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A
Accidental trainer: challenges of, 3–4; future direc-

tions for, 162–165; organizational roles of,
18–20; productivity and enjoyment enhance-
ments for, 158–161; professional development
for, 3, 47, 163–165; résumé for, 163; rewards of
being, 2–3; roles and responsibilities of, 1, 4–18,
59; skills needed of, 3, 18–20, 162–163; sup-
port-oriented responsibilities of, 5–9; task-ori-
ented responsibilities of, 9–18

Accidental Trainer Web site, 120–121, 136

ADDIE method, 138–155. See also Instructional
design (ID)

Administrative tasks, 14–15; getting help for, 69, 162;
in implementation phase, 150; organizing,
60–64; time management for, 65–69

Adult learning, 132–133

Advanced Training Source, 169

Advisory committee, 25, 28

Advisory councils, 142–143

Advocates, cultivating, 159–160

Air-conditioning, 84

allconferences.com, 122

Allen Communication Learning Services, 76

Alliances: building, 21–31, 42; enhancing, 158–160;
external, 28–31, 159; internal, 22–28, 158–160

American Management Association, 168

American Payroll Association, 119

American Society for Training and Development
(ASTD): benchmarking survey of, 51–52, 53;
Buyer’s Guide of, 170; contact information for,
172; International Conference and Exposition of,
122; membership in, 30; training offered by, 119

Annual reports, 25, 26

Assistance, asking for, 160–161

Association for Operations Management, 122

Association for Women in Communications, 119

Associations. See Industry organizations; Professional
organizations

ASTD Buyer’s Guide, 170

Attorney coaching, 8

Audiovisual (A/V) requirements, 90–92
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Automax, 51

Autonomy, 2

B
Bad news, sharing, 27–28

Barter, 57

Benchmarking, 54–56

Block time, 68

BLR, 169

Bob Pike Group, 167

Bob’s Stores, 13

Boundaries, 65–66

Bozarth, J., 56–57

bozarthzone.com, 56

Break area, networking in, 23–24

Breakout rooms, 88–89

Briefings, 38–39

Budgeting: benchmarking for, 54–56; comparative
statistics on, 51–52, 53, 54–56; considerations
in, 51–52; cost-per-head method of, 44, 54;
expenditure tracking and, 57–58; facility selec-
tion and, 86; financial terms related to, 44–45;
funding sources and, 52; make-or-buy decision
and, 99–100; percentage-of-payroll method of,
52, 53; suggestions for, 56–57; for trainer profes-
sional development, 47. See also Investment in
training

Bulletin boards, 34

Burnout, 4

Burst time, 68

Business-owner trainer, 18–19

Business plan, 161–162

Business result evaluation, 153

Business Training Media, 169

Buxton, C., 65

C
Cafeteria or lunchroom: networking in, 23–24; at off-

site training locations, 94, 95; personal commu-
nications in, 41

Calendar: formal communications, 13; for time man-
agement, 66–67; training, 56

Camtasia, 171

Career directions, for accidental trainers, 162–165

Catering, 95

CD-based training, 136

Chambers of commerce, 30–31, 130

Change, resistance to, 37

Charge back, 44

Charles, C. L., 11

Checklists, as training solution, 128

Chevron seating arrangement, 88

Chief Learning Officer (Web site and magazine), 170

Clarke-Epstein, C., 11

Classroom-based training, 79, 80

Classroom-style seating, 87

Clip art, 75

Coach role, 8

Coaching: resources on, 168; skills training for,
100–101; as training solution, 128

Coachville, 168

Coastal, 169

College education investment, 43

Colleges: interns from, 57, 69, 120; training from,
116–117; tuition reimbursement for, 123–125

Comfort zones, 37

Communications: calendar for, 13; of expectations,
67; formal plan for, 37–38; for marketing the
training function, 12–14, 32–36; personal, 41;
spoken, 40–41; templates for, 64; of value of
training, 36–41; written, 38–40

Community-based job training, 52

Community colleges, 116–117, 124

Community resources, 57, 116–125

Company business: gathering data on needs and,
45–48; learning about, 25–26

Company newsletter, 34

Company records, 143

Compelling message, 12

Computer-based training (CBT), 9, 136

Computer password and user name list, 61, 62

Conference calls, 57, 80, 120

Conference centers, 15, 84, 89, 90, 94

Conferences, professional, 34, 47, 122–123

Consistency, 12–13, 42

Consultant selection committee, 108

Consultants: defined, 98; resources on, 170–171. See
also Vendors

Consulting role, 5–7
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Contact information, capturing, 158–159

Content: make-versus-buy decision and, 100–101;
sequencing, 146

Continuing education classes, 116–117

Contract negotiations: for facilities, 15; with vendors,
111–113

Contractors, 98. See also Outsourcing; Vendors

Copyrights, 111, 112

Corrective action conversation worksheet, 136–137

Cost: of buying versus making training, 99–100; of
not doing training, 48–49

Cost-benefit analysis, 44

Cost center, 43, 44, 49, 50

Cost per head, 44, 54

Course Junction, 168

Coworkers, getting help from, 69, 162

Cracker barrel presentation, 80

Crescent seating arrangement, 88

Critical path, 69–70

Cross-training, 129

Custom-designed training: adult learning theory and,
132–133; creating, 131–155; design process for,
138–155; reasons for, 10; types of, 133–138. See
also Instructional design

Customer service managers, 37, 40

Customer service training, 6–7, 47

Customized products, 98, 100–101

CyberU, 119

D
Data analysis, 143

Data gathering, for needs analysis, 45–48, 140–143

Delegation, 68–69

Deliverables, defined, 98

Delivery: contract trainers for, 105–106; defined, 98;
methods of, 79–80, 133–138, 143–145

Department goals and plans, 46–47, 48

Department managers: briefings to, 38–39; communi-
cations to, 37; executive summaries to, 39–40;
future careers and, 164–165; linking training to
business objectives of, 24, 37, 46–47, 48, 50–51;
meetings with, 22–24, 25, 26–28, 35; offering
training previews to, 34–35; speaking the lan-
guage of, 40–41; task force with, 26–28

Departmental data, 46–47

Design phase, 143–149. See also Instructional design
(ID)

Designer’s Edge, 76

Development: of materials, 11, 56, 150; phase of,
149–150; responsibilities of, 11

Discussion groups, 129–130

Distance learning, 124

Distractions, 82, 85, 86

Dragon Naturally Speaking, 77

Dummies Web site, 32

DVD-based training, 136

DVD players, 91, 92

E
e-learning: hiring a Web developer for, 104–105;

options for, 136

e-Learning Center, 119

e-Learning Solutions on a Shoestring (Bozarth), 56

e-mail: checking, 68; cost-cutting with, 57; out-of-
office responses to, 67; sorting and managing, 67

e-mail program training, 144, 148

e-newsletter, 32–33

Easy-to-difficult sequencing, 146

eLance, 170

Employment, Labor and Training grants, 52

Employment and Training Administration (ETA)
Programs and Initiatives, 52

Employment satisfaction surveys, 25, 50

Enjoyment, suggestions for, 158–161

Entelechy, 169

Enterprise Media, 169

Equipment requirements, 15, 73, 85, 90–92

Evaluation: audiences for, 17–18; designing, 148–149;
forms of, 151–155; Kirkpatrick’s levels of,
16–17, 18; phase of, 151–155; purposes of,
16–18; responsibilities of, 16–18

Evaluation sheets, 34

Executive summaries, 39–40

Expenditure tracking, 57–58, 61, 73

F
Facilitators, 105–106

Facilities: characteristics of, 84–85; choosing, 83–86,
96; equipment requirements and, 85, 90–92;
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management of, 14–15; room arrangements for,
15, 86–89; scheduling for, 89; types of, 82–83

Facilities management industry, 29

Fast food restaurants, 132–133

FedEx Kinkos, 76

Financial terms, 44–45

Find a Seminar, 168

Fixed costs, 44

Flip charts, 90, 91

Focus groups, 142–143

“Follow Joe around” training, 115–116, 134

Formalized on-the-job training, 127

Fred Pryor Seminars, 168

Free and low-cost training programs, 116–123

freeconference.com, 122

freeconferencecall.com, 122

Freelancers, 69

Frequent-to-less-frequent sequencing, 146

Friedmann, S., 94

Frontline workers: advisory committee of, 28; market-
ing to, 37; needs-analysis questions for,
141–142; observing, 142; surveying, 25, 50, 142

Full-time trainer, 19

Funding resources, 52

G
GANTT, 69–70

GCLearning.com, 76

Global roles, 5–9

Goals, business, 46–47, 48

Google, 75–76

Government agency training, 119–120

Government funding, 52

Government regulations, 46, 54, 56

Grants, 52

Grants.gov, 52

Graphic designer, 103–104

Great Circle Learning, 76, 170, 171

Group facilitation, 3, 11

Group training, 144

H
Handbook of Practical Program Evaluation (Wholey,

Hatry, and Newcomer), 17

Handouts, 56, 93

Hands-on-training, 144, 147–148

Hatry, H. P., 17

Health Insurance Portability and Accountability Act,
54

Heating, 84

Help function, 136

Horseshoe-shape seating, 87

Hotels, 15, 84, 89, 90, 93, 94, 117

HRD Press, 170

Human resource (HR) department: trainer from, 19;
tuition reimbursement programs and, 124

I
IBM ViaVoice, 77

iListen, 77

images.google.com, 75

Implementation phase, 149, 150–151

Income statement, 44

Independent contractors, for administrative help, 
69

Indirect costs, 45

Industry knowledge, staying current on, 3, 29–30

Industry organizations: benchmarking with, 54, 56;
conferences of, 47, 122; membership in, 29–30;
training from, 113

Industry regulations, 46

Informal workplace training, 115–116, 133–134

Information technology (IT) department, 9, 15

Injuries, 50

Instant Trainer, The (Charles and Clarke-Epstein), 11

Institute of Management and Administration
(IOMA), 121, 143

Instructional design (ID): ADDIE method of,
138–155; anticipating changes in, 73–74; 
design step in, 143–149; development step in,
149–150; evaluation step in, 151–155; imple-
mentation step in, 149, 150–151; needs analysis
step in, 139–143, 155; project planning for,
70–74; responsibilities of, 10; software packages
for, 76, 136, 171; worksheet for, 154

Instructional designers, 105

Internal capabilities, make-or-buy decision and, 101

Internal Revenue Service, 45, 123

Internalization, 153

International Coaching Federation, 168
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International Society for Performance Improvement
(ISPI), 30, 172

Internet access, 15

Interns, 57, 69, 120

Investment in training: data gathering to validate,
45–48; proving the value of, 48–51; rationale
for, 43–44. See also Budgeting; Value of training

ISO9000, 46

J
Job aids, 128, 136–138

Job readiness training, funding sources for, 52

Job rotation, 128–129

Journal, 64

Journals: in in-house library, 125–126; professional,
34

K
Kirkpatrick, D., 16–17

Knowledge objectives, 146–147

Known-to-unknown sequencing, 146

Kudos file, 160

L
Langevin Instructional DesignWare, 76

Langevin Learning Services, 167

Language, speaking managers’, 40–41

Laptop computers, 91

LCD projectors, 90, 91

Leader guides, 92–93

LeaderGuide Pro, 76, 171

Learning by doing, 3

Lectures, 80

Library, in-house, 57, 125–126

License costs, 45, 111–112

Lighting, 15, 85

Lists and logs, 60–64

Location, 79–86. See also Facilities

Logos, 13

Longevity, of training program, 100

Low-hanging fruit, 24–25

Lunch, 94–95

M
Macromedia, 171

Maintenance Solutions, 29

Make-versus-buy decision, 98–103

Management by walking around, 23

Management task force, 26–28

Manager-trainer, 19

Managerial role, 8

Managers. See Department managers; Senior manage-
ment

Managing a Small HRD Department (McCoy), 101

Manufacturing Alliance of Connecticut (MACT), 130

Marketing, of training function, 11–14, 31–36, 42.
See also Communications

Materials: development of, 11, 56, 150; distribution
of, 150; licensed, 45, 111–112; templates for, 64;
for training sessions, 92–93; updating, 150. See
also Off-the-shelf training

McCoy, C., 101–102

McDermott, Will and Emery, 13

Medical data training, 54, 56

Meeting and Event Planning for Dummies (Fried-
mann), 94

Meeting planning and management, 3, 11; for depart-
ment manager meetings, 22–24; facilities and,
14–15; for management task force meetings,
27–28

Memos, 38

Mental breaks, 158

Mentoring, 128

Merchant accounts, 61

Microphones, 90, 91

Microsoft Office Web page, 32, 119

Microsoft PowerPoint. See PowerPoint presentations

Mimeo.com, 76

MS OneNote, 77

MS Paint, 57

MS Sound, 57

N
Name tags, 93

National Association of Workforce Boards, 52

National Automobile Dealers Association, 54

National Insurance Brokers Association, 54

National Seminars Group, 168
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Needs and needs analysis: data gathering for, 45–48,
140–143; in design process, 139–143; manage-
ment perspective versus realities in, 23, 139;
overview of, 5–7, 139–140, 155; questions for
managers in, 6, 140–141; questions for workers
in, 141–142

Negotiation skills training, 101

Networking: external, 30–31, 159; internal, 22–24,
158–160; personal support, 160

New employee orientation, 149–150

New employee training checklists, 127, 134

New York State, funding in, 52

Newcomer, K. E., 17

news.google.com, 75

Newsletters: company, 34; subscriptions to, 47, 61,
125–126; training department, 32–33

No, saying, 65–66

Number of attendees, 86–87, 93

O
Objective tests, 152

Objectives: defining, 145–146; knowledge versus skill,
146–147; practice areas and, 147–148

Observation, 142

Occupational Safety and Health Administration regu-
lations, 46, 48, 100

Off-site facilities, 15, 82, 83, 84, 86; equipment
charges of, 92; materials delivery to, 93. See also
Facilities

Off-the-shelf training: brokers for, 106–107; defined,
10, 98; fees for, 111–112; legal considerations in,
111–113; options for, 99; resources for, 113,
169–170. See also Vendors

Oil changing, 146–147, 148, 151

On-site facilities, 82, 84, 86. See also Facilities

On-the-job training: formalized, 127; informal,
115–116, 133–134

One-person training department, 19–20

onproject.com, 76–77

Open houses, 159

Operational tests, 152

Operational training, 144

Organization, 60–64

Organization Development Network, 30

Organization size, budgeting and, 54, 55

Out-of-town meeting spaces, 82–83

Outcomes definition, 145–146

Outsourcing, 11, 97–114. See also Off-the-shelf train-
ing; Vendors

Overhead projectors, 90, 91

Overwhelm, 3, 4, 158, 165

P
Passwords log, 61, 62

Payroll records assessment, 143

Per diem rates, 45

Per head cost, 44, 54

Per-use fees, 111

Percentage of payroll, 52, 53

Perches, 75

Performance improvement specialist, 9, 155

Performance result evaluation, 152–153

PERT, 69–70

Pfeiffer, 171

Pharmaceutical sales training, 87

Phone messages, 67, 68

Photos, 34, 38, 75

PhRMA Code, 46

Pilot tests, 34, 150–151

P&L statement, 44

Planet Learn, 170

Planning diagram, 70

Planning worksheets, 70–73, 81

Pluck.com, 75

Pooling of resources, 130

PowerPoint presentations, 57, 69, 90, 133; outsourc-
ing, 105; self-directed, 136, 149

Practice, 144, 147–148

Prepackaged training programs. See Off-the-shelf
training; Vendors

Presentation skill resources, 167

Presenter role, 11

Preventive maintenance training, 49

Previews, offering, 34–35

Printing and reproduction: cost-saving for, 56, 150;
online, 76, 150; outsourcing, 106

Proactivity, 4, 12

Problem-to-solution sequencing, 146

Professional development, 3, 47, 163–165

Professional organizations: conferences of, 34,
122–123; contact information for, 172; member-
ship in, 30, 47, 61, 160; training from, 119. See
also Industry organizations
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Project changes, 73–74

Project management and planning, 3, 69–74, 76–77

ProSavvy, 171

pryor.com, 168

Public seminars, 99; options for, 107, 117; resources
for, 168–169

Public speaking, 3, 11

Q
Quality control manager, 40

Quantum Copy, 76

Questioning techniques, 11

Quick Start guides, 136

R
Receipts, 61

Receptions, 159

Refreshments: for management task force meetings,
27; for training sessions, 56, 93–95

Rental time, 85

Request for Information (RFI) Worksheet, 108–111

Requests for training: proactive approach to, 4; ques-
tions to address, 6; responding to, 2, 5–7, 47,
65–66; saying no to, 65–66. See also Needs and
needs analysis

Research tools, 75–76

Researchers, 104

Resort facilities, 83

Resources: challenge of limited, 3–4; on coaching,
168; community, 57, 116–125; on contract
trainers, 170–171; for funding, 52; for off-the-
shelf training, 169–170; pooling, 130; for pre-
sentation skills training, 169–170; for public
seminars, 169–170; for teleconferencing, 169–
170; for train-the-trainer programs, 169–170

Résumé, 163

Retreats, 80

Return on investment (ROI), 40, 43, 45, 48–51, 153.
See also Investment in training; Value of training

Rewards, professional, 2–3

Robohelp, 171

Role plays, 144, 152

Room arrangements, 15, 86–89

Room comfort, 15, 84

Room rental, 15, 56

Rounds, 87

Roundtables, 80

S
Safety training, 50

Sales training, 48–49, 50–51, 150–151

Salespeople, as trainers, 117

Satisfaction improvement, 50

Schedule slips, 74

Scheduling, of training programs, 89

scholar.google.com, 75

Search tools, 75–76

Seating, 15, 85, 86–89

sec.gov/edgar, 26

Self-directed or self-study training, 80, 134–135;
development of, 149; in e-learning, 136; example
of, 144; off-the-shelf, 99; sample, 135

Self-management, 8

Senior management: communications to, 36–37, 38,
39–40; eliciting the goals of, 46

Sequencing, 146

Sexual harassment training, 98–99, 100

Shipping, 93

Shipping department manager, 26

Shoe U course, 10, 150

Sight lines, 85

Site licenses, 111

Skill objectives, 146–147

Skill tests, 152

Skills, of accidental trainers, 3, 18–20, 162–163

Slow-growth approach, 161–162

Small Business Administration, 119–120

Small Business Development Center, 119–120

Society for Human Resource Management (SHRM),
119, 122, 172

Soft skills, 117, 118, 144

Software packages: for e-learning, 136, 171; instruc-
tional design, 76, 136, 171

Southeast HR Conference, 119

Space, 84

State departments of labor, 120

State government funding, 52

Step-by-step sequencing, 146

Stickies, computer-based, 77

Subject matter experts: as accidental trainers, 19; cap-
turing, 158–159; formalizing, 129; interviewing,
10; as trainers, 11, 19, 107, 129
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Success stories, communicating, 34, 41, 159

Suggestion box, 159

Suppliers, training from, 117

Support-oriented responsibilities, 5–9

Support system, 21–31, 158–161

SurveyMonkey.com, 75

Surveys, 25, 50, 75, 142

Synchronous environment, 136

T
Tables, 85

Tailored products, 98

Talico, 170

Task forces, 25–28

Task-oriented responsibilities, 9–18; organizing,
60–64; time management for, 65–69

Taylor, A., 68

T&E (Travel and Expenses), 45

Technical guru role, 9

Technical skills, 117

Technology: cost-cutting suggestions for, 57; for
instructional design, 76, 78, 136, 171; knowl-
edge needed in, 11; for printing and reproduc-
tion, 76; requirements for, 15; for research,
75–76; for surveys, 75; tools of, 74–77

techsmith.com, 171

teleclass.com, 121

teleclassinternational.com, 121

Telecommunications history course, 101, 148

Teleconferencing resources, 122

Teleseminars or teleclasses, 120–122

Tell/Show/Do/Review model, 148

Temperature, 15, 84

Templates, 64

Temporary workers, 69

Tent cards, 93

Tests, 152

Thank-yous, 159, 160

The Training Clinic, 167

Theater-style seating, 88

Time: analysis of, 66; block and burst, 68; demands
on, 4, 65; make-versus-buy decision and, 100;
management of, 11, 65–69; taking control of,
65–66; tracking, 73

Tips, 32, 33

TJX, 13

To-do lists, 60–61, 64

Tool kit supplies, 14, 92

Trade publications, 29

Train-the-trainer (T3) programs, 107, 167

Trainers, contract: hiring, 105–106; resources on,
170–171

Trainers, internal: recruiting, 25; train-the-trainer
programs for, 107

Trainer’s Tool Kit, 14, 92

Trainers Warehouse, 172

Training: as everyone’s responsibility, 24; types of,
133–138

Training ABC, 170

Training and Seminar Locator, 168–169

Training department, laying the groundwork for,
161–162

Training design. See Design phase; Instructional
design

Training manager position, 164

Training Outsourcing, 171

Training program(s): community resources for,
116–125; creating custom, 131–155; defined,
79–80; free and low-cost, 116–123; making ver-
sus buying, 98–102; outsourcing, 97–114; pro-
ducing, 81–96

Training Program Planning Guide: Audiovisual sec-
tion of, 90; Dates and Times section of, 89; 
Food and Beverage section of, 94; Materials and
Reproduction section of, 92–93; Notes section
of, 95; overview of, 80–81, 96; Room Arrange-
ment section of, 83; template, 81

Training Registry, 169

trainingcontent.com, 170

Trash, act or delegate (T.A.D.), 68–69

Travel confirmations checklist, 61, 63

Travel expenses, 45, 47, 57

Trolling, 75

Tuition reimbursement programs, 123–125

Turnover, 50, 143

TV, 91, 92

U
U-shape seating, 87

U.S. Census, 43

U.S. Department of Labor, 120

Index182

Miner.bindex  4/17/06  3:43 PM  Page 182



U.S. Distance Learning Association, 124

U.S. Patriot Act, 46

unlockit.com, 169

Updates, 38

V
Value of training: communicating, 36–41, 42; eval-

uation and, 16; importance of, 36; investment 
and, 43–44; linking departmental business
objectives to, 24; marketing, 11–14, 31–36;
proving, 48–51; stakeholders in, 36–37

VCR, 91, 92

Vendors: for administrative help, 69; deciding 
whether to use, 98–102; defined, 98, 102; fee
structures of, 111–112; legal considerations 
with, 111–113; meeting with, 103; Request 
for Information (RFI) from, 108–111; sample
agreement with, 112–113; selecting, 108–111;
terms related to, 98; types of, 102–107; working
with, 111. See also Off-the-shelf training;
Outsourcing

Videoconferences, 80

Videos, 118

VistaPrint, 76

VNU/Training Magazine conferences, 122

Voice dictation software, 77

Voice mail, 67, 68, 136

VoxProxy, 171

W
Web: industry organizations on, 30; online training on,

119, 136; printing and reproduction on, 76;
project management service on, 76–77; putting
handouts on, 56; research tools on, 75–76; of sur-
vey tools, 75; user names/passwords list for, 61, 62

Web conferences, 80

Web developers, 104–105

Wholey, J. S., 17

Windows, room, 84

Windows software, 57

Word definition search tool, 76

Work-for-hire arrangement, 105

Workbooks, 93

Workers. See Frontline workers

Workforce Investment Act, 52

Worksheets: for accidental trainers, 60–64; for learn-
ers, 136–138; for training design, 154

Workshops, 80

Y
YouSendIt.com, 77

Z
zhornsoftware.co.uk, 77

Ziglar, Z., 48

Zoomerang.com, 75
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