Learner Analysis -Time Management

Description of the Learners (Information in parentheses refers to source)

General Information

· Department and Job Titles - The Upstream Learning Team, Human Resource Learning Specialists.

· Location & Size - Angola, Africa. The office has 16 employees and 1 manager. (Phone Conference Interview- PCI)

· Language - Portuguese.  English is a second language for the employees.  (PCI)

· Education - The education system in Angola has lower standards than the United States, so it is difficult to determine the exact education levels. (Email Questionnaire- EQ)
Prior Knowledge and Experience

· Length Employed - Average of 3-4 years. (PCI)

· Specific Experience - Employed in Upstream Learning Department for at least 1 ½ years, since November 2013. (PCI)

· Prerequisite Training - Basic Microsoft 2010 Outlook training was given, but not all employees could attend; some employees attended and were tasked to train the others. The client has stated that these skills were very basic in nature (accessing, opening and closing emails, saving etc.). (PCI and PCI #2)

· Re-training - Client traveled to Angola a few times for refresher training on tasks such as accessing information, replying to emails in a timely manner, and basic Outlook tasks.  He observed that they still lack some of the basic and the more advanced skills in Outlook, and also prioritizing tasks and time management. (PCI and PCI #2)

· Current Knowledge and Use of Job Aids - Two workers indicated that they have a method that they use to prioritize tasks for difficulty and urgency, and two of the workers indicated they didn’t. The same outcome was obtained when asked if they had a job aid to help them with daily tasks. (Employee Survey- ES)

What Learners Need to Learn That is Critical, Difficult, or Complex About the Tasks

· Critical - The employees must solve prioritization problems that fit their unique needs. Employees receive at least 30 emails in a day, all varying in degree of difficulty and urgency. (PCI)

· Complex - The task involves complex cognitive skills. The task requires the worker to make judgment calls on difficulty and urgency on the types of emails that they receive. The types of emails and situations vary so they will have to practice this skill and receive feedback on the choices they make.  This will allow them to reply to their emails within 24 hours with either a resolution or a target resolution date. (Subject Matter Expert- SME)

Motivations

· Local Manager - Is confident that she receives enough training to effectively perform her job, feels very comfortable in Outlook to rate and organize tasks, and being able to train other employees in how to use Outlook functions. (Manager Survey-MS)
· Employees - The workers feel comfortable using Outlook to rate and organize tasks. The workers take their job seriously, but possibly, due to the culture, lack of feedback, fear of losing their jobs, and lack of resources, the employees lack the confidence to make decisions or take charge of situations. These concerns are beyond the scope of this project, since we cannot correct them through training.  We will instead focus on only evaluating tasks for difficulty and urgency.  All the employees stated in the survey that time management skills would benefit them. (PCI, PCI#2, ES, and Email Questionnaire-EQ)               
· Stress – Culturally, it has been observed that the employees try to do such a good job, they end up paying attention to unimportant details. By failing to prioritize, they over stress themselves. (PCI)
Work Context

· Lack of Access - Employees have limited access to job-related materials and supplies. (PCI and EQ)

· Lack of Electricity - Computer systems do not function properly on a regular basis due to electricity power outages. (PCI and EQ)

· Home Environment - Not conducive for bringing work home, due to lack of electricity, culture, environmental conditions, and resources. This would preclude using a flipped classroom method of instruction. (PCI #2)
· Work/Life Balance- Employees do not have a proper work/life balance. They are very busy at work and instruction would have to tailor to opportunity time. (PCI)
Sources and Methods

	Data Sources
	Data Collection Method(s)

	Regional Learning Coordinator
	Phone Conference Interview (PCI)

	Regional Learning Coordinator and Eastern Hemisphere Learning Manager
	Phone Conference Interview #2 (PCI #2)

	Subject Matter Expert at BP Upstream Learning
	SME Meeting (SME)

	Regional Learning Coordinator and Eastern Hemisphere Learning Manager 
	Email Questionnaire (EQ)

	1 Angola Team Manager
	Manager Online Survey (MS)

	4 out of 6 Angola Workers
	Employee Online Survey (ES)


Data-Gathering Instruments and Raw Data 

· Two Phone Conference Interviews – based on BEM Job Aid, we held a conference call with the client representative to understand the basics of the project, the learner, the environmental factors involved, the job performance, the critical parts involved with the tasks, and company policies.

· Email Questionnaire – We sent supplemental questions to the client and client representative based on the BEM Job Aid.

· Employee Survey – Based on questions we had after conducting the phone interview, employees were sent a link to an online survey.

· Manager Survey - Based on questions we had after conducting the phone interview, the local manager in Angola was sent a link to an online survey.

· Subject Matter Expert Meeting- Face to Face meeting to discuss task complexity.

Learner Characteristics and Their Instructional Implications

	Learner characteristic
	What you found out about each characteristic
	Data source/method


	Ideas for the instruction

	General Demographical Information 
	English is not the primary language of all the employees.  This may lead to misunderstood information. Employees may also be unable to clearly understand the subtleties and nuances of the English language. 
	Phone Conference Interviews (PCI’s)


	It is imperative that the instructional material not contain English jargon or colloquialisms and will be written at the elementary level. 

Employees will be given ample time to digest the material. Employees will be given the opportunity to ask for clarity. The facilitator will have a solid understanding of English and will ask questions of the workers to ensure they understand what is written. Clarification and guidance will be given to help the workers during training.

Employees will also be given an opportunity to revisit the material at their leisure.  This will be in the form of the saved instruction on the team’s shared drive, to which they have full access.  



	General Demographical Information
	Education Level for all the workers is low, about a 5th grade level.  Even though they may hold degrees the education is not on par with the United States, and the workers sometimes do not comprehend complex tasks.
	PCI’s, E-mail Questionnaire (EQ)
	Therefore, the instruction will use techniques from the third condition of Keller’s ARCS model for motivation which is confidence. Learners will be provided with learning standards and evaluative criteria upfront to establish positive expectations for achieving success. Learners will be given the opportunity to achieve success through multiple, varied, and challenging practice and quizzes that will build upon one another be broken down into simple steps. Learners will increase their confidence if they attribute their success to personal ability or effort, rather than external factors such as lack of challenge or luck. The instruction will be created at a level that stimulates the learners, is challenging, but is not overwhelming. During the Activation Phase, the training will incorporate and build upon what they already have learned. The facilitator can present information from prior job aids that have been used and relate that information to the tasks to be completed. During the Demonstrations Phase of Merrill’s First Principles, the workers will be given multiple demonstrations. During the Application Phase, the learner will be given varied guidance. All phases will incorporate positive feedback.

	Prior Knowledge and Experience
	Length Employed - All workers have been employed at BP an average of 3-4 years. 

Specific Experience - All have been employed in the Upstream Learning Department for at least 1 ½ years, since November 2013. 

Prerequisite Training - Basic Outlook training was given, but only half the employees could attend; some employees attended and were tasked to train the others. The client has stated that these skills were very basic in nature (accessing, opening and closing emails, saving etc.). 

Re-training - Andrew traveled to Angola a few times to refresh employee’s minds on tasks such as accessing information, basic Outlook tasks and observed that they still lack some of the basic and the more advanced skills in Outlook, such as prioritizing tasks and time management. (PCI and PCI #2)

Current Knowledge and Use of Job Aids- Two workers indicated that they have a method that they use to prioritize tasks for difficulty and urgency, and two of the workers indicated they didn’t. The same outcome was obtained when asked if they had a job aid to help them with daily tasks, although it may be due to the work environment or the complexity of the task, that job aids are not used. (Employee Survey- ES)
	PCI #1 and 2, EQ, and Employee Survey- (ES)
	Therefore, the instruction will incorporate the Relevance strategy of Keller’s ARCS model. Relevance, according to Keller, must be established by using language and examples that the learners are familiar with. The training will incorporate familiar language and will describe how the knowledge will help the learners today. The training will draw upon the learner’s existing knowledge/skills and show them how they can use their previous knowledge to learn more. So, the team will incorporate that by introducing what they have previously encountered in either training or on the job and show how it relates to the training they are receiving. This strategy also follows along with Merrill’s Activation phase in the First Principles of Instruction.



	What Learners Need to Learn That is Critical, Difficult, or Complex About the Tasks
	Due to the current work environment (layoffs), many of the workers are apprehensive to voice any opinions that may implicate that they do not understand a task, or that it may be difficult for them to accomplish. Therefore, we had a short meeting with the corporation’s subject matter expert (SME) and we also had the following information given to us in the 2nd PCI.

Critical- The employees will have to prioritize problems in ways that fit their own unique needs. Each employee may have different priorities. What constitutes as an urgency for one person will not necessarily be urgent for another. In the 2nd PCI,  we found that these workers may receive at least 30 emails in a day, all varying in degree of difficulty and urgency. Complex- The task involves complex cognitive skills. The task requires the worker to make judgment calls on urgency and priority on the types of emails that the worker receives. The types of emails and situations that the worker will encounter will vary among the worker in which they may feel is urgent, or is priority. The worker will have to practice this skill and receive feedback on what choices the worker made, so that the worker can make these decisions on their own efficiently in a timely manner. 
	PCI’s, EQ, and Subject Matter Expert (SME)
	Therefore, due to some of the critical and complex parts of the task, we will use the Attention strategy from Keller’s ARCS in the Activation Phase. One method we will use is to nurture thinking and generate inquiry by offering difficult scenarios to solve upfront and allowing the learners to brainstorm ideas about the possible solutions.  They will then present what the solution is and how the instructor came up with it. For instance, a scenario where they picture themselves with a variety of emails with different priorities and the learner needs to determine what they would do. We will also use the Relevance strategy that draws on the learner’s existing knowledge/skills and shows them how they can use their previous knowledge to learn more. During the Activation phase, the training will also provide learning standards and evaluative criteria upfront to establish positive expectations for achieving success to gain confidence. During the Demonstration, Application and integration Phase the learners will also receive the appropriate scaffolding, guidance, and coaching to build confidence in their abilities to evaluate tasks for difficulty and urgency and will result in them making better timely decisions in prioritizing. The practice will always stay consistent with the learning goals.



	Motivations
	Local Manager-Is confident that she receives enough training to effectively perform her job, feels very comfortable in Outlook to rate and organize tasks, and being able to train other employees in how to use Outlook functions.

Employees- The workers feel comfortable using Outlook to rate and organize tasks. The workers take their jobs seriously; they come in early and leave late.  Most live about an hour away from the office.  They strive to be perfect and perform well, which leads them to focus too much on unimportant details and experience unnecessary stress. Also possibly due to the culture, or lack of environmental support such as feedback, fear of losing job and lack of resources, the employees lack the confidence to make decisions or take charge of situations.

 The ID team for this project will be unable to have any effect in these areas.  We will instead focus on only evaluating tasks for difficulty and urgency.  All employees said that Time Management training would be beneficial to them.
	PCI, PCI#2, ES, Email Questionnaire-EQ, and Manager Survey-MS            
	Therefore, we will include the local manager in the training, designing an instructor’s guide along with the training material. We may possibly have the manager act as a facilitator and mentor throughout the training. 

The training will incorporate Inquiry Arousal which is an Attention strategy from the ARCS. This will give questions that get students to do critical thinking or brainstorming. One possible way is to present problems or situations in the demonstration phase that will make the participants critically think about the task and pay attention to the details of the situation. The practices in the Application phase will include varied situations and diminishing coaching to give the learners confidence and motivation in that they can complete a variety of situations of this task successfully and do this on the job in the Integration phase.



	Work Context
	Lacking Resources-The workers lack job-related materials, supplies, and properly functioning computer systems. Electricity is unreliable.  Systems are overly complex, as are processes.

Home Environment- Not conducive for bringing work home, due to lack of electricity, environmental conditions, and resources. 
Work/Life Balance- Employees do not have a proper work/life balance. They are very busy at work but cannot take the work home. 
	EQ, PCI’s


	Therefore, the training must be easily accessible.

To consider: Do not use timing tools, which may get interrupted.  Possibly host training via multiple avenues for easy accessibility (e.g., SharePoint, internet, hard copy, PowerPoint).

The home environment is not conducive for doing a flipped classroom type of training design. The training will have to take place at work. 

The training will have to fit into opportunity time and be integrated into work. 


Learner Analysis - Methods for Time Management 
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