In the design of training, consider two aspects: learning and transfer. To facilitate
learning, the design must address the motivation of the trainees and the environment
in which training will take place. Social learning theory and the Gagné-Briggs micro
theory of design provide a framework for setting up each instructional event in a man-
ner that is most effective. To facilitate transfer, consider issues such as type of practice,
whole or part learning, overlearning, and similarity to the job. Also, using a combina-
tion of goal setting and relapse prevention helps trainees transfer the KSAs to the job.

The support of the supervisor and peers in the work group is just as important to
transfer, and sit-ins by the trainer will help too. Finally, congruent reward systems
and a supportive climate/culture need to be present to ensure transfer.

ET, a macro theory of design, is useful for determining the sequencing of events
and just how to present them in a training context. This theory argues that one
should focus on whole rather than part learning, but to make the whole as simple as
possible at the beginning and then make it more difficult in stages until it reaches the
level of complexity found in the workplace.

This chapter sets the stage for showing the link between the learning objectives
and the methods used to provide training. Understanding what makes a good learn-
ing objective and the groundwork in terms of what facilitates learning and transfer
on the basis of theory allow for an examination of the methods of training and the
link between these methods and the learning objectives.
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conflict resolution model. The trainee must

identify four of the six errors.

- Reaction Objective

The trainee will upon completion of training respond
to a 15-item reaction questionnaire with

minimum scores of 4 on a 5-point scale.

Transfer of Training Objective

When an angry customer approaches the employee
and begins speaking in an angry tone of voice, the
employee will, immediately, use the conflict res-
olution model to calm the customer down.

Organizational Objective

Three months after training, there will be a 75 per-
cent drop in letters of complaint from customers.

Design Issues

We turmn now to design issues. The conflict resolu-
tion model has four steps and requires attending
to cues at verbal, vocal, and visual levels. From an
ET perspective then, it is a complex task. The four
steps in the model are as follows:

1. Use active listening.
2. Indicate respect.

3. Be assertive.

4. Provide information.

Further examination of the model reveals
that the first part, active listening is a complex
task by itself,”® as is the total model. So the first
decision is what mix of spiral/topical sequenc-
ing to use in the training of this model. Active
listening, being a skill that can also be used on
its own, suggests the use of topical sequencing
to train employees in active listening first. Then
we will use spiral sequencing to train the total
conflict resolution model.

Teaching of the cognitive component of each
of these skills will be completed before the skills
training, but for brevity we will discuss only the
behavioral component. Using SCM, as proposed

by ET, we first determine the epitome (simplest

version of the task that still embodies the whole

task). Tor active listening, it will be to use the skill

in an everyday s1tuat10n, such as discussing which

movie to see. In this situation, the initiator (person
in the role of disagreeing with the trainee) will sim-
ply disagree regarding a movie the trainee wam:s
to see. Thls situation has minimal emotional con-
tent and should require minimal monitoring of the
initiator by the trainee, as it will not result in an ar-
gument. The same epitome used for active list
ing can also be used for the conflict resolution
model because the latter simply takes the discus-
sion to a different level. .

The most complex task will require dealmg
with a great deal of anger on the part of the ini-
tiator of the discussion. Once these two extremes
are conceptualized, those in ’betWeen can be
determined.

Let’s now examine this training at a micro
level using Gagné-Briggs theory. For the madule
related to teaching active listening, we want to
begin by getting trainees’ attention, as suggested
by Gagné-Briggs design theory. This can be ac-
complished by showing a video of two pcople ina
heated argument and then asking, “Has that situ-
ation ever happened to you? Would you like to
have a better way of responding in such a situa-
tion so tempers do not flare?” This would aﬂ@w
you to introduce active listening. The next step in
the theory is to inform the trainees of the goal. P’
senting the learning objective reIated to active lis-
tening accomplishes this. The training would
continue to be designed paying ciose a’:tentl@n to
the steps in the design theory. =« ~

Now let’s turn to the evaluation Compcment
as an output from the training design. To con-
sider these, we turn back to the iearnmg Ob)ec—
tives, which are as foilows ;

¢ The trainee will, With No errors, present in
writing the four types of active listening,
along with examples of each of the typ s,
with no reference material. -

e The trainee will, with 100 mercent accuracy
provide in writing each step of the conflict
resolution model, along with a relevant ex-
ample, with no help from any reference mcﬁ'@?ﬂrzi .

These, along witha number of similar ob]ec ives
not shown, will require a papemaa&pencﬁ test
of declarative knowledge - 1
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