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1.1. 

1.2 

1.3 

2. 

2.1 

2.2 

2.3 

Introduction 

In terms of the Council’s Best Value Programme, the Training and Development Service, within the 
Personnel Services Division, was identified as an activity for review in year three of the Council’s 
rota. 

Reviews for Best Value purposes investigate: 

0 Whether or not a service meets its objectives; 
If its standards and costs are consistent with wider policy objectives and compare favourably or 
not with those of other authorities; 
The extent of customer satisfaction with the services received; 
If adequate management information exists to allow informed decisions to be made, and 
How a start can be made to tackling aspects of the service which could be improved 

- 
0 

0 

0 

All reviews are undertaken with a view to fulfilling the objectives of the Council’s Best Value 
submission to the Scottish Executive. The reviews are a means of improving the quality and 
effectiveness of Council services; informing the objectives of each service; improving the Council’s 
internal management; involving the customer in agreeing priorities; setting standards of service, and 
providing an impetus for the introduction of three year budgeting. 

Background 
0 

Training and Development comprises one of three corporate functions within the Personnel Services 
Division. 

The unit structure consists of 5 training posts and provides a Council-wide service, which includes 
centrally delivered training programmes, as well as tailoring courses to meet departmental 
requirements. The unit also manages the Council’s Skillseekers Programme, together with co- 
ordinating student and work experience placements. 

The terms of the review focused on Training and Development, as delivered by the Personnel 
Services Division. Notwithstanding this position, it was anticipated that, given the corporate role of 
the Division, the review would incorporate Council-wide indicators, particularly in relation to 
budgets. 

e 
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2.4 

2.5 

2.6 

3. 

3.1 

3.2 

3.3 

3.4. 

3.5 

4. 

4.1 

4.2 

4.3 

The Division has established a variable charging system for its services, which accommodates 
activity-based charges, as well as employee-based rates and hourly-based rates. 

The entire service as delivered by the Training and Development unit was subject to review. Five 
separate, rechargeable activities are established within the unit, namely:- 

0 Training course delivery 
Consultancy service 

0 Coporate activities 
External course bookings 

0 Hire of training room 

Composition of Review Team 

The review team comprised 5 officers from the Division, including representatives from the training 
and development and administrative support units, together with a client representative from the 
Planning and Environment Department. 

Scope of the Review 

The scope of the review was outlined in the Project Proposal submitted to the Policy and Resources 
Committee in June 2000, as follows:- 

(a) Cost-effectiveness of training budgets 
(b) Effectiveness of training delivery 
(c) Skillseekers Programme 

The Training and Development Unit provides a council-wide service, which individual departments 
can buy into, at their discretion, although the Skillseekers Programme is managed as a corporate 
programme, for which the Administration Department retains the licence for the Council. 

The departments of Education, Social Work, and Community Services have discrete training staff, 
and all departments within the Council have established, independent training budgets. 

The justification for selecting this activity was on the grounds that (a) it could be easily isolated as a 
self contained activity; (b) the activity had a number of indicators by which it could be measured and 
(c) that it could be more closely aligned to the requirements of client departments. 

An Improvement Action Plan has been formulated from the results of the review. 

Service Review Methodology 

A presentation on both the principles of Best Value and the review process for Training and 
Development was made to all staff within the Personnel Services Division. At a later stage in the 
process, a separate, more detailed briefing was given to staff on the EFQM Excellence Model. 

The principal aims of the Council’s organisational strategy, as set out in the Corporate Plan, of value 
for money, quality of service and customer orientation were identified as the key objectives to which 
the service priorities for training and development were linked. 

Within the criteria, as outlined in paragraph 3.1 above, the review group identified a range of 
potential issues to explore in terms of measuring the performance of the service. 
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4.4 

4.4.1 

4.5 

4.5.1 

4.5.2 

4.5.3 

Cost Effectiveness of Training Budgets: 

0 

0 Expenditure on external training 
Level of training budget within the Council 

Effectiveness of Training Delivery 

0 Number of training days 
0 Number of employees trained 
0 Number of cancellations 

Communications 
0 FeedbacMevaluation 

Skillseekers Programme 

0 Effectiveness of Budget 
0 

0 

0 Drop out rate 
0 Comments and feedback 

Level of interest in programme 
Number of trainees appointed to jobs 

Overview of Current Service 

An overview of the current operation of the service was undertaken, utilising existing management 
information systems. The analysis incorporated a review of (a) the processes contained within the 
activities, outlined in paragraph 2.5 above; (b) the results from interrogation of the time recording 
and costing systems in relation to available training hours and the allocation of this time to each of 
the defined activities, and (c) the breakdown of training statistics in relation to the volume and scope 
of training delivery. 

Benchmarking 

As part of this process, the review group had regard to two independent benchmarking groups in 
which the Division was involved. 

The Division participates in the ABC Partnership, established for benchmarking purposes within 
the Best Value framework, with the following eight other participating Councils:- 

Clackmannanshire Council 
East Renfrewshire Council 
Scottish Borders Council 
Perth & Kinross Council 
Stirling Council 
Inverclyde Council 
East Lothian Council 
Midlothian Council 

An Employee Development Sub-Group was established in August 1999 to design and develop a 
database of information for comparative purposes about training being undertaken in the represented 
Councils. 
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4.5.4 

4.5.5 

4.5.6 

4.5.7 

4.5.8 

4.6 

4.6.1 

4.6.2 

The purpose of the benchmarking exercise was to identify the development activities undertaken in 
each Council and to attach some element of costs to those activities. The group focused on inputs, 
at this stage, rather than outputs. The timescale over which data was collated was April 1998 - 
March 1999. 

The indicators of particular interest to the Review Group were: 

0 

Total training budgets committedspent 
0 

Total amount committed to Employee Development 
Budget committedspent as % of the Council’s total wage bill 

Total budget committedspent per employee 

The MCG Consulting Group, a private consulting organisation, was engaged, through the Society 
of Directors of Personnel Scotland, to carry out an analysis of personnel activities and costs across 
22 Scottish Councils. The analysis was undertaken across the three functional areas of personnel, 
health and safety and employee development. 

In addition to the local authority base for benchmarking purposes, MCG also provided comparison 
with practice in the private sector which comprised a large group of organisations representing 
businesses with an employee base ranging from 1,000 to 70,000, as well as other public sector 
organisations. The list of comparator organisations was included in the final report which was 
received in January, 2001. 

The report incorporated results on HR staff numbers and cost, recruitment costs, training budgets, 
as well as organisational health indicators such as grievances, staff turnover, industrial tribunal 
cases and reported accidents. For the purposes of the review, however, only indicators on total 
staff training costs and total training budget per employee were considered relevant to inform the 
review. 

Customer/Staff Consultation 

The review group considered the customer base for the service and issued questionnaires to the 
following groups of stakeholders, to ascertain their perceptions of the service and its impact on 
their service delivery: - 

0 

0 Directors 
0 Departmental Training Co-ordinators 
0 Personnel Services Staff 
0 Skillseekers’ Supervisors 
0 Skillseekers 

Managers, randomly selected, across all Council Departments 

In addition, an independent telephone survey was conducted of a random sample of participants 
attending centrally run training courses, in the period January - March 2000. The survey was 
conducted, independently, by an officer from the department of Planning and Environment. The 
consultation exercise with Skillseekers took the form of a focus group, to afford the opportunity for 
their active participation in the review of the Skillseekers programme. 

MCG also undertook a series of face to face interviews with three client departments, namely 
Education, Housing and Property Services and Community Services. 
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4.7 People Skills Scoreboard Survey 2000 

4.7.1 The Council participated in the Peoples Skills Scoreboard Survey 2000, organised through Cosla on 
behalf of the Local Government National Training Organisation (LGNTO). A total of 206 
authorities responded to the survey, equivalent to 39.7% of local authorities across the UK 
(excluding police authorities) and covering 52.3% of 1.95 million local government employees. The 
data also excluded teachers and lecturers. 
The Scoreboard provides information on training and development, which authorities can use for 
competitive benchmarking purposes and target setting. The key local government indicators were: 

4.7.2 

(a) 
(b) Member development; 
(c) Best Value learning events; 
(d) 

Type of training and development; 

Value added by training and development. 

4.8 European Foundation for Quality Management (EFQM) 

4.8.1 The results from the customerhtaff consultations together with areas for improvement, based on 
client department feedback, were considered against four selected criteria within the EFQM model, 
namely policy, processes, people management and customer results, to structure strengths and areas 
for improvement and facilitate the formulation of the final Action Plan. The exercise was conducted 
by an Independent Assessor and involved Personnel Services Training and Development staff, 
together with representatives from the administrative support unit within Personnel Services. 

4.9 Independent Appraisal 

4.9.1 A presentation of the review, at an interim stage, was delivered to the Best Value Officer Working 
Group, as part of a “peer review”, in September 2000. As well as noting the progress of the review 
there was an opportunity for the group to offer support and share experiences. 

5. Findings 

5.1 Overview of Current Service 

5.1.1 Key findings were: 

Less than 10% of available training staff time was spent on direct training delivery 

0 High proportion of programmed courses were cancelled. 

0 High percentage of time recorded against corporate activities. 

Inconsistencies in method of recording activities. 

Insufficient flexibility in Skillseekers Programme to accommodate individual learning potential. 

0 Existing Skillseekers budget not being used to maximum effect. 

5.1.2 The review team noted that the section has sustained both long term absence of one member of 
staff, as well as staff turnover in the period under review. This contributed, in part, to the low 
percentage of time recorded for direct training delivery. 
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5.1.3 The findings in relation to the levels of training delivery and course cancellations were considered 
in conjunction with the customer consultation exercise, the results from which are outlined in 
section 7 of the report. 

5.1.4 Training activities require to be more accurately defined and uniformly recorded. 

5.1.5 Time recording and costing systems require to be reviewed to more accurately reflect discrete 
activities and recharge basis. 

5.1.6 The Skillseekers Programme should be amended to introduce the SVQ Level I1 qualification, 
enabling income to be generated annually and extending the training opportunities for participants. 

5.1.7 Consideration has been given to the above findings in the Improvement Action Plan, which is 
attached as Appendix 1 to the report. 

5.2 Benchmarking 

5 -2.1 The results from the ABC Benchmarking Group are set out in graph form, as follows: 
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5.2.2 Whilst recognising the disparate structures and funding arrangements across the represented 
Councils, of particular significance in the results are: 

(a) The amount spent on training by the Council as a percentage of the total wage bill, 0.46%, is 
the lowest figure of all Councils; 

(b) The committed budget for the Council was under-utilised by 24%.  The figures for year 
1999/2000 show an under-utilisation of 20%. 

(c) The amount committed/spent per employee by the Council is, E68.48, the lowest figure 
among the participating Councils. 

5.3 MCG comparison with private sector organisations reported the average training budget per 
employee was f680. 

5.4 MCG results reported the median total training salary cost per employee, among all Scottish 
Councils, as 231, and among the private sector as f113. North Lanarkshire Council's cost per 
employee is E34. 
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5.5 

5.6 

6. 

6.1 

6.2 

6.3 

7. 

7.1 

Information was obtained from 15 external training providers to compare daily training rates, for a 
range of courses presently delivered in-house by the Training and Development Unit. Rates 
ranged from 5245 per day to &1,000 per day. The in-house rate is &840 per day, based on current 
recharge rates, which the review team identified as an area justifying review, to test the 
applicability of the current methodology. 

Based on this information, an options appraisal of current methods of delivery should be 
undertaken to ensure a cost-effective training service, commensurate with the most efficient use of 
existing staff resources. 

People Skills Scoreboard Survey 2000 

Key findings were: 

Areas of spend on training by the Council were typical of the sample group (206 Authorities). 
These were - professional qualifications, SVQs, Management Development, Continuous 
Professional Development, Generic and other training. 

16% of decentralised training budgets is spent on management development. This equates to 
approximately 5128,000, based on information supplied by the Finance Department. 

53 % of decentralised training budgets is spent on continuous professional development and 
generic training, e.g. I.T., customer care, equal opportunities, equivalent to 5425,000, based 
on information supplied by the Finance Department. 

It is evident from the results that the areas of spend within the Council are consistent with other 
authorities. However, the Council has no mechanism in place for the co-ordination or overview of 
that expenditure, approximately &650,000, to ensure its maximum effectiveness. This is all the 
more critical against a background of (a) the Council’s low level of spend, by comparison, on 
training and (b) where some areas of training, e.g. management development, have already been 
identified, at a corporate level, as a priority. There is a requirement to harness both the efforts and 
the funding on providing common areas of training to ensure the Council receives value for the 
money that it has committed. 

A report will be submitted in due course to the Corporate Management Team on proposals to target 
training expenditure to Council priorities. 

Customer Consultation 

Key findings were: 

Significant numbers of Managers were unaware of the range of services offered by the section; 

A significant number, albeit a minority overall, recorded dissatisfaction with the range 
provided and quantity of training offered; 

Cancellation of courses was a cause for concern; 

More advanced level courses required; 

The range of training provision should be extended to accommodate differing needs; 

More I T training required; 
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7.2 

7.3  

7.4 

8. 

8.1 

8.2 

9. 

9.1 

9.2 

10. 

10.1 

The findings suggest that there is a gap between the needs of individual departments and the 
service provided by the Section, on several counts. This appears to be supported by the statistical 
analysis referred to earlier in paragraph 5.1.3. 

There is a requirement to establish closer links with departments to ensure that objectives of the 
Section are consistent with client needs in terms of timescales, costs and method of training 
delivery. 

Consideration has been given to the above findings in the Improvement Action Plan, which is 
attached at Appendix 1 to the report. 

Personnel Services Staff Consultation 

Suggestions for improvement arising from the staff consultation exercise, together with the results 
from the EFQM exercise, have been taken into account in the formulation of the action plan. 

Key areas of concern were 

Lack of training resources. 

Conclusions 

The Improvement Action Plan has been formulated to incorporate the Division’s response to the 
key findings from the Best Value Review. These actions are considered necessary to demonstrate 
the Division’s commitment to continuous improvement, having regard to economy, efficiency and 
effectiveness, and to align the service more closely to Council objectives. 

The Division will continue to monitor progress on the Action Plan and report developments to the 
Personnel Services Committee. 

Recommendations 

It is recommended that - 

(a) the contents of the Improvement Action Plan resulting from the Best Value Review of Training 
and Development be approved, as follows: 

Improve marketing and publicity on service; 

Greater use should be made of the Intranet. 

Communication processes within the Division and with client departments. 

Introduce Council Training and Development Policy 
Establish Training Forum with Departments 
Restructure Skillseekers Programme 
Introduce Training and Development Software to Support Personal Development of Individual 
Employees by Client Departments 
Use of Intranet for Marketing 
Purchase of Additional Training Materials 
Introduce Training Procedures for Corporate Service Training Staff 
Extend staff development programme 
Introduce Service Statement 
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0 

0 

0 

Improve time recording and service costing system 
Redefine current and introduce new performance indicators and service standards 
Investigate options for provision of training delivery. 

(b) the Committee otherwise notes the terms of the report. 

Head of Personnel Services 
Members seeking further information on the contents of this report are asked to contact Iris Wylie, Head of 
Personnel Services on extension 221 5. 

225 



Appendix I 

Service Review - Improvement Action Plan - Personnel Services Division - Training and Development 

Description of the Planned 
Improvement 

-~ 

1. Introduce Council 
Training and 
Development Policy 

2. Establish Training 
Forum with 
Departments 

Why has this 
improvement been 
chosen and which 
Performance 
Management and 
Planning (PMP)* 
criteria does it relate 
to? 

To support continuous 
improvement and 
respond to needs of 
stakeholders. 
PMP Nos. 5,6,7 & 9 

To support continuous 
improvement 
PMP Nos. 1,2, 5,6, 7, 
9, 10, 

~~ 

What is this improvelr 
intended to achieve? T 
should be both specific 
measurable ? 

To ensure a systematic 
strategic approach. 

To improve corporate 
communications. 
Awareness raising of si1 
and different training 
requirements within 
Departments. 
Encourage the sharing o 
resources. 

What are the key project milestones 
for this improvement? These should 
detail both relevant 
actions/timescales. 

Actions 

Consultation with 
DepartmentsLJnions. 
Committee approval. 
Implementation of 
Policy. 

~~ 

Initial meeting to set 
objectives, timescales 
and roles. 
Quarterly meetings, 
with set agenda. 

Timescale 

June 2001 

July 200 1 

March 200 1 

How will it be 
known the 
improvement has 
achieved what it 
was meant to? 

Standardised 
approach 
embedded within 
all Departments 

Well attended 
regular minuted 
meetings, 
allowing service 
to become more 
reactive to the 
needs of 
Departments. The 
Training Section 
will be able to 
offer a more 
rounded, 
equitable service 
to all 
Departments. 

In which of your 
plans (e.g. Service 
Plans) is this 
improvement detailed 

Service Plan 

Service Review 

* Performance Management and Planning Criteria (PMP) attached at Appendix 1A 



Description of the Planned 
Improvement 

3. Restructure 
Skillseekers 
Programme 

1. Introduce Training and 
Development Software 
to support Personal 
Development of 
individual employees 
by client departments 

Why has this 
improvement been 
chosen and which 
Performance 
Management and 
Planning (PMP) 
criteria does it relate 
to? 

Review of current 
programme identified 
deficiencies. 
Feedback from 
Customer/Staff 

PMP Nos. 1, 2, 3, 5,  6, 
7, 8,9,  10 

Surveys. 

Modernising 
Government Agenda. 
Provide training and 
development processes 
and systems to meet 
the needs of the 
Council. 
PMP Nos. 1, 2, 5, 6, 7, 
9 

What is this improvement 
intended to achieve? This 
should be both specific and 
measurable ? 

More effective delivery of 
the programme. 
More effective utilisation of 
the Skillseekers budget. 
Increase number of 
Skillseekers participating on 
the programme. 
Standardised approach with 
greater clarity. 
More effective insight for 
supervision of SVQ 
delivery. 

Provide Departments with 
pro-active training 
information. 

What are the key project milestones 
for this improvement? These should 
detail both relevant 
actions/timescales. 

Actions 

Committee Report. 

Advertise Skillseeker 
placements. 

Introduce 
Skillseekers 
Agreement 

Recruitment and 
induction of 
Skillseekers. 

Develop guidelines 
for Supervisors 

Option appraisal of 
software and systems 
available. 
Implementation of 
software. 

Timescale 

Apr 2001 

Apr 200 1 

June 2001 

July 2001 

August 2001 

December 
200 1 

April 2002 

How will it be 
known the 
improvement has 
achieved what it 
was meant to? 

Committee 
approval. 
Skillseekers 
effectively 
achieving SVQ 
Level 2 within 1 
year. SVQ Level 
3 within 2 years 
and with output 
funding being 
secured, 
Customer/Staff 
Survey analysis. 

Interrogation of 
training data. 
Provision of 
training 
information to 
departments. 

In which of your 
plans {e.g. Service 
Plans} is this 
improvement detailed 

Service Review 

Service Review 



Description of the Planned 
Improvement 

Access to all 5. Use of Intranet for 
Marketing 

Service Review 

6. Purchase of Additional 
Training Materials 

7. Introduce Training 
Procedures for 
Corporate Service 
Training Staff 

Why has this 
improvement been 
chosen and which 
Performance 
Management and 
Planning (PMP) 
criteria does it relate 
to? 

Extend accessibility of 
services. Improve 
marketing and 
awareness of range of 
services. 
PMP Nos. 1 ,2 ,4 ,  5, 9, 
10 

To support continuous 
improvement. 
Customer/Staff Survey 
Analysis. 
PMP Nos. 1, 2, 3, 9 

Continuous 
improvement. 
Feedback from staff 
survey. 
PMP Nos. 5, 9 

What is this improvement 
intended to achieve? This 
should be both specific and 
measurable ? 

Increase awareness of what 
Training Service can offer. 
Improve lines of 
communication. 
Increase demand for training 
and development. 

Improve the range and depth 
of training offered. 
Support staff development. 

A standardised approach to 
all training procedures for 
training staff. 

What are  the key project milestones 
for this improvement? These should 
detail both relevant 
actions/timescales. 

Actions Timescale 

Place the Training 
Directory on the 
Intranet. 
Additional training 
information, such as 
NEBS, ECDL, etc. on 
intranet. 

Investigation of 
options. 
Purchase of 
materials. 

Production of 
structured procedural 
manual. 

August 200 1 

December 
2001 

March 2001 

March 2002 

How will it be 
known the 
improvement has 
achieved what it 
was meant to? 

In which of your 
plans {e.g. Service 
Plans} is this 
improvement detailed 

Increased range of 
training solutions 
being offered. 
Customer/Staff 
Survey analysis. 

Implementation of 
Training and 
Administrative 
Procedures 
Manual. 
Further 
customer/staff 
survey analysis. 

Service Review 

Service Review 



Description of the Planned 
Improvement 

Why has this 
improvement been 
chosen and which 
Performance 
Management and 
Planning (PMP) 
criteria does it relate 
tn? 

What is this improvement 
intended to achieve? This 
should be both specific and 
measurable ? 

What are the key project milestones 
for this improvement? These should 
detail both relevant 
actions/timescales. 

How will it be 
known the 
improvement has 
achieved what it 
was meant to? 

In which of your 
plans {e.g. Service 
Plans} is this 
improvement detailed 

Actions Timescale 

8. Extend Personnel 
Services staff 
development 
programme. 

To make best use of 
our people. 
To actively support 
continuous 
improvement. 
PMP No. 1,2, 3,4, 5, 
6. 7. 9 

Demonstrate best practice. 
Enhance personal 
development. 
Align skills and knowledge 
to service requirements. 

Annual Training 
Needs Analysis. 
Cost and schedule 
development needs. 
Monitor results. 

Apr 2001 

Apr 2001 - 
Mar 2002 

Completion of 
TNA. 
Implementation of 
agreed action. 
Performance 
measurement. 

Service Review. 
Service Plan. 

Mar 2002 

To provide 
stakeholders with 
information about our 
service. 
Customer/Staff 
Surveys. 
PMP Nos. 1,2, 3,4, 6, 
7, 10 

Raise profile of Division. 
Outline levels of service to 
departments. 

Development of 
Service Statement. 

June 2001 Production of 
Service 
Statement. 

9. Introduce Service 
Statement 

Service Review. 
Service Plan. 

10 Improve Time 
Recording and service 
costing system. 

Modernising 
Government Agenda. 
Feedback from 
Review. 
PMP Nos. 5, 6,7,9, 10 

Improve management 
information. 
Establish accurate recharges 
to customers. 

Review current 
system. 
[mplement changes. 

Apr 2001 Implementation of 
revised system. 
Production of 
accurate 
information. 

Service Review 

11. Redefine current and 
introduce new 
performance indicators 
and service standards. 

Raise awareness of work 
undertaken. Set new 
standards and targets. 
Improve performance 

Apr 2001 
onwards 

Aug 2001 

Monitor and 
publish results. 
Sharing of 
information. 

Service Review Participation in inter- 
Council 
benchmarking group. 
[ntroduction of 
performance 
indicators. 

To actively support 
continuous 
improvement and 
inform customers of 
our performance. 
PMP Nos. 5,7,  8,9, 10 



Description of the Planned 
Improvement 

What is this improvement 
intended to achieve? This 
should be both specific and 
measurable ? 

12. Investigate options for 
provision of training 
delivery. 

What are the key project milestones 
for this improvement? These should 
detail both relevant 
actions/timescales. 

Why has this 
improvement been 
chosen and which 
Performance 
Management and 
Planning (PIMP) 
criteria does it relate 
to? 

Improve operational 
efficiency. Improve levels 
of service to customers. 
More efficient management 
of resources. 

Feedback from 
benchmarking analysis. 
PMPNos. 2,4, 5,6,7,  
9 

Options appraisal. 

I Actions 
Timescale 

Sept 2002 

How will it be 
known the 
improvement has 
achieved what it 
was meant to? 

Results of options 
appraisal. 

In which of your 
plans {e.g. Service 
Plans} is this 
improvement detailed 

Service Review and to 
be incorporated into 
Service Plan for 
forthcoming year. 
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Appendix 2 Questionnaire Response from Managers 
Response 36% 

I 

Aware of Sewiees Offered 
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1 80 

IQYes % 

;.No% 

10 No Response % 1 
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Questionnaire Responses from Managers Appendix 2 (cont'd) 

~- 

loo 1 

Used the Services Offered 

I 90 b 
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UNO % 
U No Response % 



With your knowledge and/or experience, please rate the following aspects of the Training Section services: Appendix 2 (cont'd) 

Communication of Information 

Dissatisfied %O 

Training and Development 

E3 Satisfied % 
Dissatisfied % 1 0 No Response % 



I
I

I
t

 



Questionnaire Response from Directors 
Response 33 % 
During the period 1999/2000, can you comment on your awareness and use of the services provided by the Training Section 
of Personnel Services. 

Appendix 3 
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HYes % 

0 No Response % 25 
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- _ _  _ _ _  
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WNo % 
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____ 

50 75 25 



Appendix 3 (cont'd) 
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FaYes % 

0 No Response % 

.NO% 

ayes % 
UNO % 
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With your knowledge and/or experience, please rate the following aspects of the 
Training Section services: 

Appendix 3 (cont'd) 

Communication of Information 

? - x _ _ _ _ _ _ _ ~ l l c - - ~ - i - ~  --_. -- - _ ~ _ _  - - ----- -_- - -__ i_l __ 

6GGeT- 
Dissatisfied 

100 

50 

n 

100 100 75 75 
0 0 0 0 

d. Promotion of trg a. Access to trg info b. Present'n of trg info c. Promotion of trg info " i  I servises 

0 1 25 I 25 __ )I3 No Response I 0 - 

e. Course Admin 

75 
25 
0 

!El Satisfied 
H Dissatisfied 
0 No Response 

Training and Development: 



Appendix 3 (cont'd) 

Corporate Training Staff 

" 1 0. Knowledge & skills I p. Helpfulness I q. Communication 1 r. Approachability 1 s. Response time I 



Questionnaire Response from Training Co-ordinators Appendix 4 

Response 70% 
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NO % 
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Questionnaire Response from Training Co-ordinators 
Appendix 4 (cont'd) 
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With your knowledge andlor experience, please rate the following aspects of the Training Section services: Appendix 4 (cont'd) 

150% 

100% 

50% 

0% 

Communication of Information 

0 Satisfied % 
II Dissatisfied % 

0 No Response I 

I l -  1 1. Dissatisfied % 1 10 No Response % 

Training and Development 

~~ 

85% 86% 100% 100% 86% 29% 14% 29% 29% 1 14% 15% 1 0% 1 0% 

1 14% 1 0% 1 0% 1 0% 1 0% 0% 0% 0% 0% 0% 71% 86% 71 % 71 % -1 __. -. ___--_ 

E Dissatisfied % 
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