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What is performance support?

“A helper in life and work,

) ﬂﬂﬂ.afﬁ‘*- performance support is a
i"““"ﬂﬂ-g}ﬁﬁ repository for information,
e+ Le#®  processes, and perspectives that
_.;;/”'ﬁ inform and guide planning and

action’”

The most important word
in this definition?

Rossett, A., & Schafer, L. (2007). Job aids and performance support: Moving from
knowledge in the classroom to knowledge everywhere. San Francisco: Pfeiffer.



What is performance support?
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“A helper in life and work,
performance supportis a
repository for information,
processes, and perspectives that

inform and guide planning and
action.”

Rossett, A., & Schafer, L. (2007). Job aids and performance support: Moving from
knowledge in the classroom to knowledge everywhere. San Francisco: Pfeiffer.



Performance Support

* PSisjob aids on steroids, taking advantage
of technology to deliver smarts and
guidance where and when needed.

— Mapquest online vs GPS.
e Available 24-7, when the supervisor is too

busy, the expert unavailable, the engineer
spirited away, or training costs too high.



What is performance support?

Time is not set aside to learn.

Advice and guidance are delivered as needed.
Performance is enabled in the workflow.

The organization invests in developing
performance support tools, resources, and aided
efforts.

Rossett, A., & Schafer, L. (2007). Job aids and performance support: Moving from knowledge in the classroom to knowledge
everywhere. San Francisco: Pfeiffer.



What is performance support?

Deliver information and guidance on demand,
in context, on topics from the sublime to the
ridiculous

Here | am with a colonoscopy tomorrow morning (darn).
» May | have dinner the night before?

Am | ready for retirement?
» What should | do to get even more ready?

Tonight is a special dinner party.
» What wine should | serve?

Roses are so gorgeous.

» Would they thrive at my house?



What will we do today?

What is performance support?

When would you use it?

What are the kinds of performance support?
What is possible with mobile support?

Wine, roses and you?



When do you use PS?

When performance is infrequent

When the situation is complex, has multiple steps, or multiple attributes
When the consequences of errors are high

When performance depends on a large body of information

When performance is dependent on knowledge, procedures, or approaches that

change frequently

When employee performance can be improved through self-assessment and

correction
When there is high turnover and the task is simple

When there is little time or few resources for training



When wouldn't you turn to PS?

When use would damage credibility

When fast, fluent performance is a top priority

When novel and unpredictable situations are involved

When the employee lacks sufficient reading, listening, or reference skills
When access to the materials or technology is blocked or impossible

When the employee is not motivated



A good use of performance support?

YES NO

1. Carolyn has never been to Tasmania. She
wants to pack the necessities, plus what'’s '

right for this time of year.

2. Harry, a smal
determine w
software pac

compare features and costs in light of his

needs.

business owner, is trying to
nich version of an accounting

Kage to buy. He needs to

3. Phil Mickelson is putting for eagle on the

18t hole.




A good use of performance support?

YES NO
4. New adjusters at an insurance co. must be

able to examine damaged cars to assess
damages speedily, accurately and in contract '
compliance.

5. Anita is a marriage counselor. Her clients
become quite “animated” during joint
sessions and she needs to help them calm '
down and work together.

6. Lynn, a recent MBA graduate, is preparing
for her first big corporate presentation. '




What will we do today?

What is performance support?

When would you use it?

What are the kinds of performance support?
What is possible with mobile support?

Wine, roses and you?



What are planners and sidekicks?

e Planners are in our lives just before or after the
challenge. They encourage reflection and smarten us up
just before and after a challenge.

— Using weather.com to pack for the trip
— Consider life choices in How Long Will | Live

— Reflect on the readiness of a document to be submitted

» Sidekicks are at our side during the task.

— Follow directions for changing the message on the answering
machine

— Refer to instructions to assemble a ciabatta burger
— Use the car GPS to get to an appointment


http://diskworld.wharton.upenn.edu/mortality/perl/CalcForm.html�

You would use a planner here,
but not a sidekick.




What are standard and tailored PSTs?

e Standard performance support delivers the same message
to all.

— Weather.com before the trip
— QGuidelines to determine the readiness of a document

— Directions for changing the answering machine message
— How-to assemble a ciabatta burger

e Tailored performance support knows you and delivers
guidance appropriate to your situation
— GPS tailored to your trip

— Advice on what you need to do to retire in style or to put the triplets
through college

— Alerts about a medication... allergies, interactions with other
meds...

— Notice that somebody with your astrological sign is in proximity



You would use tailored support here, not standard.
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Integration

Performance Support

Can we wash this
tricked out car?

STANDARD
SIDEETCE

STANDARD
PLANNER

What does a family need
if an earthquake hits?

How do | wash my car,
with Hypnotic
C-Note Y wheel rims?

TAILORED
SIDEETCE

TAIL.ORED
PLANNER

Is our emergency prep kit
properly stocked,
given where we live?

Tailoring

-




How to Make Sun Tea

H ow t'ﬂ' I In the lazy, hazy days of summer, when it's too hot and too much work to
boil water, this is a great way to make tea. You can actually steep tea

E I emen t using just the energy of the sun, but in order for the tea to steep properly
{and if you want to avoid food poisoning) follow these steps.

Quick and easy sh
Mote: The backgro

@ Steps

1. Open PSET.

Sun tea steeping on a &3
summer afternoon.

2. File-open the .
P [P Ingredients [edit]

o 4 cups of cold water
« 5 teabags or 5 teaspoons of tea leaves

@ Steps [edit]

1. Wash a clear container thoroughly with hot water and antibacterial soap. Sun tea steeps at an ideal
temperature for bacterial growth, so it's important to sanitize the container before you start.

2. Fill the container with 4 cups of cold water. Use the most purified water you can get your hands on.
3. Add 5 teabags or 5 teaspoons of tea leaves and cover the container securely.

3 salect tool-gi 4. Place the container in direct sunlight for at least two hours. Taste the tea periodically to see if it's ready.
5. Remove the tea bags or strain out the tea leaves.

6. Pour into glasses, mix with sugar (optional) and serve iced.

o il (IS Sy b i £, ke

|for examples, see wikihow or ehow]



Standard Sidekick

[fooducate]

ui. ATAT 3G 10:02 ol
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Cranberry Almond Crunch
Cereal, Whole Grain

= 200

Z @9 © @ ®

share like don't like thdbsle

feedback please

Tailored Sidekick

& Planner
Chart Your Heart ¢

136 D‘Ii!‘l

Avg BPM

Heart Speed & Pace

Take heart zone training to a new level
and even build a zone-based workout
using songs or playlists in your iTunes
Music Library. Use Location Services
to chart your speed or ultra-low power
sensors for speed and cadence.

In workout, swipe left or right.
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The best doggie for you would be?

Pore Guides = Dogs > Decision Guides how is this unbiased?
DDQS TEAITS | GLOSSARY | EEEDBAC K

steps: 1 Traits 2 Settings 3 Tradeoffls 4 Fine Tune 5 Profile > RESULTS

You do not have to answer every item below, only those that you care about.

How deszirable are these traits to pou?

Guardw atch Dog B ating (deswablej
Don't ¥ant < 855 mMore =
Lo O oNONONONO
Average o COoO®OO0
Excellent O SRONSRSN S
U (desirable)
I Don't ¥ant < &S5 mMore =
Low Maintenance O SNONONONO)]
Moderate Maintenance O OO0 ®O
High Maintenance O SRONONONS

Compared to each other. how important iz each trait?
tip: click any trait for description

Mo
opinion <lgast (important) most=

Grooming o O C O OO0 ® O
Guard™ atch Dog Rating ) a8 e & 6 & &

3 steps to go




Dogs

can..

More Guides > Dogs > Decision Guides

* gave your results and come back later |, or
= email your results to yourself or a friend .

heow is this unbiased?
TRAITS | GLOSSARY | FEEDBACK

Your results are belowl After reviewing them, you

Like this guide?
tell your friends about
it!

Tailored

Planner

results fave el email pepults
sorted by | RaNE | & sort direction expand list to: | Sresuks | |
rank Dog Breed | — |
Bull Temie:
Low Guard™atch Dog Rating - Low Maintenance Grooming - FIND
1 Medium Size - MNeeds only an apartment - Dominance Level: TS O
Intermediate - Moderate Shedder - Terner Breed - Mired PET compare
Energy Type - Slow Leaming Rate - Low Obedience Level
more fraits
Cavalber King Chare: [
Low GuardMatch Dog Rating - Low Maintenance Grooming
2 Small Size - Meeds only an apartment - Dominance Leve GW
Submissive - Moderate Shedder - Toy Breed - Mixed En
Type - Fast Learning Rate - Fair Obedience Level Traits | Find this pst a
more iraits Bk
Greyhound B Size and Weight
Low Guard™Vateh Dog Rating - Low Maintenance Grunmingl Dog Size Large Greyhound
Large Size - Meeds a large dwelling w'yard - Dominance Maie Waight &7 Ib‘,"
3 Level: Intermediate - Moderate Shedder - Hound Breed blale Height IEI::
Mixed Energy Type - Fast Learming Rate - Low Obediend W_ v :
Level Eemale Haight W &in
more frats
[ Lifestyle Requirements
Adequate Living Space Large Dwelling with & Yard
Shedding of Coal Sheds A Little
Recommended Tamming On Occason
Grpoming Low Maintenance
Recommanded Grogming 7 times per week
Hynoallsigemc Mo
F 1 8 5 Indoor Aty Inactive
rom Caily Onddoor Exaecise 45 minutes
Pursbred Puppy Price $350.00
b reed S Monthly Food Cost $30 per manth
o Appearance
to just a few. shor
Personality
Obedwnce Lev| Low
Leaming Rate Fast
Domnance Level Intarmediate
Eneray Type Mixed
Guand™alch Dog Raling ~ Low




Net. Net.
This IS a move
towards infusion
of Information,
guidance and support
INto the context that matters.



Wine story: from the classroom to PS

Wine.Know Course

sdaTheunton st WIBGeRNOW or tha modsrn wine novics

Through the Grapevine

Primary Fermentation: Crushing

‘Crushing squoezes tho grapes in ordor to acauir th juice. For rod wines, tho grape
ki White

wines may bo sont 0 tho pross wihout do-stemming o crushing

The Fronch method of stomping on gages s known as pigeage.
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Do you like the

-all Carrier =

. Type in the name of a

food (any food) and we'll
try to pair it with a

of tobacco? wine. Give it a try.

h

A little

Personalize

a

Quite a bit

b ——

Not at all eggplant parmesan I-Search

eggplant parmesan

eggplant

eggplant caprese

eggplant rollatine

eggplant with roasted tomatoes
eggplant parmesan cheese

eggplant salads and appetizers

eggplant curry

. N ™~
]

Qe o £

.l Carrier =

Findararing  Food Pairing

( Nero d'Avola - 100%
§ Thiz is-an excellent pairing.

Pinot Noir - 71% ; :

\ Thizs would likely be a very good pairing.

Grenache - 66%

\ This is-an interesting, if unusual, pairing. :

R B8 SRR o SRR

b oa 58

Merlot - 64%

Roussanne - 599%

This is-an interesting, if unusual, pairing.

f B %

Food Pairing Globe Personalize My Wines Settings

Food Pairing Globe Personalize My Wines Setti

O




PRODUCER RIBERY WINERY
| § TYPE FINOT NOIR
i | YEAR 1965

ol .

PAIRING

RECOMMEDATIOMNS
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What will we do today?

What is performance support?

When would you use it?

What are the kinds of performance support?
What is possible with mobile support?

Wine, roses and you?



WHAT IS

POSSIBLE
WHEN WE GO

MOBILE







bl carrier 9:41 AM

2 Whew! It's hot!

=

’:f,!" ll—%‘_“' Tap hereto manage roses when it's hot

My Reminders (2)
How Do |...7

Help!

—

-l carrier ==

How to Fertilize a Rose

Read the label for your roses.
The label may indicate certain
fertilization procedures that are
specific to your rose bush.

) Apply a fertilizer that is high in
nitrogen for the first feeding.
This should generally be done
in April, after the last winter
freeze.







2:41 AM

xYz Gardening Store

Weekly Spotlight: Miniature Roses

# This rose type is hardy, flowers
confinuowsly and is perect for containesr
ross gardening

B Selling roses

17 Minlature roges ars an salo this woeak; hera
are some helpful fips on answerning your
Categary: Roses

ags. sales fps romes

B On Sale This Week

14 These are the &zms that wil go on sale fram
the 16th of Junz until 23rd of Juna.
Categary: Sale
Tags: salemy

sl carrie = 9:471 AM

XYZ Garci Y Page

5o this customer can Quick Tlps

with her roses I've ne Gardening

[question] Encyclopedia

Really good website Suppgrt Com muni‘t}r

What books/resources should |
recommend to a newbie green thumb?

m [question]  not answersd yet

What flowers would you recommend 1o
a customer who doesn’t have much...

BT icueston) answered

Dealing with rude customers

[discission]

Modified look
from WPTouch,
a plugin for
WordPress




What will we do today?

What is performance support?

When would you use it?

What are the kinds of performance support?
What is possible with mobile support?

Wine, roses



HOW MIGHT

YOU

USE THESE
CONCEPTS?




Planners & sidekicks in YOUR life

Standard Tailored

p §

Planner

Sidekick



Dr. Allison Rossett, long time professor of Professor of Educational Technology at
San Diego State University, is in the Training magazine Hall of Fume, CLO Advisory
Board, and Elearning Guild’s Board too. Rossett has authored six books, including a
brand new edition of her classic, First Things Fast: a handbook for performance
analysis. Allison writes about and consults on learning, technology and results.

Email. On Twitter: @arossett

John J. Park is a Learning Specialist at Qualcomm’s Learning Technology Center and
former IT Manager at ACI Specialty Benefits Corporation. He is a recent graduate of
San Diego State University’s Educational Technology (EDTEC) Master’s program where
he was selected by the faculty as EDTEC's Outstanding Student for 2009/10.



mailto:arossett@cox.net�
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JOB AIDS &
PERFORMANCE

SUPPORT
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KNUWLEDGE E?ERYWHERE
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ALLISON ROSSETT

& LISA SCHAFER
{ b
R —
http://www.colletandschafer.com/perfsupp/index.html



http://www.colletandschafer.com/perfsupp/tool.html�
http://www.colletandschafer.com/perfsupp/index.html�

Closing materials

MOTILL Project (Mobile Technologies in Lifelong Learning: best practices)
http://motill.eu/

New technologies, new pedagogies: Mobile learning in higher education
http://ro.uow.edu.au/newtech/

Encyclopedia of Educational Technology, online, sponsored by SDSU
EDTEC http://www.etc.edu.cn/eet/eet/

7 Things You Should Know About Mobile Apps for Learning
http://www.educause.edu/Resources/7ThingsYouShouldknowAboutMo
bil/204763

Performance support for performance support
http://www.colletandschafer.com/perfsupp/tool.html

Mobile Learning: Obstacles and Solutions
http://www.learningsolutionsmag.com/articles/473/



http://motill.eu/�
http://ro.uow.edu.au/newtech/�
http://ro.uow.edu.au/newtech/�
http://www.etc.edu.cn/eet/eet/�
http://www.educause.edu/Resources/7ThingsYouShouldKnowAboutMobil/204763�
http://www.educause.edu/Resources/7ThingsYouShouldKnowAboutMobil/204763�
http://www.educause.edu/Resources/7ThingsYouShouldKnowAboutMobil/204763�
http://www.colletandschafer.com/perfsupp/tool.html�
http://www.colletandschafer.com/perfsupp/tool.html�
http://www.learningsolutionsmag.com/articles/473/�
http://www.learningsolutionsmag.com/articles/473/�
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welcoming the video shoot at their
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