A
Action plans
Career Development initiative,
128fig

Coaching for Business Impact
(CBI), 46, 47fig, 60fig

Performance Improvement Program
(PDCA) [THD], 276t-277t

Professional Development Day
(PDD), 190e

Salustatin Promotional Program
(SPP), 81-82, 84-88fig, 92e

See also ROI analysis (level 5)

Analytic Troubleshooting (ATS)

workshop

communication strategy used for,
181-182

data collection used for, 174, 175fig

evaluation of, 174-176

evaluation results in, 176—181

intangible benefits of, 181

lessons learned from, 182

need for evaluating, 173—-174

origins of, 173

See also Plastics Manufacturing
Company (PMC) case study

Application (level 3)

Analytic Troubleshooting (ATS)
workshop, 178-180

Career Development initiative,

113-120
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Index

Coaching for Business Impact,
55t-56, 57t

Computing Technology Industry
Association (CompTIA), 205,
206¢-207t, 213

CVS Caremark Pharmacy Opera-
tions RxSource project, 221fig,
222,223t,234-238

Effective Meeting Skills, 12, 31-33

Manage by Fact (MBF) training
program, 322t

Meetings and Events Programme,
143t-152

North Expansion of South Mine
(NESM), 340¢, 343fig

Performance Improvement Program
(PDCA) [THD], 268, 271

Salustatin Promotional Program
(SPP), 77, 79

Training Evaluation & Assessment
Team (TEA), 294-305

UTTC Professional Development
Day, 191-193

B
BCR (benefit-cost ratio), 324
Biosearch Pharmaceutical
Incorporated (BPI) case study
abstract on, 67
background information on, 68—72
communication strategy used in, 99
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Biosearch Pharmaceutical
Incorporated (BPI) case study
(continued)

evaluation methodology used in,
73t-88fig
evaluation results, 89-98
lessons learned from, 100
ROI calculation for, 99
See also Salustatin Promotional
Program (SPP); USA Field Force
Effectiveness team
Burkett, H., 103, 130
Business impact. See Impact (level 4)

C
Career Development initiative
action plan for, 128fig
alignment of performance improve-
ment solution for, 107fig
communication strategy used for,
126-127
evaluation results for, 111-125t
implementation strategy used for,
109-111
lessons learned from, 127, 129
program objectives of, 104—-105
questionnaire used for, 113—118fig
ROI planning involved in,
105-111
transfer strategy matrix for, 110fig
See also Innovative Computer, Inc.
case study
Carpenter, B. L., 259, 261, 286
Centers for Medicare and Medicaid
Services (CMS), 280
Coaching for Business Impact (CBI)
action planning for, 46, 47fig, 60fig
communication strategy used for,
63-65
credibility of ROI analysis of,
62-63
data analysis for, 52, 53fig
data collection for, 50fig, 51fig
description of, 43—-48
evaluation of, 48, 51fig-52, 54-63
introduction to, 42

objectives of, 48, 49fig
See also Nations Hotel Corporation
(NHC) case study
Codelco case study
abstract of, 335
background information on,
335-336
evaluation of NESM program of,
338-348¢
lessons learned from, 348—349
See also North Expansion of South
Mine (NESM)
Combs, W., 262
Communication strategy
used by Career Development initia-
tive, 126-127
used by Coaching for Business
Impact (CBI), 63-65
used by CompTIA Miller Heiman
methodologies, 215
used by Effective Meeting Skills
workshop, 38
used by Manage by Fact (MBF)
training program, 331, 332¢
used by Meetings and Events Pro-
gramme, 152
used by Performance Improvement
Program (PDCA) [THD], 282e,
283-284
used by Plastics Manufactur-
ing Company ATS workshop,
181-182
used by Professional Development
Day (PDD), 199
used by Ruche Media Company
(RMC) Inside Track program,
167-168
used by Training Evaluation &
Assessment Team (TEA), 313
Computing Technology Industry
Association (CompTIA) case
study
abstract on, 203
background information on,

203-205
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communication strategy used by,
215
evaluation methodology used by,
205-211fig
evaluation results for, 211-215
lessons learned from, 215-216
program costs in, 213, 214t
Sales Assessment Report for, 210fig
See also Miller Heiman methodolo-
gies
Conceptual Selling. See Miller Heiman
methodologies
Connell, A. O, 157
Converting data to monetary value
Career Development initiative,
121-123
CompTIA Miller Heiman method-
ologies, 212fig
CVS Caremark Pharmacy Oper-
ations RxSource project, 243,
245
Effective Meeting Skills, 26
Manage by Fact (MBF) training
program, 324
North Expansion of South Mine
(NESM), 345-347t
Plastics Manufacturing Company
(PMC), 174
Professional Development Day
(PDD), 194-196¢
Salustatin Promotional Program
(SPP), 97-98¢
Training Evaluation & Assessment
Team (TEA), 307t, 308¢t, 309¢
See also Data analysis; Monetary
benefits
Coronado, M. M., 335, 349
Coumbe, K., 287, 315
Credibility issues
of Coaching for Business Impact
ROI analysis, 62—63
Manage by Fact (MBF) training
program, 321, 324
of Professional Development Day

(PDD) ROI study, 198-199

Index 353

CVS Caremark Pharmacy Operations

case study

abstract on, 217

background information on,
217-220

discussion of, 251

evaluation methodology used in,
220-232

evaluation results in, 233t—250

lessons learned and recommenda-
tions of, 253-256

See also RxSource project

D
Data analysis

Coaching for Business Impact
(CBI), 52, 53fig

CVS Caremark Pharmacy Opera-
tions RxSource project, 221fig,
225,227, 231¢

Effective Meeting Skills, 25-27

North Expansion of South Mine
(NESM), 344fig-347t

Salustatin Promotional Program
(SPP), 82-84

Training Evaluation & Assess-
ment Team (TEA), 293t—294t,
296-291, 303, 305, 308

See also Converting data to mone-
tary value

Data collection

Career Development initiative plan
for, 106fig

Coaching for Business Impact
(CBI), 50fig, 51f1g

CompTIA Miller Heiman method-
ologies, 208-211fig

CVS Caremark Pharmacy Opera-
tions RxSource project, 221fig,
222-228e, 229¢-230e,

Effective Meeting Skills, 15-25

Manage by Fact (MBF) training
program, 321, 322t-323¢

North Expansion of South Mine
(NESM), 339-440¢, 341fig—344
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Data collection (continued)
Plastics Manufacturing Company
ATS workshop, 174, 175fig
Salustatin Promotional Program
(SPP), 75-82
Training Evaluation & Assess-
ment Team (TEA), 291, 293,
295-296, 298t—-304t, 306-308
Data sources
CompTIA Miller Heiman method-
ologies, 209fig, 210f1ig—-211fig
Effective Meeting Skills, 17-22
focus groups as, 3—6t, 80
See also Questionnaires

E
Edwards, L. A., 155, 169
Effective Meeting Skills workshop
administrative strategy and actions
during, 23
communication strategy used for,
38
data collection methods, 15, 17, 22t
data collection plan for, 24fig
data-collection procedures during,
15-25
follow-up impact questionnaire on,
18fig-21fig
See also TechnoTel Corporation
case study
Evaluation
Analytic Troubleshooting (ATS)
workshop, 174-181
Career Development initiative,
111-125¢
Coaching for Business Impact
(CBI), 48, 51fig—52
credibility issues of, 62—63,
198-199, 321, 324
CVS Caremark Pharmacy Opera-
tions RxSource project, 220-253
Effective Meeting Skills, 9-14fig
Manage by Fact (MBF) training
program, 321-331
Meetings and Events Programme,

140-152

North Expansion of South Mine
(NESM), 338-348

Performance Improvement Program
(PDCA) [THD], 264-282

Ruche Media Company (RMC)
Inside Track program, 161-167

Salustatin Promotional Program
(SPP), 73-99

Training Evaluation & Assessment
Team (TEA) program, 287-312

UTTC Professional Development
Day, 187-198

See also individual levels; ROI
Methodology

F
Falletta, S., 262
Faylor, N., 217, 257-258
Fernandez, R. L., 335, 349-350
Focus groups
Salustatin Promotional Program
(SPP) use of, 80
TechnoTel Corporation needs
assessment using, 3—6t

G

Gap analysis. See Needs assessment

H
Haigh, P., 131, 154
Hartman, J. J., 185, 201
Holton, E., 111, 262
Home Retention Group (HRG) case
study
abstract on, 287
background information on,
287-291
communication strategy used in,
313
evaluation of TEA program of,
287-291
evaluation results on TEA program,
291-312
lessons learned from, 312-313
See also Training Evaluation &
Assessment Team (TEA)
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Hormazabal, C. F., 335
HRG negotiations program. See

Training Evaluation & Assess-
ment Team (TEA)

1
Impact (level 4)
Career Development initiative,
120-124
Coaching for Business Impact,
56-57, 58t-59¢
CompTIA Miller Heiman method-
ologies, 207t, 208, 209, 211fig,
213
CVS Caremark Pharmacy Opera-
tions RxSource project, 221fig,
222,223¢t,238-253
Effective Meeting Skills, 1213,
33-34fig
Manage by Fact (MBF) training
program, 322¢, 328t
Meetings and Events Programme,
143¢-152
North Expansion of South Mine
(NESM), 340¢, 341t
Performance Improvement Program
(PDCA) [THD], 268-269, 271
Salustatin Promotional Program
(SPP), 77, 79, 89-91
Training Evaluation & Assessment
Team (TEA), 306-309
UTTC Professional Development
Day, 193-197
Innovative Computer, Inc. case study
abstract on, 103
evaluation used in, 111-125¢
organizational profile of, 104
See also Career Development
initiative
The Inside Track program
communication strategy used for,
167-168
creation of, 159
lessons learned from, 167
measuring success of, 161-165

Index 355

participant selection for, 159-161

percent agreement pre-program vs.
post-program, 165fig

ROI analysis of, 166—167

See also Ruche Media Company
(RMC) case study

Intangible benefits

Career Development initiative, 125

Coaching for Business Impact
(CBI), 62

CompTIA Miller Heiman method-
ologies, 212fig

CVS Caremark Pharmacy Opera-
tions RxSource project, 249-250

Effective Meeting Skills workshop,
27,37-38

Manage by Fact (MBF) training
program, 329, 331

Meetings and Events Programme,
151

Performance Improvement Program
(PDCA) [THD], 275, 280-281

Plastics Manufacturing Company
ATS workshop, 181

Professional Development Day
(PDD), 197-198

Training Evaluation & Assessment
Team (TEA), 310

Isolating program effects

CompTIA Miller Heiman method-
ologies, 212fig

CVS Caremark Pharmacy Oper-
ations RxSource project, 228,
232

Effective Meeting Skills workshop,
26

Manage by Fact (MBF) training
program, 321

North Expansion of South Mine
(NESM), 344f1g—345¢

Performance Improvement Program
(PDCA) [THD], 269, 272-273

Professional Development Day
(PDD), 194

Salustatin Promotional Program

(SPP), 95-97
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K
Kepner-Tregoe (KT), 173
Kerekes, K., 287, 314-315

L
Le Meridien Hotels case study

abstract on, 131

background information on,
131-133

Customer Promises list made out
by, 133

evaluation of Meetings and Events
Programme in, 140-152

See also Meetings and Events Pro-
gramme

Learning (level 2)

Analytic Troubleshooting (ATS)
workshop, 178

Career Development initiative, 112

Coaching for Business Impact,
54-55t

CompTIA Miller Heiman method-
ologies, 205, 206t, 208, 211, 213

CVS Caremark Pharmacy Opera-
tions RxSource project, 221fig,
222,223t,233-234¢

Effective Meeting Skills, 11-12,
30-31

Manage by Fact (MBF) training
program, 322t

Meetings and Events Programme,
140-141

North Expansion of South Mine
(NESM), 340, 342fig

Performance Improvement Program
(PDCA) [THDJ, 265, 270

Professional Development Day
(PDD), 191, 192fig

Salustatin Promotional Program
(SPP), 75, 76, 89, 90¢

Training Evaluation & Assessment
Team (TEA), 292-294

UTTC Professional Development
Day, 191

Level 1 (reaction)

Analytic Troubleshooting (ATS)
workshop, 176

Career Development initiative, 111

Coaching for Business Impact, 54t

CompTIA Miller Heiman method-
ologies, 205, 206t, 208, 209fig,
211

CVS Caremark Pharmacy Opera-
tions RxSource project, 221fig,
222,223t,233

Effective Meeting Skills, 10-11, 28,
30

Manage by Fact (MBF) training
program, 322¢

Meetings and Events Programme,
140-141

North Expansion of South Mine
(NESM), 340t

Performance Improvement Program
(PDCA) [THD], 265, 270

Salustatin Promotional Program
(SPP), 75, 76, 18t, 89

Training Evaluation & Assessment
Team (TEA), 291-292¢

UTTC Professional Development
Day, 187-191fig

Level 2 (learning)

Analytic Troubleshooting (ATS)
workshop, 178

Career Development initiative, 112

Coaching for Business Impact,
54-55¢, 89

CompTIA Miller Heiman method-
ologies, 205, 206t, 208, 211, 213

CVS Caremark Pharmacy Opera-
tions RxSource project, 221fig,
222,223t,233-234¢

Effective Meeting Skills, 11-12,
30-31

Manage by Fact (MBF) training
program, 322¢

Meetings and Events Programme,
140-141

North Expansion of South Mine
(NESM), 340¢, 342fig
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Performance Improvement Program
(PDCA) [THD], 265, 270

Professional Development Day
(PDD), 191, 192fig

Salustatin Promotional Program
(SPP), 75, 76, 89, 90t

Training Evaluation & Assessment
Team (TEA), 292-294

UTTC Professional Development
Day, 191

Level 3 (application)

Analytic Troubleshooting (ATS)
workshop, 178-180

Career Development initiative,
113-120

Coaching for Business Impact,
55t-56, 57t

CompTIA Miller Heiman method-
ologies, 205, 206t-207t, 213

CVS Caremark Pharmacy Opera-
tions RxSource project, 221fig,
222,223t,234-238

Effective Meeting Skills, 12, 31-33

Manage by Fact (MBF) training
program, 322t

Meetings and Events Programme,
143t-152

North Expansion of South Mine
(NESM), 340¢, 343fig

Performance Improvement Program
(PDCA) [THD], 268, 271

Salustatin Promotional Program
(SPP), 77, 79, 89-90

Training Evaluation & Assessment
Team (TEA), 294-305

UTTC Professional Development
Day, 191-193

Level 4 (impact)

Career Development initiative,
120-124

Coaching for Business Impact,
56-517, 58t-59¢

CompTIA Miller Heiman method-
ologies, 207t, 208, 209, 211fg,
213

Index 357

CVS Caremark Pharmacy Opera-
tions RxSource project, 221fig,
222,223t,238-253

Effective Meeting Skills, 1213,
33-34fig

Manage by Fact (MBF) training
program, 322¢, 328t

Meetings and Events Programme,
143t-152

North Expansion of South Mine
(NESM), 340¢, 341t

Performance Improvement Program
(PDCA) [THD], 268-269, 271

Salustatin Promotional Program
(SPP), 77, 79, 89-91

Training Evaluation & Assessment
Team (TEA), 306-309

UTTC Professional Development
Day, 193-197

Level 5 (ROI analysis)

Analytic Troubleshooting (ATS)
workshop, 177fig, 180-181

Career Development initiative,
124-125

Coaching for Business Impact, 57

CompTIA Miller Heiman method-
ologies, 211, 212fig, 213-215,
222

CVS Caremark Pharmacy Opera-
tions RxSource project, 221fig,
223¢

Effective Meeting Skills, 13, 34-38

Manage by Fact (MBF) training
program, 322t, 325-331

Meetings and Events Programme,
142e

North Expansion of South Mine
(NESM), 340¢, 344f1g—348¢

Performance Improvement Program
(PDCA) [THD], 269, 280t

Ruche Media Company (RMC)
Inside Track program, 166—167

Salustatin Promotional Program
(SPP), 82-83, 89-99

Training Evaluation & Assessment

Team (TEA), 309-312

—p—



Philips_bindex_3 01/09/07 358

—p—

358 Index

Level 5 (ROI analysis) (continued)

pre-training evaluation research on,

UTTC Professional Development
Day, 197

Lounsberry, C., 155, 169

M

Maisse, 1., 217, 258
Manage by Fact (MBF) training

program

communication strategy used for,
331,332t

converting data to monetary value,
324

credibility issues of evaluating, 321,
324

data collection plan for evaluating,
321, 322t-323¢

intangible benefits of, 329, 331

isolating effects of, 321

objectives of, 320-321

origins and development of, 320

post-training performance load
profile, 326fig

pre-training performance load pro-
file for, 324, 325fig

program costs of, 329, 330t

ROI analysis of, 323t, 325-331

ROI calculation for, 324-325, 327,
329

See also Quality Wheels Interna-
tional (QWI) case study

Massy, J., 131, 154
Meetings and Events Programme

appointment of meetings champi-
ons as part of, 134-135

barriers and enablers of, 152

business impact of, 149-151t

communication strategy used for,
152

evaluation of, 140-152

lessons learned from, 152—153

Major Trends in the Meetings
Industry session of, 140

percentage of benefits projected
from extra training of, 139fig

post-event evaluation of, 146—-149

135-138
ROI analysis plan, 142¢
timeline of, 134fig
training programme for, 138140
twenty-four-hour response of,
144-145
See also Le Meridien Hotels case
study

Miller Heiman methodologies

communication strategy used for,
215

described, 204

lessons learned from evaluating,
215-216

need for ROI evaluation to justify
using, 204-205

questionnaire used to evaluate,
209fig

ROI evaluation results on, 211-215

ROI methodology used to evaluate,
205-211fig

See also Computing Technology
Industry Association (Comp-
TIA) case study

Monetary benefits

CompTIA Miller Heiman method-
ologies, 213-214

of Effective Meeting Skills work-
shop, 33fig-36

Performance Improvement Program
(PDCA) [THD], 273-275, 278e

of RxSource project, 246t

of Salustatin Promotional Program
(SPP), 97

See also Converting data to mone-
tary value

N

National Science Foundation, 186
Nations Hotel Corporation (NHC)

case study
abstract on, 41
background information of, 41-42
evaluation CBI program of, 48,
51fig-52, 54-63
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See also Coaching for Business
Impact (CBI),
Nations Hotel Learning Organization
(NHLO), 42, 44, 45, 64fig
Neal, K., 217, 258
Needs assessment
Plastics Manufacturing Company
(PMC) case study, 173-174
Quality Wheels International
(QWI) case study, 318-319¢
TechnoTel Corporation case study,
2-17
THD (The Hospital District) case
study, 261e-262
North Expansion of South Mine
(NESM)
converting data to monetary values,
345-347t
data analysis on, 344fig—347t
data collection for evaluating,
339-440¢, 341f1g—344
evaluation objectives, 338-339
isolating effects of program,
344f1g—345¢t
lessons learned from evaluating,
348-349
original personnel from South
Mine, 317-318
overview of, 336-337t
program costs, 347348t
See also Codelco case study

Nyaude, A., 317, 333-334

o

Objectives. See Program objectives

P
Performance Improvement Program

(PDCA) [THD]

action plans for, 276t-277t

anticipated barriers and enablers of,
281-282

benefits and cost calculation of,
273-275, 278e-21%¢

communication strategy used for,

282e,283-284

Index 359

described, 261-262, 264
evaluation methodology used for,
264-269
evaluation results on, 269-282
Gantt Chart for the, 284¢
intangible measures of, 275,
280-281
isolating effects of, 269, 272-273
lessons learned from, 284-285
questionnaires, 266-267, 272t, 273t
See also THD (The Hospital Dis-
trict) case study
Phillips, J. J., 41, 65, 101, 157, 264,
268,272,213
Phillips Methodology. See ROI Method-
ology
Phillips, P. P., 1, 10, 39-40, 101, 268
Plastics Manufacturing Company
(PMC) case study
abstract on, 171
background information on,
171-173
communication strategy used by,
181-182
evaluation methodology used in,
174-176
evaluation results in, 176—-181
lessons learned from, 182
needs assessment of, 173—174
See also Analytic Troubleshooting
(ATS) workshop
Professional Development Day
(PDD)
action plan for, 190e
barriers and enablers of, 192—193
budget (2006) of, 197¢
communication strategy used by,
199
credibility of ROI study on,
198-199
evaluation methodology for, 187
evaluation results on, 187-198
intangible benefits of, 197-198
lessons learned from, 199-201
origins and development of, 186
purpose of evaluating, 186—187
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Professional Development Day
(PDD) (continued)
questionnaires on, 188e, 189
See also United Tribes Technical
College (UTTC)
Program costs
Career Development initiative,
123t-124
Coaching for Business Impact
(CBI), 61¢-62
CompTIA Miller Heiman method-
ologies, 213, 214t
CVS Caremark Pharmacy
Operations RxSource project,
244t
Effective Meeting Skills workshop,
36-37t
Manage by Fact (MBF) training
program, 329, 330t
Meetings and Events Programme,
149, 150¢
North Expansion of South Mine
(NESM), 347-348¢
Performance Improvement Pro-
gram (PDCA) [THD], 273-275,
278e-279t
Plastics Manufacturing Company
ATS workshop, 176
Ruche Media Company (RMC)
Inside Track program, 166¢
Salustatin Promotional Program
(SPP), 98
Program objectives
Career Development initiative,
104-105
Coaching for Business Impact
(CBI), 42, 48, 49fig
Effective Meeting Skills, 15,
16t
Manage by Fact (MBF) training
program, 320-321
Ruche Media Company (RMC)
Inside Track program, 164t
Training Evaluation & Assessment
Team (TEA), 288-289

Q
Quality Wheels International (QW1I)

case study

abstract on, 317

background information on,
317-318

communication strategy used by,
331,332t

Manage by Fact (MBF) training
program developed by, 320

needs assessment and gap analysis
by, 318-319¢

See also Manage by Fact (MBF)
training program

Questionnaires

Career Development initiative,
113-118fig

CVS Caremark Pharmacy Oper-
ations RxSource project,
224-225, 226e-228e,
229¢-230e

Effective Meeting Skills, 18fig—21fig

Meetings and Events Programme,
136-137

Miller Heiman class survey, 209fig

Performance Improvement Train-
ing Program (THD program),
266-267, 272t 273t

Professional Development Day
(PDD), 188e, 189

Salustatin Promotional Program
(SPP) use of, 80-81

Training Evaluation & Assessment
Team (TEA), 298t—304t¢

See also Data sources

R
Razzaghi, S., 287, 316
Reaction (level 1)
Analytic Troubleshooting (ATS)
workshop, 176
Career Development initiative, 111
Coaching for Business Impact, 54t
CompTIA Miller Heiman method-
ologies, 205, 206t, 208, 211
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CVS Caremark Pharmacy Opera-
tions RxSource project, 221fig,
222,223,233

Effective Meeting Skills, 10-11, 28,
30

Manage by Fact (MBF) training
program, 322t

Meetings and Events Programme,
140-141

North Expansion of South Mine
(NESM), 340t

Performance Improvement Program
(PDCA) [THD], 265, 270

Salustatin Promotional Program
(SPP), 75, 76, 78t, 89

Training Evaluation & Assessment
Team (TEA), 291-292¢

UTTC Professional Development
Day, 187-191fig

ROI analysis (level 5)

Analytic Troubleshooting (ATS)
workshop, 177fig, 180-181

Career Development initiative,
124-125

Coaching for Business Impact, 57

CompTIA Miller Heiman method-
ologies, 211, 212fig, 213-215

CVS Caremark Pharmacy Opera-
tions RxSource project, 221fig,
222,223t

Effective Meeting Skills, 13, 34-38

Manage by Fact (MBF) training
program, 322t, 325-331

Meetings and Events Programme,
142e

North Expansion of South Mine
(NESM), 340t, 344fig—348t

Performance Improvement Program
(PDCA) [THD], 269, 380t

Ruche Media Company (RMC)
Inside Track program, 166—167

Salustatin Promotional Program
(SPP), 82-83, 89-99

Training Evaluation & Assessment

Team (TEA), 309-312
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UTTC Professional Development
Day, 197
See also Action plans
ROI calculation
Analytic Troubleshooting (ATS)
workshop, 180-181
CompTIA Miller Heiman method-
ologies, 213-214
CVS Caremark Pharmacy Oper-
ations RxSource project,
219-220, 247-249
Effective Meeting Skills, 26-27
Manage by Fact (MBF) training
program, 324-325, 327, 329
Performance Improvement Program
(PDCA) [THD], 275
Salustatin Promotional Program
(SPP), 99
ROI equation
BCR (benefit-cost ratio) versus,
324-325
description of, 27
ROI calculation using, 27-28
ROI Institute, 101, 174
ROI Methodology
Coaching for Business Impact use
of, 53fig-60t, 61t-63
CVS Caremark Pharmacy Oper-
ation RxSource project use of,
220-232
evaluation framework of, 10t, 14fig,
73t, T4fig
Salustatin Promotional Program
(SPP) use of, 73-99
TechnoTel Corporation use of,
9-14fig
twelve guiding principles of, 30t,
89, 208
See also Evaluation; specific levels
Ruche Media Company (RMC) case
study
abstract on, 155
background information on,
155-156
measuring and monitoring turnover

at, 156159t
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Ruche Media Company (RMC) case
study (continued)

New-Hire Coaching Pilot Study
“The Inside Track” created for,
159-165fig

turnover costs summary for, 157t

See also The Inside Track program

Ruggiero, J., 287, 315-316
RxSource project

barriers to, 251-253

evaluation methodology used on,
220-232

evaluation results on, 233-253

isolating program effects of, 228,
232

lessons learned and recommenda-
tions on, 253-256

origins of, 218-219

program costs of, 244t

project benefits of, 246t

ROI calculation on, 219-220,
247-249

ROI process model used for, 221fig

See also CVS Caremark Pharmacy
Operations case study

S
Sallstrom, L., 203, 216
Salustatin Promotional Program
(SPP)
barriers to application of, 94, 95t
communication strategy used in, 99
data analysis of, 82-84
evaluation of, 73-99
evaluation results on, 82—83, 89-99
need for evaluation of, 72
ROI calculation of, 99
three components of, 70
See also Biosearch Pharmaceutical
Incorporated (BPI) case study;
USA Field Force Effectiveness
team
Saraniti, J. R., 335
Smith, K., 171, 183

Stakeholders
benefits of partnering with,
262-263
importance of support throughout
ROI process, 331
informational needs, expectations,
and priorities of, 263e—2064e
requesting TEA program evalua-
tion, 287-288
Starwood Hotels and Resorts, 131
Stone, R. D., 67, 101
Strategic Selling. See Miller Heiman
methodologies
Subject-matter experts (SMEs), 289,
312
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