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ABSTRACT
Over six years ago, this author conducted a qualitative dissertation study with 20 business executives to determine how and what they learned during organizational changes within their workplaces. Specifically, the study examined how a select group of communication and education managers learned informally to master environmental change in their work organizations.  While the results of the study helped to clarify the questions examined in the research, some secondary findings from the data – namely, other factors related to workplace changes – continue to this day to exert a powerful influence over the ways in which businesses and the people who work for them function.  Three changes cited in the study were advancements in computer technology, globalism, and the increased focus on political acumen in the workplace.


This author decided it was time to reconnect with as many members of the original sample as possible and elicit their observations about the three aforementioned changes.  This paper will examine findings from these data and make recommendations for further research.
BACKGROUND
In the spring of 1999, this author conducted a qualitative dissertation study with 20 business executives to determine how and what they learned during organizational changes within their workplaces.  Specifically, the study examined how a select group of communication and education managers learned informally to master environmental change.  

The results of the study helped to clarify these and other questions that emerged from the research.  However, some secondary findings from these data – namely, other factors related to workplace changes – continue to this day to exert a powerful influence over the ways in which businesses and the people who work for them function.  Three of these changes were the advancements in computer technology, globalism, and the increased focus on political acumen in the workplace.

It has been over six years since the original study was completed, and it was time to reconnect with as many members of the original sample as possible to elicit their observations about these changes.  This paper examines findings from these data and makes recommendations for further research.

HOW THE ORIGINAL STUDY TOOK SHAPE

For more than five years before the study was conducted, this researcher studied reports, articles, and scholarly references related to workplace change.  At that point in time, scholarly, business, and popular sources heralded workplace restructurings as essential to the economy, corporate shareholders, and, over time, the individual.  In fact, however, the tone and substance of publications dealing with organizational change reported dramatically negative findings.  Combined data collected by the U.S. Department of Commerce and the Congressional Budget Office revealed that, in 1994 dollars, the real median family income was $38,782 versus 1970's $35,407, an increase of merely $3,375 over 24 years (Boroughs, Guttman, Mallory, McMurray and Fischer, 1996).  Factors underlying this wage disparity included the shift in skills needed for the new knowledge-based workforce and surging global trade, which created an intensely competitive business environment.  

Education, too, played a key role in determining income growth.  Since 1979, only college graduates made gains in weekly earnings; at the same time, U.S. corporate outlays for high-tech equipment rose from $100 billion in 1985 to $522 billion in the year 2000 (Boroughs, Guttman, Mallory, McMurray and Fischer, 1996).  In addition, regardless of their formal education, legions of workers were being confronted by a technology revolution moving so swiftly that the demand for both comprehensive and timely education may have far exceeded its supply. 

Similar statistics pointed to more alarming trends.  The gap between rich and poor in the United States widened.  According to U.S. Bureau of the Census data over ten years ago, while families in the economic top fifth earned 44.6% of total U.S. income, those in the bottom fifth brought in only 4.4% (Bernstein, 1994).  This gap translated into educational disparities as well.  Seventy-six percent of young men and women from the top group went on to earn a college degree, while only four percent of those from the bottom group did so.  As Labor Secretary Robert Reich wrote in his May 1994 report on rising inequality, "a society divided between the ‘haves’ and the ‘have-nots’ or between the well-educated and the poorly educated...cannot be prosperous or stable" (Bernstein, 1994).  Again, those without an education and increasing sophistication in the use of technology could easily be left behind.

Technology itself, however, has been neither the friend nor the enemy of organizational change.  Over 20 years ago, one observer remarked that "the danger is not technology; rather, the danger is us – we who do not question, we who do not understand, we who do not communicate beyond the rhetoric of either/or" (Hyde, 1982).  Rather, human behaviors – the ways people conduct themselves, evaluate one another, obtain and disseminate information, make decisions and act upon them on a day-to-day basis – determine the viability and strength of work organizations.  Another researcher commented, "between technology as miracle and technology as mirage lies the gray area of human choice making, human valuing" (Medhurst, 1990).  

Leaders in work organizations must attend to the repercussions created by organizational change.  Organizations downsize and restructure, yet they often fail to restructure or "reengineer" the new jobs.  As a result, the workforce has one skills profile while the available jobs have another, suggesting a failure to communicate and reeducate people to meet new organizational demands.

PROBLEMS ADDRESSED WITHIN THE STUDY
Data collected by Dr. Marie Volpe in her 1992 dissertation entitled The Relationship Between Organizational Change and Informal Learning in the Workplace (Volpe, 1992) provided the inspiration to conduct both a qualitative reexamination of certain phenomena uncovered by Dr. Volpe and an examination of more contemporaneous phenomena. 

How a select group of communication and education managers learn informally to master environmental change in their work organizations was examined.  The study utilized Lewin's (1935) Field Theory to provide the overall construct for analysis and consolidation of the research findings.  Because of the importance to communication and education managers of issues such as career opportunity, continued employment, professional growth, and personal ethics – issues clearly affected by environmental changes – the vantage point of Kolb’s Experiential Learning Cycle (1984) served as the central theory among perspectives from which the results of the study were viewed.  The literature review examined these theories in greater detail and also included two disciplines of knowledge: organizational change and informal learning.

In Dr. Volpe's study, she examined how a sample group of human resources (HR) professionals in Alfax Corporation, a pseudonym for one of the country's largest international petroleum and petrochemical organizations, learned how to master specific change events that occurred within the company before and after 1986, the year during which Alfax implemented a major company-wide reorganization and downsizing of its workforce.  

The act of learning and its transference is confined neither to the HR profession nor to one company's experiences.  Therefore, this study’s sample group differed from Dr. Volpe’s in two ways: (1) participants worked inside and outside of the HR professional community, and (2) they did not work for the same company.  In contrast, they served a variety of public and private sector work organizations.  

Similar to Dr. Volpe's study, some of the issues addressed in this study were: how communication and education managers reacted to their changing environments; the knowledge, skills, abilities and behaviors they believed they need in order to master the effects of their respective changing environments on themselves and their work; how they, particularly in informal ways, developed the knowledge, skills, abilities, and behaviors they believe they need; and the factors in their organizations that enhanced or impeded their learning.  The problem was to determine if communication and education managers were able to master organizational change effects, and to identify what types of informal learning mechanisms they used to accomplish this learning.  

RESEARCH METHODOLOGY

The study focused on a stratified sample of 20 participants, all of whom and in different ways observed or personally “lived through” organizational change.  While Lewin’s (1935) concept (B = f[P+E]) was chosen as the overall construct for this study, theoretical models dealing with organizational change and informal learning were examined to find appropriate dimensions against which data could be compared.  

Data were collected through four methods: a written questionnaire (Figure 1); semi-structured informal interviews (Figure 2); field notes taken before, during and after the interviews; and a critical incident technique (Figure 3).  The questionnaire allowed participants to understand the research topic and to provide the researcher with baseline information from which the interview guide was designed.  Informal interviews provided the first-hand knowledge and personal connections needed to establish rapport and trust with participants, and to gather the bulk of the data.  Field notes validated what participants said and supplemented what was heard with what was observed.  To triangulate the research and serve as a validity check, the critical incident instrument provided closure for participants and validation of the data that was collected earlier.  This instrument asked participants to think about a specific work-related problem or situation they faced that they felt represented a significant learning experience for them.  The instrument retained the form utilized in all critical incidents. 

The research tools used in this study were reviewed for interrater reliability by both pre-research participants and professional colleagues.  These people provided needed input about these instruments’ relevance to the sample population.  

PARTICIPANT SELECTION

Participant selection was deliberate and purposeful.  Criteria for sample population selection were as follows:

· All participants achieved the level of “manager” (or higher) at that time in their careers.  

· Because of their professional status deemed by position title, all participants possessed the ability to exercise authority in terms of budgets, people, and resources, and consequently, had the ability to also create a certain level of change within their organizations

· All participants, regardless of their age, gender, or other demographics, were professionally employed long enough to have witnessed many of the organizational change phenomena reviewed in this study

· All participants, regardless of their formal education, had access to or were currently and personally exploring alternative means of creating and disseminating learning materials to others

· Among these people, and perhaps because of their chosen professions, there was a passion for sharing acquired and growing knowledge, and a sense of directness from them, that led this researcher to believe that many of the traps associated with self-reporting would not occur in this study 

The final 20 participants included twelve who were met via informational interviews or professional association memberships, and eight who worked within this researcher’s own work organizations (but none of whom worked directly near or for her). 

SUMMARY OF LEARNING ANALYSIS

Lewin’s concept of the person’s life space as a field of forces was evident in the broad array of this sample’s reactions to how they learned during organizational change and, in particular, how they learned to master organizational change.  

Being laid off by current or previous employers was the dominant theme, followed closely by various types of unexpected internal organizational changes such as new technology tools, reorganizations, and changes in leadership.  In terms of management and professionalism, there were no great differences among those who primarily functioned as communication, education/OD, and education professionals.  Communication managers cited interpersonal skills, internal and external networking ability, management training, and versatility - particularly in a business-specific function - as core competencies within their profession.  The education/OD group pointed to a heightened awareness of change management and values alignment as key factors within their discipline.  Business and technical educators included the importance of visibility within and outside of the organization, as well as the need to improve communication skills in tandem with technical expertise. 

For the majority of participants (14 of 20), the learning that resulted from organizational change resulted in bitter, lonely lessons.  Six participants developed a pragmatic approach to workplace change, while five participants lost faith in their environments.  Two people were approaching early retirement and as such, they did not say very much in this regard.  Refreshingly, six people in the sample of 20 continued to seek out and produce creative work because they were determined to overcome whatever obstacles they encountered.

Eighty percent of the group believed that the concept of the learning organization within their environments had a long way to go.  Only four participants felt that their organizations were “almost there.”  Only one participant stated that her organization valued learning.
The greatest disadvantage raised by almost all participants was the absence of a mentor or a coach – in their current organizations or, for that matter, in their entire professional careers.  While several people spoke wistfully about people from their pasts, it was instructive to hear why most of them believed they still required a coach or mentor.  

In unsolicited form, 13 participants vocalized their opinions about organizational leadership and how it impacted learning.  They believed that chief executives must exhibit a greater interest in their employees, use confident directions, make a visible commitment to the businesses versus themselves, and be willing to learn how to lead.
SIX YEARS LATER

As mentioned earlier, issues associated with technology advancements, the globalism of the workforce, and political acumen arose as secondary yet strong findings from the original study.  In the autumn of 2004 and through the late spring of 2005, 15 (75%) participants from that study were contacted to explicate those issues.  The five participants who did not engage in this second study could not be reached.

After initial telephone contact, a five-question interview (Figure 4) was sent as an electronic mail attachment to all participants, and they responded by re-sending the interview form and answers in electronic form.  The following is an abbreviated summary of their responses.  

The Importance of Work


 Each in their own way, the entire sample strongly asserted that work has become less important than, as one person phrased it, “…my personal endeavors to achieve satisfaction of self.”  Although three people said that work is “much more intense” because there is a “higher level of ambiguity,” the majority said that they lead more balanced lives and one admitted that he’s “still as productive as before [six years ago] and my life outside of work has improved” because of this balance.  Another woman admitted that work is less important than it was five years ago and it “provides much less of my identity because I long to get back to a simpler, more passionate life.”

One of the 15 participants recently accepted an early retirement and another is semi-retired.  The retired woman said that “looking back over the years, the work that mattered and made a difference in my life was the work done from and with my heart.  The busy work and politics were a waste of precious time.”  The semi-retiree said she’s much happier and incurs less stress by “doing something that I like to do and not because it’s a job or a paycheck.”  It’s important to note that until recently, this woman worked as a documentation consultant until she found what she “liked:” serving as the director of her community’s historical society – a position that is highly suited to her avocation as a genealogical researcher.

In contrast to the others, two people have experienced quite different life events.  One man who stayed within the same department of the same company stated that “work is less important in terms of my fulfillment” since he became the father of twins within the last year.  Another woman adopted a child and left a consulting position that required 80-90% travel for a “lesser position in terms of money and job title.”  While she asserted that “work is important and [it] defines who I am,” she says that now, “I remind myself why I am there and that makes it manageable.”  

Only three participants viewed work as more important than ever before.  One single female commented, “As I get older, I am more concerned about security and…I have always looked at it as a way to define who I am” while another married female whose children are grown said, “my work has become more important and my career is again primary to me.”  A single male viewed work as part of his personal philosophy, “I need to perform meaningful and rewarding work in order to feel complete in whatever purpose my existence serves here.”

Technology At Work & Elsewhere


Not surprisingly, this question elicited the dichotomous nature of both the advantages and the constraints associated with emerging electronic technologies.  In multiple ways, all participants are electronically “connected;” however, four of them noted the “dimming of the lines between work and personal life.”  This view was further explained in terms of the compression and control of one’s time with the following:

“It  [technology] should improve productivity and reduce or manage actual work time versus falling into the trap of being more productive and doing more while possibly negatively affecting work/life balance.”

“My flexibility and productivity have increased ten-fold, and I feel that I have better control over my time.”

“Everyone is still in a hurry.  Do it now, regardless of the final product.  I’m seeing too many problems.”

“I have more access to information and people faster than ever before, but technology could also consume all of my time if I allow it to [do so].  I have to make an effort to be ‘unavailable.’  If I don’t, I could literally be at work 24 hours a day.”

“As the technology becomes more pervasive, it has turned the office into a 24/7 experience.  I’m rarely away from a technical link to the office, even on vacation or on business trips abroad.  The email is overwhelming.”

“[Technology] has increased opportunities and points of access for knowledge, and the flow of information has increased exponentially.  The down sides are increased concerns about security and integrity of data, the additional ‘excuse’ for not interacting with clients and colleagues, and the increasing stress and need to keep up in an expanding global economy.”

Some participants’ workplaces are more technologically sophisticated than others.  One marketing director stated that her organization has “broadened and multiplied field outreach at a lower cost, and our distribution uses technology to promote, enroll and communicate with clients.” Remarkably, participants within the same industry vocalized quite different views.  One staffing director with a very large insurance company lamented, “I thought we’d be further along on the wireless front.  The development cycle for implementing new technologies still seems pretty long, and the technology that supports my business is still rather mainstream, not dramatic or game-changing.”  In contrast, a marketing manager with a competing insurance firm asserted that “ours is definitely an online company.  It is rare when people meet together in a room or even across a desk.  Orientation of new employees, benefits enrollments, management communication, training, and other company functions are handled almost exclusively on our intranet.”  

WebEx™ was directly cited by three participants as the medium of choice for remote field training and interactions with distribution networks, and eight participants stated that wireless technologies offer unlimited potential with one saying “it is where to be now.”

Depersonalization, stratification and disenchantment with the media arose as negative aspects among three participants.  A technology instructional designer complained that “it’s more important to know the ‘how’ of technology than the ‘why’ of it.  Simply knowing technology applications is the ‘coin of the realm.’”  An organizational developer remarked that “technology has depersonalized work even more over the last five years, and people hide behind e-mail all the time.”  The retired technology manager viewed computers as a status symbol that “…marks the highest and the lowest in the pecking order…if you don’t use a computer these days, you’re either a senior executive or a plant floor worker.”

Recommendations for Business Success


 Not surprisingly, the most frequently cited trait related to business success was political acumen from seven of the fifteen participants.  Four framed their advice in polite terms: “Maintain a pipeline of contacts,” “Have the right people around you,” “Have the ability to align yourself with the power bases,” and “Do what you want to do because no matter how much you schmooze, there are places where you still cannot get ahead.  Be yourself, do your best and don’t get stuck.”   Three others replied more bluntly: “Too late, I learned to always watch my back,” “It [work] continues to be a case of ‘who’ versus ‘what’ one knows and at the end of the day, the bean counters rule,” and “Competence is not an issue; connectedness is.  If the right people like you, you can do no wrong.  If they don’t, move on.  Make friends in high place and you’ll get a job.  Tell them what they want to hear and you’ll get promoted.”

Staying abreast of technology advancements was recommended by three participants, two of whom are video production managers: “Find the right technology to achieve the results the client expects,” “Make use of technology, but carefully and prudently,” and “Use technology tools to organize work and stay in contact with others.”  Two other participants mentioned the importance of teamwork: “Team with the client to form a successful alliance” and “Know how to engage others in win-win relationships.”

Additional feedback related to this question included organizational ability (“I’ve learned the importance of segmenting my markets to ensure investments are put into the right places to maximize return”) and the need for balance (“If you are more successful in your whole life you will likely be more successful in the traditional business sense, and your perspective changes for the better.”).  Two topics addressed in greater detail within a later question were mentioned by two participants.  These topics were mentoring (“Ironically, to really succeed, it takes something old-fashioned: a mentor”) and integrity (“As a result of Enron and other scandals, integrity is questioned more frequently and one must adapt to this new reality”).  Two participants stressed only one word with the following: “To be successful in this company, it takes flexibility, flexibility, flexibility” and “Listening, listening, listening.”

Advice for Young, Entry-Level Business Professionals


Integrity was the dominant theme from six participants with these variations: “Never compromise the only qualities that are yours: character and integrity,” “Be true to yourself,” “I encourage young professionals to beware of a lack of conscience,” “Don’t forget where you came from so that you will treat others with the respect they deserve,” “Before you give up your integrity, make sure what you’re getting in return is worth it,” and “Identify and clarify what your values are and decide which are non-negotiable.”

Happiness was cited by four participants who associated it with earning money: “Find a profession that gives you some sense of fulfillment; don’t just look for the big bucks,” “Do what you enjoy most because chances are, it will become profitable,” “Do something that you enjoy and the money will come,” and “Do what you like to do and don’t worry about how much money you’re making.”

It is interesting to note that two dimensions – the importance of working with a mentor, and continuous learning – were identified in both this question and the one that followed it which dealt with advice for experienced, senior-level business people.  Under this item, the presence of a mentor was vocalized by three participants: “Seek or request a mentor who should be more than ‘someone to show you around,’ and make sure he or she can help in reaching your goals,” “Look for a good mentor, someone who you can respect and who seems to navigate well through the organization,” and “Find someone who can help you understand organizations and how they really [participant’s emphasis] work.”  Three others said the following about learning: “Always do your homework, know your stuff, and pay attention to details,” “Take skills improvement courses to improve written, verbal and technological communications,” and “Learn about finance and marketing, but also study your own strengths and weaknesses to know your own patterns of decision-making.”

Only one participant spoke to the importance of networking with this statement: “While you are young and ever-after, keep your business network alive because that is the best way to survive any crisis in your employment situation.”

Advice for Experienced, Senior-Level Business Professionals


Six participants (40% of the sample) advised senior executives to serve as mentors or role models: “You have a great responsibility for the well-being of those you are responsible for,” “…pass along the knowledge and lessons learned in business,” “Be a teacher in your work.  Your business will prosper, and so will you,” “Allow employees to grow, mentor entry-level employees, and allow funds for education and training so employees can advance,” “Learn all you can about opportunities within the company to help your best people grow – they will remember you and come back to you,” and “Reach down into the depths of your organizations and actively identify and mentor those who are different from you.”

Demonstrable and confident leadership ability comprised another five (one-third of the sample) responses to this item: “Make decisions and stick with them,” “Don’t fall into the trap of being ‘handled’ by your staff.  This impairs your ability to make good decisions,” “Be clear about what you want and don’t invite debate and consensus on matters on which you are unlikely to change your mind.  Be directive, be straight with people…nothing takes the place of good leadership,” “Be ‘front line’ – don’t talk and let others do the walk,” and most pointedly, “Stop hiring people who aren’t as smart as you are because you’re afraid they’ll take over.  When you move on, they dumb down the company and then, when they copy you and hire somebody dumber than they are, the company gets even dumber.  You do the math.”

Remaining advice dealt with learning/professional development (from two participants), constantly maintaining relationships with other experts (one participant), and relaxation (from one participant) in the form of the following brief comment: “Chill out.”

CONCLUSIONS & RECOMMENDATIONS
Technology  

In general, participants’ views of technological advancements were positive.  The ability to reach others within and outside of organizations was praised.  However, the emergence and confluence of various technologies has also created pressures associated with time.  The mere ability to complete tasks faster has increased competition and placed a greater emphasis on efficiency and productivity.  One participant described this situation in a colorful metaphor, “we’re like Lucy and Ethel on the candy line.”  
Globalism

Only one participant merely mentioned globalism as it relates to the ways in which computer and other wireless technological advancements affect people and their work: “there is increasing stress and a need to keep up in the expanding global economy.”  Although this study did not include a direct question about this topic, it was hoped that it would be addressed, especially within the question dealing with advice to young, entry-level workers.  

In future studies of this kind, this topic will require serious attention as demonstrated in a recent interview conducted by Harvard International Review with Thomas Friedman, who refers to his recent book, The World Is Flat: A Brief History of the 21st Century, with the following: “…more people from more places, on more days, in more ways, are going to be able to collaborate on more different kinds of work and compete for more different kinds of work than any time before in the history of the world.  It is this leveling of the competitive and collaborative playing fields on the individual level, rather than the level of the country or the company, that I think defines the next stage of globalization” (Friedman, 2005, p. 76).   

Politics 

In the original study and according to the majority of that sample, the unwritten social contract was replaced by loyalty to one’s self.  While some participants described their need to distance themselves from work, others referred to relatives and colleagues who felt unconsciously victimized by corporate layoffs.  In this follow-up study, the majority of participants identified political acumen as fundamental to business success; however, they also insisted that work/life balance is a challenging yet integral component of their lives and the lives of their loved ones.  In addition, political acumen was notably absent from their advice for young, entry-level business people.  

The reasons for these results may be attributed to the fact that this sample is a mature group; the oldest participant is now 62 years old.  A comparable study with a younger sample population would elicit different results, since more and more young professionals are being promoted and given more responsibility far more quickly than the generations represented in this study’s sample.

  While reflecting upon the totality of experiences with these studies’ participants, this researcher was struck by the realization that the end results of corporate change in the form of acquisitions – namely, layoffs and reorganizations – create discrete ripple effects, many of which have yet to be researched and uncovered.  As the so-called “Golden Age” of capitalism has drawn to a close and we face the beginning of a new century in our collective histories, it is hoped that organizational development experts continue to explore these phenomena so that business professionals can continue to find dignity in their work and, as one participant described, to “live in integrity.”
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FIGURE #1: MANAGER QUESTIONNAIRE

I'm interested in learning your opinions about organizational change.  In particular, I’m interested in how you, as a training/communications manager, personally and professionally deal with organizational change.

This questionnaire will only take about 15 to 20 minutes of your time.  Be assured that your name will not appear anywhere in the final study, and you won't be identified by name when this survey is completed.  Please take a few minutes to respond to this survey -- your input is greatly appreciated.

PART I.  PERSONAL INFORMATION

Let's begin with some personal questions.  I'm interested in learning your opinions about workplace issues.  But first…

1.  What is your full name?  _____________________________________________________________________

2.  When did you enter the training and/or communications field?  (Year): _________________

3.  How many years of formal education have you had?  (circle one of the following):

	A. 12 years or fewer
	B. 13-17 years
	C. 18-19 years
	D. More than 19 years


4.
If you earned any graduate degree(s) or industry-specific professional designations, list them here.  (NOTE: Provide degrees, areas of specialization [if any], and institutions):  __________________________________________________________________________________

5.
Your gender:


A.  Male

B.  Female




6.
Your present age:  ___________ years

7.
What is your racial/ethnic background? (circle one):

	A. American Eskimo
	B. American Indian
	C. Asian/Pacific Islander
	D. African-American
	E. Caucasian
	F. Hispanic


PART II.  GENERAL INFORMATION

Now, let’s move on to some work-related questions:

1.
What is the name of your current employer/work organization? _______________________________  

2.
Which one category best describes your current work organization?  (circle one):

A. Corporate        B. Medical        C. Government/Military        D. Education       

E. Manufacturing    F. Non-Profit          G. Independent/Self-Employed        

H. Other (specify): _________________

3.
How many years have you been employed in your current work organization? _________ years

4.
How many years have you been in your current position with this organization?  _________ years

5.
In your own words, what is your overall job function? Disregard present and former titles, and simply describe what your areas of specialization are: __________________________________________________________________________________
6.
In which functional area do you work? (circle the letter next to the best answer):

	A.  Marketing or Sales
	B. Finance/Investments/Insurance

	C.  Accounting
	D.  R&D or Engineering

	E.  Manufacturing or Operations
	F.  General Management

	G.  Management Information Systems/Technology
	H.  Human Resources or Administration

	I.  Other function (specify):  ____________________________________
	


7. On a scale from 1 to 7, tell me how often the following occur.  On this scale, 1 = never and 7 = very often.  You may, of course, circle any number in between that comes closest to your opinions.

	
	1

NEVER
	2
	3
	4
	5
	6
	7

VERY OFTEN



	a.  How often does a lack of resources hinder your work efforts?
	1
	2
	3
	4
	5
	6
	7

	b. How often do you have as much information as you need to make decisions?
	1
	2
	3
	4
	5
	6
	7

	c.  How often do you need information from other parts of your work organization?
	1
	2
	3
	4
	5
	6
	7

	d.  How often do you get the information you need from other parts of your work organization?
	1
	2
	3
	4
	5
	6
	7

	e.  Different units within my company work together to reach a common goal.
	1
	2
	3
	4
	5
	6
	7

	f.  Decisions are delegated to the lowest possible level.
	1
	2
	3
	4
	5
	6
	7

	g.  My supervisor gives me the freedom to make changes in the way I do my work.
	1
	2
	3
	4
	5
	6
	7


PART III.  DEPARTMENTAL INFORMATION 

The following set of questions deal with the structure of your work organization.  NOTE: If you are self-employed or a consultant, leave this section BLANK.
1.  How many individuals report directly to you?  ___________________

2.  What is the time span between performance reviews for your department?

	Six Months or More

1
	Three Months

2
	Monthly

3
	Weekly

4
	Daily

5


3.  How specific is your departmental performance review?

	General oral review

1
	General written review

2
	General statistics or performance metrics

3
	Detailed statistics or performance metrics

4


4.  Managers in your department have considerable latitude in managing daily operations.

	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree

	1
	2
	3
	4
	5


5.  In general, when making a change in operations, the number of organizational rules and policies you must consider can be characterized as:

	No rules and policies

1
	Some rules and policies

2
	Many rules and policies

3
	Comprehensive rules and policies

4


6.  How are individuals in your department evaluated?

	Oral evaluation only
	Written evaluation only
	Oral & written evaluation
	Oral, written & a few performance statistics
	Oral, written & many performance statistics

	1
	2
	3
	4
	5


PART IV.  OBTAINING WORK KNOWLEDGE/INFORMATION 

Finally, think about the ways you get job-related knowledge/information at work:

1.  In general, how would you characterize the ways that you acquire job-related knowledge/information?  Again, on a scale from 1 through 7, circle any number that comes closest to your opinions.

	a.
	Fast
	1
	2
	3
	4
	5
	6
	7
	Slow

	b.
	Inexpensive
	1
	2
	3
	4
	5
	6
	7
	Expensive

	c.
	Reliable
	1
	2
	3
	4
	5
	6
	7
	Unreliable

	d.
	Comprehensive
	1
	2
	3
	4
	5
	6
	7
	Incomplete

	e.
	Easy to use
	1
	2
	3
	4
	5
	6
	7
	Difficult to use



	f.
	Simple
	1
	2
	3
	4
	5
	6
	7
	Complex


2.  How difficult is it to find or locate the job-related knowledge/information you need?

	Very Difficult
	Fairly Difficult
	Neither Difficult Nor Easy
	Fairly Easy
	Very Easy

	1
	2
	3
	4
	5


3.  In a typical week, how often do you actively seek out job-related knowledge/information?

	Never
	Sometimes
	Often
	Very Often

	1
	2
	3
	4


4.  How adequate is the overall quality of the job-related knowledge/information available to you?

	Very Adequate
	Fairly Adequate
	Neither Adequate Nor Inadequate
	Fairly Inadequate
	Very Inadequate

	1
	2
	3
	4
	5


5.  How often does your knowledge/information flow address your most pressing business issues?

	Never
	Sometimes
	Often
	Very Often

	1
	2
	3
	4


6.  How often do you search for job-related knowledge/information using these sources?

	
	1

NEVER
	2
	3
	4
	5
	6
	7

VERY OFTEN



	a. Outside consultants or specialists


	1
	2
	3
	4
	5
	6
	7

	b. Magazines, journals, newspapers


	1
	2
	3
	4
	5
	6
	7

	c. Computer reports/databases/Internet


	1
	2
	3
	4
	5
	6
	7

	d. Formal internal courses


	1
	2
	3
	4
	5
	6
	7

	e. External training courses (e.g., offered by professional organizations/memberships)


	1
	2
	3
	4
	5
	6
	7

	f. Other managers (your level or higher) within your functional area


	1
	2
	3
	4
	5
	6
	7

	g. Other managers (your level or higher) outside your functional area


	1
	2
	3
	4
	5
	6
	7

	h. Staff specialists in your organization and within your functional area


	1
	2
	3
	4
	5
	6
	7

	i. Staff specialists in your organization and outside your functional area


	1
	2
	3
	4
	5
	6
	7

	j. Your subordinates (managers and non-manager professionals)


	1
	2
	3
	4
	5
	6
	7

	k. Your clerical/administrative staff


	1
	2
	3
	4
	5
	6
	7

	l. Personal contacts not in your organization


	1
	2
	3
	4
	5
	6
	7

	m. Personal files or records


	1
	2
	3
	4
	5
	6
	7

	n. Suppliers or Customers
	1
	2
	3
	4
	5
	6
	7


7.  If you could ask for any additional knowledge/information you desired, what information would you seek?

________________________________________________________________________________
8.  Please rank in order of preference the top three methods that you consider important to your personal learning style.  (A “1” = the learning method you consider most important to your personal learning style; a “2” = the second most important; and a “3” = the third most important.)  NOTE: Rank only THREE items.
	RANK
	

	a.  _____
	take a course at work

	b.  _____
	take a course outside of work

	c.  _____
	on-the job, through trial and error

	d.  _____
	self-taught by reading user manuals, quick reference guides, and other materials

	e.  _____
	ask others for one-on-one help

	f.  _____
	watch instructional videotapes

	g.  _____
	Other (please specify): ____________________________________


9.
How would you rate yourself at each of the following in terms of how you usually feel?  Again, on a scale of 1 to 7.  1 = never and 7 = very often

	
	1

NEVER
	2
	3
	4
	5
	6
	7

VERY OFTEN

	a. I enjoy my job.
	1
	2
	3
	4
	5
	6
	7

	b. I enjoy the work that I do in my job.
	1
	2
	3
	4
	5
	6
	7

	c. Usually, I complete my work within a normal 8-hour work day.
	1
	2
	3
	4
	5
	6
	7


ONCE AGAIN, I WANT TO THANK YOU FOR YOUR TIME AND HELP 
WITH THIS SURVEY.
FIGURE #2: INFORMAL INTERVIEW GUIDE

CHANGE

1. What is the most significant change that has happened to you in recent years that affected your work?

a) How did you manage it?

b) How did your [communications/training] background help or hinder you?

c) Who helped you, and why?

d) What did this event do to you in the long-term (probe for what was learned from the event)

2. What skills are needed to thrive within your organization?

a) Are these skills different from those that help you function personally?

b) How do you reconcile/justify the differences?

3. If you had to change your job and went elsewhere right now, what skills would you need to be successful?

LEARNING

1. Are the professional skills you learned and the skills you use at work the same? (probe: if so, why so; if not, why not)

2. Personally, how do you learn right now?  In other words, what is your preferred learning style?

a) How would you describe the differences between you and your organization?  Are there differences between them?  (probe: if so, why so; if not, why not)

3. Describe a “peak” learning experience that occurred at work.

a) How did you feel when this happened?

b) Could you replicate this learning experience elsewhere (e.g., another work setting), and how would you go about doing so?

PROFESSIONAL DISCIPLINE VS. ORGANIZATIONAL CONSISTENCY

1. How do you determine the best method(s) or approaches when you communicate/educate others?

a) Who else is involved?

b) Do you have control over these decisions?  (probe: how do you feel when you don’t have control?)

2. In your work discipline, what traits/skills do you look for in others with whom you must work (within your organization)?

* Subordinates/new hires

* Peers

* Superiors

* CEO/Chairperson

a) Why are these traits important? (probe for reasons for choices)

b) Let’s address the last question, only instead of viewing the people within your immediate work discipline, examine people in other functional areas with whom you must work.  What traits/skills do you look for in them?

EXTERNAL ENVIRONMENT & LEARNING AS A COMMUNICATION/TRAINING PROFESSIONAL

1. In your own words, what are the 2 greatest changes that have occurred in the overall world of work?

a) How do these changes affect your present work organization?

b) How does your work organization react to these changes?

2. How do you view the communication/training manager’s role amidst these changes?

a) How can or will you personally prepare?  What new learnings must be achieved?

b) What can your work organization do to help you?

c) How can your organization create a learning environment that will help everyone involved? (probe for improvements over existing methods/tactics)
FIGURE #3: CRITICAL INCIDENT REPORT

DIRECTIONS:  This incident report contains two sections.  The first section describes the scenario; the second section asks you to respond to 4 questions related to the scenario.  

Please read the scenario, then write/type your answers to the 4 questions below.  You can either use the "enter" key to create room after each of the 4 questions, or write them in any way you wish after the 4 questions.  Whichever method you choose, please keep your answers brief and to the point.

​​​​​​​​​​​=============================================================== 
Section One.  Think about what you have accomplished at work during the last year.  Then, try to remember a work-related problem or situation that you encountered.  This problem or situation should be something that represented a significant learning experience for you.

Section Two.  Now, kindly answer the following questions.

(1) Briefly describe this work-related problem or situation.

(2) Who was involved?  Don't use names, just titles or relationships.

(3) What did you learn from this problem or situation?

(4) How do you think what you learned will influence how you will handle a similar situation in the future?  

Again, thanks in advance for your cooperation.

Your Name: ________________________
FIGURE #4: FOLLOW-UP INTERVIEW QUESTIONS
1. Since we last spoke with one another, how have your views changed – if at all – about work and its importance in your life?  Please be as specific as possible.

2. Five years ago, the promises and potential of computer and other wireless technologies were very significant.  How have the changes in these advancements affected you and your work?

3. During the last five years alone, what have you learned regarding what it takes to be successful in business?

4. If you had the opportunity to give advice to young, entry-level business people, what would it be?  Please be as specific as possible.

5. If you had the opportunity to give advice to experienced, senior-level business people, what would it be?  Please specify.
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