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Introduction and Overview 

In the spring of 2003, Vermont’s Department of Prevention, Assistance, Transition, and Health 

Access (PATH) selected Entelechy, Inc. from a number of qualified vendors to design, develop, 

and deliver Food Stamp Intensive Training (FSIT). 

The intent of FSIT was to help seasoned professionals to improve Vermont’s Food Stamp 

payment accuracy and achieve a higher level of consistency throughout the state. 

Working with the FSIT Oversight Committee — Martha Laing, Family Services Director; Renee′ 

Richardson, Food Stamp Program Chief; and Richard Moffi, HRD Director — Entelechy and the 

project team designed the following program: 

 

 

 

 

 

 

 

 

 

FSIT consists of five modules intended to be delivered over the period of ten months to allow for 

focused application of key skills and information without overwhelming the participants. FSIT 

kicks off with Coaching for Performance, a full-day training to help managers and supervisors 

hone their coaching and performance management skills required to reinforce the specific food 

stamp information their eligibility workers will be receiving in FSIT. 

Income and Wages

• Introduction to the 
FSIT Program

• Impact of errors

• Documentation 
and verification 
specific to income

• Projecting income

• Terminated 
income

• VISTA income

• Child 18 and older

• Self-employment

• SSA benefits

• Financial aid 
income

• Adoption subsidy 
income

Best Practices

• Documentation 
and verification

• Closures and 
denials

• Interviewing

• Look up and 
interpret policy; 
use forms

Shelter Expenses

• Budgeting shelter 
basics

• Prepare a budget: 
property taxes, 
homeowners 
insurance, condo 
fees

• Rooming vs. 
renting

• SUA

Resources

• General guidelines

• Vehicles

• Accounts

• Vermont EITC

Household Comp

• Purchase and 
prepare

• Children:
• 21 and under living 
with parents

• Children 18 and 
younger under 
“parental control”

• Subsidized 
adoption

• Foster child

• Shared custody

• School or training 
programs

• Immigrants

• Boarders

• Residents in 
institutions

• Elderly/disabled

• Ineligible members

Coaching for 
Performance

• Introduction to the 
FSIT Program

• Impact of errors

• Analyzing 
performance and 
performance 
measures

• Coaching

• Problem solving

Ongoing reinforcement, coaching, and performance management
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Special Features 

Slide Presentation 

Each module includes a PowerPoint presentation with a simple, clean look and feel as illustrated 

in the graphic. 

The PATH logo and 

colors help brand this 

training as PATH 

training. 

Entelechy created several 

different versions from 

which PATH could select 

the one that best matched 

its organizational 

personality. 

Documentation Analysis

• Review the documentation.

• Form pairs.

• Share your documentation with your partner.

• Explain whether you feel that the documentation is 
credible.

• Discuss what you might do next.

• Reverse roles and repeat.

• Large group discussion.

Documentation Analysis

• Review the documentation.

• Form pairs.

• Share your documentation with your partner.

• Explain whether you feel that the documentation is 
credible.

• Discuss what you might do next.

• Reverse roles and repeat.

• Large group discussion.
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Instructor Guide 

The PowerPoint presentation will incorporate comprehensive instructor notes for instructional 

effectiveness and 

consistency. 

The notes are found 

in the Notes View 

of the slide 

presentation and 

include a thumbnail 

graphic of the slide, 

a special 

instructions box  

for unusual 

instructor 

requirements, and 

comprehensive 

instructions for the 

trainer. 

This level of detail 

ensures that training 

is consistent from 

delivery to delivery 

and from instructor 

to instructor. 
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Participant Guide 

Each participant is provided a Participant Guide to aid the learning process. The purpose of this 

guide is to help 

participants learn the 

material in class.  

The Participant Guide 

is created in Word 

using the Entelechy-

created template for 

consistent and 

professional look and 

feel. The Participant 

Guide contains policy 

information, room for 

note taking and 

exercises, key 

information, 

definitions, and 

learning points 

reducing the errors 

that occur when 

relying on 

participants to take 

accurate and 

complete notes. 

Because of this 

format, the 

Participant Guide 

serves as a post-

training reference. 
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Exercises 

A significant portion of the training is devoted to hands-on 

exercises using realistic paystubs, tax forms, loan and mortgage 

statements, agency forms, computer screens, and other materials 

to ensure that the training represents the participant’s day-to-day 

work.  

 

 

 

 

 

Question Cards 

Because of the focus of the training and 

the expected number of questions from 

participants, we created the Q-Card for 

participants to write questions.  

The Q-Cards are collected and answers 

are communicated to the entire 

organization.  
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Assessments 

A special challenge for training incumbent workers is helping them see the value of the training 

and the growth they’ve experienced. FSIT addresses this challenge in creative and instructionally 

sound ways. 

Pre- and Post-Training Assessment 

Each module begins with a pre-training assessment. The questions are tough enough to challenge 

most participants and – in the process – suggest that they may learn something from the 

upcoming training. The same assessment is administered at the end of the module. Participants 

can compare 

their post-

training 

responses — 

and 

confidence in 

each response 

— to the pre-

training 

responses and 

verify that the 

training was a 

valuable use 

of their time. 

Note that the assessment includes Entelechy’s Confidence Index, which allows participants to 

indicate the confidence in their response. The Confidence Index allows even the most 

knowledgeable workers (who may get all of the answers correct) see how their confidence in 

their responses increase. Not only do participants KNOW the correct answer, they KNOW 

THEY KNOW! 

In addition to providing a gauge for participants, the assessment results are tabulated and serve as 

the basis to improve instruction. 
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Flip Frames 

Many workers are reluctant to share in class. Some 

are shy. Many are unsure of their answer and don’t 

want to appear lacking. At the same time, it is 

extremely important that the instructor continually 

monitor if participants are “getting it.” 

To address this dilemma, Entelechy created the flip 

frame concept. Each participant (or team) has a flip 

frame (a photo display stand) with a white page 

inserted into the last plastic sleeve. Participants use 

this page as a mini-whiteboard to answer questions 

that the instructor uses to gauge the progress of the 

class. By answering the question and facing the answer page forward, participants can answer 

relatively anonymously AND the instructor can determine whether a concept is comprehended. 

Additionally, the flip frame sleeves (not 

including the last one, which is used for 

answering questions) contain pertinent 

information to the module topic. This 

allows participants to read important 

rules, which reinforces the information 

they receive during the training and 

exercises. 
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Job Aids 

Entelechy provides each participant with job aids that reinforce important concepts in a concise, 

easy-to-read format. 

All job aids are 

printed on bright 

yellow for easy 

reference. 

All job aids are 

titled and dated 

for ease of 

maintenance. 
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Participant Binder 

The Participant 

Guide, job aids, and 

handouts are three-

hole-punched for 

insertion into a FSIT 

participant binder.  

The participant 

binder has a 

slipcover and spine 

displaying the FSIT 

program 

information for easy 

identification.  

The binder contains 

tabs demarking each 

module. Materials 

within modules also 

have tabs or may be 

printed on colored 

paper for easy access. 

Reinforcement Tools 

In addition to the paper-based job aids, 

Entelechy also creates other 

reinforcement tools such as ballpoint 

pens with payment accuracy tips and 

mouse pads with error reduction 

strategies and reminders. 

These reinforcement tools help remind 

eligibility workers to remain diligent in 

their efforts to reduce Food Stamp 

payment errors. 
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Results 

“Show me the money!” Training can impact performance in many ways — from the immediate 

to the long-term; from the measurable to the not-so-easy to-measure-but-oh-so-important. In this 

section, we’ll illustrate the impact FSIT had on payment accuracy — and on the PATH workers. 

Payment Accuracy Improvement 

As you can see from the graph, the Food Stamp error rate has decreased dramatically since April 

2003. This decrease has 

been attributed to Food 

Stamp Intensive 

Training as well as 

several other initiatives 

including the Payment 

Accuracy Committee, 

the Error Busters Team, 

and Q-TIPS error 

communications. 

Participant 
Feedback 

A program that is well 

liked by attendees is 

more likely to have an 

immediate and lasting impact. The feedback from participants has been overwhelmingly positive 

with the following 

comments indicative of the 

vast majority of attendees: 

• “Very 

knowledgeable 

trainer, great 

activities-very safe 

learning 

environment, very 

open to questions.” 

• “Just the right 

number of scenarios 

to work through.” 
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• “Good exercises.” 

• “Very well organized and presented. Written material very helpful.” 

• “Extremely well organized; good sense of humor.” 

• “Exercises and handouts are very pertinent. Fast moving.” 

• “Handouts and materials are awesome. Great tools!” 

• “This is the type of training forum that I learn best from: utilizing real-life situations and 

having access to information truly helps. Great job!” 

• “I am very much a hands-on learner and all activities gave me the opportunity to learn the 

way I do best. Thank you! The entire training was very helpful and I look forward to 

future trainings.” 

• “One of the most useful, well-paced, informative trainings I’ve attended in 10 years.” 

Stakeholder Feedback 

A third indication of a successful program is the feedback from the stakeholders — those who 

made the investment decision and whose reputation is at stake. Renee Richardson, Food Stamp 

Program Chief, and Martha Laing, Family Services Director, wrote about FSIT and Entelechy’s 

involvement: 

FSIT was designed to improve the accuracy of food stamp eligibility determinations performed by 
district PATH staff, thus enhancing customer service and avoiding federal fiscal sanction. You 

kicked off the project by conducting several “Coaching for Performance” sessions with PATH 

district supervisors. This module addressed the critical role of supervisors to help their staff 

achieve excellence by providing the supervisors with coaching and feedback skills. Post-training 
activities were relevant, reinforced the learning, and poised the supervisors to support their 

workers through FSIT. 

FSIT required that you create a new training program with stand-alone components targeting 
error-prone areas of food stamp administration. You have delivered four of the five modules to 

approximately 200 PATH staff, with the fifth module rolling out as planned later this month. Each 

module entailed 10 presentations at locations across the state.  

The structured evaluation tool you developed clearly documented the overwhelming success of 

this training, with staff consistently reporting they gained knowledge and skills to improve how 

they do their jobs. We often relay to you the informal feedback PATH employees constantly give 

to management, which boils down to a clamor to hire Entelechy for any and all training projects.  

You engendered this positive response by demonstrating your early commitment to understanding 

the worker’s job and their environment. You visited several district offices to observe and gather 

information, and effectively mined other resources to become highly conversant with PATH’s 

structure, mission, customers and challenges. 
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Although you utilized members of the project team to provide content for the modules, they are 

your final product. As workers will continue to refer to the material in the participant guides, it’s 
critical this be clearly presented and accurate. The quality of this printed material, and that of the 

accompanying job aids, is top notch. These speak to how well you immersed yourself to learn 

PATH’s rules, procedures, operational best practices, and customer interactions to deliver a 

product that is real to the trainees. 

Much of the FSIT subject matter is dry, but you enlivened the experience and excited participants 

through your varied use of media and training tools. These included the participant guide 

notebooks, videos, collages, flipframes, mouse pads, letter openers, and the great pens that 
display key error-reduction reminders. The innovative games, challenges, and team activities you 

created for the sessions helped to make the learning experience enjoyable and reinforced the 

messages. 

In summary, we can’t speak highly enough of Entelechy’s work on the FSIT project and 

recommend you without reservation.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 
An error doesn't become a mistake until you refuse to correct it. 

— O. A. Battista  
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Contact Entelechy, Inc. 

Entelechy is a Greek word meaning “unlocking potential.” Entelechy is who we are and what we 

do. From customized Food Stamp training to employee and management skills training, 

Entelechy has one goal – effective training created just for you. 

We work with you to identify your needs and design training that meets those specific needs 

while addressing your unique challenges. 

We can design, develop, and deliver the training you need. Or, we can work with your staff to 

help THEM increase the effectiveness of their training. We can support you to the degree you 

need. 

Since 1992, Entelechy has offered unique training and consulting services to develop high 

performance employees. We specialize in delivering effective comprehensive programs that 

improve employee performance. 

Entelechy’s extensive experience in training development includes: 

• Instructor-Led Training 

• Web-Based Training 

• Performance Support Tools 

• Curriculum Development 

• Documentation and Printed Courseware 

• One-on-One Coaching 

As a result of this broad range of experience and offerings, Entelechy can deliver the most 

effective custom performance programs available. 

Visit our website at www.unlockit.com for more information about Entelechy, our products and 

services, and our clients. 

Call Terence Traut at 603-424-1237 or email him at ttraut@unlockit.com for a no-cost, no-

obligation, no-hassle discussion about YOUR organization’s training needs. 

 

u n l o c k i n g  p o t e n t i a l

• • •´ne tel e chy:
u n l o c k i n g  p o t e n t i a l

• • •´ne tel e chy:ne tel e chy:
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