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OhioHealth
Culture | OhioHealth developed 
education programs for a new hos-
pital using a blended approach that 
maximized technology. The delivery 
methods included interactive online 
courses, traditional instructor-led 
courses, and facilitated labs. Simula-
tions were created for the learner to 
gain real life experiences to be ready 
when the new facility opened.
	 The organization implemented the 
teaching of clinical applications us-
ing a combination of online courses 
and hands-on computer labs. Online 
courses focus on using the applications 
for patient care with real-life situations.

Alignment | The associate perfor-
mance evaluation uses a balanced 
scorecard approach aligned with the 
organization’s balanced scorecard, 
measuring quality, service, quality 
of worklife, and stewardship.  Each 
quadrant has nationally compara-
tive measures and education available 
through the corporate university. In the 
quality quadrant, for example, individu-
als contribute to organizational goals 
by completing their regulatory educa-
tion on time and by achieving satisfac-
tory ratings on job competencies. This 
translates into continuing accreditation 
of OhioHealth hospitals and excellent 
patient outcomes.   

Effectiveness |  To improve quality 
and productivity, OhioHealth 
evaluated products and services, 
including courses for clinical support 
staff, teaching computer clinical 
applications, customer service, 
and interpersonal communication 
skills. The training entailed two 
weeks of classroom instruction and 
two weeks with a preceptor. They 
targeted the classroom instruction 
for improvement and the redesign 
involved a performance approach 
using blended learning experiences, 
and course duration was reduced 
from 10 to 3.5 days. 

North Mississippi Health 
Services
Culture | North Mississippi Health Ser-
vices implemented a communication 
model known as AIDET (Acknowledge, 
Introduce, Duration, Explanation, and 
Thank You). AIDET requires patient 
care workers to introduce themselves, 
greet the patient by name, explain 
when the physician will examine the 
patient, and thank them for choosing 
the organization. 
	 The communication model 
was introduced in the emergency 
services department, which registered 
low patient satisfaction scores. 
As patient satisfaction improved, 
implementation throughout the 
organization was begun. A manager 
assesses performance on a standard 
form. The competency is now part of 
each employee’s annual review.

Alignment | Learning to be more 
responsive was required of senior lead-
ers as well. In 2005 the organization 
implemented the servant leadership 
philosophy.  An authority on the topic 
led senior leaders through the process 
of becoming servant leaders. Leaders 
were more accessible, and employees 
became more engaged. Servant leader-
ship was expanded to 700 leaders, with 
plans to include future leaders. 
	 In April 2007, learning officials 
implemented a quarterly educational 
program known as QED Leadership 
Sessions, as a learning session for all 
servant leaders. For the leaders who 
recently began the servant leadership 
journey, QED is a motivating and in-
formative session. 

Effectiveness | The organization’s 
retention rate is 92 percent, while 
patient satisfaction rates are 87 
percent for in-patients and 84 percent 
for out-patients in 2007.

Marvin Windows and Doors  
of Tennessee
Culture | To align new-hire orientation 
with company goals, a program 
needed to address the fact that 
principles, concepts, and systems 
taught during the new-hire orientation 
needed to be reinforced on the job and 
that associates were in need of a better 
understanding of basic skills required 
on the job. In response, the training 
department expanded the traditional 
eight-hour/one-day classroom 
orientation to a 24-hour/three-day 
format. As a result, 2007 associate 
competency scores increased over 29 
percent from the previous year.

Alignment | Marvin incorporates a 
“probationary or transferred associ-
ate progress report,” completed by a 
team leader or manager after the first 
90 days on the job.  Performance fac-
tors on the report are broken down 
into categories including safety habits, 
dependability, quality of work, and 
judgment. Improvement plans help to 
counter any performance deficiencies.

Effectiveness | In 2007, 83 percent 
of respondents were satisfied or very 
satisfied with their employment with 
the company. Ninety-four percent of 
respondents either agreed or strongly 
agreed that they would recommend 
the company to their friends as a great 
place to work; 71 percent agreed or 
strongly agreed that they were satisfied 
with the level of on-the-job training 
they received. This figure is up from 67 
percent in 2006.  Overall in 2007, there 
was a 29 percent increase in associate 
satisfaction levels with their training 
over the previous year. 
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Perkins+Will 
Culture | Perkins+Will committed itself to the 2030 Challenge, which involves designing buildings that reduce emissions 
profiles by 50 percent immediately while pledging to reach carbon neutrality by 2030.
	 Company leaders sought LEED  (Leadership in Energy and Environmental Design) accrediation for every design profes-
sional. An intense training program was implemented including in-house classroom sessions, webcasts, and coaching. Ac-
creditation is a requirement for promotion and bonus distribution.

Alignment | A third of the appraisal process is devoted to learning and development. Part of the outcome of this evaluation 
is a learning and development plan for each employee. Each employee has a personal portal through his LMS. Design pro-
fessionals require many continuing education hours to maintain licensure, so tracking is essential.  

Effectiveness | The company changed its core platform for building information modeling from traditional CAD programs 
to a new software program called REVIT. The new program reduced costs by as much as 30 percent.
	 Developing and delivering training internally is specific to business processes in the team environment. This just-in-time 
training allows professional staff to use the software immediately after completing a three-day class and provides the ability 
to focus on project-specific training and advanced topics. This approach has cut time-to-readiness by two months, and 
increased the number of skilled users from five to more than 600.

Get the big picture Uncork bureaucratic bottlenecksUncork bureaucratic bottlenecks

Learn from others Make good decisions

Find resources Collaborate

Round up talent Bolster the bottom line

Networking...The Key Professional Competency Key Professional Competency Key Professional Competency Key Professional Competency
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Scottrade
Culture | In 2007, the finance and 
insurance company implemented 
a training program for new brokers. 
Associates previously expressed 
dissatisfaction with their initial 
training, so a new program was 
created, providing brokers with 
13-day training that prepares them 
to take calls and answer e-mails 
by their fourth week. New brokers 
observe veteran brokers taking calls 
and answering emails, and engage 
in role-play sessions with a broker 
acting as a client. 
	 They complete an exam that en-
ables review of any knowledge gaps, 
and on the last day, a team leader 
observes the trainee taking calls, and 
a supervisor assesses whether the new 
broker is ready.  

Alignment | Job knowledge and skills 
make up 20 percent of the annual per-
formance review. Scottrade provides 
additional support by paying for job-
related certifications, study materials, 
and paid time off for testing. 
	 Performance is tracked through 
customer satisfaction surveys. Phone 
call review and complaint/compli-
ment logs monitor performance.

Effectiveness | New accounts 
increased 12 percent in the first 
quarter of 2008 compared to 2007. 
The company tracks ROI by studying 
metrics that tie into employee 
satisfaction. Turnover has improved 
markedly—from 13 to 9 percent from 
2006 to 2007. Employee promotions 
are up, from 29 percent in 2006 
to 39 percent in 2007. Associates 
are provided more feedback on 
performance, and a quarterly 
review system was introduced. 
Associates are asked to set goals 
that link to department goals and to 
companywide strategic objectives. 

The Schwan Food  
Company
Culture | The Con-
tinuous Improve-
ment Leader 
Certification 
Program was 
launched in 2007 
to develop leaders who will be change 
agents within business units. Partici-
pants from middle management are 
selected based on learning agility, en-
thusiasm, and leadership abilities.  
	 The program is based on the prem-
ise that students need practice and 
opportunities to practice in safe en-
vironments. Participants acquire lean 
management techniques, and teams 
tackle actual business problems and 
develop 90-day implementation plans.

Alignment | The learning unit receives 
the majority of its funding the year 
prior to the launch of new solutions. 
The learning unit president and direc-
tors discuss progress on current plans 
and ideas for future strategies with the 
executive board in monthly meetings. 
The president and unit leaders meet 
regularly to discuss how each project 
supports broader business strategies.  
	 The requested initiative follows 
stages of review most often completed 
by a learning specialist with instruc-
tional design skills.  

Effectiveness | When project requests 
increased in 2007, the learning unit 
was reorganized into four smaller 
teams to achieve greater efficiency. 
Work was assigned to teams rather 
than individual contributors, which re-
duced content development cycle time 
and content development costs. 
	 Online course completion rates 
have also increased following strate-
gic marketing campaigns highlighting 
new course offerings. 

In 2007, self-
paced print 
delivery of 
learning at BEST 
organizations 
surpassed  
self-paced  
non-networked 
computer training 
delivery (CD-ROM 
programs for 
example).

6
Years
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UPS
Culture | A new franchise development program offers blended learning opportunities across multiple platforms to help 
new store owners gain the necessary business skills to find success. More than 30 web-based training modules cover the 
nuts and bolts of store management. To teach financial acumen to new owners, UPS completely redesigned a lecture-based 
program into an eight-day blended learning program that includes learning maps, simulations, and discovery learning. A 
hands-on program for drivers is aiding in increased driver retention.

Alignment | A quality performance review system—the primary performance evaluation tool for management—helps 
managers monitor the performance of direct reports. When developing learning and performance initiatives, UPS bases its 
training content development on an enterprise strategy that consists of the company vision and four strategic imperatives—
value-added solutions, customer focus, enterprise excellence, and winning team.

Effectiveness | Two training programs help drive growth by leveraging customer relationships and taking accountability 
at all steps of the shipping process. Take Charge encourages employees to seek out volume growth in the daily business 
interactions and outside their work environment, and International Shipment Acceptance Training provides driver service 
providers with the tools they need to accept a complete and correct international shipment.
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Wachovia
Culture | With 95 percent participa-
tion in classes, workshops, and online 
courses, employees are finding the 
time to increase their knowledge and 
skills through formal learning events. 
A streamlined mortgage loan process 
and just-in-time leadership develop-
ment webinars on hot topics have 
linked learning initiatives to the orga-
nization’s business goals.

Alignment | By integrating the com-
pany’s learning management system 
and a newly acquired performance 
management system, the core HR 
processes were centralized and made 
more accessible and user friendly. With 
the integration of the two systems, 
managers and employees can now ac-
cess performance and development 
plans at any time through the intranet.

Effectiveness | Learning initiatives 
had a direct correlation to improved 
productivity and employee retention. 
A Teller TEAM Academy curriculum—
which consists of orientation, observa-
tion, multimedia, skill practice lab, and 
apprenticeship—is part of a new-hire 
training program and has decreased 
new hire turnover by 11.9 percent. A 
wholesale banking associate program 
assigns a mentor to each associate to 
help them master work-related knowl-
edge and skills.
	 To assess whether to outsource sev-
eral business processes, a toolkit was 
created with templates and question-
naires to help project managers iden-
tify the subject matter expert needed 
(process or contextual), time required 
to do the project, and training needed. 
The toolkit cut travel expenses in half 
by ensuring efficient and effective use 
of SME resources.

UT-Battelle
Oak Ridge National Laboratory
Culture | All of UT-Battelle’s more than 
4,300 employees take advantage of the 
company’s formal training programs, 
electronic performance support, and 
on-the-job learning. The company de-
signed user-friendly training courses 
for SharePoint Services 3.0 software. As 
part of a SharePoint portal on the com-
pany’s intranet home page, employees 
can access their own page that gives 
updates on what training is needed. 
This tool helped employees address 
3,250 training requirements.

Alignment | An integration of 22 
management systems helps support 
the company’s mission by translating 
laws, orders, directives, policies, 
and selected best practices into 150 
companywide subject areas containing 
step-by-step procedures. Employees 
can use the tool to help them perform 
their work functions in compliance 
with federal, state, and local safety 
regulations.

Effectiveness | Through 
implementation of a three-year 
process to measure the organization’s 
climate and degree of employee 
engagement, a confidential employee 
survey helped managers provide 
feedback, which improved individual 
and group performance and employee 
retention. “Engaged” employees rose 
from 31 percent to 38 percent, while 
“disengaged” employees dropped from 
18 percent to 13 percent.

603.897.1200
www.smsinc.com
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Robert W. Baird & Co.
When a new associate is hired at financial services firm Robert W. Baird & Co., 
the welcome mat includes a bouquet of flowers, a tailored orientation, and lunch 
with managers. The personalized treatment is aimed at ensuring a sense of inclu-
sion, a guiding philosophy at Baird extended to associates and clients alike.
The philosophy also governs every aspect of Baird’s training and development 
efforts throughout its five business units, says Elizabeth Kavelaris, senior vice 
president and director of Baird University. “We’re committed to training financial 
advisors from the outset. It’s a learning culture sparked by a spirit of continuous 
improvement, energy, and fresh innovative thought.”
	 An onboarding process for new associates provides a potpourri of learning re-
lated requirements and opportunities to acclimate them into Baird’s culture and 
businesses. Assessments and evaluations, workshops, formal classes as well as 
informal coaching are all part of the regimen. Highlights include

•	 a six-month new financial advisor program featuring four phases of alterna-
tive in-class development and field work. Advisors are given specific first-, 
second-, and third-year performance goals, with continual grading, monitor-
ing, and feedback by their managers. The results are impressive. “We have an 
unusually high one-to-three year retention rate of 55 percent compared to 
the industry average of 20 percent,” says Kavelaris. 

•	 the Professional Development Forum—a thorough learning experience 
about the business conducted at Baird’s Milwaukee head quarters. It offers 
panel discussions with Baird’s senior executives from all business units, 
breakout sessions on topics such as communications skills and project 
management, and a Q&A session with Baird’s Chairman, President, and CEO 
Paul Purcell.

•	 a variety of dinner events hosted by representatives from all areas of the 
company. One event puts associates in client-facing roles, which enhances 
entertaining and etiquette skills.

	 “Everything we do is driven by what’s happening in the business today,” says 
Leslie Dixon, Baird’s chief human resources officer. Rapid growth and expan-
sion, new expectations from clients, and an increasingly diversified workforce are 
among the trends that impact learning and development, she says. 
	 For example, a new vendor-provided diversity training course called Managing 
for Excellence was recently added to address changing demographics and talent 
shortages. Every associate will eventually participate in the class, within groups 
of 25, each addressed by a managing director. Success of the popular course is 
scrutinized through manager performance reviews and accountability of senior 
executives to the concepts of inclusion, says Dixon. 
	 Baird employs a financial advisory team concept to service its private wealth 
management clients, resulting in more comprehensive solutions to individual 
client needs. It is supported by rigorous and continual training aimed at system-
atizing expertise in their practice, defining specific roles and responsibilities, and 
developing strategies for business expansion. 
	 “What sets Baird apart from others in the industry is our commitment to mea-
suring training success,” says Dixon. For example, production data from advisory 
teams is carefully tracked, supplemented by evaluations and interviews with 
branch managers concerning behavioral change and best practices.
	 The result: Teams that received the training have less than a 3 percent attrition 
rate, compared with the industry average of 50 percent, says Baird.
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WakeMed Health & Hospitals
Culture | To improve both nurse 
recruitment efforts and overall staff 
satisfaction, the company integrated 
the Nurse Extern, Nurse Scholar, and 
Nurse Fellowship programs. This inte-
gration helps student nurses who move 
through the program to receive sup-
port, guidance, and proper education.
	 The organization promotes more 
than 65 percent of its leaders from 
within. The launch of a leadership 
academy will ensure that there is a full 
pipeline of prepared leaders. A tiered 
approach—management pathways 
for nonmanagement employees, 
management orientation, management 
academy, leadership pathways, and 
executive pathways—ensures that there 
are experienced leaders at all levels 
within the organization.

Alignment | A full copy of the com-
pany’s strategic plan is available to 
all employees on the intranet. In that 
plan, there are more than a dozen ref-
erences to employee development and 
education, and several programs are 
facilitated by the executive leadership, 
including an organizational finance 
series and new employee orientation.

Effectiveness | The turnover rate in 
2007 was 10.68 percent—down from 
11.4 percent in 2006 and almost 5 per-
cent below the national average of 15.6 
percent. More than one third of the 
retention initiatives implemented by 
the organization since 2004 have had 
a learning focus. The Nurse Extern, 
Nurse Scholar, and Nurse Fellow-
ship programs helped increased the 
retention rate of new nurse graduates. 
Employee satisfaction scores increased 
in 2007 because of employee educa-
tion, training, and career development 
opportunities.

Wipro Limited
Culture | To sustain a 35 percent 
growth rate, three new businesses were 
created. To leverage the availability of 
limited talent, the head of each busi-
ness unit identified five subject matter 
experts to teach new recruits at the 
company’s learning academy. Another 
initiative, the Fundamental Readiness 
Program, puts new recruits through a 
three-week program while they are still 
in their final year of schooling. That 
gives recruits a head start in the orga-
nization and created goodwill at the 
different universities where recruits 
were attending.

Alignment | The organization uses a 
competency framework as the anchor 
for driving individual and organi-
zational performance. There are 14 
behavioral competencies and nine 
quality competencies that shape 
recruitment, staffing, training, and 
HR processes. During performance 
appraisals, employees are assessed on 
these competencies. The organization 
also has an assessment center to help 
measure the competency levels and ef-
fectiveness of training.

Effectiveness | A future manager pro-
gram, aimed at building behavioral 
competencies of employees, took off 
during 2006-2007. More than 200 em-
ployees were certified as future man-
agers in the first year. That number 
rose to 600 in the second year. Service 
Academies helped new employees as-
similate into their jobs quicker (from 
180 days to 155 days). These acad-
emies catered to the special training 
requirements of their job functions, es-
pecially the practical application skills.
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