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ABSTRACT

This chapter describes a real situation in Asia where an instructional
designer encounters numerous unexpected challenges and cultural
experiences. Theexperiencesaredescribed, alongwith advicefor anyone
intendingtotakeasimilar path. Itisexpected that many of the experiences
could make interesting case studies for students studying instructional
design.

INTRODUCTION

If you haveever phoned your telecommunicationsprovider to connect a
new phoneor to query aphonebill, youmay beabletorelateto thenature of
the software packageused for such tasks. Thousandsof telecommunications
customer service representatives (CSRs) worldwide use such softwareto
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provide productsand servicesto telecommuni cationscustomers(corporate,
business, andresidential) andto resol veassoci ated queriesthat customersmay
have. Thesoftwaresystem describedinthispassageiswidely usedfor these
tasks. Itisahighly flexiblesystem, and eachtel ecommunicationsorganization
usingthesoftwarehasdifferent productsand servicesand differentinterfaces
intothesystem; therefore, customized on-site CSR trainingisnecessary for
eachimplementation.

Theorganizational benefitsof awell-trained CSR can perhapsbest be
judged by considering the consequencesof apoorly trained CSR. If products
and servicesarenot provisioned correctly, then the number of internal and
external querieswill multiply exponentialy, thusincreasingtheworkload of the
CSR.

Thevendor who providesthesystem primarily deliverscorel T trainingfor
new implementations. CSRtrainingisanew opportunity whichisperformedon
thecustomers' site, rather thanintraditional classroomsonvendor premises.
Settingupatrainingroominanormal vendor classroomisacomplex operation
invol ving computer communi cation, databases, and operating systems. There
areusually good support processesin placefor vendor classroomtraining.
Many resourcesareavail ablewhosecombined expertiseensuresasmooth set
up and ongoing support for the duration of the training. Thisisnot so for
customized CSR on-sitetraining, There are many technical challenges—
serversmust be set up, communi cation between the serversand the students
PCs must be established, a myriad of software must be loaded, training
databases must be set up so that implementation databasesare not impacted,
backupsmust betaken so that thetrai ning databasescan berefreshed —this
listisindicativerather than exhaustiveaseachsiteisentirely different, with
differentinterfacesand modul esimplemented. Thereislittlesupport available
fromtheimplementationteam, asthetiming of training usually coincideswith
tightimplementationdeadlines—i.e, trainingisdelivered“justintime,” andthe
implementationteamisexcessively busy at thisphase of theproject ensuring
“ontime” liveimplementation. For all of thesereasons, on-sitetrainersneed
good linesof communication (email, phone, intranet) back totheoffice.

Customizedtraining naturally necessitatescustomizedinstructional design.
Many of uswho havestudiedinstructional designformally havelearned of the
different phasesinvolved— Analysis, Design, Devel opment, I mplementation,
and Evaluation (ADDIE). Thereisan ADDI E processin use by the vendor
organization. It hasbeendevised over aperiod of timefor thecorel T training
traditionally offered. Theanal ysisphasefocusessolely ontask and content
analysis. Theoutput of thetask analysisisused at thedesign phasetoformulate
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