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A

Abdelgwad, A., 168-169, 170

Academic training: Dragon
Slaying parable on, 183-187,
189-191; similarities of corpo-
rate training departments and,
187-189, 252-253

Adams, H., 159

Advisory system, 204

Al (Artificial Intelligence): as
answer to theory/technology
question, 263-264; author’s
work with, 224; building story
databases using, 273; growing
interest in e-learning use Cf,
258-261; improving freining
systems through, 201 -:262; to
jump start your. thinking about
using, 277-%30; training appli-
cations ¢f, 274-277; “When
Philosophers Encounter AI”
(Dennett) article on, 226-227

Al indexing problem: 1: descrip-
tion/overview of, 265-267; 2:
of how to best retrieve the
story, 267-271; 3: how to redi-
rect the conversation, 271-272

Al Magazine, 259

Al problems: of getting right
knowledge to user on time,
264-265; good teaching strate-
gy as, 272-273; the indexing,
265-272

Al training applications: for
adding expertise to training,
275; tremendous potential of,
274-275; for using ctory data-
base to exploring issues,
275-276

Airport security: profiling by, 171;
training vy, 110-111, 115-116

“Alice’s Restaurant” (Guthrie), 1

Aridersen Consulting, 204

Antcipation, 213, 214

Assessment. See E-learning evalua-
tion

B

Bartlett’s memory research, 93-94

A Beautiful Mind (film), 162

Behavior: controlling rude behav-
ior of employees, 85-87; deal-
ing swiftly with bad, 88-89;
do’s and don’t of teaching,
89-90; imprinting new noncon-
scious, 87; nonconscious teach-
ing of, 83-85, 89; practicing
desired, 87. See also Change;
Stereotypes; Teaching

Beneficial stereotyping: determin-
ing how to build, 178-181; how
to teach, 174-178; learning
what to look for with cus-
tomers as, 180; tools for teach-
ing, 181-182

Beneficial stereotyping process:
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concentrate on categories and
features, 177-178; create rich
mental images, 175-176; rely
on stories to reflect experience,
176-177, 181-182

Beneficial stereotyping tools: 1:
statistics, 181; 2: odds, 181; 3:
stories, 181-182; 4: talking
about stereotypes, 182; 5: pre-
dictions, 182

Blanc, G., 144

“The blended approach,” 207, 248

Bocuse, P., 144

Bueller, F. (fictional character),
230, 233

C

CBT (computer-based training),
205, 209-210. See also E-learn-
ing

Change: challenges of teaching,
41; example of teaching, 42-44.
See also Behavior

Chomsky, N., 226, 227

CMU West: article written oi
learning-by-doing:class at,
219-221; “Day in the Life at
CMU West” (Raygoza),
195-197; learting-by-doing
project-baced scenarios used at,
154-157; SCC (story centered
curriculum) used at, 194-197,
218

Communication problems: e-
learning failure to solve
Enron’s, 70-71; e-learning as
supposed solution to Enron’s,
69-70; Enron’s, 60-69; finding
real solution to teaching, 71-74

Communication skills: challenge
of teaching, 71-76; practicing,
75-76; as training learning
objective, 151-152

Community colleges, 140-141

COMMUNITY reward, 25,
29-30, 32-33, 34

Conversation: Al indexing prob-
lem and redirecting the,
271-272; as learning by doing,
16-17

Corporate Dragon Slaying train-
ing: evaluating your e-learning,
254-257; Novations catalog
courses on, 241-251; using
SCC as solution to, 253; similar
problems faced by academic
and, 187-189, 252=253; story
on, 240-241

Creativity, 78

The Critique-vf Pure Reason (Kant),
159

Curricaivm: application of SCC,
194-197; defining, 189;
Dragon Slaying parable on,
183-187, 189-191, 240-257;
examples of story-centered,
199-202; goals included in
ideal, 189-191; how to build a
SCC, 192-194; introducing
SCC, 191; questions to ask
about, 230-234; story told by
good, 192; training program,
197-199. See also Teaching;
Training

D

“Day in the Life at CMU West”
(Raygoza), 195-197

Deloitte & Touche case study,
199-201

Dennett, D. C., 226

Dialogue for learning, 16-17

Doing-based training: corporate
knowledge base as ignoring
doing and, 150; difficulty of
doing things on the web for,



153; difficulty in recreating
real-life situations for, 153;
feedback and reflection as part
of, 145, 146; jump starting your
thinking about, 159-160; sam-
ple scenario for, 154-157; sam-
ple step-by-step guide for,
157-158; top ten reasons why
trainers fail to facilitate,
141-142; training department
list of learning objectives with-
out doing, 151-153; why train-
ers don’t know how to facili-
tate, 142-146. See also Learning
by doing

Doing-based training excuses: no
experts available for practice
situation, 150; real-life situation
is too hard to replicate in class-
room, 147-148; subject matter
doesn’t seem doing oriented,
146-147; takes too long to have
trainees actually try things out,
148-149; we want to teach geii-
eral principles, 158

Dragon Slaying: parable o+ aca-
demic education ¢ny 183-187,
189-191; parzable of corporate
training or,.240--257; SCC
(story-centered curriculum)
created for, 192-194, 198-199

E

E-learning: basic elements of
engagement for, 210-211; “the
blended approach” using, 207,
248; considering origins of,
206-208; evaluating your train-
ing, 254-257; funkyfresh.com
tips for, 216-217; improving
training systems through Al,
261-262; Novations catalog
courses on, 241-251; tips on
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training using, 222-223; why it
isn’t fun, 205-208. See also
CBT (computer-based training)

E-learning design: building ele-
ments of engagement into,
211-213; customer complaints
about, 52; do’s and don’ts on,
58-59; the right questions to
ascertain learning needs for, 57;
rules of thumb for building,
52-56; typical flaws in, 49-51;
understanding that some things
cannot be taught prior to,
57-58

E-learning engagemcrit elements:
anticipation, 21,-214; emo-
tional ide\.titication, 214-216;
listed; 216, 211-212

E-Jearaing evaluation: course cata-
10z 15 too big, 254-257; the
courses are too short, 255; the
training is generic and one size
fits all, 256-263; the word
“blended” is being used, 255

E-learning flaws: 1: they involve
telling and not doing, 49-50; 2:
they use cleverness and not fun
learning, 50; 3: lack of good
storytelling, 50-51; 4: relentless
use of quizzes, 51

E-learning problems: courses are
too short, 255; using overly
large catalogs for, 254-257; the
training is generic, 256-257;
the word “blended” is being
used, 255

E-learning rules of thumb: consid-
ering why most training is so
bad, 56; described and listed,
52-53; including the SME
(subject matter experts), 53-55;
try thinking about doing rather
than knowing, 55-56
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“E-speak” (Enron), 68

EGO reward, 25, 27

Eliot, C., 232-233

Emotional identification, 214-216.
See also Feelings

Employees: do’s and don’t of
teaching behavior to, 89-90;
hiring the right, 86-87; practic-
ing desired behavior, 87

Enron: communication problems
of, 60-62, 68-69; e-learning as
supposed communication solu-
tion for, 69-70; Enron perspec-
tives on their communication
issues, 62—64; failure of e-learn-
ing to solve communication
problem at, 71; goal based sce-
nario approach to examine
communication at, 63—65; web-
sites on communication prob-
lems of, 61, 6668

EPA (U.S. Environmental
Protection Agency), 66

ESD (Express for Software
Development) [Deloitte &
Touche], 199-201

Eskimo folk tale, 94

“An Essay Conce ning Human
Understan«iing” (Locke), 159

Fuclid, 5

Euclidean geometry, 5

Event memory: birthday party
menu experiment on, 91-93,
94-103; difference between
procedural and, 105-108

Experts. See SME (subject matter
experts)

EXTERNAL HOPE reward, 25,
28

EXTERNAL reward, 26, 31

F
Feedback, 145, 146
Feelings: as part of stereotyping

process, 174; role in memory,
103-104. See also Emotional
identification

Ferris Bueller’s Day Off (film), 230

Fodor, J., 226, 227

Fun: defining, 209; learning as,
208-210; tips on making e-
learning, 222-223; why e-
learning isn’t, 205-208

funkyfresh.com, 216-217

G

Goal based scenario approach:
benefits of using, 65-56; com-
puter simulations 11sing, 63;
Enron commen.cation prob-
lems exaniined using, 64-65;
“A Mawer of Meetings,” 64-65

Goals:in luded in ideal curricu-
1um, 189-191; learning is best
when in pursuit of, 231; natu-
rally occurring, 33-37. See also
Learning

Google.com, 224, 229

Guthrie, A., 1

H

HABIT reward, 25, 26-27

Handling Customer Complaints
training course, 3

Hartman, J., 168-170

Hernandez, D., 168

HOPE (external) reward, 25, 28

HOPE (internal) reward, 25, 29

I

IBM, 256

ILS (Institute for the Learning
Sciences), 204, 258

Imprinting new nonconscious
behaviors, 87

INTERNAL HOPE reward, 25,
29

INTERNAL reward, 26, 32, 33, 34



K

Kant, L., 159

Kaufman, Herr, 144-146

Knowledge: classic Al problem of
matching user to right,
264-265; procedural, 11,
107-108; recall, 11-12

KNOWLEDGE reward, 25, 30,
33,34

L

Lay, K., 66, 67

Learning: asking the right ques-
tions to ascertain needs of, 57;
“the blended approach” to,
207; dialogue for, 16-17; fallacy
of reward systems for, 20-21;
questions to ask on, 230-234;
real motivation for, 23-24; sto-
rytelling as heart of under-
standing and, 217; trainee
rewards for, 25-33, 34-35; typ-
ically true items about natural,
33-34. See also Goals; Naturaliy
occurring learning goals:
Teaching

Learning by doing: a=scribed,
12-13, 141; ecanwple of chef
and, 144-144: feedback and
reflection s part of, 145, 146;
jump starting your thinking
about, 159-160; practice as part
of, 13-16, 19, 145-146;
Socratic teaching linked to,
148; time constraints as enemy
of, 149; top ten reasons why
trainers fail to facilitate,
141-142; training approached
as, 153-158; why trainers don’t
know how to facilitate,
142-146. See also Doing-based
training

Learning objectives: described,
151; students to identify con-
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structive/destructive relation-
ship elements, 152; students to
identify effective communica-
tion skills, 151-152; as trivializ-
ing complex issues, 152; try not
making lists of training,
152-153

LIBITI (Learn it because I
thought it!), 5-7

Locke, J., 159

Lung cancer lab simulations, 115

M

“A Matter of Meeting:” {goal
based scenario), 6:+-65

Memory: Bartletss'research on,
93-94; bii ch/ay party menu
experimnent on, 91-93, 94-103;
difierence between event and
procedural, 105-108; role of
ieelings/behaviors of others in,
103-104; stereotyping from
common images in our, 172

Mentors: characteristics of good,
18-19; online mentoring by,
154. See also Trainers

Mexican troops stereotype,
164-165, 166

Michelin Guides, 143

Minsky, M., 227

Monroe, J., 169

Motivation: how to teach desire
for success and, 44-45; hypo-
thetical trainee, 22; using natu-
rally occurring learning
goals/rewards for, 35; real
trainee learning, 23-24

N

Naturally occurring learning goals:
1: making sure training is
group process, 35-36; 2: make
sure training is problem-
solving process, 36; 3: make
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sure that whatever is learned is
merely a prelude, 37; 4: make
sure independence is in sight,
38; to facilitate motivation, 35;
tope ten list of truisms about,
33-34. See also Learning

The New York Times, 168

Novations training catalog: assess-
ment and report on, 250-251;
Conflict Management, 241;
Customer Service Teamwork,
242-244; Dilemmas of Internal
Customer Service, 242; End
User Courses, 243-244;
Handling Violence in the
Workplace, 242; Handling
Workplace Conflict(Employee
Version), 242; Handling
Workplace Conflict (Manager
Version), 242; Keeping
Customer Service Skills Strong,
242; Leading Customer Service
Teams, 242; Technical Courses,
243-244; Understanding
Customer Loyalty, 242

O

Oracle Corporationcase study,
201-202

Organizational culture: “stan-
dards” story representing,
128-130; storytelling encour-
aged by, 128-130

p

Peggy Sue Got Married (film), 21

Plato, 141, 160

Practice/practicing: of communi-
cation skills, 75-76; of desired
behavior, 87, 88-89; encour-
aged by good mentors, 19;
using goal-based scenarios for,
66; learning by doing through,

13-16, 19, 145-146; no experts
available for one-on-one, 150;
procedural memory and,
106-107; time constraints as
enemy of, 149; what is impossi-
ble to practice, 112-113

Pretty Woman (film), 167

PROBLEM SOLVING reward,
25,28-29,32,34

Procedural knowledge: described,
11; fallacy of classroom training
in, 107-108

Procedural memory: difference
between event ana, 105-108;
role of practice(in; 106-107

Profiling, 171. See ilso Stereotypes

Q
QUALITICATIONS reward,

27-26,30-31, 33, 34

Q 1estions: asking the right,
228-230; bad training,
238-239; on creating high-per-
formance individuals, 234-236;
Eliot’s list of teaching,
232-233; good training, 3, 239;
on how people learn/what they
need to learn, 230-234; jump
starting your training using,
238-239; relevance of Al
answer to theory/technology,
263-264; timely context of
good, 230; when to disagree
with the, 236-238. See also
Training

R

Racquetball strategy, 178-179

Racquetball theory of life,
161-163, 180-181

Raygoza, M., 195

Recall knowledge, 11-12

Recognition knowledge, 11



Reflection, 145, 146

Reward systems: behavior rein-
forcement using, 88-89; fallacy
of training, 20-21; training for
things never encountered by
changing, 117-119

Roberts, J., 167

Russell, B., 159

S

Saleh, T., 43-44

SCC (story centered curriculum):
described, 192; how it works,
194-197; how to build a,
192-194; introducing, 191; as
solution to corporate Dragon
Slaying training, 253; training
programs using, 197-199; two
examples of, 199-202

Schank, R., 226-227

School-like questions, 237, 238

September 11th, 116

Simulations: Al potential for facili-
tating, 275; built at ILS, 25¢;
difficulties with using, 12-13;
goal based scenario.approach
used in, 63; growing apprecia-
tion in value ¢t, 260; lung can-
cer lab, 115; riced for reality
feeling, 273

Situation advisor, 276

SME (subject matter experts): Al
potential for facilitating, 275;
cornerstone role in process of
training design, 56; getting
taped interviews of, 150;
included in e-learning design,
53-55; unavailable to one-on-
one practice help, 150

Socrates, 17

Socratic Arts, 199, 201

Socratic teaching: characteristics
of trainer who uses, 17-19;
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learning by doing linked to,
148

Spinoza, B., 160
Stereotypes: determining how to

beneficially build, 178-181;
examined by using Mexican
troops news item, 164-165,
166; examining how we,
172-174; examining pros and
cons of, 164-167; how to teach
beneficial, 174-178; problem
with misleading, 166; public
interactions based on, 163; rac-
quetball strategy zi.d,178-179;
racquetball theory of life on,
161-163, 1806-:131; teaching
people t2 no: make, 167-172;
toole fer-teaching beneficial,
181<1352. See also Behavior;
Tiotiling

Stereotyping process: 1: we rely

on common images from
memory, 172; 2: we remember
prior cases, 172-173; 3: we
form categories, 173; 4: we
remember exceptions, 173; 5:
we get a feeling, 174; 6: we
miss the forest for the trees,

174

Stereotyping well. See Beneficial

stereotyping

Stories: Al indexing problem of

redirecting conversation of,
271-272; Al indexing problem
of retrieving, 267-271; using Al
to build databases of, 273;
growing appreciation in value
of, 260; for situations without
clear-cut answers, 275-276; tips
on using training, 130-139;
told during training, 124-125;
which change focus to what the
trainee needs, 273
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Storytelling: basics of, 127; benefi-

cial stereotyping through expe-
rience and, 176-177, 181-182;
Dragon Slaying parable,
183-187, 189-191; e-learning
lack of good, 50-51; encour-
aged by organizational culture,
128-130; examining beliefs in,
125-128; example of official,
124-125; funkyfresh.com tips
for, 216-217; as heart of under-
standing and learning, 217;
“standards,” 128-130; value of
good, 121-124

Storytelling tips: include “story

choice” as part of the story,
134; listed, 130; make sure
tellers are authentic, 132-133;
make sure tellers don’t blandify
the story, 133; never tell with-
out using a story, 131-132; use
real stories, 130-131; recognize
that story living is better than
storytelling, 136-137; remern-
ber Billy’s story, 138; surpiise
your listener, 137;teli ealy
those stories that can be heard,
135; tell stories just in time,
135-136; thinygs o think about
when hearing a story, 138-139;

taught, 76-79, 80; how to
stereotype well, 174-178; how
to teach courtesy/handling of
difficult situations, 85-87; how
to teach motivation to succeed,
44-45; and knowing what can-
not be taught, 46, 57-58; non-
conscious, 83-85, 89; people to
not make stereotypes, 167-172;
tools for beneficial stereotyp-
ing, 181-182; why trainers
don’t know how to teach by
doing, 142-146. See also
Behavior; Curricuicmy
Learning; Trairiny

Telling principles: i: don’t tell

people thiag that they cannot
immediatcly make use of, 7; 2:
dor’C el people how to do
something they will never have
wo actually do, 7-8; 3: don’t
make me guess the right
answer, 9-10; 4: it doesn’t real-
ly matter what you can show
that you know, 10-12; 5: have
somebody do something,
12-13; 6: if you teach it have
them practice it, 13-16; 7:
using dialogue for learning,
16-17

things to think about when
telling a story, 139
Success/motivation teaching,

Tocqueville, A. de, 159
‘Trainee learning rewards: 1:

HABIT, 25, 26-27; 2: EGO,

44-45

Teaching: Al problem of using

good strategies of, 272-273;
challenge of communication
skills, 71-76; challenges of
teaching change, 41-44; to cre-
ate high-performance individu-
als, 234-236; differences
between what can/cannot be

25,27, 3: HOPE (external), 25,
28; 4: PROBLEM SOLVING,
25,28-29, 32, 34; 5: HOPE
(internal), 25, 29; 6: COMMU-
NITY, 25, 29-30, 32-33, 34; 7:
KNOWLEDGE, 25, 30, 33,
34; 8: QUALIFICATIONS,
25-26,30-31, 33, 34; 9:
EXTERNAL, 26, 31; 10:
INTERNAL, 26, 32, 33, 34;a
few reminders about, 38-39;



learning role of, 34-35; listed,
25-26; short list for, 32-33

Trainees: classic Al problem of
matching right knowledge to,
264-265; difficulties in actually
trying things out by, 148-149;
hypothetical motivations for
doing well by, 22; real motiva-
tion for learning by, 23-24;
rewards inherent in reasons for
wanting to do well by, 25-32;
stories which change focus to
needs of, 273

Trainers: characteristics of
Socratic, 17-19; perception of
all problems as training prob-
lems by, 70-71; top ten reasons
for failure to teach by doing,
141-142; why they don’t know
how to teach by doing,
142-146. See also Mentors

Training: Al applications to,
274-277; approached as learn-
ing by doing, 153-158; deter-
mining what is appropriate for,
76-=79; differences hetvizen real
life and, 73-74; Lragon Slaying
parable on, 183-137, 189-191,
240-257; haw G stereotype
well, 174-178; improving
through use of Al 261-262;
people to not make stereotypes
in business, 167-172; perceived
as solution to all problems,
70-71; pointers on jump start-
ing your, 46-47; questions
about, 3; role of feelings in
memory of, 103-104; someone
for something which may never
happen, 111-112; storytelling
told during, 124-128, 130-139;
telling principles in context of,
7-17; what memory experi-
ments tells us about, 104-105.
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See also Curriculum; Questions;
Teaching

Training departments: Dragon
Slaying parable on, 183-187,
189-191, 240-257; learning
objectives of, 151-153;
Novations catalog courses
offered by, 241-251; resem-
blance between academic
schools and, 187-189

Training design: challenge of cre-
ating high quality but inexpen-
sive, 262-263; curriculum por-
tion of, 197-199; cataple of
not considering learners in,
3—4; LIBITI problem with,
5-7; rules of thumb for the,
33-24

Trairiizg programs: do’s and don’t
i teaching behavior in, 89-90;
learning objectives of, 151-153;
SCC (story centered curricu-
lum), 192-202; teaching
employees courtesy/to handle
difficult situations, 85-87

‘Training undone by reality prob-
lem: 1: stop training people for
things they will never do,
114-116; 2: train people by
kindling deep emotional reac-
tions, 116-117; 3: train people
by changing the reward system,
117-119; do’s and don’ts of,
119-120

U

U.S. Environmental Protection
Agency, 66

Vv
Vietnam War, 179

%%
Wachovia, 256
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Wal-Mart, 57

Websites: on Dragon Slaying
parable, 189-191; on e-learning
courses, 248-249; on Enron
communication problems, 61,
66-68; funkyfresh.com,
216-217; Google.com to
search, 224, 229

“West Coast Campus Celebrates
First Graduating Class,”
219-221

“When Philosophers Encounter
AI” (Dennett), 226-227

Wilde, O., 160

Winograd, T., 226

Wong, P'TP, 61



