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Voice Mail 

WBPA V Muxuntyiu 

Sell Results, Not Training 

I cou ldn ' t a g r e e m o r e wi th Tom 
Payne's statement in "Voice Mail" 
(August 1993) that "training de-

partments have to view one of their 
responsibilities as sales." But I dis-
agree with Payne's suggestions about 
h o w to turn t ra ining d e p a r t m e n t s 
into sales-oriented organizations. 

Training professionals should not 
be selling training; they should be 
se l l ing resul ts . The p r o b l e m wi th 
many t raining d e p a r t m e n t s is that 
they're concerned only with selling 
t r a in ing a n d p r o v i d i n g e x c e l l e n t 
training programs, as Payne suggests 
they should be. Though their efforts 
may result in more and better pro-
grams, they don't necessarily result 
in the improved job performance of 
t r a i n i n g pa r t i c ipan t s . T h e key to 
organizational change and enhanced 
p e r f o r m a n c e is p r o v i d i n g e x p e r t 
adult learning. That 's wha t trainers 
should be selling. 

Until t ra in ing p ro fe s s iona l s ad-
dress performance and results, they 
must continue to sell their programs. 
When they begin to view themselves 
as consu l t an t s—not s a l e s p e o p l e — 
with t he k n o w l e d g e , ski l ls , a n d 
expert ise to get peop le to pe r fo rm 
better at their jobs, organizations will 
see the t r emendous effect training 
departments can have. 

Trainers need to view the users of 
their services as customers or clients, 
and they need to demons t ra te that 
t hey no t on ly h a v e t he abi l i ty to 
deliver excel lent training, but that 
they also have the tools and methods 
for improving job performance and 
c h a n g i n g e m p l o y e e s ' b e h a v i o r . 
Excellent training is va luable only 
w h e n p e o p l e lack the ski l ls a n d 
k n o w l e d g e n e c e s s a r y to p e r f o r m 
their jobs. If performance problems 
are due to a lack of vision; unclear 

tasks, roles, or responsibilities; or an 
inconsistent reward system, then all 
the excellent training in the wor ld 
won't improve results. 

Many training depar tments hold 
the keys to changing their organiza-
t ions ' cu l t u r e s a n d d rama t i ca l ly 
improving business results. But train-
ers must widen their perspectives to 
p r o v i d e p e r f o r m a n c e consu l t i ng . 
Selling skills are critical for selling 
consulting, not training. If one does 
an effective job consulting, the train-
ing programs will sell themselves. 

— Victoria B. Saunders 
Manakin-Sabot, Virginia 

Control Is an "E" Word 

It screams off page 27 of the arti-
cle, "The Challenges of Electronic 
Learning," by Robert Albright and 

Pau l Pos t (Augus t 1993): "Allow 
trainees control only when you feel 
t h e y h a v e l eg i t ima te r e a s o n s fo r 
using it." 

Is that a spoof? Delete "trainees" 
and subs t i tu te the w o r d of your 
choice. 

Oh, I get it. The "E" word (empow-
erment) is for others. We're trainers 
That's different. We have reasons. 

— Lome Armstrong 
MacMUlan Bloede' 

Vancouver, British Columbia 

Hang Up 

Regarding "Dark Side to Tech 
no logy" in "Work ing Life" 
(August 1993), I was disturbed 

that you had two items about cellular 
p h o n e s , bu t on ly o n e said no t to 
d r ive wh i l e us ing t h e m . Cel lular 
phones cause accidents. 

— Wayne Talbot 
affiliation withheld 

4 Training & Development, January 1994 



TRAINING 1 
DEVELOPMENT 

Voice Mail 

Doer's Profile 
We l c o m e to t h e D o e r ' s P ro f i l e , 

which w e freely admit is modeled 

s o m e w h a t o n a w e l l - k n o w n ad f o r 

scotch. We've created this n e w feature to 

give you a way to expand your network-

ing capab i l i t i e s a n d to let you k n o w 

about the interesting and exciting things 

your colleagues are doing in the field. 

Please meet our first Doer.... 

J o a n H e n d e r s o n ' s fu l l - se rv ice f i r m 

specializes in h u m a n resource consult-

ing, executive searches, and training. 

Joan Henderson 
President 

Henderson Taylor Consulting 

Dallas, Texas 

Most exciting new development: "Creating partnerships with clients." 
Joan believes it is important for HR professionals to play a long-term 
role in contributing to the success of organizations, especially in the 
selection, development, and retention of employees. 
Best training tip: "Stop talking and start listening. The answers are with 
the people in the organization." 
Last book read: The 7 Habits of Highly Effective People by Stephen R. Covey. 
Biggest problems at work: "A lot of my clients say that their biggest 
problem is finding people with basic supervisory skills. They say that 
most supervisors still don't know how to manage people. 

"I also see many companies making the mistake of hiring someone 
to do what I call ad hoc training. Instead of doing just one piece, HR 
people should coordinate the whole business of managing an organiza-
tion's human assets. The idea is to form value-added relationships, not 
just teach some skills." 
Most recent accomplishment: "Hiring another consultant to take on some 
of my responsibilities. It isn't easy to let go and give someone enough 
trust to represent you." 
Favorite pastimes: "Well, as a working, single mother of two, I hope 
there's a nap somewhere in my future." 
Quotable quote: "As HR professionals, we have to take responsibility 
for the context—the organization—into which we bring the content, 
our expertise." 

Thank you, Joan. 

ASTD OFFICERS 
Chair, S t e p h e n H. R h i n e s m i t h ; Chair-Elect, 
Michael G, Hansen; Secretary, Mary L. Broad; 
Treasurer, .Michal F. Settles; President & Assistant 
Secretary. Curtis E. Plott; Assistant Treasurer, 
Judy A. Johnson. 

BOARD OF DIRECTORS 

Mary L Broad, Performance Excellence; Patrick 
A. Cataldo, Jr., Digital Equipment Ireland Ltd.; 
Richard V. Chang, Richard Chang Associates; 
James DeVjio, Johnson & Johnson; Paul H. Elliott, 
RWD Technologies: V. Robert Hayles , Grand 
MetropoUtan/Pillshury; Michael G. Hansen, MITRE 
Corp.; Kathryn Porter , Aetna Life & Casualty; 
Carlene T. Reinhart, CLR Associates; Stephen H. 
Rhinesmith, Rhinesmith & Associates; Michal F. 
Sett les, Transit District; William D. Shea , 
Center for Creative Leadership; Patricia A. Walsh, 
Strategic Management Systems. 

COUNCIL OF GOVERNORS 

CHAIR: \Xr. Mathew Juechter, ARC International. 
MEMBERS: Douglas Baker, IDS Financial Corp.; 
David Collins, Learning Group International; 
William E. Crass, Jr., Cornell University; Michael G. 
H a n s e n , MITRE Corp.; G l e n n J o n e s , Jones 
Intercable; Donna B. McNamara, Colgate Palmolive; 
J. Edwin O'Brien, Jr., Corning; J oan Patterson, 
VAW/Chrysler National Training Center; Curtis 
Plott, ASTD: Stephen H. Rhinesmith, Rhinesmith & 
Associates; Peter Senge, MIT; Charline A. Seyfer, 
Sandia National Laboratories; Charles Smith, Chase 
Manhattan. 

T&D EDITORIAL BOARD 

CHAIR: Judy Estrin, Drake Beam Morin. CORE 
GROUP: Barbara Kres Beach, Holbrook & Kellogg; 
Dede Bonner, New Century Management; Joan 
Ju rkov ic , The Learning Design Group; David 
Muxworthy, Xerox; George Piskurich, Revco: Lynn 
Summers, consultant; Richard WeUins, Development 
Dimensions international. REVIEW GROUP: Arash 
Afshar, International Consultants for Managing and 
Training; Roberta Amstadt, Electronic Data Systems; 
Chip R. Bell, Performance Research Associates; 
Geoffrey M. Bellman, GMB Associates; Ted Cocheu, 
Conner Peripherals; S t e p h e n L. Cohen , The 
teaming Design Group; Chester Delaney, Chase 
Manhattan; Mary Dickson, consultant; Cheryl 
Getty, Martin Marietta; Steve Gladis, FBI; V, Robert 
Hayles, Gmnd Metropolitan; Ken jochum, Conti-
nental Grain Corp.; George Kimmerling, consul-
tant; James Kirkpatrick, consultant; John Lawrie, 
Applied ftycbologv; Jerrold Markowitz, U.S. Coast 
Guard; John Mulhol land, Zenger-Miller; Stacy 
Myers, Atstrp-Myers Management Services; Lorraine 
Parker, AT&T; James Patterson, consultant; Jackson 
Rains, BNA Communications; R. G lenn Ray, 
Marietta College; Carlene Reinhart, CLR Associates; 
Angus Reynolds, New York Institute of Technology; 
Marybeth Saunders, Training and Development 
Concepts; Dilnawaz Siddiqui, Clarion University of 
Pennsylvania; Frank Sonnenberg, RMI Marketing & 
Advertising; Robert Stump, CORE-ROI; Jolm Sullivan, 
Wilson teaming; John Van Zwieten, Media Metrix. 

ASTD is committed to the maximum development and utiliza-
tion of human potential. In conformity with applicable law, 
the society offers equal opportunity to all, regardless of race, 
color, creed, religion, national origin, gender, marital status, 
physical or mental handicap, political affiliation, age, veteran 
status, and other characteristics protected by law. 

D 

Notes From October 
In the "Research Capsules" in the 
October 1993 issue, the phone num-
ber for FMI Educa t iona l Services 
Group was printed incorrectly. The 
correct number is 919/787-8400. 

Also, Robert J. Inguagiato, the 
author of "Case Studies: Let's Get Real" 
in October's "Training 101" section, 
wants readers to know that his man-
agement-consulting firm, Temenos, is 
located at 37 Kawananakoa Place, 

Honolulu, HI 96817. The phone num 
ber is 808/528-2433. 

"Voice Mail" is compiled and edited by 
Haidee Allerton. "Voice Mail" welcomes 
your views. Send your letters and com-
ments to "Voice Mail," Training t< 
Development, 1640 King Street, Box 
1443, Alexandria, VA 22313-2043; fax 
them to Allerton at 703/683-9203; or 
call them in on the "Voice Mail" line. 
703/683-9590. 
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