Index

(A

Account fiduciary, 8

Accountability, 215

Acid test ratio, 31

ADDIE model, 81-82

Adding value, 228

Administration: costs, 94; reduction in,
193-194

Afriat, S., 360

American Society for Training and Devel-
opment (ASTD), 173, 357; competen-
cies, 236237 Table 8.1; Competency
Model, 358

Analyses, types of, 12-24

Anchor objects, 322-323

Anystream Apreso, 340

Apple Keynote, 315

Armstrong, A., 356

ARS. See Automated response system

Asset, 8, 19, 21; current, 21; fixed, 21

ASTD. See American Society for Training
and Development

Atkinson, C., 321

Attitude, 106-107, 298-299

Audience: adjusting report content to,
297 Table 11.1; attitude of, 298-299;
focus of, 328; identifying, 296-297;
knowledge level of, 297-298; meet-
ing and greeting, 326-327; typical
attitudes of, toward key topics, 298
Table 11.2

Audio, working with, 337

Audit, 8

AutoContent Wizard (Microsoft Power-
Point), 319

Automated response system (ARS),
341-342

A-Z Catalog Company, 225

367
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(BJ

Bajaj, G., 342

Balance sheet, 8, 13, 19-22, 349; sample for-
mat, 19 Exhibit 1.3

BCR. See Benefit-cost ratio (BCR)

Benefit-cost ratio (BCR), 96-97; formula,
345

Bersin and Associates, 118

Bersin, J., 118

Beyond Bullet Points (Atkinson), 321

Bidding, closed versus open, 128

Biech, E., 80

Bottom line, 17

Boundaries, 204-205

Break-even: point, 8, 56, 65-67; terms, 66-67

Break-even analysis, 35; conducting, 64—67;
and defining break-even for T&D,
64—-65; and determining break-even
point, 65-66

Budgets, 8, 12-13; bringing all information
together, 56 Figure 2.1; capital expendi-
ture, 51; cash flow, 52-53; difference
between, and forecasts, 43-44; master,
53; materials cost, 48-50; preparing,
55-57; revenue, 45-48; RFQ outline for,
132-133; staff, 50-51; types of, 44-55;
understanding, 41-73

Bullets, writing better, 321

Bumper slides, 322-323

Business: accountability, 6; acumen,
236237 Table 8.1; analysis, 229-331;
benefits, 103-106; daily vocabulary of,
8-12; focus, 190-191; results, 286

Business case: anatomy of model (TDS
Telecomm, 272-287; definitions of key
elements in, 270-271; developing,
269-290; five common goals of, 269-270

Business messages: examples of, 264-266;
five steps for, 250-258; grammar in,

Index

256-258; key points, 266-267; refining
content of, 258-264; strategic structure
for, 255-256; writing, 249-267

Butler, S., 361

e

Capability on Demand, 355

Capacity, 8

Capital, 8

Capital assets. See Fixed assets

Capital expenditure budget, 51

Cash flow, 9, 52; budget, 52; management
review questions, 349-350; project, 9;
statement, 13, 22-24

Cause analysis, 231-232, 239-244

Children’s Hospital of Philadelphia, 360

Clarian Health Partners, Inc., 354

COGS. See Cost of goods sold

Collaboration, 228-229

Company information, 133

Competency alignment, 286

Competitive edge, 104-105

Confirmative evaluation, 235

Contribution margin (CM), 65-66

Corporate communications, 196-197

Cost of goods sold (COGS), 9, 16

Creative Labs, 338

Current assets, 21

Current liabilities, 21

Current ratio, 9, 29

Customer expectations, 357-358

Customer Sales and Service Group (CSSG;
TDS Telecom), 168

®

Davidson, L., 120
Debt, 19; ratio, 31-33
Debt-to-equity, 9
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Delegating, 204

Delivery costs, 93

Depreciation, 9, 21

Design and development costs, 91
Dialogue, 181-182

Distinction Services, 318

Dockery, M., 355

Drager, M., 361

EJ

Earnings. See Revenues

Ego, 206-207

Elocution, 326

Endicott, J., 318

Energy level, 325

Epson Presenters Online, 333

Evaluation: ADDIE model, 81-82; costs, 95;
five concepts for developing effective,
85-88; Kirkpatrick’s four levels of, 83-85;
management’s concerns in, 76-79; and
Phillip’s ROI methodology, 88-89; pri-
mary, and ROI techniques, 79-81; ROI
and, 82-90; summative, 235

Executive table, 195

Expected unit sales, 66

Expense account, 9

F )

Facilitators, 324

Financial analysis: definition of, 25; and
growth, 25-26; how to conduct, 25-35;
and liquidity, 26; management review
questions, 349; and profitability, 25; rea-
son to conduct, 25; types of, 26-35

Financial basics: primer on, 3-39; why T&D
needs to understand, 5-8

Financial statements, types of, 12-24

First National Bank of LaGrange, 360

369

Fiscal period, 9

Fixed assets, 21

Fixed cost, 9, 64, 66

Fixed expense, 9

Flexibility, 183-188; in delivery, 185-187;
in design, 184-185; in measurement,
187-188; in requirements, 183-184

Forecasts: difference between budgets and,
43-44; long-term, 62-63; preparing, 57—
63; questions to prepare accurate, 58;
short-term, 59-62; understanding,
41-73

Formative evaluation, 235

FUD factor, 354

Functional silos, 159

G

Games Trainers Play (Newstrom and Scan-
nell), 324

Gargiulo, T., 161

Gasparotti, R., 354

Government Printing Office, 356

Grace period, 9

Graphic chart, 309

Griffin Technology, 338, 339

Gross profit, 9; percentage, 10; on sales, 15-17

Growth, 25-26

H)

Hiring employees, 121-123, 351; questions
to ask about, 123

Horizontal analysis, 28-29; VEHD revenues
for fiscal years 2003 and 2004, 27 Table
1.5

HPT. See Human performance technology

Human performance technology (HPT):
definition of, 226; design and devel-
opment, 233, 244; evaluation, 226;
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implementation, 233-234, 244-245;
importance of, 226; intervention selec-
tion, 232-233; key points, 245-246;
model, 230 Figure 8.1; phases of,
229-235; principles of, 227-229; rela-
tionship to business acumen, 236-237;
revisiting case study from viewpoint of,
238-245; standards, 236-237 Table 8.1

o

Income and expenses, 10

Income statement, 10, 13-18; sample for-
mat, 14

Income taxes, 18

Indezine, 342

InfoComm, 342

Information: gaps, 301; gathering, 300-301,
303-304; note-taking methods for, 303
Table 11.4; sources, 301-302

Institutional support: beyond functional
silos, 159; building, 157-175; cases
studies in building, 168-170; and frame-
work for selling T&D in organization,
159-161; key points, 174; and selling
T&D in organization, 159-161; and
stakeholder analysis, 162

Interest expense, 18

Intervention: design and development, 233;
evaluation, 234-235; implementation
and change, 233-234; selection,
232-233; three phases of, 235

Investopedia, 14, 23

Iskia, 331

K

Keeps, E. J., 166
Keystoning, 332

Index

Kirkpatrick, D. L., 79, 80, 82, 88, 96; four
levels of evaluation, 83-85

Kirkwood, T., 162, 166

Kiser, A. G., 188-189

Knowledge enabling team (KET), 187

Kouzes, J., 208

o

L. L. Bean, Inc., 361

Laabs, J.]., 149

Labor savings, 105

Leadership: and cultivating trust, 202-203;
and delegation, 204; and ego, 206-207;
eight key behaviors of, 201-202; and
emerging leaders, 202; and listening,
207; and managing boundaries, 204
205; and passion, 205-206; and recogniz-
ing talent, 206; and taking risks, 207-208

Leadership Challenge, The (Kouzes and Pos-
ner), 208

Leadership Profile Inventory (LPI), 208

Learning management system (LMS), 273;
and business case e-mails to stake-
holders, 287-290; business drivers for,
273-274; business needs, 275-276; cur-
rent issues and impacts, 276-285; dri-
vers for enterprise LMS, 273-274

Leveraging, 31

Liabilities, 10, 19; current, 21; long-term, 21

Liaison roles, 196

Lien, 10

Liquid assets. See Current assets

Liquidation, 10

Liquidity, 26; ratios, 29-31

List price, 10

LMS. See Learning management system

Location costs, 95

Long-term liabilities, 21
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Loss leader, 10
LPI. See Leadership Profile Inventory

@

Marginal cost, 10

Markel, M., 258

Market share, 10

Massachusetts Institute of Technology
(MIT), 167

Master budget, 53

Masterful Facilitation (Kiser), 188-189

Materials cost budget, 48-50; if training
begins as originally planned, 49 Table
2.4; if training begins at end of quarter,
49 Table 2.5

Merriam-Webster’s Collegiate Dictionary,
180, 182

Microphone use, 336-338

Microsoft PowerPoint, 315-343; Auto-
Content Wizard, 318-319; Personal
Notes, 322; Presenter View, 323-334;
Slide Sorter, 320; use of, as
teleprompter, 327-328

Microsoft Word, 319, 340

Morale, 106-107

Motivation, 215-217

(N

Needs analysis, 231, 238-244
Net earnings, 15, 17

Net profit, 11; ratio, 33
Newstrom, J. W., 324
Numerical table, 309

0]

Olson, J., 354
Operating income, 17

3n

Operating statement, 13, 17; general, 17

Opportunities, new business, 105-106

Opportunity cost, 92

Outcomes, expected, 166-167

Outsourcing, 115-153; nine primary rea-
sons for, 125-126 Exhibit 4.4; project
needs, 123-127; pros and cons of, 122
Table 4.2; questions to ask about, 124,
351; understanding, 116-121; under-
standing drawbacks to, 119-121

Outsourcing Index 2000 (Outsourcing Insti-
tute), 125

Outsourcing Institute, 125, 126

Overhead, 10

Overleveraging, 31

P

Pangarkar, A., 162, 166

Paper expenses, 17

Paradi, D., 317, 318

Paragraphs, effective, 258-260

Participant cost, 92

Partner activities, 195-196

Partnerships: and facilitation skills,
188-191; five critical success factors
for successful, 179-191; and flexibility,
183-188; key points, 199-200; rein-
venting, 198; strategies for building
successful external, 198-199; strate-
gies for building successful internal,
191-198; and strength of relationship,
180-183

Passion, instilling, 205-206

Payback period, 97; formula, 345

Perfect Plastics, 157, 166

Performance analysis: and business (orga-
nizational) analysis, 229-231; and needs
analysis, 331
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Performance management: and employee
performance plan, 209-212; key points,
221-223; overview of, at TDS Telecom,
217-223; and resolving performance
problems, 212-217

Performance, organizational: focus on, 5, 6

Phillips, J. J., 79, 80, 82, 84, 88-89, 96, 102

Pogo Insurance Company, 316

Portable mouse, 336

Posner, B., 208

PowerPoint. See Microsoft PowerPoint

Preassessment form, 78-79

Preferred lenders, 10

Presentations, effective: checklist for,
339-340; delivery of, 327-331; getting
set before, 325-327; getting started,
317-321; key points, 343; meeting and
greeting audience for, 326-327; prepar-
ing for potential problems in deliver-
ing, 331-339; preparing slides on laptop
for, 321-324; and presentation roadmap,
322-324; and presentation room layout,
325; rehearsal and final preparations
for, 340-342; and remembering stakes,
318; researching audience for, 319;
revising and printing handouts for,
319-320; and top six audience annoy-
ances, 317-318; and use of AutoContent
Wizard, 318-319; use of technology for,
315-316; using Slide Sorter in, 320

Presentations magazine, 342

Pro forma statements, 10, 12

Productive Industries, 170-174

Profit and loss statement, 11

Profit sharing, 10

Profitability, 25, 66—67; ratios, 33

Project scheduling, 133

Projector: and laptop freeze, 334-335; panic,
331-332; proper placement of, 331; and
remote freeze frame, 334; setting up,

Index

and laptop, 331-333; and setting up
PowerPoint’s Presenter View, 333-334
Promotional costs, 94
Purpose, report: defining, 296; identifying,
295-296

Q)

Quick ratio, 31
Quota, 11

(R

Radio Shack, 338

Ratio analysis, 29; evaluation of operating
results, 30 Table 1.6

Reader expectations, 293-295

Rehearsal (presentation), 340-342

Relationship: amount of dialogue in, 181-
182; amount of trust in, 180-181; level of
respect in, 182-183; strength of, 180-183

Reporting capability, 286

Reports: abstract, 306-307; assembling,
304-314; developing content of, 311
312; drafting tips, 311; gathering infor-
mation for, 300-304; graphic chart in,
309; identification of audience for,
296-300; identification of formal
requirements of, 300; identification
of purpose of, 295-296; key points,
312-314; numerical table in, 309; orga-
nizing, 304-311; planning, 292-304;
planning checklist, 304 Exhibit 11.4; and
reader expectations, 293-295; revision
tips, 312; writing, 291-314

Request for Proposal: administrative issues,
131-132; and contractual obligation,
135; defining scope of, 127-130; and
evaluation of proposals, 135-140; exec-
utive summary, 130-131; general infor-



Index

mation, 131; preparing, 352; proposal
structure, 132-133; selecting components
of, 129-135; technical issues, 133-135;
ten tips for effective, process, 129; used
by VEHD Inc., 136-140; writing, 127-140

Respect, 182-183

Results, focus on, 190, 227-228

Retained earnings, 18

Return on assets, 11; ratio, 34

Return on investment (ROI), 11, 34-35, 80;
benefit-cost ratio, 96-97; calculator,
using, 347-348; and evaluation, 75-113;
formulas, 96-101, 345; and payback
period, 97; percentage, 96; sample of,
final results, 97-101; values not demon-
strated through, analysis, 101-103

Return on investment (ROI) training,
75-113; and administration costs, 94;
and basics of ROI calculations, 350, 351;
and calculations expected by manage-
ment, 90-101; and communicating
results to management, 103-110; and
delivery costs, 93; design and develop-
ment costs, 91; and evaluation costs, 95;
and location costs, 95; and manage-
ment’s concerns, 76-79; participant
costs, 92; primary evaluation and ROI
techniques in, 79-90; and promotional
costs, 94; and training material cost, 93

Revenue budget, 45-48; and sample compi-
lation of expected prices and revenues,
46 Table 2.1; T&D current, 4647 Table
2.2; T&D revised, 47-48 Table 2.3

Revenues, 11

Risks, taking, 207-208

ROIL. See Return on investment

S

Sales. See Revenues
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Scannell, E. E., 324

Serious Magic Visual Communicator,
327-328, 340

Shareholders’ equity, 19

Sink, Darryl L., Associates, 359

Slide Sorter (Microsoft PowerPoint), 320

Slides: and bullets, 321; bumper, 322-323;
legibility of, 321-322

Sodesho Corporate Services, 354

Spreadsheet, 11

Staff: budget, 50-51; turnover, 106

Stakeholder analysis, 162, 351

Standard offerings, streamlining, 194-195

Statement of changes in financial position.
See Cash flow statement

Stoll, R., 168, 219, 264, 272, 288

Stolovich, H. D., 79, 80, 166

Stone, R., 102

Stories at Work: Using Stories to Improve
Communications and Build Relationships
(Gargiulo), 161

Strategic business partner, 4

Strategic Use of Stories in Organizational
Communication and Learning, The
(Gargiulo), 161

Subject line, descriptive, 260261

Successes, celebrating, 197-198

Summative evaluation, 235

Sunoo, B. P,, 149

Systems view, 228

o

Talent, recognizing, 206

T&D. See Training and Development
(T&D)

TDS Corporate, 272, 274, 275

TDS Telecom, 168, 264, 272-275; cycle of
performance management events at, 219

Figure 7.2; documents for performance
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management, 218 Table 7.1; Metrocom,
272, 288; performance management
responsibilities of supervisor and direct
report at, 218-219
Table 7.2

Technical Communication (Markel), 258

Thigarajan, S., 232

Title page (report), 305-306; and choosing
descriptive title, 306 Table 11.5

Topic sentences, 258-259

Total cost, 67

Total revenue, 67

Total variable cost, 67

Training Ain’t Performance (Keeps), 166

Training and Development (T&D), 6-8;
common intangible benefits of, 101-102;
evidence of results from, 350; getting
proven results and returns from, 89-90;
growing role of, 6-8; need to under-
stand business, 5-8; role of outsourcing
in, 101-102; selling, 162-165

Training Budgets Step-by-Step (Valenti), 67

Training courses, pricing, 67-69

Training for Dummies (Biech), 80

Training materials cost, 93

Transfer price, 65

Tritton adaptor, 334

Trust, 180-181; cultivating, 202-203

TV output, avoiding, 333

(U

Unit price, 67

United Visual, 342

U.S. Cellular, 272, 274, 275
USLink Perspective, 274

V)

Valenti, D., 67, 69

Index

Value, adding, 228

Variable cost, 65

Variable unit cost, 66

Variance analysis, 28-29; conducting, 54-55

VEHD Inc. (fictional), 6-8, 12, 15, 22, 24, 32;
balance sheet for period ending Decem-
ber 31, 2003 and 2004, 20 Table 1.2; cash
flow statement, 2003, 23 Table 1.3; evalu-
ation of operating results for fiscal
years 2003 and 2004, 36 Table 1.7; final
ROI analysis results for software train-
ing, 107-108 Table 3.4; income statement
for fiscal years 2003 and 2004, 15; initial
ROI analysis, 99-100 Table 3.3

Vendor: authorization, 132; management,
115-153; outside, for training and devel-
opment, 351; selection, 140-149, 352

Vendor selection: categorical approach,
141-142; and contract, 147; and estab-
lished reputations, 146; importance of,
145-149; seven negotiating tips for, 149;
strategic selection of, 147-149; weighted
average approach, 142-145

Vertical analysis, 26-27; and VEHD income
statement for fiscal year 2003-2004, 27
Table 1.4

Vision, 214-215

W)

Weerasinghe, T., 360

West Coast Bank, 361

Widgets, 323

Working capital, 11, 19. See also Share-
holder’s equity

Wright, B., 360

Y

Yellow Pages New Zealand, 360



