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Performance Engineering ModelPerformance Engineering Model

Capacity
• …to learn

• …to perform

• …to improve

Motivation
• …to learn

• …to perform

• …to improve

Information
• Clear 
expectations

• Relevant 
feedback

• Clear instructions

Resources
• Materials, tools

• Time

• Working 
conditions

Incentives
• Financial 
rewards

• Recognition, 
praise

• Positive work 
environment

Knowledge
• Know-how

• Skills

• Fluency

Individual
Factors

Organizational
Factors

Gilbert, 1970
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Performance TechnologiesPerformance Technologies

Capacity
• …to learn

• …to perform

• …to improve

Motivation
• …to learn

• …to perform

• …to improve

Information
• Clear 
expectations

• Relevant 
feedback

• Clear instructions

Resources
• Materials, tools

• Time

• Working 
conditions

Incentives
• Financial 
rewards

• Recognition, 
praise

• Positive work

Knowledge
• Know-how

• Skills

• Fluency

•Clarify expectations
•Provide feedback
•Provide instructions

•Training
•Practice

•Provide resources
•Improve tools
•Ergonomics

•Simplify work
•Development
•Hire/Replace

•Incentivize performance
•Recognize performance
•Cultural change

•Coach
•Hold accountable
•Hire/Replace
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Learning TechnologiesLearning Technologies

GuidedSelf-Paced

Fo
rm

al
In

fo
rm

al Guided, Informal
• Coaching

• Mentoring

• Developmental Assignments

Self-Paced, Informal
• Job Rotation

• Exchange Programs

• Knowledge Sharing

Guided, Formal
• Classroom Instruction

• Virtual Classroom

• Phone-based Instruction

Self-Paced, Formal
• e-Learning & m-Learning

• Computerized Simulations

• Workbooks

• Online Testing
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Approaches to Blended LearningApproaches to Blended Learning

Addressing performance gapsDevelop a cohesive strategy for addressing a 
performance need, leveraging not only 
formal and informal learning but also 
non-training performance improvement 
interventions

5. Performance

Developing mission-critical skillsDevelop a cohesive strategy for addressing a 
learning need that integrates multiple 
learning activities and involves both 
formal and informal learning

4. Integrated

Optimizing the time and investment 
involved with instructor-led 
training

Sequencing instruction such that e-learning 
comes before and after instructor-led 
training or such that instructor-led 
training comes before and after e-
learning

3. Bookend

Increasing participation in training 
and raising learner satisfaction

Matching the media and delivery technology 
with audience learning styles

2. Styles

Leveraging existing resources and 
minimizing costs

Combining different media and delivery 
technologies based on cost/benefit profile

1. Stitching

Best Suited For…DescriptionApproach

Marker & Prestera, 2006
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SkillSkill
BuildingBuilding

KnowledgeKnowledge
BuildingBuilding

SkillSkill
MasteryMastery

SkillSkill
TransferTransfer

SkillSkill
FluencyFluency

Communication 
Strategies 

Application 
Strategies 

Educational 
Strategies 

Simulation 
Strategies 

Feedback 
Strategies 

AwarenessAwareness
BuildingBuilding

Prestera & Marker, 2006

Learning as a ProcessLearning as a Process
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SkillSkill
BuildingBuilding

KnowledgeKnowledge
BuildingBuilding

SkillSkill
MasteryMastery

SkillSkill
TransferTransfer

SkillSkill
FluencyFluency

Communication 
Strategies: 

Application 
Strategies: 

Educational 
Strategies: 

Simulation 
Strategies: 

Feedback 
Strategies: 

Awareness BuildingAwareness Building

AwarenessAwareness
BuildingBuilding

• Orientation Guide

• Curriculum Guide

• Compensation Guide

• Expectation Setting with Branch Managers

• Checkpoint Call (with Training Manager)

• Week-by-Week Roadmap
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SkillSkill
BuildingBuilding

KnowledgeKnowledge
BuildingBuilding

SkillSkill
MasteryMastery

SkillSkill
TransferTransfer

SkillSkill
FluencyFluency

Communication 
Strategies:

Application 
Strategies: 

Educational 
Strategies: 

Simulation 
Strategies:

Feedback 
Strategies:

Knowledge & Skill BuildingKnowledge & Skill Building

AwarenessAwareness
BuildingBuilding

• Workbooks

• Web-based Training

• Web Conferences (with Training Manager)

• Books and Web-based Resources

• Webcasts
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SkillSkill
BuildingBuilding

KnowledgeKnowledge
BuildingBuilding

SkillSkill
MasteryMastery

SkillSkill
TransferTransfer

SkillSkill
FluencyFluency

Communication 
Strategies:

Application 
Strategies: 

Educational 
Strategies: 

Simulation 
Strategies:

Feedback 
Strategies:

Skill MasterySkill Mastery

AwarenessAwareness
BuildingBuilding

• Online Knowledge Exams

• In-Branch Performance Exam

• Scenario-based Exercises

• Case Studies

• Situational Videos
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SkillSkill
BuildingBuilding

KnowledgeKnowledge
BuildingBuilding

SkillSkill
MasteryMastery

SkillSkill
TransferTransfer

SkillSkill
FluencyFluency

Communication 
Strategies:

Application 
Strategies: 

Educational 
Strategies: 

Simulation 
Strategies:

Feedback 
Strategies:

Skill TransferSkill Transfer

AwarenessAwareness
BuildingBuilding

• Action Learning Assignments

• Live Training Sessions w/Role Plays

• Simulated Client Meetings w/Actors

• Mentoring Program
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SkillSkill
BuildingBuilding

KnowledgeKnowledge
BuildingBuilding

SkillSkill
MasteryMastery

SkillSkill
TransferTransfer

SkillSkill
FluencyFluency

Communication 
Strategies:

Application 
Strategies: 

Educational 
Strategies: 

Simulation 
Strategies:

Feedback 
Strategies:

Skill FluencySkill Fluency

AwarenessAwareness
BuildingBuilding

• Performance Tracking

• Coaching Program

• Branch Manager Check-in Meetings

• Performance-Based Compensation 

• Specialty-Based Certifications

• Award and Recognition Programs
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When Blending Makes SenseWhen Blending Makes Sense

lowlow highhigh

lowlow

highhigh

Skill ComplexitySkill Complexity
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