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This manual was prepared by the secretariut of the United BKations
Industrial Development Organization (UNIDO) and is tzsed on the work
done by W, Conacher-Crow, an expert in management train.ng and
consultancy, for the United Nations Develomment Programme (UNDP)
project "Industrial Services Centre" (DP/NEP/72/007), for which
UNIDO was the executing asgency. The views ard opinions expressed
are those of the expert and do not necessarily reflect those or thne
secretariat of UNIDO.
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Tre airc of this Manual 1s itc instruct in ithe preparation, presentation,
conduct and evaluation of training courses for imstructors of the Industrial

Service Centre (ISC) in Nepal.

The length of the covrse should not be less than 72 hours, ideal.y spread
over at least 18 days, which is the minimum time required for ar instructor to

acquire and practise the necessary skilis.

An attempt has been made to cover all aspects of iraining ne=ds from programme
and lesson deveiomment to evaluation and follow up, but concentrating on managemen’
dev=lomment. Specific technigues have been discussed and practice sessions

included.

Tne bulk of the contents are in the form of a training course for insiructors,

based on the folliowing a.ssumptioxis:

There will be only one full-time tutor
There will nct be more than 12 participants

Eack participant will be available thrcughout the training course

Based on this course, it will be possible to design: (a) a series of
shorter courses for particular agpects of training; {(b) a course intended for
use in, say, a particular indust-y or group of companies; &nd (c) an extended

course.

As training techniques, aids and approachee contime to evolve, this
Manual shculd be periodically updated, preferably by people who have taken

the practical training course.

It should also be contimually evaluated for its relevance and application
to training probliems in Jepal, whick are likely to alter in both content and

difficulty,




I. OBJETTIVES

The first ster in vlaaning the training course is to agree on the otjectives,
wkick must it in with those of the Rational Plan, the genersal ones of ISC,

and those of the training branch.

A. In the context of the National Plan

The industrial policy of the Govermment of Nepel in the £ifth Five-Year
Plan is to retain certain areas, such &¢ defence and public welfare, under its
own wing and to establish certain industries in which private marticipstion

will be possible.

Privileges heve heen accorded to entrepreneurs based on the nature of the

industry, the investment made and the employment generated.

Specific procedures have been laid down to cbtaih permission to set up &
new egtablishment and to obtain the necessary finance and supvly of raw material.
ttage and small-scale industries, as measured by fixed capital investment, are
reserved exclusively for the Nepalese, but foreign investment in medium- and

large-gcale setivities is allowed.,

#odernization and exteusiv~ of existing businesses havc been foreseen.
Sp2cifi: industries are proposec for different regioms to taxe account of
local cirmmsitances. Imporis of luxury goods have been restricted. Export trade
is to ve ennoursnzed and more export promotion activities are planned.

Th: uwajcrity of the larger industrial urits in KRepal are Gévernment—
ownzd and administered. Tuere are probl=ms of specializZation, security

of tepurs and accc.ctability.

0



Many managemernt technigu~s that are suitable for private industry
ere uclikel: to be as effective ir public enterprises that are admi-
cisterec according to Govermment regulations. Trairing courses for the
aiministration of public ernterprises will reguire speciel study and
anelysis. Ir accnunting, for example, tie commercial systiem of accounts
is not in use; therefore, the chief administrator and his subordinates
are never in & position tc measure either ths effects of their actions
or their efficiency. In addition, it is not “he policy of the Governmment
to retain senior personnel in the same post for extended periocds. If

such personnel are trensferred to similar weork, their training will pot

be wholly wasted but additional instruction may become necessary.

Some participants recruited f-rom public enterprises may require more
- different mctivation during treining becavse there is no specialization
policy, and Zunctional trairiwng, which will certainly form tre greater
part of the management develomment activities of ISC for several years,

provides little impetus to promotiomn.

Cottage and village industries are very smell; many of the units
consist of only one or two femilies. Management trainiuz needs in suck &
situation are likely to be more for individual counselling or consultancy

than for the development of suitable training courses.

To swmarize the management situation it appears tktat:

(a) In the public sector, the majority of the administrators are
theoretically and academically well qualified. They lack, however,
practical experience in manageﬁent and are not held accountable for their
pfocedures, wvhich were probably established prior to their commencement.
They woulid probably welcome new theories and concepts,but might never be
in & position tn apply taem;

(p) In the private sector, many of the ertablishments are =mmall and
are owner- or family-mansged. They may not have had exposure to modern
maregement techniques, and even if they have, they are unlikely to have
had the time to work out for themselves how they should be applied, or even

if the application is feasible.
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It seexzs evideni, Ir boil instances, that the iraining officer snmould
LOT Tely on Tex:pook:s Tul saould heve special knowledge ané the ebility o

apply thet knowiedge ¢ particular protlsams.

B. Indusirizl Services Cenire

Wner ISC was esiatlished in November 1974 by the Govermmeni, its overall
oblective was "to bhelp the industirial developmeni in Nepal by providing a

-~/
package of non-banking services necessary for indusirizl promotion".JJ

To achieve this objectiive, the package of non-banking services was to
include:
A techno-economic s*udy for smell and medium-scale indusiries

Management training programmes for people engaged in the managemeni of
industrial and reiated enterprises

Ccnsultancy services for industirial enterprises
Irformation on viable projects for local and foreign invesiors
Management ancd development of all aspects of industrial distirict operating

Advice to the Government on necessarv modificaticns to its indusirial
nolicies

To provide these services, ISC was organized into four divisions:
Industrial Promction, Planning, Feasibility Studies, Documentation and
Publicetions Division (IPPFSD)
lndustrial Extensica Services Division (IESD)‘

Administration and Finance Division (AFD)

Industrial Districts Co-ordination Iivisiom (IDCD)

ISC ubjectives could be restated in the following terms:
To identify orportunity inveztment areas for industrisl development
To f£ind and attract potential investors (entrepreneurs) and provide them

with information on the opportunity iuvestment areas

;/ Industrial Service Centre, An Jrtroductien, 1977.




Te provide, manage and develor porsicel Jaesiiitiss in the indusiricl
gistricts ir whick the entrepreneurs can esteblish aciivities

To provide the enirepreureurs and others engagel 1n industrizl eciivitles
with adrice anc assisiance orn technical, nageriz., developmeni ang

opereting proolems

To provide information to the Government on whick governmental industrisal

policy can be based and maintained in an up-to-date and e fective conditicr.

C. Trzining branch

The *raining branck is part of IESD; other branches are project engineering
and management consultancy. Xach branch is operated separately under a branch

chief; all three branch chierfs report direct to the division cnief,

Staff are drafied in or out of the branck accerding to the fluctuaticre cf
work., Much time is taken up in administration, especially of external fellowships. .
Nc specifir routines are evolved tc deal with such activities or with arrangements

for training courses. Specific responsibilities are not allocated or a permanent

basis.

The training officer in ISC needs %o know what is going on in maragement
developmen® in Nepal so that he is aware of the availatle resources for

probler solving.

Management training appears to be catered for primarily by the Centre for
Economic Development and Administration (CEDA) at Tribhuvan University. According
to a report issued in 1974 by the Asian Regional Team for Employment Promotionm,
the main effrcts of CEDA have been directed towards the training of civil
servants., Its industrial training has beem limited to top- and middle-level

managers of a few large industrial enterprises, mainly public factories.

To fulfil the responsibility ¢f ISC to provide management training programmes
for people engaged in the managemeit of industriel and releted en*erprises,
the training braach has the following objectives:

To ensuve that the training provided is related to actual training needs
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Te ensure training courses are properly designed, executied and evaluated
To use appropriate methods of training for the pariticular sutjects etc.

To 1cprove the practical content of trzining based or up—to-dzie theories
applicable tc conditions in Nepal

Tc improve the standard of insiruction

To administer training courses irn suck a fashion as {c¢ permit maximur
participatiorn

To make the optimum use of iraining facilities, visuzl aids etc

To provide participants with individual advice andé assistance

To ernsure that the ISC training faci ity makes the maximum contribution

to the national well-being

To train instructors who will be able to apply training in their own
organizations

To avoid overlap in {training activities between ISC ané other training
institutions

To train ISC staff so that they can make z meximum contiribution to ihe
achievement of the objectives of ISC

To establish standards for the application of training courses and the
evaluation of their achievements

To train instructors in outlying districts to train local personnel
p

If the ISC training branch is to achieve its objectives and take a more

active part in the actual training process, the following prerc iisites must

b

e

met:

The specialist nature of the training officer’s or consultant's job must

be recognized

The contribution that ISC can make to improved management through the

training branch must be recognized




Officers with particular attributes, personality, attitudes and skills

must be available

The affinity of these offi_Lers with members o the consuliancy branch must

be made clear and fostered
Training (and consultancy) must be recosnized as offering career prospects

Praining officers mast be executive as well as administrative ia training

activities

The allocation of individual tasks, with specific routines for carrying

them out, and the acceptance of individual accountaﬁility, must be

recognized

There ic a need for greater co-ordination of consultancy and management

training. Consultants sumetimes have to act as instructors. On the other hand,
training officers have to be able to use consuliancy-type invesiigations on
occasion. They have also to be able to differentiate between problems that

car bs solved by training'and those tha: cannot.

The allocation of personnel to the training and consultancy branches should
be based un the work to be done and the attributes and qualities of the men

involved.

D. Other branches

Similar statements of the cbjectives of other pranches could bz developed.
This could be & theme for a training scssion in initiastion, motivation and

integration.

E. Current trainipg course

The objectives of the current trairing course are:
To determine training branch objectives as reiated to ISC rbjectives

To train the personnel of the training brarnch to make th~ir maximum

cortrihution to the achievement cf training branch and ISC objectives
To imprcve the skills of participants in:
Asseszing training needs

Developing training course content relevant to zstablished needs
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Documenzatior and administraziior of Ttraining progremmes

Develoring effective lessorn plans and ideriifying appropriate Trzlning

methods

Improving presentatior of lessons

Evaluaiing lessor and course content ané *he presentation ihereof
Instruciing, ©y¥ increasing self-confidence

Using rraciical and participaitory methods of feaching

Planning and scheduling etc.

F. Evalustion
The achievemen: by the training branch (or uny otker dbranch) of its
ot iecivives should be evaluated using the following criteria:
Relevance
Content
Presentation
ISC contribution
Individual comtribution
Co-operation with other imstitutlions
Methods
Administration
Pacilities
Instructor development
Centinuity and growth

Follow-up
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II. MANAGEMENT TRAINING
A. Definitions

Minazement training is defined as the systematic and coniimuous deveispment

of ihe lnowledge, skills and attitudes thet both the manager and his organizatiorn

need to achieve their objectives.

Management education denotes theoretical courses that emphasize principles

and provide data on practices in order to give a knowledge of managemeni as a basis
for the development of courses. Managers may, and certainly should, benefit
from continuous, life~long management educatic.., however, for managers who may

have several years experience, a more practicel approach to management development
is sought.

Management develomment is the planning of the training opportunities and
experience for managers at all levels; trairing is the most important aspect

of management development.

The training officers im ISC should be able to analyse & situation, isolate
a problem, understand the means required for its solution, and solve it through

the management of tke organization under study.

B. Training

4 major objective of ISC is to prepare and conduct management training
programmes for people engaged in the management of industrial and related
enterprises. This requires the involvement of successful Nepalese entrepreneurs
and managers 10 gain the confidence of trainees in order to understand their
problems and assist them to improve their enterprises. Officials from banks
and other institutions should also be involved. Specialized training in banking
procedures and management is conducted by the larger banks, for example, the

Nepal Rastra Bank, Thapthli, Kathmandu.

The management training branch identifies training needs and arranges training

programmes in various parts of the country. The courses cover a wide range of




subjects such as financial managemsnt, warketing management, philosopk of
canzgemant, produciiorn planning and conircl, enirspreneurship development, and

supervisory skill develcpment.

The Department of Cottage and Village Indusiries is conducting, in different
parts of the country, five management training courses cum seminars to provide
ba=sic and practical knowledge on differeni aspects of the management of cottage,

gmall and handicraft industries.

"% 2 (lorporation Co-ordination Council (CCC) also conducts seminars from

time to2 iime.

A1%buugh provision is made for management training at several levels, and for
varyinz purposes, there is no overall management development plan for Nepal.
Zewclifically, there is a lack of kpowledge in five m2 jor areas:

(a) The companies ani enterprises thai exist, and their individual
and shared training needs, members, areas, levels etc.;

(b) The number of people in Nepal, if any, with specialized kmowledge
that could be utilized for iraining otheis, and the type and amount of training
required to turn them into skilled instructors;

(c) The training facilities available, such as lecture and discussion
rooms, and their cost and location;

(d) Future training programmes;

(e) Existing co-ordination arrangements to avoid repetition, overlapping etc.

A ﬁajor element in ISC organization is the emphasis on its role as a
national prodactivity organization. This is exemplified in the statement
of ISC objectives in "Industrial Services Centre - An Introduction" published
in 1977:

"To advise and ruggest methods for modernmization, expansion, anl to improve

productive efficiency of industries;
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"T¢ study the performance of industiries wiikin the conztext of the exaistiing
industrial policy and to make recommendztions to the Govermumeni Ior

changes necessary tc help indusiriel g-owih;

"To yndertake research ané meke case studies on indusirial menagement &nd
to publish its findings ir order o help industrialists iwprove their

management systems and policles:

"o conduct indus.rial management iraining programmes for people angaged

in the management of indusirial and reiated enterprises".

1SC should be problem~oriented, tased on studies of the current situation

in existing enterprises, and directed to the improvement, expansion and
modernization of the eriire industrial and industry-related field. There should
be no exclusion of _:blic enterprises, private basiness, regions, functionms,
systems, technigues or approaches, but unfortvuately, this could lead to provlems
of co-ordination ‘between, say, CEDA and ISC or.bétween.Cottage and Village
Industries and ICS. However, if ISC were to adopt & co-ordinating as well as an
executing role these could be overcome. For example, CEDA and Cottage and
Village Industries could concentrate more on ireining before actual engagement
in industry and industry-related activities. ISC, or the other hand, could
take responsibility fSr all management development of thoSé actually employed
in business activiiy. This would provide a meens of ensuring uniformity ir
management approach to particular situations and might ultimately make it
easier $o introduce and operate commerciél management practices and systems
in all industry or ‘ndustry-related activities whether publicly or privately

owned.
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Experience has shown ibat the contributior training makes to productivizy

equals, if not surpasses, any other single activity.

The effective training officer must nave management knowledge, preerably
sufficient to understand problems of teaching is all branches, and possecsing
spec”-lized knowledge of one or more functions tc enable hir to prepasre lessons
and present them. (Lesson plans l-b are given at the end of the sectiou.) Ke
must also know thoroughly, and be skilled in applying, all apnropriate teaching
methods. He must understand how people learn. His skills must include
communication, analysis ané evaluation, the preparation and presentetion of
logical arguments, and the ability to comstruct & training programme baseé ru

ar analysis of needs and individual training lessons. Ke should also be =sle to

eveluate participants, other instructors and the effectiveness of his own teaching.

He must also understand the Nepal industriel situation, its problems ané history

snd their implications for traiming.




LESSOKN PLAN No. !

Inauguraiior and management development ir Nepal

Duration: 35 minuves Metaod: Imtroduciory talsx then lesture
8% rpinutes with 21ids
D. atior
Step (Mizs) Description Comments
1 5 Tutor requestz chairmar to
onea course
2 25 Chairmar iniroduces course Indicate reasons for
course and membership
selectiorn basis
3 5 Tuior thanks chairmar and
escorts him to door
4 75 Tutor lectures on
management training
definitions: scope limi-
tations, organization in
Nepal, the role of ISC and
its contribution
5 16 Questions and answers Tutor ensures that

participants understand
the background to the
training activities of ISC
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LESSON PLAN No. =
Sutject: Otjeciives of ISC training and the irternaticual training course
Duration: 2 hours Method: Introductory talk; Discussion;
wRrainstorming’
Duration .
Step (Mins) Description Comrenszs .
1 5 General introduction tc Reason for the course. i
course Details of membership cte.
2 10 Self idemtification Tutor and each participant
will give short s..if history.
"Brainstorm". Use flip
charts, pens etc.
3 10 Ar. objective defined.
(an objective is a target
that it is possible to achieve
and will stimulate action)
& 5 Why objectives Talk. Questions from
tutor
5 15 ISC objectives: Objectives Question and answer.
of the training branch; Blackboard and chalk
Objectives of other branches
) 6 15 Evaluation of objective Prepared headings: Managerent
achievement especially the levels regions; Needs hased;
Training Branch Public service; Private entre-
preneurs etc.
7 15 How to improve "Brainstorm" }1i; ~harts,
performance? pens.
Better knowledge of needs;
beter facilitiles.
8 10 Training course Better instructors.
objectives Eveluation and follow-up
ete.
9 5 Conz=lusion Talk
10 30 Exercise in developing Discussion and review

individual objactives,
e.g. Personal development,
domestic comtribution to
ISC/Nepal etc.




LESSOK

Sufgecz: ASSessiDg iraining needs: regZiomally: Ty industry: by unit: for
+ne individual manager
Durziion: <2 hours Metnod tage Ty stage investiigailon
- of <iraining neeis assessmen”
_ Duretion o
Ster (Mips) Descriptioxn Comments
1 5 Introducticn Drscription of scope of les-
son plan ané differences likely
to ve found. Chalkboard/
flip chart
2 15 The training cycle Feltboard/chalkboard headings
Identify problex
Devise remedy
Plan application
Implement plarn
Review/measure/evaluate
result
Analyse feedback
Modify treining
Arrange additionzl '
training
2 5 ISC fields of operation Generalized: Region
by industry
Particular: Individual
enterprise
Individual
manager
4 5 Problems of collection and L
analysis of data
5 10 Specialized comprehensive Sr ‘imen blank questionnaire
training and consultancy fcrms
questionnaire. (Example 1. To be completed in parts
not essential) "as and when"
2. To be completed by ISC
personnel not companies
6 15 Regional/industry training 14 examplees listed in hand-out
indicators
7 5 Potential of training T
consultancy
8 10 Individual unit indicators 7 lists3i in hand-out
9 10 Approach to assessing needs Details in hand-out
of individual manager
10 30 Evaluation: basis and Examples of Evaluation
. suggested methods. Review PForms enclosed in Manual
and analysis. Feedback
1 10 Summary
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LESSON PlalN Xo. 4

Trhe learning process

11

knowledge/skill in con-
ditions other than those

in which they were acquired.
Correct arrangement of
teaching material aids
perception

15 Summary and questions

Duration: 2 hours Method: Lecture and discussiorn
Duratior
Step (Mans) Description Comments
1 10 Irtroduction and definition Chalkboard/flip chart.
An instructor does not teach
anyone anything
2 15 wWhat ¢oes an insiructor Flip chart: "Brainsiorz".
do in trnc face of the Attempts to reack conclusion
statenent i .splayed?
A 10 Importance of krowing "Presents material in a way
how people learn best that makes it easy for tke
learner to learn"
4 10 Six conditions to be Visual aids:
satisfied if learming is Motivetion
to take place . Stimulus/response/reward
Feedback
Participation/practice
Transfer
Perception
5 10 Motivation: Individual Needs satisfaction includes
variations prysical condicions fatigue
Maslow!s "Hierarchy of etc.
Needs"
Note possible irrelevance
in developing countries
¢ 10 Stimulus/respgnse/reward: Experiments with parrots
Define each term. Equate etc. should be quoted
reward with reinforcement
7 10 Feedback/confirmation: The learner reeds to know
Promptness adds to how successful he has been
reinforcement
8 10 Participation/practice: Talking won't help anyone
Essential for skills build a better anything
9 10 Transfer: Ability to apply Help by making conditions
knowledge/skill to actual  as close as possible to
work reality
10 10 erception: Allows use of Note practice sessions in

course




D. Tie learning process

& Knowledg: of how people learr helps <raining personnel ic selecti ithe most
suitable methol of teacnlng.

In 4p Irnsroductory Course in Teachine apd Trazining Methods for Management

2] . . .. . .
Developgent™— are given six conditions important to learning:

(2) Motivaiion, which is considereé to be the most important. Motives
vary from person to person bui without them learning is unlikely io take place.
Normally, the strength of motive influences iearning, but if, for example, the
learnér becomes too tense, learning is less effective. The need to belong, the
need to acquire status, and the need for achievemeni normally have the most effect

on learning,

Important aspects of the satisfaction of needs include comfort (seating,
\, . . . . .
lighting, ventilation etc.), fatigue (the tired student learns with greater
difficulty so the tize at which a courseis held, or a subject dealt with, is

importent), and the need to feel accepted and respected;

(v) Aporopriate stimuli, assessment of response, and the existience of a
rewarding situation. Experiments may be needed to identify the reward that encourages

learning. It may simply consist of a word of commendation or a little personal

attention from a training officer;

(c¢) Confirmation or fe:dback. To learn effectively, the learner has to know
whether he has been successful, i.e. whether he has responded correctly to the
stimulus. The instructor can inform him, the reaction of the group may indicate

it or the situation may alter. Feedback should be prompt. If it is delayed,

i

2/ Management Development Manual Ko. 36 (Geneva, International Labour Office, _
1978).
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The learner has tc decide what c:zused the e7fe:t and the reinforcing actiorn is

wesaienes

In some sitiiations it s more cffective to give the lesrner a series of
intemediate objectives rather than the finel cne. The achievement of each
reinforces kis learning pattern ard his motivaticn to continue the learning process.

Case stucdies, role playing and Zdiscussion metkods all provide prompt feedback.
Sc also do business games in which feedback is regularly provided at short
intervels. Programmed learning is probably the best ex;mple of any since progress

is conditioned by correctness of response;

(d) Participatior, which means an active response that can be cortrolled and

reinforced. Practice assists in dealing wiih problems of trausfer to the actual
work situation, but should not stop with the first effective performance. Learring

requires consolidation, and repeating the correct response will achieve this;

(el Relevance uf training to the job to be dome. This does mot imply that

on-the-job training is the ultimate answer to all training problems. However, if
there is no relationship between what is being learned and the actual physical

situation, the training course will merely have put up extra barriers.

The trainee will be faced with unlearning some hsbits before learning new
ones, and retraining is much more difficult than initial traii'‘ng. For m;nagement
subjects, if it is not possible to provide practical work identical in nature to
the tasks for which training has been introduced, the most .elpful methods to
facilitate the transfer of learning are business games or simulation, "in-basket™

exercises, case studies and role pleying;

() Perception, which is the ability to recognize, discriminate, relate and
select. Perception allows the use of knowledge and skill in conditions that differ
from those in which they were acquired. Audio-visual aids, models, symbols, the

use of examples and analogies are instances of the use of perception since what




15 learnei fron iher car be applied T¢ ciher situations.

Arranging teaching material In & way that makes sense 0 the learner is
anotiher instance of tne use of perception. Materizl may be organized so that i3
nrogresses fror ihe known to ithe unknown anc from the simple tc the complex, and

so “hat the presentatiior relates to current tasks.

To influence peoplels perceptions, material must be withir their understanding.
Ar instructoi needs to bear in minéd tha* within any group there are individual
differences in motivation, attitude, ability, education, ambition, habits, personality,
and in many other areas. Wherever practicable, participants from training shouli
conform to a norm, with the cmalliest possible spread of difference over anv of
the items mentioned above. There are circumstances in which the group may sufier

from diversity and lack of nomogeneity. In suck a situation, less will be achieved

since there will be 2 much greater need for individual attentiorn.

.




E. Communication skilis

& very large propor.ion of a manager!s iime is i.ker up with communications
of one sori or another. Whether he is speaking to a2 cusiomer on ihe telepnone,
reporting wc his superior, writing letters to suppliers, insiruciing his
supordinates, negotiating terms with agents or completing export formalities, he
is comminicating his wishes, thoughts, ideas and sc on., Oue of his most useful
qualifications mist be communiceiions skill. This skill is no less important
t0 2 training officer or consultani who must exchange informatio. andé comrunicate

easily with his clients or trainees.

For good communicaticn both parties must understand that the spoken word
calls for skill in listenir and the written word skill in reading. In both
actions there is imp.ied a need for considerable concentration on the part of
the listener anc the reader, if real communicatio; is to be established.

Qral

Oral communication is an everyday activity that covers: conversation;
discussion; interviews; arguments; lectures; speeches; message iransmission;
acting; telephone conversations; and sales talks. All these require the same
basic activities of preparation; presentation; development or argument; analysis;

summary; and repetition.

A good oral communicator must be natural; direct; animated; enthusiastic;
emphatic; and concerned that the listener understands and accepts the message.
A1l these qualities are needed to ensure that the listener reacts by showing
interest rather thar boredom and perplexity, enthusiasm rather than apathy,
understanding rather than confusion. (Lesson plan No 5 is given at the end of

the section.)

Preparation is zlmost the same as that covered in the discussicns on the
lecture or indeed any aspect of training. It needs decisions on the
objective, tLe approach to be adopted, the accumulation and arrangement

of the appropriate data, and a plan of presentation.
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froc tne listener. Items ihal require careful consideration ir such & plan are:

(a) Language utilization. The language used should suii the listener

and %the otvjective. Simple shor:t sentences are preferable to lons. involved

ones. tisyllable words should only be used if no others will serve, Technical
. terms should be avoided if possible. Jargon and cliches shoull never Dbe used.

Words with more than one meaning should be replaced by those with an unmistakable
meaning and, where such words canno: be avoided, cere must be taken to ensure that

they are properly explained;

(v) Logical arrangement. Listening to the recorded conversation of 2
group of people will show how diifficult it is tc urderstand ideas that are put
forward without any attempt being made to present them logically. Themes are
picked up and dropped only to be picked up again later. If logical presentation

were follcwed discussion would be much more comprehensible;

(¢) Use of the voice. Boredom can be induced in even the mosi willing

listener if ideas are presented monotonously. Voice modulation and clear,
deliberave promunciation should be practised. This helps to emphasize particular
) points as well as prevent boredom. Some variation in speed of delivery alsc

helps depending on the purpose of the communication and the enviromnment. If a
lecture hall is large, delivery must be slowed down otherwise the audience at

the rear will not hear clearly. Care should be taken to avoid dropping either

pitch or volume at the end of a sentence.

If the listener is present, it can help to provide him with simple visual

aids to help him to retain material.

Listening is a corollary to good oral communication. Since oral communication
ig essentially an exchange, the speaker must be looking for a reaciion. Most
often chis comes in verbtal form and the original commmicator must become the

good listener. This involves concentration, leaving aside for a moment the next
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so ithat when he resumes ke car moaify, if reguired, the rost of the presenzaiiorn

he has preparec.

The communicatior must a2lso be aware of the need to adhere +2 the time

sciiedule he has c¢rawn up. On the itelephone iime is money.

To summarize, the oral communicato.' uneeds 1o possess certain skills and

attributes, most of which car be acguired by practise.

Written
Many of the rules that ar 1y to the preparation and presentation of cral
commuﬁication ané written data are similar (Lesson plan No € is giver at tae
end of the sectionv) Some are ¢iven below.
‘Tae order must be logical
There must be an irtroduction

The main themes should be kept separate and the development of each

completed before moving to the next

Reference numbering should be usec, if necessary

Short sentences, without parentheses, are preferable
Repetition should only be used to serve a proper purpose
Punctuation must be correct

Simple language shLould be used

Tecknical terms and abbreviations must be esxplained if the text is

likely to be read by laymen

Cliches or jarson should be avoided
Writtex material lacks the urgency of the spoken word. It benefits, however,
from the permanency of its presentation, giving the reader the orportunity to
study and reread the material until it is fuily understood. It can also be

ed.ted before being finally presented.

The preparation of written material beging with the collection and
classification of thLe required data. If the objective is, for example, to present

a written report on the United Nations Development Programme (UNDP) in Nepal,




© vy

the first step would be for the author to familiarize himself wiih any writien
material on the sutjeci.

This might Ye followed up by & request for a series of individual
interviews witk officials of UNDP in Nepal. Much of ithe data would be uncrganized.
There might be, for instance, pamphlets cn individual United Nations agencies:
information on individual projecvs, orn the organizatica and personnel of UNDP
in Kathmandu, and on the relationships>between the Worid Health Organizatiorn or
the Food and Agriculture Organization of the United Nations and UNDP. Thnis
information must then be classified otherwise the report will be undisciplined
ané disorganized. A simple way of organizing the material is to take a large
sheet of paper ruled into wide columns, each of which carries the heading of
one aspect or theme of the report. Items should then be in the appropriate

columns in order of importance. It should be ensured that there is no repetition.

Then an outline or skeleton of the report carn be produced; +this must have
an introduction, main points and summary. The summary may precede the report

or be at the end.
A sample outline on the subject of the Uuited Natiousis given below.

Introduction
The reason for the preparation of the report; its planned distribution;

comment on information sources,

History of the United Nations
Crigin and membership

(Constitrtion etc. in annexes)

Operating arringements
General Assembly

Other constituents

Operating agencies
An analysis with full details in an annex

Most important activities

Conclusion

Possible future developments etc.
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ther writien communications are hand-outs to accompany the sessions
in a training course. These snould serve as reference materizl for ihe
participants after the course is over; zherefore, they mus: be accuraie,and shoulé

incorporatie the main points ané particularly difficult ones.

It may be useful in some hand-outs to define key terms and lisi then

alphabetical’y.

If reference is to be made to the text during the session, ther the paper
must be distributed before the lesson. However, it is best not to distribute
hand-outs immediately before the lesson begins because the participants
attention will then almost certainly be focused on the written itext and not on

the instmctor.

The interview

Interviewing is one of the most recessary skills of any manager, practically
every aspect of his job can involve &him in an interview. This is
equally applicable to the supervisor on the shop floor, the persomnel officer,
the training officer, the managing director or the chairman himseif. Whenever

twe individuals meet some aspect of an interview is created.

Like many other skills, interviewing depends on completz understanding
of the objective sought, careful preparation, carefui and thorough presentation,

constent practical application, and a review of results.

There are many sorts of interview: employment, transfer, promotion,
disciplinary, counselling, fact finding, training-needs ascessment, sales,
market research, termination, performance appraisal, goal setting, job definition

and evaluation,and sc on, Whatever they may be intended to achieve, they have

certain characteristics in common.

The enviromment in which the interview takes place is of paramount importance,

no matter what the objective may be. If the purpose of the interview is
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disciplinary, the setting ané arrangement for the interview recuire ~areful

preparation.

The interview roor should te private and the presence of otker peovle
avoided uniess they are invoived in the interview. For examrple, an interview
can be conducied ty a group, but in suck case, responsitilities should be
allocated beforenani otherwise the effectiveness of the interview will be
impaired.

interviews should take place without interruptiom. Instructions should
be given to intercept telephone calls and the interceptor should either deal
with the cells or take messages. If a promise has been made to call back, this

should be done.

Visitors should be deait witk similarly with courtesy ani alacrity. If

possible, their needs shculd be met. If mot, Zollow=-up action should be taken.

Recertior of the interviewees should be plammed,and arrangements made to
permit them to attend to personal needs. 1f they have to wait, suitable
accommodation, seating etc. should be provided. If there is likely to be a
long delay, up-to-date and relevant reading msterial should be availatle.
They should be sent instructions om the interview in advance. Any requests

£.r documents or data needad should also be made in advance.

Interviews should be planned. There are two sides t0 an interview and as
the information required should be piamned for, so also should the information
to ve given. If the interview is disciplinary, the actual incident or incidents
around which it revolves must be identified. The interviewee's reaction should
be obtained, otherwise the meeting is not an interview at all and its real
objective, the need for the transgressor to understand his disciplinary lapse

and 0 change bis behaviour, will not be achieved.
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£ the interview has employed selection as its otjective ther ithe information

requireé¢ froc the candidates musti be defined. This éan best be done on tihe

basis of & proper jot descriptiion, wkick should indicate the gualifications,

sizills, experience etc. required. The interviewer should thern plar his approach

andé how he is to recorc the data obtzined in order to make comperisons easier.

He must also prepare data ic be giver to applicants to help ther obtain &

complete picture of ithe situation. This should include details of ihe organization,
1ts policies, payment arrangement, facilities, empioyee benefits, working

conditions, hours of work etc.

Similarly, when the objective of other types of interview has been defined
the interviewer must go ahead and prepare a statement not only of the information
he requires,but alsc of the information he has to give in order that the exchange

will be complee.

Good interviewing includes:
(a) The proper preparation of interview enviromnment; info-mation to be

given ard an assessment of that required; documentation; and reception;

(b) The interviewee should be put at ease and made as comfcrtable as
possible as an uneasy interviewee is unlikely to be co-operative. He should

be acquainted with the purpose of the interview;

(¢c) The interviewer should start by confirming known data and providing
information; he should attempt to elicit informatior as conversation rather
than questions; and he should encourage the inierviewee tc volunteer information
end to ask questions. In the case of a disciplimary interview, the interviewee
stould be permitted to make a statement of his own case. If required, information

car be checked by dealing with it from different angles;

(d) If possible, the interviewee should be informed of the result of the
interview on the spot. Otherwise he should be given fixed timing,which should

be kept;

(e) 1If necessary, the interview sghould be followed up in writing.
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Orzl communications

iration: 2 hours Method: Iniroduction - gualities of
2 gool communicaior
Exercises ~ Imprompiu speach,
message transfer eic.
Duration
Step (¥ins) Description Comments
4 5 Introduction - Definition
of commanication
2 5 Four facets of communication: Speaking
speaking, listening, writing Listening
and reading. The latter two .
are dealt with separately in Hrlt;ng
. Reading
the exercises
3 5 Scope of oral communication Flip chart and brainstorm
Conversation; interviews;
discussion; lectures;
speeches/orations; telephoning
acting; message transmission;
arguments
4 5 Basic action needed: Chzlkboard list as shown
preparation, preg:sntation,
development, analysis,
summary, repetition
5 5 Qualities of a good oral Chalkboard or feltboard
communicator Naturalness
Conversational
directness
Animation
Enthusiasm
Ability to enthuse
Concern for acceptance
Concern for understanding
6 20 Exercise in message Message relayed quickly by

transfer
Original message was:

"Mr. Lunden is a Swede"

(Swedish)

"A Swede is a vegetable”
"Men eat swedes"

"Can we eat Mr. Lunden"
(Items in brackets are not
included in message)

tutor to first participant.
Each participant in turn
passes it to the next. On
return to their places,

each participant writes down
the message he gave

Each participant starting
with the last reads out what
he has written and passed on
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transfer

Exercise in public

speaking

Discussion of problems

Surmary

Pcintc ic Te <

Nc repeiztior was allowed

Need for clarity of speech

Need for directed listening

Need for using words wkick
cennot be misunderstoodl
e.g. Swede nas twe meanings

v—o
prerecey

Tutor prepares list of
subjects

Participants have 5 minutes
for preparation and 3 min-
utes to make remariks con
the subject

Group comments in a
constructive way

Need for logical collection
of points to be made
Contrcl or constraint on
number of points that can
be rade

Simple werding

Simple construction

Tutor summarizes
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LESSON PLAN Nc, €

Surieci: Writiern communication
Duraiion: <2 nours Methnol: Talk: dJiscussion: exercise in
report preparation
Duratiorn
Siep (Mins) Descriptiorn Comments
4 5 Introduction - Comparison of Visual aids
wirtter anC sSpoken communi- Fe:tboards and signs
cation Writien Spoken
Formal Informal
Less urgency Personal character
Permanency More urgent
Repetition
Construction
2 10 Preparation: Specimen approachk to repori
collection of data on UNDP
Acquire written material
Seek interviews
Approach agencies
3 10 Classification by sutject Columnar large sheet ol paper
with headings
History|Agencies|Activity Finance
| ;
! i
4 5 Ciassification by
importance
5 10 Presentation - Qutline report
6 10 - Development
7 10 Hand-outs - Reference materiai CLUDE
for participants Definitions (especially
technical terms)
Explanations
Examples
All main points
' Special hints
8 5 - Timing
9 1ic Summary and general rules Order Short sentences
for all written material Intro- Repetition if needed
duction Punctuation
Main themes Simplicity
Referring

Avoid words with more than ome
meaning
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Discussior ani guesilions

Alloca%ion of exercise task

Exercise

Collect exercises for
review and comment

Prepare ar outliine.
Report or any aspecti cf
indivigu=1l'e present work

Tutor shouid check tha* each
individual understends what
he is askei tc do
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ZII. PROGRAMME PLANNING

Prigr 3: programme planring, the following aciior shoulc Pe vaken:
Assess the itraining needs
BEs%atlist the trainee populatior
Establisk the objectives
Decide on administrative details such as location and dniraiior of ihe
course.
Programme planring is concernmed with conteni; sejuence: method; and durstion.

(The duration of lessons should remain flexible since interruptions do occur.)

Other aspects also require careful consideratior, ior instance, the cost
of the programme. Apart fror the cost of preparations, external speakers or
contributors, and so on, there are also the costs of the errors that trainees
might make if they are noi properly trained; of the raw material spoiled or
faclty work produced (particularly in operator or technician training); and
of delays ir completing work satisfactorily if enough skilled labour etc. is

not available.

The otjectives of the programme should always be kept in mind when planning
the training schedule. The programme planner must be completely aware of:
(2) Exactly who the programme is being prepared for;
(b) What ihe trainee will be expected to achieve at each stage ot the
programme ;
(c) Whether the performance will be checked in the classroom or at work;
(d) What standard of achievement will be required znd how it will be

tested, for example, a written test will not show the acquisition of skills.

The traiuirng facilities should be perfect,but as this condition can
seldom, if ever, be met the constraints under which the programme will operate
must be taken into account. To ensure that the limitations of environment,
equipment etc. do not force the quality of the programme toc low, an attempt
should be made first to plan a schedule for the'ideal situation, then to consider

modifications one by ome. (Lesson plans 7 and 8 are given at the end of the

section.)




The availability of satisfactiory instrucwrs affects the iraining
scredule. If, for instance, there is no instrucior availatvle who has bDeer
adeguately treined in methods time measuremeni, ithe possibility c¢f including
any session on this sutject 1s not very good. IS, for some sutjects, the deitails
of & Training lesson are available, a really skilled imsiructor of some other

subject could teack it.

In o:der to establish the logical corder of development of the various
subjects, it is necessary to specify the knowledge to be acquired and the
management skills to be learned. A good way to start is to list botk knowledge
and skills in the legical order cf learming and ther to consider botk lists with
a2 view to co-ordizating them. When one list has been made it should be chezked
to see that, so far as practicable, theory keeps pace with the related skills,

and that the total picture makes sense from the participants! point of view.

There are three major ways of structuring e training programme:
(a) A broad outline should be made and in-depth training given in one
subject at a time;
(b) The whole prugramme should be repeated with greater penetiration each
time. (This method is appropriate when each part is so complex that relationships

between parts may be obscured if the parts are dealt with separately in depth.);

(c) EBach item or subject should be dealt with separately and then brought
together at the end. (This method should be used if each component is complete in
itself as it helps the trainee to find out for himself the relationships between

the various components.)

The trainee must have sufficient time to learn, but too much time leads to

boredom and extra cost.

Timing should be sufficiently flexitle to cater for the varying speeds at

which trainees learn and imstructors teach, and the varying daily conditions.

The ability of the trainees generally determines the ra.e of imstruction, with
scze exceptioms. For instance, trainees who have not been in a training situation

for a considerable time will be slower. Also, a need to consclidate what has
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Iready been learned may slow the rate of learning.

=

The programme shouid always challenge the pariicipants andé if the speed
of the Jjob for which they are training is considerabtie, the trzining programce

snoulé reflect this urgency.

Insiruction must be at the right level, and the instructor snould check

this by performance tasks, tests ané questionms.

One of the most important items in a treining progranme is the teaching

method. When choosing it, there are four aspects to be considered:

(a) The objective;

{b) The type of trainee. For ex:aple, reiraining men who have had years
of experience will not be easily achieved by demonsiration and formal talks.
Tc a large extént they have to convince themselves of the benefits of the new
ideas or methods. - If, iherefore, immediate interest can be aroused there will
be a greater nossibility of success. Young people alsc, who may have joined
on their first job, are likely %o respond better if the atmosphere cf the

schoolroom, which they have just left, can be forgotten;

(¢) The timing, which is of considerable importance. Morning is usmally
the best time to learn. Difficult learning concepts are better not presented
when the irainees are hungfy, tired, thirsty or have just had a heavy meal.
After a meal-break something active is likely to be better received than, say,

a lecture or a film;

(d) The instructor.
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LESSCK PLAN Nc. 7

Programme planring

Durztion: <Z hours Method: Siage by stage descripiion of
planning a programme
Duration
tep (Maas) Description Comments
1 s Introduction, prior action Feltboard and displays
re- ired Assessing iraining needs
Estimating training population
Bstablishing objectives
Establishing location
Setting duration
2 15 Scope of programme planning Displays: Content
Sequence
Technique/method
Time allocation
3 10 Constraints exercised Dby Chalkboard or flip chart
training facilities on Training facilities '
ideal programme
4 10 Cost constraints Cost
5 10 Availébility of appropriate Instructors
’ instructors
6 15 Manuals and written material Manuals/hand-outs
Case studies
Visual aids
Models
7- 15 Specifica ‘on of knowledge - Knowledge conient, skills
and skills to be acquired List in logical order
List separately
Co-ordinate in one list
8 15 Three major ways to Broad outline then detail
structure a programme Repetition of whole with
greater penetration each
time
(Complex subject)
9 10 Timing and rate of progress Individual items, then all
together
10 10 Choosing the method - Objective
constraints Trainee
Variety
Time of day
Instructor
11 5 Summary
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LESSON PLAN No. &

Suraect: Programme pl.anning
Duratior: 2 hours Method: Presentatiorn oy participanis of
programne drawn up by thez
Duration
Step (Mins) Descripiion Comments
1 10 Introduction emphasizing tl.e Tutor opens, ithen each
importance of a well-developed participant explains his
programme designed in a programme plan, methods
logical seguence with suitable to be adopted, ot jectives
objectives etc. etc.
2 Bach participant allowed 12
minutes to describhe programme
and answer questions
2 Group discussion on programmes,

problems encountered etc.
Tutor comments individually
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A Identification of needs

Training forms & coniinuous cycle of activity as follows:
Identify the problem
Devise & sclvtion
Plan the eppiication of the solutioxn
Impiement the plan
Reviev or evsluete the result, and reconsider the problem
Analyse feedback

Arrange any further training needed

The ISC training branch should have two mejor training areas. First, e rcegion

or particular group of enterprises all in the same industry, e.g. texrtiles, with
each enterprise requiring individual attention. Secondly, the enterprise withih.
which the training has to operate, and the individual - manager, supervisor,

techrician or operator - from whom better resulis are expecied.

When analysing the situation, the training officer cannoi concenirate purely
on the training aspect. He must lake a more comprehensive view - people and things
combined to achieve the desired ievel of performance. This is a particularly
difficult approach when dealing with a regional or industry-wide problem.
Conditions vary from enterprise to enterprise so much that the establishment of
standards by which to judge performance will be very difficult. Nevertheless,
it is just as necessary to esiablish what the problems are under these

circunstances as it is to do so when assessiug the problems of an individual

manager.

A questionnaire suitable for both assessing training needs and identifying
consultancy opportunities has been designed fo. ISC (amnex I). It should be

used to ouild up a body of information not possessed by any other instituticn.

Its full use would.be time-consuming and costly, but since it ig differentiated

in functioual areas, it cculd te partly utilized. Every time a member of ISC

called on a company, he could check beforenand whether there was a file on the




enterpr..e concerned: 1f s0, he coulc familiarize himself with the data

-~ Tmm s
vy UT LWks

a 2re with hir and nee it

already aveilavle; I no

to start z file.

For a regional iraining course, discussions with the chief execuiive or
top manager woulc be fruitful. Once the correct relationship has been
established between the training officer &ané the manager, the interviewing skill
That every good training ofticer, or consultant, shculd nave, should be used to
elicit such information as:

Whether he is satisfied with the performance of his managemen: team
The type of manager he is
The organizational structure of the enterprise
The type of problem experienced
The policies of the enterprise, and whether they work in practice
The control exercised in the organization
The most profitable department
How he recruits his managers and their stability
His attitude to training
Whether the enterprise appraises performance
srowth plans for the enterprise

In addition, there may be feedback from local government offices and institutions.

Comparison between different enterprises will indicate whether there are
common problems. If so, & regional training programme is probably justified.
More specific problems could be isolated in further interviews. Not until this

had been done can furthe. action be justified.

If an enterprise has problems which training should nelp to solve, and is
big emrugh, further visits could be made to diagnose what is wrong and,
providing the ISC training branch has the time and suitable persornel, to design

and implement a specialized training programme.
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Treining needs within & perticular enterprise are indicated by:

More absenteeisn in one particular section, and the overall level higher

than is normally acceptable

A high labour turnover

A lack of adherance to timing schedules and programmes
Lack of job definition and responsibility

Poor performance

Careless and slipshod housexeeping and personal appearance

Lack of information channels between levels

There may be other indicators according to the enviromment and circumstances,
A full analysis of the findings is required for which it may bé necessary to
interview each manager individually,and to cffset the findings from these

interviews against the information already collected.

A training cfficer may be asked to advise on development for an individual
manager. This would normally involve .gathering the information already described
and in addition:

(a) Preparing a job description, if one is not already available, and
having it agreed, preferably by both the boss and the individual concermned;

(b) Establishing the difference between the current standard of
performance ard the performance of {‘he manager owing to the difference in
knowledge, skills, and a lack of facilities and capacity. The differences that

can be resc ved by training and those that cannot should be established.

Thereafter the training officer should recommend action designed to wipe
out those differences so that the manager concermed can produce a standard

perfcrmance.

In every case, the next atep is to evaluate what has been achieved. This
iazludes the collection of date on the situation as it existed before training

(or indeed any type of consultancy activityL and comparing them with the situation
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after training. Tce orly jJustificatiorn fcor coniinued activity is an improvenea:
5f performance. The manacer!s supericrs will rscogrize ar improvement 1in his
work; for instance, he mey use his i1nitiative ipstead of always referring

problems to his superiors. Also, relationships with subordinates may improve,

Evaluatior is essential for improvement, and may take several forms; for
instarce, opinions expressed during discussions on the work. The three mair

areas that should be subject to corntinuel scrutiny are:

(a) The programme. Does it meet thé needs of the perticipants?

Has it developed in & logical, understandable way? Was the proportion of
practical involvement sufficient? And so on. A sample training evaluation
form is given in annex II.A. This evaluation needs to be made only once for
each course. Participants cannot be forced to complete such & form but if
a rapport has been established between the instructing staff and the particip-
ants, some attempt will be made to complete it. It does not have to be
signed;

(b) Each lesson. (A sample form suitable for the assessment of
individuel lessons is given in annex II.B.) The remarks made with regard
to the programme eveluation epply here also;

{(¢c) The instructor. Evalustion of each instructor is as essential

for the continuous development of the ISC training branch as is evaluation
of the programme and the individual sessions. (A sample evaluation form,
vhich should be the responsibility of the programme director to complete,

is given in annex II.C.)

The completion of such evaluetion forms is not sufficient, in itself,
to improve the quality of ISC training activities. The evaluations should
be analysed and the results used to improve future courses. Such
evaluation should never be received as a negative criticism but rather
as & stimuluc to remedisl action. Discussions.should be held, and attended
by all members of the branch and such instructors as may be available.

saterviews with the imstructors might be called for.
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Ir. many instances, feedback on the effects of training car ve obiained
“ror follow-up visits to participants at their place of employment. Any reel
improvement of behaviour that has taken place can be seen there, and assistance
giver witk the application of ccncepts and theory to the practical day-io-day
work issues. Fror such visits can come much teaching material ani experience

in the pressures of the commercial anc¢ industrial fields.
s . 3/
B. Qrganizaiion of courses anc conferences =

There are four common factcrs in the various activities that ISC will oe

required to organize: un audience, an objective, a speaker, apd a place.

On the one hand, there is nothing complicated or difficult about the
organizatior of courses and conferences. Indeed, there may not be anything that
could not'be described as common sense. On the other hand, many factors are
frequently neglected. However enthusiastic the audience, however good the

speakers, objectives are not achieved because they are considered unimportant,

The suggestions made are not applicable to-every situation, but are intended
10 cover a whole range of possible situaticns. (Lesson plan No. $ is given at the

end of the section.)

Paware of over-organizing which is almost as bad as the opposite. An

atmosphere of quiet efficiemcy should be the aim.

3/ Adapted from a paper by Rex Strayton, Associate Professor of Personnel
Administration, International Centre for Advanced Technical and Vocational

Training, Turin.




The auclence

The sourses, cconferences, sexinars etc., wiih whick the irziring branck

et

ic concerned are organized fer ithe benefit of ithe participants,anc this mus
be kept in mind et 211 times.
Qf *he five commor factors menticuned above, the most important is the audience.
' L
They are the ones who pay the fees, give their time, come to learn, and change

their attitudes. In their hands rests the reputation of an organizer and, by

implication, the reputation of the organization represented.

What does the audience expect from the organizer?

Publicity

Publicity material should be simple, attractive and well-presented. If not,
it is probable that it will go straight fromr the in-tray to ihe waste-paper basket.
However, it need not necessarily be expensive. The outside cover should attract

people who see it lying around to pick it up and read it.

It will help to sell the programme if the pamphlet describes briefly the
speakers and their qualifications. It should clearly state what the course is
about,and for whom it is intended. The titles of the various sessions should be
given,with subtitles, if necessary, for clarification,and should give a true
indication of the content of the session; <+hey shculd not be changed or dressed
up in order to sound more :mpressive. There is nothing more annoying then to
g0 to a course or conference expecting one thing and getiing something eniirely
different. Nothing will destroy the reputatiqn of the '~cturer and the institute

represented more quickly than this type of deception.




The lengirn of notice giver depends, 15 some exiens, upon the customs of ihe
countiry. but cleerly, whatever the couniry, 1f the first notice reachzs a
* ¥ A |

participant iwo deys or sc before ihe meeiling it 1s unlikely he will a=tend,

The length of notice approprizie for an activiiy tends ic vary wiih the
ievel of ithe activity, the distance the participants have ic travel anc the cost.
For iniermational conferences the date mzy be announcec many months ir advance,
Many institutions that are engaged fuli-time in the organization of training
activities publish a programme for a2 complete calendar year. If the advance
notice is sent out more than three weeks before the actual date of the aciivitiy,
& remainde.- may have tc be sent.

Reminder

If a series of activities is being organized over months, 2 reminder sheet
could pe printed. This is & piece of paper, the same width as z page of a2 diary,
and of differing léngths. The sheet is perforated horizontelly into 10 or 12
sections, each section being a specific reminder, e.g., "lecture on training
nexi week", The back of the sheet is adhesive and the various reminders can

be separated and stuck onto appropriate pages irn the diary.
Make acceptance easy by incorporating a "tear-off" reply coupon in the

pamphlet.

The objective
An organizer should approach his task in four steps.

Objective
What exactly is the organizer irying to achieve: to inform, to persuade,

to amuse, to explain, to advise, to exhort, to investigate or to teach a skill?




Factors
Waist are the factors affecting the »otjeciive?

Who eise 1s planning or has alrealy carried oui activities ir ihis fiel’ -
wnat type of aciiviiy, and wiik what resulic?

Wnat is the demané for this iype of aciiviiy - from what iype ani class of

Y

people?

How many people zre likely ic be interesied, anc where is this informatiorn

obtained?

What are they likely to already know, feel and think about this subject?
How muck will they be prepared “o0 pay?

How much time will they be prepared to devote tc this, anéd at what time of
the day?

Aliernatives

What are the possible courses of action open to the organizer?

Plan

Which of these altermatives will be adopted?

If the plan has to be sold to other people, suck as top management, it may
be helpful to present the proposal in the following form:
Objective
Plan
Advantages

Cost

Once the plan is drawn up, a planning and control sheet should be prepared -
If other départmenps have to co-operate in this activity, it will
have to be caretully co-ordinated. Adequate potice should be given and they {
should be thanked for their help. The master planning and control sheet should
be used for allocating initial responsibilities, and for comtrolling the

preparations,




I7 <he aciivity being planned is not just = single lecturs But involves &
nuzrber of sessions, ikher it should be remembered that the first and lasi scossions
are vital. The series must begin with an impact ancé end or 2 high noze. MNary
“raining activities do nol conclude, they just stor or fizzle oui, or eise they
end witk 2 posi-mortem. This should be avoided if possible, and 2 final session
arranged that is forward-looking to give the participants some indication of where

they gc from there.

The speaker

Twc aspecis are contained in this heading: (a) What the speaker expects

from the organizer; and (v) What the organizer expects from the speaker.

The speaker should be given a good briefing orn, for example:
The sort of audience to expect, and its size
The objective of the programme
-2+ the audience already knows, feels, and thinks about the subject
The subjects of any other speakers
The date, time, place of the meeting, and travelling instructions

The +ime availavle

The organizer should:
Be at the meeting place ahead of time to receive the lecturer
Introduce him adequately
Thank him at the end

Inquire about aby expenses he may have incurred in connection with his
talk,and see him off the premises
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Interruptiions

The first 10 or 5 minutes are among the most important of ihe whole session,
during ther the speaker is irying to esiablish contact with tne audience and
the audience is weighing up the speaker. Once the stariing time has beern fixed,
z certain grace period shouid be allowed, then the door closed, and the lecture
started. No one should be allowed to enter during the first 15 minutes of the
lecture. Then any late comers can enter together,and the speaker cur make his

first intermediate summary - which is a good thing to do anyway.
Notices "Conference in progress” should be displayed at strategic points.

What is expected of the speaker

If it is a formal lecture the speaker should be persuaded to remain standing.
If it is an informal discussion, it is not only permissible,bui desirable for hinr ‘

to sit down. ) ‘
He should be dissuaded from reading a prepared text.

The organizer should attempt to persuade him tc¢ use appropriate audio-visual

aids, and should offer help and advice in advance.

Be should be warned of the common error of including in the session more

material than can reasonably be assimilated in the time available. The saturation

point in the lecture, however good the speaker, tends to be reached after 20

minutes as people forget quickly.

It should be decided whether smoki- is to be allowed or not. If so, ashtrays
should be provided. If not, readable, comspicuous "No Smoking" notices should be

posted.




“ne sudience shouldé be informed at the beginning if summaries of the

lectures are to be distributed or not sc ths: they know whether tc take notes.

& 1list of ihe delegates and the organizations they represent should Dbe

prepared, anc copies of It made available at the entrance to the lecture room.
The leciure should begin and end punctually.

1t should be ensurec tbat the itime allocated for guestions and discussions

does not disappear, no matter what else has to be curtailed.

If the activity being organized consists of several sessions, name =ards
for the tables or lapel badges for the pa-ticipants mey be useful. If lapel
badges are used, the sort that can be reused should be chosen, and the largest
and thickest letters possible used as typewritten labels are not usually
satisfactory. The names of the delegates should be correctly spelled as this 1is

often a sensitive point.

Date, time, place and travelling instructions should all be included 1in the
pamphlet, and care should be taken that they are correct. A small street map
may be added showing how to get to the meeting place if participants are not

familiar with the location.

If a2 large number of courses, conferences etc. have tc be organized, a standard
programme cover may be considered. This can incorporate the b#sic information
that does not change in the short run: name of organization, officials, telephone
numbers, address plus a map inside the back page., Then, in connection with each
separate activity, apn "insert" should be prepared and stapled inside the cover,
It is a help to the participant if the document is immediately recognizable ag a

programme from a particular institute. It is also better publicity.




At the neeting

The impression mus: ve given, right at the stari, tbat the audience has deer
expected and arrangemenis made. Tkis is not a questiion of efficiency, dbut of

simple courtesy.

If the meeting room is in a large building, suck as & university, the hall
porter should know how to direct people as they arrive. If there is no nall

porter, a notice should be placed in a prominent position inside the main entrance.

Adequate arrangements should be made for coats and lavatories, and notices

put up if necessary.

The most comfortable chairs available should be obtained; concentration is

diminished if the body is uncomfortatle.

The organizer should not be afraid of tglling the speaker exactly what is
wanted of him. All too often speakers have simply been invited to "“Come and

talk about ...", with no further briefing.

Whether the speaker should smoke while lecturing is debatavle. In the
opinion of the writer, a speaker shouid not smoke while delivering a formal
lecture. If he later sits down and conducts an informal discussion, and everyone
else is smoking, then naturally he may smoke too. However, the custom of the

country should always be considered.




'
Y
n

!

Tne lecture roon

OFten there is no choice of lecture rcom. The organizer should get the pest
he can witL the resources availsble. He shoulé visit the roomr in advance and
fariliarize himself with its layou: and suck facilities as windows, cloakrooms,

furniture, heaiing, lavatories, .ayoui and power sockets.
He should pian how to use it.

In any band-out on audio-visual aids there are detailed recommendations on
how a room should be prepared for projection: the size, type and position of the
screen, position of the projector and loudspeakers etc. The organizer should

be familiar with these recommendations.

The chairs should be siaggered so that they are not directly behind these of
the row in front, ané possibly arranged in curved rows rather than the traditional
straight lines. Por a formal training course with 10 or 20 participanis, an
open-square or a "V formation may be ﬁreferred. The advantage of a centre aislé

should be considered, especially if there is a projector.

The basic necessities should be available: lecterns, pointers, ashtrays 1

etc., and the check lists, given below, show how to prepare a list of these items.

The platform should not be crowded with organizers and administrators. If
there is to be a projection, the chairman will probably wish to leave the platform

after introducing t+he speaker.

Any organizers who may have to leave during the lecture irf an emergency
arises should sit at the back near the door so that they can leave without

creating a disturbance.




C. Check lists =
The check lists in this section are drawn ito cover the organization

of a fairly large and important conference. For this reason, not all tie

items listed will e needed for small conferences, t it is betterto

work from comprehens.ve lists and ignore any unwanted features than to use

shorter lists with the risk of missing some essential items.

The check lists are presezted in the order in which they will be
required, starting with the preliminary planning stage and working through
to after the conference stage. Many of the items occur more than once in
the lists for the different stages; these are items that need checking more

than once.

PRELTMINARY PLANWIKG

Check list No. 1
(12 weeks ahead)

Main subject of conference chosen

Purpose of conference defined

Topics for each session decided

Selection of speakers

Types of participant required decided

Method of selecting participants decided
Tentative date and reserve speakers selected
Chairman and inaugurztor choeen, and reserves
Estimate of cost prepared

Venue selected

Duration and timing decided

Kumber of participants decided

Sponsors chosen

Invitation letter and/or brochure drafted

4/ Adapted from Operating Manual No. 2 of the National Productivity

Council, New Delhi, India.
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Cueck list No. 2

{10 weeks ahead)

Invitations tc speazkers, inaugurator and chairman sent

Tentative arrangements for meeting hall made

(8 weeks ahead)
Agreement of sponsor to a&ll 14 items on check list No. 1
Agreemen% reached on who will work out details
Agreement reached on who will make arrangements
Agreement reached on who will send out invitationms
Agreement reached on who will invite speakers and inaugurator

Pees decided

Arrangement for collecting fees decided

" Outline of general arrangements decided

(6 weeks ahead)
Replies {rom speakers received, list finalized
Invitations to participanis circulated
Speakers agked for details of any illustrations-

Speakers asked to submit advance copies of lectures (if appropriate)
(4 weeks ahead)

Gauge response. If poor, initiate programme of personal contacts
Firm arrangements for meeting hall made (see check list No. 3)
Invitations to special invitees sent

Background displays and exhibitions decided

Pilms and projection equipment requisitioned

Initiate "other arrangements" (see chec: list No. 4)

(2 weeks ahead)

Bibliography prepared




Final timings decided, final brochure and programme drafied

Speakers' charts and illustrations in preparation

CONFERENCE HALL ARRANGEMENTS

Check list No. 3

Seating arrangements, comfortable chairs

Platform, platform seats

Ashtrays

Press bench

Lighting

Ventilation, fans

Projector siang, socket,‘voltage, current, blackoui, screen
Drinking water arrangements

Toilet facilities

Clock in meeting hall

Arrangements for meals and refreshments

OTHER ARRANGEMENTS

Creck list No. b

Press representation
Microphones/loudspeakers and standby battery
Conference badges

Advance summaries of speakers' talks

Any other hand-outs

Direction signs, motorists' siguals
Blackwoard and accessories

Any cther platform display apparatus

Charts and illus+tcrationt needed for speeches




Raclkgronnd displavs; exhinitions; posters; photographs
Arrange secretarial desk

Notepaper, pencils

Transport arrangements

THE WEEK PRECEDING THE CONFERENCE
Check list No. ¢

Send reminders/invitations/final programe to par~ticipants
Send reminders to press
Arrange advertisements in the press

Send reminders to inaugurators/ cha.u-ma.n/ speakers anl special guests

stating transport and accommodation arrangements

Check with manager of hall arrangements for conference room and

refreshments

Check arrival of all literature

Check arrival of films and film equipment

Prepare any hand-outs/summaries/leaflets

Check arrival of conference badges

Make arrangements for secreiarial desk

Prepare curds with speakers' names

Check availability of blackboard and display apparatus
Check any background displays/exhibitions/leaflet racks
Get a stock of inquiry forms

If response stil.. poor, make personal contacts

Make transport arrangements

Check that microphone/loudspeaker arrangetents are OK .
Check and confirm accommodation arrangements

Check any factory visits or associated activities

Make arrangements for vote of thanks

Prepare standby address in case a speaker fails to arrive

Prepare a Who's Who
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Prepare list of addresses, telephone mumbers; get timetables

Make arrangements for photographs

Get Pirst-Aid Box

Make arrangements for checking and approving press releases

DAY BEFORE THE CONFERENCE

Check list No. 6

Check:

Platform arrangements
Blackboard, chalk, duster, ruler

A1l charts/illustrations and
methods of fixing

Press bench arrangements
Toilet facilities

Lighting, ventilation, fans,
generai noise level

All posters, exhibi%tion material,
leaflet racks, literature displays

Film arrangements, films, films
previewed, projector, projectioniet,
projector spares, screen, loudspeakers,
tlack-out, voltage, socket and plug,
converter, if DC, are all tested

Arrangements for meals/refresiments
Arrangements for water
Arrangements for secretarial desk

List of addresses, telephone numbers,
timetables

Arrangements for collecting fees

Make arrangementis for:

Cleaning, emptying asht:- iys
during break

Welcoming inaugurator and special
guests

Recording speeches, discussions

Check that:

Direction signs, motorists'

signals have been arranged
First-Aid Box is available

Standby arrangements have been
made in case a speaker fails
to turn up

Conference badges are ready
Chairman's name-card is ready
Speakers' name-cards are ready

Notepaper and pencils are ready
for participants

Pencil sharpening arrangements
have been made

A1) transport arrangements have

been made

A1l accommodation arrangements have
been made

Press invitations have been issued

Vote of thanks has been arranged

Arrangements for taking photographs 1
have teen made
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OKF THE DAY
Check list Fo. 7

(Before the conference _starts)

Check: Check that:

Direction signs, motorists' signals Films, films previewed, projector,
projectionist, projector spares, -
screen, loudspeakers, black-out,
lights control, spare reel, voltage, .

Seating “or arrangement, comfort
Platforz arrsngements

Blackborsd, chalk, duster, ruler socket and plug are all tested
Any other platiore display Speakers® name—cards are on hand
apparatus

Confe~ence badges are on hand

Posters, exhibition material Literature for distribution to

All charts/illustrations to be used participants, advance copies of
by speakers, and method of Who's Who, brochures, advance speech
fixing copies, pencils and notepaper are

Display of leaflets, booklets on hand

Press bench, enough chairs, Standby battery is provided

pencils, cigarettes, ashtrays Daily allowance money is ready,
Lighting make arrangements for paying out |

Ventilation, fans Chairman's brief is at hand

There are sufficient ashtrays

Water arrangements
Transport arrangements are working ‘

Secretarial desk, list of addresses,
telepoone numbers, inquiry forms,
percil sharpemers, stemotypists,

timetables

Arrangements for clearing up during
bregks

Initiate arrangements for introducing speakers to each other ’ .
Initiate arrangements for frecording names of participants

Initiate arrangements for issue '

Arrange for attendant to expose cbarts

Test microphone/loudspeaker equipment

Arrange signalling system for volume control




Check list No. &

(At the beginning of the conference!
Check that:
Reception arrangements ere working well '
Recording of names is working well
Issuance of badges i vproceeding troverly
Issuance of literature is 0K
Hand brief to chairman

If small conference, prepare name and place schedule

Check list No. 9

(During the conference)

Check:
Refreshment arrangements
Clearing of ashtrays etc. during breaks
That all can hear, and that the volume of sound is controlled
Arrangements for typing and checking press reports
Functioning of ventilation
Proposer of vote of thanks has been briefed

At small conference, hand name and place schedule to chairman

Exhibit telegrams, messages

Check 1ist No. 10

(At the end of the conference)

Check that transport arrangements for participants are OK
Farewell tea for speakers and main guests

Release of checked ana approved reports same day to press

Return to safekeeping Centre's literature and all equipment
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Check list No. 11

(After the conference)

Hold post-mortem: make notes

Krite letters of thanks tv speakers, cheirman etc.

Send short report to headquarters

Edit speeches and points from discussions; prepare summaries
Publish selections for edited versions

Prepare list of participants

Send conference summaries to participants, if appropriate
Clear all bills; determine final cost

Prepare record file

Initiate follow-up action

The individual lesson

After the programme as a whole has been developed and specific themes

‘and subjects allocated for presentation, it is necessary to comsider the

details of each session. In many respects, this requires as much or even
more care than designing the overall programme. (Lesson plans 10 and 11 are

given at the end of the section.}

The items taught, whether kiowledge or skills, fall into three
groups. In “he first group are those items of such importance that the
trainee could not do his job without them, for instance, the current
situation in Nepal. These .itm must be included in the programme at
all costs. If they include acquiring skills, then practice time must
be incorporated in the lesson. For em_nle,.shnuld intervieving be an
essential skill then the participants must practise it. Omnly in this

way can they apvreciate the importante of the skill, and even more

important, begin to acouire it.




In the seconé grour are those items that should be included ir
the vrogramme if p-acticable, such as elaboratior of the basic Items ir the
first class. If the programme has to be modified, eny items to be omitted

must come from either the third or second group, never the first.

In the thiré group are items that should only be taught if time permiis.
Such items are likely to be general as, for example, the history of the

: development of management traininug throughout the world.

particularly difficult aspect of lesson planning is the breakdown

of the time available. This depends on the importance of each item and on
the instructor's estimate of the learming time required by the participants.
This estimate should be based on (a) the time required by the imstructor
7 ‘o present, analyse, exvlain and demonstrate a pa~ticular point and (b) the
time thzt participants require to understand the matter taunght. On these
bases, the instructor can decide how many items to include from tke second
and third groups once he is certein that &ll vriority items can be

adequately deali with.

L Tc plan a session, the instructor must first collect adequate teaching

material including information, exercises (if required), problems, illustrationms,
visual aids, and demonstrations. He should then prepare his lesson plan.

This ~onsists of detailed instructions to himself on the procedure to be

adopted during the lesson, the time to be allocated to each item, and the
material to be used. The sequence snould adhere to the principles of

learning: from the gimple to the complex; from known to unknown material;
checks on learning progreess, reinforcement and so on. The lesson plan may

also include speocial instructiors on the layout of the classroom or on

other items such as work samples (in the case of operator training).

Before the session beging, the classroom arrangements must be checked

8o that the instructor is sureé that all his teaching materials are available
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ané that no provlems arise that should have been foreseen. For example,
i & Tilr is to be shown then it shoulé be ensured that the room car be

bizcked out.

Some notes on the actual operatio:- of the lesscn =re as follows:

The group should be informed of the subject to be studied by eithe:

an oral or written announcement. - >
The subject should be related to the programme as & whole and, if

pertinent, to vhat has gone before. :

The introduction should be interesting and, if possible, should

motivate the trainee to learn. Q)

The lesson plan should be used as & guide.
Questions should bhe asked to check progress.

The group should be informed whether to take notes. Note-taking
prevents undivided attention. On the other band, if no notes are .
to be taken, hand-outs must be comprehensive enough to act as a

reference sheet.

If reference will be made during the lesson to hand-outs, then they
must be distributed before the class starts. If not, it is probably
better to distribute them when the class finishes.

Repetition halps retention so progress should be reviewed, from tume

to time, and what has heen done, summarized.

At the end of the lesson, the main items should be recapitulated,
and whenever possible, ccmprehension checked by questions. When
wrong answers reveal misunderstanding, the point should be repeated.

Questions and comments should be invited (for which the lesson plan
should have made provision) and helpful answers given. If questions
reveal misunderstanding, & recapitulation should be.done without
tactleasly revealing the lack of understanding.

After the legson is over, the lesson plan should be reviewed to check

its effectiveness and modifications made, if necessary.




Subiect:

Duration: Z hours

o

1,

LESSON PLAK No. ©

Course adminisiration

e a3 [ IO A2 mmsrmnd me S aA 3
Method: Grour &iscussicn intorcosted vwith
azLivd

telks on main points

Duration
Strp (Mins) Description Comments
: 5 Introduction Tutor recalls that one of
the essentials for successful
training is good administration
X 2 45 Using the experience of Establishing needs
participants in othkzr Recruitment
training courses, both Reception
inside and outside Nepal, Facilities
to establish what is meant Programme plamning
by course administration Lesson development
Visual aids
Planning and control
(charting etc.)
3 45 Individual responsibilities Course director
Recording
Cleanliness
Timekeeping
Hand out check lists. Dis- Check lisis
cuss possible use of Procedural instructions
speaker's check list Hand-outs Name-cards
Viesual aids Seating
Photographs Ventilation
Transport Evaluatior
Refreshments
Stationery
4 10 Action after course/ Evaluation oonference
conference Review material
Letters
5 15 Summary and questions Accounts
Publicity

Follow up
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LESSON PLAN Ne. 10

Duration: 2 hours Method: Stage by stage presentation of

development of individual lesson

Duration
Step (Mins) Description Comments
1 b troduction. Tutor introduces Use enlarged version of
concept of learming to prepare lesson plan -
an individual lesson by being
conducted stage by stage through
the various aspects of actual
preparation
2 Three classifications »f Must ) have
knowledge or skill Should % or
Helpful to ) Xknow
3 Collection of data under these
heads
4 "Must"” items, include at all Acquisition of skills needs
costs time for practise
Knowledge items need time for
repetition and recapitulation
5 Decide on relative importance How 1ong to preseut
and time allocations How long to 1 Jacquire
Depend on instructor's ]
skill, complexity, level
of existing knowledge/skill
6 Decide on method. This depemds
on objective, mubject, facilities,
effectivensss etc.

7 Draw up lesson plan Include special instructions
in comments columm on visual .
aids: special requirements;
layout

8 Check over teaching materials

and ensure they are oomplete
9 Check your approach against Give exsrcise details
the notes given in the hand- Preparation of a lesscn plan

out on one aspect of aurramt job
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LESSOK PLAKN No. 11
Subject: Thne individual lesson (exercise)

Duration: 2 hours Method: Individual participants present

lesson plan

Duration
Step (Mins) Description Comments

1 5 tructor describes procedure.
Each participant presents details
of the lesson plan he has drawn up
for a particular aspect cf his
own job, He will specify method
to be used; duration; visual
aids etc. Group will review plan
from points of view of suitability,
potential etc. All contributions ;
will be reviewed when all
participants have presentecd
their pl.ans. Instructor will
comment and review individually

2 9 Participants present their proposed
lesson plans and may be asked

questions

3 25 Group discussion on plans,
difficulties experienced etc.
Instructor will make general

comnents illustrated by examples

in lesson plans presented
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IV. METHODS OF INSTRUCTIOK
A. The lezture

The lecture is one of the oldes: and most direct methods of insiruciion
and, for certain purposes, remains one of the mosi useful. It is essential,
therefore, that it should be studied in any training course and
practised as much as possible. (Lesson plans 12_and 13 are given at the

end of the section.)

It has disadvantages, the major one being lack of audience participation,
but a good lecture need not be dull. The lecturer must bear the responsibility
if it is. A well-prepared, well—presented lecture that stimulates thought
may be better than an uncertain presentation by other means that lacks relevance,

accepvance, and involvement.

4 lecture may be defined as a prepared presentation that has the object
of instructing the hearer on data or the speaker's opinions. It may also

be used to influence the hearer's opinions.

Principles
Four essential principles that, if properly combined, should help to

make any lecture worth listeming to, are given below.

First, the lecture must motivate group interest. It should not be
assumed by a lecturer that the group he is facing is eager to assimilate
what he has to say{ From the outset he must emsure that the members of the
group are motivated not only to listem to, but also to attempt to understand,
what he has to say. Probably the best example of ensuring group motivation
is that of an Air Force non-commissioned officer who opened his lecture
with the following: "This is a new type of parachute that works differemtly
from the usual model. It has never been used by a human being before. You

men will each step out . an aircraft tomorrow morning wearing one of these

parachutes. My job now is to explain it you". Imnediately attention was




foc.sed on him. His every wo:d was given maximum zttention. The motivation
was insiant ané urgeni. Unfortunately, every lecturer cannot achieve such
& high and continiing degree of motivation to learm, but frorm the veginning,

he has to strive to otuild and sustain motivation.

Secondly, as the audience will not want to work too hard to follow
the speaker, the lecturer must ensure that his points are statced clearly;
arranged in an orderly sequence; and it must be possible to move from one

to another with the minimum of effort.

Thirdly, development must be smooth and logical with due attention
paid to individual listeners. If the subject is technical but the audience
consists of laymen, then an attempt must be made to describe the technical
concepts in non-technical language. Examples may have to be quoted and

visual aids used.

Fourthly, the presentation must be right, which requires thorough
preparation. As a general rule, the larger the room and audience are the slower
should be the delivery. Delivery should be variable, the pace as well as the
pitch, and the lecturer should try to establish a rapport with the audience.

He must be alert for feedback that may guide him as to the interest,
understanding, pleasure, or rejection of the audience. Such feedback should
be used to modify the lecture, perhaps to repeat some portion in different
woris, to introduce pertinent and timely references, or to change the method
of delivery from the conversational to the didactic or from oratory to

a more normal presentatiorn.

Presentation
Preparation for a lecture falls into five parts:
Identify the learning group and requirements
Set the objectives

Establish the main areas to be covered and research them




Or ize the points itc be made, and the methods and materials
gan I '

to be used

Develop the outline voints

The first step is to identify the group to receive the lecture and
establist their training needs. It is, therefore, necessary to esteblish
their present knmowledge of the subject and their keenmness, or lack of it, to -

acquire further knowledge.

The second step is to set the objectives. What is the exact purpose
that the lecture is to serve? Is it to provide sufficient background data
on a company to orientzte new recruits? 1Is it intended to be an introduction

to a greater in-depth study of the subject? This must be established.

Based on the information e 3y collected, it should be possible to
identify the majocr areas to be covered. These may be, say, the development
of industry in Nepal or-ISC services for industrial develophent. The scope
of the subject has also to be defined. The lecturer should then research his
subject to ensure that his lecture is correct and satisfies the conditions
laid down earlier. BHaving collected his data, he stould organize them uader
appropriate subject headings. Hg also has to prepare any special iraining
mateiial he may want to use. Lastly, he has to prepare arguments to develop

and support the points he has selected.

In trying to perfect the outline of the lecture, it will probably be
necessary to revise and regroup until satisfied that the basic requirements
in content are met without iosing sight of the components cf a good lecture:

motivation to learn, clear organization, and good development and presentation.
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The basic requirements of the introduction arc ic g2in attention and
motivate interest. A good starting point would be to relate the subject to

something +hat is known to be of interest to the audience.

4 suggested outline is given below.

: OUTLINE

Lecture topic: Title

Specific objective: (One sentence)

I~formation on audience: (Number; background; common
areas; diversity; personal
information; volunta.ry/ or
involuntary attendance; range
of jobs and interests etc.)

Introduction
Gain attention: Interesting, stimulating
opening words
Common ground: Relation ‘of topic and purposes

to group interest

Body of lecture

Initial statement of purpose; summary of main points
Visual aids
Statistics (where relevant)
Main tbgic
General statement ﬁ

Development of individual aspects of mair topic




Visuel aids

Examples etc.

Conclusion
Summarv

Implications

Visual aids

The époken word is probably the most ineffective means of learring, if
used by itself. But if it is accompanied by other sensory stimuli the effects
are increased in almost geometrical progression. Hence the wide use of
trairing aids, particularly visual ones (1esson plan No. 14 is given at the end

of the section).

Graphic reinforcement of the spoken word has been practised for a long
time. The most common way probably being the bl- <board. Despite its long
history, the simple rules for optimum use of this aid are often broken even
by people with wide experience. These rules include:

Talk to the class, not the board
Move away when you have finished writing
Use signs, letters etc. large enough to be seen

Complex work should be prepared in advance but not revealed till
required, mnless it can be developed step by step

Keep the board clean
Use the top half of the board whenever possible
Consider whether coloured chalk would give clarity as well as
variety
The flip chart, or easel pad, is a good substitute for a blackboard and
has advantages in that the information put in it has some degree of permanency.

Wher one page has been used it can be turned over the top of the easel and

a sresh surface revealed. It ie also possible to przpare much of the




written material in advance and show it as reguired. This can improve <he

presentation.

Flannel boards are useful to build up a presentatior item by item. Simple
material - card witk a strip of sandpaper attached - can be used. The stickers
myst show a plain surface to the audience and the sandpaper easily adheres to

the flamnel. An old bplanket can be used in an emergency.

Like the flannel board, +he magnetic board allows point-by-point build up
and the possitility of representing animation. The material used in both cases
can be developed to draw specific attenticn to particular concepts and shapes

and can be specifically designed.

Other illustrative material includes posters, charts, graphs, maps,
illustrations and models, some of which can be used in conjuction with the
flannel board. Models have the advantage of being three diménsional; they can

be made from expanded polysterene.

The cork board is useful for more permanent displays. It usually requires
pins to attach the display to the board, there is, however, a reusable adhesive,
Blu~-tack, which can be used on cork and other surfaces and can be remcved without

causing damage. It is useful for mounting models.

The visual aids already described are simple, cheap, but nevertheless
effective. Other more advanced, sopbisticated, but unfortunately, more

costly aids are also available.

The slide projector is one of the most versatile devices used to supglement
training. There are two sizes: the most common shows the 2 x 2 cm slides but
can also show slides made from 35 mm pictures. The transparencies are usuelly

mounted in cardboard holders though plastic mounts are available at increased

cost. They can also be mounted between glass plates, obut this is considerably




mcre expencive. The sliide projectors can be fed with single slides, witih

5C slides in a rectangular magezine or with up to 10C slides in a2 rotary
magazine. There is remote control slide change and the presentation can be puv
into reverse. The advaniages of tbe slide projector are the permanency

of the display material and ease of conirol. Ii requires a black-out

of the room.

Films are used in training. There are problems at times in ensuring
they are appropriate to the objectives, therefore, it is essertial for
them to be previewed before presentation to record the key lessons they convey,
and to emsure that their condition is satisfactory. The room must be blacked
out. They must always be followed by a discussion. There is no film projector
in ISC, and the supply ofAtraining £ilms appears restricted.

The overkead projector is a useful device since it allows the instructor.
10 remain facing his group. Images are proj: cted either from 7 in.2
tfansparencies, which have a cardboard mount, or from images drawn on or
applied to clear film drawn across a glass screen by a windlass device. The
lecturer can add to what is shown by a grease pencil or felt pen or he can
use a pointer to draw attention to a specific part of the display. The
tranparencies can be used either to build up a complex presentation or to do
a breakdown or analysis by taking them away one by one. The glass screen
m:st be kept absolutely clean and free from dust, otherwise the picture will

be marred. The screen onto which the image is projected must be tilted forward

at the top to avoid distorting the picture.

The Episcope is similer to the overhead projector but can deal with

opaque objects such as book illustrations. It is very useful for making

larger reproductions of small illustrations.
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Filmstrips car also be useful. They use similar material to that used
for slides otut instead of the frames being separately mounted they are lefi
ir a strip. The ends may be joined ancd the frames used as & loop. Some machines

have z linked tape recorder with a prerecorded itext that can be played repeatedly.

It canno:t be over—emphasized thai all visual aids must be carefully
- selected and prepared. A thoughtful blackboard or feltboard presentation

can often be much more effective than an ill-chosen film.

Questions
In dealing with questions after a lecture the following should be noted:

(a) If questions are not asked immediately, the lecturer should have some
prepared;
(b) Tne group should be addressed at all times, not jus+v the questioners;

(¢c) Questions should be obtained from everybody, not confined to.a few
people;
(d) Tne question should be repeated in a modified form to ensure it is

the right one;

(e) The question chould be analysed to decide whether the reply calls fo-
information or the adoption or support of an attitude;

(f) Answers should be as accurate and honest as possible. If the
lecturer cannot answer, he should say that he will look it up and answer later -~
and he should do so;

(g) The questioning should be curtailed before interest lapses, unless

the questions must be answered and there are no problems of delaying aunything
schednled.
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LESSON PLAK No. 12
Subpject: The lecture
Duration: 2 hours Method: Lecture, discussion and allocation

of individusl tesks

Duratior
Step {(Mins) Description Comments
1 5 Introduction: nature and
importance of the lecture method i
2 5 Limitations and disadvantages Mainly lack of participation |
and hence useless in skills '
transfer
Also lack of retemtion of
spoken word
3 5 Place of repetition in a lecture The trilogy "Tell them what .
you intend to tell them"
"Tell them"
"Tell them what you have
told them" '
4 10 - Pour essentiale of a good lecture: List on blackboard
¥otivation of interest
Well organized, specific material
Smooth and logical develupment
Proper presentation suited to the '
audience
5 5 Note on slowing delivery if room
is large, and needs a distinct,
clear and audible voice
6 10 Five steps in preparation Feltboard and signs
Identify the group needs
Set objective ’ .
Set main poirts and study
them carefully
Organize points to be made
and material to be used
Levelop sazh point
7 10 Idendification of group needs How much do they know

about the subject?
Hew keen are they to learn?




10

12

13

1k

15

10

10

10

10

10

10

Establish the objectives

Identify the scope. What are
the major areas to be covered?
What scurces are available on

them?

Establish likely pattern of

presentation

Develop detail on each point
Prepare summary ard conclusion

Practise presentation
Aids to establish timing
Aids to identify weak points
Aids to give confidence

Question time. If questions are
to Dbe allowed after the lecture,
this should be rrepared for

Allocate individual projects

for practice session

Background knowledge
Introduction

Additional, more detailed
instruction

Goal of audience?

Organization of material by
paper ruled in columns

with <ach column headed by
an ares

Set down date as collected

Allocate priorities to subjects
Prepare explaratory material:
visual aids; demonstration
models ete.

Before a mirror to ersure bad
habits are eradicated

-7 hints on question time are

included in hand-out.
Emphasize these

Each participant to prepare
a 15-minute lecture with aids

on a.y one aspect of their own
work at ISC
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LESSCK PILAX No. 13

woiect: Tnhe lecture - practical session

el

Deration: X z hours Method: ZEack participant rresents a
lecture on one aspect of his

present job

Duration
Step (Mins) Description Comments

1 5 Tutor introduces session and Tutor emsures that participants
acts as chairman to each who wish to use visual aids
presentation have required facilities

2 Each participant presents

' lecture and inswers questions
3 Discussion on lectures

presented including tutort's

comments and hints




LESSON PLAN No. 14

Subjest: Visual aids

Duration: &0 minutes Method: Introductory talk and demonstration
Duration
Ster (Mins) Description Comments
1 5 troduction to more sophisticated Slide projector
. visual aids Film projector

Film loop projector with

recorded lesson

2 10 Slide prcjector: Uses Epidiascope
Operation Qverbtead projector
3 10 Film projector — problems of Aspects to be considered:
finding the right film and the Content
supply of films in general. Presentation
Sources. Films must be previewed Condition
and note made of important points Language
1o be emphasized during discussion Length ‘

Pilm "“visual aids" could
be used if available along
with a suitable projector

4 10 Overhead projector. Possibility Demonstration if materials
of building up composite picture available
by use of super-imposed Refer to 3K booklet "OPART"
transparencies. Speaker not tied presented to library for
down ~ can contimie to face detailed instrauctions omn

audience and cen add material to making picture
transparency by felt pen. Note
that screem top must be tilted
forward to avoid distorting the

picture

5 10 Episcope. Projects opaque material,
hence books etc. can be used.
Produces enlarged diagrams from
small illustrationas. Good

black-out is essential
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Slides. Can be made by means of
camera, in black and white or

colour

Pilmsirips and sound filmstrips.
Items are usually retained in

strip form and fed through in a

loop. In the case of sound, tape
recording may be synchronized with
the frames. Special projector needed

Surmary. Need for preparation and
decision on appropriate aid. Black-out,

veatilation etec.

Camera 'ir store
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B. Group discussion

A group, in training terms, involves people wko meet for a common purpose,
normally to solve problems. They pool ideas. examine facts, comsider the
poteptial effects of modificaticns to action and behaviour patterns, make

assumptions from the data presented, test them, and draw conclusions.

A conference is similar, but is usually attended by more people who,
at times, may be divided up into groups for the examination of certain

aspects of the main theme of the conference.

Social scientists have investigated group meetings or conferences as &
training mechanism, and have established certain conditions without which

effectiveness of groups is poor. These are given below.

The group must have a qualified leader, thet is, someone who has worked
out a plan of presentation and procedure. His role will be described in

more detail below.

Membership of the group must be carefully plenned. A haphazard group
will work but will not be as effective as one in whick the members have been

carsfully selected in the light of a particular objective or theme.

The ideal size of the group is 10-12 people although it is impossible
to lay down a hard and fast rule. If there are more than 20, there is & «
tendency to split up into subgroups, tnd if there are too fev, the interplay

of ideas and comments is limited.

The meeting must bhave a definite duration, format, purpose and outline.
The group in training is intended to provide its members with oppnrtunities
* of greater knowledge, more practise in self-expression or more experience

in human relations.

The group must have suitable facilities in which and with which to
work. This includes the location of the meeting, the methods of displaying,
recording or presenting date and the furniture in use. Adequate time must

be allowed.
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The group should alsc have & well-predared base from which to work,
whicr should incliude any information needed before the grour car. function.
It is the group leader's responsitility to ensure that the information is
well selected, well prepared and as compleie as possible. This initial
sharing of information is essexniial.

The group leader

The group leader is the person on whom the successful outcome of the group
activity uliimately depends. (Lesson plan No. 15 is given at the end of the

section.) His task is not to lecture or instruect, but to encourage the group

to function properly by:

(a) Helping to define the problem to be tackled, and *o ensure that
each group member is fully aware of iis nature. The leader should seek only
+0 describe it in terms on which all car agree,but the ideal is for all
members of the groupr <o help to isolate and then define their objective;

» (b) Guiding and conirolling the discussion. Tnis does not mean that
the leader will at the outsei hdve made up kis own miné on the decision the
group must come to. What it does mean is that he should ensure that discussion
does not stray from the point under review znd that, if it does he should
bring it back by, say, interpolating a question designed to do this. He will
also control the discussion by, for example, limifing the amount of time given
t0 eazh individual to present views, ensuring that individuals do not
continually make reference o their own pet concepts (which may not have
anything to do with the subject under discussion), and avoiding a situation in
which two members may get into a private argument (even if cohnectci directly
with the theme) to the detriment ¢f general contributions;

(¢) Stimmlating discussion by interpolating questions or stating, in
fairly provocative terms, a new slant on the whole theme;

(&) Encouraging coniributions, details of experiences, opinions etc. This
calls for considersble skill in encouraging the shyer members of the group to
contribute, and at the same time, tactfully holding in check the more exuberany
talkers who tend, if they are allowed, to take up the whole time and '
attention., Sometimes this may call for a question 1o be directed individually
40 a member and care must be taken in phrasing the question to ensure it cannot

be answered by a simple yes OT no;
(e) Analysing the progress of the discussion from time to time and

summerizing points of view that have met with general agreement.
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To fulfil these tasks, tne group leader must sIucdy the sutject 0f Ihe
grour meeting very thoroughly and consider it from all angles to be able to

plar how ihe otjective can e met. Ther he must prepare a plan. A checklisi

for such a plan is given below: :

Check that the materials required by the plan are available. If, for
example, it calls for the group to read a particular chapter of a book,
report or article, it must be ensured thet such material is suvbplied to

them in time.

Check the facilities. The checklist already given in connection with

<he lecture can be used,but may need modification.

Become thoroughly acquainted with the members' history, background and
experience in order to decide the besc¢ approach to the group and to

each individual..

Try to anticipate problems and situations. This means considering points
that might be controversial, identifying personalities that might be
abra~‘ve and so on, and also trying to draw up contingency action plans

for any problems that may arise.
Prepare ways of arousing interest so that they can be used as soon as a
problem arises.
A checklist for the group leader's preparation is given below.
Have you fixed the objectives to be attained? YES/NO

Have you obtained or prepared and made yourself

familiar with visual aids/demonstra‘tions/special

materials etc.? YES/NO
Have you prepared your introduction? YES/NO
Do you know the important points in your outline? YES/NO .
Have you prepared material to be used for emphasis? YES/NO

When will summaries etc. be made?

Have your worked out ideas for stimulation of participation

etc.? YES/FO
Have you prepared a detailed timetable? YES/FO
Ie everyone advised of the meeting? YES/NO

Have the physical requirements teen checked? YES/NO




The preparaiion ladder for group leadership coniains eight steps:
1. Draw ur an ouiline: determine ovujeciives; identify topies to be
! J ] v
discussecd; 1list key points,

z. Plan the procedure: the zpproack to be used; how to introduce

topics; how to comirol and encourage discussion; what to say; now ic say ifs

3. Have everything ready: prepare background information; materials 1o

be used; case histories; incidents; charts; diagrams; other visual aids.

L, Arrange the meeting place: seating; lighting; writing materials;
place to write onj; heating/cooling; freedom from distractions/interruptions

etc.

5. Open the meeting: appropriate introduction to set the atmosphere;
state objectives; review background; announce theme and describe procedure

e.g. questions, comments, whether formal/informal eic.

6. Present the problem or topic: state the facts; ask questions;
state an opinion or demonstrate.

7. Conduct the discussion: keep it focused on the theme; control the
situation to avoid personal clashes etc.; avoid monopoly participation and

arguments ,

8. Summarize the ©position: select and describe highlights; evaluate
opinions; comment on suggestions and experiences; describe what the meeting
decided or achieved; and where necessary, draw up a plan of action to deal
with group proposals and recommendations.

Full varticipation can be achieved by;

Carefully planned dnd phresed questions

The use of selented materisl relevant to the problem

Asking for individual contributions on specific items/aspects
Assembling data from the group and showing them

Evaluating the usefulness of facts

Listing adventages and disadvantages

Asking for examples of particular events ete.
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Humar relstions

The +“est of any management develooment programme is thet it should
improve the way the manager deals with others. However, no lasting
improvement can be expecteé by applying new technigues, however
revolutionary, unxless the mensger improves his understanding of people.

(Lesson plar 16 is given at the end of the section.)

One of the most difficult problems of leadership is to persuade
people to work together. Usually, this requires greater efforts frcm
them . han working individually, although tie sastisfaction obtained is

also greater.

Experiments have been carried out in smell (training or semsitivity)
groups on the problenr of stimulating and réproducing behavioural responses.
However, speciel training would be required by anyone wishing to establish
such a group. and it mey be & long time before such & technique beccmes

suitable for the situation in Nepal.
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LESSOK PLAKN No. 15

Group leadership

2urlecy
Duration: 2 rours Method: Grour discussion
Duration
Step (Mins) Descripticn Comments .
1 10 Intrcduction by imstructor to
session approach. Using group )
technique participants will be
encouraged to answer various
questions
2 15 (a) Wnat do we mean by group (a) Group: pools ideas:
technique? examines shared facts;
exzmines\ shared idea:
draws conclusions from
facts etc.; tests these
conclusions 'by their
own combined knmowledge
and experience;
3 10 (b) What attributes have ali (b) Experience; kmowledge
groups in training got in of subject (either their
common? own or provided by
leader); ability to
analyse data; ability
to reason together;
ability to assimilate
new consepts;
4 10 (¢) wWhat nther requirements do (¢) .An objective or objectives; )
they need? information sources;
accented procedure;
limitation in mumbers;
a leader:
5 15 (d) What should the leader (@) Cuide group thinking;

seek to achieve?

ensure information is
shared;

discussion;

encourage free
avoid perusonal
squables OT personaliiy
probvlems; assemble.

select and evaluate facts;




O

-
N

15

10

(84

(e) Wnat personal qualities

are required?

(f) What preparation must a

leader carry out?

(g) How should a leader comtrol
the group?

Summary of discussion

(e)

(&)

cet group decisions;
if remired, develon
actior plans and see
they are executed;
Ability tc gein
respect; ability tc¢
stimulate ideas;
sympathy; ability to
ask right questions;
speed of thought;
tact; patience;

firmness;

Acquire thorough
understanding of subject;
prepare play and learn
its use; check materials
he will use; check
facilities; s*tudy group
members to decide
arproach; anticipate
situations or prebleﬁs
that might arise (have
solution ready if they

cannot be avoided);

Prepare a plan of action
t2 cover:
Objectives
Data to be presented
Opening talk
Jmportant voints
rlanned examples

Stimaulation of
discuseion

Nee” for svmmaries
Time schedule

Environment and
facilities

Decisions etc. hand-out

on conference leadership and

st ep-by-step approach
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LESSON PLAK No. 16

Subject: FHuman relations

Duration: 35 minutes Method: Leczure with visuvel sids
Duratinn
Step (Mins) Desc.iption Comments

Introduction to the problem of

motivation and the need for all

managers, especially instructors

and consultants, to be skilled

in human relations

Objective of management
development -~ to assist
individuals +to make optimum
use of their resources and
particularly to bring about
some improvement in bhehaviour

patterns

The place of the group iu
motivation: wunofficial group

and group leaders

Solicit participants' views on
how to change behaviour
Introduction to experimental

approzch to T (training) or
sensitivity groups

Visual aid motivation

Objective of management
developmenti. Use of questions
designed to make group arrive
at definition desired,

especially change in behaviour

Reference to Hawthorme
experiments. Restricting

factor of group

Record ideas on flip char:

Definition to be displayed
"An attempt to design a

total learning experience

in which know..eCge and theory
are integrated with experience
and practice.”
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C. Case studies

Tne case stucy method is not intended to acguaint participants with the
latest business rractices. It may do so as a by-product, but iis main purpose
is to teach them managerial skills in analysing = situation, formulating periinent

questions, discovering the answers and meking decisions.

In the case study method, the trainee or participant is placed in a
similar situation to the manager who has t2 make a decision without all the
relevant facts and before they can be obtained. The conflict between time
taken up in acquiring information and the necessity to have that irnformation

on which he has to base his decisions as complete as possible, prepares him

tc vigorously examine any reel situation in whichk he mey find himself.

Researchers in management education have classified case studies into
different groups, all of which have different approaches and different effects
on participants. This courge wiil be confined to the type of case study most
suited to the Nepalese situation. This should present facts and opinidns
related to an authentic managemert problem with accuracy and realism. There
should be no attempt to evaluate the correctness of decisions made or actions

taken; there is no right decision and no right answer.

The realism of naticnal case studies drawn from'actual events helps
many managers to relate the course to their own situations. Case studies
are, however, time consuming for» both prac*ising managers and the students who
have to collect and collate data, prepare them for presentation ard have them

reproduced.

Complicated protlems cannot be dismissed as of no consequence, yet it takes
time to unravel them. This is particularly so with younger participants, whose

background and experience may be very limited. The interrelationships




beilweer various aspecis of managerent ma) addé coxmrlications, yver it is seldon
that a case study can be confined toc only one managerial area. If the evidence
in the case is already classified and presented logically, the trainees may

be given a false impression of the real situation in which they will almost
certainly find themselves. At such a time, real causes may be bidden beneath
too ovvious indicators that must be put aside to allow the real situation to

show itself.

A case study has five phases. The first phase is for sach member sf the
group to study the details. Two major questions are (a) What is happening

or has happened?, and (b) What additional data are essential for clarification?

The second phase consists of the collecticn and organization of additional
facts. (Orou; members can ask for more details from the dis~ussion lesder.
When items are collected, they need to be organized with particular reference

to their applicability to decision-making.

In the third phase, the group as a whole must consider what the pro“lem
is for the organization and what the correct way is to phrase the critical

question at this stags.

The fourth phase has four parts:
(a) Each member of the group writes down hig own answers to the questioas,
How would I handle the incident? and How would I support my decision? The

signed answers are ocollected by the discussion leader;

(b) If there have been differences in writtenm decisions, smaller groups
should be made up of people who have taken the same view. The.r task is to |
present the sirongest argument possible to support their joiat decision. 4
spokesman puts forward tﬁeir ce.se;

(:) Decisions are then vested. This can be by debate or, say, role

playing. Subgroup decisions ae appraised;
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(d) The discussion ieader then describes the actial decision on the
incident, and if possible, how the decision worked out. There is nc class

sclution.

The fiual phase is to try to learn from the case as a whole. For example,
in reviswing the sequence of events and behaviour, is it possible to isolate
what ceﬁsed difficulties or achievements? How could the process and the decision
have been made easier? How could more have been achieved? Are there major - 3sues

that need to be tackled if objectives are to be achieved?

It has beea mentioned that there arec several types of case study, all cf
whictk have the same elements. A case report may be given in outline or in
detail, written, fiimed or presented orally. It must be realistic with some

first-hand knowledge. There should be no opinions expressed as fact. It

should ve possible to derive more material chan it immediately comtains. It
should shcw human relationships when these are invclved, but there should be
clues to inward feelings that motivate behaviour. It should not be stacic -
more like a film than a snapshot. Care should be taken to describe the
limitations of the material. There is bound to be a subjective bias even in the
selection of facts and the words to describe them. The danger of seeiug the
case report as something extraneous is strong. A manager who has to deal with
cases is necessarily involved directly in them or their effects, but in a

case report there is no real pessonal involvement.

Al]l types include case analysis. If the analysis is to result in modified

attitudes or behaviour, it must:

(a) At least approximate reality. Tanis includes identifying difficulties-
trying to see how they developed, and who and what caused them; setting

priorities; and disentangling confused situations and information;




(») Entail a reasonably systematic, comprenensive review rather than
the cursory inspection most reople give to data pricr to taking decisions.
This snould result in a2 requesi for further details on the behaviour of the

reople involved, the methods and equipwent used, and the space and time available;

(¢) Be flexibie. No fixed series of questions is suitable for all
case analyses, variety and mentazl alertness are called for;
(d) Always result in some long-term action, or rather the concideration

of such, on valid principles and with objectives.

The limitations from whick case analyses suffer are likely to include
(a) a built-in bias, since the presenter cannot aveid a subjective appreach,
and (t) a mistaken approach. The participani expects to get the only valid
opinion, that is, the trainer's, and thinks he need only give cursory

attention to the data.

Liscussion should be focused on one item at a time with the purpose of
getting informution or expressing views on the same subject. There should be
a team spirit. The leader shruld aim at discussion that is candid, put at the
same time, explores the subject thorﬁughly. Difficult as it may appear, discussinn
can be spontaneous and informal and yet take shape according t¢ a plam to cover

all aspects of the subject. __

To summarize, a case study should have a vasis in reality.

There should be more tc it than the initial description shows. This
jaforwation needs to be sought, Part of the benefit of the method Is
the need to decide what dafa are needed and how they can be obtained,
Discussion shoulld always be centred on one particular aspect; but seek
to cover all aspects of the case, The method :an be time~consuming both

in preparation and appliocetion. There is never one perfect answer. It

is nelpful to managers, giving them experience o sorting out the

rignt questions to ask and establishing the right services from which
to gatner thneir information. It also showr the need for a manager to
decide on the right time to take a decision even if all information is nct

available, since time by itself can change the nature of the problem to 'a

dealt with,
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Z. The In-basket exercise

treparation

Developed as & measure cf aptitude for administraetion, the In-basxe: exercise
is a simuistion of & manager's workload on & tycical 3ay. The name is derived
fror the wire baskets placed on a desk tc holé mail and papers. (Lessor plan
No. 17 is give: at the end of the section.) There are many ways in which this
exercise can be used. Its essence is tha® every man is or his own, but it can
still be used with & grecur. Some suggesiions are given here; the alert trainer

can adapt these methods and develop his own.

The material for the In-basket exerzise (a sample of which is given in annex III)

consists »f three parts:

(a) Background matcrial, This instructs the player on just what the
circumstances are: his position in the busiress, who has died, why his superiors
are out of reach, who the persons are whose requests, letters etc. are fourd in
his basket. It may include such items as financial statements, organizational
charts, job descriptions, formal position papers, informal items, such as
descriptions of the persoralities and performance of other characters in the
test situation, and all other items necvessary to set the stage and put him in

the position, as mearly as possible, of a man sitting down for the day!s work;

(b) Contents of the In-basket. These should be realistic and should
include different sizes, types and colours of p+per as would be the case with
such a mixed collection in a real situation. QCffice memoranda should look real,
written or typed on paper headed "MEMO". Where several items are handwritten,
originating from more than one person, they should b»e written on the stencil by

different persons.

5/ Prepared by the United Nations Institute for Training and Research (UNITAR).
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Account forms anc leiterheads are more ¢ifficult unless the material is
being preparei by offset or photographic process. This is usually 00 expensive
for short runs unless the instructor has access to & modern photocopying
mackine. If he has, ther it is worth borrowing some leiterieads, or even
having iher handset by a job printer. Account torms can sometimes be bought in
a suliable form fror ordinary staticnery suppliers, thoughk the colour should

be chosen carefully if they are to be vhotocopied; they cer be drawn on &

stencil without much difficulty.

The red herring, the intriguing love letter, is often written on coloured
peper and sealed in a matching envelope. The sealed envelope introduces not only
realism, but also indecision - what should be dcre with it, especielly if tke person

to whom it is addressed is dead or away for six months.

A thumbprint on printer'é proofs requiring approval; some poor typing
with mistakes and overstamping: inked corrections on a document; misspellings
or gma.matical inaccuracies from a worker who is employed for his mechanical
skills, not for his education - these shcild be introduced to add reality to

the appearance of the documents in the In-tasket;
(c) Guidance notes for the person conducting the exercise.

If there is more than or= player, each players should have his own set of

the material described in (a) and (b) above.

Methodology

Participants, or a participant, assume the role of an executive or supervisor

in a hypothetical sitvation and are presented w.th the background material.
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Time should be allowed for this tc be read, then the itrainer shoulé ask

for questions to make sure the participants are clear about their instructions.
Someone may want to know whether the situation arises in winter or summer, how
many employees the company has, whether the product is sold tc retail consumers
or industrial users. Now, if such matters are of real importance to the
decisicn-making, they ought to be covered in the instructions. If the answer
is not there, it will rarely “e important and the inetructor should give an

answer that seems relevant and realistic.
[}

Having settled any such jueries, the contents of the basket, one sei for
each person, should be handed out. Each man ir now on his own. Some will want
more information — it is not available. This is a really important feature
of the whole exercise and is deliberately built iﬁto it so tha* it will be as
realistic as possible. It is exactly what happens in real life - people have
to make diecisions every day without having as much information as they would
like. It is essential, therefore, that this slight elnment of frustratioa

be preserved.

Unlike some other types of exercvise in which a participant merely tells
what he would do, the In-basket player must actually write all his notes and
memoranda, write down the ocontente of his conversations and his telephone
calls etc. Thus, at the end of the exercise, there will be & full writien

reccrd of each participant's activities.

An important factor of the In-basket exercise is pressure: the work must
be accomplishad durirg a specific period. At the end of that period, for example,
the participant may be scheduled, as —»art of the exercise, to attend a orucial
meeting or conference at which at least some of the items in his In-basket will
be dimrcussed. 1In order to be prepared for this conference, he is forced to
scan many items calling for different actions and deal with them by (a) setting

priorit.as, and (b) delegating certain items to his subordinates for handling.
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Whatever time is considered reasonable for the exercise should be allowed:
helf an bkour may be enough for some exercises or some groups. Flexibility
is essential aud the instructor must make his own judgements about this
depending on his students. The time allotted should be announced auv the
beginning or, it can be built into the instructions, for example "It is mow
9 a.m. and you are required to present your report to the managing director

at 9.45 a.m.".

When the time has expired, the action taken by participants can be
reviewed individually with the instructor or the whole thing turned into
a group discussion of the issues involved. Leading questions start it off,
fcr example: 'Well, what is the big issue here?". A good discussion leader
will be aole to keep the ball rolling and encourage each person to express his
views, pitting one view against another and bringing out for discussion the
main teaching pointcs. These are suggested in part C of the exercise,
but again, there is room for adaptation to the special needs of

the group.

Having made decisions in the "on your own" session, the players have the
opportunity to support their decisions with reasoned argument or 1o vrebut the
ideas of others who think differently, or evem to recognize that certain
decisions were not well taken in their private exercise. In any case, the point
of she exercise is not to present a neat solution to the problem, but to give
the participants an opportunity to try out their decisions, and then to have the
group discussion either show where they wemt astray or confirm their wisdom,

or even a 1little of both.




The exercise shows the potential or competency of 2 participant - he
handles problems under pressure. It helps the irainee identify areas in
planning, organization and administration in which his skills need improvement,

and gives him feedback on his performance as he practises those skills.

One of the advantages of the In-basket is that it can ve designed to focus
on either the general activities of all executive positions or specific aspects
of performance. For instance, if the objective is to develop or improve human
relations skills, the In-basket material can be weighted heavily with interpersonal
conflicts, other responsibilities being held to a minimum. The In-basket can
also be adapted to the level of the position for which training is required.
If first line supervisors are participating, the problems can be constructed to
emphasize such factors as providing staff services, supervising work, and the
technical aspects of producticn. If it is desired to train higher-level
executives, the problems may be related to such acfivities as long-range planning

diversification and decentralization.

Some disadvantages are that its effects are difficult o score or measure,
and since it is & form of role-~playing, it may, in spite of all efforts, become
unrealistic. This may stem from the fact that the In-basket is essentially
an individual device; although each participant plays the game, he piays it
by himself, and with his own materials. Except for the post-game review period,
there is little opportunity for interaction between participants. .ecisions
are made without the advantage of consultation. The In-basket exercise thus

provides little training for management responsibilities.

The effectiveness of the technique clearli depends upon the adequacy of
the materials developed. They must demand a realistic sample of managerial
performance of a broad variety of relevant tasks. To avoid superficizlity,

as is the case in other simulations, it must be carefully planmed and guided
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by the training director. In contrast witk more complete simuiation games,
however, In-basket should on’y be used together with other managemenit training

techniques.

Evaluatior

It is important to ackmowledge that performance evaluatio: is not = tesi
of the trainee but of the effectiveness of the teaching. 17 the trairee shows
an ability to understand the problem and shows some capacity in applying the skills
taught, it is a tribute to good teaching. This perhaps overstates tne position,
since one trainee may come to tuition rather more advenced or with more
innate capacity for analysis and decision; but especially for developing
countries, where the trainees are likely to be sensitive and unwilling to lose
face in a test, it is worth siressing the testing of the method of teaching

rather than of the trainee.

The trainee should be evaluated according to his ability tc classify and deal
with the papers. He should be able to sort out minor items and discard or
delegate them in order to concemtrate on thoce of primary importance. The
instructor should judge him not on whether he is right but on the development

of his skills.

As a selection technique

With the In-basket exercise, the leader or instructor has the opportunity
to observe how the players react, what factors they take into consideration in
making decisions, and how they justify their own ideas and consider those of
others that may be contrary to their own. They will reveal aspects of character
and attitudes unconsciously that would be difficult to assess, or ever to detect,
in an ordinary interview. Where the members of the group are all comsidered
posgible coantenders for the position or promotion, they can be compared in
performance in a situation that has some reality in the exercise and a great

deal of reality in the follow-up discussions. Of cource, a great deal depends on




the leader, both in promoting the discussiorn and in assessing the spontaneous
1 -

perforumance.

-

This techaique is not by itself sufficient Ia selecting whom to promote,

but it is a useful auxiliary guide.

To decide on training needs

A well conducted In-basket session will reveal to an alert trainer the way
players think, their understanding and their development in diagnostic and
de~ision-making skills. thereby enabling him to plan the training and development
nf executives ih accordance with their needs. For example, it is common for
important public relations features of an In-basket situation to be completely
overiooked. If so, the participants require training in public relations. Or
some of the group will say that lhere is insufficient information for them to
make 2 decision and others will insist that th;a responsibility required of them
in the situation really belongs o a more senic ' person in the company; this
reveals that these persons avold decision-making and require development in

that ares.
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Sutject: In-basket exercise
Duration: 2 hours Method: Intrciuction; In-tasket exercise;
discussion
Duration
Step (Mins) Descriptiorn Crmments
1 10 Introduction to the concept
of the In-basket exercise.
Similation of actual situation.
Participants adopt role of
an individual whose background
circumstances are carefully
detailed. Tney are then
preserted with materials with
which they bhave to deal in the
circumstances deseribed to
them
2 10 Tutor issues background papers The time allotted 1o <his
entitled "Instructions to the private study may hLave to be
Players". Each participsnt increased since the tutor
studies the information given must make sure all participants
are clear about the situation.
This may need a short question
and answer session
60 Tutor issues contents of the Tutor patrols to ensure
"in-basket" and individual participants have no problems
participants work on them in interpreting what they
have 40 do
25 Working from the Imstructorts
Jotes, tutor conducte the
discussion session
5 Distribution of Notes in
evaluating the performance
5 In this internal course only
distribute Notes for the
Instructor
5 Review of participant's

reactions (this course only)
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E. Programmed instruction

Tne mzterial in programmed insiructiior is presented in carefully planned
steps fron the simple to the complex, from the known to the unkmown. A% each
ster, the student must make a rcsponse before proceeding to the next step. Each
step is smail to minimize the risk of error. The student is actively involved;
he answers questions, solves problems and compietes exercises. He proceed -
at his own pace, which is important when there is a wide range of abiliity within
ihe group. He gets immeciate feedback on the correctness of his responses,
which reinforces his learning, and tends to make him repeat the behaviour tha*

earned the confi:rmation.

This method is based on what s known of the learning process. It comes
as close as possitle to tae personal tutorial approach. Iilustrations car he

combined with instructions ir a preplanned programme.

Lesson plan 18 is given at the end of the section and a programmed course
on programmed instruction is given in annex IV. It serves two purposes: first,
to help instructors learn about programmed instruction; second, to give

instructors a chance to work through such a programme.




Subject:
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Programmed instruction

Duration: 60 minutes

Method: Programmed course on programmed

instruction
Duration
Step (Mins) Descripiion Comments
1 10 Introduction - definition of The objectives are:
programmed instruction and (a) To acquaint the participants
distribution of programme on with programmed instruction
programmed instructioz as a training technigue;
/b) To provide the opportunity
for the participants to
learn about tke technigue
by working through a
programme designed for
this purpose
2 40 Participants work through the
programme at their own rate
3 Tutcr ensures cach individual
is carrying out the programme
properly. (Sim1 taneously
with step 2)
4 15 When all participants have Individual reactions are

completed the programme a
general discussion follows

canvassed. Advantage: are
isolated. Adherence tn

concepts already dealt with under
learning theory are stressed

—————————

—
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F. Role piaying
Role pliaring is a technicue tr.% can be used for training in decision—making,
nanagement skills, interviewing, sales, and in any circumstiances thai call for
human relationships. (Lesson plans 10 and 20 are given 2t the end of the sectiun

and sample exercises in amnex V.)

There are several definitions of role playiag; common tc all is the
concept that it involves action and practice. The role player learns by doing,
by acting cut, usually, an imaginary role in what may have been a reai situation.
The participants apply themselves to doing something about a problem rather thar

merely talking about i*

The basic theory underlyins the technique includes at least four main

concepts of learning, which are:

(a) Learning by doing. The players are given opportunity for practice,
repetition, and trial and error learning in & situation that does not inmvolve
any real risk from faulty or poor decisions. It does, however, offer the
opportunity during the consequent discussion of the performance of con-
sidering the probable results;

(b) Learr - b~ imitation. The players can see how others handle problems,
and can see iL. vaiue of some aprrosches and the dangers of others. They cun
assess howv thuge ayproaches might be adapted to suit their own personmalities
and can be encouraged to apply these adaptive concepts when faced with a
similar situation or problem;

(¢) Learning by observation and feedback. An essential part of the
method is the review session that follows each role-playing episode when
individnal group members can express their views on the way the role players
treat the oroblem and benefit by their reactions to the comments;

(d) Learnirg by aralysis. Role playing provides the opportunity for
ideas, skills wnd approathes to the problem to be tested.




~ A~

- dilug -

There ave two mairn varieties of role playing: the structured situatior

and the sporianeous role allotment, Ir the first, the specific problem is
czrefully documented. Guidance is givex to the players or ihe attitudes they
are tc adopl and or their reactions to the protaganist, Some pariicipants
may be assigned specific observer roles t¢ help them anziyse the players' actions.
The insiructor (who may also be playing 2 role) takss an active part in drawing
a.ixalyses and judgements from the group. The emphasis, in & structured situation, .
is or analyses, reviews and comments to improve the players! performance.

The spontaneous type of role playing encourages experimentation and
is said to reduce players'! feelings of self-consciousness. The participant
is encouraged to disccver for himself, rather than as a result of comments and
reictions from members of the grcup, the results of changes in his behaviour
pattern as a resrii of new concepts, approaches and experimentation. The
role of critical comment ie less emphasized though still pres nt after the
scene has been played.

The situation in which the roles are played may be imaginarv, conceived
only for training purposes, or real. It may even be an incidert ihat happens
while the group is in session. In any case, tc be successful ihe role players
must really believe in their role and have real Peelings and reactionms,

otherwise the very purpose of role playing is ignored.

Normally, no prepared script is provided for role planning. At most
there may be background information describing the personality engaged. H]
player will have detailed information about himself. His knowledge of the
others will be confined to what it could be expected to be in the actual

gituation.

Anal;}sis amd feedback are needed and can be offered privately or in
generél discussion, The mathod depends largely on the people concerned and

the purposes for which the role playing is performed.




BoiL iypes or role playing regquire a frame of reference, such as:

(3) I3 Jmeed I S 7 an ~.1 2

¢ idemtifisd thay coulld include
delegztion of authority, selectior irterviewing, disciplinary investigetions,
grievance handling and promotion counselling;

(t) Data shoulé be collected relating to the area identifiec suct as
typical happenings, specific situations ané problems, and resulis of actior
taker, if available;

(c) A specific objective should be decided upon. This is necessary
otherwise the incidents -ised Lay not ve suitable for the purpose;

(¢) The situation should be wriitten up including background i. ‘ormation
and details of the setting in which the incident took place. Individual A
briefings must also be prepared for each role rplayer that will includc sufficient
aetail to help them play their role appropriatel;. Specific data, such as

employmeni history in the case of a selection interview, must be provided;

(e) Notes should be drawn ur on aspects of the action that will help
observing group members to analysg the situation; ’

(f) FNotes should be made of discussion points to be introduced at the
review sesgsion.

The sequence to be followed begins with a general description by the
instructor of the area to be covered. Ulsually , some discussion to clarify various
pointr is required. Insiruciion notes .may then be distributed (if not done
previcusly), and the enactment begirs. Role players are urged to stay "in role”
during the whole enactment. A generel discussion follows at which group members
express their comments and reactions, role players contribute their views, and
the group as a whole analyses the problems, issuer and relationsuips taat have
been revealed. Principles of rélaticnships may or may not be developed, but
‘ the group members will certainly become more aware of the importance of behaviour

in forming, modifying and destr.ying these.

Role playing has an almost unlimited rrnge cf appiications where
irdividuals or groups have concern for increasing their personal effectiveness
in dealing with others. In the range can be included: interviewing,
grievance handling, leadership training, contract negotiations, job ingtruction,
induction training, performance review, salesmanship, conference or group

leadership, cbjective setting, delegation of authority, and safety training.




Subject: Role play and interview

Duration: 60 minutes Method: Lecture with aids
Daration
Step (Mins) Description Comments
1 5 Introduction: description and

definition of role playing

2 10 Uses and characteristics of Uses: Decision-making

role playing management skills
See also interviewing,

sales, disciplinary etc.

Characteristics:
Learning by doing
Learning by invitation
Feedback/observation

Determination of

principles from events

3 5 Structured role playing Careful documertation
Attitudes described

Reactions expected
4 5 The instructor's role in
structured role tlay

5 -5 Spontaneous role play No prepared script
Some background data

6 5 Method of use
7 10 The specialized roles in
interviewing
8 10 Preparatory steps Environment. Freedom
from information.
Interruption
9 5 Review of actuni practice

fession for role play




I Subject: Rolc~ play and iaterview practice

Duratior: 2 hours
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LESSOX PLAN No. 20

Method:

Individual participants play roles

allotted, gr ap &iscussion

Duration
Step (Mins)

Description

Comments

1 15

Instructor outlines procedure.
Participants will be given
instruction sneets covering
the roles they are to play.
They will have about 5-10

minutes to decide their approach

Role 1

Role 2

Role 3

Group discussion and comments
from instructor. Attempt not
only to deal with training

aspect of role playing, but alsc
to show how other aspects can

be clearly dealt with by role
pleying

Three incidents have

been prepared:

Role 1A ~ General Manager;
1B - his accountant, who
thinks he has uncovered some
stock shortages and accuses
the warehouse supervisor

of being responsible, though

he has no proof

Role 2A - Division Chief;

2B senior officer. This
deals with a disciplinary
oroblem with undertones of
personnel problems

Role 3A - General Manager *
of supply Co. 3B -

Managing Director of major -
customeér. who has grievance
concerning his treatment

in respect of maceriale in
short supply. Management
decisions and customer
relations are the themes
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G. ™ie Business Game

The Business Game has oeen defined as a Dynamic Seguential Management
Decision Simulation Exercise, and wkilez this is a frightening title it is fully
explanatory. The full title shall be returned to later, but in these notes the
shorter name of Business Game shall be used. (A sample Business Game is given

in annex VI.)

The Business Game is perhaps the most effective teaching technique available,
and is a logical step in the development of teaching techniques that started

with the lecture. (Lesson plan No. 21 is given at the end of the section. )

The main diszdvaniage of the lecture is that students must, for the most
part, adopt a j.assive role. A break-through in teéching methods came with the
use of the case study, when students are forced into a more active role as
exchanges take place in three directions: lecturer to student; student to
lecturer; student to student. Variants on the case study theme followed in the
foim of In-tasket exercises, Role Playing and the Incident Process, each of
these variants being desigred to increase the participation of the student while
bringing realism and practice into the classroom. An important aspect of
the case method and its variants is that it puts the student into a decision-
making situation, and so gives him practice in the management field, which

is so difficult to teach by more traditional methods.

A disadvantage of the case method and its variants is that while students
lear:: to make a decision, they do 8o in a static enviromment, which falls short
of reality. At the end of a case strdy, a stadent may meke his decisions, and
sit back and praise himself for having done a good job. In practice, he
will find out by experience, and only in retrospect, whether the deciasion was
good or bad. Moreover, he must frequently reach his Jecision under a severe
time constraint and while the situation is changing hourly. The Business

Game attempis to bring these practical elements iato the classroom by requiring
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the student ic meke a decisicn ir 2 giver situation; the ouicome of 3his

decision affecis the situatiou, and the student is then call

A Al Aw 4+~ malro
AacSi Cawsca OO T IALT

fu—~ther decisions in sequence ir a continually developing situation. Hence

the full +title "Dynamic Sequentia. Management Decision Simulation Exzercise.™

A shori history

Business Games clearly have their roots in War Games, which were devised
to train serving officers in the strategy of warfare by simulation of military
situations. The War Game (Kri;gssp_f.el ) was developed in the Pederal Republic
of Germany; it journeyed westward to Engiand (the Tactical Exercise Without
Troops), and eventuall:" reached the Uni.2& States of America vhere, on a visit
to ithe United States Naval Academy, a mrmber of the American Managemert Association
(AMA) witnessad a war game and realized 1ts implications ror manageient training.

Thus, in the late 1950s the AMA publiihea their "Tor Management Decision
Simulation", which was the first Business Game and which the AMA hoped would
lead to the formation of a "war college" for brsiness managers. Shortly
2fterwards G.R. Andlinger of .IcKinsey and Company had his article "Business

Games - Play One" published in the Harvard Business heview and the "Andlinger

Game", the prototype of many, was borne.

Classification

Business Games deal with every facet of business activity; the following

classificatior is suggested:

By coverage
(a) Company game (or total enterprise of top management). Linke different

functions in the simulated company so that participants are able to see how these
functions are integrated when making decisions affecting total company policy;

(b) Functional game. Covers onme specific function in “he simulated company

so that participants may experieuce problems of that function, e.g. production

control, inventory control and sales promotion;
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(c) Other specialist areas. For erampie, government ecomomic policy.

By competitive element

(z) Interacting game. The fortunes of a team of participants are

effected not only by its own decisions, but also by the decisions of its

competitors;

(b) Non-interacting game. While still competitive, each team is largely

in command of its own performance, which is affected only by its own decisioms.

By processing of results

(a) Computer game. This is more complex because more variables can be built

into the underlying mathematical model;

(b) Non-computer (or manual) game. As the calculations are performed

with simple calculating aids, this is less complex than a computer game though

more flexible and far less costly to run.

Games can also be classified by the nature of the model (abstract or

realistic) and by purpose (training or research).

Construction

It ir difficult to present any formal rules for the writing of a business
game because it is, to a certein extent, a creative process. This section

must therefore be regarded as descriptive rather than instructive.

It is necessary to have some object in mind when a game is comstructed, i.e.
the principal iesson or lessons to be taught by the game. (Participants will always .
lcarn, in addition, some other lesson peculiar to their own needs. This is one
of the bonuses that come with the use of this teaching method.) For example,
& game that intends to imstruct the use of a " echnique is relatively
simple, whereas a game designed to test reactions is more complex,

embracing several functionel responsibilities.




The core of a business game is & mathematical model of & business
enviromment. In this model the interrelationships between the funectional
areas of & business are translated into mathematical reletionships,
and it is therefore possible to evaluate activity in oue area in te:rms of its
impact upon another area. The mumber of functional interrelationships that can
be built into a game is controlled by the computational facilities available.
However, it must be stressed that no matter how complex the mathematical mouel,

a game will always be an over-simplification of a real-life situation.

The model may be completely deterministic (i.e., react only to decisiors
by participants) or stochastic (i.e., react also to some outside influences
in a completely random mamnner). A stochastic model can cause bitterness
among participa.ut-s but the element of chance dc.>es enter into real-life business

situa'l';ions and therefore must be facea.

It is cnstomary to give certain relationships within the model as rules
of the Business Game; however, the larger part of the model will cleerly
be hidden from pa.rticipants. One of their objectives in playing the game is

to discover what makes the pnderlying model react the way it does.

Operation

A typical presentation is given below.

Introduction and briefing

The first part of {the exercise must never be hurried. Participants must
fully understand all that is expected of them before the Game starts, or
confusion will result. It is 2 good ides for the umpire to read through the

instructions with participants to ensure that all matters are understood. It




should aiso be insured that participants unierstané hcew to £ill up any forms
that mest be completed and, if n-acessary, e uemonstra. on or practice run

shou’d be arranged.

First decisiorn by participants -

The participarts should not bLe kurried with their first decision because

they are feeling their way in & strange situation.

Feedbarck

The umpire must make his calculations and feed back the first resuclts as
quickiy as p.ssible in order {0 maintain the tempo. He will be wise to have at hand
whatever .narts, tables, ready reckoners or other computational devices will

speed up his calculations.

Publication of information on results acuieved

There may be time delays in the publication of certain information in aa
attempt to reproduce real-life circumstances. (some information may be availaocle
for "sale" to participants.) This aspect of a game helps to generate a spirit of
competition, but should also test ihe ability of participants to hendle and interpret

published informetion.

Repeat of the second, third and fourth moves for a series of simulated time
periods

Partizipants should be encouraged to adnere to a strict timetable, which,

for inter-acting games, is essential for the completion of the umpire's calculations.
It is only after the repeat that pressure should ke brought to bear on participants

&8 the pace is speeded up.




Enz of tne game

To avoid "end-gawe" tactics it is advisable not to give advance warnming
of the end of a2 game. Announce the end as final resulis are returned to
participa is.

When should the Game end? How long should it last? These are
@¢ifficult questions to answer, but generally speaking & halt should be called
when the purpose of the Game has been fulfilled; a game should not continue
to the boredom of the participants, nor should they play with no educational
interest. If participants plead that they have now got the measure of the
thing and if only there were another decision they would demonstrate their
success, then the umpire has chosen his time well to close. At the end of
the Geme, participants may be required to perform certain concluding tasks -
it is wise to give instructions on such tasks at this stage rather than in the

introduction,

The evaluatiop is most importart because it is here that the umpire
brings out the lessons learmed. It should never be hurried cr skimped. If time
is short, the actual running ot the Game should be shortened rather than the
evaluation.

A business game is a time-consuminy operstion and should nst be
contemplated unless the time is available. However, the teaching velue is
80 high that it is worth making tima available at the expense :»f something else.

The layout of the room is en important factor in tpe 2885 operation
of a game. Participaats will normally operate in teams, and each teaz should
have its own adequate working afea. Teams should be located suv as to permit
quiet discussion between team members without being overheard by other teams,
but & separate room for each team is a luxury not & necessity. The umpire
should have an adequate working area, and it is imperative that participants
are not permitted access to this area or they may discover the mysteries of

the underlying mathematical model. Visual aids should be available.
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Role of the umpire

Tt cammot be over-emphesized that the conduct of & business game is not
an excuse for not teaching. The Zusiness Game is a teaching technioue, and
mst be used seriously for teaciing a preplanned lesson. 1In fact, Jar from
the umpire having an easy time, he may work harder in a game than in a lecture
or case study. However, the pressure of work in a game is erratic. The
umpire must be rrepared to work quickiy and accurately under extreme pressure
for brief spells, and at other times hold a watching brief. At the eni
of the Geae, when perhaps he is tiring, he must conduct an evaluation session

which is the most important part of the whole Game.

Therz are two ceuses for this pressure on the umpire: (a) the backwash
of pressure thet he places on the participants; and (b) the involvement of

participants and their ali-consuming interest in the situation.

Point (b) requires further comment. Of all teaching techniques, without
cioubt a business game generates the greatest involvement and enjoyment on
the part of students. Even if they approach the Game feeling frivolous or
apathetic, thcir mood quickly changes as the effects of competition make
themselves apparent. A game quickly becomes real, decisious are made in a
very serious mood, and each participant is keen to become personally involved
in every aspect of the Game. Moreover, participants enjoy the experience
(which may be new to them) of learnming by actually doing something in the
classroom, The umpire therefore finds himself in charge of a tremendously
enthusiastic, interested and deeply involved group of students. Ne mst share
and reflect this irvolvement, and keep up the pace if he is not to send students
away angry and frustrated.

The following notes for the umpire will help him in this task:

(a) He must fully understand the Game and be familiar with the situation
and constraints so that he can both deal immediately with any question raised
and carry out his calcnlations promptly. It is advisable for the umpire to
have & practice run of a nev game with a few colleagues, before using it with

students, as the surest way of understanding it;
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(b) He must take psins to ensure the participanis undersand the Game

before it gets under way. Kot to do so 1s to court confusion;

(c) He must constant.y be preparei for the unexpected and so be able to
handle any new development quickly and calmly. It is impossiblc to foresee
every question and action of participants in this type of situation, but if

the umpire has prepared himself, he will be able to nandle new developmentis;

(d) He must maintain momentum by feeding back results quickly.
Participants should be kept busy throughout the Game. It is death 1o a game to
have participants sitting around while the umpire makes his calculations;

(e) He mist have a planned timetable for the conduct of the Game itself,
and a clear plan for conducting the evaluation session;

(f) He must demonstrate confidence and be seen to be in complete command
of the dymamic situation that is certain to ensue.

Evalustion

Frequent reference has been made in these notes to the importance of,
the evaluation session. This is the denouement, long aweited by participants,
when ackpowledgement can'be given to lessons learned. There will be no lack
of audience participation in this session, the main problems of the umpire will
be giving everyone a fair heering and steering the discussion intc the most

profitable channels.

An evalustion session might usefully begin with e review of the final
results of each team in the light of the policies and objectives that the
team set for itself. (With advanced groupe it is interesting to ask for a
written policy statement before the first decisiorn is made.) What must be
evoided is an attempt to declare a winner. The winner is he who has learned
most from the exercise - and this is only in the minds of the participants.
There is a parallel here that should be developed; how is economic merformance
agsessed in real life and hov are winners declared? Is it by share of market,
profits, size of assets, cash balance, ability to continue trading, or
customer satisfaction? Some of these measures may be inconsgistent, thus a

company with a large sha:re of the market may have low profits.




Wnenever possible, comparisons must be made witk real-life situztions

because the Game is an over-simplification and must embrace certain unrealities
and artificialities. These artificialities are certain to be seizedc on by
unsuccessful participants, and at first sight mighi appear to be a2 disadvantage
of the Geme technique. However, tris can be turned ito advaniage. First,

it should be explaine¢ that this is the only way ir which no ocne participant
has the advantage of having experienced the situatiorn before - all decisions
mist therefore be empirical. Then tke participant who raised the matter should
be invited to lead a discussion on how the situation would develop in real

life withont the artificiality, and how he would deal with the situation.

Other participants may have a different view of what happens in real life.

Patterns of behaviour within teams; difficulties of establishing a
woriiing organization and in reaching a co-ordinated decision at the right
time; problems of delegation and responsibility - these are topics thet
must feature in an evaluaiion. (If the umvire wishes to make a special
feature of team behaviour, he should use large teams and present & lot

of informatior for digestion by each team.)

The form and context of any records maintained, besides the necessary
decision forms, might be discussed with advantage. The application of any

technique recently discussed in the teaching programme should also be

pursued, e.g. statistical forecasting, costing of charting techniques.

At some stage during the evaluation session, participants will expect
the umpire to reveal how he computed the results of their decisions. It
is not advisable for the umpire to discuss in detail the mathematical
relationships that have beer built into the model, as this might steer
discussion in a difficult and unnecessary direction. Rather he should
explain in general terms how the model rea.ts to decisions and the constraints
underlying the model, which is all that is necessary to enable participants

t¢ evaluate their performance.
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The acinal content of ary evaluation will be determined by the ieaching
otjectives of the Business Came and the stage of development of the participants.
The same Business Game will noi give rise to the same pattern of evaluation
after each use. The Game should be used as a springboard from which an
evaiuation session can bz developed to any d.épth desired. Towards the end
of an evaluation session, it may be interesting to ask participants what
lessons they have lezrned, ana to compare their answers with the teaching
objectives of the Geme. It is not unusual to find that participants have

learned valuable lessons that itie umpire did not have in mind.

Educaticnal use

It should be stres:ed that the Business Game must find its place in a
teaching programme alongside oI other techniques. The Game is anotner wesapou
in the teacher's armoury, and in no way completely replaces other teaching
techniques. A well-designed teaching programme will make use of all techniques
in their place. Perhaps the Game particularly comes into its own to demonstrate

a functional technique or the problem of interrelationships.

Busineas Games have their disadvantages. Among these are artificiality -
participants may feel they have learned a lesson that is universally applicable,
when perhaps it is applicable only to the simulated economic enviromment
of the particular Game ~ and the acquisition of bad habits as well as good,
which is inherent in any learming-by-doing situation. These disadvantages musti

be guarded against by careful supervision by the umpire.

It is impossible to say how effective the Business Game is as a teaching
technique, or how effective any teaching is, for that matter. Those who have
participated in Business Games claim that they have found the experience
stimulating, and that It is & first-class enviromment in which to leern.
Pernaps wore than this cannot b2 claimed until further regearch is cerried

out into conirolled group reactions.

—_—— e




Perhars a final advantsge that car be claimed for Business Cames

is their versetility. With e little experience, the enthusiastic
teacher will be able tc adapt and develop any game to meet the
differing requirements of disparate griups of stiadents. Some :>fine-
ments and developments are mentioned in the Umpires Instructions in
the individual games in tbis series, but these should not be regarded
as exhaustive. An enthusiestic teacher will take the germ of an

ides from a game, develop this to his own requirements, and then use

it to his personal sastisfaction and success and those of his students.
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Sutiec:: Business Came

Duration: 3 hours (2+1) Method: Actual participation in Basiness
2+ on Game, Game plus discussion
repainder on review
Duration
Ste- (Mins) Description Comments

1 5 Introduction to Business Games
(The Business Game used can be
played either individually or
by teams, tutor must instruct
participants on whether they
play individually or not. Team
play has some advantages for
trainers who are pleying.)

2 5 Distribute instructions and
decision sheets to all
participants.

3 10 -Go through instructions item The game must not start
by item and ensure that until everyone understands
everyone understands what it is all about

4 5 Demonstrate use of decision Either challboard or flip
sheet chart ruled like decision

gheet. Start with basic
items in Game and work
through two months. Show
Plus and ecarry over etc.

5 10 Announce start of Game. Walx round and check each
Participants to decide cn decision sheet correctly
what they will do in month completed
1 and work out decision shee:
as far as Item D

6 Announce demand for month 10 First figare of first year

in annex VI

7 15 Instruct participants to Walk round and check for
complcie column 1 and bring correct completion
forward closing stock/
shortage to column 2

8 Have participants make decision Check all are ready
on month 2, and complete column
2to line D

9 Announce demand for month 2

10 T0 to Continue 7 , 8 and 9 until 12 Note: Time will decrease

80 months are complete with practice; make sure

demand figures are ticked
off as announced
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At end of Game summarize
information as per Umpire's
Instruction Sheet

Conduct evaluation session

Summarize use of Business
Games. Obtain participantst
reactions

Kote that participanis may
feel they would like to
continmne for another 12-mont.
period. If so repeatl sieps
as required and make
comsarison of figures for
eaca participant or tean

for the two years

See Notes oz Umpirets
Instruction Sheet




INDUSTRIAL SERVICES CENTRE
COMPANY DATA FILE AND TRAINING AND CORSULTANCY
NEEDS ASSESSMENT QUESTIONNAIRE
ORGAKIZATIORAL DATA ISC COMME™TS

1. Organizatiorn and history

Name:

Address:

Belephone KNo. Telex No.
Telegraphic address:

Type of company: Public/private/limited/ Owner/managed?
co rporation/

Date established:

Date of start up:

Capital structure: Who provided capital?
Nominal:
Subscribed: Were there problems?
Loaned: What were they?
Debentures:

Article/Memorandum of Association:

Foard of directors: . Links with other organizations
Chairman How appoi.nied?
Chief executive Duration?
Members
. Organizational structure (Insert small sketch.): Who appoints managers?

For how long?

Do managers have a stake in
company?

What arrangements are there
for management development?




Numbers exployed

Is 1etailed breakiown available?

- R Adults Juveniles foo s cya s
Ucpd.;'umt:uu - \C.s. WADTWU Vil DAL LA Wi

M F M F

indirect labour : supervisory

managerisl level etc.

Hours of work

Summer
Winter
Shifts
Other
Seasonality (of demand, raw materals etc.)
2. Company results Check if results are easily

available. Start with current
or most recent results and

work back
Profits/losses
ear Actual Budget/t=rget
Capacity utilization
ear Actual Budget/target Start with current year and
work back
3. Objlectives
Has the company got objectives? Do managementi comsider it
necessary to define objectives _
Are they clearly defined? to all employees and to make

sure they understand them?
In writing?

Are they understood?
To what level?

Are they feasible?
Are they attainable?

Are they realistic?




L. TForward vlens

Does the company aave pians for the fulure?

Dz they involve expansion?

Are they well thought out.

Are they realistic?

Do tney involve changes in sirucinre?

¥Will they require extra managemen: Or
supervisory siaff?

Do they require extra technical or
technologizal skill:

Has any action been taken to pian for
these aspects?

Do they involve new invesiment.

Bas there beer 2 feasitility siudy?
By whom?

Is the study available?

What -are the terms?

For what period have the plans been made?

How fixed/flexible are they?

Does management see any possibility of
problems?

What -sort of problems?

Is planning a separate activity?

If so, describe

What training have planners had?

5. Production

Management

Managerts name:

How long with company?
How long manager?

Training?

Education?

Hes the company got the resource:

to carry vasx Sut?

Will they require any changes
:n managerial atiitude or
thinking?

Wnat sort of changes?

Can ISC assist?

In what way?

Personal details:

Age

Length of service
Education
Techuical Training

Experience other employmeut
if any)
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Experience

Who reports to him?

Is there & structure?

Are tnere supervisors?

Arc there job descrivtions?
What training have they had?

Is trainiag provided?

Preducts
Weekly Production If possible obtair also sellirng -
Number  value ex price for eacn piuduct or
Product or group Descriptior Unit faciory product group
Machinery and eguipment
Number Date of
Department Des~~iption Made by off Installation Capacity Utilization %

Stopped time in hr/min?

ISC _Comments on above:

Information of cost?

Personnel 3kills etc, analysis

Number employed

As % of capacity?

Availability of standards?

Biologiccl dnta for

supervisor.

Trai- Ser-
Depart- nees/ vice
ment/ Super- Tech- Machine appre- opera- Labour-
gection visors nicians operators ntices tors ers

Training arrangements:
Numbers
Facilities

Complexity
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Raw maverials

Descripiion Sources Annual value Volume
Storage
Handling
Stocktaking
Turnround
Seasonality
Inveniory management/warehousing:
Methods: _ Effectiveness
Volume: Variastions
Steorage: Raw materials
Handling: Finished oroducts
Security:
Have personnel been trained? If so, how?
Production planning and'control:
Is there a separate unit? Is there a supervisor in
charge?
How is it organized? To whom does it repcrt?
Is it complex or simple? Fas it got speciaslized
equipment?
Vhat type?
What are the probiems? Is the system too
ciumbersome ?

Are delays caused by it?

Bow effective is the system?
Effects of production changes? How often?

Are they necessary?
Can they be avoided?

Are personnel trained? If so; how?

Industrial engineering etc.

Is there an Industrial engineering How long?
or work study section?

What are its responsibilities? Hov staffed?
Where trained?




How well trained/skilled are the persommel? Is regular iraining
provided?
How effective is the section? In what wvey?

Is it used for:
Solving problems?
Method design?
Incentives design?
Establishing work loads?
ALy other purvose?

Maintenance
Is there a separate section?
How staffed?
How controlled?

How is mzintsnance-done?
On breakdown?
On planned preventive basis?

Is there a miintenance manager or supervisor?
How was ne trained?
How long with company?

Is there a maintenance workshop? Details of equipment
" How well equipped?
How well-trained are personnel?
How are they trained?

Have thsy got all operating data
on machinery etc.?

How are spares obtained?
How are they stored and issued?

Are there protlems associated with
the procurement of =spares?

Quality control

What arrangements are there for quality

control? Scope

Is thwea separate section? Location

How staffed? Importance
Raw materials

Work in progress (WIP)

To whom is it responcible? Finished products




Are its responsibilities clear cut anrd
documented? Rejeciion rute

7
Rejection %
Is its authority clear and accepted? Repairs %
What trairing has supervisor had? Scrap

What training is provided for personnel?

6. Finance and accounting

Current capital position:

Are balance sheets available? If so, try
to get them for past five years

Is accounting mamual or machine?
Machine type: Number: In use from:
Are clerical staff trained? If so, how? Is training continuous?
Where?
Are machine staff fra.ined? If so, how? How?
How many?
Is there an accountant? Stages?

Is he qualified? Where?
What qualifications?

If not qualified, has he had
training?

Where? How?

Is it continuing?

How do they cortrol the costs? Do they have any knmowledge of
. excess costs?
Do they understand marginal costing and Would marginal costing be
how it could be applied? useful? e.g. for export pricing
Do they use budgets? What sort?
Do they use budgetary control (BC)? Do they understand what BC is?

And how it can be used?

What type and frequency of management
information is provided? Obtain specimemns if possiltle

Hox useful are they?

Production data: bottlenecks etc.

Costs and excesses
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Sales figures

Trading situztior and results:

Cast flow

hy
7\

profit and loss

Raw material stocks and purchases

WIP levels

Production plans

Pinished product inmventory
Customs credit or pavment

Wages payments

What are their arrangements for credit conmtrol

and negotiations?

How do they control payments e.g. to

suppliers?

7. Marketing and sales

Is there a separate marketing function?

How is it staffed?
How is 1t supervised?

To whom is it responsible?

Ha~ the supervisor been trained?
Where?
How?

Have the personnel teen trained?
Where?

How?

Analysis of sales

Home

Export

Products/types Quantity Value Quantity Value

Are there any specific training
arrangements in marketing
and suales?

Are any still untrained?

1f more roor is required, use
a separate sheet




What 1= ihe sales organizationts home base?

What zre export sales arrangements?

What m2thod is usec for price fixing?

Is 1t effective?

Does i* bear any relationship tc costs?

Are there extermal consiiaints?

Do prices vary between home and export?

Is market research carried out? Training of personnel?

Into new markets?

How?
Into consumer reaction? Training of personnel?
How?
- Packaging/design Special experience and iraining?
How?

8. Personnel administration

Is there a separate department dealing
with personnel administration?

How is it supervised?
How 1s it staffed?
To whom is it responsible?

Bas the manager/supervisor received
functional training?

Where?
. How?

Bave the staff received any training
: Where?

How?
Is there a written statement of personne’ policy?
Does it cover :

Recruitment?

Selection?

Training?

Transfer?




Promotion?

Discipline?

Wages?

Incentives?

Holidays?

Motivation?

Stability?

Termination?

Safety?

Transpori?

Time keeping?

Health?

Facilities?

Legal responsibilities?
Wages nego*tiations?
Employee benefits e.g. Insurance?
Protective clothing?
Service rewards?

Fire?

Any other item?

9. Layout and methods

Is the - layout well planned?

What is relationehip of raw material
stores to operating departiments?

In tbe same building?
Distance (approximately)
In adjoining building?
Distance {approximately)
In separate building?
Distance (approximately)

What are handling methods?

Water
Toilets

Education

How necessary is a flow chart?

For building read locaticn if
necessary since some material
etc. may be outside

Porterage

Truck
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Power truci: exc.

Are scgur.iial operations properly and
closely related?

Are there adeguate Luuls and fixtures etc.

What arrangementis are there for supply
0f raw materiais?

How is WIP moved fromx one operation ic
the next?

Bow is waste disposed of? t eack stage where waste
1s produced:

What is percentage?
What 1s volume?

What is value?

Can it be recovered?
Can it be sold?

Can it be used for other

purposes?
How are finished products transferred
to warehouse? How effective are methods?
How good is housekeeping? Deal with this section by

section. Consider cleanliness,
spoilage, bazards, condition of
machinery, condition of still
ages trucks, contaipners etc.
Consider alsn the potential
damage to finished products.

Department/section Comments

10. Other relevant factors

(If any aspect of the organization has not been specified above, identify it and

make commen.s that could be useful in assessing either truirning or comsultancy

assistance needed.)
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Annex I1

SAMPLE TRAINING EVALUATIOK FORMS

A. Assessment of the programme by perticipants

Title o programme:

Held at: From: To:

To help ISC improve future programmes, we should like you to complete this
training evaluation form. It is not necessary to sign it, though you may do
so if you wish, but we should be grateful for your assessment cf the following
items. We have left space at the end for your comments. Please tick the

appropriate box for each question.

Programme content

1. How relevant was the content to your needs?

Not as all /7 & little L7 Mainly /7 ‘wnolly [—J

2. Did you think the level of the programme was:

Just rignt /__/ Too elementary /__ 7 Too advanced /__/

3, The range of subjects was:

Just right L:j Too n2rrow L__./ Too wide D

If you have ticked either too wide or too narrow, please list below

the subjects you would have included or omitted.

4. Suggestivns for improvement:

Presentation

5. The duration of the course was:
Just right [:7 Too short [ __J Too long [/ __/

6. The ratio of lectures to demonstrations or participation was:

Just right _/_ ,/ Too many lectures /[ ] Too much participation / ;




10.

11.

The visuzl aids were:

- . . o . 7 - ’ 7
Relevan:i and erftective / / nelsvant ;
l-—_-) —— —
Effeciive /[ / Neither :

How involved were you in the training?

A liztle  _/ Not at a1l [/

Very much Z 7 Too much 7

Did you find any of the iraining methods more effective than others?

Tes D No Ej

If yes, please identify them

Was he documentation:

Useful? [__,: Superfluous? Zj Insufficient? / ,7

How would vou improve the presentation?

Administrative arrangements

12.

13.

Y

Was the location satisfactory? Yes

If not, in what way was it unsatisfactory?

Was the organization satisfactory in the following respects:
Transport: Yes [_—_7 No i 7 If no, what improvements

do you suggest?

Accommodation: Yes Lj No D If no, what improvements

do you suggest?
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Timing: Yes D Ne Z ; If no, what improvements

do you sugges:®

- et - -~ -
Documentation: Yes{ / Ivo_/_ 7 If no, what improvemenIs

do you suggest?

Comments

14. Which parts of the programme dié you find most useful?
15. Which parts of the programme do you recommend to be replaced?

16. Any other comments:

You do not have to sign the evaluation form, but it would be useful
for ISC if any of your comments or suggestions require to be followed

up for further information
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B. Assessment of individual lessons by the participants

Course title:

Heléd at: From: To:
Subject:

Date: At:

Instructor:

Please tick the appropriate box for each question.
Content

1. How relevani was the content to your needs?

Completely _’:j Mainly U
Not much D Not at gll / 7

2. T.e ratio of practical work to theory was:
Sufficient [/ Not encugn /7 Too mich |7

3. The level of instruction was:

Too high [__; Too low [__; Just right ( 7
Presentation

4. The presentation was:

Just right D Too detailed [j Too sketchy L.—‘
5. Did you find it:
Thoroughly interesting? [j Boring at times? z 7
Not at all interesting? D
6. Visual aids were:
Relevant [ _,,'/ Well selected [/ 7 Irrelevant / _/
Irritating /__/

7. The hand-outs were:

Useful and well prepared £~ ./- Sketchy ! /

Useless or irrelevant { !7




ancé clear:

the time __": Not at all / 7

§. Tne instruction was understandable

——

Phrovghout (& Part of

Comments

§, What changes or improvements do you suggest?

Yes D No :_,7

10. Were any problems unresolved:

If yes, please explain.

You do not have to identify yourself, but in case we would like to follow up

any of your suggestions it would be helpful.to be able to discuss them with you.




C. Assessment of the instructor by the rrograzme director

Instructo :

Subject:

Course title:

Held ati: From: To:

Pate: At:

Content

1. How relevant was the content to your needs?

Completely { ; Mairly / ; Not at all / 7
Litile / /

. Was the instruction level:

Correct? Lj Toc low? f-__/ Too high? z~/

N

3. Was material:

Thoroughly prepared? /__/ Sketchy? /7
Not prepared? L_/

4. Was coverage:

Adequate? D Corplete? D Slight? D

L 4

Bresentation

5. How effective war the method of presentation?

It maintained constant interest. C7 It maintained interest most of

the time, [7

Effectively? [/ 7 Too much? l-'/ Not enough? /[ 7

7. Was the group involved:

Very much? é-_—/ To some extent? C/ Not enough? :_7

‘ It did not maintain interest. /_/
6. Were visual aids used:
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How prepared was the iustructor?

—y I

Satisfactiorily { 7 In some respectis / / Not well enough / /

Was the ratio of prectical work to theory:

Satisfactory? / ; Toc much theory?/ 7 Not enough theory? /7 s
10. Had the instructor any mannerism that affected his performance? -
Yes / ; No ! ; If yes, what were they?
In what way 4id they affect his performance?
71. Was there sufficient opportunity for review summary and gquestions?
Yes £7 No D
Comments
12. Wwhat improvements do you suggest? (e.g. time ellocation; programme

sequence; methods of instruction; methods; hand-outs)




You are z member of a management consultant firm. The head of your fimm
has been called in on a consultant job, which he has allocated to vou after
conducting the initial interview with the cliemt. HKHe has given you the

attached confidential file witk the following explans;ions.

Your client is Mme Phan Boon Tran who is the widow of the proprietor

of a chain of three retail stores supported by a small metal manufacturing
plant. Most of the products this plant manufactures are sold through

the retail stores, but some products are manufactured there to meet
government orders. These orders are normally obtained by tender.

Your client's husband died fcur monmths ago and the widow has been

trying to carry on the business with the é.ssistance of her late

husband's executives.

These executives are: the Managing Director, Alexander Boom, who
has held this position with the company for almost four years; the
Plant Manager, Morgan; and the managers of the three retail stores,
Morales, Allen and Ang Soong. All of them have been with the

organization for some years.

Your client understands and speaks Englimh well, and this is the
language in which most of th: businese of the organization is
conducted. However, she does not read or write Englisgh and

therefore has difficulty in understanding the books and documents

5/ Extrected frer In-Basket Exercises for Management Development,
Management Development Manual No. 28 (Geneve, International Labour Office,
1968).
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of the compeny. In particular, she cannot understand “he contents of
the confidential file that has been handed to you. She found it,
locked, among her husband's papers after his death. She has tried to
read it out without any success and she does not trust Boom, Bo she

has not discussed it with hiz,

Since her msband!s death, she has been living on money available
from his estate. and when she has asked Boom about the vrofits of
the company, he says the organization is losBing money. She has
asked him for the accounts, but he has put her off, seying thst she
will have to wait for the six-month audit to be completed. In any

case, she knows she will not be able to understand them.

You do mot lmow your client and you did not know her lusband, but
the head of your firm was well acquainted with them both for some
years during the husband's lifetime. He is not able to add anything
to the details of the organization you are to investigate, as the

late ¥r. Tran never talked about his business.

It was rumoursd that he had trouble with the authorities over not
revealing his total income., He had lived well and was reported to
be wealthy, but whether as & result of his business or from successful

gambling on his string of horses, no one ever knew,

The head of your firm says he chinke it likely that the business was
never properly incorporated but carried on without any st:ucture other
than the owner's personal control. Consequently, Boom's title in

likely to be no:more than a courtesy one, without legrl Bignificance.




At this stage you are not to discuss anything with Boom or the store
managers and your investigation is entirely confideniiai. Wial your
client wants to know is: What are the significant contents of the

confidential file? and what do you recommend as & result of studying

the file?

Since your client knows nothing about this business she cannot help
you with any further informetion, but she hag reached the point where
she wants to have a showdown withk Boox so that she can find out

exactly where the business stands.

Ags a final bombshell, the head of your company says that the whole
question ixas suddenly become very urgent. Thc client has just
telephoned him to say that Boom wante to see her urgemtly this very
afternoon. She wants your company*s represéntative to be present at
the interview as her business adviser. Your bous adds thet he wants
your report in just one hour. He says he knows thic it unreasonable,

but that's how it is.

Summing up: Within one hour, with no other information than you
have, you are to examine in detail the comtents of the confidential
file and report on your findings, make recommendatioms on what should
be dome snd (your boss adds) decide whether you should attend the

meeting with Boow later in the day.
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3 ¥arch 1964

¥r. Alexander Boom

A Dear Boom,

We agreed today that you would be the Managing Director of my
enterprises and that you would be paid 2 salary of £2,000 a year,

which I would review each year according to the profits.

‘ In addition to this, you will have the free use of a car belonging

40 the enterprises, and the costs of rumning it, up to £700 anmually,

can be charged to the firm's account.

This is just a note so that we are both in agreement on vhat

was decided.

Phan Boon Tran




Sheet 2

Profit anz Loss Account:

(Consolidated)
1904 19€5
Stock B/F 247 312 Sales
Purchases 542 519 598 218\\ tock C/F

Gross profit 130 787 €5 903

920 628 844 837 920 628 884 837
Salaries 27 619 28 217 Gross
and wages profit 130 787 €5 903
Stationery 950 922
Rent 4 000 4 000
Advertg. 2 060 1 997
Repairs 150 22GC
Bad Debts 226 184
Net profit (% 363)
130 787 65 903 130 787 65 903

Note %o imstructor: This should be rather roughly typed, as above. Do not

imitate it exactly, but make a few errors in alignmert and some overstamping,
although not bad enough to be obscure. The idea is to suggest that it has
been typed by a poor typist, which adds to the realism of the document. Add

the inked changes as above.




Covernmen: department contacis

Ve e, e

Public works ...I....I................
Pos: and TelegTaphS eecccesscsccececns

FiOANCE ecevscsscsscmsscossssconosccns

TaXAtiOD eesceccesccccsaccccccccscncrs
CUStOMS ececescccscccncsscncscccsnnvens
Harbours and PortS.cececcccscccccccsss
AgTiculture ..esceccovccccoscsscsvccee
Education seesecceecsssccscccccscccons

pOlice oooo.-..ooo.loto...oooo...ooo.-

Water and Irrigation ccescececsccscess

Aressa Mobuiu
Arnolc Warme
Alwyn Moores
George Chan
Oris Tran

T. B. Shuon
Art Sawne
Eilis George
Aitirer (Capt.)

Amos Conn
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Lr. Isan,

The stafl of the factory is getting a bit resiless

because they think we are making a big profit.

Their wages are the same as they were two years ago

but food costs have gone way up in that time.

What do you thivk we ought ic de?

Llexander Boom




Stock B/F
Purchases

Salaries
and wages

Stationery
Rent
Advig.
Repairs

Bad Debts

Note to instructor:

Profit ané Loss Account

SConsolidatedz

211,419
690,316

935,951

28,919
818
4,000
1,219
198
35,154

Sales
Stock C/F

Gross Profit

706,432
229,519

935,951

34,216

The instructions given on sheet 2 apply here.
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Sheet ¢

DEPARTMERT OF TAXATIOK AITD REVENUE

P. 0. Box 5570

Bangaloops

5th March 1967
Mr. Phan Boon Tran,

P. O. Box 33D,

Bangaloops

Dear Sir:

Further to the discussion in your office today, the
Department will drop all investigation of your returms for tax
purposes if you forward within seven days your cheque for £ 3,200

in full settlement of the Department's claims.

Kindly note that proceedings will be taken after seven
days if this letter refers only to your income up to the end of

the year 1965.

Yours faithfully,

W. Q. Shan

Commissioner




You ought to be telled that your wife is not what you think she is.
She is carrying on a affair with your managing director. And this
isn't the first time she has beer playing about while you are busy

with your factory and bizness.

I won't tell you snymore or who 1 am but I'm just telling you so

you know.
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Argus, Springfield and Phoon

Solicitors and Business Agents

Kovember 3rd 1966

Phan Boorn Tran Esg.,

My dear Trax,
We have fully discussed with our cliemt the proposal

to buy your business.

Assuming that your accounts for 1965 and 1964 can be
verified by our auditors, and that you will undertake not to start
a similar buciness within ten miles of present sites, our clients are

interested in discussing a firm price.

They consider that your valuation of £500,000 is too
high, but this could be affected by the value of the rtock. They
suggest that a price of £200,000 plus actual value of stock, as assessed
by an independent valuer appointed by them but at your expense, would

be reasonmable, always assuming the above provisos.

Will you let us know if this proposition is acceptable in
principle. If it is, we will prepare an agreement to be signed by
both parties.

Sincerely yours,

Argus, §2r:’m5fie1d and Phoon




Snee: ¢

The government will give every encouragement to any
manufacturer, you or anybody else, who provides work and goods.
You cannot be protected from competitors starting up unless you
can get the government to declare you a piomeer industry. This
will give you tax exemptions, customs duties to keep out imports
and no one will get any licences to import goods that compete with

you, or machinery to make them.

If you want this, you will have to start a new factory,
or produce a new range of goods. As the law stands, it is only
for nev; industries, 8o you will have to do something more than just
carry on as you have been doing. If you do this, there's a good

chance you can get the special status above.

If you don't somevne else might. Of course, this helps
you too but if you want to dominate the market you will have to get
in before your competitores and you might ascare them off. Once you
are started and given the status, I think we can see to it that new
competitors don't have a chance to bring in plant or machinery, so

you would be a lot better off,

Why don't have a drink on Priday and talk it over?

Yours,

AL




Snest 10

To whom it is of concern:

This is my last will which I write while of sound mind and
full knowledge of what I am doing.

I wish that all my goods and possesriong, wnatever they are,
should be given to my daughter Ariadne Lew Tsan and used for her
education and welfare. I do not wish that my wife should receive

anything becruee I have well provided for her in my life.
Phan Boon Tran

First Jamuary 1966.
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SUF WONG AKD SIKPSON
CONSULTANTS
P, 0. Box 173L
Bangaloops
17tk April 1966

Confidential

¥r. Phan Boon Tran: -
You have asked us to look imto the affairs of your business

quietly and to make recomumendations on its future develiopmen:.

You will find a great deal of detail in the pages of our-Report which

follows, but this is a swmmary a&c we see the position.

1. Your factory produces goods for which there is an increasing
need in this country and we think you ought to keep it going
and consider expanding your output sometime within the next
year. If you don't, the market will get bigger, you will
be unable to supply all requirements and competitors will start.

2. Your retail stores are located in the right places and you
should consider starting another one at Rodcase where there
is-a big workers' estate being started.

3. The methods in your stores are out of date. They should be
painted in light colours, inside and out.

Shelving must be cleaned and painted and kept clean.
Your service counters should be covered with light

coloured plastic or something of that kind. If you brightemn

up everything it will help to attract more customers and sell
more goods. In the same way, you should brighten your staff -
give them bright-coloured uniforms and make sure they keep

them clean and tidy.




Kr. Phan Boon Tran Page 2 17th April 1966

4. Your accounts show that profits are declining. You should
examine all expenses and see where you can cut them down.
This is the best way to increase your profit.

5 We think your managers are all CK but you might try giving
ther = bomus on results so that they will try to work harder

and make more sales.

In the main Report all these items are discussed in full.

If you take our advice, we think your problems will soon disappear.

Yours faithfully,

Sun, Wong and Simpson
Consultants
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C. Instirucicrts ncies

The papers consist of three groups:
(2) The accouris of the tusiness:
(h) Other business matters;

(¢) Personal matiers.

The accounts

Sheets 2 and 5. Any trainee ought to be able to note that the net profit
has been falling. The imporiant point, however, is that the gross profit has
been falling, during the period of the accounts, while sales have been going
up. Probably this would be picked up only by accountants or students of
accountancy. Therefore, either the exercise should be confined to people
with this interest, or the non-accountants should not be expected to nciice
this point.

Suppose the group merely picks up the fall in net profit, the question
that should be asked is, Why is it falling? The obvious arswer is that

experses are going up. But are they? Examination of the expenses

after the gross nrofit is determined (in the second part of each statement .
will show that these costs are tending down, not up. Why them are profits
. falling? This leads to an examination of the gross profit. It is falling.
Why? Are sales down? No, they 2re up. What about stock carry-over each

year? Not mmch shange across the period. Purchases? Yes, they are going

1tp. So what is the concClusion?




Yost likely that either the costs of individual items purchased have
been creeping up, that is, the firx has been paying rising prices for the
same goods, or that sales prices have not been high enocugh. This may include
too mrny itens sacrificed at sales or allowed t¢ become dirty or damaged 30
thit they have to be sold at a discount. Somehow, volume has been sacrificed
to profit. Turnover is up, gross profit on the turmover is down. Something
is clearly wromg with either the buying policy or the pricing policy,

or both.

With an accounting group, a lively discussion can be provdked on this.
With a non-sccounting group, the accounts analysis gives the chance to talk
sbout the folly of going for turnover only - a company can go broke even
while its sales are buoyant. - -

The notes in ink on the accounts show that Tran has been understating
profit by a stock undervaluation or reserve. This is common enough and of

no importance in revealing conditions in the business.
Other business matters (Sheets 3, 4, 6, 8, 9, 11)
Sheet 3. This is & list of Governvent department contacts, which isa

perfectly legitimate list., Every businessman neads this type of contact.

Some trainees mizht want to suggest corruption, -but that is not

necessarily so.*




Sheet 4, This shows little of importance; it i1ndicates that cosTs are :
rising at the factory, but that there may be & bii of vother ahesd. T°
is not knowr whether Tran did anyiking 2dout the prot.exr. Dié he reise wages
¥hat do the accounts reveal? On the other hand, the sheet suggests something
about Boom, who signed it. Ke is the Eanaging Director. He ought at least
to be msking a recommendation, not asking for advice. This could lead to
& discussion of the need for strong managers willing to tackle problems or

at least repomaﬂ solutions.

Sheet 6. This is a red herring, of no importance. It does confirm that
Tran had some difficulties with the tax people, but it is settled and in any

case, tells nothing about the present state of the firm.

Sheet 8, Is this e way out for the widow? Shouléd she get :i:n touch with
this company and re-open discuesions. It is not known what happened from this
letter. Would the company be willing to offer the same price now? (See the
continued fall in profit to a loss after the letter wes written,) Incidentally,’
are the ideas on independent valuation of stock and the suggested comtract to

keep out of 2 similar business in the locality good ideas?

Sheet 9. Here is another possibility, to expand the marmufecturing side.
If the fall in gross profit is due to higher cost per unit buying, it might
be good business for the company to marufacture its own unite in greater
quantity and ro control the buying price. But there is another trap lLere.
The gross profit includes profits from the sale of goods manufactured. It

might be that they have been 80ld at too low a price and =0 have lifted

turnover, but cut the profit. So the factory and the shops need separate




investigation. Aanyway, this is a proposition whickL is wortk considering as

a solutl or to the firmts difficulties,

B the way, "Al" ca: be identified as the ccmtact man at the Finance

Department of the Government, so his advice should be reliable,

Sheet 1il.

Iter 1 of the summary report supporis the idee of expansion.

Item 2 writes off one possible cause of loss - bad locationms.

Jiem 3 seems sound and sensible enough.

Item 4 is wrong and should undermine confidence in this consulting firm.

Expenses are down, not up; the cause of the losses lies elsewhere, zs

has been shown above. Then the consultants have just recommended increased

costs - painting and so on. Finally, is cost cutting really the best way to
increase i)rofits? This reveals a negative attitude. The best way tc increasse
profits is more turmover at profitable levels. If this consultaut's advice is
followed and expenses are cut, the root of the problem is still not reached because
the gross profit is down and no cost cutting later will do much about that.

Item 5 suggests a bonus on results. What results? This is a question for
discussion, Clearly, in the present regult-of-business pogition, a bonus on
jncreased sales might merely add to the loss ~ higher turnover in this company
has been accompanied by falling profits. So a bomus is needed om profit resulis.
This is a good type of bcoue for management at all times. A salesman mey get s
boaus on rales, since he is instructed or what his price is to be. Managers,

though, must manage, not jusi sell.

On this sheet, the last question for discussion is, If the consultant's

advice were followed, would the firm's difficulties be solved?
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Fersonal Catiers (Sheets 1, 7 anc 10)

Sheet 1. %tis is of no importance. It records an agreemen® that has
no present effect on the situation. Boor may, of course, want his annual

rise considered. Should he get it?
Sheet 7. A red berring; best destroyed

Sheet 10. This is something of a bombshell, but it ought not to divert
attention from the main business in hand, The trainee hat been asked to
report on the apparent state of the business and what ought to be done about
it. Be should go ahead witk this and carry out his instructiou. It is not
his affair whether the widow owns the business or not. However, he

cannot ignore it. Top treatment would be to report on it separately to

his own boss raising the question of whether he, the boss, should tell

the widov about the will and advise her to get legal advice on whether it

is valid and where she stands.

Comments

The best perforas.:ce will be by those who quickly eliminate the unimportant
ifc-s, dispose of the will by calling it to the attention of the boss, and thea

get down to snmalysming the firm's situation. There are three possibilities:

expand, try to sell, or set *he present business or its feet.




ir eny case, ii will be nccessary te get out ceparate accounts for
the mamufactur:ng £ide of the buciness and see what contributiom 1t is

making to the total position.

In view of the doubt about the widow's legal position, the boss might
be adviseé to suggest she tell Boom that she carmmot give him time as
requested for discussion and make an appointment for a couple of deys
later. This will give a breathing space for a more leisurely examination
of, and report on, the accounts etc, But the trainee must not rely on

this., He can recommend it, but he must still come up with his report and

analysis, even if an interim one.
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SAMPLE Or PRQGRAMMED INSTRUCTION
1. At oune time or znother you may huve hecrd }
j

or read somciliing 2doout "programmed instruction®
and "teacking machines”. I you feel you

would like to learn more about the basiz prin-
ciples of prograamed irstruction, what a
teaching machine is, or what consiitutes a

programme, go to question 2

2. That you might more fully appreciate the
principles involved, the following items will
present you with information ir much tne same
way that programmed instruction would. As you
proce.d you will be asked to supply tae miss-
ing word or words for each rmunber. So that
this paper may be used again,please write all
your answers on a piece of paper. Please

munber your answers.

3. Remember as you work that thie is not a -
test. Each blank can be filled in from the

information given in the frame. If yom
have difficulty answering, re-read the whole
frame, After you have writtem the word or
words of your choice, check your answer
against the programme answer to the right

of *he question. Perhaps you will find

it better to cove. these correct answers
with a piece of paper until the right time i

comeg to reveal them.

|
| |
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If your answer is correct, proceed io ihe
next ilem. I you make an error, draw a line
throuzh the incorrect answer and write the

[}
correct answver above it, l
!

. 4. For example: 4. answer
After you have studied all of the Fote: Answers that are
) information on a given page write your the equivalent in meaning
on the sheet provided. to the suggested answers
You now have engngh information should be taken as correct

to write the word "answer" on your paper.
Now check yourself by looking to
the right and reading the correct word.

5. Ko doubt you have read something
gince 1961 that has described a new
teclnology of education called "pro-
grammed instruction". However, a
careful study into its early develop-
ment would reveal that programmed
instruction is not really as new as some
axthors have implied.

Under the direction of Prof. B. F.
Skimner, psychologists at Harvard Univer-
sity began their research on programmed
instruction over 0 years ago (i.e. about
1933). The principles of programmed in-
struction that you are about to learn are

the applications of learning princ'iplos

egtablished in Skirmer's laboratories.




6. O working witk pigeons and later with
their own studenis, the Karvard psychologiets
concluded: The most efficient and permanent
learning talzes place whon the sindents

(a) Proceeds through a course by a

mumber of small steps;
(®) Actively respords at each step;
(c) Receives immediate confirmation

or correction of his response;

(d) Proceeds at hie own rate,

7. let's é:amine each of these four prin-
ciples separately. First, the principle of

small steps.

Psychologists have taught pigeons to
walk through & complicated tango (dance)
step by teaching it as though it were a

series of smaller, less difficult .

8. The practice of teaching a skill or

subject by breaking it down into smaller,
less difficult parts or steps is not new,
An old law of mathematics tends to support

this method of teaching.

Try to complete it

"The whole is equal to the sum

of its .

7. steps

8. parts




9. Loboratory experiments with pigeons
hzve shown thei <her can be taught complex
forms of behaviour by leading them through

z carefully plammed series of very

10. As we develop principles 2, 3 and 4
you will begin to understand the values
of the first principle of instruction,

namely .

11.The second principle is that of active
responding. This principle may remind
you of the statement "Ve learn by doing”.
When we are actively reséonding we are

learning by .

12. When reading a book or watching a
£ilm, the student can remein passive: in
working through a programme, however, the

student must

respond at each step.

13. The writing out of your answers &s
you are now doing would be one method

of actively .

9. smell steps. For exampie,

pigeons have been *taught
io distinguist
colours, recogrnize shapes,

and play ping pong.

10. smz2ll sieps

1i. doing

12. actively

13. responding

—




14, Selectling the correct answer
fror 2 set of altermatives, such as

is founé o%* the ené of z multiple-
choice type question, would be another

example of .

15. Remember the most efficient learn-
ing tzkes place when every step of a
programme demands some type of

« This is the second

principle of programmned imstruction.

The first was that of

16. The third principle is that of
immediate confirmation.

Ski.;mer found that his animals
learned best if they were first
starved and then rewarded with

every time they

performed correctly.

17. Food would not 'be an adequate
revard to an animal with & full
stomach.

If you hé.ve ever taught a pet

a few tricks, perhaps you, like

Skimner, used food as a .

s . vg—

. Mty cmm e v e A AW ASSA -

14. actively responding
-

15. active responéing or

response

small steps

16. food

17. reward .




18. The perch-logisis czll thics type of 18. reward
revard "reinforcement"

To reinforce is 12

for a correct recsponse.

19. A synonym for "reinforce" is 19. reinforce
. strengthen. Something that is lmown to
strengthen a given behaviour can be said

to (techmi-

cal term) that behaviour.

20 To 2 hngry animal, food serves as 20 . reinforcement
adequate .
21. The studies at Harva-~ ~evealed that 21. reinforced

all organisms, including = .2ns, tend
o reproduce any uehaviour that is ade-

quately ' |

(techmical term)

22. FPor the most efficient learning to 22 . immediately
take place, reinforcement should follow
immediately the correct response

has been given.

A time laps= .of more than a few
~ geconds will begin to affect the amount :

of learning that takes place.

For best results, reinforcement

should foliow the response .
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23, It shoulé now be casier for you io
undersiané how psychelogists can develop
complex behaviours in pireons.

Usinzg the principle of

reinforcement, they cen continue any

number cf

into & desired behaviour.

24. You may be wonderirg why we refer
1o the third principle as “immediate
confirmation" rather than "immediate
reinforcemernt",

In order to be immediately
reinforced the student must first

receive immediate

that his response is correct.

25. As you check each of your responses,

you either receive

that your choice is correct or you find

out you have made an error.

26. When you make an error, you are not

(technical teru).

An individual has no tendency to re-

peat a response that has not been

(technical temm),

1o.

23, immediate

small steps

24: coniirmaticn

25, immedrate confirmation

26. reinfoiced

reinforced




27. People like tc answer guestione 27. reinforcement
correctly. It is this fecling of

success that acic as

(techrical term).
{

26. Ar indivicduzl properly reinforced 28, respond
for correctly responding to a given

situation will tend to

in a like manner when confronted with

a similar situation.

29. Renmerber, answers must be confirmed 29. immediate confirmation
before reinforcement takes place,
This is why we refer to the third

principle as

rather than immediaie reirforcement.

30. The principles of programmed instruction 30, small steps !
a~e applications of =sound principles of active %

. - learning firsi discovered in psychology : immediate confirmation |
laboratories. |

The first three are:

1.
2. responding
3.
31. Since you are working through this | 31. rate

programme without supervision. You can
more along at & rate that seems natural
and comfortable to you.

This illustrates the fourth prin-
ciple of programmed instruction - the

principle of procecding at y~ur own




32. If a student stops to think while
listening t» 2 lecture or walching o
f£ilm, he moy misc part of what ic being

presanted.

While working on a programme,
however, the student can stop and think
whenever he wishes o ds so without

part of the

instruction.

33. Programmed instruction is = self-
tutoring technique thet allows the

student to proczed at his own

" 34. The fourth principle of programmed

instruction can be remembered as three

words.

Student's

(B

35. Each of these items represents one

gtep in the programme.

Another name for a step in the pro-

gremne is a frame.

Therefore, each item represents one

36, By looking at any framein this pro-
gramme you are rcminded of each of the

(number) principles we

have discussed,

o,

|
l
'

32 missing

33. rate

34. own rate

35. frame

36, four (4)




37. Firsi, cach freme preeents e 37. small

amournt of new infor- emall steps
mztiar
Principie 1 .
38. Second, each frame asics you to 38 . respond
r

in some manner,

Principle 2 . active responding
39. Third, at the right of each page you 39, confirm
will finéd the correct answer, which will immediate confirmation

your response.

Principle 3

40. Fourth, each frame can be read at a 40. rate

that is comfortable own rate

to you, as the student.

Principle 4 Studant's

A1. With these principles in mind, Bee 41. small steps

if you can complete the following staiement, actively responds

jzomediate confirmation

The most efiicient end permanent learn-~
his own rate

ing takes place when the student:

1. Proceeds through the course by a

mumber of .

2.

at each step.-

3, Receives

at cach step,

A. Proceecds at .
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42. Two styles of programme are in common
~use. The firct, developed by Slinner, is
called *iinecar™ programming. OCther lese
commonly used names for a linear type pro-
gramme are Skirnerian, s;equential, constructed

response, and extrinsic. For our purposes

we will use only .

43. A linear programme presents frames to
the student in 2z definite segquence.
This programme would, therefore, be a

type programme,

44. There is no jumping around from frame
to frame in a linear programme. Every
student reads the same material in the same

order or .

45. The second style of programming is celled
"branching". It was developed by
Norman Crowder. Other names for it include:

Crowderian and intrinsic programming.

From its name, one might suspect that a
branching type programme, like a tree, is

made up of many separate _ .

46. Here is how & branching programme works. A
stuGent reads a small amount of new material and

answers a question about it. If he answere cor-

recily, he moves on. If incorrectly, he is

42, linear

4>. linear

44 . sequence

45. branches




directed to a brench of the programme thot
will {ell hiw why ne made the &rror and ro-
view the material he did not grasp. He will
then be required to answer correctly the
original questicn or a2 similar one before

moving on.

From the list below, select the best

answer to complete the following statement:

When using a branching programme, the 46. Go to the frame
ted opposite the
student who answers each question correctly sugges ppo
mumber of your choice.
will read frames than

the student who misses one now and again.

(more) go to frame LT
(1ess) go to frame L9

(the same numter of) go tc freme LB

47. Based on the information given you have
answered incorrectly: however, you may have
ween correct if you were thinking of a non-
remedial type branch. A non-remedial type
brarnch is one that is written specially for
the student who seeks additional information
on a subject over and above 1hat which is re-
quired by the average learner for completion

of the course.

For purposes of this comparison, however,
lot's just consider those branches that are

introduced to correct the student’s thinking

when he makes the incorrezt responsc.
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. @o back to freme 4£ and sclicet another

ancwer,

49. TYcu are correct. The student who pro-
ceeds without error readc the minimum nunber

of frames.

~ At this point in a branching programme,
the student would be presented wiih new
material and asked a questior about it. However,
we will now move back to the linear style.
(Fote: If you want to see how wrong responses

are handled read frames 47 and 48).

50. The two basic styles of programming are: 50.

1.

2.

Programmes are not limited to either style. In
fact, some of the more interesting ones use a

combination of both.

linear

branching

57, A programme can be published in several 51« machine

accepted forms. This one, for example, could
b= changed for presentation on a teaching

machine.

A mechanical device that presents pro-

grammed material to the student one frame at

‘a time is called a teaching .
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52. There iz a variety of teechirg machines

on the marizet.

Fost of them have z lever, button, or
krob which the student puches or tumms to
expose the right answer. Thus the student

gets immediate that his

enswer is correct and is, therefore,

(technical term)

53. Some machines re-

quire the learner to construct his answers on
a paper tape. The tape advancee automatiéally

‘with each new frame.

54. There are severzl teaching machines on

~ the market that use film rather than paper

to carry the prcgrammed material. The advan-
tage here is that more information can be

stored on a roll of than on a

gimilar amount of paper.

55. By way of review:
We have studied two styles cf programming.
Can you name them?

1.

2.

Both styles can be presented in a book

or on a

52. confirmetion

52. teaching

54. £film

55. linear
branching
teaching machine




- 17e -

56. low thet you understand how programmed
insiruciion works, lei'ts sum up by telling

you sometkhing z2bout its capabilities. Con-
pared with other forme of teaching, programmed
instruction would ran!: second only to the
tutorizl method. It is unigue in that it makes
possible the combination of the advantages of

the tutorial method with the economies of dis-

-seminating information through printing. Many

of the characteristices that make the tutorial
method the ultimate in teaching are the inherent
principles of programmed instruction. Far
instance, & tutor guides his students through

e carefully planned series of small steps, asks
quections at regular intervals to test compre-
hension, immediately confirms or corrects all
responses, end moves forward at a rate that is
comfortable to the student; The similarities of
the two teaching techniques are obvious., Is it
any wonder that there is so much intergst in

this new method of teaching?

Al)l programmes go through a period of
testing prior to publication. Out of this test-
ing phase comes a superior pre-evaluated pro-
gramme guaranteed to accomplish the objectives,
Such a programme makes the fundamental concepix
of the material so clear and evident to the
learnmer that it becomes very casy for him to

apply hie newly acquired imowledge back on

the job.
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You have just completed a course on
programmed instruction. We hope that it
has been interesting and informative and

+hat you now have a knowledge of how it

works and what it carn do for you.
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AnEX Y -
SAMPLE ROLE PLAYING EXERCISES

Role vlayver 1A

You are Badri Ial Mananahar,

You are the 3eneral Manager of Thapathali Textiles Ltd., wnich is & opublic
enterprise set up ten years ago, employing 65 peovle in the manufacture

of textiles mainly usel as apparel.

Your accountant, Padma Ratna Shakya, bas reported to you, based on
the information he collects daily, that lengths of clc*h disappear

regularly from your warehouse.

He has been unable to find out who is responsible, but thinks that it
is the warehouse supervisor, Navra Chandra Shah, who is working with one
of the drivers employed by one of your biggest customers. He thinks they
are removing cloth from the warehouse along witk clota that is intended for
the customer. The extrs pieces are unloaled somewhere on the way and find

their way onto the market.

Before reporting the matter to the police you decide to n.ke some
inquiries yourself, and accordingly you have Mr. Shakya ir your office.

It will depend on the result of your investigation what you do next.

Prepars yourself for your talk with Mr. Shakya and show us what you

would do.

Your should bear in mind that Mr. Shakya and Mr. Shah have kad difficult
relations with each other for the past three years, You do not know why,
but wonder whether this can have affected Mr. Shakya's suggestion about

Mr. Shah being responsible. .
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Role player 1R

Your name is Padmz2 Ratne Shakya.
You have been employed for six years as accountani by Taapatheli
Textiles Ltd., 2 public enterprise employing 65 people and manufacturing

textiles used for clothing.

You have noticed from your records that several lengths of cloth have
been disappearing from the warehouse at fairly regular intervals. You have
made some inguiries but have been unatle to find out anything definite, but
most of the cloth seems to disappear when one of the company's biggest
customers is collecting cloth for its own use. You know the driver of this
wagon is very friendly with Navra Chandra Shah, the warehouse supervisor,

and they seem to spend a considerable amount of time together.

About three years ago, Mr. Shah and you had a serious difference of
opinion about the stock, and relations between you are still difficult. Your

opinion was not accepted by the management.

You report the situation to Badri Ial Manandhar, the manager of the
company. He has told you he wants to make further investigations and has

called you to his office.

You may be called on to justify your claim that Mr. Shah and the
customer's wagon d4river are working together and are responridble for the

disappearance of the cloth, Mr. Manandhar has indiceted that he may have

to call in the police to make inquiries.
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Role plaver <L

You are Meghe Krishna Singh.
You are the Extension Services Divisior Chief at ISC.
Swayambhu Binod Pradhan, Chief of the Training Branch, has informed

you of disciplinary provlems in the Branck.

Although you and he have agreed that <he work of the Branch must be
very carefully planned and controlled in order itc make the besi use of all
the Branch resources,including manpower, egquipment and facilities, one of
the senior officers, Rasendra Shrestha, refuses to complete a weekly planning

schedule of the work he expects to do compared to the work he actually does.

It seems that Mr, Shrestha also leaves Balaju without informing anyone
where he is going, and from time to time, he appears to be engaged in work

about which neither you nor Mr. Pradhan know anything.

There have been several other incidents that you know of where
Mr. Shrestha has not followed instructions, but no action has been taken

as far as you are aware.

You have, therefore, called Mr, Shrestha to meet you in your office in

15 minmutes. This will give you *ime to decide on your approach to dealing

with the problem.




Rore piayer 2=

You are Resendra Shrestha, senior officer in the Training Branch of

IsC.

Your branck cnief, Mr. Swayambhu Binod Pradhan, was appointec to the
post about 12 months ago. He has less service with ISC thax you, and you have
been in the Training Branch for two and half years. TYou expected to be

promoted to hranch chief but this did not happen.

You are an independent man. Rules and regulations are guides to you
rather than instructionms, and you consider that you can often find better ways

of achieving results than simply obeying the regulations.

A few weeks ago, the branch chief introduced a new planning chart for
each officer in the branch. He said it had been agreed with Megha Krishna
Singh your division chief, but it did not seem to you to serve any useful
purpose., If anything, it would prevent you from moving around freely and
being as flexible in your approach, so you have not bothered to complete it

or to give your reasons for not doing.

If you are given a job to dc you like to go ahead on your own without
consulting any one else at ISC. After all, you are the most experienced

officer in the Branch,

You are now advised that Mr. Singh wants to see you in his office in

15 mimutes. What are you going to do and say?
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Role tleyver 34

You, Nerzvar Bhattarzi, ere the General Manager ir the Nepal Centrsl
Y » r -

™ading Company (NCTC).

You have Jjusi been informed that Maniharsha Gautam, the Managing Director

of one of your bigges:t cusiomers, is waiti 10 see you.
?

He has written to you explaining that his company had placed an order with
you for 25 tons of cement - which is in short supply - and had been informed
that this would be available within one month from tke date of order. The order
was placed four months ago, but no deliveries have been made. This has interfered

with Mr. Gautam®s company's expansion programme and has caused « loss.

More than that, however, Mr. Gautam has learned trat one of his competitors,
the Lainchaur Exploration Company, has had cement delivered to them within two
vecks of placing their order. This order was not received by NCTC until aftier

Mr Gautem®s.

You have about 10 minutes to decide how to handle tne interview.
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Role player 3E

Your name is Maniharsha Gautam. You are the Managing Director of Lal

Durbar Minerals-Lid., one of the biggest private groups of companies in Nepal.

You have been & customer of the Nepal Central Trading Company (NCTC) for

. nany years and you ars probably among the biggesi five.

Relations have usually been good, and you have gradually accepted their

promises as being firm.

About four months ago, your company ordered 25 toms of cement, which is

in short supply, from NCIC and were promised delivery in one month.

No deliveries have yet been made but you have learned that the Lainchaur
Exploration Company, one of your biggest competitors, has had cement delivered

to it by NCTC. This delivery was made within two weeks of the company placing

its order.

You lLave written to Narayan Bhattarai, DGM of NCTC, setting out the facts,

and you have an appointment to meei him in 10 minutes.

How are you going to approach this problem?




Annex YT

M AT T DO TATLY
LN el Wu&uuss c_“n “u.-

L. Instructions to participants

- -
. 3Situztiicn

You are now to assume that you are ir charge of a factory that produces
only one product - the Ilo.

In yoar assumed capacity, you will have to make a series of decisions
concerning the number of Ilos to be produced eack mornth. TYour task has beer
simplified because you can also assume that:

(a) Once you decide on the mumber to produ-e, it has immediate effect,
i,e., there is no time lag beiween making your decision and bringing machines

irto production;

(b) Ilos are immediately available for sale in the month in which they

are produced;

(c) There is unlimited production capacity and storage space.

Your factory receives orders for Ilos in the demand pattern outlined
in section 2 below. Normal trading terms are such that the customer expects
his order to be met from stock. All prices end costs are expressed in a myvthical

currency unit, the UN.

2. Demand pattern

The following information is availahle concerning potential demand,

i.e. the orders you can expect to receive in the coming yvear:

(a) There is no seasonal pattern;

(b) Demand fluctuates but appears to average around 200,000 units per

month;

(¢) M highest demand in any one month over the past few years was
260,000 units,while the lowest wes 140,000 urnils, However, these exi™ames
were experienced not more than once o~ twice per year -~ for well over half
the <ime, demand varied between 150,000 and 240,000 per month.

45 stated above, the customer expects his order to be mev from stock.
However, demand which cannot be met due to shortage of gstock can be carried
forward and receives priority for delivery as soon as sufficient stock is
available, b-. additional cost s incurred should the customer be inconvenier zed

’..

in this v . . wection § below. )
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Trna~tior level

N

You are tc assume that at the commencement of the exercise your
facicry is producing at the rate of 20C,00C units per monin. You mey decide
to 2lter ihis, up or down, ir the first -r any subregueni month. However, the
production process is suchk that produztior level car only be changed ir steps

of 10,000 units.

Once you have made a decision on z level of production, your factory
will continue to produce at this level each month until you change the level

by & subse;uent decision.
4.  Stock level

You commence the exercise with 50,000 units of finished Ilos in~
stock. The amount availsble for sele in the first momth will thus be this

figure plus whatever you decide to produce in the first month.
5. Costs

The following costs will be incurred as a direct result of the

decisions you make each month:

(a) W¥ 100 for every 10,000-unit step up or down in production

level;
(b) W * for every 1,000 units in stock at the end of each menth;

(¢) Ur 25 for every 1,000 mmits of Ilos thaf cannot be delivered
in any momth due to shortage of stock - this is payable to

the customer as compangation fnr inconvenience caused.

You may, if you wish, kvep & cumulative total of costs iucurred each
month, but in any case these costs will be computed in total 2t the end of

the year.
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£. Secuence of operatiorn

This sarmple Business Game will adopt the following sequence:

(a) Tou vill decide your production level for month 1, and
record this on lines £ ané B in montk 1 orn the gdecision
sheet. Trhis will zutomatically determine the aommt |
aveilable for szle in month 1, havTing taken into account '
the opening stock of 50,000 units. konth 1 on the decision

sneet is thus completed as far as line Dj

(v) As soon as each participant has completed line D,the umpire
will armounce the demand for month 1, this you will record

on line E of the decision shteet;

(¢) You are now in a position to calculate your closing siock
at the end of momtk 1 - or your stock shortage as the case
mzy be; record this on line F or G of the decision sheet

and carry furward to line C of month 2;

(d) You will now decide your production level for month 2 and
record this on linesA and B in month 2 on the decision sheet.
An adjustment of the opening stock or sto.z shortage, as the
case may be, will again enable you to determine the amouat

available for sale -~ month 2 is now completed as far as line Di

(e) As soon as each participant has completed line D the umpire
will smnounce the demand for month 2, thiz you will record on

line E of the Adecision sheet;

(£) Sequence (c), (d) and (e) is repeated until the end of the

year;
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(g) At the end of the year, you will compuie the grand total costs

(h)

incurred as a result of your decisions in accordance withk seciion

5 - this will be recorded at the right-hand side of the dec.sion

sheet ;

The exercise concludes with an evaluation session when points brought

out by this Business Game will be discussed.
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DECISYON SHEET

Number of units (thousands) Cost
Month per 1,000
Line Item Source 12 3 b5 67 8 9 10 11 12 Total gnits " Tetal
A Increase (¥) or decrease (-) Decision 10
in production level
(10,000-unit steps)
B New production level Last month B
Amended by
this month A
C Add opening stockx or deduct Last month +50 1
'.J
stock shortage F "
J
D Avz..'lable for sale Combine B
and C
E Sales demand Given by
umpire
F Closing stock surplus (+) D - E 3
G Closing stock shortage (-) E-D 25
negative
trand total cost UN
- Fy
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S. Jostruchiions IC umpires

(Not tc be distrituted o pariicipants)

This 1s & non-interaciing Business Geme. Participanis musi plan production
inic stock to meet a fluctuating demand from customers, there is a penal charge
for inability ic meei demani from siock,but tbere is alsc a cost penaliy every
time the level of producticn is changed or stock is carried over from one
decision to the next. The Game 1s designed to bring hore the problem of operating

production, stock and sales pclicies within a minimur cost structure.
The produc: - Il. - is fictitious.

Organization and tim: .ng
Due to its simrlicity and speed, participants may operate individually rather
thean in teams for thais Game. The umpire has little to do, and therefore there is

no limitatiorn on nrmbers.

The whole exercise, including evaluation, can be completed 1n from one to two

hours.

Baquipr :at required by each participapt
Participants’' instructions
A decision sheet
A sheet of notepaper

A pen or pencil

Eguipment required by the uupire
A set of participantst! instructicns and decisior sheet
Blackboard or cther visual aid
M Nciepaper and pen c¢r pencil

Instructions to umpires, particuiarly the table,

Detaiiea operating instructions
1. Hand-out participants? instrictions and deciciun sheet, read through the

instructions with the participants, amplifying and explaining 6 if necessary:

the Game must not be started until each participant fully understands what 1t is all
about.
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2. Fnsure that participants understané how to use the decisiorn sheet -

draw up and demonstirate its use on the blackboard, for example:

Month
1 2 3 4

A +1C =10

B 210 200

c +50 +40 =10

D 260 240

E 220 250

F 40

G -10

3. Announce the start of the Geme and instruct participants to make their
first decision and complete month 1 on the decision sheet ais far as lipe D.
Walk around and guickly inspect each decision sheet to ensure that each
participart has completed it correctly.

4. When satisfied on item 3, announce the demand for month 1 by reading

the first figure of the table, first year.

5 Instruct pariicipants how to complete the ‘mcn‘th 1 columm of the decisicn
sheet and bring forward the closing stock or shortage as the case may be,

to line C of month 2. Walk round and quickly inspect each decicsion sheet
again ©o ensure that each participant has completed it correctly. If there

is no problem at this stage, the rest of the game can follcw quickly as each

participant cleerly understands th: routine.

6. Instruct participants how to make their decision for month 2 and corplete
the month 2 column to line D again. When all are ready announce the demand

for month 2 from the tab. e.

7. Contimue in this mamner through to month 12, anmnouncing each month's
demand whea all participants are ready. Clearly the speed will be govermed
by the slowest participant. It is advisable to score a peicil line through
each demand figure as it is announced to avnid any error whun annocuncing a.

subsequent figure.
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£. Or. concluz_.n of twelve months, instruct participants to compute their
granc total cost by adding across lines A, F and G and carrying out the
necessary calculations. Note that in adding across line A it is the total
rumber of 1C,000-unit steps, irrespective of whether these are plus or minus,

that form the basis of the celculatior, Impress this upon participants.

S. An evaluation sessicn is now carried out (see below). However,
participants may clsim that they have just got the feel ol the situation and
may wisk to run a second year, which will take very little time. If so; hand
out further decision sﬁeets, but this time ask participants to substitute
their own opening stock (or shortage) for the 50,000 units at line C, month 1.

The "second year" figures in the table are for each second year.

Publication of information dr~ing the Game

None.

Summary of information on conclusion of tne Game

The following information is useful during the evaluaiion session and
should be tabulated on the blackboard either for each participant or for a
selected range orly. If two years have been simulated, the figures for each
year should be ranged in adjacent columns to demonstrate any improvement:

Grand total cost
Number of production changes
Fumber of times out of stock
The maximum sud minimm stock balances
Individual groups or umpires may feel that other information is

useful as a basis for discussion.

Evaluatiou session - suggested points for discussion

Review summary of information and observe if there is any improvement,
if two years have been simvlated. What were the actions that produced the

highest and lowest grand total cost figures?
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What poliey of . atrol was adopted by cack participani® 1In balancing
the conflicting otjectives of different subsystems, one iter must always pe
left to take ur the slack - it is not possible toc control or siatilize every

one. Was stock or production allowed to fluctuete?

How did participants interpret the demand pattern?
In section 2 of the participants' instructions is the descrintion s
of a randor incidence bui witk 2 normal distribution. If tkis statistical
fact had been established, the decisions woula have beer easier.
(A low grand tota. ‘ost will be incurred if no change is made to production

level.)

Were participants able to forecast demand? Because the distribution
is normal, it becomes easier to forecast on 3 cumulative basis as the months
pass by.

Discussion on the realism of the Game. In reality, such a situation
becomes iﬁfinitely more complex because there are many more variables to
balance,and the whole is overlaid with other human and'techniual protlems.
However, this is & practical problem in any indust.y. The Game decmonstrates
that here is an area of decisionemaking that has its direct effect on the
cost structure of the organization.

While the Game is simple, it cen be used as a springboard from which to
develor a series of later lectures, discussions or readings, such as:

(a) The use in indusiry of various statistical techniquus in the area
covered by this Game;

(b) Practical problems in plamning and control and the balancing of
subsystems; ‘ ’

(¢) The problem of carrying buffer stocks at various stages in a
production process;, who nakes the decisionj the coste incurred.

For the much wider implications of this type of problem. i.e. the field

of industrial dynamics, see, for example, Management Controls: FNew Directions

in Bagic Research, edited by Bonini, Jaedicke ard Wagner.
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Possible Jeveloovments

The umrire may wish to further develop the Game 1o meet particular

requirements, Some sug :siions are noted below.

The Game coulé be played with teams rather than indiviéuals to observe
how a planning policy was evolved within z team.

4 time lag could be introduced, e.g. & decision on production leyel
made in morth N can orly be implemented in month X + 3 owing tc the

oroblems of arranging s labour force.

Stock could be mzde perishable, say, valueless if unsolé within two
months of completion,
The demand could be made seasonal and put vnto a rising or falling

pattern instead of the static patiern of this Game.

Customer demand for Ilos

Nonth First year Second year
1 216,000 172,000
2 146,000 140,000 -
3 172,000 236,000
4 234,000 200,000
5 156,000 148,000
6 206,000 172,000
7 144,000 238,000
8 184,000 144,000
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Average per month

26C,00C
224,000
18C,00¢C

192,00C

2,416,000

201,333

25C, 000
19€..00C
176,000

238,00

2,404,000

20C, 333







