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The Evaluation Program

The evaluation strategy for this training program focuses primarily on knowledge and skill acquisition of the training material. The training will have been 4 weeks of intense and rigorous cognitive restructuring activity. The training program was intended as a social change agent, with intently proposing to alter trainee motivation in the areas of organizational commitment and diversity acceptance. The evaluation program thus centers on measuring whether trainees have incorporated the material into their existing mental schema, and if they exhibit those in specific behavior. The evaluation instruments will have been administered before training, immediately after training, and 6 months into their job performance when trainees will have had the opportunity to apply their new knowledge.

EXPERIMENTAL DESIGN

Evaluating the effectiveness of the training program would be executed using a Pretest-Posttest Non-Equivalent Groups Quasi-Experimental design:

N  O  X  O

N  O       O

 This design employs two groups, a treatment group and a control group. The treatment group is one that receives the training while the control group would be given the evaluation instruments without having received the training. There is no random selection or random assignment of the groups as the samples would be from convenience. The pretest involves obtaining information about trainee knowledge and skill acquisition in the performance dimensions of communication etiquette, diversity knowledge and acceptance, and sales skills. The measures used the situational interview and a role-play similar to that used in training. After the pretest, the 4-week training session will be given to the treatment group. After 4 weeks the trainees as well the control group will receive the evaluation measures within the next few days, as well as 6 months after training in order to assess the retention of the training material.

TRAINEE PERCEPTION

The first phase of this process will be to administer a reaction questionnaire to assess how trainees accepted the training program. Questions about the instructor, his/her techniques used, and their own metacognitive evaluation are posited in this questionnaire (See Attachment 1). The reaction questionnaire is considered to be a very important aspect of the evaluation process because it is essential to obtain trainee acceptance of the training before we can assess its effectiveness as a change agent. Trainee willingness to learn and change is a crucial precondition for the training to have had an effect.  This instrument will be administered only immediately after the training sessions. It appears unnecessary to obtain trainee reaction of the training program 6 months after the modules.

LEARNING EVALUATION TOOLS

The training modules are very comprehensive and stressed continued practice in order for knowledge compilation to occur. They go beyond retaining factual information. Trainees must also demonstrate empathy toward the people they consult and do business with. This appears challenging to evaluate but a specific anchoring scale relieves the burden of subjective evaluation.

 The instrument used to assess the objective of understanding diverse cultures is the situational interview (see Attachment 2). In this technique, the trainee is put in hypothetical situations and asked for how they would handle them. A behaviorally anchored rating scale makes the evaluation criteria specific to certain critical behaviors: 
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    Very Poor                  Fair                 Satisfactory                Good                         Excellent

Trainee responses are used to calculate a score that is compared to a cutoff score that represents an adequate amount of knowledge integration. On consultation with subject matter experts, it was decided that an average performance (a score of 3 on each item) is the minimal rating a trainee should get as a result of training. Thus, a total score of (# of items times # of points: 12 X 3) 36 points represents the cutoff score. If the trainees scored below this, a conclusion can be drawn that training might not have achieved its objectives for that trainee. 

The role-play/case study exercise for the diversity and communication modules aimed to get trainees to mingle their knowledge of various techniques to fit a specific situation. The evaluation instrument for measuring the objective of this exercise is the KSA checklist (see Attachment 3). This instrument lists specific critical behaviors generated by subject matter experts. Each KSA item is worth 5 points. During role-plays assessing all performance dimensions, trainers would check off the behaviors that the trainees exhibit with adequate frequency. Their score on the KSA checklist is part of their overall score, a combination of the situational interview score and the KSA score.

At the end of the observations, trainers enter their information in their intervention log for each trainee (see Attachment 4). This log compares pre-test and post-test data to point precisely toward the source of improvement. The overall rating for each trainee is recorded on this log. It is the average of the situational interview score and the KSA score. Thus, the range of possible overall scores goes from 16.5 to 82.5. Overall scores for each group are then entered into a data file in the statistical program SPSS:
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A descriptive graph would then be generated to view the pre and post-test results (see Attachment 5). This would allow for the interpretation of the actual effectiveness of the training. A visual representation makes this task simpler. Besides being able to view the pre-test and post-test data, the trainer and the trainee will be able to assess how significantly different the improvement is than by chance alone or by practice, maturation, and/or history effects. The control group and treatment group would be compared to rule out these plausible alternative explanations. 

Attachment 2

The Situational Interview

1. You are negotiating a major wedding contract with a very odd couple. They have no expression on their faces and do not explicitly respond to your suggestions. Describe what your tone of voice would be. 


      Negative like them                    Inconsitent, up and down                    Uplifting and positive

2. You are consulting a young teenage couple. They are in the habit of using curse words and slang. How would you relate to this couple without sacrificing your professionalism? 


Behave like a juvenile              Be professional but aloof             Share stories cohesively

3. An angry groom-to-be accuses you of being a rip-off when final payment is discussed. His fiancée frantically bursts into tears as he threatens a lawsuit. What would you say to the both of them to calm the situation?


Be intolerant, walk out           Tell them to be responsible          Explain price, offer options

4. An elderly couple, who met playing bingo, has decided to get married in one week. They wake up at 4 a.m. and go to bed at 7:30 p.m. You have other commitments between 12 noon and 5 p.m. How would you go about scheduling your appointments?


Command them to change habits          Meet them at odd hours        Play bingo with them

5. You have the assignment of a traditional couple. They will not insist on your services until they feel comfortable that your our firm understands what a marriage means to them. How would you answer this couple’s question: “What would you do for us that you don’t do for others?”


You’d have the best flowers!     Our ceremonies - the best!     Your marriage defines…
6. A bald-headed man with sunglasses enters your door. He says, “In my culture we are to kidnap the woman we want to marry. Do you guys provide professional kidnappers? I’ll pay any price.” What is your response?

Make a few calls                  Ask about his unique culture        Explain law/call security 
7. An American couple is very fascinated with India. They ask for elements of Hindu customs in their wedding, but need to satisfy one very important condition: “There shouldn’t be anything satanic.” What Indian elements would you recommend including?


7 steps, water sprinkle, Hindu priest    Aashirwad/Anna Prashanam   Henna/Sangeet

8. Your colleague tells you about a documentary she saw called ‘The Failure of Hollywood Marriages’. Liz Taylor comes in the next day and seeks your consultation on her eighth marriage attempt. Explain why someone could predict seeing Liz back in our office again in the near future.


Hollywood marriages always fail           Documentary influence        Unconscious biases

9. A couple with a meticulous eye for detail is being shown a tour of the reception hall. The contract depends on their assessment of the hall. How would you sell this place to them?


Ask them their opinion              Say how popular it is               Narrate art history, design
10.  How would you establish trust and rapport with your client-couple?


Offer to cover some expenses     Look attractive and smile     Invite them to ‘tour-n-dine’

11.  You have the task of attracting a skeptical couple to our firm. They never take anything at face value, tend to be critical of salespersons, and are generally very pessimistic about pictures. How would you convince the couple that you are not fake and/or money-driven?


Say pictures aren’t fakes      Talk abt genuine job interest    Appear receptive but neutral

12.  You notice that your client-couple are together because of the ‘opposites attract’ principle. The groom wants a reggae band but the bride wants hard rock. How would you resolve this apparent conflict?


Only one choice allowed        Toss a coin, let fate decide      Make both choices available

Attachment 3

The KSA Checklist

Please indicate whether the trainee exhibits the following knowledge, skills, and abilities with adequate frequency/confidence during the role-play:

Communication Skills

· Speaks courteously but loudly          

· Responds to client’s questions patiently and politely

· Demonstrates a positive tone of voice

· Avoids use of slang 

· Makes statements clear and understandable

· Listens carefully to client input

· Explains different option without criticizing client’s preferences

Diversity Knowledge and Acceptance
· Expresses knowledge of various diverse marriage customs 
· Empathizes with diverse couple
· Demonstrates knowledge of unconscious biases when dealing with culturally different people
· Shows ability to combine elements of different customs into one ceremony
· Makes the client-couple comfortable in their religious and moral values
· Shows same receptivity to inter-ethnic couples as to majority couples
· Has understanding of religious significance behind marriage customs
Sales Skills

· Demonstrates acute ability to gain immediate trust of client
· Shows skill of maintaining rapport with client after trust is established
· Impresses client-couple with knowledge of their preferences first-hand
· Able to resolve apparent conflict and turn it into strength
· Engages the client thoroughly during the sales tour
· Continuously refers to success stories of Elegant Weddings, Inc.
· Demonstrates composure, genuineness, and caring nature to client
Attachment 4

Behavioral Intervention Log

Trainee Name: ________________________

Date: ___________________

Performance Dimension: Communication Skill Acquisition

Intervention: Voice training. Focus on:

· Loudness

· Assertiveness

· Courtesy

· Word clarity

· Appropriate tone of voice when facing frustration

Pre-Intervention Data: Collected on _______

· Loudness: Fair (2)
· Assertiveness: Very Poor (1)
· Courtesy: Average/Satisfactory (3)
· Word clarity: Fair (2)
· Voice tone: Very Poor (1)
Post-Intervention Data: Collected on _______

· Loudness: Excellent (5)

· Assertiveness: Very Good (4)

· Courtesy: Very Good (4)

· Word Clarity: Excellent (5)

· Voice tone: Excellent (5)

Comment on Post-Intervention Trainee Performance: [Trainee name] has demonstrated a significant improvement in the communication skill acquisition performance domain. As a clear result of the rigorous voice training exercise, he/she is louder, more willing and less afraid to convey important messages to the client, and demonstrates a marked improvement in signaling the response of the client, articulating verbal punctuation.

Job Performance Observer:  ___        [signed]_       __ 
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