Making the workplace a place of Learning
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'There are no bad pupils, only bad teachers'.

If this is true, then it's no less true in the workplace than in the classroom. Work-based training is crucial to individual development and team success, and it is the trainer's responsibility to make it interesting and relevant. Worldwide Business Solutions looks at the positive ways to develop people in the workplace?
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Don't just tell them. Show them.
[image: image3.png]



There are many ways for training to lose its impact. When trainees show signs of confusion or apathy, it's too easy to blame them for their poor attention span. The reality is that to engage peoples' interest in any given task, we have to bring that task to life. Even the most charismatic speaker will struggle to do this without giving practical demonstrations of what is required. We need to combine verbal enthusiasm (what trainee can get excited about a subject when the trainer clearly isn't bothered?) with an appropriate illustration. Some years ago, I made the mistake of talking a sales trainee through every aspect of dealing with a certain type of telephone query, without ever giving a demonstration of how to do it. Predictably, the trainee's first attempt at the task left him floundering. My fault, not his.
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Stay in the kitchen, but don't hassle the cook

Once we've prepared people to undertake a task as thoroughly as we can, there is a temptation to stand at their shoulders, watching their every move and picking up on every mistake as they make it. While some people can perform well with such close supervision (and some may even express a preference for it), my experience is that people benefit from being given breathing space, with the opportunity to make their own decisions and act independently within sensible guidelines. It's important to let them know that help and advice is theirs for the asking, and of course, it's important to make regular checks on their progress. Few things are more demoralising for trainees than for their mistakes to go unnoticed until it's too late for them to be corrected. By monitoring them at an appropriate distance and giving the right pointers we can encourage them to correct their own mistakes. This is a massive confidence-builder.
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Show them the 'big picture'

For people to feel valued in the workplace, they need to know that their efforts make a difference. I once knew a receptionist whose enthusiasm and professionalism made her one of her company's greatest assets. Almost every day clients commented on her performance, but her direct line manager never passed this on to her, preferring to withhold praise and "keep her on her toes". As a result, she left for another job. She didn't particularly want to leave her friends in the office, but she didn't believe she was making a difference to the company. Her departure certainly made a difference. A number of clients took their business elsewhere, and the whole mood of the company changed for the worse. This person's approach to her job made her the heart and soul of her office, but no one in authority ever bothered to tell her. 
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Showing people the big picture doesn't just mean passing on words of praise. Trainees particularly need to be aware that attention to detail on routine tasks is vital to a company's success. Taking down a telephone number might seem like a boring job, but one incorrect digit could mean an important call not being returned, a potential client being alienated and thousands of pounds being lost. Every action in the workplace has an effect. The more we make people aware of this, the more likely it becomes that their actions will have a positive effect. 
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Training them to be professionals

What is a professional person? In my view, it has nothing to do with salary, job title or age. A professional is quite simply someone who does what they say they will do. All staff development should be focussed towards this quality. People should be trained to put the client first, to go the extra mile, to respect their colleagues, but above all to keep their promises. If they can start each day with that in mind, then they should finish each day with a job well done.
