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Lea rn i ng 0 UtCO m es Business Administration

e The fundamentals of learning and development.

e The key steps of learning and development.

e Practices adopted in learning and development.

e How people learn.

e How to carry out a Training Needs Analysis.

e Development of a training plan.

e | eadership and management development.

e The need and benefits of performance management.
e Different systems (models) in managing performance.
o Setting SMART objectives

e Assessing and rating performance at work.

e Conducting performance appraisals.
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Why do we need to learn & develop at work
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o e eo.0 Business Administration
Learning & development — a definition

* |tis concerned with ensuring that organisations have the
knowledgeable, skilled and engaged people they need.

* |t means enabling individuals to acquire knowledge and skills
through experience, social contacts, coaching, mentoring and
guidance provided by line managers and others, self managed
learning, and learning events and programmes provided by the

organisation
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H oW peo p I e I earn Business Administration

70 / 20 / 10 Model Clardy 2018

(Lombardo & Eichinger, 1996)

70% - : _ Learning does not necessarily fit neatly within these
rom work experience “boxes” — experiential and social learning are

important but formal training should not be
underestimated

2 O% from social learning
1 O% from formal training

—
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CO m po ne nts Of L& D Business Administration
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Learning styles — Kolb’s learning cycle  Busiessadminisiation

Concrete

r experience ﬁ

Reflective
observation

; Theorizing J

Experimentation
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Lea n i ng Styl es — H on ey & M u mfo rd Business Administration

ACTIVISTS - involve in new experiences

THEORISTS - apply observations in form of logical
theories

PRAGMATISTS - experiment
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Implications of learning concepts

Process of
learning

Learning styles

Learning curve

Motivation to
learn

Cognitive
learning theory

Learning is achieved in different ways — context
is important

Every person learns differently

Time to learn varies between people

People need to have a motivation to learn

People learn by being exposed and solving
problems

Undergraduate Diploma in
Business Administration

Different learning needs require
different learning methods

Programmes need to be adjusted
to cope with different learning
styles

Progress in learning varies

Learners should be helped to
develop learning goals and
understand its benefits

Provide learning opportunities to
people to learn by doing
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WO rkplace Iea 1 i ng Business Administration

Learning happens mainly in the workplace

Much of it is informal though managers have a role to play through their
coaching intervention

Workplace learning is largely experiential— learning by doing

It also involves learning by observing others (cooperative learning)

Induction training



Workplace is a site for
learning — “training
island” close to where
work is actually carried
out (similar to a lab)

The workplace itself as a
learning environment
(e.g. through job
rotation, job shadowing,
cross-site project work)
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Characteristics of workplace learning  usiness administration

Learning through work
itself (informal learning)
to develop skills
(continuous learning)




Enhancing workplace learning

Induction training
for new employees

Buddy System
(work with
someone else in
same job)

Planned experience
to obtain
knowledge and
skills over time

Shadowing
(learning through
observation)

Coaching (one-to-
one training)

Performance
management
(identify areas for
improvement)
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Mentoring
(experienced
people to provide
advice and
guidance)

Personal
development
planning
(structured
approach)




Training Needs Analysis (TNA)

What people
should know

Expected
performance
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What they
actually know

Actual level of
performance
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TNA p rocess & m ethod Business Administration

e Surveys or interviews — about requirements of position
* Role analysis — specifying the requirements of the position
* Skills analysis — level of skill required to achieve a standard of performance

* Performance management — knowledge, skills and behaviour

* Learning evaluations — measuring the level of knowledge gained after a
training intervention and implementation of knowledge
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Lea rning & dEVEIOpment practices Business Administration
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Development of a training plan Business Administration
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Group activity [

Discuss an appropriate method of learning and development programme
for the following jobs:

An entry-level chef at a 5 star restaurant
A new manager in a fast food restaurant
A car mechanic on hybrid / electric cars
A receptionist in a hotel

S

A machine operator in a manufacturing company producing
flavoured drinks
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S u m m a ry - Wh at is L& D ? Business Administration

* Video - https://www.youtube.com/watch?v=hK5zWdvD9Zw&t=107s
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Leadership & management
development
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60 to 75% of employees in any organisation, no matter where survey was
completed, report that the worst or most stressful aspect of their job is
their immediate supervisor

Pfeffer & Sutton (2006)
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LeaderShip & ma nagement Business Administration
development — defined

* It aims to provide managers with the leadership and managerial
qgualities required to achieve success.

* It is concerned with unlocking potential and form a vital ingredient in
talent management.

* A blended approach is used combining analysis of learning needs and
activities used to achieve the learning objectives.
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Management vs Leadership Business Administration
Making the distinction

Leadership involves management and management involves leadership — hence may be
difficult to separate the two

Leadership = inspiring
people to do their best to Ma nagement = process

achieve results (based on of achieving results by “getting
motivation, vision, persuasion, things done through people”.

influence and engagement)
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Le d d ers h i p d eve I (0) p me nt Business Administration

It is sometimes said that leaders are born, not made
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Conditions for successful leadership  Business Administration
development - yuki (2006)

 Clear learning objectives

* Clear, meaningful content

* Appropriate sequencing of content

e Appropriate mix of training methods
* Opportunity for active practice

* Feedback

* High trainee confidence

* Appropriate follow-up
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Management development — formal  susiness dministration
approaches

* Planned experience — rotation project teams, secondment
* Coaching - one-to-one approach

* Mentoring — specialists / experts in the field

 Action learning — exposed to real life problems / situations
e Qutdoor learning — to learn how to handle pressure

* Performance management feedback

* Self-developed learning

 Specialised courses and programmes
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Performance Management
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Lea rning OUtcomes.“ .o reminder Business Administration

e The need and benefits of performance management
e Different systems (models) in managing performance
o Setting SMART objectives

e Assessing and rating performance at work

e Conducting performance apypraisals
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The need and benefits of
performance management
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Performance management — defined

It is the continuous process of improving performance by:

(1) setting individual and team goals that are aligned to the strategic
goals of the organisation

(2) planning performance to achieve the goals
(3) reviewing and assessing progress and
(4) developing the knowledge, skills and abilities of people.
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Video — Performance Management Business Administration
Bill Shannon (Auburn University)

https://www.youtube.com/watch?v=sYyTxu3Mzhw&t=42s
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- Business Administration
5 benefits of performance management -

It helps to:

1. Work towards common organisational and departmental goals
2. Builds accountability

3. Provide clear understanding of expectations
4. Provide feedback t employees

5. Prepare for and develop career goals
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Four major influences affecting oA A

performance
Harrison (1997)
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Different systems (models) in
performance management




Traditional Method

Organisation’s strategic
objectives

PLAN
Performance & development
agreement (define role /
objectives) and agree plan

REVIEW
JOINT ANALYSIS OF
PERFORMANCE
Review performance / rate
performance
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MONITOR
THROUGHOUT YEAR
Performance / feedback /
coaching / deal with

underperformance
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MEthOd at ASt ra-Zeneca Business Administration

Stage 1
Business roles

Stage 2
Performance
planning

Stage 4
Performance
improvement

Stage 3
Performance
development




Method at Pfizer Inc

Total
compensation

Performance
planning

Ongoing coaching and feedback

Performance
review
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Development
planning
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Setting SMART objectives
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WAl o | sl T s aaa® ] Business Administration
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ExerCiSE on SMART - 20 minS Business Administration

Set SMART objectives for the following positions (or others you may be
better familiar with):

An entry-level chef at a 5-star restaurant
A new manager in a fast-food restaurant
A car mechanic on hybrid / electric cars
A receptionist in a hotel

A machine operator in a manufacturing company producing
flavoured drink

gl B0 e =
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C H E F O Bj ECTIV E Business Administration

Objective:

By the end of the next quarter (3 months), successfully master and demonstrate the preparation of 10
signature dishes from the restaurant's menu to the head chef's standards, achieving at least an 85%
approval rate during weekly evaluations.

Breakdown of the SMART Criteria:

1. Specific: The focus is on mastering 10 signature dishes to the head chef's standards.
2. Measurable: Progress is measured through weekly evaluations and an 85% approval rate.

3. Achievable: The objective is realistic for a junior chef to achieve within the given timeframe, assuming
they already have basic skills.

4. Relevant: Developing proficiency in the restaurant’s menu supports the junior chef’s role
contributes to maintaining the restaurant's five-star standards.

5. Time-Bound: The goal must be achieved within three months.
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N EW MANAG E R O Bj ECTIVE Business Administration

Objective:

Within the next three months, reduce customer wait times during peak hours by 15% by optimizing staff
scheduling and implementing a new order preparation workflow, while maintaining a customer satisfaction
score of at least 90% based on weekly feedback surveys.

Breakdown of the SMART Criteria:

1. Specific: Focuses on reducing wait times, improving workflow, and maintaining customer satisfaction.

Measurable: Success is tracked through a 15% reduction in wait times and maintaining a 90%
satisfaction score.

3. Achievable: The timeframe and targets are realistic with proper training, effort, and resource allocatio

4. Relevant: The objective supports the restaurant’s goals of improving efficiency and enhanci
experience.

5. Time-Bound: The goal must be achieved within three months.



CAR MECHANIC OBJECTIVE " usiness Administraion

Objective:

Within the next six months, complete a certified training program on hybrid car maintenance and repair, and
independently perform at least 10 hybrid vehicle diagnostics and repairs with a 90% customer satisfaction rate as
assessed through post-service feedback.

Breakdown of the SMART Criteria:

1. Specific: Focuses on completing certification and applying skills to hybrid vehicle diagnostics and repairs.

2. Measurable: Progress is tracked through certification completion, performing 10 repairs, and achieving a 90%
customer satisfaction rate.

3. Achievable: Six months provides sufficient time for training and practical application, assuming access to
training and tools.

4. Relevant: The objective aligns with the growing need for hybrid vehicle expertise in the autom

Time-Bound: The goal must be completed within six months.
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R Ec E PTI 0 N I ST O BJ ECTIVE Business Administration

Objective: Improve customer satisfaction scores by 15% within 3 months by enhancing communication
and service delivery skills through focused training and feedback.

Breakdown of the SMART Criteria:

1. Specific: Focuses on improving customer satisfaction by enhancing communication and service
delivery.

Measurable: The target is a 15% increase in customer satisfaction scores.
Achievable: The goal is realistic with targeted training and regular feedback.

Relevant: Aligns with the receptionist's role in providing excellent guest service.

R

Time-bound: The objective is to be achieved within 3 months.




MACHINE OPERATOR OBJECTIVE " e i

Objective:

Within the next two months, achieve a 98% operational efficiency rate by reducing machine downtime
through proper maintenance practices and completing a safety and troubleshooting training program,
ensuring zero safety violations during the period.

Breakdown of the SMART Criteria:

1. Specific: Focuses on improving operational efficiency, reducing downtime, and adhering to safety
practices.

2. Measurable: Success is tracked with a 98% efficiency rate and zero safety violations.

Achievable: The targets are realistic with the training program and adherence to maintenance
protocols.

Relevant: The objective directly contributes to production efficiency and safety standards i
5. Time-Bound: The goal is to be completed within two months.
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Assessing and rating
performance at work
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Assessment (appraisal) 3 approaches Business Administration




Visual assessment
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GOOD APPROACH AND ATTITUDE BUT NOT
DELIVERING ON RESULTS

Feedback
Medium reward
Coach / train
Set milestones (targets)

BEHAVIOURAL AND PERFORMANCE
PROBLEMS

Feedback
Coaching
Training

If sustained — to change?

LOW BUSINESS PERFORMANCE
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TOP PERFORMERS

Reward
Promotion

GOOD BUSINESS RESULTS BUT NEED TO
FOCUS ON HOW RESULTS ARE OBTAINED

Medium reward
Provide feedback for improvement
Coaching
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Conducting performance appraisals
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Steps When CondUCting appraisal Business Administration

e Step 1: Which model will you use — Traditional? Cyclical? Linked to pay?

e Step 2: Plan for the appraisal meeting

v' Advise employee about date and explain what will be done (it is no a test but a discussion)
v' Review all aspects of performance during a period (not the last week!) and be objective

* Step 3: Conduct appraisal meeting. During appraisal meeting....

Talk in terms of objectives not (not feelings) and data (or observations)
Be positive throughout

Don’t get personal or criticise destructively

Encourage 2 way communication / listen

Get agreement about way forward

NN X XX
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ChECk“St - Appraisal |nterViEW Business Administration

J

o000 O0000

Review job description, previous appraisals, goals and current job
standards

Provide adequate time and a private, quiet environment
Focus discussion and comments on evident information
Allow appraisee to give his / her point of view without judgement
Avoid attacking appraisee’s comments

Criticise with respect and dignity

Discuss each of the appraisee’s duties and goals
Reach agreement on training /development required
Discuss steps to take if performance does not improve
Discuss performance in light of career aspirations
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Performance Appraisal Meeting

e Video clip: https://www.youtube.com/watch?v=cEvOGhVStZE&t=5s
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Group activity [

On what factors would you appraise the following positions (or others
you may wish to choose)

An entry-level chef at a 5-star restaurant
A new manager in a fast-food restaurant
A car mechanic on hybrid / electric cars
A receptionist in a hotel

ST N

A machine operator in a manufacturing company producing
flavoured drinks
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RO I e P I ay Business Administration

Objective:

The purpose of this role play is to simulate a performance appraisal meeting for a hotel receptionist. The goal is to assess the
receptionist's performance over the past year, discuss achievements, identify areas for improvement, and set goals for the upcoming
year.

Participants:

* Manager (M): You are the hotel manager responsible for conducting the performance appraisal. Your role is to provide constructive
feedback, acknowledge achievements, discuss areas for improvement, and collaboratively set goals for the receptionist.

» Receptionist (R): You are the hotel receptionist undergoing the performance appraisal. Your role is to reflect on your performance,
discuss your achievements, acknowledge areas for improvement, and actively participate in setting goals for the next year.

Scenario:
* Background: The hotel receptionist, Sarah, has been working for the hotel for the past year. She has made efforts to improve

communication skills and has successfully implemented a digital check-in system. However, there are still opportunities for growth,
particularly in managing multiple tasks during peak hours.

* Setting: The meeting is taking place in the manager's office. Both the manager and receptionist are expected to mai
professional and constructive tone throughout the discussion.
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Ai m for OngOi ng rEViews Business Administration

Ongoing reviews throughout the year are preferable and more effective
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