
Books 

In Action: Measuring Return on 
Investment 

Phillips. 
Few top ics p i q u e 
the i n t e r e s t of 
today ' s HRD pro-
f e s s i o n a l s l ike 
r e tu rn on inves t -
ment in HRD. But 
little information is 
available on who's 

measuring it. how they're measuring 
it, a n d w h a t r e su l t s t h e y h a v e 
achieved. Jack Phillips hopes his lat-
est project can he lp to fill the void. 
T h e first of a s e r i e s , In Action: 
Measuring Return on Investment pre-
sents 18 real-world case studies thai 
explain how to determine the value 
of HRD p r o g r a m s a n d s h o w h o w 
they c o n t r i b u t e to o r g a n i z a t i o n a l 
goals. 

If Phillips's goal was to offer read-
ers variety, he has s u c c e e d e d . The 
selected cases feature manufacturing, 
service, and governmental organiza-
tions. The programs that the organi-
zations have evaluated focus on such 
topics as training and development , 
organization development, total qual-
ity, pe r fo rmance managemen t , and 
employee selection. 

Phil l ips a lso did not restrict his 
selections to a particular methodology, 
technique, or process. The organiza-
t ions have used a w i d e r a n g e of 
approaches and strategies to evaluate 
results and convert data to a monetary 
value so that ROI can be calculated. 
In almost all the cases, the presenta-
tion includes this quantitative analysis. 

The formats the organizations use 
to present their results are as varied 
as their eva lua t ion me thodo log ie s . 
S o m e c a s e s a r e br ief a n d to t h e 
point, outlining precisely what hap-
p e n e d a n d w h a t w a s a c h i e v e d . 
Others reveal more details, including 
how the need for the program was 

determined and who was involved. 
Phillips is careful not to pass judg-

ment on the effectiveness or appropri-
ateness of any approach. Instead, he 
includes a series of discussion ques-
tions at the end of each case that can 
help readers dissect the situation and 
draw their own conclusions. 

"It is important to r emember thai 
each organiza t ion and its p rog ram 
implementation is unique. What works 
well for one may not work for another, 
even if they are in similar settings. It is 
not recommended that an approach or 
technique necessarily be duplicated. 
The book does, however, provide an 
arsenal of tools from which to choose 
in the evaluation process." 

Jack Phillips is a professor on the 
m a n a g e m e n t f a c u l t y at Midd le 
T e n n e s s e e State University in Mur-
freesboro, Tennessee. 

In Action: Measuring Return on 
Investment, edited by Jack J. Phillips. 
271 pp . Alexandr ia . VA: American 
Society for Tra in ing and Deve lop-
m e n t . 703 /683 -8100 . O r d e r c o d e : 
PH1N. Priority code : FGM. $35 for 
ASTD members, S50 for nonmembers. 
Circle 245 on reader service card. 

The Promise of Diversity: Over 40 
Voices Discuss Strategies for 
Eliminating Discrimination in 
Organizations 
edited by Elsie Y. Cross, Judith H. 
Katz, Frederick A. Miller, and Edith 
W. Seashore. 

This future-focused 
business anthology 
contains insightful 
articles about com-
plex w o r k p l a c e -
diversity issues and 
ch a n g e - m a n a g e -
ment c h a l l e n g e s 
by s o m e c o n t e m -

porary leaders in organizational devel-
opment and diversity training. 

This month's books present 

new perspectives on how 

we can learn, work, and 

interact with others in an 

evolving workplace. 

edited by Jack J. 

In Action: 
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Part 1 presents a thought -provok-
ing r e v i e w of e f f o r t s t o a d d r e s s 
rac ism, sexism, a n d o t h e r f o r m s of 
d i sc r imina t ion ove r the last severa l 
decades . 

Parts 2 through 6 feature chapters 
w r i t t e n by o r g a n i z a t i o n a l l e a d e r s , 
r e sea rche r s , a n d p rac t i t i one r s w h o 
a r e w o r k i n g to a d d r e s s i s s u e s of 
oppression and diversity in organiza-
t i o n s . C o n t r i b u t o r s r e f l e c t o n t h e 
c h a l l e n g e s a n d o p p o r t u n i t i e s tha t 
o rgan iza t ions face whi le s tr iving to 
a c h i e v e g r e a t e r creat iv i ty a n d p r o -
duct ivi ty in an inclusive, r espec t fu l 
env i ronment . Among the topics dis-
cussed are the m e c h a n i c s of pre ju-
dice, sexual orientat ion, and gende r 
role-modeling. 

Later c h a p t e r s p r o v i d e ex t ens ive 
references that aim to enhance read-
ers ' c o m p r e h e n s i o n of the s c o p e of 
diversity work being d o n e in various 
fields. For example , pari 7 describes 
t h e road that t h e NTL Ins t i tu te f o r 
A p p l i e d B e h a v i o r a l S c i e n c e s t o o k 
toward multiculturalism. 

Part 8 p r e s e n t s a brief his torical 

analysis of major s tudies c o n d u c t e d 
on race and gender within organiza-
t i o n s . Th i s s e c t i o n a l s o i d e n t i f i e s 
s o m e c o m m o n c o n c e r n s that h a v e 
b e e n n o t e d w i t h i n o r g a n i z a t i o n a l 
behavior , sociological, feminist , and 
organizat ion deve lopment literature. 
There is also a list of r e c o m m e n d e d 
read ing and an index at the end of 
the book. 

"To achieve the promise of diver-
sity, w e n e e d to hea r , u n d e r s t a n d , 
and apprec ia te the voice of individ-
ua l d i f f e r e n c e s a n d t h e v o i c e of 
social justice. W e need to recognize 
that b o t h vo ices a re not on ly val id 
bu t necessa ry . Both must b e h e a r d 
and a c t e d u p o n to b r ing a b o u t a n 
inclusive organizational culture." 

M u t u a l l i s t e n i n g , r e s p e c t , a n d 
unders tand ing are required to m a k e 
a t rue dialogue possible. And once a 
dialogue has begun, it becomes pos-
s ible to p a r t n e r wi th each o t h e r to 
c rea te an e f fec t ive plan for c h a n g e 
that i n c l u d e s , va lues , and t aps the 
d i f fe rences and similarities of every 
member and every identity group. 

"We h o p e [this book] provides a 
positive springboard for us all to see 
wha t is p o s s i b l e a s w e s t rugg le to 
address what is." 

Elsie Cross is president of the OD 
c o n s u l t i n g f i r m , E l s i e Y. C r o s s 
Associates, in Philadelphia. Frederick 
Miller is president and Judith Katz is 
s e n i o r v i ce -p re s iden t of the Kaleel 
J a m i s o n C o n s u l t i n g G r o u p . Ed i th 
S e a s h o r e is a n O D c o n s u l t a n t 
w h o t e a c h e s at J o h n s H o p k i n s , 
American, George town , and George 
Washington universities. 

Tbe Prom ise of Dii>ersity: Over 
40 Voices Discuss Strategies for 
Eliminating Discrimination in 
Organizations, e d i t e d by Elsie Y. 
Cross . J u d i t h H. Katz, Freder ick A. 
Miller, a n d Edith W. Seashore . 367 
pp. Burr Ridge, IL: Irwin Professional 
P u b l i s h i n g a n d t h e NTL I n s t i t u t e . 
This book can be purchased through 
ASTD Press , 7 0 3 / 6 8 3 - 8 1 0 0 . O r d e r 
code: CRTP. Priority code: FGM. S45 
f o r ASTD m e m b e r s , $50 fo r n o n -
members . 
Circle 246 on reader service card. 

Needs assessment surveys in just a few simple keystrokes! 

ASTD ASSESS 
Do you have the t ime and tools to do the comprehens ive , organizat ion-wide analysis that pays dividends in 

solid worker training? 

You do—with ASTD ASSESS. 

ASTD ASSESS is an easy-to-use sof tware p rogram f rom the American Society for 
Training and Development . It integrates word-processing, graphics, and data-

base m a n a g e m e n t p rograms and puts t hem to work prepar ing, producing , tab-
ulating and analyzing your needs assessment surveys. Even 

if you ' re new to needs assessment , the p rogram ge ts you 

started with a survey t empla t e you can customize to m e e t 
your c o m p a n y ' s requi rements . 

ASTD ASSESS is IBM-compatible and runs in a DOS env i ronment (640K RAM 
r e c o m m e n d e d ) . Technical quest ions? Call and talk to a m e m b e r of the ASTD ASSESS deve lopmen t team: 

703-847-1497 . To order, call the ASTD Cus tomer Service Center at 703-683-8100 . 

ASTD Members : $345, N o n m e m b e r s : $395. Add $15 for shipping. Your priority c o d e is AGM. 

ASMWWWiU 
p 1 Survey* 

CHARGE BY PHONE! 

Monday-Friday, 9:00-5:00 E.S.T. 

703 683 8100 
or fax your order to 

410/516 6998. 
TDD: 703-683-4323 

Also f rom ASTD: Ask a b o u t two helpful ASTD Toolkits: 
Needs Assessment Instruments a n d More Needs 

Assessment Instruments, with ins t ruments collected 
f rom 19 corpora te leaders in workplace training. 

4 ASTD 
| Asiirmrw Society 

koii Traivinc and 
Development 

Circle No. 223 on Reader Service Card 
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Learning To Use What You Already 
Know 
by Stephen A. Stumpf and Joel R. 
DeLuca. 

You k n o w m o r e 
than you think you 
do, so why not use 
all that knowledge 
to y o u r g r e a t e s t 
advantage? 

T h a t ' s t h e key 
chal lenge Stephen 
S t u m p f a n d J o e l 
DeLuca present to 
r e a d e r s in t h e i r 

b o o k . Learning To Use What You 
Already Know. A c c o r d i n g t o t h e 
au tho r s , p e o p l e can in tegra te thei r 
conscious and unconscious resources 
to parlay w hat they k n o w into cre-
a t ive u n d e r s t a n d i n g a n d p e r s o n a l 
and professional success. Stumpf and 
DeLuca call th is r e f l ec t ive p r o c e s s 
i n s i g h t - t o - l e a r n i n g a n d say it c a n 
h e l p r e a d e r s b e c o m e t h e i r o w n 
source of lifelong learning. 

"Learning To Use What You 
Already Know is abou t insights. We 
use the w o r d insight to mean look-
ing i n w a r d t o m a k e c o n n e c t i o n s 
a m o n g p rev ious ly u n r e l a t e d ideas , 
p e o p l e , e v e n t s , o r s i t u a t i o n s — a n d 
crea t ing n e w m e a n i n g out of t hose 
connections." 

To illustrate how insight-to-learn-
ing w o r k s , t h e a u t h o r s h a v e s t ruc-
t u r e d t h e c h a p t e r s t o m i r r o r t h e 
l ea rn ing p rocess . Each beg ins with 
an insight that is g r o u n d e d in com-
mon work or life situations and pro-
v i d e s c o n t e x t f o r r e f l e c t i o n . Each 
chapter then summarizes the content 
with lesson s ta tements and includes 
a list of quest ions to stimulate further 
insights. 

For e x a m p l e , in o n e c h a p t e r the 
a u t h o r s a s k r e a d e r s t o r e f l e c t o n 
what occurred dur ing a recent inter-
act ion with a co l l eague , s p o u s e , o r 
child. Next they ask readers to iden-
tify s p e c i f i c a c t i o n s a n d b e h a v i o r s 
w i t h i n t h i s i n c i d e n t t ha t a l s o 
o c c u r r e d in p r e v i o u s i n t e r a c t i o n s . 
Then they ask readers to think about 
w h a t l e s s o n s t h e r e p e a t b e h a v i o r s 
might convey. Finally, they ask read-
ers w h a t d i s c o v e r i e s c a n b e m a d e 
f rom t h e p a t t e r n s and what can be 
changed. 

"Inspiration f rom your insights is 
simple: You have exper ienced many 

i n t e n s i v e w o r k p e r i o d s a n d h a v e 
c o m e to personal unders tand ings of 
w o r k , life, and social r e l a t i onsh ips 
t h r o u g h the p r o c e s s . Ask your se l f , 
'What insights have 1 developed from 
my r e c e n t a c t i v i t i e s , a c c o m p l i s h -
m e n t s , a n d f r u s t r a t i o n s ? ' S e v e r a l 
come to mind. We h o p e to stimulate 
your thinking about your insights by 
sharing some of ours." 

S tephen Stumpf is director of the 
Center for Leadership and a profes-
sor of m a n a g e m e n t in the bus ine s s 
college at the University of Tampa in 
Florida. Joe l DeLuca is a consul tant 
and a faculty member in the business 
school at New York University. 

Learning To Use What You 
Already Know, by Stephen A. Stumpf 
a n d J o e l R. D e L u c a . 180 p p . San 
Francisco, CA: Berret t-Koehler . This 
b o o k c a n b e p u r c h a s e d t h r o u g h 
ASTD Press , 7 0 3 / 6 8 3 - 8 1 0 0 . O r d e r 
code: STLE. Priority code: FGM. $18 
f o r ASTD m e m b e r s . $20 f o r n o n -
members . 
Circle 247 on reader service card. 

JobShif t : How To Prosper in a 
Workplace Wi thout Jobs 
by William Bridges. 

[ JobS/# 

J 
* > 1 

i * 

i ¥ 
William Bridges 

v ivor of a recent d o w n s i z i n g . T h e 
g o o d n e w s , a c c o r d i n g to JobShift 
a u t h o r Will iam Bridges , is that t h e 
traditional job isn't the only way that 
peop le work to m a k e a good living. 
In fact , h e says , it's n o l o n g e r t h e 
best way. 

" J o b s a r e r ig id s o l u t i o n s t o a n 
elastic problem. Il'heyl are no longer 
socially a d a p t i v e c rea tu res , so they 
a re go ing the way of the d inosau r . 
W e c a n r e w r i t e a p e r s o n ' s j o b 
d e s c r i p t i o n o c c a s i o n a l l y , b u t n o t 
e v e r y w e e k ! W h e n t h e w o r k tha t 
needs do ing changes constantly, w e 
cannot afford the inflexibility that the 
job brings with it." 

This s o u n d like an pitch for start-
ing y o u r o w n c o m p a n y , b u t i t ' s 

Learning 
lollse 

What You 

It's n o secret that 
many nine-to-five, 
s a l a r y - w i t h - b e n e -
Iits jobs are disap-
pear ing—some for 
g o o d . But it a l s o 
is n o s e c r e t t h a t 
the re ' s still p len ty 
of w o r k to g o 
a r o u n d . Ask a n y 
o v e r w o r k e d s u r -

Ordering Information 
F o r m o r e i n f o r m a t i o n o n a n y 
book listed in this column, circle 
the corresponding number on the 
reader service card and drop the 
card in the mail. 

If y o u ' d l ike to t e l e p h o n e 
a publisher, see the phone num-
bers listed here and on the reader 
service page. And please be sure 
to say that you read a b o u t the 
book in Training & Development! 

To order books that are avail-
able from ASTD Press, please call 
703 /683-8100 . O r d e r all o t h e r 
books through the publishers. 

no t—exac t l y . Br idges e x p l o r e s t h e 
economic , social, and technological 
forces that are putting the job on the 
e n d a n g e r e d - s p e c i e s l ist , a n d h e 
d e s c r i b e s n u m e r o u s work a r r ange -
ments that are replacing the familiar 
j ob m o d e l d e v e l o p e d d u r i n g t h e 
Industr ia l Revo lu t ion . And then he 
e x p l a i n s w h a t w o r k e r s , o r g a n i z a -
tions. and society must d o to ensure 
that w e all cont inue to be players in 
a "de-jobbed world." 

The author 's futuristic career blue-
print calls for individuals to view and 
m a r k e t t h e m s e l v e s as b u s i n e s s e s , 
with specific services to provide. To 
d o th i s , h e s a y s , w o r k e r s m u s t 
d e v e l o p t h r e e c h a r a c t e r i s t i c s — 
employab i l i ty , v e n d o r - m i n d e d n e s s , 
and resiliency. This requires workers 
to r ecogn ize w o r k that n e e d s to be 
d o n e , whe the r for a large organiza-
t ion o r for o n e s e l f , a n d d e t e r m i n e 
w h a t e x p e r t i s e t h e y w a n t to o f f e r 
employers. 

Bridges suggests ways to manage 
a c o m p o s i t e c a r e e r b a s e d on y o u r 
o w n DATA—desires , abilit ies, t em-
p e r a m e n t , a n d a s s e t s . Lie a l s o 
a d d r e s s e s the i m p o r t a n c e of taking 
responsibility to improve and expand 
your specialties through training and 
e d u c a t i o n , in o r d e r t o i n c r e a s e 
employability. 

B r idges a l so s u g g e s t s w a y s that 
o rgan iza t ions can s t ruc ture and run 
t h e m s e l v e s in a p o s t - j o b e n v i r o n -
ment . For e x a m p l e , m a n a g e r s must 
adap t to organiz ing work wi thout a 
s a l a r i e d - e m p l o y e e b a s e , o r g a n i z a -
tional charts, and centralized offices. 
The au thor then goes on to address 
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Additional Reading 
Performance Engineering at Work. 
edited by Peter J. Dean. 290 pp. Har-
rington, IL: the International Board of 
Standards for Training, Performance, 
and Instruction. This hook can he pur-
chased through ASTD Press, 703/683-
8100. Order code: DEPE. Priority code: 
FGM. $37 for ASTD members, $39 for 
nonmembers. 
Circle 250 on reader service card. 

Fourth Generation Management. The 
j\ew Business Consciousness, by Brian 
L. Joiner . 289 pp. New York, NY: 
McGraw-Hill. This book can be pur-
chased through ASTD Press, 703/683-
8100. Order code: JOFG. Priority code: 
FGM. $23 for ASTD members, $2$ for 
nonmembers. 
Circle 251 on reader service card. 

t h e p r o f o u n d e f f e c t t ha t th i s n e w 
type of work s t ructure will have on 
h u m a n r e s o u r c e s p o l i c i e s , t a x e s , 
benefits, and unions. 

So, wha t does society n e e d to d o 
a b o u t de- jobbing? A m o n g Bridges ' s 
s u g g e s t i o n s f o r w h a t l e a d e r s a n d 
public and private bodies need to d o 
t o s m o o t h t h e t r a n s i t i o n t o a d e -
jobbed society: 
I Abandon the fantasy that jobs can 
b e r e c o v e r e d o r r e - c rea t ed as they 
have in the past. 
» Pay a t t e n t i o n to h e l p i n g p e o p l e 
deal with the fact that jobs are disap-
pearing. 
I Eliminate the barriers that workers 
face w h e n trying to find a job. 

"The w o r l d b e y o n d jobs h a s its 
a d v a n t a g e s and its p r ices . It o f f e r s 
m o r e f r e e d o m , m o r e c o n t r o l o v e r 
o n e ' s t ime, m o r e c o n s i s t e n c y wi th 
p e r s o n a l va lues , m o r e s e l f - exp res -
s i o n . m o r e f l ex ib i l i t y , [and] m o r e 
c h a n c e to s e e t h e r e s u l t s of o n e ' s 
labors. But it also exposes peop le to 
n o n s t o p c h a n g e . It has all t h e eco-
nomic instability of self-employment, 
a n d it c a n m a g n i f y s e l f - d o u b t a n d 
disorganized habits. 

"Even if you a r e not innova t ive -
minded . you need to deal with this 
change, for it is one of those shifts in 
t h e s o c i o e c o n o m i c e n v i r o n m e n t 
g u a r a n t e e d to r e n d e r o b s o l e t e t h e 

Info-Line: Instructional Systems 
Development. 258-page an tho logy . 
Alexandria. VA: ASTD. 703/683-8100. 
Order code: TLIS. Priority code: FGM. 
S75 for ASTD members. $100 for non-
members. 
Circle 252 on reader sen'ice card. 

ASTD Trainer's Toolkit: HRD Marketing 
1Materials. edited by John Wilcox. 195 
pp. Alexandria. VA: ASTD, 703/683-
8100. Order code: TTFIM. Priority code: 
FGM. $39 for ASTD members. $59 for 
nonmembers. 
Circle 253 on reader service card 

The Best of Customer Sen ice Training. 
100 pp. Alexandria, VA: ASTD. 
703 683-8100. Order code : BOCS. 
Priority code: FGM. $19 for ASTD mem-
bers. $25 for nonmembers. 
Circle 254 on reader service card. 

p e o p l e and institutions that d e n y it. 
I'd urge you to turn your face toward 
the future and set forth." 

Will iam Bridges is a n execu t ive -
development consultant w h o special-
izes in transition management and is 
based in Mill Valley, California. 

JobShift: Eloir To Prosper in a 
Workplace Without Jobs, by William 
B r i d g e s . 257 p p . N e w Y o r k . NY: 
Addison-Wes ley . This b o o k can b e 
p u r c h a s e d t h r o u g h ASTD P r e s s , 
7 0 3 / 6 8 3 - 8 1 0 0 . O r d e r c o d e : BRJS. 
Pr ior i ty c o d e : FGM. $20 fo r ASTD 
members, $22 for nonmembers . 
Circle 248 on reader service card. 

Growing Teams: A Down-to-Earth 
Approach 
by Eugene C. Fetteroll Glen D. 
HoJfljerr, and John W. Moran. 

Growing Teams 
p r o v i d e s to m a n -
agers. supervisors, 
a n d t e a m l e a d e r s 
s o m e t o o l s a n d 
t e c h n i q u e s t h a t 
c a n b e u s e d t o 
h e l p t h e m c r e a t e 
and deve lop effec-
tive teams. 

The h a n d b o o k 
c o n t a i n s 29 e x e r c i s e s t h a t a r e 
d e s i g n e d t o h e l p t e a m s o v e r c o m e 
such barriers to success as inaction, 

fear, and p o o r communicat ion. Each 
exerc i se beg ins with a s ta tement of 
p u r p o s e and an e x p l a n a t i o n of the 
p rocess for work ing th rough it. The 
last phase of each exercise—discus-
s ion—directs the pe r son leading the 
exercise with step-by-step guidelines 
f o r e x t r a c t i n g l e a r n i n g f r o m t h e 
assignment. 

"Successful teams need to form on 
solid ground. They need a direct pur-
pose. specific goals, and meaningful 
w a y s to m e a s u r e their p u r p o s e and 
goals. Too of ten organizations begin 
teams for ' teaming sake ' rather than 
to improve the organization and con-
sciously begin to change the culture. 

" B e f o r e an o r g a n i z a t i o n a d o p t s 
teaming as a way of life, the manage-
ment staff needs to adopt a new atti-
tude and believe that the employees 
know more about their job functions 
than [the managers] do. 

"Growing teams is an incremental 
approach to building a foundation for 
success. Bottom-up teaming w ill fail. 
It must be dr iven , e m p o w e r e d , and 
led from the top of the organization. 

" T h r o u g h o u t the b o o k , w e h a v e 
p r o v i d e d e x e r c i s e s t ha t c a n h e l p 
organizations in their culture change 
journey." 

E u g e n e Fetteroll , Glen Hof fhe r r , 
and John Moran are consultants w h o 
have w o r k e d with n u m e r o u s manu-
facturing, service, and high-technol-
ogy industries on aspects of training, 
strategic p lanning , and TQM imple-
mentation. 

Growing Teams: A Down-to-Earth 
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