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Accessibility issue, 29–30
Accountability issue, 29
Adult learners

andragogy and assumptions 
about, 82, 83

clarifying expectations of, 86–87
fi rst impressions of training by, 87
instructor control versus freedom 

of, 117–123
maturity concept and, 83–84
self-direction of, 84
trainer challenges and strategies 

for, 84–88
See also Learning; Trainees

Adult learning theory
andragogy and, 82, 83
maturity concept of, 83
origins and development of, 82–83
self-direction element of, 84

The Age of Discontinuity (Drucker), 37
Alliger, G., 152
American Management Association 

(AMA), 16
American Society for Training and 

Development (ASTD)
Buyer’s Guide & Consultant Directory 

by, 132
competency building through 

membership in, 15
Competency Model (2004) of, 129
“Mapping the Future: Shaping 

New Workplace Learning and 
Performance Competencies” 
study (2004) by, 11–12, 19 
pyramid competency model of, 
12fi g–14

State of the Industry Report (2005) by, 
50, 95, 124, 126, 158, 169, 176

State of the Industry Report (2006) 
by, 96, 97, 110, 112, 126, 129

State of the Industry Report (2007) 
by, 6, 19, 49, 95, 99, 158, 194, 
195, 200

Andragogy, 82, 83
AOEs (areas of expertise), 12fi g, 13
Approval meeting, 188–190
Assessing the Value of Your Training 

(Rae), 146
Atkinson, R., 53
Audit conductor

capturing audit results, 204–206e
description of, 204
See also Training audits

B
Barrett, G. V., 156
Bass, B. M., 156
BCR (benefi t/cost ratio), 170, 171
Behavioral data, 193
Bell Laboratories, 34
Benefi ts issue, 75
Bernthal, P. R., 12
BEST Award Winners, 200
Bratton, W. J., 3
Budgets/budgeting

allocating expenses for training, 
99–103

assessing true cost of training 
 programs, 178

off-site training, 139
planning documents for, 99
training which justifi es expense 

of, 172
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Built to Last (Collins & Porras), 37
Bureau of State Audits, 22
BusinessWeek, 37
Buyer’s Guide & Consultant Directory 

(ASTD), 132

C
Caldwell, R. M., 107
California Chamber of Commerce 

survey (2006), 21
California Science Center, 22
Case study instruction, 120–121
Catalanello, R., 158
Center for Creative Leadership 

(CCL), 16
CEOs

gathering information from, 51, 
53–54

information gathering receptivity 
of, 53

See also Senior management
Certifi cation, 140
CEUs (continuing education units), 

140, 141
Change process

commitment stage of, 10–11
denial stage of, 6–8
exploration stage of, 9–10
monitoring and measuring, 

63–64, 65–66
resistance stage of, 8–9
training purpose related to, 189
See also Kirkpatrick’s evaluation 

model; Organizational change
Churchill, W., 82
Clark, R., 152
Classrooms

instructor-led, 95–96
learning methods use in, 98
training delivery techniques for, 

116–124
virtual, 96

Classrooms techniques
instructional methods, 117
instructor control and learner 

 freedom, 117–123

order of instructional methods, 
123–124

Collins, J., 37
Colteryahn, K., 12
Commitment stage of change, 10–11
Compensation issue, 75
Competency Model (2004) 

[ASTD], 129
Concept of the Corporation 

(Drucker), 37
Conferences and tradeshows, 133
Continuing education units (CEUs), 

140, 141
Corey, I., 49
Custom materials, 100

D
Darwin, C., 167
Data

behavioral, 193
data marts storage of, 183–184
learning, 192–193
pre- and post-training, 182–183
reaction, 192
results, 193–194
ROI, 194

Data analysis
needs assessment, 67
training evaluation, 161–164fi g

Data collection
case study on training needs 

assessment, 67
data marts, 183–184
diffi culties and necessities of, 

157–160
digital dashboards, 184–185
from management guidelines, 

54–55
mode of gathering information 

from management, 54
online surveys, 180–183
on sexual harassment prevention 

training, 160–161
380-degree feedback, 181

Data marts, 183–184
Davis, P., 12
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Deming, W. E., 33, 34
Deming’s 14 Points for Management, 

33, 34–36
Denial stage

change process and, 6–8
overcoming, 47

Department goals, 39–40
DePree, M., 1
Development

defi nition of, 2
trainer competency, 12fi g–19

Digital dashboards, 184–185
Drucker, P., 33, 36–38
Drucker’s Management by 

 Objectives, 33, 37

E
Education

additional sources of, 16–17
colleges, universities, and 

 extension programs, 15
internships for, 16
professional organizations source 

of, 15
Employees

compensation, benefi ts, and 
incentives of, 75

consistent goals among, 46
extending task analysis to 

other, 65
gathering information from non-

supervisory, 55–58
individual responsibility of, 27, 29
knowledge and skill erosion 

by, 25
managing training room behavior 

of, 28–29
motivation of, 74–75
organizational goals and involve-

ment of, 45–46
retaining opportunities for, 

203–204
staffi ng issues affecting, 75–76
training needs assessment survey 

given to, 56e–58
See also Trainees

Enterprise-wide strategic goals
description and need for, 38–40
training role in achieving, 

41–42
Equal access, 29–30
Equal Employment Opportunity 

Commission, 165
Equipment issues, 76–77
Estes, F., 152
Evaluating Training Programs 

 (Kirkpatrick), 150
Evaluation

data collection for, 157–160
dealing with unfavorable results 

of, 196–197
determining training’s value 

through, 168–174
“how did the training go?” 

 question of, 146
importance of conducting 

 training, 145–146
importance of follow-up 

through, 30
incomplete or non-existent, 26
learning analytics and, 174–180
methods used for, 150–157
questions raised by, 165–166
responsibility for, 146–150
ROI (return on investment) 

level of, 156
sexual harassment prevention 

training, 160–166
technology-assisted, 180–185
training audit on, 201–202
See also Kirkpatrick’s evaluation 

model; Training
Evaluation case study

background information on, 160
data collection for, 160–161
data results and analysis for, 

161–164
discussion of, 164–165

Evening Gazette (UK), 85
Experience, 83, 85
Experiential lecture, 118–119
Exploration stage of change, 9–10
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F
Facilities-related issues, 76
Force fi eld analysis, 4–5
Ford Motor Company, 34
Foundational competencies, 

12fi g, 13
14 Points for Management, 33, 34–36
Franklin, B., 32
Freud, S., 123

G
Gathering information

data-gathering guidelines, 54–55
data-gathering mode, 54
from management, 51–55
from non-supervisory employees, 

55–58
training needs assessment survey 

for, 56e–58
General Motors (GM), 37
Ghandi, M., 187
Goal attainability, 44, 91
Goal measurability, 44, 90
Goal specifi city, 44, 90
Goal statements

applying rule of exception to, 
92–93

benefi ts of using, 92
Goals

aligning vision, mission and, 38fi g
assessing outsourced training 

 program, 134
barriers to achieving, 47–48
department, 39–40
digital dashboards on completed, 

184–185
enterprise-wide strategic, 38–40
formulation and application of, 

43–44
importance of organizational, 

43–47
individual, 40
off-site training, 138
SMART, 44–45, 89–92
training delivery best suited to 

achieve, 105

training’s supportive role in 
 achieving, 41–42

Goldwasser, D, 172, 1744
Good to Great (Collins), 37

H
Harrison, G., 104
Harvard Business Review, 37
HR Magazine, 16

I
IBSTPI (International Board of 

Standards for Training, perfor-
mance and Instruction) study 
(2003), 106–107

Incentives issue, 75
Individual goals

aligning department and, 46–47
establishing, 40

Individual responsibility issue, 27, 29
Industry Report (2005), 50, 95, 124, 

126, 158, 169, 176
Industry Report (2006), 96, 97, 110, 

112, 126, 129
Industry Report (2007), 6, 19, 49, 95, 

99, 158, 194, 195, 200
Instructional methods

case study, 120–121
description and signifi cance 

of, 117
experiential lecture, 118–119
instructor control, learner free-

dom and range of, 117–123
instructor lecture, 118
instructor reading, 118
instrumentation, 121–122
leaderless group activity (or 

T-group), 122–123
order of, 123–124
participant training, 119–120
role play, 121
small group discussion, 119
structured experiences, 122

Instructor Competencies Study 
(IBSTPI), 106–107

Instructor lecture, 118
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Instructors
classroom led by, 95–96
instructional method, learner 

freedom and control of, 117–123
technology versus live, 112–113
See also Training professionals

Instrumentation instruction, 121–122
Internships, 16
Interview guidelines, 54–55

J
Judd, S., 85

K
Kennedy, J. F., 128
Kirkpatrick, D., 150, 158
Kirkpatrick’s evaluation model

determining training value 
through, 168–169

level 1: reaction of, 150, 151–152, 
158, 159, 201, 202

level 2: learning, 150, 152–153, 
158, 165, 201

level 3: behavior, 150, 153–155, 
158, 165, 176–177, 201

level 4: results, 150, 155–157, 158, 
165, 169, 176–177, 201

overview of, 150–151
ROI (return on investment) and, 

156, 168–169
See also Change process; Evalua-

tion; Organizational change
Knowledge defi ciency, 48
Knowledge economy, 37
Knowledge erosion, 25
Knowledge worker, 37
Knowles, M., 82–83, 84
KRAs (key result areas), 50–51

L
Landmarks of Tomorrow: A Report 

on the New ‘Post Modern’ World 
(Drucker), 37

Law of Exercise, 26
Leaderless group activity (or 

T-group), 122–123
Leadership needs assessment, 75

Learning
andragogy and, 82, 83
clarifying learner expectations 

of, 86–87
Kirkpatrick’s evaluation model 

on, 150, 152–153
readiness, orientation, and 

 motivation for, 83, 85–86
transmissional not 

 transformational, 26–27
See also Adult learners

Learning analytics
areas to be addressed during, 

177–178
on connecting enterprise-wide 

results with learning data, 
175–176

description of, 174
example of, 179–180
Kirkpatrick’s evaluation levels 

3 and 4 applied to, 176–177
on need to know, 175
recommended timing of, 179
system requirement for, 177

Learning data, 192–193
Lectures

experiential, 118–119
instructor, 118

Lewin, K., 4, 82
Liability

accountability issue of, 29
effective training for minimized, 

27–30
equal access issue of, 29–30
inadequate training, 28
management of training room 

behavior and, 28–29
reasonable care concept of, 28

Lockheed-Martin Cooperative 
 Education Program, 169

Lucky Stores, 22

M
Macro models

gathering information from 
 management, 51–55
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Macro models (continued)
gathering information from non-

supervisory employees, 55–58
strategic goal method as, 51–53

Mager, R., 89
Man, Work, and Organizations (Bass 

and Barrett), 156
Management

evaluation responsibilities 
of, 147

gathering information on training 
needs from, 51–55

inconsistent training support of, 
26–27

needs assessment on leadership 
and, 75

training design and planning role 
by, 101–103

training needs assessment survey 
given to, 56e–58

See also Supervisors/managers
Management by Objectives, 33–37
“Mapping the Future: Shaping 

New Workplace Learning and 
 Performance Competencies” 
study (2004), 11–12, 19

Marcel, M., 107
“A Mata-Analysis of the Relations 

Among Training Criteria” 
(Alliger), 152

Materials
custom and off-the-shelf, 100
take-away provided, 98–99
technology-based and 

traditional, 101
Maturity concept, 83
Mentor/coaching relationships, 16
Meyers, S. A., 23
Micro model

case study on task analysis, 64–66
task analysis method as, 58–64

Mission
aligning vision, goals and, 38fi g
vision relationship to, 38

Mitchell, G., 94
Moskowitz, M., 50, 67

Motivation issue, 74–75
Motivation to learn, 83

N
National Training Laboratory 

(NTL), 15
Naughton, J., 12
Needs assessment

aligning training with, 171
case study on result trends of, 

67–73
frequency of, 66
importance of training, 49–50
resistance to process of, 73–74
using results of, 74–79
training wants versus training 

needs, 50–66
Needs assessment results

categorizing training or 
non-training issues, 74–77

ranking of the, 77–79
selection grid for prioritizing 

training projects, 78fi g–79
NEO (new employee orientation), 

109–110
Non-supervisory employees

commitment stage and, 10
denial stage and, 6–7
exploration stage and, 9
resistance stage and, 8

O
Observation, 17
OD (organization development) 

department, 5–6
Off-site training

agenda and goals of, 137–138
budget and timing of, 139–140
certifi cation and continuing 

 education units (CEUs), 140
overview of, 137
presenters of, 139
reputation of, 138

Off-the-self training, 110–112
Off-the-shelf materials, 100
OJT (on-the-job training), 116
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Online training
description of, 124–125
learning analytics of, 178
virtual classroom, 96, 178
Web courses and modules, 126–127

Organization Development Network 
(ODN), 15

Organizational change
changing perception of, 3–4
failure to sustain, 11
force fi eld analysis of, 4–5
as training element, 2
See also Change process; 

 Kirkpatrick’s evaluation model
Organizations

achieving performance expecta-
tions by, 32–33

aligning training with needs of, 171
connecting learning data to 

results in, 175–176
enterprise-wide strategic goals of, 

38–42
fi nding formulas for success, 33
identifying training needs, 49–78
importance of goals for, 43–47
marketing training information to 

entire, 191
perception of training value and 

position in, 168
policies, procedures, facilities and 

equipment of, 76–77
retraining opportunities of, 

203–204
Orientation to learning, 83, 86
Outsourced provider selection

customized vs. custom-designed 
program, 130

evaluating outsourcing options, 
130–132

fi nding resources, 132–137
off-site training, 137–140

Outsourced training programs
comparing RFP responses, 

136–137
goals, length, and delivery 

method of, 134

instructional media,  deliverables, 
due date, and budget of, 
135–136

off-site, 137–140
Request for Proposal (RFP) on, 

133–134
vendor selection grid based on, 

136fi g
See also Training programs

Outsourced training vendors
determining competencies of, 129
evaluating resources on, 133–137
evaluating use of offerings by, 178
experience of, 130
listing resources for, 132–133
selection grid for, 136fi g
work quality and credentials of, 

131–132
See also Training professionals

Outsourcing training
case study on large organization, 

142–143
case study on small business, 

140–142
fi nding the right providers for, 

129–144
mixing and matching approach 

using, 143–144
tradeshows and conferences 

on, 133
trend toward, 100

P
Participates. See Trainees
Performance

achieving organizational 
 expectations of, 32–33

compensation, benefi ts, and 
incentives affecting, 75

Kirkpatrick’s model on results on, 
150, 155–157

KRAs (key result areas) indicators 
of, 50–51

leadership and management 
issues affecting, 75

motivation issue affecting, 74–75
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Performance (continued)
policies, procedures, facilities and 

equipment affecting, 76–77
staffi ng issues affecting, 75–76

Performance management systems
goals tied to, 45
needs assessment for, 75

Personnel Psychology (Wallace and 
Twitchell), 156

Phillips, J., 169, 171
Planning. See Training design plan
Podcasts, 127
Policies and procedures, 76
A Practical Guide to Training and Devel-

opment (Moskowitz), 3, 16, 20
Practice time, 87–88
Preparing Instructional Objectives 

(Mager), 89
Presage variables, 107–108
Process variables, 108–109
Product vendors, 16
Professional journals, 16
Professional organizations, 15
Pyramid competency model 

(ASTD), 12fi g–14

Q
Quality, Productivity, and Competitive 

Position (Deming), 34

R
Rae, W. L., 146
Reaction data, 192
Readiness to learn, 83, 85–86
Reasonable care concept, 28
Regulatory compliance issue, 178
Request for Proposals (RFPs)

comparing, 136–137
to outsourced training vendors, 133

Resistance stage
change process and, 8–9
overcoming, 47

Results data, 193–194
Retraining opportunities, 203–204
Rogers, C., 82
ROI Institute, 169

ROI Methodology
BCR (benefi t/cost ratio) compo-

nent of, 170, 171
benefi ts of using, 171–173
best practices of, 173
description of Phillips,’ 169–170

ROI (return on investment)
challenges of using, 173–174
data on training, 194
example of, 170–171
formula for, 171
Kirkpatrick’s evaluation model 

use of, 156, 168–169
Phillips’ method using, 169–170, 

171–173
training database to determine, 

202, 203
Role play instruction, 121
Role-related goals, 44, 91
Roles (training professional), 12fi g, 

13–14
Rothwell, W. J., 12
Rule of exception, 92–93

S
Self-concept, 83, 85
Self-direction, 84
Self-study (self-paced) training, 

124–125
Senior management

evaluation responsibilities of, 147
gathering information from, 51, 

53–54
information gathering receptivity 

of, 53
training which earns respect of, 172
See also CEOs

Sequencing training topics, 94–95
Sexual harassment prevention 

 training
background information on, 160
data collection on, 160–161
data results/analysis of, 161–164fi g
discussion on, 164–165
questions raised by evaluation of, 

165–166
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Skills
defi ciencies as barrier to 

goals, 48
erosion of, 25

Small group discussion, 119
SMART goals

overview of, 44–45
sexual harassment prevention 

training use of, 160
training design planning use of, 

89–92
Society for Human Resource Man-

agement (SHRM), 15, 21
Society for Insurance Trainers and 

Educators, 133
Society for Pharmaceutical and Bio-

tech Trainers, 133
Socrates, 145
SPC (statistical process control), 34
Staffi ng issue, 75–76
Stakeholders

CEOs, 51, 53–54
management, 26–27, 51–58, 75, 

101–103
publicizing training outcomes to, 

191–197
senior management, 51, 53–54, 

147, 172
supervisors/managers, 7–11
training manager, 148
See also Trainees

State of the Industry Report (2005) 
[ASTD], 50, 95, 124, 126, 158, 
169, 176

State of the Industry Report (2006) 
[ASTD], 96, 97, 110, 112, 
126, 129

State of the Industry Report (2007) 
[ASTD], 6, 19, 49, 95, 99, 158, 
194, 200

Strategic goal method, 51–53
Structured experience activity, 122
Subject-matter experts (SMEs)

train-the-trainer model applied to, 
114–116

training delivery through, 113–114

Supervisors/managers
commitment stage and, 10–11
denial stage and, 7
exploration stage and, 9
resistance stage and, 8
See also Management

T
T�D (journal), 16
T-group (or leaderless group 

 activity), 122–123
Take-away materials, 98–99
Task analysis method

case study on use of, 64–66
completing the Training Action 

Plan, 61, 63, 65
description of, 58–60
identifying job tasks using, 60, 

64–65
identifying priority training 

needs, 61
monitoring and measuring 

 progress and change, 63–64
rating levels of ability and task 

necessity, 60–61, 62e–63e, 65
Tavistock Institute, 123
Technology

live instructor versus use of, 
112–113

technology-based materials, 101
for training delivery, 124–127

Technology-assisted delivery
self-study (self-paced) and online 

training, 124–125
teleconferencing, 125–126
web courses, 126–127
web modules and podcasts, 127

Technology-assisted evaluation
data marts, 183–184
digital dashboards, 184–185
online surveys, 180–183

Teleconferencing, 125–126
380-degree feedback, 181
Time-bound goals, 44–45, 91
Timing issues

learning analytics application, 179
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Timing issues (continued)
off-site training, 140
plan for managing training time, 

93–94
providing practice time, 87–88

Toastmasters, 16–17
Tolstoy, L., 81
Tradeshows and conferences, 133
Train-the-trainer model, 114–116
Trainees

evaluation responsibilities of, 148
fi rst impressions of training by, 87
materials provided to, 98–99, 100
maximizing training needs assess-

ment survey participation, 58
online surveys of, 180–183
retaining opportunities for, 

203–204
training instruction role by, 

119–120
transmissional learning by, 26–27
WIIFM (What’s in it for me?) and, 

9, 45, 86, 195
See also Adult learners; Employees; 

Stakeholders
Trainer competencies

common defi ciencies of, 23–25
common themes of, 18
competency-building activities, 

15–18
determining vendor, 129
IBSTPI study on, 106–107
key skills learned about, 17–18
presage variables of, 107–108
process variables of, 108–109
pyramid model (ASTD) on, 

12fi g–14
related to training delivery, 105–109
taking action to develop, 19

Trainers. See Training professionals
Training 2005 Industry Report, 50, 95, 

124, 126
Training 2006 Industry Report, 96, 97, 

110, 112, 113, 126, 129
Training 2007 Industry Report, 6, 19, 

49, 95, 99, 158, 194, 195

Training
aligning organizational need 

with, 171
change element of, 2
consequences of failed or 

 ineffective, 20–23
defi nition of, 2
determining priorities of, 43
determining value of, 168–174
ensuring successful, 188–207
force fi eld analysis behavior 

change after, 5fi g
goal focus element of, 2–3
liability of inadequate, 28
managing participant behavior 

during, 28–29
for minimized liability, 27–30
needs assessment for, 49–79, 171
off-site, 137–140
participant fi rst impressions of, 87
purpose of, 189
ROI analysis improving support 

for, 172–173
ROI model isolating effects 

of, 173
supportive role in achieving goals, 

41–42
transmissional learning through, 

26–27
WIIFM (What’s in it for me?) issue 

of, 9, 45, 86, 195
See also Evaluation

Training Action Plans, 61, 63, 65
Training and Development Journal, 

150, 158
Training audit keys

1: training needs identifi cation, 198
2: interactive training, 198–199
3: qualifi ed trainers and content 

providers, 199–200
4: demonstrated management 

support, 200–201
5: evaluation processes, 201–202
6: training database, 202–203
7: retraining opportunities, 

203–204
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Training audits
capturing results of, 204–206e
description of, 197
rationale for, 207
seven keys to an effective, 197–204
See also Audit conductor

Training database, 202–203
Training defi ciencies

failure to address important job 
tasks, 25

inadequately skills or unqualifi ed 
trainers, 24–25

knowledge and skill erosion fol-
lowing, 25

policy not to ensure practice, 23
unrealistic expectations, 23–24

Training delivery
achieving training goals 

through, 105
assessing outsourced, 134–135
classroom techniques used for, 

116–124
instructor competencies related 

to, 105–109
using internal and external 

resources for, 109–116
technology-assisted, 124–127

Training delivery resources
informal OJT (on-the-job 

 training), 116
live instructor versus technology, 

112–113
off-the-shelf design and delivery, 

110–112
overview of, 109–110
using subject-matter experts 

(SMEs), 113–114
training-the-trainer model as, 

114–116
Training design

adult learning theory applied to, 
82–84

including practice time in, 87–88
incorporating adult learning 

 concepts into, 84–88
planning, 88–103

Training design plan
allocating resources and expenses, 

99–103
covering key topics in, 93
determining training medium, 

95–97
using goal statements in, 92–93
for managing training time, 93–94
program requirements and con-

straints considered in, 97–99
questions guiding the, 88–89
sequencing topics in, 94–95
SMART goals used in, 89–92

Training (magazine), 16, 174
Training manager, 148
Training mediums, 95–97
Training needs

case study on gathering 
 information on, 53–58

case study on task analysis for, 
64–66

using macro and micros models to 
identity, 50–66

strategic goal method to identity, 
51–52

task analysis method for, 58–64
Training needs assessment survey, 

56e–58
Training professionals

career challenges for, 20
commitment stage and, 11
competency development by, 

12fi g–19
denial stage and, 7–8
evaluation responsibilities of, 147
exploration stage and, 9–10
facilitating change role of, 11–14
inadequately skills or unqualifi ed, 

24–25
off-site, 139
presage variables of, 107–108
process variables of, 108–109
resistance stage and, 8–9
training audit on qualifi cations 

of, 199–200
trend toward lower-salaried, 100
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Training professionals (continued)
See also Instructors; Outsourced 

training vendors
Training programs

allocating resources and expenses 
of, 99–103

assessing outsourced, 134–137
assessing true cost of, 178
defi ciencies of, 23–25
designing and planning of, 

82–103
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requirements and constraints of, 
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See also Outsourced training pro-
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publicizing training outcomes to 
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training audit as, 197–207
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BCR (benefi t/cost ratio) measure 
of, 170, 171

dealing with unfavorable results 
on, 196–197

learning analytics approach to, 
174–180

organizational position and per-
ception of, 168

ROI (return on investment) 
approach to, 156, 168–174

technology-assisted evaluation of, 
180–185

training audit process to measure, 
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Training vendors, 16–17
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Turning research into Results: A Guide 
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Solutions (Clark and Estes), 152

Twichell, C. M., 156
2007 ASTD State of the Industry Report 

(ASTD), 6

U
Understanding Statistical Process 

 Control (Wheeler), 36
University of California San Diego 

(UCSD), 53, 142–143, 144
USA Today report (2006), 21

V
Vendors. See Outsourced training 

vendors
Virtual classroom training

description of, 96
learning analytics of, 178

Vision
aligning mission, goals and, 

38fi g
mission relationship to, 38

Volunteer activities, 17

W
The Wall Street Journal, 37
Wallace, S. R., 156
Web courses, 126–127
Web modules, 127
Websites

online course, 126–127
training-related, 16

Wellins, R., 12
Wheeler, D., 36
WIIFM (What’s in it for me?), 9, 45, 
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