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Working with Competencies
Every profession has its own jargon, its own terminology. Many times a specialized
term consists of an old word with a new meaning. Competency, something we hear
everyone talking about, is a variant of competence, which means being competent.
Competent, in turn, can mean capable.
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In the usage that is becoming popular today, a competency is an element of performance capability for an organization or an individual. Thus we hear of the core
competencies of the corporation or the leadership competencies of the executive.
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We suggest that the sum of available competencies determines the capacity or
capability to do work or to produce results in a given situation. This more specific
definition can save organizations money - lots of money.

• SWIPACT
Process:
~

In our TQM implementation roadmap, competencies are one of the business drivers,
The inventory of available competencies limits our ability to execute strategy. A
publishing house cannot suddenly transform itself into an electronics company.
Competencies, in today's world, often confer the competitive edge. Some people
believe that competencies are the only source of sustainable competition advantage.
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Some of the issues causing confusion today are:

Processes and
Metrics

•

Competencies can be defined for organizations and individuals.

•

Executives are beginning to recognize the strategic importance of managing
competencies, but the methods and systems for doing so are not in place.

•

Many competency studies being done are not linked to business purpose or
strategy.

•

Many different departments in the company are simultaneously initiating
competency studies.

We believe that strategically managing competencies is extremely important for all
organizations. This requires systems for deriving competency requirements from
business strategies and goals, for assessing existing competencies, and for the acquisition, development, and deployment of additional competencies.
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Competencies at all levels of the organization must be managed. In a future issue of
Pursuing Performance we'll describe a Competency Management System. Several of
the articles in this issue illuminate some of the links between competencies and
organizational performance. In Ray Svenson's article, you'll see how the impact of
social transformations on competency requirements makes life harder for training
directors. Karen Wallace's article links business processes, metrics, and competencies. And Guy Wallace's continuing series on the PACT Process explains how to
develop training to address identified competency requirements.
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Why Do Our Jobs Seem Busier Lately?

Training Directors and the Post-Capitalist
Society
by Ray Svenson
How many times have we heard the term "knowledge workers?" Now - think
about knowledge as a "primary resource," replacing capital. Imagine a "Knowledge
Society." Those are all characteristics ofthe "post-capitalist society" described by
Peter Drucker in his latest book - and the way the post-capitalist society is taking
shape affects all of us in performance-related professions.

Changes in the
Business World

Drucker contends that right now we are in the midst of the kind of radical social
transformation that only occurs every few hundred years. This transformation is
leading to inevitable and momentus changes in the way we will all do business.
We see the manifestations of these changes around us every day - for example, the
revolution in information technology that gives us access to data any time,
anywhere. We see the globalization of commerce resulting from free trade agreements, from the opening of closed markets in some countries, and from newfound
political stability in others. And we begin to see the new, high-performance
business models required to compete on a global basis.

New Business
Strategies

These changes to the business world require new strategies to adapt, compete, and
survive. These strategies may be familiar to us already, but they take on new
meaning in the context ofthe global changes we are witnessing. We re-engineer
processes and organizations at an accelerating pace, taking advantage of information technology as we do so. We embrace TQM and we establish teams, strategies
that integrate neatly with re-engineering. The globalization of commerce dictates
that as we build our global business we move beyond industrial colonialism to the
spirit of global integration.
Out-sourcing as a strategy allows companies to focus on developing core competencies. Partnering fosters the sharing of information and processes. Even erstwhile
competitors become partners in certain ventures.

Learning
Requirements

The new business strategies involve large scale changes for the companies adopting
them. These changes, in turn, all have learning requirements - a changed capacity
to perform - for individuals and organizations. Individuals learn new skills,
knowledge, or competencies. Organizations learn by re-engineering or continuously
improving processes, methods, consequence systems, and technologies.
What must we learn in order to cope with the changing business playing field?
Capabilities sufficient for yesterday's competitive game are inadequate now and
will be obsolete in the future. We must learn how to lead and manage change in an
environment that's being re-engineered, and how to manage a flatter organization.
Organizations and individuals must learn how to structure and sponsor teams, and
to lead and perform in the team environment. Employees at all levels will find that
the horizontal, multi-disciplinary team environment requires different skills than
the vertical, hierarchical environment of the past.
Implementing the strategies of re-engineering, TQM, and change management
requires an enormous amount of learning - from the executive suite to the work
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teams. Everyone must learn how to implement the strategies, to use the tools and
methods involved, and to perform the various roles required by the changes.
Organizations will learn that change is a permanent part of the ongoing work of the
organization. We will not in our life-times have another period where rapid change
is not part of our daily lives. We must become change-masters.
What else is there to learn? The revolution in information technology may have
enabled some of the new business strategies, but that revolution is far from
finished. Even as PCs and high-performance workstations reach the desktops of
many workers and executives, technologies such as artificial intelligence, multimedia, virtual reality, and broad-band communications will provide more and
more tools - and require more and more learning in order to use them.

Training and
Consulting
Needs

Marketing and managing in the new global marketplace will also require new
learning. Most North American companies are far from having the skills,
knowledge, and competencies necessary to be effective in handling business
around the world.
Changes in the business world ... new business strategies ... individual and organizationallearning requirements.
Who will see that these learning requirements are satisfied? Corporate training and
education departments are the traditional sources of support in this area, for
analyzing needs, analyzing performance, designing curricula, designing and delivering instruction. Many of the needs involved in implementing the new business
strategies extend beyond training into the areas of change management consulting,
re-engineering consulting, TQM, and team facilitation. These also are areas that
training and organizational development departments can handle. (Training
support enables individual learning and changes in skills, knowledge, and competencies. Consulting support enables organizational learning and changes in the way
work is performed within the organization.)
The irony is that corporate "streamlining" in the late 19S0s and early 1990s has left
many companies short of this kind of training and consulting talent, even at a time
when change has accentuated individual and organizational learning requirements.
A further irony is that initiatives revolving around the new business strategies may
actually fail if inadequate support is available to satisfy their attendant learning
requirements.

Changes in the
Business World

New Business
Strategies

Learning
Requirements

Training and
Consulting
Needs

There are three challenges facing training directors as a result of the cascading
impact of change. One is to obtain senior management involvement in recognizing
the new training and consulting needs, and in repositioning the training system to
best meet those needs. Another challenge is to cope with a need for training
services that may be dramatically out of line with the resources in place. And a
third challenge is developing training and education for new electronic distribution
and delivery systems.
How can the pressured training director deal with these challenges? We suggest a
four-pronged approach.
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Training and
consulting to
prepare for the

1. Perform a careful assessment of the organization's learning requirements
stemming from the new business strategies.
2.

Determine the type and amount of consulting and training needs implied by
the learning requirements.

3.

Assess your organization's existing system capabilities in the areas of training
and consulting; include in this assessment support available from outside
vendors.

4.

Develop a strategic plan to rebuild and reshape your training system.

business world of
the future are not
in the category of
"nice to have."

There is an enormous return on investment for the dollars spent on training and
consulting to implement the new business strategies. For top companies, the stakes
involved in implementing the new strategies are in the order of billions of dollars
per company. To reduce the risk of failure during these changes, companies must
invest in the learning resources that will allow the change initiatives to succeed.
Training and consulting to prepare for the business world of the future are not in
the category of "nice to have" - they are essential for businesses that hope to
survive and succeed in the post-capitalist society.

Post-Capitalist Society
By Peter Drucker. Published by HarperBusiness, a division of HarperCollins
Publishers, 10 East 53rd Street, New York, NY 10022. ISBN 0-88730-620-9.
Copyright 1993. $25.00.
We recommend this book. An overview from its dust jacket:
Peter Drucker describes how every few hundred years a sharp transformation has taken place and greatly affected society - its world view, its basic
values, its business and economics, and its social and political structure.
According to Drucker, we are right in the middle of another time of radical
change, from the Age of Capitalism and the Nation-State to a Knowledge
Society and a Society of Organizations. The primary resource in the postcapitalist society will be knowledge and the leading social groups will be
"knowledge workers."
Contents:
Introduction: The Transformation
PART ONE: SOCIETY
1. From Capitalism to Knowledge
Society
2. The Society of Organizations
3. Labor, Capital, and Their Future
4. The Productivity of the New Work
Forces
5. The Responsibility-Based
Organization
PART TWO: POLITY
6. From Nation-State to Megastate
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7.

Transnationalism, Regionalism, and
Tribalism
8. The Needed Government
Turnaround
9. Citizenship Through the Social
Sector
PART THREE: KNOWLEDGE
10. Knowledge: Its Economics and Its
Productivity
11. The Accountable School
12. The Educated Person

Personal Profile: Peter R. Hybert
It's late afternoon on a summer day, and the sun coming in through the SWI office
window illuminates two compositions on the wall of consultant Pete Hybert - a
poster-sized curriculum design, and, on the opposite wall, a giant
PERT chart constructed of Post-its" representing the design and
development tasks for the same curriculum. Hands on the keyboard of
his computer, Hybert scrutinizes the charts.

Peter R. Hybert

It's 1979. Forsaking his father's profession, architecture, because he
"can't draw.vPete is performing the analysis and design phases of a
final college project in his chosen program. Then, as now, figuring out
audience needs and conceptualizing creative solutions are the parts
he enjoys most. He switches back and forth between keyboard and
desk-top to finalize the design of his final chart for the Bachelor's in Music he's
about to attain.
Pete concerning musical composition: "You start with an idea of what you want to
do, but you have to evolve it to fit the constraints of your situation - for example,
your audience's expectations, the capabilities of the instruments and instrumentalists, time frame available, etc. It's just like building a training program, or even
developing a product, for that matter."
The mid 1980s. Using his Master's in Instructional Design from Northern Illinois
University to orchestrate training for hardware and software products for a building
controls manufacturer, Pete is part of an ensemble responsible for determining how
new products will perform at release. Other players include a product manager,
design engineer, manufacturing engineer, and product support personnel.
"Designing in" training and support during product development gives Pete an
understanding of how a product should be brought to market and foreshadows one
of his areas of concentration in later years.
The 1990s. Since coming to Svenson and Wallace in 1989, the theme of several of
Pete's published articles and presentations has been the design of integrated human
support systems for new products and services. His view is that training is only one
piece of what should be a seamless system that provides knowledge, skills, and
information to the work processes. "Too often training reinvents material that is
covered in other company documentation instead of teaching people the use of
existing documentation as a tool. This means added effort and cost for the training
organization to develop and maintain the new materials, which are essentially
redundant information sources. Meanwhile, you end up skimping on development,
which is where training people can really add value."
His experience in the product development arena has led to an interest in teams,
the new product development process (from idea to introduction), and quality
tools.
Terri Knicker, who has worked with Pete on projects over the last few years, calls
Pete consistent and creative. She says that the quality of his work means that she
never has to worry when they're teamed on a project. Guy Wallace, to whom Hybert
offers a complement in style, also likes Pete's creativity and credibility. "We
appreciate the balance that Pete adds to the group," says Guy.
A challenge for Pete - balancing work and travel with household and family
responsibilities. Eight-year-old Ian and four-year-old Colin keep Pete and his wife
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Faith busy fostering harmony. "After 14 years of marriage, we have it down to a
system. We try to get all the routine stuff done during the week so weekends can be
used for special projects. Sundays we try to make one hundred percent family
time."

~,

The mid and late 1990s. Pete contends that process training and simulations will
continue to be "hot" because of the number of companies doing process re-engineering. He thinks companies are becoming more aware of the importance of human
performance to overall company success. "It sounds simple, but many managers
didn't realize or believe that they needed to put a system in place to provide
knowledge, skills, and information to their people. Now they believe it - but aren't
always sure how to do it. And that's where we can help."

SWI PACT Process: Phase 3 -- Design (Part A)

Designing a Curriculum Architecture
by Guy W. Wallace
This article covers the third of the six phases in the SWI PACT Process. The major
task performed during this phase is the design of a performance-based Curriculum
Architecture. The components of a Curriculum Architecture define:

Phase 1
Project
Planning
& Kick-off

•

Curriculum Paths (learning paths) - a visual, sequenced, user-friendly
replacement for the course catalog.

•

Training Events - products of the training organization. Training Events
consist of standard training deliverables, such as workshops and courses
(group-paced, self-paced, CBT, etc.).

•

Training Modules - training content, the building blocks of Training Events.
Training Modules contain the knowledge and skill (K/S) items derived in the
PACT Process analysis phase and can be of the four types explained later in
this article. (For additional information on the analysis phase ofthe SWI PACT
Process, see the last issue of Pursuing Performance.)

Phase 2

Phase 3

EJ~B

Phase 5

Phase 4
Development!
Acquisition

~

Pilot Test

Phase 6
~

Revision

~

& Release

~--------~ ~--------~

The work of designing a Curriculum Architecture is best conducted by a team.
Members of the team include target audience members, those responsible for
downstream management of the curriculum, and training professionals. This team
approach provides continuity from one phase of the PACT Process to the next,
engages training's customers in the decision-making process, and can reduce cycle
time drastically.
By advocating a team approach we are not subscribing to design by committee. We
are subscribing to the influencing of the designers by committee.

With or without help from the non-training professional members of the team, the
training professionals (designers) perform the following six steps in Phase 3,
Design. (The steps are numbered 3.1 through 3.6.)
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3.1

Create a List of Design Concepts and Criteria. The purpose of this first step is to
make the stakeholders' expectations and measures visible to all involved in the
design process. A list of concepts and criteria, along with important considerations
such as maximum course length, is created to reflect the desires and needs of the
target audiences, their management, and the training organization. Also, the design
team notes concepts about the future training system and criteria customers will
use for evaluating the eventual outputs of the project. Some training customers, for
example, may reject courses longer than five days. This list of concepts and criteria
will provide guidance in developing Curriculum Paths and specifying the Training
Events that comprise them.

3.2

Create a Four-Tier Curriculum Architecture Structure. Training Modules are the
building blocks of which Training Events are made. The trick of good curriculum
management is to manage these Training Modules effectively, to make them
available in a prioritized and timely fashion, and then to keep them up-to-date. To
facilitate this management task, we organize all of the modules into the Curriculum
Architecture structure. Intended only for internal, administrative use, this structure
makes it easy to track individual Training Modules.
The Curriculum Architecture structure we use at SWI has four tiers:
1.

Orientation modules consisting of sharable introductions, overviews, etc.

2.

Task Overview modules, job-specific modules describing what's entailed in a
job in terms of tasks, outputs, or measures

3.

Sharable, supporting Knowledge/Skill modules

4.

Task Completion modules that allow learners to apply skills and knowledge to
performing job tasks.

These tiers allow us to sort and track the modules, increasing the potential for:

3.3

•

Sharing training content with any other potential audiences within the
company

•

Enhancing limited training resources by using off-the-shelf purchased training
and augmenting it with "job application modules"

•

Segregating volatile and non-volatile content to increase the ease and lower the
cost of future updates.

Cluster K/S Items into Training Modules, then Sort. The KIS items are the
knowledge and skill items listed on the KIS Matrix developed during analysis in
Phase 2. "Clustering" is the process of examining each KIS item to see if it needs to
be presented to students in conjunction with other KIS items. For example, a
cluster might group "project management concepts" with "project management
computer tools" and "project management techniques."
Once the task of clustering KIS items has been completed, it's time to sort both the
clustered KIS items and all the remaining unclustered KIS items into training
modules. The output of this task consists of Training Module Specification Sheets.
One Training Module Spec Sheet must be created for each defined Training Module
of the Curriculum Architecture.
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A Training Module Spec Sheet, shown below, describes the lowest level of sharable
or non-sharable training content chunks.
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~
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Lay Out Preliminary Curriculum Paths for Target Audiences. This step is very
simple. Create a "blank" Curriculum Path for each target audience the Curriculum
Architecture is intended to address. To begin, divide the paths into three training
cycles related to the type of training that this job or audience might receive - for
example, initial/survival skills training, intermediate training, or advanced
training.
Sort all of the training modules into the various Curriculum Paths and then into the
appropriate training cycle, or segment of the path. The data for making these
decisions, in terms of identified target audiences and linkages to the Performance
Model, should come directly from the KIS Matrix data. As a result of this sorting, a
Training Module may appear in multiple Curriculum Paths.

3.5

Cluster Training Modules on Training Paths into Training Events. This step
involves clustering Training Modules into likely training deliverables called
Training Events. Training customers have the options of taking all of a Training
Event, part of it (at the module level). or skipping it (for example, by "testing out").

3.6

Document Design Process Outputs. This step involves documenting the outputs of
the design process in a Curriculum Architecture Design Document. The completed
document is likely to be made available for expanded review and comment.
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The Design Document will be discussed at a Curriculum Architecture design
review meeting. The purpose of this meeting, attended by the steering team, is to
thoroughly review the Curriculum Architecture design.
The six steps help
make sure that the
Curriculum
Architecture will
meet the needs of
all stakeholders in
the training
process.

The two major outputs of the six-step design phase are the Curriculum Paths and
the four-tier Curriculum Architecture structure. While the tiers are mainly for use
by training professionals, customers want to see the paths. The paths show in a
user-friendly fashion the relevant training information for a particular job and
audience - a sequence of suggested or required Training Events. A path can be
adapted based on budget constraints, individual learner abilities, etc. - but it's a
planning tool for training, a replacement for often cumbersome curriculum
catalogs.
The four-tier Curriculum Architecture structure helps manage the overall training
product line by creating a logical inventory scheme for its components. The
structure identifies modules that currently exist as well as those planned for the
future in terms of priorities, funding, and development. Furthermore, the Curriculum Architecture structure identifies the module content components of the entire
training system, not as they are packaged and delivered, but as they exist in a
subassembly form back in the training factory warehouse.
Using the six-step PACT Process for Curriculum design allows trainers to design in
the various "-ilities" - manufacturability, flexibility (of delivery), maintainability,
etc. The six steps also help make sure that the Curriculum Architecture will meet
the needs of all stakeholders of the training process.
Next time: the SWI approach to designing Training Modules.

Second in a Series

Back on Track: The Roadmap to Total Quality
by Karen Wallace

BUSINESS
DRIVERS

This is Part 2 of a series of articles describing how the SWI Roadmap to Total
Quality can get organizations back on track toward TQM. In the last issue we
covered the Business Drivers portion of the front face of the Roadmap. Business
Drivers include major assets and competencies, stakeholder requirements, and the
marketplace and competition. In this issue we cover Business
I
Processes and Metrics.

10
IE
BUSINESS PROCESSES
and METRICS

I

s

I I

I.~

What do business drivers drive? They should drive business
processes. Metrics are established to link process performance to
the business drivers. Process improvement initiatives should
flow directly from the drivers and anticipated measurable results.

I

Three types of processes allow organizations to meet customer
needs.
1.

2.

Leadership processes provide vision and
direction. These processes include strategic planning, operational budgeting and planning, product management, results
measurement, performance management, and TQM.

Product and service processes provide the organization's output to customers.
These are "mainstream" processes like marketing, product development, sales,
production, distribution, and customer service.
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Support processes provide information and assistance tolall of the other
processes in achieving the organization's goals. Accounting is a support
process; so are purchasing, training, advertising, informartion management,
staffing, and performance measurement.

3.

r--

Overall
Performance
Index
100%

Financial
50%

f--

I--

Business
Development

Each process has links to a hierarchy of metrics tied to the business
drivers. These metrics are necessary to identify how things are going,
opportunities for improvement, and how those improvements are
working. The metrics provide accountability for performance by
allowing results to be traced down the hierarchy to the working level.
The metrics may also be used to predict organizational performance.

The top levels of a measurement hierarchy look like the diagram on
the left. The overall performance index is broken down into components that measure key organizational drivers. Other second-level
metrics might consist of customer satisfaction, employee satisfaction,
•
and regulatory compliance. Each driver is weighted. In this example,
financial metrics account for 50% of the total weighting.
15%

-

••

Each component is broken down further. The financial metric, for example,
depends on ROI - which in turn depends on factors such as net income and
capital investment.
Net
Income
Financial

ROI
Capital
Investment

50%

Business development can be measured using market share and product innovation, which in turn have their own metrics.
Market
Share
Business
Development
15%

Product
Innovation

New Market
Penetration

Existing
Market Share
New Products
Introduced
Technology
Leadership

All components have their measures. For example, customer satisfaction may be
obtained by direct feedback (complaints, solicited feedback) and internal measures
(returns, backlogs, response time, order accuracy).
With the business drivers identified, we can "cascade" the metrics throughout the
organization, allocating components of metrics to organizational units. In theory,
we could cascade the hierarchy all the way to the individual level.
Most companies have not explicitly identified a measurement hierarchy. Without a
measurement hierarchy, an organization lacks feedback on current performance; it
lacks a way of determining where improvements should be initiated; and it lacks a
way of determining whether improvements meet business objectives. Failure to
use a hierarchy means that improvements may satisfy only relatively low-priority
measures. Or, improvements may neglect a key measure, for example focusing on
market share and ignoring product innovation.
A metrics hierarchy also illustrates that while financial performance may be
important, it is never the only important measure of performance. The hierarchy of
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metrics allows management to set priorities for measuring the results of continuing
operations and improvement initiatives and to link organizational performance to
organizational drivers and strategies.
The applicability of the Roadmap to organizational performance is explored fully in
The Quality Roadmap - How to Get Your Company on the Quality Track and
Keep It There, authored by the principals of SWI and due to be published in the fall
by AMACOM and Quality Resources. Read later issues of Pursuing Performance for
more details.
In the next issue of Pursuing Performance we look at the third component
face of the Roadmap - the Resource Infrastructure.

About

on the

~WI

We welcome Darrell Collins as SWI's new Production Manager. Darrell brings with
him an extensive background in training development. He served as a Supervisor at
National Education Training Group for the Authoring Services Department. Darrell
leads our Production Staff through daily assignments and assists our consulting
staff with project forecasting. Darrell's initial focus will be to bring in a new editor
and to implement cross-training to continue our total quality team approach.
Darrell says that he is having a great time at SWI.
Aleee Rusk joined our Production Specialist team in March and brought with her
six years of IBM and Macintosh experience. Alece attended the College of DuPage
in Glen Ellyn, Illinois and spent over four years working at a print and copy center
as a computer coordinator. Alece enjoys working with spreadsheets, graphs, and
charts; her favorite program is Microsoft Excel. "I really like working with
numbers," says Alece.
Mark Purcell is the most recent addition to SWI's staff. Mark, working as a Production Specialist, is currently creating a relational database with the 4th Dimension
program. Mark explains, "4th Dimension is a very flexible program; it can grow
from a one-user environment as the data input needs increase." Mark has a
Bachelor of Arts in Advertising from the University of Illinois and has worked as a
freelance graphic artist and computer consultant.
Dreama Perry joined our consulting staff this Spring and is currently involved in a
variety of projects, from TQM to training. Dreama began her career with a position
in which she was responsible for establishing and maintaining environmental and
safety regulations for a service company. After completing her Masters in Business
Administration at Northeastern Illinois University, Dreama worked as a Business
Process Improvement Consultant at a Big 6 accounting firm before joining SWI.
Diane Wagner recently joined our consulting staff. Diane spent more than ten years
as an education consultant with the IBM Corporation, where she completed
projects in course development, video production, and educational strategy to
support business goals. Diane is currently working on a training and organization
development project which will entail an investment analysis, a system and
process design, and an implementation plan for a petroleum industry company.
Diane is also working on a strategic planning and positioning project for Women for
Economic Security (WES), a Chicago non-profit organization.

Summer, 1993 - Page Eleven

Diane Wagner is leading an instructor certification task force for the International
Board of Standards for Training, Performance, and Instruction (IBSTPI). Using the
competencies already defined by IBSTPI, the task force will create a certification
process for use by individual trainers as well as companies. Practitioners with a
background in training delivery who want to contribute to the task force can
contact Diane at SWI. IBSTPI, a non-profit organization founded in 1986, works to
improve performance in a variety of professions.
Karen and Guy Wallace continue efforts to re-engineer the NSPI awards system.
They recently began Phase 2, Analysis, with Mark Greene, an NSPI regional coordinator and consultant in private practice. Volunteers are encouraged to participate
on one of the many re-engineering teams. Contact SWI for volunteer information
packets.
Pete Hybert presented "Beyond the Buzzwords - Total Quality Management,
Human Performance Technology, and Shareholder Value" to the Chicago Chapter
of NSPI (an association for local training and human resource professionals). The
central message: Since shareholder value is based on a combination of current
performance and perceived long-term capability of a company, TQM and HPT
practitioners must be able to deliver results targeted at both of these areas.
The Quality Roadmap, written by Ray Svenson, Karen Wallace, and Guy Wallace,
will be released by AMACOM and Quality Resources this fall. The Roadmap guides
the reader through steps to planning the implementation of Total Quality Management in a strategically driven fashion. We believe that initial TQM implementation
efforts should be precisely targeted.
SWI staff, friends, and family members gathered at the home of
Karen and Guy Wallace to enjoy the first annual summer picnic.
The event included a 20-mile bike ride through the forest
preserve, volleyball games, and a cookout. Pictured with Ray: two
of his daughters.
SWI is searching for a new home. As our staff grows and expands,
SWI's office facilities will need to grow and expand, too. We are
currently looking at new buildings within the local area as well as
the potential to expand our space at our current site. We will
hopefully maintain our current telephone and fax numbers as we
change offices. A move is anticipated later this year.
Next in Pursuing
Performance:
• The Roadmap to
Total Quality:
Resource

Phase 3, Design

Pursuing Performance is published quarterly for the clients and friends of SWI. Our
goal is to share specific applications of Human Performance Technology and Total
Quality Management technologies in order that organizations may improve quality
and productivity. Contributing articles are encouraged. Direct submissions and
comments to Jennifer L. Freeland, SWI, 1733 Park Street, Suite 201, Naperville, IL
60563; voice (708) 416-3323; fax (708) 416-9770.
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• The SWI PACT
Process: More on
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