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Measuring ROI in Learning and Performance Improvement, Debunking the Myths
Jack J. Phillips, Ph.D., presents at September
meeting
September 12th: 5:30 - 6:00; Presentation 6-8:00
th

September 13 : 8:00 - 4:30 Workshop Members
pay only $15 for the evening program!
The American Society for Training and Development gave
him its highest award, Distinguished Contribution to
Workplace Learning and Development for his work on
ROI. His work has been featured in the Wall Street Journal,
BusinessWeek, and Fortune magazine. He has been
interviewed by several television programs, and now serves
as President of the International Society for Performance
Improvement, 2012-2013.

Dr. Jack J. Phillips is a renowned expert on
accountability, measurement, and evaluation.
Phillips provides consulting services for Fortune
500 companies and major global organizations.
The author or editor of more than sixty books,
he conducts workshops and presents at
conferences throughout the world.
Phillips has received several awards for his
books and work. On three occasions, Meeting
News named him one of the 25 Most Powerful
People in the Meetings and Events Industry,
based on his work on Return on
Investment(ROI). The Society for Human
Resource Management honored a Phillips ROI
study with its highest award for creativity.

President’s Message
Chapter President Chris Adams provides
information on what’s coming up for the end of
the year.
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In the September 12th meeting evening session, Jack
unlocks the mysteries of ROI and shows how the process is
applied to learning and development and performance
improvement initiatives.
In the all-day workshop on the following day, Jack
introduces “ ROI”, the fastest growing metric for evaluating
learning and performance improvement. Participants are
exposed to the ROI Methodology, which includes
developing objectives, collecting data, isolating effects of the
program, converting data to monetary values, tabulating
appropriate program costs, and calculating ROI.
Participants quickly see the advantage of using ROI, as six
types of data are collected and analyzed. This workshop
takes the mystery out of the use of ROI. Bothe sessions will
identify trends and best practices, executive expectations,
and the success factors of implementing ROI.

Check out the interview with Jack Phillips as
he discusses the importance of ROI to
M
Ri kImprovement
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d
J h
Performance
Professionals.
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From the President
Panel discussions are becoming a great tradition for ISPI
Charlotte. They always seem to attract a diverse audience and
stimulate great conversations for our members. Our July panel
on Mobile Learning certainly lived up to this. I want to thank
our moderator, Michael Bland and our panelists Ken, Rick,
and Josh again for a great evening session. Looking ahead, in
our “off” month in October, ISPI Charlotte will host a table at
UNC Charlotte’s Learning and Development summit. Don’t
forget to support this great event and stop by our table.

Parking at UNCC
Uptown
Parking tokens are no
longer sold at the
registration desk. Parking
is available in lots
surrounding the UNCC
building uptown.
One such lot is at 707
N. Brevard St. This is at
the corner of 11th St. and
Brevard St.
General Rules for Parking
in Lots:
• Park in numbered
spaces.
• Pay the box (usually
$4.00-$6.00) in the
numbered slot
corresponding to your
spot.
• Bring exact change;
there is no change
machine on site.
• Pay every time you
enter the lot; you
cannot leave and come
back without paying
again.

November will be
our last meeting
of the year. As in
years past, we’ll
have a “cracker
barrel” session.
This is an
opportunity for
our members to
share work
they’ve been
doing in short 20minute
presentations.
If you have something you’d
like to share, email
programs@ispicharlotte.org
with your idea(s).
Prior to the November
meeting, you’ll receive
information about this year’s
chapter leader elections.

So watch for
information
coming soon
about
nominations and
ballots. Thanks
again to each of
you who’ve
participated in
our chapter so
far this year.
See you in
September for
Jack Phillips.
Christopher
Adams
2013 President ISPI Charlotte
Chapter

We elect a president-elect
and VP of finance at the end
of each year.
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An Interview with Jack Phillips by Peter Popovich
What was the most rewarding
performance improvement experience
you've had?
It was my first performance
improvement project, which was the
evaluation of a cooperative education
program at Lockheed Aircraft. This
major study not only secured the
program’s funding with 350 co-op
students, who alternate work and school,
but also made the program much better,
increased support for the program,
enhanced the image of the program, and
improved the relationships with
executives.
What was the most frustrating
performance improvement experience
you've had?
This was a project where a client (major
Fortune 500 Company) did not like the
results of the study and asked us to
change the results. We refused, based on
our ethical principles. The client insisted
and threatened to never engage our
services again. We did not budge and we
didn’t work with that organization for
almost ten years.
What is one piece of advice you would
give to someone new to the HPT field?
Find the best HTP model that fits your
needs and flexibility in types of projects
that you will be pursuing. Learn that
model extremely well and apply it over
and over and learn from each
opportunity.
What was the greatest learning
experience you've had?

Writing my first book in 1983, which became
the first on training evaluation in the USA
(Handbook of Training Evaluation and
Measurement Methods).
When did you have your a-ha moment
when you knew HPT was for you?
After my first study at Lockheed in 1973, I
realized that these types of projects were
essential for my success internally in
organizations. This a-ha moment occurred
while I continued to work in corporate
organizations and progressed to President
and Chief Operating Officer of a banking
organization. I knew after that session that I
wanted to conduct more of these studies
internally and perhaps have my own
consulting business in the future. That
business was started in 1993.
What is the greatest marketplace
opportunity for those in performance
improvement (PI) that you see emerging in
the next 2-3 years?
I think the healthcare field is going to be a
challenging and important opportunity to PI
projects. Healthcare is faced with lowering
costs (instead of continuing to raise costs),
increase coverage, improve patient
outcomes, and keep customers satisfied.
Some of these forces are caused by regulation
and others by the organizations and
individuals paying for healthcare.
Consequently healthcare performance
improvement projects are critical.
What is the greatest marketplace risk for
those in PI professions that you see
emerging looking out to the next 2-3 years?
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An Interview with Jack Phillips (cont’d)
That we cannot convince the executives and
other key functional leaders to understand
that there are performance improvement
professionals everywhere, with professional
designations like the CPT.

expensive, demanding this level of
accountability.
3. Progress has been made showing
executives that impact and ROI
calculations are critical and can be
conducted on all type of projects,
including the soft ones.
4. Since the global recession there has
been an intense focus on ensuring
that value is always delivered on a
project. Sometimes even forecasting
value and guaranteeing it upfront,
before it is delivered.

What advice would you offer to PI
professionals to help them improve their
relationships with clients and customer
(internal and external)?
The best relationship is to have a customer
service mentality and guarantee the success
of your projects. Consider placing your pay at
risk if the project does not deliver what you
and the client expected to deliver. This
intense customer focus will make your
processes better, make your results more
impressive, and will make the customers
happier.
A lot of energy and dialogue has taken place
in the last two decades about the
importance of demonstrating and measuring
the value of PI projects. In your opinion,
what has resulted from this dialogue and
energy around the measurement and
evaluation of training and other PI efforts?
I think this is driven by several important
factors:
1. Some of these projects have failed to
deliver value in the past and now the
mentality of senior executives is to see
the value even before they are
developed.
2. These projects often are very critical,
very important, and sometimes

How should the PI thought-leaders move
the profession as it relates to measuring
and evaluating PI projects and initiatives?
The focus should be on measuring the
success of projects in a very credible way,
which means that at least they should be
pushed to the impact value, if not ROI. The
impact measure should be isolated from
other influences and the value of the project
converted to money. Ideally the ROI should
be pursued to show the benefits compared
to cost of the project. You should take a
stand and be prepared to do this with every
major project, instead of waiting for that
request.
If you were not in HPT, what would you
be doing?
•

I would be leading an organization in
an executive role.

by Peter Popovich
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Instructional Designer = Change Facilitator by Beth Hughes
I recently conducted a learner tryout event of a training program for a client who is implementing a
new, enterprise-wide system that will significantly change the way their employees complete their
daily work tasks. The prototype that I tested was a combination of web-based training and
instructor-led training. After the event, the client expressed their surprise at the positive feedback
received by the participants as it relates to the system. There is a cultural concern that employees
will not like the new system and resist the change. However, the majority of the feedback during
the event was a mildly surprised, “I like the system.” Guess what the client attributed to this
positive feedback? The training.
Any training interventions you design have the opportunity to sell learners on the business goals,
and not just teach the tasks required to meet them. Often during our analysis phase, we uncover
attitudinal goals which require learners to make a choice to perform a task, and we include this
performance objective as part of our training. I believe that there are always attitudinal goals to
consider, whether they are a documented part of our task analysis or not.
As a performance partner, we want to take advantage of every opportunity our training materials
have to establish our learners buy-in to the change. The ideal way to facilitate the sometimes
unspoken attitudinal goal of business case adoption is to take a step back from the training and help
our clients look at the bigger picture of how to best sell and deliver the change. Developing a
communication plan helps establish a clear channel between the drivers of the change and the
receivers of the change. Once a plan is established, we can help deliver that communication
consistently downstream through training materials and before, during, and after training events.
If that strategic level is unavailable to us for a given client or project, we can still help facilitate the
change for learners solely through training materials. As an instructional designer, the better you
understand the client’s business case for the change, the more you can communicate that through
your writing in the materials. Additionally, ensuring that the training is built to be the best that it
can be can help adoption. For instance, building web-based training with hands-on practice that
functions consistently, provides practice opportunities, and offers valuable feedback helps learners
more easily accept the change by making them feel comfortable with it.
For this client, our training materials were able to help learners accept the change by understanding
the reasons behind the change. At the same time, the design of our web-based training courses
made them comfortable navigating through the system, and begin to like working in it.
One special concern in the case of training for a new system is that we manage expectations
between system-simulated web-based training and real-life experience. By teaching learners coping
strategies for when something goes wrong along with the tasks, we can bridge the buy-in we were
able to establish through early change communications and during training with learners’ actual
on-the-job experience.

5

ISPI Charlotte

September 2013

July Meeting Review by Peter Popovich
Michael Bland, Senior Director for Business Readiness and Learning at TIAA-CREF facilitated a
great discussion with a panel of leaders in mobile learning and over 30 engaged attendees. The 90minute program flew by as the conversation started with a simple question, “What is mobile
learning?” This led to one of the most interactive monthly program at ISPI.
The conversations got us all thinking about what mobile learning really is and all of the future
possibilities. Panel and audience members exchanged valuable mobile learning stories and lessons
learned.
Interestingly enough the most advanced application of mobile learning is taking place in K-12 and
higher education. Leveraging mobile technology and the ‘flipped classroom’ are much more
prevalent in our schools than they are in the corporate training environment.
Information is no longer limited to the few but readily available to the many. Content curators are
a valuable resource to provide information/training that is ‘just enough and just in time.’
Facilitation and being a guide on the side are much more valuable than being a sage on the stage.
Mobile access to information is here and now. Removing the barriers to utilizing this resource is
the leadership challenge and no one is ‘doing it right yet.’
The panel members leave us with these insights:
•

•

•

Josh Cavalier, founder of Lodestone says, "Mobile learning will be effective if implemented
with the correct instructional strategy. Technology has allowed us to have access to
information like never before, but there needs to be serious consideration to the context in
which users consume training content."
Rick Jones, Co-founder of Logic2Performance says, "Mobile learning (like taxes) is here to
stay. I believe measurable, sustainable results will be realized first by those organizations
and companies who infuse this new technology into their learning culture organically
rather than the mandated big bang approach."
Ken Hubbell, Senior Manager, Learning Technology at Ingersoll Rand says, “Mobile
learning has to be a pull, not a push; and that requires organizational and cultural change."

It was a great program thanks to an interesting topic, excellent facilitation, knowledgeable panel
and an engaged audience.
Sorry if you missed it! Don’t let it happen again especially since our September program will be
with Jack Phillips and his ROI Methodology for measuring and evaluating programs!
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2013 Program Schedule

ISPI Charlotte Board Members
Sean McCarty

Chris Adams
President
president@ispicharlotte.org

VP of Marketing/Communications
marketing-communications@ispicharlotte.org

Marc Donelson

John Heun

Past President
past-president@ispicharlotte.org

Beth Hughes & Ronald Graves

President-Elect
president-elect@ispicharlotte.org

Andy Tucker & Bob Petruska

VPs of Programs
programs@ispicharlotte.org

VP of Membership
membership@ispicharlotte.org

Ursula Smith & Cyndi Bennett

Dee McEachran Stepanek

VPs of Finance
finance@ispicharlotte.org

Samantha Burroughs & Oliver Pincus
VPs of Online Services
online-services@ispicharlotte.org

VP of Publications
publications@ispicharlotte.org

Jackie Weathers
VP of Nominations & Elections
nomelect@ispicharlotte.org

Our Partner in Performance Improvement
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