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Note: Answer all the Questions
Section - A
1. Read the case and answer the questions below: (4+4=18)

You want your employees to become more effective and emotionally intelligent
communicators, savvier negotiators, more compassionate and effective deliverers of bad
news, better coaches, and more sophisticated cross-cultural communicators. So you offer
them interpersonal skills training. It’s a packaged solution that can pay great dividends for
your business. Right? Well, not so fast. Skills training is a huge industry, but also one with
an equally huge failure rate. Companies spend billions of dollars annually helping their
employees develop all sorts of interpersonal skills with questionable return on their
investment. And the big question is, why? Why does training seem like such an obvious
solution to a real problem when it doesn’t prove fruitful much of the time?

One answer is that training is often structured or run poorly, and that the people receiving
the training simply don’t care about learning. That certainly could be true, but I’d also like
to advance another reason: The care and attention we put into creating psychologically safe
settings for our trainees can paradoxically limit their abilities to transfer these new skills
into the real world. Think about it: In a safe training setting, people can freely experiment
with behavior, often without the pressure and negative stakes of a mistake or misstep. They
often receive immediate, supportive feedback and are applauded in their efforts to learn. In
“real world” settings, on the other hand, the atmosphere isn’t as forgiving. People don’t
necessarily have the same level of patience or forgiveness as they do in a training
environment. The stakes are also typically higher: In a training setting it’s about learning,
whereas in most performance settings, it’s about delivering results. In situations such as
these, individuals suddenly find themselves uncomfortable and anxious. In an attempt to
alleviate their stress, they forget what they learned in training and fall back on their
previously established habits in their comfort zone. In essence, they don’t know how to
adapt their comfort zone to react to the situation while also applying the new skills they
learned in training.

To help your employees benefit from training, without handicapping their ability to
succeed in real world settings, start by taking a careful inventory of your current training
programs. In many of our training programs, there is often a significant gap between the
rhetoric for what we hope to achieve and the reality of what we can possibly achieve given
what we provide employees during the training. Take the case of a layoff. Imagine your
goal is to provide training to help line managers execute a round of layoffs with dignity
and compassion. Would it be enough to hand them a script for what to say and then let
them go do it? Perhaps in some cases, but most likely not. The experience of performing a
layoff can be emotionally challenging, and without a realistic preview of these challenges
and opportunities to learn how to manage them, many managers will ultimately fail. In my
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work on cultural adaptation, I’ve found that people often underestimate the emotional
challenges they experience when they have to switch cultural behavior and act outside of
their cultural comfort zones. And as a result, they can struggle to adapt successfully.
Similarly, in my work on performing layoffs and delivering bad news, | have also found
people can be similarly naive about the power of in-the-moment emotional reactions, and
misreading these emotional challenges can similarly doom them to failure. To truly hone
the skills of your employees, you need to offer them opportunities to step out of their
comfort zones and learn to perform under pressure. It may add another layer to training
programs, but in the end, the payoff will be worth it.

(i) Discuss the difference between the real and simulated situations pertaining to
training. How two are varied in their approach?
(ii) Can training be given to deal with emotional challenges? Explain with an example.

Section- B

2. Describe one training course that you have taken? How it has helped you, outlining the
importance of training?

3 “The trainee’s groups are heterogeneous in every training situation and need different
pedagogical approach.” Do you agree?

4. “Training need not always require the employee to leave their job responsibilities in the
organization for the training period.” Do you agree?

Section-C

5. If you had to conduct a needs assessment for a new job at a new plant, describe the
methods you would use.
6. “Money spent on training is not expenditure but investment.” Discuss

2 0of2

()
()
()

(3)
(3)



