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Letter from the Editor
What an honor!

A big thank you to our clients and Chief Learning Officer for awarding Entelechy
the Certificate of Merit for "Excellence in Content." This award was presented to
a limited number of award nominees to recognize the high quality of their work in
the past year.

Entelechy was honored to be nominated by three of our clients for the prestigious
CLO awards. We would like to express our great appreciation to:

e Sprint Prepaid Group who nominated Entelechy for "Excellence in
Vendor Partnership." Entelechy works in partnership as an extension of
the Sprint Prepaid Group's training organization creating ILT and WBT to
meet the fast-changing needs of the organization.

e DIRECTV who nominated Entelechy for "Excellence in Content." Together
with DIRECTV, Entelechy created a comprehensive, hands-on leadership
program that is being rolled out to 3500+ leaders of all levels at DIRECTV.

e Irving Oil who nominated Entelechy for "Excellence in Content."
Entelechy created a customized program titled, The Chemistry of
Relationship Management with a focus on influence without authority. The
program was initially designed for the entire management team and due to
its success, was rolled out to all employees.

What a tribute: to be nominated by your clients for excellence as a vendor
partner - and one with outstanding content! Thanks to ALL of our clients for your
partnership over the past 20 years!

And, if you're not using Entelechy as a partner - or not leveraging our content to
take your leadership/management, customer service, sales, and trainer training
to the next level, what are you waiting for? Check out our website and then give
me a call at 603-424-1237!

Terry

100 Ways to Ensure Training Success (Part 1 of 5)

Nine years ago Entelechy was awarded a contract by the
State of Vermont to design, develop, and roll out training
for its food stamp benefits specialists. For the two years
leading up to that, payment accuracy had been slipping;
specialists were making errors and providing too much or
too little in the way of benefits. When this happens, the Federal Government
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sanctions the state agency and requires them to address the problem. Vermont's
food stamp agency - The Department of Prevention, Assistance, Transition, and
Health Access (PATH), part of the Agency of Human Services - faced such a
sanction ... and turned to Entelechy.

The interesting thing about Entelechy winning the award is that we had no prior
experience working with food stamps or any sort of government benefit program!
We won the contract based on our APPROACH to training design, development,
and delivery; we won based on our training expertise, not our subject matter
expertise.

So, why am | bringing these tips up nine years later? Well, not only are the things
we did nine years ago timeless in their applicability, but the State of Vermont is
once again facing accuracy issues after years of stellar performance; their initial
reaction: call Entelechy!

Over the next several issues of The Key, I'll share with you 100 Things that
Worked with the State of Vermont Food Stamp Intensive Training (FSIT). The
following is a list of decisions and actions we took in the design, development,
and delivery of FSIT. The list is provided to help trainers and others as you
create your training or outline your training needs.

ADDIE Overview

The list is segmented into the five phases of the ADDIE training development
cycle, an industry standard:

Analysis
Design
Development
Implementation
Evaluation

In addition, we'll include a section called "Other" to address contributing factors
that don't fall into the ADDIE model.

Analysis

1. We began with a core team of stakeholders. Renee Richardson was in
charge of the Food Stamp Program (FSP) and was concerned about the
error rate; Martha Laing was in charge of the staff; Richard Moffi was in
charge of training programs. These three were key and formed "The
Oversight Committee."

2. Preliminary design considerations were outlined in a well-written,
comprehensive, and flexible Request for Proposal (RFP).

3. The problem - payment errors - was easily quantified and identified. The
reasons for the errors, while less objective, were still relatively easy to
identify.

4. We encouraged everyone to give input into the training. Terry visited
almost all of the District Offices (DO) to give an overview of the intended
program. He invited input from all DO staff members. While some specific
suggestions were made, many of the suggestions were general: "Make it
fun." "Make it real." "Don't read to us." "No role plays." "Provide
chocolate."

5. The project team - the ones who actually "did the work" - included the
vendor (Entelechy) and the following members:

Project lead - Overall responsibility for the success of the program.
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Subject Matter Experts (SME) - One SME responsible for each of the
four main modules (the final module, Best Practices, used specific SMEs
for specific sections).

Policy and Quality Control - Experts from the FSP to ensure that the
interpretation of policy was correct.

Training and Logistics - Responsible for identifying and booking training
sites AND communicating to the field, distribution of precourse training
material, and enroliment.

FSIT was one of several tactics being simultaneously deployed to reduce
FSP payment errors. Computer-Assisted Training (CAT) was being
developed to address the long-term training needs of new hires. Q-TIPs
were communicated to staff monthly to focus on a specific area in FS
payment accuracy. An "error buster team" was created to review cases
that were found in error to see if there was a way to reverse the judgment
- or lower the impact of the error.

The FS Chief sought ways to align FS policy with policy from other
programs to reduce confusing and sometimes conflicting rules. In some
cases, we needed to actual create rules.

The vendor/instructor solicited input and support from District Managers.
Personally touching base with each was critical to gaining support and
buy-in.

We delivered Coaching for Performance as a prelude to FSIT. Coaching
for Performance provided the skills for effective employee development
and ensured that upcoming FSIT would more likely have the sustained
impact we were looking for. The class also provided yet another
opportunity for managers and supervisors to provide input into FSIT.
Support for the program came from many different sources and in many
different ways: FSP program management, local DO support, state office
support, etc.

We were clear on the intended audience for this training. Participants with
less than three months as an eligibility worker were not invited to attend
the training. This target allowed for a fairly homogenous audience.

At the same time, the training was opened up to other departments within
PATH - Fuel, Healthcare, etc. - since they interfaced with the FSP clients.
Participants from these departments were told that this was training for
eligibility workers and the discussions would remain focused on Food
Stamps.

Stay tuned for the remaining 88 decisions and actions we took to create an
outstanding training program, one that helped address the business problems
AND was embraced by participants.

If you can't wait for future issues (or simply want all the tips consolidated into one
document), write me at ttraut@unlockit.com and ask for What Made FSIT Work.

eGuides to Designing and Developing Effective Training

Entelechy has created practical, powerful, impactful
guides on topics that have most meaning to you. Each
eGuide (in pdf format) contains clear explanations that
come from years of experience and hands-on application.
Each guide provides tips and techniques that have been
tried and tested over the years.

If you're looking for theory, we politely suggest the public
library. If you're looking for results, you've come to the
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right place!
tel-e-chy
When you order an eGuide, you will be sent an email with
sty procrcl Do your download instructions. This enables you to
- download the eGuide at your convenience and adds
e E another level of security.
= Of course, your eGuide comes with a 30-day guarantee.
- We are THAT CONFIDENT that you will be delighted with

your purchase or we'll refund your money.

Entelechy's eGuide Library includes:

Entelechy's Approach to Performance

Entelechy's Designing Training Based on Five Content Types
Entelechy's Practical Design and Development Tips
Evaluating Training

Famous Icebreakers, Energizers, and Activity Ideas

Check out Entelechy's website (www.unlockit.com) under the Training Tools tab
for more information on Entelechy's eGuides.

Analysis - The A in ADDIE

ADDIE, as we all know, is a popular model for designing and developing training.
ADDIE prescribes steps we must take - Analysis, Design, Development,
Implementation, and Evaluation - in order to create an effective training
experience.

Beginning with this issue of The Key and running over the next five issues we'll
look at the phases of the ADDIE model. We'll begin with Analysis.

Purpose: Identify the probable causes for a performance gap.

Procedures: The main procedures that are carried out during the Analysis phase
are:

Conduct Conduct Conduct Dei ine th / d_’__h“\\
onduct a onduct a onduct a eiermine the g

performance | De*%’;?s'“ —»|  learner resource i likely delivery —p( Re'mé"““"“d“'t'““s
assessment g analysis analysis system oamey A

P—

If training is not If training is
recommended recommended,
provide client develop Purpose
feedback Statement

Obtain client
approval

Prepare a cost
estimate

Product: The main deliverable at the conclusion of the Analysis phase is the
Recommendations Document (Analysis Summary).

Synopsis: In this phase, you ask questions such as:

e \Who are your learners?
o Who is your audience?
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What do they already know?
What are their learning characteristics?
What do they need or want to learn?
Why do they need it?
o In what environment will they apply the learning?
e What are you trying to achieve with your instruction?
o Define the need for, and the general aim or purpose of, the
course/subject/lesson.
o This is the overall goal or rationale for the course.
e What knowledge, skills and attitudes need to be taught?
o Determine what must be taught in order to satisfy the learners'
needs.
e How much content do you need in your instruction?
o Set the scope of the content to be covered in terms of time
required, number of lessons, and topic areas.

O O OO

In addition, you must look at your project requirements:

What is the budget?

What are the delivery options?
What constraints exist?

When is the project due?

For more detail, you may want to purchase Entelechy's Practical Design and
Development Tips with 120 pages covering the ADDIE model and - more
importantly - tips that will help you design, develop, and deliver effective training
more efficiently. Check out http://unlockit.com/eGuide-HPT-PDD-EG.htm.

And Now for Something Completely Different

Okay, maybe not completely different.... Karl Kapp
interviews Michael W. Allen (recognized leader in the
architecture and design of interactive multimedia learning
systems and strategies and chairman and CEO of Allen
Interactions) on a new, more fluid approach to designing
and developing training in his article, A Conversation with
Michael Allen-ADDIE, SAM & the Future of ID.

http://www.uleduneering.com/kappnotes/index.php/2012/10
-conversation-with-michael-allen-addie-sam-the-future-of-
id/

It's an interesting perspective on ADDIE, which Kapp and Allen seem to view as
a rigid, lockstep, serial process, and which I've always viewed as a more holistic,
iterative process. Might | have been wrong and leading edge all these years??!!
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