CPLP STUDY GUIDE

MODULE 6


MANAGING THE LEARNING FUNCTION (Module 6)
This information is based on ASTD Learning System imprint 10-09-5-6.  There may be variations with your version on objective phrasing and chapter titles.
	1 – NEEDS ASSESSMENT METHODS AND IDENTIFICATION <1 pager referring to Mod 1>

	Objective
	Information

	Explain the importance and purpose of conducting a Human Performance Improvement needs assessment.
	Needs assessment and analysis are the means of measuring a results gap and demonstrating whether a WLP intervention has closed the identified gap.
See Module 1, Chapter 7 for more info.


	2 – ADULT LEARNING THEORIES <1 pager referring to Mod 1>

	Objective
	Information

	Explain how adult learning theory is incorporated into learning and training
	Identifies best practices.
See Module 1, Chapter 1 for more info.

	Explain why an understanding of adult learning theory is important for developing and delivering training.
	Identifies best practices, which can be applied in design and delivery.

See Module 1, Chapter 1 for more info.


	3 – LEARNING DESIGN THEORY  <1 pager referring to Mod 1>

	Objective
	Information

	Describe why it is critical to understand what training can and cannot accomplish.
	To ensure it is the most appropriate intervention to address the performance issue (or part of the issue).

See Module 1, Chapter 2 for more info.

	State the first steps to approaching a learning intervention.
	Front-end (Performance, Cause, and suggested intervention analysis), then select the intervention.  If learning, do ADDIE process.

See Module 1, Chapter 2 for more info.



	4 - LEARNING TECHNOLOGIES  (you need most recent version! Significant changes made from 2008 to 2010)

	Objective
	Information

	Describe how learning technologies will support the organization’s goals and business objectives.
	Note:  Major shift in learning ability and opportunity with technology, including allowing personalized instruction and compressing learning times 50-60%.
To help achieve business strategy, which is often keeping up or leading in today’s global market, resources—like knowledge workers—need to keep sharpening their saws, such as with learning new skills, improving on old, and keeping abreast of market changes and opportunities and trends.  These include the technologies in place and how they are being used for learning events.

The learning strategies need to be aligned to the organization’s strategic goals.  The learning strategy needs to address delivery formats AND technologies and investments needed for the learning function to support the business strategy, goals, and objectives.

	Identify and select appropriate learning technologies to achieve the desired learning outcomes.
	Use following steps to align:
1) Identify learning objectives and desired outcomes

2) Identify needs of audience and geographical location(s)

3) Determine which activities and interactivity are needed

4) Review design considerations

5) Construct a rationale for the technology choices  (benefits to learners, alignment to business strategy/goals, cost effectiveness)

Recommends also capturing successes and lessons learned to help improve process / use of the technologies in learning events.

	Design instruction by applying appropriate technology-based solutions that support the desired learning outcomes.
	Technology for the sake of technology is not a learning solution—good instructional design is still required.  The technology is simply the vehicle to deliver the instruction through.
Keep up to date on what technology is available and consider is it the RIGHT fit for the learning event and learning goals.

Note:  Ensure the technology works for your constraints, such as SCORM-compliant & works with your LMS, such as accessibility-compliant (especially required for “public-accessed” learnings.

	Articulate a strategy that seamlessly integrates desired training content with optimal instructional methods, available presentation methods, and the best distribution methods.
	[Star Sarcasm:  Someone decided to pull out the thesauruses for this one]
Keep up to date on what technology is available and consider is it the RIGHT fit for the learning event and learning goals.

Asynchronous vs. Synchronous

Blended Learning vs. ILT or eLearning 

Ways to build interactivity and/or collaboration

See Table 4.3 for some options.  See Figure 4.1 for things to consider in the strategy.

	Employ evaluation strategies in order to compare the benefits of one delivery system versus another to choose the most effective model or technology.
	· Authoring Tool learning curve
· Cost

· Integration with other systems 
· Assuming that learners can use technology-based learning solutions

· Compatibility with LMS or Portal Technology

· Workstation Configuration

· How to deliver, implement, and deploy… [change management concerns like communication, support functions…]

	Articulate the role that learning management systems and knowledge management systems play in developing and employing specific training initiatives for an organization.
	<Star note:  I don’t think they covered this – or not clearly>

LMS – controls the technology that is feasible for use in separate learning events.
Knowledge management systems require management and accessibility to database with the knowledge in searchable, useable formats.
In both situations, it impacts how the end-user is impacted by the systems for their personal training initiatives.  For example, tracking progress and accessing new learning on the LMS.  Using the KMS for self-directed research and informal just-in-time training/job aids.

	Discuss the advantages and disadvantages of various technology-based training solutions, including CBT, electronic performance support systems (EPSSs), simulations, and intranets. 
	e-Learning (all encompassing; Table 4-5) 

Advantages – Learner control, great for rote skills, great for pre-requisite trng, relative ease of updating, flexible scheduling, no travel

e-Learning Disadvantages – equipment need, computer literacy needs, may be steep start up $, employee resistance, decreases human contact. 

Audio and Video (multisensory; Table 4-6)
Advs: enable multisensory learning; increases retention, can leverage already existing library.

Dis’s – equipment needs, need $ & time to develop. 

Web-Based  (intranet and internet; Table 4-7)
Advs – available from many libraries, easy to update materials, low distribution $, can access multiple courses with same software, self-paced

Dis’s – equipment needs, computer literacy needed, bandwidth issues, needs security measures. 

	
	Network-Based (Table 4-8)

Advs: wide variety content, quick distribution reaching various locations, no scheduling constraints, self-paced, low distribution $, can use existing resources

Dis’s: equipment need, computer literacy needed, time & $ to develop, challenge for low self-directed learners, bandwidth.

Disc-based (CD-ROM, DVD… Table 4-9)
Advs: avoids bandwidth restrictions or LMS requirement, no scheduling constraints, self-paced, evaluation built in, can use videos and graphics

Dis’s: Not always easily distributed, distribution $$/production $$ & time, equipment needs, low self-directed learners may be challenged.

Simulators & Virtual Reality (Table 4-10)
Advs – engages learner, safe trying environment with realistic conditions and feedback, promotes conceptual & procedural learning, reduces errors in transfer to job, increases retention

Dis’s - $$$, equipment needs, needs detailed understanding of cause and effect, needs lots of resources to develop

	
	TV-Based (Satellite, Teleconferencing, Cable; Table 4-11)

Advs: parties can see each other, allows remote and multiple sites involvement, visual interaction.

Dis’s – high transmission $, equipment needs at each site, some difficulty in virtual interaction, hard schedule. 

Mobile Learning (PDAs; Table 4-12)

Advs: are inexpensive to create, easily creatable, easy to use, low cost

Dis’s: limited or no use of graphics, often created WITHOUT considering instructional design. 

EPSS (Table 4-13)

Advs: allows self-paced, has low distribution $, can help on lack of skill or knowledge performance problem  [just-in-time]

Dis’s:  needs computer (and software), may not be good for psychomotor tasks, may need $ + time commitment to maintain. 



	CONTINUED

Discuss the advantages and disadvantages of various technology-based training solutions, including CBT, electronic performance support systems (EPSSs), simulations, and intranets.
	Job aid (Table 4-14)
Advs – best for tasks with low frequency, high complexity, or high consequence or error tasks, plus for tasks likely to change.  Can be checklists.

JA Dis’s – bad for time restricted tasks (emergencies) or tasks in some environments 

Note:  CBT (eL) Program design should focus on 5 elements: entertainment, interaction, control, usability, and customization.


	5 - LEARNING INFORMATION SYSTEMS

	Objective
	Information

	Describe the purpose of different types of learning information systems, including learning management systems (LMSs), learning content management systems (LCMSs), collaboration tools, and learning supports systems (LSSs).
	LMS automates administering, tracking, and reporting classroom and online training events.

LCMS package training content for publication and they can be primary authoring tools for developing learning content.

Collaborative Learning Software provides technological means of collaborative learning events, such as email, whiteboards, bulletin board systems, wikis, chat rooms, and online presentation tools.

LSS provide access to learning events for self-directed, all-location learning.  

	List the effects of LMSs and the role they play in the development of a new training department.
	· Can change the organization’s management style and career path alignments

· Promote openness and adoption of new technology

· Track courses and administrative functions

	List three ways learning systems may be incorporated into the learning function.
	<not addressed clearly in the material>

LMS – track learning

LMS – administer online courses

LCMS – provide easy to collaborate learning content

Collaborative Learning Software – learner interaction with learning events and other learners

LSS – take learning to beyond classroom or on-the-job.


	6 - MARKETPLACE RESOURCES

	Objective
	Information

	Describe one factor in selecting printed materials to support learning needs.
	· Does it appeal to different learning styles?

· Is language appropriate for audience (e.g., reading level)

· Is it primary or secondary language for audience?

· If secondary, are concrete examples and jargon-free and idiom-free language used?

· Free of bias? (gender, racial, age…)

· Determining what type of materials best fit training need

· Well written?
· Info presented is in learning-friendly style (chunked, mnemonics, illustrations, concrete examples)

· Will it be helpful after training (index, glossary, wide margins for note-taking…)

	List the marketplace resources that instructors or training managers may purchase from training vendors to meet internal training needs.
	Printed materials, training, project management services, e-learning or WBT materials…

	Describe one consideration when selecting e-learning content from a marketplace resource.
	· Audience-focused text

· Relevant questions (stimulate thought/reflection / transfer to job)

· Informative models (multi-sensual stimuli & information pathways)

· Retrievable information

· Chances to collaborate (interaction!)

	Describe one consideration when selecting web-based learning content from a marketplace resource.
	

	Discuss four factors to consider when deciding whether to use off-the-shelf versus in-house development to create training materials.
	· The organization’s & audience’s size
· The frequency of training

· The proprietary nature of the training

· Sources of learning and performance products and services

· The cost for initial development or purchase and recurring costs to deliver or maintain course

· The type of vendor price structure

· The amount and type of ongoing support

· The rate at which the content changes, requiring future updates or changes

· The experience of the vendor



	Compare the advantages and disadvantages of developing materials in-house to purchasing materials from a vendor.
	See Table 6-1.

	Summarize the steps to create a request for proposal (RFP) and list two elements that are included in the RFP.
	Process:
1) Determining Needs

2) Defining the Scope and Budget

3) Creating and Sending the Request for Proposal (RFP)

4) Evaluating Proposals and Selecting a Vendor

5) Notifying the Vendor and Negotiating the Contract

6) Implementing the Project

7) Monitoring the Schedule

8) Completing and Evaluating the Project

RFP’s included:

· Executive summary

· Company information

· Deliverables

· References

· Outlined development process

· Cost


	7 - UNDERSTANDING PROGRAM ADMINISTRATION

	Objective
	Information

	Define program administration.
	[Training] Program administration includes factors such as managing program elements to support the delivery of training; securing equipment and resources; identifying and training instructors; managing logistics, including course registration, scheduling and location; [tracking learners transcripts]; and working with SMEs as needed.

	List six responsibilities in the role of a training manager
	· Ensuring that programs support the organization’s goals and vision
· Gaining leadership’s support to ensure that employees attend and participate in learning interventions

· Planning and budgeting for programs

· Staffing and delivering programs

· Monitoring and maintaining quality of delivery and services

· Demonstrating ROI for programs – in essence, closing the loop and demonstrating the learning function’s value to supporting company goals and objectives

	Describe the purpose of the following components of a program curriculum: topics, outlines, objectives, courseware, media, and delivery methods.
	See Table 7-1 for elaboration on each.
· Topics: They relate to the knowledge and skills the employee needs
· Outlines: provides comprehensive list of topics and types of skills needed to be trained

· Objectives: defines what the learner will accomplish or be able to accomplish as result of training

· Courseware:  The text- or graphic-based materials that help deliver and assess the course content.

· Media:  Provides the animated content delivery via technology of the course content

· Delivery methods:  The method(s) used to create learning events and convey course content, such as ILT, CBT, OJT…

	State two considerations of managing facility equipment and resources.
	· What learning objectives need (if hands-on lab, will need equipment in lab)
· Accessibility of facilities (wheelchair access, bathrooms)

The guidelines based on screen distance may be on test.

	Describe two considerations for assigning instructors to train specific courses.
	· Trainer’s familiarity with information and background in content
· Trainer’s commitment to their work, profession, or field – their motivation (and enthusiasm) to facilitate learning

· Trainer’s care about learners

· Trainer’s ability to build “safe” learning environment

· Trainer’s flexibility to adapt

	Discuss considerations for using SMEs to provide training.
	Consider (see book for elaboration)
· Subject matter expertise

· Communication skills

· Adult Learning Principles (they should have basic knowledge)

· Desire  (never force one)


	8 - BUDGETING, ACCOUNTING, and FINANCIAL MANAGEMENT

	Objective
	Information

	Discuss the four-phased process for developing a strategic plan.
	1 – Formulation (id org’s values & mission, vision, and value statements)
2 – Development (SWOT or Internal & External Environmental Analysis; then develop strategic goals & objectives (SMART); then create action plans)

3 – Implementation (implement action plans)

4 – Evaluation (assess & deliver feedback on strategic plan’s results)

	Explain the role of the training manager in the strategic planning process.
	Providing or ensuring the following is provided:
· Creating value statements & aligning to org’s mission & vision

· Determining how much of org’s budget is spent on training

· Communicating focus on individual’s development needs

· Communicating value to senior levels of own & client organizations
· Applying business acumen (where we are; how we compare; how we can improve; what resources needed and how to best use them)

	Define the following accounting terms: assets, liabilities, equity, balance sheet, and income statement.
	· Assets: economic resources (what we own) that can be expressed in monetary terms.

· Liabilities: the debts or expenses the company owes.

· Equity: The value of the owners’/shareholders’ portion of the business after all claims against it.

· Balance sheet: a statement of the firm’s financial position (liabilities + equity = assets)

· Income Statements: explain revenues, expenses, and profits over a specified period of time (revenues – expenses = net income)

	Define budget management and list five budget expenses training managers plan for and manage during this process.
	Budget management = budget design & development (forecasting); budget execution; Reporting & reconciliation.
Budget expenses in training:

· Employee payments (salaries, overtime, raises, bonuses)
· Employee-related issues (turnover, hiring, training new staff, temps)

· Tools & Equipment

· New & replacement equipment (including maintenance)

· Training for trainers

· Travel

· Facilities rental costs


	9 - PRINCIPLES OF MANAGEMENT

	Objective
	Information

	Discuss five activities the training manager is responsible for in ensuring that the training department helps the organization achieve its goals.
	· Providing vision, direction, values, and purpose to their staff
· Motivating and inspiring people to work toward org’s goals

· Planning and budgeting to reach org’s goals

· Supervising the operations and staffing of the training department

· Aligning people with departmental and business goals

· Controlling issues and solving problems

· Assessing training needs

· Acting as an internal consultant

	Define the following functions of management and leadership: planning, organizing, coordinating, directing, controlling, and leading.
	See book (~page 111)
· Planning – forecast, set goals & objectives, develop strategies & establish priorities

· Organizing – design structure & assist in goal accomplishment; assigning work; delegating

· Coordinating – coordinate resources
· Directing – make right things happen

· Controlling – ensure everything is performed according to plan; assess situations; give timely feedback

· Leading – challenge the process, inspire a shared vision, enable others to act, model behavior, & encourage organizational and individual outcomes


	10 - PROJECT-PLANNING TOOLS AND PROCESSES

	Objective
	Information

	Define the project life cycle and discuss five phases within a life cycle.
	The project life cycle is everything that happens from the beginning to the end of the project.
Table 10-2 shows some phases (but # & name of phases change with project):

· Conception

· Selection

· Planning

· Execution

· Termination

· Evaluation

	List four basic goals of project management.
	To deliver a project on time, within budget, meeting the required performance of sepcification level, and uses resources wisely.

	Describe each of the following roles within a project: sponsor, champions, managers, and team members.
	Table 10-3

· Sponsor: senior management endorsing project
· Champions:  Communicators of project’s benefits, and removers of barriers

· Managers:  (Project Manager) compiles the tasks and subtasks; assign team members; coordinates and reports efforts and status of project…

· Interpersonal

· Informational

· decisional

· Team Members:  Provides work on tasks and subtasks to move project to completion.

	Describe the importance of time management in project planning.
	It ensures timely completion of the project – or effective communication of expected time additions.
Remember one of the goals of project management is “on time.”

	Explain the purpose of project planning worksheets.
	They help develop a schedule, establish a budget, estimate costs, and draft a project charter or statement of work.
They can identify tasks and subtasks, determining duration of work and identifying required resources.

	Define Gantt and PERT charts and explain their use in project planning.
	These are tools for detailing the tasks and timelines in project.  They identify tasks and subtasks, determining duration of work and identifying required resources.

	Describe the purpose of project-planning software tools.
	To provide a vehicle to generate charts as needed, to track updates and adjust reports, and to provide comparison from projected versus actual data (such as: time or cost factors)

	List six project management issues.
	Book fails to provide…[Star’s list]
· Scope creep
· Timeline / Milestones not meeting deadlines (behind schedule)
· Over budget

· Resource competition (project resources being pulled off project for other priorities / assignments)
· Lack of sponsorship (Senior Level sponsor fails to endorse and advocate on the project – can cause a project to be crippled or cancelled partway through)

· Communication (the Communication plan attempts to identify when and how to communicate to help mitigate a poor communication issue from sabotaging success)

· Risks (the Risk Management or Risk Analysis & Contingency Planning is designed to identify ALL Risks and how to handle them if one occurs; most people however focus on the more likely risks and how to handle them)

· Failure to celebrate and communicate success


Star Note: The book, Project Management JumpStart (Heldman), is a good PM explainer with tool examples.  Definitely provides clearer explanations of these concepts and processes.
	11 – COMMUNICATION AND INFLUENCE  <1 pager based on Mod 5>

	Objective
	Information

	Explain why communication and influencing are critical skills for a training manager.
	They are cornerstones of change initiatives.  When communicating change initiatives to others, three points help ensure that all involved understand:

· Telling them in advance

· Giving enough information

· Ensuring that messages correspond with actions (and body language)

See Mod 5, Chapter 9 for more info.


	12 - HR SYSTEMS

	Objective
	Information

	List six components of a human resource system and what each does.
	· Recruitment and Selection: attract the right talent
· Compensation: pay

· Performance management: develop, motivate, deploy, and align people to improve business performance

· Reward management:  figure out what motivates an individual & monitor to ensure needs are being met…99% motivated by: achievement, power, affiliation, autonomy, esteem, safety and security, and equity

· Job Design:  5 areas influence its motivation: skill variety, task identity, task significance, autonomy, and feedback.
· Training: <nuff said>

	Discuss how the training function interfaces with an organization’s human resources system.
	HR focuses on efficient and useful application of the company’s people – especially their knowledge and skills.  Training supports developing, improving, and maintaining job-application knowledge and skills.

	Explain how employee-related activities, including developmental planning, management by objective, job responsibilities, and compensation systems, are used to link individual goals with organizational goals.
	Book fails at this…
Basically, ideally employees job, goals, and strategies should be aligned with the organizational goals and strategies.

All of these items are part of how employee’s identify with the job and with opportunities that motivate them on performing with excellence on the job.


	13 – BUSINESS MODEL, DRIVERS, AND COMPETITIVE POSITION

	Objective
	Information

	Discuss how understanding the state of the business is imperative for a WLP professional to help the organization achieve its goals.
	Business model, business objectives, factors that affect growth, strategic business drivers, and corporate success measures are factors that drive how the learning functions creates and links training programs to business goals and objectives.

	Define what is meant by the culture or value system in an organization.
	Culture is the assumptions employees share about their work and their feelings toward the organization.

	List four environmental factors that affect an organization.
	· Internal factors (technology, new products, shareholder or financial influences…)
· External factors (economic change, human resource and skill shortages, governmental decisions, public perception, and market /customer requirements

· Employees (work-life balance, unions, talent shortages)

· Contractual (full- or part-time employee contracts, vendor agreements, suppliers)


	14 – EXTERNAL SYSTEMS

	Objective
	Information

	List and define six environmental factors that affect an organization.
	· Economic factors
· Political factors

· Sociological factors

· Cultural influences (national & local)

· Global influences

· Technological factors

· Employment factors

	List six external relationships that affect an organization and describe how they affect the learning needs of employees either positively or negatively.
	· Customers
· Vendors

· Competitors

· Community

· Charities

· Employees

<Book fail on describing how they influence learning needs>

They influence the business’ strategic goals and objectives, processes, and image (culture).  As such they can positively or negatively influence the learning needs and attitudes of the employees /learners.


	15 - LEGAL, REGULATORY, and ETHICAL REQUIREMENTS

	Objective
	Information

	Discuss employment law and regulatory requirements regarding licensing and certifications
	Whenever using a measure for significant employment decisions you must ensure it is not discriminatory.
For regulatory requirements, many industries require that employees hold appropriate licenses and certifications.  Training managers may have to offer such courses.  They also must track employees’ certifications and license status.

	List two implications of civil rights law on training design.
	May not discriminate in training programs against people with disabilities (ADA).
Must provide reasonable accomodations to such employees.

	Describe where WLP professionals will find current legislation regarding workplace safety.
	OSHA standards (which are Codes of Federal Regulations).
One such location:

http://www.osha.gov/Publications/osha2254.pdf 

	Describe two considerations regarding securities and financial reporting laws.
	Must obey laws and practices, such as preparing:
· Balance sheet

· Income statement

· Statement of cash flow

· Statement of owner’s equity

Publicly listed companies must prove that their internal controls are sufficient, including requiring documented formal training for some employees.

	Discuss the legal implication of IT compliance.
	Fast-paced changes drive need to keep IT group in compliance with new technologies and earning any required certifications.

	Discuss the implications of providing training in an organization with a labor union.
	No discrimination against union employees allowed with training.
“In training, instructors should use no examples, case studies, or role plays that infringe on a person’s personal philosophy or belief system” (such as political or religious examples).

Fulfill bargaining agreement contractual requirements as far as training program – such as tracking completed trainings and providing required training.

	Discuss the laws related to intellectual property when reproducing material for training.
	Don’t use or encourage others to use materials requiring previous permission for use – and if do use it GET and DISPLAY permission to use.  
All rights to print, multiply, distribute, vend copies or create derivative work belong to creator—unless contractually yielded.

Fair use depends on 4 vague factors that only taking to court clarifies:

· Purpose & character of use (including commercial vs. non-profit)

· Nature of the material

· Amount used (or importance of what is used)

· Effect on market potential for owner (do you cut into their profit)

“Copyright law protects the expression of an idea (but not the idea itself) in some tangible form.”

	Identify several types of documentation that may be required of a WLP manager and how each should be handled.
	Follow the corporation’s guidelines on maintaining and archiving their records.  Many training records have legal ramifications and must be maintained accordingly.
For example, because of a legal case, I had to locate what was the procedure and training program communications on an emergency work order for August of 2002.

Training documents one should archive:

· Published versions (each version) of training materials

· Attendance and performance records from training programs

· Training Project’s approval documents (such as a Project Scope document, Design Documents…)

· Policy and Procedures or resource documents being used for course work.

· Other documents that may be required for legal cases – such as an individual’s performance file.

	List four sources of ethical standards governing WLP professionals.
	· Professional Association Guidelines and Codes of Conduct
· The Academy of Professional Consultants and Advisors’ Code of Professional Ethics

· American Society for Training and Development National Code of Ethics

· Industry Standards

Star includes:

· International Coaching Federation’s set


MANAGING ORGANIZATIONAL KNOWLEDGE (Module 8)
	1 - CONCEPTS, PHILOSOPHY, AND THEORY

	Objective
	Information

	Express the concepts of knowledge management.


	· Data = raw and without context; many forms
· Information = data that has been given meaning.

· Knowledge = Information combined with understanding, so that it enables action.

· Tacit knowledge = personal knowledge in one’s head.

· Explicit knowledge = information that is documented or shared.

· Knowledge Management = the explicit and systematic management of intellectual capital and organizational knowledge.  Plus processes to manage such.

	List the components of knowledge management.


	· Collaboration & ability to connect users/groups
· Nature of expertise and access to experts

· Communities of Practice; communication within the COP

· Knowledge networking connects groups of people with systems and applications

· Making real-time info available, when needed
· Knowledge of organization depth & scope

· Personalization and navigation of system & interface

· INFORMING not instructing focus

	Define the goals of knowledge management.


	To be a resource for users.


	2 - HISTORY AND BEST PRACTICES

	Objective
	Information

	Summarize the history and roots of knowledge management.


	Probably began 1950s with Alfred Sloan at General Motors.  Spread nationally and internationally.  Based on Peter Drucker’s work that workers would shift from manual to knowledge workers.
Total Quality Management & Continuous Improvement initiatives helped pave way, as these often involve documenting lessons learned and best practices.

Internet lit fire in 1990s—providing access to more and more documented knowledge.

	Define best practice processes with regard to knowledge management and list several examples.
	· Collaboration
· Information chunking

· Readability

· Personification  

· Pursuit and exploit  (encouraging learning/exploring behaviors)

· Measurement for performance improvement


	3 - ACTIVITIES AND INITITIATIVES

	Objective
	Information

	Define the purpose and process of knowledge mapping in an organization.
	Purpose – to identify sources of information – shows what exists  in an organization and how to get there.

Process – Organizations may use surveys and/or knowledge audits.  May use snowball sampling (talking to people the interviewees).

	List the key principles of knowledge mapping.
	· Knowledge is transient.

· Build trust & sharing by explaining goal and establishing boundaries—including discretion.

· Lots of different forms of knowledge need to be id’d and gathered.

· Knowledge resides in multiple locations within an org.

· Essential to success is an awareness of org levels, cultural issues, reward systems, and timelines.

· Give attention to value of information being shared.

	Describe the importance of understanding the corporate culture and leadership prior to implementing a knowledge management initiative.
	Corporate culture shapes the organization’s effectiveness and long-term success.  It is instrumental in affecting any change initiatives.

	List an example where management’s attitude can hinder knowledge management in an organization.
	Management may interpret knowledge seeking as non-productive use of company time or equipment, e.g. “loafing, or surfing.”

	List three examples and consideration of how reward and incentive systems can support a knowledge management initiative.
	Rewards can promote use of knowledge management.

Can reward for:

· Sharing specific knowledge

· Facilitating knowledge management processes

· Documenting best practices

Note:  challenge often is perception that job security is dependent on being “the answer man” rather than truly sharing information globally.

	Define two means of capturing knowledge in an organization.
	· Brainstorming – compile and maintain list of ideas.

· Establish formal problem-solving processes and guidelines for documenting discussions and outputs.

· Cross-functional gatherings – leveraging problem-solving opportunities

	Describe the process for establishing knowledge management support in an organization.

<yuck—their “process” is more “tips”>
	· Begin with targeted projects specific to the org.

· Tie the project to discrete business requirements or opportunities.

· Keep the language simple and focused.

· Be careful of the technology used.

· Start small (pilot programs)

· Involve the people who will use the info, systems, tools, and processes from the start.

· Scrutinize what can and can’t be included as knowledge material.

	List five effects of knowledge management within an organization.
	Some benefits that often occur:

· Introduction of metrics

· Implementation of metrics

· Improved quality of information

· Information updates (focus on keeping it most current)

· Maintenance updates (reduced cost to maintenance because of direct access; may reduce printing costs…)

· Improved customer service metrics  (better access to answers can result in more customers satisfied)

· Increase in staff morale


	4 – UNDERSTANDING BUSINESS PROCESSES  <1 Pager referencing Mod 6>

	Objective
	Information

	Discuss how documenting business processes and establishing communities of practice can support a knowledge management initiative.
	<1 Pager referencing Mod 6, Chapter 13>




	5 - BUSINESS PROCESS ANALYSIS

	Objective
	Information

	Define the purpose of business process identification, and list several types of work processes to consider.
	Business process = how people, materials, methods, machines, and the environment combine to add value to a product or service.

The BP Identification is an analysis on the BP—rose from Total Quality (and other quality-focused) programs.

[I don’t see “types of work processes.”]

	List and describe several types of analysis tools and techniques to facilitate business process analysis.
	· Process map (flow chart)

· Six Sigma DMAIC method (Define, Measure, Analyze, Improve, and Control)

· Cause-and-effect diagrams (Fishbone or Ishikawa)

· Pareto Charts

· Five Why’s 

· Six Sigma IPO model (input – process – output)

· Evaluation models (such as Kirkpatrick + Phillips)

	Describe the importance of project management and potential life cycle issues that WLP professionals may encounter during this process.
	PM – to plan and assign the work to be accomplished on time for a project (has beginning and ending + results).  Focus is on 3 parameters: scope, budget, time.

Project Life Cycle is all that happens from start to end of project.

Often the make or break of project delivery on time is the completion of each phase on time, since some phases are dependent on results from an earlier phase.  The minimum timeline is known as the critical path timeline.
Common difficulties in Project Management include:

1) Lack of sufficient resources (people may be pulled away or have multiple commitments)

2) Lack of funds / equipment / time to meet needs

3) Scope creep

4) Unplanned contingencies (examples: weather, illness, change in management priorities…)


	6 - TECHNOLOGY AND KNOWLEDGE 

	Objective
	Information

	Describe the key differences between content management systems and learning content management systems.
	CMS = collaborative system that manages documents/content of organization.  It allows for accessing created documents, modifying, saving to common location, publishing, and presenting content.

LCMS = content management, but of learning objects—chunks of discrete learning events that may be accessed and combined with other learning objects. 

	Define portals, document management systems, and collaboration tools and the role they play in supporting knowledge management in an organization.
	Portal:  website that serves as a starting point to other resources on the Internet or Intranet.

Document Management System:  Can be for paper or electronic control of documents.  Allows to check-in, check-out, store and retrieve documents.  

Knowledge management is about collaborative knowledge access—the portals which allows linking to identified organizational knowledge and the DMS, like Sharepoint, allows for multiple people to access and use these documents.


	7 - INFORMATION ARCHITECTURE

	Objective
	Information

	List several considerations that WLP professionals should consider with regard to implementing collaboration tools within an organization.
	What Architecture the Information will take:

· What is mission and vision for site?

· What content and how will it be used/needed?

· How will learners access, navigate, search, label (tag)?

· How to maintain version control?

	Define several strategies for capturing knowledge with regard to system architecture.
	A Knowledge Base provides the access that employees need to seek and gain information and knowledge.

It is a specialized database that stores knowledge assets.

[Star Note—I’m failing to see “strategies” in this section]


	8 - DATABASE MANAGEMENT

	Objective
	Information

	Define the purpose of a database management system.
	To manage the database, allowing users to store, manage, and retrieve information through a use of tables.

	Describe two types of database server platforms and features.
	· Rational database management system (RDBMS) stores data in the form of tables linked by a unique identifier.  It makes it easy to work with individual records for updating.  Queries can be viewed in many different ways.

· Flat file databases contain all data in one table.

· Multi-dimensional databases (MDB) are often generated from relational databases and optimize analytical processing.  They provide quick query answers.

	Identify the importance of query generation with regard to a knowledge management system.
	Allows for searching and retrieval of knowledge assets.

Structured Query Language (SQL) is often the standard one.

	Explain the importance of other support requirements with regard to knowledge management systems, including specialists, performance testing, back-up facilities, and the ability to support specific formats.
	IT support is crucial to maximize an organization’s technology investment  (including on-going maintenance).

New systems require performance testing for successful adaptation by users.

If really big data units, some alternate database system options may be required, such as a RDBMS.

Back-up plans and recovery of data plans must exist to handle unexpected problems, such as system crash.


	9 - SYSTEM ANALYSIS AND DESIGN

	Objective
	Information

	List several techniques for developing systems and mapping workflow processes for systems.
	· IPO model (input – process – output)

· Project management tools and processes

· System development life cycle (figure 9-1) [system study, feasibility study, system analysis, system design, coding, testing, implementation, maintenance]


	10 – STRATEGIES TO MANAGE CULTURE CHANGE <1 pager based on Mod 5>

	Objective
	Information

	Describe the importance of managing culture change with regard to knowledge management and two characteristics that establish cultures share.
	Culture helps folks cope with life’s ambiguities.

Characteristics of established cultures:

· Collectiveness

· Emotionally charged

· Historically based

· Inherently symbolic

· Dynamic

· Vagueness

<1 Pager – referencing Module 5, Chapter 5>


	11 – ADULT LEARNING THEORY  <1 pager based on Mod 1>

	Objective
	Information

	Summarize several key concepts of how adults learn and the importance of creating an environment of learning.
	Concepts:

· Adult learners are pressed for time

· Adult learners are goal oriented

· Adult learners bring previous knowledge and experience (and filter new info through that)

· Adult learners have a finite interest in types of information – only focused on relevant info

An environment that encourages learning is fundamental to learning organizations/knowledge management.  It provides competitive advantages in marketplace and for the performer.

<1 Pager – referencing Module 1, Chapter 1>


	12 - AFTER ACTION REVIEW METHODOLOGY

	Objective
	Information

	Describe the purpose and benefits of AARs.
	AARs are an effective, structured way to get people to capture (and share) learning from their experiences.

It reflects on what happened and why and what might work better in the future – plus anything you want to ensure occurs again (leveraging success).

	Discuss how AARs can serve as a measurement for improvement and the importance of defining metrics and capturing lessons learned.
	Measurements should be used to assist employees in achieving goals they share with the organization.

Metrics allow for objective assessment of performance/goal attainment.

Lessons learned helps provide an awareness of the “why’s” of performance and what to repeat and what to change for future improvement.


Warning: Chapter 4 was rewritten and was posted on the Candidate Bulletin—If the objectives below don’t match your version and you can’t find the change, check the wiki site under Star’s Study Guides.  I kept a pdf of the change. - Star
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