
NEW from 
BNA COMMUNICATIONS! 

Help employees boost performance 
and work more effectively with 
supervisors and peers! 

Based on research in real companies by 
noted industrial psychologist Dr. Melvin 
Sorcher, this new audiovisual training pro-
gram from BNAC extends interpersonal 
skills training beyond management. Now 
employees whose underdeveloped "people 
skills" hinder them from using highly 
developed knowledge and job skills effec-
tively can learn how to build the kind of 
rapport with co-workers and managers 
that boosts morale and productivity. 

Training is divided into these 2-hour 
modules: 

1. How to Ask for Clarification or Help 
2. How to Present a New or Better Idea 
3. How to Take the Initiative (in 

Planning, Anticipating, or Solving 
Problems) 

4. How to Express Concern to Your 
Supervisor or Co-worker About a 
Situation 

5. How to Participate in a Performance 
Appraisal Discussion 

In addition to visuals, the program 
includes a comprehensive Instructor's 
Manual and 10 Participants' Workbooks. 

Call (301) 9 4 8 - 0 5 4 0 or mail this 
coupon for free information! 

• Yes, please send me free information on 

BNAC's new Taking the Initiative training 
program, without obligation. 
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c, longressmen Call for 
Permanent Tax Exclusion of 
Employee Educational 
Assistance 

"We must look to education as the 
true source of America's future 
strength," said U.S. Rep. Frank J. 
Guarini (D-NJ) as he and Rep. Guy 
Vander Jagt (R-MI) announced the 
findings of a recently released employer 
survey on the subject of employee 
educational assistance. "Adoption of a 
permanent tax exclusion for employer-
provided educational assistance will 
make for better educated employees. In 
turn, better educated employees will 
improve the industrial capacity of our 
country and help us retain our 
competit ive edge," said Vander Jagt. 

The survey, conducted by the 
American Society for Training and 
Development , gathered data on the use 
of Section 127 of the Internal Revenue 
Code, which allows employees to 
receive educational aid from employers 
without it being considered taxable 
personal income. T h e education 
provision of the tax code, adopted in 
1978, is scheduled to expire at the end 
of 1985. 

Employers responding to the survey 
account for nearly six percent of today's 
work force and represent organizations 
ranging in size from 43 to 100,000 
employees. Significant findings from 
the survey include: 
• 97 percent of all respondents have 
educational assistance plans; 
• 72 percent of participants in 
educational assistance programs earn 
less than $30 ,000 per year; 
• 96 percent of respondents indicate 

that educational assistance is used for 
improving on-the-job skills; 
• 54.8 percent of respondents said 
educational assistance helps employees 
learn basic skills like reading and 
writing. 

Guarini and Vander Jagt, members of 
the tax-writing Ways and Means 
Commit tee , are the prime sponsors of 
legislation to make Section 127 a 
permanent part of the tax code. The i r 
bill, H . R . 1356, retains a $5 ,000 cap 
on benefi ts and strict reporting 
requirements to assure accountability. It 
is endorsed by a broad coalition of 
business and labor groups as well as 
educational institutions. A companion 
measure, S.558, has been sponsored by 
Senator Daniel P. Moynihan (D-NY) 
and Senator Steve Symms (R-ID). 

" This provision of the tax code has 
been indispensable in helping lower 
level workers improve their skills and 
advance through the ranks," remarked 
Guarini. "It has been an essential 
retraining tool for workers whose skills 
are becoming obsolete, and it allows 
specialists to stay up-to-date with new 
developments in their fields. Educa-
tional assistance is an exceptionally 
low-cost and efficient training program 
that deserves to be a permanent part of 
our national policy." 

l aying More Can Cost 
You Less 

"Peak-time pay," says Cincinnati 
banker-turned-consultant Stuart J. 
Mahlin, "started as a way to recruit 
part-t ime tellers for peak customer 
traffic periods. But already it is helping 
banks and other employers tap a whole 
new part-t ime labor force for clerical as 
well as professional roles." 

T h e "peak-time labor force," as 
Mahlin calls it, consists of generally 
older, well-educated, comparatively 
well-off individuals who want only part-
t ime jobs and will not work for 
customary part-t ime pay rates. "These 
peak-timers," says Mahlin, "represent a 
t remendous but largely untapped talent 
pool for all sorts of employers who 
need experienced, well-motivated part-
t ime employees. 
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"The key to attracting them is p a y -
not benefits," adds Mahlin. He believes 
the peak-timers do not value benefi ts 
because they already have them 
through other sources, including a 
spouse's employer, "What they want is 
high 'take-home' pay, the amount left 
over after paying taxes and paying the 
costs of going to and from work. After 
all, it costs a peak-timer just as much to 
go to work as it does a full-timer." 

Mahlin points to national figures 
indicating that one in every five new 
jobs is a part-time position and that 
more and more employers—banks, 
savings and loans, insurance 
companies, hospitals and others—need 
to convert more full-time jobs to peak-
time positions to hold down soaring 
payroll costs. "Employers increasingly 
need top-quality part-time employees, 
but the people they need do not apply 
for available jobs because the pay often 
does not make sense," says Mahlin. 
Real pay for part-time employees is 
often much lower than what is offered 
to full-timers: the full-timers receive 
salary, paid benefits and paid t ime off, 
but part-timers receive only the same 
or less pay and reduced or no benefits. 
It's no wonder part-time help rarely 
stays in one place very long. 

Using Mahlin's peak-time pay 
strategy, employers pay $8 to $I() per 
hour instead of the usual $4 to $6 , and 
actually reduce personnel costs. "Paying 
more costs less," he says. "Moreover, 
when von combine the right work 
schedules with pay rates that make 
sense, you gain greater access to that 
wonderful peak-time labor force." 

Mahlin's concept has been in use for 
more than two years in the Cincinnati 
bank where he was a vice president for 
human resources. T h e idea attracted 
local media attention and soon The Wall 
Street Journal and Forbes carried the 
story. T h a t was the beginning of 
growing national interest which 
motivated Mahlin to leave his bank 
position and start a seminar/consulting 
business. 

In addition to a national seminar 
series, Mahlin also conducts private in-
house seminars for banks and savings 
and loans across the country. "The 
peak-time labor force is there and 
waiting," says Mahlin. "I want to help 
employers see the potential and to 
reach candidates so that they know that 
this new kind of high-paying, short-
hours, peak-time job is on the way." 
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If you don't think the problem of 
employee theft applies to your com-
pany, you may be a part of the biggest 
problem of all: the inability or unwil-
lingness of management to recognize 
the presence or possibility of employee 
thef t within its organization. 

A report from the Research Institute 
of America contends that many com-
panies refuse to believe that they have 
serious security problems, shrugging off 
reports of widespread employee theft 
with the s ta tement , "But our employees 
wouldn't steal from us." 

T h i s misguided thinking is reflected 
in inadequate screening procedures, le-
nient or unenforced policies, poor ac-
counting practices and slipshod security 
measures. Managements that indulge in 
this type of benevolent myopia are 
often unwitting accomplices to 
employee crime, allowing themselves to 
be prey to the dishonest employee. In-
vestigators cooperating with the 
Research Institute of America reported 
a 50 percent chance of uncovering a 
major case of theft and a 75 percent 
chance of finding costly malpractices 
when working with corporate clients. 

A sound security system that starts 
with preemployment screening and 
follows through with strong policies and 
other security controls results in a 
positive work environment . Because 65 
percent of all employees may steal if 
they feel others are doing it and getting 
away with it, a strong line against theft 
rewards and nurtures honesty, strength-
ens the effectiveness of positive peer 
pressure and provides a work environ-
ment that encourages, rather than in-
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u „ „ itting Accomplices 

Mahlin can be reached for more 
information at 2500 Observatory-
Avenue, Cincinnati , O H 45208; 
te lephone 513/871-7900. 
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TRAINING 
FILMS • V I D E O 

"DOESN'T 
ANYBODY CARE?" 

This humorous 10 - minute f i lm 
shows the frustrations a saleswo-
man experiences while doing her 
er rands. As she g o e s f rom one 
errand to another, she meets with 
ignorance and rudeness. Finally, 
she f inds a helpful sa lesperson 
who demonstrates skills of effec-
tive customer service, 

• Preview $ 35 
• Rental $125 
• Lease/Purchase . . $410 

HENRY, OR THE MAN 
WHO HATED CHANGE 

This an ima ted f i lm conce rns 
Henry, a person who res is ted 
change. Because everything he 
heard, saw, and felt carried with 
it the threat of change, Henry in-
sisted on insulating himself from 
all these disturbing sensations. 
And he succeeded so well that -
But to learn what happened, see 
Henry. The moral? "Try living for 
a change, and Vice Versa!" 

$35 
$125 
$395 
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• Rental 
• Lease/Purchase 
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hibits, productive behavior and all the 
attendant benefits to employees as well 
as employers. 

There is no single security measure 
that can be identified as better than 
others. Rather, an effective company 
security program depends on the in-
tegration of several security measures, 
beginning with careful employee 
selection. 

Preemployment screening 
Traditional preemployment screening 

techniques are less than perfectly effec-
tive. Background checks are often only 
cursory and may reveal nothing—even if 
thorough. Since studies have estimated 
that employee counterproductivitv 
(theft, drug abuse, violence) goes 
unreported 80 percent of the time, it 
may be that there is no record of any 
problem. Bui one may exist. (Previous 
employers, fearing lawsuits, are unlikely 
to volunteer damaging information, if 
they volunteer anything at all.) 

Thoroughly researched and validated 
psychological tests like the London 
House Personnel Selection Inventory 
(PSI) offer the employer the advantage 
of learning about backgrounds and at-
titudes that might go undiscovered any 
other way. The very act of preemploy-
ment screening helps send a clear mes-
sage throughout the company that hir-
ing honest, dependable employees is an 
uncompromisable priority. 

Although users of screening tests en-
thusiastically recommend them to busi-
nesses determined to cut losses due to 
employee theft, all emphasize the im-
portance of using other screening 
measures, such as the interview, 
background checking and reference 
checks, in conjunction with tests. 

For any preemployment screening 
tool to be effective, however, it must be 
backed by security measures which 
continue to give employees a clear 
message that theft will not be tolerated. 
William Terris, director of research and 
development for London House, Inc., a 
Park Ridge, Illinois firm, advises clients 
to implement a sound security program 
to reap full benefit from psychological 
testing. 

"A test such as the PSI is a very reli-
able tool for choosing those employees 
least likely to engage in counter-
productive behavior," says Terris. "But 
those attitudes may be weakened if 
employee theft is encouraged by the 
lack of consistently enforced security 
controls and negative peer pressure." 

And theft policy 
Once employees are hired, they im-

mediately should be oriented to the 
company's policies. Shrinkage expert 
Peter Berlin of Price Waterhouse sug-
gests special meetings for trainees with 
emphasis on the company's theft 
policies. Staff meetings that allow 
employees to suggest ideas and con-
structively discuss the internal theft 
policy also benefit. Training films and 
packages currently on the market help 
drive home the strong line against 
theft. By stressing the adverse effect of 
employee theft on employees and their 
peers, as well as on the company, an 
important antitheft seed is planted. Its 
growth is then enhanced by the 
presence of other security measures. 

Professors Richard Hollinger and 
John P. Clark, research directors of a 
University of Minnesota study of 
employee theft, found that organiza-
tions with a distinct antitheft po l icy-
one made clear to all employees—have 
lower theft levels than organizations 
without discernible policies. 

"Most employees assume that theft is 
management's responsibility, not theirs, 
unless management tells them other-
wise," Berlin said. 

Inventory control 
Integrating theft detection into the 

inventory control process is another ef-
fective measure of controlling and 
discouraging employee theft. Tight in-
ventory controls help management 
identify shortages in merchandise or 
cash on a regular basis. An efficient 
follow-through procedure in all phases 
of the business—from purchase to 
sales—helps pinpoint the location of 
losses. 

For those organizations that can af-
ford the often expensive hardware and 
software, computerized inventory con-
trol can make invaluable contributions 
to theft management as well as to ac-
counting efforts. However, computer-
ized inventory may not be cost-effective 
for small retailers, and even extensive 
inventory systems are not effective theft 
solutions when used alone. 

Prosecution 
T h e amount of theft within an 

organization is inversely proportional to 
the perceived chances of getting 
caught. In the University of Minnesota 
study, Clark and Hollinger found that 
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Don't search 
for excellence... 
develop it 

Increasing Productivity 
Through 
Team Achievements*! 

This is a multi-media program 
designed to enhance the 
efficiency and productivity of 
the health care team as a unit. 
The tested and proven program 
depicts realistic experiences, 
problems and solutions in the 
team setting. The goal is to 
provide team leaders and 
members with skills to resolve 
conflicts, issues, resource 
utilization and much more. 

Winning 
Physician PracticesSM 

Since the essence of medicine 
is the physician/patient 
relationship, this timely program 
was developed to maximize 
communication and interaction 
with patients. This multi-media 
program is designed to 
increase patient satisfaction 
and referrals. 

Producing Results 
with OtherssM 

The goal of this executive 
seminar is to enhance overall 
productivity and organizational 
performance by providing 
feedback from others about 
how a person behaves. The 
program will help executives 
interact more productively with 
employees and peers. Included 
in this multi-media seminar is a 
participant manual and the 
Personal Style Profiles**. 
A TRACOM Corporation product. 

For more information on 
these and other programs, 
contact Susan Jeppesen at 
(313) 271-6550. 

Organization 
Development Group 

A Division of Fairlane 
Health Services Corporation 
One Parklane Boulevard, 
Suite 1002 West 
Dearborn, Ml 48126 
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the consistency and certainty of 
punishment—more than the severity— 
was an important deterrent to employee 
theft . 

John Garland, director of loss preven-
tion for the Brandeis Company, a cham-
pion of paper-and-pencil testing agrees: 
"People who come to work for Brandeis 
are told at the outset : 'If you steal, you 
will be fired, prosecuted and sued.' And 
we do that." Garland feels that this 

policy, along with other security 
measures, has contributed to substan-
tial shrinkage decreases for the 
company. 

"It has got tq be done," said one 
employer, quoting statistics that 
reported total retail losses from internal 
theft of about $2.2 million per work 
hour. "It's to the point that if you don't 
look after your theft dollar, you can't 
exist . . . you go out of business." 

W i l l Age Discrimination 
Take You to Court? 

Why is it that, in the world of age 
discrimination, an airplane pilot can 
still have the right stuff at age 52, but a 
bus driver may have lost it by age 40? 

Chances are you probably aren't sure 
why. And that uncertainty could end up 
costing your company thousands of 
dollars in t ime and legal costs because 
the Age Discrimination in Employment 
Act (ADEA) is a complicated docu-
ment indeed. 

A record 15,000 age discrimination 
claims were filed with the E E O C in 
1983 —up 66 percent from the previous 
year—and 1984 saw an even larger 
number of claims being filed. Since the 
A D E A was amended in 1978, age 
discrimination lawsuits have more than 
tripled. Experts are predicting that as 
the so-called "baby boomers" begin to 
enter this age range, the number of age-
related lawsuits can be expected to real-
ly take off in the coming decade. 

Because of this trend in age discrimi-
nation claims, the Alexander Hamilton 
Institute, a New York business and 
management information firm, prepared 
a detailed pamphle t on the topic of age 
discrimination and its implications. T h e 

pamphle t gives business executives and 
managers a clearer idea of what the 
A D E A is all about and how you can 
protect yourself and your company 
from unintentionally walking into a 
legal nightmare. 

Entitled "What Every Manager Must 
Know About Age Discrimination," the 
pamphlet covers what you can and can't 
do under the A D E A , and includes real 
cases and examples of how the age 
discrimination laws have been inter-
preted in the last few years. In addition, 
there are numerous suggestions on how 
to avoid potential claims. 

Under the ADEA, some of the 
things employers can't do if a person's 
age is the reason for doing them are: 
• deny employment , 
• discharge, 

• deny job opportunities, 
• set compensat ion, 
• set the terms, conditions and 
privileges of employment , 

• limit, segregate or classify employees 
in ways that tend to deny them oppor-
tunity or adversely affect their status. 

I he free pamphlet can be had by 
sending a s tamped, self-addressed 
envelope to: Alexander Hamilton In-
stitute, D e p t . AA, 1633 Broadway, 
New York, NY 10019. 
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MARKETING 
Emmy Winner for 

Best Instructional Series 

Bring the inside story of the marketing 
operations and strategies of such com-
panies as WALT DISNEY ENTERPRISES, 
MITSUBISHI MOTORS, FLUOR CORP-
ORATION and APPLE COMPUTERS into 
your program. 

• MARKETING, a comprehensive course 
with video, text, study guide and faculty 
manual, is NOW AVAILABLE. 

• Programs may be purchased, leased or 
rented 1or broadcast/non-broadcast use 
as individual modules or as a complete 
series to meet your specific needs. 

FOR MORE INFORMATION CONTACT 

COAST TELECOURSES 
11460 Warner Avenue. Fountain Valley. CA 92708 

(7141 241-6109 
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SITE 
Society of Insurance 

Trainers and Educators 
Formerly Insurance Company 
Education Directors Society (ICEDS) 

We 're the professional society ded-
icated to information exchange 
and professional development. 
We serve insurance training and 
education professionals. Let's 
grow together. 
For more information: 

Bill Priegnitz 
American TrainingConsultants, Inc. 
6321 Stonybrook Trace 
Sun Prairie, WI53590 
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W h v Grievance Systems 
Fail 

Even in the most cooperative work-
ing groups, complaints and problems 
occur. But an effective in-house 
grievance system can deal with them 
before they become full-blown crises. 

Many grievance systems, however, 
aren't effective and result in employee 
dissatisfaction, poor morale and re-
duced productivity. In addition, an ex-
cessive number of grievances go to ar-
bitration. Why does this happen? To 
find the answer, Discipline and 

Grievances, published by the Bureau of 
Business Practice (Waterford, Conn . ) , 
interviewed practicing labor arbitrator 
I homas L. Watkins, a member of the 

National Labor Panels of both the 
American Arbitration Association and 
the Federal Mediation and Conciliation 
Service. Watkins explained that there 
are at least four reasons why a 
grievance procedure fails: 

• Employees don't understand it. Workers 
will not use a procedure they don't 
understand. The company must 
assume responsibility for instructing 
employees how to use the grievance 
procedure. T h i s task should be per-
formed jointly by supervisors and labor 
relations specialists. 

• Employees don't believe in it. T h i s oc-
curs when employees become con-
vinced that the procedure will not 
result in a fair resolution of their com-
plaints. Supervisors can help avoid this 
situation by being genuinely open to 
worker complaints, taking those com-
plaints seriously, and doing something 
about them. 

• Supervisors are unfamiliar with the 
grievance procedure. A grievance system 
will succeed or fail on the "shop floor," 
lo be effective, supervisors must 

receive adequate training in problem-
solving techniques and be involved in 
negotiations. 

• Too much is expected frvm the grievance 
procedure. An effective grievance pro-
cedure can resolve many work-related 
problems. But it cannot and should not 
be expected to resolve such matters as 
inadequate training, an insensitive crew 
leader or the need for a personal day 
off. Supervisors must help employees 
learn how to distinguish between gen-
uinely grievable issues and other, non-
work-related problems. 

• M itgemm 

Supervisory Training an 
ROI Plus 

Submitted by Linda Daly, of Lobenz-
Stevens Inc., New York. 

Strong supervisory skills save a com-
pany money, t ime and customers, dis-
covered Western Federal Savings and 
L^oan Association, which implemented 
a supervisory training program in 1984. 
Headquar tered in Marina [Del Ray, 
Calif., Western Federal encompasses 23 
branch offices and over 400 employees. 

When Raymond T, Quan , human 
resources manager, joined Western 
federa l in November of 1983, he 
targeted reducing employee overtime 
and turnover and increasing new 
business development as top priorities. 

"We felt a training program would 
help us achieve these goals," says Quan. 
In retrospect, the results of training are 
their own best reference: business 
development up by $4,319,673; 
employee turnover reduced to 16 to 22 
percent; overtime down by 58 percent; 
losses reduced by 67 to 85 percent . 

Quan and Robert B. T h o m p s o n , 
president and managing officer of 
Western Federal, decided to implement 
a supervisory/management training pro-
gram in January of 1984, when the 
company converted to public stock 
ownership. Working on a three-week 
deadline, Quan shopped around and 
decided on Xcellence, from Learning 
International, formerly Xerox Learning 
Systems, because it met his key re-
quirements: training should be based 
on proven behavioral science tech-
niques and taught in a way that ensures 
the transfer of skills from the classroom 
to the job. "The savings part of the 
operation was deemed to have the 
greatest need," says Quan, "so 50 peo-
ple in savings from all 23 branches were 
the first to go through the program." 

Supervisors can often feel caught in 
the middle. T h e y may identify and 
sympathize with their workers, but they 
still have to report to management , 
roles which can make supervisors feel 
s tretched. 

"We've found training particularly 
helpful for young employees promoted 
recently to supervisor," says Quan. 
"Generally, they have limited super-
visory experience. T h e y are the ones 
who most need to develop and sharpen 
their skills." 
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Antioch Inicrniitiontil's accredited 
new degree program offers an alter-
native to the M B A . The program 
was created for individual advance-
ment or to meet the management 
development needs of business. 
Students develop their own degree 
plan and work at their own pace, 
wherever they live or work. 

Thoughtware career planning 
and management diagnostics and 
assessments form an integral purl 
of the process, providing self-
diagnosis of strengths, weaknesses 
and management style. 

Innovation in education It's the 
Antioch tradition. 

For more information, 
contact Dr. Constance Bauer. 
Antioch International, Box 1900 
Yellow Springs, Ohio 453K7. 
Call (511) 767-1031. 
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Recognizing that immediate manage-
ment involvement is essential to the 
program's successful outcome, Western 
Federal implemented a one-half-day 
manager support session. All supervisor 
trainees participated in a supervisor-
manager work project to activate prob-
lem solving and planning ahead. Super-
visors, coached by their managers, then 
assumed responsibility for following 
through on the project until it was 
completed. 

Turnover 
O n e of Western Federal's major prob-

lems was high teller turnover, par-
ticularly upsett ing to a company where 
personal customer service is a top 
priority. 

Several branch supervisors under took 
turnover reduction as their work pro-
ject . Thei r plan was to implement addi-
tional on-the-job teller training and 
specific training to teach tellers cross-
selling and referral skills. 

"Tellers are usually uncomfortable in 
a sales role," Quan observes, "but when 
we showed them that providing infor-
mation about related products was a 
service to customers and taught them 
how to cross-sell in a helpful, low-key 
way, they changed their chinking." 

Soon many of Western Federals 
tellers were exercising their new skills. 
Instead of waiting For a cus tomer to ask 
about a particular service, they started 
volunteering information they believed 
would be in the customer's interest. In 
turn, this established a personal rapport 
between customer and teller, creating a 
feeling of trust on the customer's part 
and involvement for the teller. And by 
adding a new dimension to tellers' day-
to-day routines, their self-esteem and 
feelings of job satisfaction were 
enhanced. 

Within three months , these work 
projects reduced teller turnover. Addi-
tionally, because every teller learned 
how to open a new account, new ac-
count openings jumped 15 percent . In 
terms of deposits, one branch 
generated an additional $1 ,500,000. 

Overt ime and time 
management 

Employee overtime was another 
challenge, and four branch super-
visor/manager teams selected this prob-
lem as their work project. Analysis of 
the problem revealed that balancing 
problems were the predominant reason 

employees had to stay late. T h e solu-
tion was to provide tellers with extra 
training on posting transactions ac-
curately and how to efficiently and pro-
perly document all transactions through 
the day. 

"They were also encouraged to in-
dividually audit their own work before 
trying to balance it," says Quan. 

Again, tangible results could be docu-
mented . Over t ime was cut, which 
meant a significant dollar savings. In 
addition, overages and shortages were 
reduced substantially. 

t o use t ime more productively and 
efficiently, one Western Federal super-
visor/manager team implemented a plan 
to increase service to customers at their 
branch while saving money. They 
rescheduled the workday structure from 
Monday through Friday to allow more 
t ime for the customers and were able to 
eliminate all Saturday overtime. 

Still another supervisor/manager 
team improved their time management 
by training a savings counselor to fill in 
for them, thus freeing up one to four 
hours for other priorities each day. 

Individual initiatives 
T h e manager/supervisor projects had 

the important effect of increasing in-
dividual initiative. Even this turned out 
to have quantifiable results. Robert 
Monzon, vice president/manager 
association services, handles purchasing 
of office equipment for Western Federal 
and is in charge of the maintenance of 
all ongoing facilities, including exterior 
landscaping. Mr. Monzon did a cost 
analysis of photo copier expenses at the 
corporate office. His findings showed 
both t ime and money could be saved. 
"By having one person run the photo 
copier, we can pare expenses by $3 ,000 
per month," he says, "and this would 
also reduce employee down time spent 
standing around." 

Another example is Debbie Ellis, 
checking center manager, who oversees 
the balancing of related general ledger 
accounts for all Western Federal 
branches. While training another super-
visor, she s tumbled upon a weak area in 
the operation. 

"We were having a problem with 
tracking outstanding items," says Ellis, 
"and I suddenly saw the need to imple-
ment a new form which would facilitate 
this." 

Devising the form became part of 
Ellis' work project. T h e other part was 
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following up with the branches and 
enlisting their cooperation. 

"It took me about a month to make 
sure the form was being used correcdv," 
she says, "It was well worth it. Ninety-
five percent of G .L . accounts now 
balance accurately." 

Running through the program 
T h e "Xcellence" training consisted of 

eight half-day learning units with 
special follow-up review sessions. Small 
classes of about eight to ten people and 
realistic video showing behavior model-
ing and group exercises combined to 
spark strong interaction and a sense of 
self-identification. 

"The program holds people's at ten-
tion," notes Quan , who conducted all 
training sessions himself. 

Classes were held at corporate head-
quarters and at a training center in a 

branch office. 
"The idea was to get participants 

away from their normal job environ-
ment with phone calls and other 
distractions," Quan explains. He 
believes this increased people's concen-
tration on the program and encouraged 
greater input on work projects. T h e 
manager/supervisor project was 
scheduled between the final two 
modules and took from three to twelve 

weeks to complete. 

Results 
For the majority of participants, new 

skills that invited immediate on-the-job 
application brought increased 

motivation. 
"Before going through the training 

program, some of our supervisors might 
have been aware of particular problems 
but lacked the skills to deal with them," 
says Quan . "Afterwards, we found a 
measurable increase in supervisory-
ability to analyze problems and imple-
ment solutions. Supervisors felt even 
more confident because they know they 
have active support from their 
managers." 

Work projects—large and small— 
became part of day-to-day business life 
at Western Federal. Several are still in 
progress; others bore fruit right away. 
And, as things started to fall into place, 
tangible results quickly followed. 

After the training program was com-
pleted, Western Federal surveyed 
employees for their reaction. Opinions 
break down as follows: 
• 70 percent thought of it as a "very 
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Competence 
Isn't Good Enough. 
What's the real d i f ference 

between one human resource man-
ager who is merely "surviving" in 
the job—and another who's con-
tributing to key objectives and has 
top management support? The rea-
son can often be traced to differ-
ences in their management skills. In 
today's economy, it's no longer good 
enough to be experienced and tech-
nically competent. Top notch busi-
ness judgment, problem-solving, 
and interpersonal ski l ls are 
essential—if excellence in human 
resource management is the goal. 

That's why leading companies are 
turning to Human Resource Consul-

(Resource, , . ^consultants mc 
SPECIALISTS IN SEARCH FOR HUMAN RESOURCE PROFESSIONALS 

tants Inc., a confidential executive 
search firm. Our search process 
incorporates the most recent 
research on managerial effective-
ness, state of the art technology for 
assessment of management talent 
and a vast network of human 
resource contacts. No one has 
greater ability to seek out and evalu-
ate human resource candidates who 
are skilled managers, not simply 
"experienced technicians." 

One call will access today's most 
advanced executive search methods 
and simplify your task of identifying 
Human Resource Managers who 
know how to manage! 
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TRAINER 
TRAINING 

I ho Victoria In te rna t iona l C o r p o r a t i o n ' s 
Tra in ing For Resul ts s e m i n a r is de s igned 
to h e l p m a n a g e r s with t r a in ing respons i -
bil i t ies b e c o m e bet ter t ra iners . 

T h e c o u r s e works b e c a u s e o n l y eight p e o 
pie work with o u r ins t ruc to r s . Each par-
t ic ipant m a k e s live p r e s e n t a t i o n s to his/ 
he r g r o u p . T h e p r e s e n t a t i o n s a re 
v i d e o t a p e d , p layed back a n d ex tens ive ly 
c r i t i qued by t h e o t h e r pa r t i c ipan t s , lii 
t h ree in tens ive d a y s p a r t i c i p a n t s learn 
h o w to a s s e s s t ra in ing needs , p r e p a r e 
t r a in ing mater ia l s , p re sen t effect ively and 
eva lua t e [he resul ts . "I feel that t he TFR 
c o u r s e is a great tool lor d e v e l o p i n g m a n 
a g e m e n t skil ls . Il he lp s c h a n g e employ-
e e s from 'worke r s ' to ' m a n a g e r s ! " Patiy 
Evans , Tra in ing C o o r d i n a t o r , W y n d h a m 
I lotel C o m p a n y . 
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positive, meaningful use of their time"; 
• 20 percent (mostly older, more ex-
perienced employees) regarded it as a 
"refresher"; 
• I() percent couldn't see the value. 

Two innovations which are not in the 
Xcellence program were introduced by 
Quan. "I made all participants guest in-
structors," he says. "They'd give a half-
hour session while I sac in, then after-
wards [ would evaluate." Quan feels this 
was a worthwhile addition, as "super-
visors/managers are essentially trainers 
to their own staffs." 

The other idea Quan put into prac-
tice was a final test. Out of the 50 par-
ticipants in the savings group, only 
seven did not pass. "And out of those 
seven," says Qtian, "four passed when 
re-tested." 

According to Quan, the training pro-
gram did more than develop new skills 
and produce gratifying business results. 
"It's had a lasting effect in that it's 
opened up communication lines on dif-
ferent levels," he says. "People got to 
know each other better. And resolving 
common problems has led to a very 
positive team spirit." 

H i g h Hurdles 

The learning and experience fueling 
executive careers can be impressive. Bv 
the time they reach the highest organi-
zational levels, most managers have 
learned much about finance, marketing, 
sales, production, corporate strategies, 
decision making and managing people. 
And they have learned something about 
themselves in the process: who they 
are, what they want, how they see the 
world and their place in it. 

Most of this learning comes about 
naturally through experience, while 
some of it is the result of a conscious 
effort to learn—self-development. But 
does such self-directed learning con-
tinue once a person becomes an 
executive? 

High Hurdles: The Challenge of Ex-
ecutive Self Development, a report from 
the Center for Creative Leadership, at-
tempts to answer that question. T h e 
authors—Robert Kaplan, Wilfred Drath 
and Joan Kofodimos—propose to lay 
the groundwork for executive-level 
developmental course work. As a result 
of interviews with line executives, cor-

porate consultants and human resource 
executives, four issues emerged: 
• the effect of high position and power 
on getting developmental feedback, 
• the nature of the executive job and 
the prospects for introspection, 
• the need for competence and the 
ability to accept and learn from 
criticism, 
• the effect of career success on the 
prospects for behavior change. 

Each of these issues, conclude the 
authors, raises a particular challenge for 
executives who want to pursue self-
directed learning. High Hurdles is 
available for $7 from the Center for 
Creative Leadership, RO. Box P-l, 
Greensboro, N C 27402. Telephone 
919/288-7210 for more information. 

C o r r e c t i o n 

Due to clearly unmalicious forget-
fulness, the location of one of our In 
Practice contributors was left off the 
credit line which preceded her June ar-
ticle, "The Necessity of Support 
Systems." Let it be known that Jo-El 
Henning's firm, T.E.A.M., is in 
Evanston, 111. 

a 
Please send items of interest for In Practice to 
Robert Hove. Training & Development 
Journal, 1630 Duke St., Box 1443, Alexan-
dria, I'/l 22313. 
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