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Note :

Note :

The maximum marks printed on the question paper
are applicable for the candidates registered with the
School of Open Learning. These marks will, however,
be scaled down proportionately in respect of the students
of regular colleges, at the time of posting of awards
for compilation of result.
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Answers may be written either in English or in Hindi;
but the same medium should be used throughout the
paper.
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1.

Companies that integrate the training function with
strategic objectives are more readily able to respond
to the rapidly changing technology and business conditions,
In this light discuss various approaches of training need
assessment. 15
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(a) Write a note on systems approach to training. 7

(b) Discuss the advantages and disadvantages of basic
need assessment techniques. 8
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“There are many faulty assumptions about the process
of evaluation that have kept trainers from
measuring the contributions of their efforts.” Is it true?
Elaborate. 15
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Compare and contrast various evaluation frameworks
available to assess successfulness of a training

‘programme. 15
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What do you understand by training transfer? Identify and

discuss the factors that can affect transfer of training.

Give examples. 15
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(@) Explain briefly the three stages of training i.e., pre-
training, training and post-training. 8
(b)) Write a note on computer based training
programihe. 7
(&) wfaem @ &7 N steiq gd-ufne, sfimeor &
IR-gfET F HAY § e s

(@WWWWWWWM
fafea

[P. T. O.



999253 (4)

4,

Write short notes on any fwo of the following : 74x2

(a) Programmed Instruction

(b)  Trainer’s skilis

(¢) Learning process
(d)  Experiential training methods.
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Read the case study carefully and answer the questions

given at the end -

Fred recently became a manager at a local hardware store
that employs six managers and 55 non-management
employees. As new larger chains .sﬁch as Home Depot
come to the area, the owner is Concerned about losing
many of his customers because he cannot compete on
the basis of price. The Inanagement team met and discussed
is strategic response. The team determined that the

hardware store would focus on particular items and make
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personalized service the cornerstone of its effort. Fred’s
responsibility was to train all non-management employees
in good customer relations skills; for that he was given
a budget of § 70,000. Over the past six months, Fred
has received a number of training brochures from outside

organizations.

One of the brochure boasted, “Three-day workshop,
$ 35,000. We will come in and train all your employees
{maximum of 50 per session) so that any customer who

comes to your store once will come again.”

Another said, “One day seminar on customer service

- skills. The best in the country. Only $ 8,000 (maximum
participants 70).”

A third said, “Customer satisfaction guaranteed on our
customer satisfaction training for sales clerks. Three day

workshop, § 25,000. Maximum participants 25 to allow for
individual help.”

Fred liked the third one because it provided personalized
training, He called the company to talk about its offering.
The consultant said that by keeping the number small, he
would be able to provide actual work simulatiox;s for each

of the trainees. He also indicated that he would tailor the
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simulations to reflect the hardware store. Fred noted they
would need two sessions and asked the-consultant if he
could take a few more session to accommodate the 55
employees. The consultant agreed. The training went ahead,
and the cost was under budget by $ 20.000.

Questions :
(1) Do you agree with Fred’s choice? Why? 5

(2) What else might Fred do before choosing a training
package? Describe your approach in detail. 5

{(3) If training went ahead as indicated, how successful

do you think it would be? 5
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