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	Hiya classmates!

Dave sent me the following feedback on my Part 1.  Good stuff, but brings up questions I don't feel I have an answer for.  Maybe you can help?

Dave sez: I see that you tell the "influence" on your design approach by saying that there is already an existing methodology. I'd like you to add a few sentences about your opinion of that methodology. For example, you say this: "In order to successfully redesign the existing delivery method, a revised facilitator/participant guide, and a more defined continuing education/reinforcement plan would be required artifacts."  Ok, but why? What's wrong with the existing stuff that requires a rethinking? 

Herein lies the rub.  I can't say for sure that the existing training methodology DOESN'T work, and I frankly don't know that training/designing is the answer to this problem.  But, this is a company issue that keeps coming back to training.  I'm not trying to talk myself out of this project, and I don't want to say that there isn't room for improvement in the existing materials, but I believe the continuing education/reinforcement aspect is, to a certain extent, outside of the training department's control.  The material that's there is ok, in as much as we know (quality scores are how we test the effectiveness of training material), but I think we are missing a follow-up piece, an operations methodology of continuing education, and a follow-up piece where we take agent feedback and redesign our KM solution.  BOTH of those are way outside my reach - and yes, I am behaving as though I am still going to implement this.

Did I sorta just answer my own question?  And should I forget about the structure of the business here and go ahead and design as though I COULD affect change in those departments?

Thanks folks, I appreciate it!

Debbie
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	If this is an issue that keeps coming up, then I think you are right in thinking that something is amiss.  Why would the continuing education be beyond the training department?  I think perhaps your biggest problem is in the culture of the company, as in the supervisors aren't buying what you're selling.  But someone higher up obviously does or this wouldn't be an initiative in the first place.  I am sorry, I do not know how to reconcile those, at least not within the context of this class.

Your last point, if this idea is something that will make for a rewarding project/learning experience, I would say stick to it.  Just because it may not have value in the real world doesn't mean it won't provide some good learning opportunities in this class.  With that in mind, I would approach it as if it WOULD be possible to change company culture all by your lonesome.  You never know, you may turn out to be right.

I hope I helped some.
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	Very helpful, Joshua.  And you asked a great question, why WOULDN'T continuing education be a part of training.  To a large part, it's about who "owns" the resources.  

The people are owned by Operations, and their driver is answer all the calls in the time allotted with an acceptable level of quality.  I know that because that's how they reward the people - meet those metrics, get a bonus.  But measuring "acceptable level of quality" is such a small sample size that agents cut corners in this area, hoping they won't get caught (back to my speeding ticket analogy in my brainstorming exercise).

The training material is owned by Design, a grossly understaffed department barely able to keep up with the low-hanging fruit and the big, big pieces in the puzzle.

Implementation of the training material is owned by Training, and we aren't given a great deal of flexibility in what we deliver.  Sure, we can noodle with and personalize what design has given us, but we're charged with sticking to the game plan.

In a nutshell, I think this remains an issue because 1) it isn't WIIFM material for Operations, so they aren't motivated to change their methodology, 2) Design doesn't have the time or the resources to create a continuing education plan, and 3) Training is at the mercy of both, and is tasked with creatively regurgitating the hand-me-downs from both departments.  That sounds like a far more negative view than it actually is, as I have been more than encouraged to pursue a solution - but for anyone from any of these departments to pursue a solution, they would be doing so "outside the box".  Big companies move like big behemoths.

Since I adore being outside the box, I'm going to press on :)

Thanks again, Joshua - anyone else with some helpful insights for me?  I'll take all I can get!

Debbie
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