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1.
Case Study : (Compulsory)
Fred recently became the manager at a local hardware store that employed six Managers and 55 non – management employees. As new, larger chains such as Home Depot came to the area, the owner was concerned about losing many of his customers because he could not compete on the basis of price. The management team met and discussed its strategic response. The team determined that the hardware store would focus on particular items and make personalized service the cornerstone of its effort. Fred’s responsibility was to train all non – Management employees in good customer relations skills; for that he was given a budget of $70,000. Over the past six months, Fred has received a number of training brochures from outside organizations.

One of the brochures boasted, “Three – day workshop, $35,000.We will come in and train all your employees (maximum of 50 per session) so that any customer who comes to your store once will come again.”

Another said, “One-day seminar on customer service skills. The best in the country. Only $8,000(maximum participants 70).”

A third said, “Customer satisfaction guaranteed on our customer satisfaction training for sales clerks. Three day workshop, $25,000. Maximum participants 25 to allow for individual help.”

Fred liked the third one because it provided personalized training. He called the company to talk about its offer. The consultant said that by keeping the number small, he would be able to provide actual work simulations for each of the trainees. He also indicated that he would tailor the simulation to reflect the hardware store. Fred noted they would need two sessions and the consultant agreed. The training went ahead, and the cost was under budget by $20,000.

Questions:

a. Do you agree with Fred’s choice? Why?

b. What else might Fred do before choosing a training package? Describe your approach in some detail.

c. If the training went ahead as indicated, how successful do you think it would be? Explain your answer based on the concept of Need Analysis.

2.
Describe the opportunities and challenges for training.

(OR)
3.
Explain the Training Needs Analysis and discuss TNA Model.

4.
Discuss the type of training objectives and three components of identifying objectives.

(OR)
5.
Explain the Strength and Limitation of Lectures and Demonstration.

[P.T.O]

6.
What is the difference between cost/ benefit evaluation and cost – effectiveness evaluation? When would you use each and why?

(OR)
7.
Explain elaboration theory and how it would help you design a training program.

8.
Write a note on 
a.
Computer- Based Training (CBT)
b.
Intelligent Computer – Assisted Instruction (ICAI) 
c.
Intelligent Tutoring System (ITS)
d.
Simulation.

(OR)
9.
Distinguish between proactive and reactive TNA. When is proactive better?  







