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The Benchmarking Workbook:
Adapting Best Practices for
Performance Improvement
by Gregory H. Watson.

Perhaps the most
_ impressive thing
about The Bench-
marking Work-
book is its simplic-
ity. Or maybe it's
the author's ease
in presenting a
topic that, lately,
has become in-
creasingly important to many HRD
and training professionals—bench-
marking. With this book, Gregory
Watson provides a thoughtful, well-
written resource guide that can help
an organization plan and implement
a benchmarking study successfully,
even if it's a first-time attempt.

Watson begins by defining bench-
marking as "an effective TQM
approach for guiding an organiza-
tion's improvement process by deter-
mining the most important things to
improve and the best approaches for
doing so." Following his explanation
of what benchmarking is and why
it's important, he offers succinct
details of how to do it.

Each chapter covers a different
step in a six-step process, which cor-
relates with a familiar TQM improve-
ment cycle: Plan, Do, Check, and
Act. Each chapter closes with a case
study adapted from an actual bench-
marking project, to illustrate applica-
tions of each concept. Helpful forms
and checklists that can be repro-
duced for your own use also add to
the book's usefulness.

Watson concludes with a look at
the types of organizational support
that must be available before bench-
marking can become an integral ele-
ment in a company's culture and
strategy.

"Top management must be
involved in determining what is
strategically important to improve.
Cross-functional teams must do the
work of discovering what their
process is and learning how it could
be better.

"Last but not least, the input of
the people who will implement the
improvement and live with it every
day must be included during the
entire process. To put the task of
coordinating this effort into perspec-
tive. consider the cost of trying to
make changes without strategic cor-
porate direction, outside information,
and full buy-in from al employees."

The Benchmarking Workbook:
Adapting Best Practices for Perfor-
mance |mprovement. 144 pp. Cam-

bridge, MA: Productivity Press. This
book can be purchased through
ASTD Press. 703/683-8129. Order
code: WABVV. $28 for ASTD mem-
bers; 830 for nonmembers.
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The Sales Manager's Guide to

Training and Developing

Your Team

edited by Raymond A. Higgins.
If you have ever
been in a situation
where you've had
to be all things to
all people al at
once, chances are
you're either a
parent or a sales
manager.

- There's plenty

of parenting advice

to go around, but resources for sales

managers are scarce. Here's help.

The Sales Manager's  Guide to
Training and Developing Your Team,
published by the National Society of
Sales Training Executives, can help
provide the expert advice you seek.

This month's reviews feature
several new-release and best-
selling ASTD Press books on
such topics as benchmarking,
salestraining, TQM, and

globalization.
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Can Your Company
Pass the Test?

Are You:

A. Facing tough regulations?
B. Not measuring results?

C. Not validating tests?

D. Spending too much money?

THE EXAMINER

Testing System Can
Meet Your Needs.

The Examiner Corporation
1327 Delaware Avenue
St. Paul, MN 55118-1911
612-451-7360
612-451-6563 (fax)

Software, Consulting, Workshops
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TRAINING MANAGEMENT SOFTWARE

GMP/ISO-9000™
TRAINING TRACKER

TRAINING TRACKER offers an
easy, economical, and validated
way to comply with the GMP and
ISO-9000 requirement of training
documentation.

FEATURES INCLUDE:

e Complete employee/department
profiles (past training and future
training needs)

Full key word search capability

¢ Training cost monitoring

¢ Fully menu-driven

¢ LAN networked

ORDER YOUR FREE DEMO!

1-800-835-2246 Ext. 11

Interpharm Press
1358 Busch Parkway
Buffalo Grove, IL 60089
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Its chapters outline basic guidelines
for implementing 12 skills that "can
make or break managers in achiev-
ing results through sales personnel."

According to editor Raymond
Higgins, learning and perfecting such
skills as goal setting, time manage-
ment, problem solving, and selecting
and recruiting sales-team members
can help to smooth the transition
from selling to managing sal espeople.

The book features chapters that
show how to hone these skills. It
also covers the "how-tos" of teach-
ing, coaching, reinforcing perfor-
mance, communicating, and con-
ducting group meetings and goal-
planning discussions. Each chapter
provides charts, diagrams, checklists,
and short exercises.

One section is devoted to self-
development. Here, Higgins explains
how expanding managerial attitudes,
skills, and knowledge can ensure a
manager's success.

"Sharpen your skills of managing
and developing your people. Pick
the best. Let them know what is
expected. Give them full opportunity
to manage their territories and use
their talents.

"Keep them constantly informed
of how they are doing. Listen. Give
the right assistance when and as it is
needed. Reward them on the basis of
results. And have fun doing it!"

The Sales Manager's  Guide to
Training and Developing Your Team.
188 pp. Homewood. IL: Business One
Irwin. This book can be purchased
through ASTD Press, 703/683-8129.
Order code: HISM. $23 for ASTD
members; $25 for nonmembers.
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How To Create and Deliver a

Dynamic Presentation

by Dong Malouf.
According to Doug
Malouf. there are
three certainties in
life: death, taxes,
and having to get
up and speak in
front of others.

The author notes

that few people are
ever comfortable

with any of these facts of life, and

that some would rather die than

make a presentation. But Malouf says

Ordering Information
For more information on any
book listed in this column, circle
the corresponding number on the
reader service card and drop the
card in the mail.

If you'd like to telephone
a publisher, see the phone num-
bers listed here and on the reader
service page. And please be sure
to say that you read about the
Ix>0k in Training & Development!

To order books that are avail-
able from ASTD Press, send pre-
paid orders to ASTD Publishing
Service, Box 4856, Hampden
Station. Baltimore. MD 21211. Add
$2.25 per book for shipping and
handling. To charge on Master-
card, Visa, or American Express,
cal 703/683-8129.

Please order all other books
through the publishers.

you can overcome much of your fear
of public speaking by honing your
presentation skills and by properly
planning for each event.

How To Create and Deliver a
Dynamic Presentation can guide you
through the planning and help you
prepare powerful, energetic presen-
tations that will keep your audiences
interested and enthusiastic.

The author begins by revealing
the importance of making a good
first impression, combating stage
fright, and providing time to break
the ice at the start of a presentation.
He also explains how to hammer
your point home (subtly), how to
use visuals and handouts effectively,
and how to stimulate and sustain
audience participation.

To reinforce his point subtly
throughout the book. Malouf skill-
fully uses artwork, checklists, and
short, written exercises that keep the
reader focused and involved in the
lessons presented.

"Next time you sit in a classroom
or attend a convention, do not
observe the speaker; observe the
audience [members]. Are they alive
or dead? You and | are responsible
for the outcome. No subject is bor-
ing; there are only boring speakers.
So stay alive, present well, and learn
to give top performances."



How To Create and Deiver a
Dynamic Presentation. 127 pp.
North  Wollongong. Australia:
Dougmal Training Systems. This
book can be purchased through
ASTD Press, 703/683-8129. Order
code: MAHT. $20 for ASTD mem-
bers; $25 for nonmembers.
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The Best of Training for Quality
Quality remains a
hot topic for U.S.
business, with ser-
ious implications
for HR and train-
ing professionals.
And learning what
others are doing
to ensure quality
and improve their
competitive advantage can help
organizations pick up their paces in
achieving excellence.

This book is one of a series of
"Best of..." publications produced by
the American Society for Training
and Development to provide the

Give Your People Practical,
Hands~on Training in
Industrial Automation
Controls They Can Apply
Immediately on the Job...!

Festo provides performance-based training to improve
skills applicable to designing, troubleshooting and
maintaining automated control systems,

N Pneumatics, Electro-Pneumatics

W Hydraulics, Electra-Hydraulics, Proportional Hydraulics
B Digital Logic, Microprocessars

B Programmable Logic Controllers

W Sensors

Call or send for Free literature.

FESTO CORPORATION
HAUPPAUGE, NY 11788 -

NEW YORK -«
MILWAUKEE -

BOSTON .

+ 395 MORELAND ROAD
516-435-0800 + FAX: 516-435-8026

CHARLOTTE
DALLAS « LOS ANGELES « SAN JOSE

most up-to-date information the soci-
ety has on a selection of topics. This
edition contains reprints of the best
articles on quality that have been
published in ASTD's Training &
Development  (formerly Training &
Development Journal) and Technical

& ills Training magazines.

Topics include TQM training, self-
directed learning, self-managed
teams, and labor/management coop-
eration Several articles feature com-
panies. such as Conner Peripherals.
Federal Express, and Florida Power
& Light, that have successfully inte-
grated TQM programs into their daily
operations. The insights presented
here may help you pave a new and
effective total-quality path for your
organization.

The Best of Train ing for Quality.
102 pp. Alexandria, VA: American
Society for Training and Develop-
ment. This book can be purchased
through ASTD Press, 703/683-8129.
Order code: BOTQ. $19 for ASTD
members; $25 for nonmembers.
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W Performance-based, hands-on training for

industry, vocational and high-tech education
W Teaches generic knowledge and basic theory
W Rasic and advanced courses

The Best of Sales and Marketing
Training
edited by Patrick J. Dunstan.
The success of
every organization

S‘MQLESRKEHAND that markets a
TRAINH{l\g product or service

depends heavily

on the skill of its

salesforce. Whether

you're a one-per-

son sales depart-

™  ment or part of a

large selling staff, Patrick Dunstan

says one of the most critical elements

related to your performance is effec-
tive sales training.

The Best of Sales and Marketing
Training, volume 2. can provide
some expert background information
to help your organization begin a
new sales-training program or
enhance an existing one.

This volume, part of ASTD's "Best
of..." series, compiles reprints of the
best sales-training articles featured in
Training <S Development magazine

and Training & Development Journal

¢ Practical, Hands-on Training

¢ Generic Training, not Product Training

« Complete Automation Controls Curriculum
and Courseware

¢ User-friendly Multi-technology Workstations
¢ Real Industrial Components

¢ Classroom Teaching Resources/ Study Aids

« CHICAGO . DETROIT

Training & Development.

¢ Industry-proven in over 50 countries for over
30 Years
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|' Oeize the management
[< O training experience of
| ;alifetimeat The Tenaya
J' Lodge Corporate Training
h Center at Yosemite. You'll
[~findyour way to 'lotal
>\ Quality Management with
I* our unparalleled facilities
Il and exhilarating mountain
|'j location.
o4 Programs include
ji challenging indoor and
M outdoor ground-based

i teambuilding activities

i plus state-of-the-art high

| and low ropes course
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elements. Our facilities
are perfect for custom
programs using your
own consultants.

See for yourself how
we've elevated the art of
teambuilding to new
heights. Call
Tenaya Lodge
Corporate
Training
Center at
Y osemite
for our free
brochure or further infor-

mation at 1-800-635-580Z
M)Sb\tni>\arriott

merit
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Books

since 1986. Many of the articles con-
tain case studies that illustrate how
to measure sales-training effective-
ness and trace the evolution of sales
training over the past few decades.

The articles also provide practical
applications for creating successful
sales-training programs through
proven techniques and methods.
Additional topics include computer
sales training, multinational sales
training, customer satisfaction, and
partnerships.

The Best of Sales and Marketing
Training, volume 2. 50 pp. Alex-
andria, VA: American Society for
Training and Development. This
book can be purchased through
ASTD Press, 703/683-8129. Order
code: KEB2. $19 for ASTD members;
$25 for nonmembers.

Circle 249 on reader service card.

Getting Things Done When You Are
Not in Charge
by Geoffrey M. Bellman.
Geoffrey Bellman
hits the nail on
the head when he
says, "You are not
in charge. You are
often not clear
who is, but you
know you are not!
Whether you're a
manager, profes-
sional, administra-
tor, or supervisor, your job supports
the decisions and goals of other peo-
ple. In spite of this, you want to do
your work well, to succeed person-
ally‘ and to satisfy the organization.
§ is lh"-n: )(m are 11(:1 nes rly

your nrmm/mun? The wupowvrmu
answers lie in Bellman's book,
Getting Things Done When You Are
Not in Charge.

Bellman explains that the first
thing you must do is understand the
role you play in helping others to
succeed. He provides insights into
leadership, teamwork, and organiza-
tional politics and change. He also
presents a change model that illus-
trates some of the issues and oppor-
tunities that surround people in sup-
port positions.



Shifting the focus from organiza-
tional dynamics to individual needs,
Bellman explains how people's
wants influence the change process.
He shows how to hold on to your
dreams and help your customers
hold on to theirs while you're trying
to get the day's work done.

Bellman provides valuable tools
that nonsupervisory personnel can
use to earn management's respect
and to build support and solid work-
ing relationships with other key play-
ers. He also provides practical,
everyday approaches for establishing
patterns of success, taking risks, col-
laborating, negotiating, and setting
priorities.

"We must take the lead in our
own lives, and in the work part of
our lives, if we are to have any rea-
sonable hope of getting what we
want. This is where, in a very per-
sonal way, your need for change
meets your need to do something
about it. We are at our most effective
when we choose to be a leader of
change among the people we work
with—our customers, our manage-
ment. our associates. No, you are not
in charge. Yes, you can lead."

(See the article, "Trimming Y our
Waste Line," on page 28 of this mag-
azine, for a sample of Bellman's
advice.)

Getting Things Done When You Are
Not in Charge. 278 pp. San Francisco,
CA: Berrett-Koehler Publishers. This
book can be purchased through
ASTD Press, 703/683-8129. Order
code: BEGT. 526 for ASTD members;
S28 for nonmembers.
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Global Training: How To Design

a Program for the Multinational
Corporation

by Sylvia B. Odenwald

Global Training is
a guide for human
resource profes-
sionals and train-
ing managers who
are responsible for
implementing
global or interna-
tional training pro-
grams in their
organizations. i
provides information, tools, and pro-
gram ideas to HRD professionals

fASTD

SYLVIA B. ODENWALD

working for multinational corporations
headquartered in the United States.
Sylvia Odenwald begins her book
by defining what global training is,
what it does, and how it has evolved.
She stresses the increasing need for
companies to develop international
training processes, which include the
important aspects of cultural or
behavioral sensitivity—empathy.

integrity, and the opportunity to
share knowledge and technology in
a receptive environment.

The author addresses specifics on
how to assess global training needs
and what types of courses address
cultural diversity and global issues.
She explains how training courses
can be designed and adapted to spe-
cific countries and discusses the

* Flowcharting

» Cause and Effect Diagrams

* Meeting Skills

* Ildea Generating Tools

e« Con

sensus Decision Making Tools

Executive Learning's new video series, offered in
industrial and healthcare versions, teaches
critical skillsrequired for continuous improvement
including Flowcharting, Cause and Effect Diagrams,
Meeting Skills, Idea Generating Tools and Consensus
Decision Making Tools. Each package comes complete
with trainer's notes, wall chart, and reference cards.
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International Training Directory

The Only Authoritative
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most significant training markets puts the
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knowledge and skills trainers need
to design and present international
training.

Odenwald also shows how to set
up a company training program that
is flexible enough to cover future
needs and how to enlist support
from overseas sites in order to iden-
tify training issues that may not be
apparent to those based at U.S. cor-
porate headquaiters.

"Although global training is ill in
its infancy, many corporations are
recognizing that education for con-
ducting business outside the United
States can increase productivity and
profits. Employees who understand
the nuances of other cultures and
value systems can communicate
more clearly and build more mean-
ingful business relationships with
peers, customers, and suppliers inter-
nationally. Perhaps this can be the
first step toward training corporate
employees to live and work in our
global world."

Global Training: How To Design a
Program for the Multinational
Corporation. 200 pp. Homewood, IL:
Business One Irwin/ASTD. This book
can be purchased through ASTD
Press, 703/683-8129. Order code:
ODGT. $28 for ASTD members; $30
for nonmembers.
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Idea Power: Techniques and
Resources To Unleash Creativity
in Your Organization
by Arthur VanGundy.
Creativity can be
taught. So claims
Arthur VanGundy,
and his new book
shows you how to
teach it. Whether
you want to solve
a specific prob-
lem. stimulate new
ideas, or start a
full-fledged cre-
ativity training program, VanGundy
can guide you through the process
with his latest book. Idea Power.
VanGundy is a creativity consul-
tant who has combined creativity-
concepts, reference materials, and
guidelines into one source. In part 1,
the author explores issues involved
in business creativity and organiza-
tional innovation. This is where he

introduces his creative problem
solving process, which he claims is
scientifically tested and superior to
other approaches.

In part 2, VanGundy explains how
to set up and conduct creativity-
training programs. He presents the
basic skills needed to facilitate prob-
lem-solving groups and retreats, and
provides exercises that stimulate
trainees' thinking processes. He
describes how to design creativity-
training courses and provides sam-
ples of course outlines and training
objectives, as well as descriptions of
existing programs.

In part 3, VanGundy shows how
to generate ideas for new products,
both as an individual and as part of a
group. He also discusses how to
improve creative-thinking abilities,
productivity, teamwork, and decision
making.

The last section of the book
explores a full range of tools and
technologies that can be used to
stimulate the creativity process; the
author explains how to select the
best from the lot. The list of
resources includes videotapes, audio-
cassettes, books, idea-generation
tools, and software.

Idea Power: Techniques and
Resources To Unleash Creativity in
Your Organization. 246 pp. New
York, NY: Amacom. This book can
be purchased through ASTD Press,
703/683-8129. Order code: VAIP. $23
for ASTD members; $25 for non-
members.
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Organizational Career
Development: On the Brink of the
21st Century

by Thomas Gutteridge, Zandy

Leibowitz, and Jane Shore.

(This review has been adapted from a
book preview"published in ASTD's
winter 1992/1993 Career Develop-
ment newsletter, compiled by the soci-
ety's Career Development Professional
Practice Area.)

More and more firms are using
organizational career development as
a key business strategy for improving
workforce effectiveness. But few sys-
tematic attempts have been made to
document this growth, examine the
implications, or highlight best prac-
tices in this area of | IRD until now.



Organizational Career Develop-
ment: On the Brink of the 21st
Century helps bridge the literature
gap by providing global insights into
the state of government and corpo-
rate career development practices.
Building on the survey methodology
of a 198 AMA-sponsored study and
the case-study approach of a 1983
American Society for Training and
Development research project, this
book compiles useful benchmarking

Companies see

employees

Among the other findings:

> Almost 50 percent of the respon-
dents used task forces or advisory
groups to help design or implement
their career development systems.

I Nearly 25 percent of the respon-
dents do not evaluate the results of
their career systems. Those who do
evaluate them rely heavily on infor-
mal verbal feedback.

| Less than 30 percent of the survey
respondents said they perceive their

as having

PRIMARY RESPONSIBILITY FOR THEIR OWN
CAREER DEVELOPMENT

data for human resource profession-
als and provides empirical data for
researchers and academicians.

According to the authors, the best
practices share a number of success
factors, including tying development
to business strategy; building systems
and providing appropriate links
between them; incorporating contin-
uous improvement and evaluation,
multiple tools and interventions, and
line or manager involvement and
accountability; and providing ongo-
ing publicity and high visibility.

The data come from research
conducted in Australia, Europe,
Singapore, and the United States.

The 1990/1991 U.S. survey polled
1.000 corporations. Key findings
include the following:
| Sixty-eight percent of the respond-
ing firms either had career develop-
ment systems in place or were estab-
lishing such systems.

* Firms that did not have such sys-
tems cited insufficient support by top
management, insufficient budget, or
a lack of human resource capability.

I Companies see employees as hav-
ing primary responsibility for their
own career development, followed
by managers, executives, and HR
staff

* Tuition reimbursement, in-house
training and development programs,
external seminars and workshops,
and career counseling ranked among
the most popular career develop-
ment practices.

own organizations' career develop-
ment systems to be somewhat or
very effective.

Many o the respondents said they
believe career development efforts
enhance employee retention, skills,
and morale; increase employee
empowerment; demonstrate organi-
zational commitment; improve HR
planning; and increase strategic
advantage.

Respondents also see today's
career development programs as
more formal, systematic, and efficient
than earlier ones, due to innovative
use of a range of tools and tech-
niques. Best practices from several
organizations seem to support that
premise. Among the companies fea-
tured in the book are Corning, 3M,
Nationwide, and Ford.

Organizational Career Devel-
opment: On the Brink of the
21st Century. San Francisco, CA:

Jossey-Bass/ASTD. This book can be
purchased through ASTD Press,
703/683-8129. Order code: GIJOC.
$32 for ASTD members; $34 for non-
members.
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"Books" iscompiled and written by
Theresa Minton-Eversole. Send books
for consideration to Books Editor,
Training & Development, 7640 King
Street. Box 1443. Alexandria. VA
22313-2043.
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Management Course
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by Marl; Pagtin, Ph.D,,

interactive cases, and leader's guide.
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C hristina Brecto, Managing Director
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V f) The Council of Ethical
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PO. Box 24838
Tempe, Arizona
85285-4838
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