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What is performance support?

“A helper in life and work, 
performance support is 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.

The most important word 
in this definition?
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Performance Support

• PS is job aids on steroids, taking advantage 
of technology to deliver smarts and 
guidance where and when needed.
– Mapquest online vs GPS.

• 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.



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

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

Am I ready for retirement? 
 What should I do to get even more ready? 

Tonight is a special dinner party. 
 What wine should I serve?

Roses are so gorgeous.

 Would they thrive at my house?

What is performance support?



 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 will we do today?



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?

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 small business owner, is trying to 
determine which version of an accounting 
software package to buy. He needs to 
compare features and costs in light of his 
needs.

3. Phil Mickelson is putting for eagle on the 
18th hole.

YES NO



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.
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What are planners and sidekicks? 

• 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 I 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? 
• Standard performance support delivers the same message 

to all.
– Weather.com before the trip
– Guidelines to determine the readiness of a document
– Directions for changing the answering machine message
– How-to assemble a ciabatta burger

• 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.



Can we wash this 
tricked out car?

What does a family need  
if an earthquake hits?

How do I wash my car, 
with Hypnotic 

C-Note Y wheel rims?

Is our emergency prep kit 
properly stocked, 

given where we live?



[for examples, see wikihow or ehow]

Standard 
Sidekick



Tailored Sidekick 
& Planner

Standard Sidekick

[fooducate] [digifit]



These tools 
present 

factors to 
rate and 

rank.

The best doggie for you would be?



From 185 
breeds 

to just a few.

Tailored
Planner



Net. Net.
This is a move 

towards infusion 
of information,

guidance and support
into the context that matters.

Wow,
what a concept!



Wine story: from the classroom to PS

F2F VC PST



Tailored Planner



Standard 
sidekick

Presenter
Presentation Notes
jjp
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How might you use these concepts?



Planners & sidekicks in YOUR life

Standard Tailored

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  Fame, 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: arossett@cox.net 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.
Email: johnjpark@qualcomm.com
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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/�
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