
A

Adult states, 6
Adults: Knowles’s theory on learning by,

5; past classroom experiences of, 4–5
Agreement career discussion, 229, 231
Agreements: implementing performance

system, 244; on realistic development
goals, 221–223

Alice in Wonderland (Carroll), 68
Alternative training aids, 152
Analytical skills assessment, 39–40
Announcement career discussion, 229, 230
Announcing instruction position, 29–30
Annual performance appraisal: discussion

following, 198–200; Instructor Perfor-
mance Appraisal Form, 195e–197e; six
steps to, 194

Attitudes: positive, 110–111; questions to
test, 130–132

B

Bad-seed child state, 6
Benkowski, J., 22
Brown, K., 8
Butler, M., 9, 139

C

Canavan, F., 92
Career discussion: conducting, 232; deter-

mining type of, 229–231; monitoring
progress following, 232–233. See also
Development

Characteristics (instructor): definition of,
15, 19; required for instructor role, 23.
See also Competencies

Child states: communication from, 6–7;
two types of, 6

Circle room arrangement, 72, 73
Classroom problems: appropriate han-

dling of, 93, 96–98; computer-related,
150–151; “Powers tips” on handling,
96–97; three categories of common,
94e–95e; turning them into positive
learning experiences, 98–100

Classroom type arrangement, 72, 73
Classrooms: appropriate handling of prob-

lems in, 93–98; creating a vision for,
105; instructor control over, 89–90;
making it comfortable, 105–106; types
of arrangements for, 72–73. See also
Facilities

Closed questions: comparing open-ended
and, 128; use to end discussions,
129–130; to test for knowledge, 132

Cohen, S., 17
Communication: implications for instruc-

tors of adults, 7–8; instructor use of
clear language, 111–112; instructor use
of voice and inflections, 108–109;
nondiscriminatory language used in,
92–93; from parent and child states,
6–7; of performance expectations,
55–56, 240. See also Feedback; Ques-
tioning skills

“Company-ese,” 111–112
Compensation. See Rewards/recognition
Competencies, 15. See also Characteristics

(instructor)
Computer equipment, 150–151
Confidentiality issues, 224–225
Content/sequencing: adhering to specified

schedule, 117–118; all material accu-
rately/thoroughly presented, 118–119;
flexibility when necessary, 120–121;
instructor overview of, 114–115;
instructor provided instructions on
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tests/exercises, 116–117; instructor
provided objectives and, 115; instruc-
tor provided summaries and transi-
tions, 115–116; instructor review of
course, 68; instructor review of course
logistics, 113–114; material presented
in proper sequence, 120; performance
standards on, 59e–60e, 113–121. See
also Training materials

Cotton mouths, 104–105
Course evaluation standards, 61e
Creative child state, 6, 8
Critical parent, 6
Cues (minimal and overt), 85–88

D

Daily evaluations, 159
Decision making skills, 37–39
Deep breathing, 106
DeRouin, R., 5
“Desire to Be Here” exercise, 130
Development: career discussion role in,

229–233; confidentiality and privacy
issues of, 224–225; feedback during,
225, 240; forms of, 223–224; instructor
responsibility for, 234–237; instructor
training, 233–234; monitoring progress
of, 232–233; rating performance and
potential role in, 215–216; reaching
consensus on realistic goals for,
221–223; responsibility for instructor,
214–215; reviewing tools available for,
241–243; stages of, 234–235; steps to
effective, 228–229; ten characteristics
of excellent, 213–214. See also Perfor-
mance

Development groups: appropriate steps for
specific, 219e–220e; identifying six
types of, 216–218

Development plans: application of, 225,
227–228; Instructor Development
Plan, 226e; steps in formulating,
221–223

Developmental (formative) feedback:
comparing motivational and, 175; cri-
teria for excellent, 172–173; described,
41, 157, 173–174; differences between
negative and, 174; timing of, 176

Discriminatory language, 92–93
Distance learning, 9
Donahue, W., 22

Donar, S., 18
Drippers, 103–104
Dubois, D., 15
Duhaney, D., 18

E

Educational technology, 9
Electronically mediated instruction: defin-

ition of, 9; instructor responsibilities
for, 18–19; level of student motivation
and, 8–9

End-of-Course Evaluation form,
160e–161e

End-of-course evaluations, 159–162,
165–166

Environmental factors: common class-
room problems related to, 95e; setting
up and checking, 71–73

Equipment: common classroom problems
related to, 95e; setting up and ensuring
working order of, 70–71. See also
Training aids

Evaluation forms: annual performance
appraisal, 194–200; daily, 159; end-of-
course, 159–162, 165–166; follow-up,
162, 163e–164e, 166; observing
instructor performance, 178–186;
progress reviews, 186–190

Evaluations: consistent reviewing feed-
back on, 157–162; instructor action
based on reviewed, 165–166; Instruc-
tor Assessment Tool for, 180e–185e;
observation, 178–186; participant per-
formance and consistent, 155–156;
performance standards on, 61e, 76–77,
155–167; providing feedback to partic-
ipants, 156–157; referring evaluation
items requiring action, 162, 165;
reviewing previous course, 76–77; self-
evaluation by instructor, 166–167. See
also Performance; Testing

Exercises: clear instructions for, 116–117;
“Desire to Be Here,” 130

Experience: definition of, 15, 19; required
for instructor role, 22–23

Eye contact, 106, 107–108

F

Facilitator questioning techniques, 123
Facilities, 71–73. See also Classrooms
Fact finding career discussion, 229, 230
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Feedback: annual performance appraisal,
198–200; career development, 225,
240; criteria for excellent, 172–173;
definition of, 10; developmental (for-
mative), 41, 157, 172–176; impor-
tance of applying, 240–241; instructor
action based on reviewed, 165–166;
instructor observation, 171–200; inter-
viewing to assess skills in, 41–42; moti-
vational (summative), 41, 157,
172–178; negative, 174; private and
public, 177; providing participant,
156–157; reviewing evaluation,
157–162; sincerity of, 178, 225; speci-
ficity of, 177; tape recorders as source
of, 147–148; Training Manager’s
Guide to Providing Feedback, 199e.
See also Communication; Performance
system

Feuer, D., 5
Flexibility: in asking questions, 124; in

course outline when necessary,
120–121; interviewing to assess, 39

Flip charts, 148–150
Follow-up evaluation, 162, 163e–164e,

166
Formative feedback. See Developmental

(formative )feedback
Fritzsche, B., 5

G

Garblers, 104
Geber, B., 5
George, J., 92
Gestures/movements, 108
Gividen, J., 9
Glarers, 85
Greeting participants, 106
Gut wrenchers, 104

H

Harris, T. A., 5
High performance/high potential devel-

opment groups, 217, 219e
High performance/low potential develop-

ment groups, 217, 219e
How to Prepare Your Expatriate Employ-

ees for Cross-Cultural Work Environ-
ments (2005), 17

Hunt, D., 9, 139

I

Inflections/voice, 108–109
Initiative skills assessment, 43
Instruction: motivation and media-

based/instructor-led, 8–9; performance
standards on classroom, 58e–61

Instruction preparation: checklist for, 69e;
performance standards on, 57e–58e,
67–77

Instructional technology, 9
Instructor Assessment Tool, 180e–185e
Instructor Development Plan, 226e
Instructor evaluation. See Evaluations
Instructor excellence: common reasons

for failing to reach, 246–248; develop-
ment process of, 213–237; ensuring
successful, 239–248; impact on the
way we interact, 5–9; impact on the
way we learn, 3–5; performance system
to produce, 10–11; recognizing and
rewarding, 201–212. See also Perfor-
mance standards

Instructor Interview Form, 46e–47e
Instructor job definition, 25e–26e
Instructor nervousness: categories of,

102–105; tips to eliminate, 105–107
Instructor nervousness categories: cotton

mouths, 104–105; dippers, 103–104;
garblers, 104; gut wrenchers, 104;
mind blowers, 103; movers and shak-
ers, 102–103

Instructor Performance Appraisal Form,
195e–197e

Instructor performance. See Performance
expectations

Instructor preparation: content and objec-
tives reviewed prior to class, 68; deter-
mining trainee skill and knowledge
levels, 75–76; ensuring availability of
training materials, 74; ensuring
required supplies are set up, 74–75;
ensuring timely pre-course material
distribution, 75; overview of, 58e; per-
formance standards for, 67–77; prepa-
ration completed in time for class,
67–68; reviewing previous course eval-
uations, 76–77; reviewing training
plan to meet objectives, 70; setting up
and checking equipment/training aids,
70–71; setting up facilities, 71–73

Instructor Progress Review Form, 187e–188e
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Instructor roles: areas of responsibilities,
17–19, 245–246; characteristics
required for, 19, 23; components
required to fulfill, 19–23; defining your
own, 24; experience required for, 19,
22–23; importance of well-defined,
13–14; knowledge required for, 19, 21;
purpose of training and, 16–17; qualifi-
cations required for, 19, 21–22; skills
required for, 19, 20–21

Instructor selection: characteristics of a
good system for, 28–29; conducting the
interview, 48–52; definition of selection
system for, 10; post-interview actions,
52–53; pre-interview actions, 29–47e

Instructor Selection Form, 32e–33e
Instructors: accessibility to trainees,

80–82; areas of responsibilities by,
17–19, 234–237; ensuring success of,
239–248; eye contact by, 106,
107–108; job definition of, 25e–26e;
performance system role of, 245–246;
positive attitude toward subject by,
110–111; selecting, 10, 28–52; train-
ing, 233–234. See also Participants;
Skills requirements; Training managers

Interpersonal skills assessment, 35–36
Interviews: conducting the, 48–52; post-

interview actions, 52–53; pre-inter-
view actions, 29–47e

J

Jamieson, D., 123
Jewett, F., 166
Job definition: components of, 14–15; defi-

nition of, 10; of instructor job, 25e–26e
Job tools, 10. See also Training aids
Justice, T., 123

K

Kazanas, H., 22
Kirk, J., 92
Knowledge: definition of, 14, 19; deter-

mining trainee level of, 75–76; using
questions to test for, 130–132; required
for instructor role, 21. See also Skills

Knowles, M., 5

L

Language: instructor use of clear,
111–112; nondiscriminatory, 92–93

Leadership skills assessment, 36

Learning: instructor excellence impact
on, 3–5; Knowles’s theory on adult, 5;
turning negative situations into posi-
tive experiences of, 98–100; the way
we interact and impact on, 5–9

Legum, E., 92
Li, J., 9, 139
Lindholm, J., 15
Low performance/high potential develop-

ment groups, 217, 220e
Low performance/low potential develop-

ment groups, 218, 220e

M

Maldonado, C., 9, 139
Managing diverse groups skills, 43–44
Mantyla, K., 9
Medium performance/potential develop-

ment groups, 218, 220e
Millbower, L., 92
Mind blowers, 103
Minimal cues, 85–88
Monitoring development progress, 232–233
Motivation, 8–9
Motivational (summative) feedback:

comparing developmental and, 175;
criteria for excellent, 172–173;
described, 41, 157, 173; private and
public, 177; sincerity of, 178; timing
of, 175–176

Movements/gestures, 108
Movers and shakers, 102–103
Movie projectors, 145–146
Myers, J., 92

N

Negative feedback, 174
Negative student labels, 4
Nervousness. See Instructor nervousness
Nodders, 86
Nondiscriminatory language, 92–93
Norton, M., 92
Nurturing parent, 6, 8

O

Objectives: instructor provided, 115;
instructor review of course, 68; instruc-
tor review of training plan to meet, 70

Observing instructor performance: guide-
lines for, 179, 186; importance of,
178–179; Instructor Assessment Tool
for, 180e–185e
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Open-ended questions: overview of,
124–128; testing for skills/knowledge
using, 132

Organizations: adapting performance
standards to your, 62–63; trainer certi-
fication programs offered by, 23

Organizing skills assessment, 37
Overhead projectors, 143–144
Overt cues, 85–88

P

Parent states: communication from, 6–7;
two types of, 6

Park, J., 22
Participants: common classroom 

problems related to, 94e; “Desire to 
Be Here” exercise for, 130; determin-
ing skill and knowledge levels of,
75–76; greeting, 106; guided to reach
answers themselves, 136–137; han-
dling irrelevant questions by, 137–138;
instructor accessibility to, 80–82;
instructor answers to questions by,
132–133; instructor research to 
answer questions by, 133; instructor
response to cues given by, 85–88;
maintaining eye contact with, 106,
107–108; nondiscriminatory treatment
of, 92–93; past classroom experiences
of, 4–5; put at ease by instructor,
88–89; questions referred back to,
135–136; referred to by name by par-
ticipants, 82–83; as resources for
instructor, 90–92. See also Instructors;
Training

Participation: interviewing to assess skills
in, 42–43; performance standards on
evaluating, 61e; performance standards
on gaining, 58e, 80–100

Participation performance standards:
appropriate manner of classroom prob-
lems, 93–98; instructor accessibility to
participants, 80–82; instructor control
over classroom, 89–90; instructor
encouragement of participation, 80;
instructor responses to cues, 85–88;
instructor use of nondiscriminatory
language, 92–93; overview of, 58e; par-
ticipants put at ease by instructor,
88–89; participants referred to by
instructor by name, 82–83; partici-
pants as resources for instructor,
90–92; positive reinforcement 

techniques used, 83–85; turning nega-
tive situations into positive learning
experiences, 98–100

Performance: achieving excellent, 9–11;
annual appraisal of, 194–200; consis-
tent evaluation of participant,
155–156; difficult problems related to,
190–194; observing instructor,
178–186; rating instructor potential
and, 215–216. See also Development;
Evaluations; Rewards/recognition

Performance expectations: definition of,
10; importance of communicating,
55–56, 240; performance standard
communication vehicle for, 56–62;
vehicles used to communicate, 56–62

Performance problems: how to solve,
192e; theme-and-cue approach to solv-
ing, 190–191, 193–194

Performance standards: adapting to your
organization, 62–63; advantages as
communication vehicle, 62; on course
content and sequencing, 59e–60e,
113–121; description and use of, 56;
on evaluation instruction, 61e; on
gaining participation, 58e, 80–100; on
instructing the class, 58e–61e; on plat-
form skills, 59e, 101–112; on preparing
to instruct, 57e–58e, 67–77; on ques-
tioning techniques, 60e, 123–138; on
training aids, 60e–61e, 139–153. See
also Instructor excellence

Performance system: components of suc-
cessful, 10–11; defining performance
expectations, 10, 55–62, 240; instruc-
tor role in, 245–246; instructor selec-
tion, 10, 28–53; reviewing the, 239;
training manager role in, 243–245. See
also Feedback; Skills requirements

Peters, K., 9, 139
Piskurich, G., 92
Planning skills assessment, 37
Platform skills: using clear language,

111–112; described, 101; instructor
management of own nervousness,
102–107; instructor use of voice,
108–109; instructor’s positive attitude
toward subject, 110–111; interviewing
to assess, 37; maintaining eye contact,
106, 107–108; using natural gestures
and movements, 108; performance
standards on, 59e, 101–112; using
training materials as guide, 109
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Positive attitude, 110–111
Positive reinforcement techniques, 83–85
Post-interview actions, 52–53
Power tips on classroom problems, 96–97
PowerPoint presentations, 141–143
Powers 1-2-3 scale, 97–98
Powers, B., 9, 14, 98–100, 111, 112, 117,

130, 131, 165
Pre-interview actions: analyzing pre-inter-

view data, 30–31, 34; announcing the
open position, 29–30; Instructor Inter-
view Form preparation, 45–47e;
Instructor Selection Form to guide,
32e–33e; preparing for the interview,
34–45

Preparation. See Instructor preparation
Privacy issues, 224–225
Private feedback, 177
Problem solving: of difficult performance

problems, 190–194; interviewing to
assess skills in, 40–41

Problem solving career discussion, 229,
230, 231

Progress reviews: conducting, 189–190;
Instructor Progress Review Form,
187e–188e; purpose of, 186, 189

Public feedback, 177

Q

Qualifications: definition of, 14–15, 19;
required for instructor role, 21–22

Questioning skills: closed questions, 128,
129–130; guiding participants to reach
answers themselves, 136–137; handling
irrelevant questions, 137–138; instruc-
tor answers to participant questions,
132–133; instructor research to answer
participant questions, 133; of instruc-
tors versus facilitators, 123; interview-
ing to assess, 42; non-defensive answers
by instructor, 134–135; using open
questions, 124–128; performance stan-
dards on, 60e, 123–138; providing
opportunities for questions/reviews,
124; questions referred back to partici-
pants by instructors, 135–136. See also
Communication

R

Rating performance/potential, 215–216
Reading skills assessment, 36

Relaxation exercises, 106
Reward programs, 201–202
Rewards/recognition: as appropriate to the

performance, 205–206; creative and
resourceful approach to giving,
206–207; definition of, 10; instructor
responsibility for, 211–212; matching
what instructor values to, 202–203;
messages sent through, 203–205;
ninety-nine ways of giving, 208e–209e;
private and public timing of, 210; role
of feedback in, 240–241; sincere pre-
sentation of, 207. See also Performance

Rietz, T., 8
Risk taking skills, 44
Room arrangements: four types of, 72–73;

setting up and checking, 71–73
Rothwell, W. J., 5, 9, 15, 22, 42, 88, 107,

139, 142–143

S

Safety issues: setting up and checking,
71–73; training aids and, 152–153

Salas, E., 5
Scale for Rating Performance, 215–216
Scale for Rating Potential, 216
Schwager, S., 92
Schwarz, R., 123
Selection system. See Instructor selection
Sequencing. See Content/sequencing
Sexist language, 92–93
Shakers and movers, 102–103
Silberman, M., 91
Sincerity: of development feedback, 225;

of rewards/recognition, 207
Skills: definition of, 14, 19; determining

trainee level of, 75–76; interviewing to
assess job candidate, 34–45; using
questions to test for, 130–132; required
for instructor role, 20–21, 34–45. See
also Knowledge

Skills requirements: analytical skills,
39–40; to avoid first-level failures,
20–21; decision making skills, 37–39;
feedback skills, 41–42; flexibility skills,
39, 120–121, 124; initiative skills, 43;
interpersonal skills, 35–36; leadership
skills, 36; managing diverse groups
skills, 43–44; organizing and planning
skills, 37; participation skills, 42–43;
platform skills, 37, 101–112; problem
solving skills, 40–41; questioning
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skills, 42, 60e, 123–138; reading skills,
36; risk taking skills, 44; verbal skills,
34–35; writing skills, 44–45. See also
Instructors; Performance system

Slide projectors, 144–145
“Smile tests,” 158
Squirmers, 85
Stage fright, 107
Stern, J., 9, 139
Student labels, 4
“Sugarcoating” behavior, 134
Sugrue, B., 8
Summaries, 115–116
Summative feedback. See Motivational

(summative) feedback

T

Tape recorders, 147–148
“Telephone-ese,” 111
Testing: clear instructions for, 116–117;

consistent use of evaluation, 155–156;
using questions for skills/knowledge,
130–132; “smile tests,” 158. See also
Evaluations

Theater room arrangement, 72, 73
Theme-and-cue technique, 190–191,

193–194
Torrence, D., 92
Tosti, D., 173, 190
Trainer certification programs, 23
Training: definition of, 10; instructor,

233–234. See also Participants
Training aids: used to add to the learning

experience, 140–141; using alterna-
tive, 152; instructor maintenance or
adjustments on, 151–152; instructor
proficiency in using, 141–151; perfor-
mance standards on, 60e–61e,
139–153; prescribed instructions for
caring for, 153; using safety practices
when using, 152–153; setting up and
ensuring working order of, 70–71. See
also Equipment; Job tools

Training aids list: computers, 150–151; flip
charts, 148–150; movie projectors,
145–146; overhead projectors,
143–144; slide projectors, 144–145;

tape recorders, 147–148; video equip-
ment, 146–147; video projectors and
PowerPoint, 141–143

Training (magazine), 5
Training managers: appropriate develop-

ment role by, 223–224; career discus-
sion conducted by, 229–233;
confidentiality and privacy issues for,
224–225; Guide to Providing Feed-
back, 199e; monitoring development
progress, 232–233; performance system
role of, 243–245; recognizing and
rewarding instructors, 201–212,
240–241. See also Instructors

Training materials: ensuring availability
of, 74; ensuring timely distribution of
pre-course, 75; used as guide and not
script, 109; presented as per instructor
guide, 118–119; presented in proper
sequence, 120. See also
Content/sequencing

Training supplies, ensuring on-time avail-
ability of, 74–75

Transactional analysis (TA), 5–6
Transitions, 115–116

U

U shape room arrangement, 72
Unknown performance and/or potential

development groups, 218, 220e

V

Van Gundy, A., 91
Vanguard Consulting Group, 173
Verbal skills assessment, 34–35
Video equipment, 146–147
Video projectors, 141–143
Vision creation, 105
Voice/inflections, 108–109

W

Writing skills assessment, 44–45

Y

Yorton, T., 92
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