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RELIANCE FINANCIAL SERVICES

At the end of a monthly staff meeting, Frank Thomas, CEO of Reliance Financial Services, asked Margaret Bongani, Manager of Training and Development, about the Effective Interpersonal Skills Workshops that had been conducted with all supervisors and managers throughout the company.  The workshop featured the Myers-Briggs Type Indicator (MBTI) and showed participants how to interact with, and understand, each other in their routine activities.  The MBTI classifies people into one of 16 personality types.

Frank continued, “I found the workshop very interesting and intriguing.  I can certainly identify with my particular personality type, but I am curious what specific value these workshops have brought to the company.  Do you have anyway of showing the results of all 6 workshops?”

Margaret quickly replied, “We certainly have improved teamwork and communications throughout the company.  I hear people make comments about how useful the process has been to them personally.”  Frank added, “Do we have anything more precise? Also, do you know how much we spent on these workshops?”  Margaret quickly responded by saying, “I am not sure that we have any precise data and I am not sure exactly how much money we spent, but I can certainly find out.”  Frank concluded with some encouragement, “Any specifics would be helpful.  Please understand that I am not opposing this training effort.  However, when we initiate these types of programs, we need to make sure that they are adding value to the company’s bottom line.  Let me know your thoughts on this issue in about two weeks.”

Margaret was a little concerned about this CEO’s comments, particularly since the CEO enjoyed the workshop and has made several positive comments about it.  Why was he questioning the effectiveness of it? Why was he concerned about costs?

These questions began to frustrate Margaret as she reflected over the year and a half period in which almost every senior member of staff had attended the workshop.  She recalled how she was first introduced to the MBTI.  She attended a workshop conducted by a friend, was impressed with the instrument, and found it to be helpful as she learned more about her own personality type.

Margaret thought the process would be useful to Reliance managers and asked the consultant to conduct a session internally with a group of middle and senior staff members.  With favourable reaction, she decided to try a second group with the top team, including Frank Thomas.  Their reaction was favourable.  Then she launched it with the entire staff, using positive comments from the CEO, and the feedback has been excellent.

She realized that the workshops have been expensive and over 60 staff had attended.  However, she thought that teamwork has improved, but there is no way of knowing for sure.  With some types of training you never know if it works, she thought.  Margaret believed that she had done her homework on this one, but was still facing a dilemma.  Should she respond to the CEO or just ignore the issue?

Questions for discussion:

Is this situation typical?  Explain.




What are the basic issues in this case?  Refer to the Performance Assessment and Analysis Process.




How could this situation be avoided in the future?




What should Margaret do?  Be specific.




What should Frank do if Margaret does not respond?



RELIANCE FINANCIAL SERVICES ~ Part B

After some intense discussions with Frank Thomas, the CEO, around a structured approach to training, Margaret conducted a detailed needs assessment in the organisation. The assessment uncovered four key problems that could be corrected with improved supervisor and managerial leadership skills.  These included excessive employee turnover, excessive absenteeism, deteriorating quality of proposals processed, and sagging productivity per professional clerk employed.  Each of those four measures are monitored in the work unit under the control of a supervisor or manager.   Quality and productivity are monitored daily and reported weekly.  Absenteeism is reported weekly, and turnover is reported monthly, using annualised figures.

As a result of the needs assessment, a three-day leadership workshop for all supervisors and managers was developed and implemented.  The workshop focuses on building specific leadership skills to enable supervisors and managers to correct the problem areas identified in the needs assessment and secure significant improvements in all four key output variables.

The specific objectives of the leadership program are as follows.  After attending this program, participants should:

· Be able to identify and discuss various leadership models and theories.

· Be able to select the appropriate leadership style for a particular situation.

· Serve as a positive role model for appropriate leadership behaviour.

· Apply specific leadership skills.

· Reduce employee turnover from an average annual rate of 12% to an industry average of 7.3% in one year.

· Reduce absenteeism from a weekly average of 3% to 1% in six months.

· Improve quality by 15% in six months.

· Increase productivity by 12% in six months.

Questions for discussion

1. At what levels could you evaluate this program?  How would you measure at Level 3 and Level4?

2. Is it possible to have specific, time-based objectives for level 4 evaluations?
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