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TARGETED TRAINING

Employers partner with higher education providers to customize training.

MORE AND MORE COMPANIES TODAY ARE
becoming invisible, with fewer face-to-face
interactions between company representa-
tives and customers and more via rg'lg‘phum_-,

“We no longer have offices where cus-

tomers can pay bills or lodge a complaint,”

says She |L‘_\' Olson, manager of education
and performance support for customer serv-
wes at We Energies, which provides electric-
ity and natural gas to customers in Wisconsin
and the Upper Peninsula of Michigan. “And
many people don't read our bill inserts. So we
have to make certain that every rouch we
have with our customers is a positive one.”

To enable customer service emplovees to
provide a hlgh level of service dc\pin' these
limitations, the company sought out cus-
tomized training on coaching for its cus-
TOMET SEFVICE SUPEFVISOrs.

.-\Lu\rdin;,' to MNelson Soler, director of
business development at the School of

Continuing Educarion at UW-Milwaukee,

the coac

"I.U'gu!t'd 1r.lir1ing“ 15 an im'rc'.t-.ing trend.
While many companies find thar the school’s customer
publicly oftered noneredit, credic and certifi-
cate programs meet their needs for employee prnﬁ'\'\iun;lf dey L‘]np-
ment, customized courses are available on just about any subject, from
project management to rubber technology to cybersecurity.

In the past, Soler says, companies would buy one of the school’s
public programs just as it was. Now, firms are picking and choosing,

climinating from a standard program what they don’t need and

requesting additions of whar they do need.

“They want to ensure that the final product is applicable, effective,
measurable and immediately usable,” he says. Primarily, this trend is
driven by economics. “Many companies can no longer afford to send
emplovees for a whole week ul'lr.:ining. 50 t]‘l('_\' are rn'rhinking the

rraining funcrion and what they want to accomplish.”

ICE SUPErvIsSors

By ( :_irn:_xn Kott Washburne

“We didnt think we could get results by
putting people through one day of coaching
training and expect presto changeo!” Olson
says. “So we decided to make a significant
investment, not just in training dollars bue
in the time put in by the participants,”

Under the guidance of trainer Laura V.
Page, participants worked on issues such as
building trust and ratcheting up their level
of listening 1o head off or resolve conflict,

Olson says participants found Page’s stvle

putting rogether an experience thar was very
little lecture bur lots of exercises, projects,
discussions and role |1|;1}'i11g." Olson recalls.
“These different ;1}7[1rn;1u]1c.k to |t.'.j|'['liﬂ§:
made it easier to be in the classroom for eighe
hours a day.”

The partcipants gave the traiming g:md
ratings, but even more important is measur-
ing its long-term impact, specifically how
much and how long do participants retain

what they learned. To assess those out-

comes, all participants filled out a discus-
si0n pl.mm‘r. to share with their boss and
supervisees, that covered whar they learned and what they planned
to implement.

“In order to make the expenditure of time and money valuable, we
have to do a lor of [hini_'\\ to oy o make it stick,” Olson says, “If
employees make a commitment to their boss and direct reports, there
are quite a few people who know what they're supposed to be doing.”

A H:]l:m'-up session is planned for September, when the participants
will review kev concepts, share whar did and did not work in their new
approaches, and problem-solve about handling difficult situations.

While the training could have been provided at We Energies, the
firm chose to hold it at the School of Continuing Education’s 100,000~

square-foot medern adulr education and conference facility in the
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to be very engaging. “She did a good job of

the school, which is through Seprember of this year, the company

n use the Plankinton faciliries for other training, if space permits.

“The facilities are excellent and the staff is easy to work with,” Olson

says. “We've been really happy with the relationship we've established,

and we'll look ['-:1\'nr,lh|}' on duing business with UM in the future.”

More recently, Fleetguard, a division of Cummins Inc. based in
Stoughron, also took advantage of the school’s custom-training, but
at its own facilities. l"|ct'r3;u.|rd dc:-'igrh and q.fn".tiu}‘h custom and
after-marker filtracion products, for diesel-powered fleets, small

engines and recreational vehicles.

It became clear that F]E'L‘lgu.le‘\ engIneers needed to upgr;ld.t'
their technical L\Lp‘nhili[ig\ for dus.i!_'ning parts for the firm’s p].l.‘.liL
injection molded products. “This need to upgrade was something
new for us, and we decided it would be valuable ro ger outside
hy]p," says Chris Holm, director of air fileravion and \[R-c'l.ﬂt}' prud-
uct engineering,

Fleetguard contracted with the School of Continuing Education
to I"‘Ti“t-'\ ina p]nﬁ;:&,\u]' from the University of Massachusetts, who
provided training to a group of 20 to 25 engineers and operations
staff. Economies were achieved by combining staff from Fleetguard's

“The training forced them to think about the
whole injection molding process, not just
their part in it.

-Chris Holm, dir. of air fileration &
speciality product engineering
Fleetguard

technical center in Stoughton, and company sites in Cookeville,
Tenn., and Quimper, France.

Holm says in addition to lecturing about the different aspects of
the [cciﬂlulng:‘y. the instructor showed numerous parts and other
samples to illustrate his lectures.

“He came with a suitcase full of parts, and we showed him our
paris — it was a real grck fest,” Holm |.1L|;;i1\. Jddi]‘l‘L‘, that this
“show-and-tell” stimulated the p.;rlicip\zmh to think of new ways o
design parts to meet specific customers’ needs.

“And the rraining forced them to think about the whole injection
mn]dini_- process, not just their part in it,” Holm adds. -'.]lht'_\.' mig]’n

not use some of the specific designs that were covered, but this was a

good addition to their general knowledge.”

Holm has measured the success of this training !1_\.‘ the varery of
product designs that have emerged since the completion of the course.

“We can already see that the cost of tooling has been lowered
because we understand part design better,” he says.

(‘.l.’ln]p"l,l'l.l{\ are also \\'urking ;uiml_\' to ensure that even puh“ci}'

offered continuing education programs are customized to represent
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At We Energies, the goal of the training was to instruct supervi-
sors in ways to help other employees more easily express ideas, give
feedback and make recommendations for improvement. This, in
wurn, would provide a model for how the employees would relate to
w}\ Eﬂt‘rgit‘ﬁ' Customers.

After a bidding process, UWM was selected to conducr the train-
ing, which involved five groups of 19 or 20 supervisors, each receiv-
ing three full days of training, spaced three weeks apart.
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Plankinton Building in downtown Milwaukee. We Energies does have
classrooms, but they can be difficult to schedule tor an entire day.

“1 was looking for space for 15 full-day sessions. To find them, |
would t‘t&”"r have had to scramble,” Olson says. “The Fact that
UWM could provide classrooms for us at no additional charge, other
than paying for the food, was a big plus.”

Olson says that creating a relationship with the school has hr(lughl
other benefits. l]uring the nme We l"_m:rg__!‘ics is under contract with
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the needs of their industries. For example, an Information Technology
Advisory Board, composed of representatives from leading Wisconsin
companies, helped the UWM School of Continuing Education
develop its Wireless Local Area Network Certificate program, and a
focus group of plastic injection molding professionals helped create
targeted training modules after it identified a critical need for skills
development among entry-level employees in the industry in the
Greater Milwaukee area. ©
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