
How Do You 
Become 

A Winner? 

Easy! Winning trainers select 
from ROUNDTABLE's long list 
of award-winning titles for their 
SUPERVISORY TRAINING 
PROGRAMS! 

BASIC SUPERVISION 
"After All, You're the Super-
visor!" — 17 vital keys to 
performance-effective super-
vision. 

"Pattern for Instruction" — 
Four steps turn your supervi-
sors into successful on-the-
job trainers. 

INTERVIEWING 
"Tell Me About Yourself" — 
Proven sure-fire interviewing 
techniques for "right choice" 
decisions. 

MOTIVATION 
"The Rewards of Rewarding" 
— acknowledging good work 
makes it happen again and 
again. 

DELEGATION 
"If You Want It Done Right" — 
How to plan and communicate 
job assignments. 

DISCIPLINE 

"The Correct Way Of Correct-
ing" — helps turn honest mis-
takes into honest-to-goodness 
progress. 

Join the winners and choose 
from more than 80 programs 

CALL TOLL FREE EXT. 21 

1 (800) 332-4444 
or in California, (213) 657-1402 

A^ndragogy covers it 
I am responding to the article 

"What's Between Pedagogy and An-
dragogy?" (October 1983, Training & 
Development Journal). In suggesting 
that a new term like adolegogy is 
needed for the instruction of 
adolescents, the author has overlooked 
the broad scope of andragogy. 

Malcolm Knowles' linking of an-
dragogy and adulthood is based on the 
learner's level of maturity, not on his 
or her chronological age. Andragogy 
can be used with children and adults 
and can be combined with a peda-
gogic mode. T h e choice of which 
learning/teaching model to employ 
rests with a facilitator who 
understands the complexity of the 
learner. 

George IV. Gamerdinger 
Nassau Technological Center 
JVestbury, N. Y. 
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arning signs 
In "Are All These Consultants Real-

ly Necessary?", the lead article of a re-
cent Forbes issue, John A. Byrne 
argues that although management con-
sultants have their place, they are 
overused, overpriced and under-
expert. Consultants who are worth 
their pay, Byrne says, often make 
decisions that top management should 
be making. He implies that hiring 
consultants is shirking the responsibili-
ty for difficult decisions. 

There is a lesson here for H R D 
professionals. We seek a greater voice 
in organizational decisions, yet even 
internal consultants (training and 
development directors, human 
resource development directors, per-
sonnel administrators) are perceived 
merely as staff managers. 

T o become more effective, to use 
all our skills and knowledge and pro-
tect our positions during downturns, 
we must learn to see ourselves so that 
others will see us as essential to the 
organizational mission. We must 

become known as more than narrow-
focused advisory technicians. 

Perhaps we are too enamored with 
the change agent mystique. We must 
learn to temper our fervor for remak-
ing organizations and revealing the 
H R D light to top management. 

We all know that influence is based 
on understanding another's values, 
motivations and needs. If we want to 
be taken seriously, therefore, we must 
focus on identifying top management's 
needs and values and creating pro-
grams to agree with them. 

We should heed the warning of the 
Forbes article. It is time for H R D pro-
fessionals to develop into organiza-
tional managers. 

Robert Pater 
Holladay Park Hospital 
Portland, Oreg. 

s, Swinging at a star 
I'm going to step out on a limb and 

take a swing at CBI. Lately I've been 
inundated with computers. T V tries to 
tell me that my children will be left 
behind if they don't have one at 
home. Newspapers sell me Adam, Ap-
ple and computer games. Journals sell 
me the latest technology for training. 
Friends even write me letters on their 
home computers. It all seems like a 
fun fad to me. 

But we must not forget that the 
human element is vital to training. I 
still hold that teaching or training is 
part art, part science. Learning is in-
fluenced substantially by motivation, 
and this depends on the human ele-
ment. All my significant formal learn-
ing has occurred because the instruc-
tor was able to motivate and teach. 
Computers and technology have been 
insignificant factors. 

I found the December 1983 issue of 
the Journal to be guilty of advocating 
training through technology. I'm tired 
of it. 

David M. Sander 
Naval School of Health Sciences 
Portsmouth, Va. 
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ANNOUNCING 

Rieker 
Management 

Systei 

Providing Tools for 
Total Quality 
Management 

Rieker Management Systems—new 
parent company of Quality Control 
Circles, Inc.—wants quality to make a big 
difference in your bottom line. As the 
original and leading quality control circles 
consultant in the nation, QCC, Inc. has 
saved millions of dollars for over 500 
clients who represent the cream of 
corporate America. 

Now as Rieker Management Systems, the 
firm has new programs and tools that will 
help you make quality a way of life. 

S P M Systematic Participative 
Management—Created for managers and 
professionals to teach data-based decision-
making and team building. The potential 
ROI of this new program could exceed the 
impressive returns of the company's 
QC circles clients. 

S P C Statistical Process Control— 
Hands-on training tailored to your 
industry that makes statistical methods 
understandable to everyone. This dynamic 
program teaches participants how to move 
beyond error detection to error prevention. 

f-jrJL, Quality Control Circles— 
Rieker Management Systems 

will continue to provide the best process 
and consultants as well as the most 
readable, time-tested materials in the 
quality control circles field. Materials 
available in industrial, banking/office, 
health care and foreign language versions. 

=1|eke=1 
Management Systems 

400 Blossom Hill Road 
Los Gatos, CA 95030 

(408) 358-2711/867-4121 
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Xerformance appraisal 
reviewed 

I became more and more upset as I 
read Charles M. Kelly's "Reasonable 
Performance Appraisals" in the January 
1984 issue of the Journal. I almost hit 
the ceiling when I read one of his 
final statements: "Appraisal is an in-
herently negative part of the manage-
ment process." 

1 agree that many (and perhaps 
most) managers and employees are 
unhappy with their appraisal programs. 
This is not because it's an inherently 
negative process, but because it's done 
poorly. 

It is important to differentiate be-
tween performance appraisal for salary 
purposes and appraisal for improved 
performance. (Kelly didn't do this.) 
Table 1 illustrates the significant 
difference. 

I'm concerned with improved perfor-
mance. This is not only an essential 
part of management but is a win/win 
situation. Nearly ali employees want 
to improve their performance, and 
managers want to help them. A per-
formance appraisal program (including 
coaching) is a tool for helping 
managers do it. It can—and should— 
be a pleasant process for both parties 
if it includes the following steps: 
• Clarification of and agreement on 
what's expected of the subordinate. 

• Clarification of and agreement on 
how well the subordinate is meeting 
expectations (without regard for how 
other employees are doing). 
• Joint identification of strengths and 
weaknesses. 
• Joint development of a performance 
improvement plan. 
• Effective on-the-job coaching by 
the manager. 

I agree with Kelly that effective 
communication and training are 
necessary. Selling the program to 
managers is also important so that 
they will look at it as a positive pro-
cess rather than as something they do 
to please the personnel department. 

Managers and H R D professionals 
should look at performance appraisal 
as a positive process that helps 
managers be more effective. It will 
take effort to develop the right forms 
and procedures, communicate and sell 
the program and train managers to im-
plement it. 

Donald L. Kirkpatrick 
Professor of Management 
University of Wisconsin—Extension 
Milwaukee, Wis. 

Reference 
Kirkpatrick, D. How to improve performance 
through appraisal and coaching. New York: 
AMACOM, 1982. 

Table 1—Two Kinds of Performance Reviews1 

For Salary Administration For Improved Performance 

Looks 
Considers 
Compares employee with 
Determined by 

Interview climate 
Factors to be considered 

Backward 
Overall performance 
Other people 
Boss, higher management, 

personnel department 
Subjective, emotional 
Salary range, total 

money available, 
inflation, seniority, 
performance, education 

Forward 
Detailed performance 
Job standards and objectives 
Boss and subordinate 

together 
Objective, unemotional 
Performance 
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* n c r i t i c i s m 

T h i s let ter is a react ion to t he letter 

pom R o b e r t M . C h a m p l i n pub l i shed 

In the Issues sec t ion of t h e January 

984 Training & Development Journal. 

It is a lmost inconce ivable tha t a per-

son in M r . Champl in ' s posi t ion in 

such a large organizat ion would m a k e 

critical c o m m e n t s wi thou t offer ing sug-

ges t ions for i m p r o v e m e n t . Also, M r . 

I Champlin apparen t ly has s t o p p e d 

: istening to and learning f r o m o the r s 

unless they have his years in t he field 

and have ach ieved his profess ional 

; evel. 
It is obv ious to t he rest of us w h o 

icad the Journal t ha t every article is 

p o t i n t ended for eve ryone . H o w e v e r , 

I here is a lways s o m e t h i n g in t h e Jour-

nal for e v e r y o n e , no ma t t e r w h a t his 

o r her level of exper t i se . T h e nex t 

;:ime M r . C h a m p l i n reacts to an arti-

c l e , I h o p e h e will b e m o r e cons t ruc -

:ive and a m e n a b l e to assist ing wi th 

• :he work and less bor ing and bera t ing . 

I w a n t to c o m p l i m e n t you on the 

Jract tha t you r e s p o n d e d to h im. Your 

reply was a d iplomat ic-aggress ive one 

•that d isplayed a sensi t ivi ty to b o t h 

p o s i t i o n s . It also t ook a s tand on the 

I s s u e s he a t t e m p t e d to raise e v e n 

t h o u g h h e did no t raise t h e m in a 

r e s p o n s i b l e way . 

Donald J. Ondusky 

Director of Career Services and Placement 

Morse School of Business 

Hartford, Conn. 

E d i t o r ' s N o t e : T o express your 

views in our monthly "Issues" 
department, please address all 

correspondence to: "ISSUES," 
Train ing a n d D e v e l o p m e n t Journal , 
600 Maryland Avenue, S.W., 

Suite 305, Washington, DC 

20024. 
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SIMPLE ANSWERS 
WON'T SOLVEBH 
P R O B L E M S ^ ^ B 
TOE BOTTOM UNE 
I S P R O O F ^ ^ H 

Everybody's 
got simple 
answers. 

"THE CHECK'S 
IN THE MAILT 

SOMETIME' 

'ONE SIZE FITS ALL." 

'I'M FROM THE 
GOVERNMENT 
AND I M HERE TO 

HELP YOU: 

"THE SAME SALES 
TRAINING PROGRAM 
CAN WORK FOR 
EVERY COMPANY." 

Trouble is, simple answers won't 
solve your complex sales and 
marketing problems. For a sales 

training program that fits your company, 
your products and your customers, you 
need Essential Selling Skills (ESS) from MOHR 

Development. 

ESS is the 
proven sales 

training program that recognizes your needs. . 
and the needs of your customers. It teaches your 

»sales force how to fine-tune Critical selling Skills 
directly related to your product or 
service, helping them to think, adapt 
and achieve your business goals. 

Based on the proven technique of 
behavior modeling, ESS teaches and 
develops the interpersonal skills nec-
essary for effective customer service 
and selling. Each component of the 
program contains videotaped models 
that recreate situations encountered 
every day by your entire staff. It's a 
step-by-step process facilitated by 
your own instructors, trained and 
certified by MOHR'S experienced staff. 

More than just a customer service 
manual or training film, ESS is a com-
plete program backed by over ten 
years of research and validation. 
MOHR Development is a proven sales 
training resource. Our programs 
have brought results to such diverse 
clients as Chesebrough Ponds, Frlto 
Lay, Shearson/American Express, 
Tymshare, Levi Strauss, Alexander 
& Alexander, General instrument 
and more. 

So don't count on simple answers. 
Get MOHR results. To find out how 
ESS can f i t your sales and marketing 
needs return the coupon below or 
call Nick ward at: 

(203) 357-1357 

f E U l 
MANAGEMENT 

OF HUMAN RESOURCES 

Yes.. . 
• Please call me to arrange for an ESS 

presentation. 
• Please call me with more information. 
• Please send me more Information. 

J Title or Position 

I 
I institution Name 
l 
® Aririracc 

state zip 

jne " Best Time to can 

Nick ward. Vice President 
sales Training Division 

MOHR Development, inc., 30 Oak street 
Stamford, Connecticut 06905 
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