award

a “commitment to transfer” certificate.

*» Award a transfer certificate not linked to receiving credit for the class.

Figure 3-13. Requirements for Transfer Certificate

You've finished the class — BUT

Please read this important information.

To receive credit, your supervisor must complete the
short survey (s)he will receive in approximately 3
weeks, verifying that you have practiced and are using
what you have learned.
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TIE: Virtual Tutor

llll'_—qllll

A virtual tutor (also known as a pedagogical agent, coach, or avatar) is a car-
toon, video, or photographic image of a person who guides the trainee through
the learning content providing guidance, instruction, and commentary. The
virtual tutor personalizes the learning experience, increases engagement, and
reduces trainee boredom. Research has found that trainees work harder, apply
themselves more to the learning, have higher test scores, and improve their
transfer rates by as much as 30 percent when there is a digital assistant pres-
ent. This virtual tutor should communicate verbally if the technology allows;
comment bubbles are also acceptable. The tone of the conversation should
be friendly and informal. Comments that are overly formal (“The learner is
counseled to remember ....") reduce learning and transfer, as do comments
that are overly informal (“Hey dude, let’s get going”....). A friendly yet profes-
sional conversational tone (“Let’s begin with a simple idea’.....) leads to the
best learning and transfer. This is especially true with learners who are inex-
perienced with the topic. Two or three virtual tutors provide variety and reduce

audio monotony.

Figure 3-14. Virtual Tutor
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Research has found that trainees work harder, apply
themselves more to the learning, have higher test scores,
and improve their transfer rates by as much as 30 percent
when there is a digital assistant present.

To use with e-learning

1.

110

Determine how the virtual tutor(s) will be used in the e-learning pro-
gram or virtual classroom. Will it be providing additional instruction,
serving as a guide, or coaching the learner by anticipating reactions and
providing responses (“You may not have answered this question correctly

because... Please keep in mind that...”)?

Decide how this virtual tutor(s) should look. While photos and videos
of an actual person are more realistic, they may also distract the learner if
the person reminds them of someone they know. A cartoon is less likely

to cause this reaction.

Seek out options for a virtual tutor. Some authoring applications include
avatar images to choose from. Some websites have avatars and characters
available for free or for purchase. A browser search using terms such as
“avatars,” “animated avatars,” “free avatars,” and “free cartoon characters”
will yield the most current offerings. Be sure to keep copyright restric-
tions in mind. Be aware that avatars and cartoon characters are popular
in gaming and informal social networking communities so it may take
some time to find appropriate choices. Marketing or advertising depart-
ments within the organization may already have images that can be used

as a virtual tutor.

Solicit feedback from colleagues, members of the target population, and
others as to whether the virtual tutors seem appropriate for the learning

material and whether the audience will be able to relate.

Write the “script” for the virtual tutor and incorporate it into the e-
learning storyboard and design. If PowerPoint is used for the storyboard,
the comments section can be used for the virtual tutor script. Be sure to

introduce the virtual tutors by name (“Hello, 'm Barbara and I will be
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your guide.”) Text-to-speech software is quite realistic and can be used
for the voice(s). Alternately, record the voice(s) using voice types that are

a good match for the visual appearance of the tutor(s).

Adaptations for live virtual training

1. In the live virtual classroom the instructor serves as the virtual tutor so
there is no need to create a digital personality to fill this role. However, a
distinctive image included on the slides will probably enhance the overall

experience for the learner.

2. If the digital personality will talk, be sure the virtual class platform will
accommodate the sound files and if so, in what form or file type. Deter-

mining this ahead of time will save time later.

Downsides

This TIE may not be effective if:

% The culture or atmosphere of the organization is so formal that digital char-

acters would be seen as childish and unnecessary.

%+ 'The goal of the training is to get through it as quickly as possible, resulting

in the desire for a very pared-down, simplistic course design.

*» The training design does not clearly distinguish the virtual tutor’s role, so

that trainees are confused about its purpose and the message it is sending.

Variations

*» Introduce the virtual tutor to the learner in the registration confirmation
email or other pre-class communications. The virtual tutor can be used to
give the participants a preview of the material, build interest and motiva-
tion, demonstrate how the training links with company strategy, and com-
ment on the usefulness of the training.

¢ Use the virtual tutor in post-class email communication, to provide re-
minders of key learning points and links to additional resources, and to

encourage practice and application of skills.

*» Incorporate the virtual tutor in other TIEs such as the Sticky Learning Com-

munity, Pop-Up Reflections, Feel-Felt-Found, Do Now, and Thank You.
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TIE: What’'s Wrong With This Picture?

==

We know that showing trainees the correct way to perform a skill is an impor-
tant part of a good instructional design. Showing trainees the wrong way to
perform a skill can also be an effective teaching method. In several different
studies, identical trainings on a variety of topics were presented to two groups
of trainees. The only difference in the paired trainings was that in addition to
demonstrations of the correct way to perform the skills, one of the groups was
shown demonstrations of the incorrect way to perform the skills. The group
that was shown examples of incorrect behavior achieved significantly higher
rates of transfer than the group that was shown only the correct examples. This
technique is called an “error-based example.” It is important to show enough
contrast between the correct and incorrect examples so that it is apparent which
is which. The error-based example could even be presented in a humorous way

to help make the distinction.

To use for e-learning

1.  When researching module content and skill demonstrations, seek out
subject matter experts to answer questions about incorrect usage of the

skills you will be teaching.
» What are typical errors people make when performing this skill?

“*  What are one or two things that someone should avoid doing when
they perform this skill?

*  What has happened or could happen when someone doesn’t do this
the right way?

2. When designing the e-learning module, identify skill demonstrations as

usual: video clips, graphics, or text-based descriptions of how to perform

a skill or a sub-skill.

3. Next design the error-based example. For best results, use the same media

that was used to demonstrate the correct example.

112



Techniques to Integrate Education (TIEs)

Decide how to present the error-based example in relation to the correct
example. Here’s an example: In a self-paced e-learning module on how
to conduct a performance appraisal discussion, a video of how 7oz to do
it was broken into several three to four minute segments. Each segment
was followed by two slides. The first slide asked the learner questions
about what they observed and used a radio-button response tool. The
second slide explained what was done wrong (that is, explained the cor-
rect answers to the questions asked on the previous slide). After this series
of slides, a complete video of the correct way to conduct a performance
review was presented, followed by questions with radio-button responses

and then by an explanation of what was done well.

When developing error-based examples, seek out subject
matter experts to answer questions about incorrect usage of

the skills you will be teaching.

Adaptations for live virtual training

L

Live virtual platforms have some limitations for skill demonstrations,
but there are usually workarounds so that short videos and live webcam
demonstrations can be used in addition to, or instead of, photos and
graphics. For example, in a live virtual version of how to conduct a per-
formance appraisal discussion (see example above), the video segments
were followed by a live discussion of what was done wrong and what was

done well.

Downsides

This TIE may not be effective if:

% There is not enough contrast between the correct example and the error-

based example.

*» 'There is not a clearly defined, correct way to perform the skill.

*» 'The error-based example is not followed by an explanation of what was

done incorrectly.
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Variations

*» Viewing the correct and incorrect video segments and responding to the
questions after each segment can be used as between-session homework in
the live virtual environment. If the platform allows it, repeat one or more

of the video segments in the live virtual session for added reinforcement.

% Include the consequences of incorrect skill use in addition to the incorrect

skill performance. Some examples:

X3

*

In safety training, show a machine malfunctioning.

72
°o®

In sales training, show an angry customer hanging up on the sales rep.

>

L/
*

¢ In performance appraisal training, show an employee’s reaction after
having a counterproductive conversation with his manager.
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TIE: Wrap It Up

==

Because self-paced e-learning, and to some extent live virtual training, have
higher levels of learner control than face-to-face training, the ability to reflect
on one’s learning strategies, to know how to overcome blocks to learning, and
to understand one’s preferred approaches to learning, can significantly increase

training transfer.

Knowing how to learn (also referred to as metacognitive skills or cognitive ability),
can involve independent goal-setting, effective time management, good test-
taking habits, and techniques for absorbing and processing learning content.
Students who receive as little as half an hour of training on metacognitive pro-

cesses have been found to outperform students who do not receive this training,

Consider developing a stand-alone module on self-directed learning skills.
This module can then be made part of an onboarding program, or it could
be pre-work for other e-learning classes. Such a module would include how
to set learning goals, how to review e-learning slides and content, understand-
ing one’s learning style and how to use it most effectively in a self-directed e-

learning environment, and how to take quizzes and tests.

With or without this metacognitive, learning-how-to-learn training, learners
who use tools referred to as “content wrappers” and “quiz wrappers” achieve
higher levels of learning and application. These wrappers can easily be added to

existing or new e-learning content and live virtual training.

With repeated use of these content wrappers and quiz wrappers, trainees’ skills
at preparing for and taking quizzes will improve, as well as their ability to ana-

lyze errors they have made.

Content wrappers and quiz wrappers can increase
learning retention and transfer by improving trainees’
critical thinking and test-taking abilities.
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To use for e-learning

1.

At the beginning of the e-learning class, provide some tips on active read-
ing, similar to active listening, and suggest that they think about key
points and take notes as they read. Provide instructions for using the

note-taking tool that is available in most e-learning platforms.

At the end of a section, include a slide that asks the learner to write down
the three most important steps or concepts to remember in that section.
In the next slide, reveal the three steps or concepts that they should have
identified. You may want to adjust the information presented in each sec-

tion so that there are not more than three key points made.

Be sure to include a quiz at the end of each section and an overall exam
for the entire class. If possible, provide the correct answer immediately

after each question.

After each quiz, provide “quiz reflection” questions which prompt the
trainee to think about the mistakes they made and to plan their learning
strategies for the next module. You can ask them to enter their responses

and proposed learning strategies in the LMS if you like.

Before the next quiz, instruct the participant to review their responses
to their last post-quiz reflection and to keep these in mind as they take

this quiz.

Adaptations for live virtual training

1.

116

At the end of a section or at another convenient stopping place, ask
participants what they believe are the three most important things to
remember about what has been covered. Ask them to respond verbally,
in the chat space, or make a note to themselves if a worksheet has been
provided. Do not use a poll here—it is important that participants think
about this on their own rather than respond in a multiple-choice format.
Then reveal the right answer. Plan to do this two to three times during a

90-minute class, depending on the content.
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Use quizzes to test learning, at the end of the class or at the end of key
learning points. If the technology platform does not have a quiz feature,
use the polling feature. Provide the correct answer after each question. It
is not necessary to capture test scores for this to be effective. After each
quiz, provide quiz reflection questions which prompt the trainee to think
about the mistakes they made and to plan their learning strategies for the
next module. Suggest that they take notes (provide a worksheet), and tell
them they will be asked to refer back to these before the next quiz.

Before the next quiz, ask participants to review their responses to their

last post-quiz reflection and to keep these in mind as they take this quiz.

Alternately, send participants links to quizzes after a live virtual session.
Be sure to provide post-quiz reflection questions and prompts to review

their quiz strategies before taking another quiz.

Downsides

This TIE may not be effective if:

o
0’0

2
%

2
%

The learning content is so simple that asking them to identify key concepts

is redundant.
Participants will not take notes on key content points or quiz responses.

Participants have a “get through it” attitude about the training and are not

interested in thoroughly absorbing the material.

The material is so complex, or is presented in a less-than-straightforward
way, so that trainees are not able to identify key points or correctly answer

many of the quiz questions.

Variations

2
%

7
%*

Use content and quiz wrappers with some but not all learning modules. For
example, use them initially with all modules and gradually reduce use as

learners’ learning skills improve.

Use content and quiz wrappers only with complex content; that is, content

that requires more critical thinking, problem solving, and decision making.
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» Use one without the other. For example, using quiz wrappers in certifi-
cation courses may be especially useful, while using content wrappers in
courses that present very complex information could help learners break

down the concepts into more understandable chunks.

% Ask participants to make a mind map, flowchart, or drawing of the key

points of a particular topic or issue.
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