
ix

Contents

List of Figures, Tables, and Exhibits xiii

Foreword xvii

Preface xxi

1 Introduction 1

What Is Performance Support? 2

What Is Not Performance Support 4

What Is to Love About Job Aids? 5

What Is to Love About Performance Support? 7

Are We Forgetting Training and Development? 9

About the Handbook 14

Review of Chapter 1 16

Preview of Chapter 2 18

2 The When and Where of Performance Support 19

When to Use Performance Support 19

When Is Performance Support Inappropriate? 26

Review of Chapter 2 29

Preview of Chapter 3 30

02_976210 ftoc.qxp  9/14/06  10:48 PM  Page ix

CO
PYRIG

HTED
 M

ATERIA
L



3 Performance Support Yesterday and Today 31

Job Aids at the Beginning 31

Performance Support at the Beginning 36

Review of Chapter 3 49

Preview of Chapter 4 50

4 Planner and Sidekick Performance Support 55

An Expanded View 56

Integration, Tailoring, and Pizza Delivery 57

Integration, Tailoring, and Finding Your Way 58

Parsing Performance Support 64

Review of Chapter 4: Advising Amy, Alfonso, and Magnolia 71

Preview of Chapter 5 74

5 Examples of Planner Performance Support 77

A Rubric for Teachers 78

Calculator for Lifting Operations 81

Sales Rep Incentive Tool 85

Electronic Reference Library 87

CLO Dashboard 91

Review of Chapter 5 97

Preview of Chapter 6 97

6 Examples of Sidekick Performance Support 99

Mike’s Express Carwash Poster 100

Library of Congress Online Learning Center Demonstrations 105

Football Wristbands 108

Salesforce.com’s Interactive Coach 110

Review of Chapter 6 117

Preview of Chapter 7 118

Contentsx

02_976210 ftoc.qxp  9/14/06  10:48 PM  Page x



7 Getting Started with Performance Support 119

Clarify the Opportunity 119

Formats for Support 123

Consider Media and Technology Options 131

Embark on Development 136

Review of Chapter 7 141

Preview of Chapter 8 146

8 The Elements of Effective Performance Support 149

The Look and Feel of Quality 149

IBM Brings It to Life 150

Eight Principles for Performance Support 155

You Don’t Have to Be IBM 163

Review of Chapter 8 163

Preview of Chapter 9 164

9 Strategies for Implementation 165

Place Performance Support in a Blend 166

Target Priority Topics 168

Assure Executive Sponsorship 169

Establish a Cross-Functional Team 171

Pilot and Continuously Improve 173

Measure and Continuously Communicate 174

Advance This New Way of Doing Business 176

Implement as Change Management 178

Review of Chapter 9 180

Preview of Chapter 10 183

10 Into the Future 185

A New You 186

A New Them 188

Almost Unremarkable 189

Contents xi

02_976210 ftoc.qxp  9/14/06  10:48 PM  Page xi



Is Nothing Sacred? 191

Convergence! 192

Performance Support Is Not Magic 193

Small, Mobile, and Personalized 195

Taming a Data-Rich World 197

What Is It? 199

A Grain of Salt 200

Still, a Very Good Thing 203

Index 207

About the Authors 215

Contentsxii

02_976210 ftoc.qxp  9/14/06  10:48 PM  Page xii



xiii

List of Figures, Tables,
and Exhibits

Figure 1.1 The Coast Guard’s Online Leadership Assessment 12

Figure 1.2 Leadership Assessment Results Presented 

in a Stoplight Format 13

Figure 3.1 What Children Should Gather in Preparation 

for a Disaster 34

Figure 3.2 A Coaching Aid to Help Children Urge Parents Toward

Preparedness 35

Table 3.1 Cavanaugh’s 2E3I Spectrum of Performance Support 38

Figure 3.3 Support for Field Customer Service Representatives 44

Figure 4.1 Using Performance Support for Pizza Delivery 58

Table 4.1 Using Performance Support to Reach a Destination 59

Figure 4.2 Using Performance Support for Reaching a Destination 61

Figure 4.3 Disaster Planning for Parents 62

Figure 4.4 Parsing Integration into the Task 65

Figure 4.5 Parsing Tailoring 65

Figure 4.6 Kinds of Performance Support 66

Table 4.2 Examples of Kinds of Performance Support 67

Figure 4.7 Jack in the Box New Product Sidekick 

Performance Support 68

Figure 4.8 Document Generation Without ESCRIBA 70

Figure 4.9 Simplified Document Generation Process with ESCRIBA 71

02_976210 ftoc.qxp  9/14/06  10:49 PM  Page xiii



Table 4.3 Performance Support for Amy’s People at the Jail 72

Table 4.4 Performance Support for Alfonso’s Software Company 72

Table 4.5 Performance Support for Magnolia’s Retirement 

Planning 73

Table 5.1 The UbD Unit Rubric to Help Students Create Curriculum 80

Figure 5.1 The Paper-Based Calculator for Analyzing 

Lifting Operations 83

Figure 5.2 The Online Calculator Does the Math for You 84

Figure 5.3 Planner Support for Transitioning to a New Sales 

Incentive Plan 87

Figure 5.4 Jack in the Box Reference Materials 89

Figure 5.5 Documentation for the Shake Machine 89

Figure 5.6 The Jack in the Box Computer-Based Training Main Menu 90

Figure 5.7 CLO Dashboard™ Displays the Overall Health 

of an Initiative 92

Figure 5.8 Key Measures for the Sales Readiness Indicator 93

Figure 5.9 Drilling Down into Details at the Task Level 94

Figure 6.1 Panel 1 of Mike’s Express Vehicle Restriction Poster 102

Figure 6.2 Panel 2 Displays High-Risk Items 103

Figure 6.3 Panel 3 Shows Items Requiring Attendant Attention 104

Figure 6.4 Access to Show Me Support 106

Figure 6.5 Bubble Text Documents Necessary Steps 107

Figure 6.6 Text Within Bubbles Provides Definitions 107

Figure 6.7 Sidekick Support for Football Plays 109

Figure 6.8 Users Select a Preferred Level of Support 112

Figure 6.9 The Coach Points to Action to Take 113

Figure 6.10 The Coach Providing Task Guidance and Context 113

Figure 6.11 The Coach Endeavors to Reduce the Chance of Error 114

Figure 6.12 The Coach Helps Users Tailor the Application 115

Figure 7.1 A Coach for Interface Design 126

Figure 7.2 Snow’s Map of Cholera Deaths 127

Figure 7.3 What the Heck Is EDTEC? 129

Figure 7.4 The First Step in a College Planner 131

Figure 7.5 Graphical Display of College Savings Shortfall 132

List of Figures, Tables, and Exhibitsxiv

02_976210 ftoc.qxp  9/14/06  10:49 PM  Page xiv



Figure 7.6 A Decision Table of Savings Options 132

Exhibit 7.1 What Technology Offers to Performance 

Support Solutions 133

Table 7.1 How Smart Must the Performance Support Be? 134

Table 7.2 Thinking About Outsourcing for Performance Support 138

Table 7.3 Software for Performance Support 142

Figure 8.1 IBM’s Seller’s Workplace 152

Figure 8.2 The Manager Portal for China 154

Figure 8.3 The Opportunities Portlet Within the Seller’s Workplace 156

Figure 8.4 The Sales Navigator Portlet 157

Figure 8.5 The Sales Navigator Provides Guidance 157

Figure 8.6 The Teams and Experts Portlet in the Seller’s Workplace 160

Figure 8.7 The Sales Navigator Portlet Allows the Seller to Be Shown,

Guided, or Taught 161

Figure 9.1 U.S. Coast Guard Unit Leadership Development 

Program Welcome Screen 170

Exhibit 9.1 Reflect on Executive and Performance Support 171

Figure 9.2 Performance Support in Context 177

Exhibit 9.2 The Role of the Learning Professional in Advancing

Performance Support 179

Table 9.1 Treating Performance Support as a Change Management

Challenge 181

Exhibit 10.1 More Focus on These Things in the Future 187

Exhibit 10.2 Helping Individuals Embrace Performance at Work 190

Figure 10.1 Performance Support Emerging from Business Process

Modeling 194

Figure 10.2 Performance Support Content Linked to Visuals from

Equipment Diagrams 195

List of Figures, Tables, and Exhibits xv

02_976210 ftoc.qxp  9/14/06  10:49 PM  Page xv



02_976210 ftoc.qxp  9/14/06  10:49 PM  Page xvi


