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A
Additional consultant work: Learning Journal on part-

nerships and, 298–299e; setting expectations
regarding, 296; your role in case of, 296–298

Additional consultant work lessons: National Specialty
Retailer, 295; Organization Development 
Consultant, 298

Administrative support staff, helping consultants 
connect with, 123

Adult learning theory, 18

Advisory board, 121

Anderson, M., 8, 235

Assessment of need. See Needs assessment

ASTD: 2005 State of the Industry Report, 3; annual
outsourcing conference, 307; competency model,
27–28fig; described, 49

Auditioning trainers/speakers, 86

B
Bell, C., 16

Bill Payment Tracking worksheet, 171e

Blame avoidance, 270

Block, P., 17, 128

Bottom-Line Organization Development: Implementing
& Evaluating Strategic Change for Lasting Value
(Anderson), 235

Budgets. See Project budgets

C
Capability expansion: project wrap-up reflections on,

252–253, 256e–257e; strategies for, 18–19

Celebrating the Partnership worksheet, 255e

Celebration: following program implementation, 229;
function of positive feedback and, 174; during
project wrap-up, 253–254, 255e
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Checking references: process for, 90–91; worksheets
for, 92e, 289e

Collaboration expectations, 288. See also Multiple
consultants

Communication: conflict management and nonver-
bal, 271; conflict regarding, 265–266; of Needs
Assessment Findings, 186e; partnership update,
148–156, 175; planning project, 147; project
management of, 172–175; transforming 
partnerships and role of, 17

Communication management: celebration or positive
feedback, 174, 229; dealing with conflict,
173–174; during design and development phase,
199–200; progress checks as part of, 172–173.
See also Partnership updates

Confidentiality: kick-off meeting and issue of, 130;
RFP statement of, 62

Conflict: addressing, 269–272; causes of, 263–267;
competition between multiple consultants, 292; as
opportunity to learn, 270; seeking mutually bene-
ficial solutions to, 271–272; value of, 262–263;
ways to minimize partnership, 267–269; when to
dissolve partnership due to, 272–273

Conflict causes: conflict regarding communications,
265–266; conflict regarding how to work
together, 264–265; conflict regarding
roles/responsibilities, 263–264; conflict when
friendship is at stake, 266–267

Conflict management: communication role in,
173–174; strategies for, 269–272; ways to 
minimize conflict, 267–269

Conflict management lessons: Change Management
Expert, 265–266; Fortune 100 Company,
261–262; Independent Consultant, 263,
264–265; Process Improvement Expert, 268

Consultant Evaluation worksheet, 76, 77e–78e

Consultant identification: establishing partnerships
before needed, 48–49; where to look for 
potential consultants, 49–52

Consultant selection: auditioning trainers or speakers,
86–90; avoiding pitfalls of, 96–97; checking 
references, 90–91, 92e; Consultant Evaluation
worksheet used for, 76, 77e–78e; establishing
selection criteria, 75–82; final selection process,
91, 93–95e; meeting with potential consultants,
83–86; rehiring consultants, 82–83; Trainer
Audition Evaluation worksheet for, 88e; when
there are multiple consultants, 287–288; work-
sheet facilitating final decision, 94e–95e

Consultant selection lessons: International Telecom-
munications Company, 90; Large Energy 
Corporation, 83; Manufacturing Company, 86;

North American Transportation Company,
73–74

Consultants: additional work for, 295–300;
definition of, 11; identifying potential, 47–52;
inheriting, 275–284; involving in project
design/development, 196–198; lack of chemistry
with, 282–283; left out of needs assessment,
185; personal friendship with, 266–267; posi-
tioning in your organization, 113–126; selecting,
73–98, 287–288; for technology-based projects,
51; working with multiple, 285–293. See also
Partnerships

Consulting firms, 11

Content: design/development of, 203; RFP (request
for proposal), 60; worksheet for setting,
139e–140e

Context Setting worksheet, 139e–140e

Contracts: advantages of securing, 100–102; 
importance of, 100; Learning Journal on, 107,
108e; letters of agreement instead of, 106–107;
provisions of, 102–106

Contracts lessons: Independent Consultant, 106;
International Consumer Products Firm, 99–100;
Manufacturing Company, 101–102

Costs issues: needs assessment, 180; project budgets,
169–172, 171e

Covey, S., 184

Craft knowledge, 18–19

Cultural issues, 202

D
Dance Lessons: Six Steps to Great Partnerships in Busi-

ness & Life (Bell and Shea), 16

Davis, B. L., 307

Davis, P., 27

Design/development. See Project design/development

Development plan. See Outsourcing development
plan

DeViney, N., 11

Dissolving partnerships, 272–273

Dolezalek, H., 4

E
Eichinger, R., 307

Employees: establishing IT expertise of, 141; explain-
ing consultant project to, 118–119, 120e; how to
introduce consultants to, 119, 121. See also
Organizations
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End-of-Course Evaluation worksheet, 234e

Evaluating Existing Programs and Consultants 
worksheet, 278e

Evaluation. See Project evaluation

Expertise: establishing employee IT, 141; needs 
assessment, 179; as outsourcing driver, 6

F
Feedback: celebration or positive, 174, 229, 253–254,

255e; given to inherited consultant, 279–282;
program review, 204–208; solicited on the 
consultant, 123–124; 360-degree, 138, 235

Flawless Consulting (Block), 17, 128

For Your Improvement (Lombardo and Eichinger), 307

Fort Hill Company, 235

Fort Hill’s Friday5’s program, 235

G
Galford, R. M., 308

Gebelein, S. H., 307

Green, C. H., 308

H
Hall, B., 7

Harris, P., 4

Hellervik, L. W., 307

How to Measure Training Results (Phillips and Stone),
233

Hughes, J., 262

I
Identifying and Selecting Outsourcing Partners How

Can You Improve Your Outsourcing Capabili-
ties?, 108e

Implementation. See Project implementation

Inheriting consultants: evaluating existing projects,
276–278e; getting to know the consultant, 279;
providing feedback to consultant, 279–282;
when there is no chemistry with consultant,
282–283

Inheriting consultants lessons: Banking Institution,
280–281; Telecommunications Company,
275–276

Insourcing, 12

Interviewing multiple consultants worksheet, 289e

IT (Information Technology): establishing employee
expertise with, 141; kick-off meeting role of,
134; positioning consultant role of, 116

J
Jennifer’s story: background information on, 31–32;

competency project, 39t; knockout factor assess-
ment used in, 37–38; presentation skills program,
41t; strategic impact assessment used in, 36;
tradeoff assessment used in, 39–40

K
Kick-off meeting: conducting the, 134–150; confi-

dentiality issues of, 130; Consumer Electronics
Company case study on, 131; described, 128;
inviting the appropriate people to attend,
133–134; logistical arrangements for, 132–133;
planning the agenda, 132; planning the,
128–129e; selecting location of, 130–131. See
also Project launching lessons

Kick-off meeting (conducting): clarifying the objec-
tives, 136–137; context setting, 138–142; on
evaluation plan, 137–138; getting started with,
135–136; outlining project plan, 143–144; on
partnership update, 148–156; on plans for com-
munications, 147; on project sponsorship,
142–143; on roles and responsibilities, 145–147;
setting expectations regarding collaboration, 288;
Technology Company case study on, 137; on
timing considerations, 144–145

Kick-Off Meeting Plan worksheet, 129e

Kirkpatrick, D., 232

Kirkpatrick evaluation model: behavior level of,
233, 235; four levels of, 232–233, 235; learning
level of, 233; reaction level of, 233; results level
of, 235

Knockout factor assessment, 36–38

L
Learning Journals: addressing challenges of partner-

ships, 298–299e; on contracts, 107, 108e; devel-
opment planning and review of your, 304, 305e;
Identifying and Selecting Outsourcing Partners
How Can You Improve Your Outsourcing Capa-
bilities?, 108e; Lessons From a Current Project,
21, 22e–23e; Lessons From Past Outsourcing
Experiences, 20e–21e; Navigating Projects While
Strengthening Partnerships How Can You
Improve Your Outsourcing Capabilities?, 
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Learning Journals: addressing challenges of 
partnerships (continued)

256e–257e; project wrap-up reflections in, 254,
256e–257e; Sourcing Decisions What Are Your
Current Outsourcing Capabilities?, 42e; on
strategic sourcing, 41–42e; What Are Your 
Current Outsourcing Capabilities?, 21, 24e–26e.
See also Worksheets

Lee, D. G., 307

Lessons From a Current Project, 21, 22e–23e

Lessons From Past Outsourcing Experiences, 20e–21e

Letters of agreement, 106–107

LMSs (learning management systems), 5, 51

Lombardo, M., 307

M
Maister, D. H., 308

Management. See Project management

Managers. See Project managers; Training managers

Meetings: to introduce consultants, 121; kick-off,
128–157, 288; to plan implementation with
consultants, 219–221, 220e; with potential 
consultants, 83–86; project wrap-up/partnership
update, 248–252; Team Members in a Final
Partnership Update, 243. See also Partnership
updates

Methodology (needs assessment), 184–185

Monitoring project budgets, 170–172

Multiple consultants: interviewing and checking refer-
ences of, 289e; managing projects with,
290–292; partnership updates with, 292–293;
reasons for hiring, 286–287; selection considera-
tions in case of, 287–288; setting expectations
regarding collaboration by, 288

Multiple consultants lessons: competition between,
292; Hospital, 285; Insurance Industry, 290,
291–292

N
Naughton, J., 27

Navigating Projects While Strengthening Partnerships
How Can You Improve Your Outsourcing Capa-
bilities?, 256e–257e

Needs assessment: accomplished without consultant,
185; deciding to outsource, 179–182; issues of,
182–185; partnership update on, 185,
187–188e; questions to ask as part of, 178

Needs Assessment Findings worksheet, 186e

Needs assessment issues: access, 183; buy-in,
183–184; methodology, 184–185

Needs assessment lessons: Aerospace Industry, 177;
Banking and Finance Institution, 182

Nelson-Neuhaus, K. J., 307

Networking groups, 50

Nonverbal communication, 271

O
Organization Development Network, 49

Organizations: consulting firms, 11; knowing your,
19; positioning consultants in your, 113–126;
senior leaders of, 122–123, 133–134, 183–184.
See also Employees; Project managers; Training
managers

Out-tasking, 11

Outsourcing: benefits as outweighing the risks, 7–8;
definition of, 11; development plan for,
303–308; expanding capability for, 18–19,
252–253, 256e–257e; growth of, 3–4; identify-
ing potential consultants for, 47–52; needs
assessment, 179–182; reasons behind increase of,
4–7; terminology related to, 11–12

Outsourcing development plan: some final words on
your, 307–308; step 1: review your Learning Jour-
nal, 304, 305e; step 2: identifying strengths and
areas for improvement, 304; step 3: identifying
ways to leverage strengths, 304, 306; step 4: iden-
tifying ways to improve performance, 306–307

Outsourcing drivers: advances in technology, 5; cost
savings, 6–7; increased demand due to organiza-
tional change, 5; listed, 4–5; need for expertise,
6; need for external perspective, 6

Outsourcing guiding principles: expanding capability,
18–19; strategic sourcing, 14–15; transforming
partnerships, 15–18; your Learning Journal,
19–26e

P
Partnership Scorecard, 151e–153e

Partnership Update: Implementation worksheet, 228e

Partnership Update Assessment of Need worksheet,
188e

Partnership Update Design and Development work-
sheet, 213e

Partnership Update Evaluation worksheet, 241e

Partnership updates: during design and development
phase, 212–214, 213e; during evaluation,
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240–241e; informal approach to, 154–156; with
multiple consultants, 292–293; on needs assess-
ment, 185, 187–188e; overview of, 148; as part
of communication management, 175; during
project wrap-up phase, 243, 245, 246e–247e,
248–252; scorecard format for formal, 150,
151e–154; Team Members in a Final Partnership
Update Meeting, 243; worksheet on, 149e. See
also Communication management; Meetings

Partnerships: celebration as part of successful, 174;
conflict when friendship is part of, 266–267;
definition of, 16; demonstrating that you value,
84–85; established prior to needing them,
48–49; established in the RFP (request for pro-
posal) process, 68–71; expanding capability of,
18–19; Learning Journals addressing challenges
of, 298–299e; maintaining during project
design/development, 199–211; maintaining
throughout the program, 224–225; as prepara-
tion for implementation, 218; transforming,
15–18; ways to minimize conflict, 267–269;
when to dissolve, 272–273. See also Consultants

Phillips, J., 233, 235

Pilot Plan worksheet, 210e

Pilot program, 209, 211

Pitfalls: avoiding consultant selection, 96–97; avoid-
ing design and development, 211; avoiding 
project design/development, 211–214

Plan for Training Evaluation worksheet, 237e

Planning. See Project plans/planning

Positioning consultants: explaining project to employ-
ees, 118–119, 120e; helping consultants connect
with administrative support staff, 123; helping
consultants connect with senior leaders, 122–123;
how to introduce consultants, 119–121; position-
ing yourself as part of, 124–126; soliciting feed-
back on consultants, 123–124; when consultants
are seen as threats, 114–115; Who Needs to Be
Involved to Ensure Project Success? worksheet,
117e; who to involve in, 115–117e

Positioning consultants lessons: Corporate University,
Paper Products Company, 122; Energy Corpora-
tion, 113; Pharmaceutical Company, 118

Positioning program, 223–224

Positioning the Project and the Consultant 
worksheet, 120e

Positioning yourself, 124–125

Post-implementation activities, 226–229, 228e

Potential consultant identification, 47–52

Professional development, 19

Professional organizations, 49–50

Program Design worksheet, 195e

Program Review worksheet, 207e

Project budgets: Bill Payment Tracking worksheet,
171e; building, 169–170; monitoring, 
170–172

Project design/development: benefits of outsourcing,
192; ensuring cultural fit during, 202; involving
consultants in, 196–198; maintaining partner-
ships with consultants during, 199–211; manag-
ing scope creep, 208; outputs of, 193–196;
partnership updates during, 212–214, 213e;
piloting the program, 209–211, 210e; pitfalls
during, 211–214; pitfalls of, 211; review sched-
ule during, 204–208

Project design/development lessons: Financial 
Services, 200; Health Care Agency, 208; Inde-
pendent Consultant, 201; Insurance Company,
191–192

Project design/development outputs: design phase
outputs, 193–194; development phase outputs,
194, 196; Program Design template worksheet
for, 195e

Project evaluation: End-of-Course Evaluation work-
sheet, 234e; of existing projects and consultants,
276–278e; importance of, 232; kick-off meeting
planning on, 137–138; Kirkpatrick evaluation
model for, 232–235; partnership update during,
240–241e; planning, 137–138, 235–237e; roles
and responsibilities in, 238–240. See also Project
review

Project evaluation lessons: Fortune 100 Company,
239–240; Large Paper Manufacturing Company,
231–232

Project implementation: celebration following, 229;
post-implementation activities, 226–229; 
preparation for, 218–221; process of, 221–226;
Walk-Through Agenda worksheet for, 220e

Project implementation lessons: Financial Services,
226; Independent Training Consultant, 219;
International Consumer Products Firm,
217–218

Project implementation process: establishing realistic
expectations, 222–223; issues to consider during,
221–222; maintaining partnership throughout
the program, 224–225; positioning the program
effectively, 223–224

Project launching lessons: Consumer Electronics
Company, 131; Financial Services Firm, 156;
Organization Development Consultant, 138;
Pharmaceutical Firm, 142; Specialty Store
Retailer, 127–128; Technology Company, 137.
See also Kick-off meeting
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Project management: of communications, 172–175;
of conflict, 173–174, 261–274; importance of,
160; with multiple consultants, 290–292; of
partnership throughout the program, 224–225;
of resources, 164–172; of risk, 163–164, 165e;
role of project manager in, 161–163; of scope
creep, 208–209; on small projects, 175

Project management lessons: Evaluation Expert,
162–163; Government Agency, 174; Home
Products Retailer, 159; Hospitality Industry,
161–162; Technology Company, 173–174

Project managers: communication management by,
172–175; management role of, 161–163;
resource management by, 164–172; risk manage-
ment by, 163–164; small project management
by, 175. See also Organizations; Senior leaders;
Training managers

Project plans/planning: building, 164, 168; evalua-
tion, 137–138, 235–237e; implementation with
consultants, 219–221, 220e; kick-off meeting
agenda, 132; Kick-Off Meeting Plan worksheet,
129e; outlining project, 143–144; Pilot Plan
worksheet, 210e; project communication, 147;
sample, 166e–167e; technology-based, 168–169

Project review: criteria used for, 206; maintaining reg-
ular, 204–205; Program Review worksheet for,
207e; structure of process, 205–206; timing for
feedback and, 206; version control during, 206,
208. See also Project evaluation

Project wrap-up: benefits of taking the time for, 244;
celebration as part of, 253–254, 255e; examining
your expanded personal capability during,
252–253; learning as goal of, 244–245; Learning
Journal reflections during, 254, 256e–257e; part-
nership update during, 243, 245–252

Project wrap-up lessons: Energy Firm, 153; Team
Members in a Final Partnership Update
Meeting, 243

Projects: building plan for, 164, 166e–168; evaluating
existing consultants and, 276–278e; explained to
employees, 118–119, 120e; launching the,
127–157; sponsorship of, 142–143; technology-
based, 168–169, 196–197

R
Reference checking, 90–91, 92e

Rehiring consultants, 82–83

Resource management, building the project plan, 164,
166e–168

Respect, 17–18

Reversing auctioning, 68

RFP (request for proposal): additional legal guidelines
included in, 64; Boutique Consulting Firm’s,
52–53; consultant selection following, 75;
description on how to make inquiries regarding,
64; description of your organization in, 62;
drafting the, 65e–67e; establishing partnership in
process of, 68–71; expectations for, 63; project
overview included in, 62–63; purpose of, 54–55;
reverse auctioning trend for, 68; sample and ele-
ments of, 56–64; statement of confidentiality
included in, 62; timetable and submission
requirements for, 64; word of caution about, 55

RFP (request for proposal) components: 1: introduc-
tion, 57; 2: company overview, 57–58; 3: project
overview, 58–59; 4: target audience, 60; 5: pro-
ject timeline, 60; 6: proposal contents, 60; 7:
proposal format, 61; 8: RFP timetable and sub-
mission requirements, 61

Risk: benefits of outsourcing as outweighing the, 7–8;
design/development phase and calculated,
200–202; management of, 163–164; worksheet
for assessing, 165e

Risk Assessment worksheet, 165e

Rivera, R., 3

Roles/responsibilities: conflict regarding, 263–264;
early clarification of, 267–268; establishing
stakeholder, 145–147; kick-off meeting on,
145–147; during project evaluation, 238–240

Rothwell, W., 27

S
Scope creep management, 208–209

Senior leaders: buy-in by, 183–184; helping consul-
tants connect with, 122–123; invited to kick-off
meeting, 133–134. See also Project managers;
Training managers

Service Partnership Scorecard, 151e–153e

The 7 Habits of Highly Effective People (Covey), 184

Shea, C., 16

Skube, C. J., 307

Small project management, 175

Sourcing Decisions What Are Your Current Outsourc-
ing Capabilities?, 42e

Speakers, auditioning, 86

Stakeholders: helping consultants connect with,
122–123; invited to kick-off meeting, 
133–134; project roles and responsibilities of,
145–147

Index318

33_979414 bindex.qxp  7/28/06  1:49 PM  Page 318

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



Statement of confidentiality (RFP), 62

Stevens, L. A., 307

Stone, R., 233, 235

Strategic impact assessment, 36

Strategic sourcing: decision model for, 33fig–41;
described, 14; Learning Journal on, 41–42e; plan-
ning and aligning, 15; tactical and, 14–15, 32–33

Strategic Sourcing Decision Model: as evaluation aid,
238; illustrated diagram of, 33fig; Jennifer’s story
using, 31–32, 36, 37–38, 39t, 41t; knockout fac-
tor assessment using, 36–38; strategic impact
assessment using, 36; tradeoff assessment using,
38–41t; worksheet on, 34e–35e

The Successful Manager’s Handbook (Gebelein, Nelson-
Neuhaus, Skube, Lee, Stevens, Hellervik, and
Davis), 307

Sugrue, B., 3, 11

Sullivan, R., 99

T
Tactical outsourcing: balancing strategic and, 14–15;

comparing strategic and, 32–33

Technology-based projects: plans for, 168–169; tech-
nological information required for, 196–197

360-degree feedback, 138, 235

Timing issues: of conflict management, 270; kick-off
meeting on, 144–145; needs assessment,
179–180; project review, 206; RFP (request for
proposal) timetable, 64

Tradeoff assessment, 38–41t

Trainer auditions, 86

Training magazine, 4

Training magazine’s 2005 Industry Report, 4

Training managers: conflict regarding communica-
tions by, 265–266; definition of, 11; identifying
potential consultants, 47–52; strategic sourcing
by, 14–15; transforming partnerships, 15–18. See
also Organizations; Project managers; Senior
leaders

TrainingOutsourcing.com, 75

Transforming partnerships: benefits and process of,
15–16; knowing your partner required for,

16–17; maintaining communications for, 17;
respect, trust, and be generous for, 17–18

The Trusted Advisor (Maister, Green, and Galford), 308

U
University outsourcing partnerships, 50

W
Walk-Through Agenda worksheet, 220e

Websites: ASTD annual outsourcing conference, 307;
ASTD (formerly American Society for Training
and Development), 49; Fort Hill Company, 235;
Organization Development Network, 49

Weiss, J., 262

What Are Your Current Outsourcing Capabilities?,
21, 24e–26e

Who Needs to Be Involved to Ensure Project Success?
worksheet, 117e

WIC (Williams International Company): description
of, 57; sample RFP (request for proposal) issued
by, 57–61

Worksheets: Bill Payment Tracking, 171e; Celebrating
the Partnership, 255e; Checking References, 92e,
289e; Consultant Evaluation, 76, 77e–78e; Con-
sultant Selection, 94e–95e; Context Setting,
139e–140e; End-of-Course Evaluation, 234e;
Evaluating Existing Programs and Consultants,
278e; Interviewing and Checking References
When Multiple Consultants, 289e; Kick-Off
Meeting Plan, 129e; Needs Assessment Findings,
186e; Partnership Update: Implementation, 228e;
Partnership Update Assessment of Need, 188e;
Partnership Update Design and Development,
213e; Partnership Update Evaluation, 241e; Pilot
Plan, 210e; Plan for Training Evaluation, 237e;
Positioning the Project and the Consultant, 120e;
Program Design, 195e; Program Review, 207e;
Risk Assessment, 165e; Sample Service Partner-
ship Scorecard, 151e–153e; Strategic Sourcing
Decision Model, 34e–35e; Trainer Audition Eval-
uation, 88e; Walk-Through Agenda, 220e; Who
Needs to Be Involved to Ensure Project Success?,
117e. See also Learning Journals
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