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ABSTRACT

This research study was done on the commission of evaluating training
and learning at the workplace based on knowledge transfer at Daimler
Trucks Plant Mannheim, Germany. The aim of the research study was to
find out if there was a difference between the content taught by trainers
and lessons learnt by participants of the so called PLS* Basic Trainings. In
addition, the research includes a brief investigation about the relevancy of
the content being trained as well as the usability of the PLS system after
the trainings.

The theoretical framework of Knowledge Management and Organizational
Learning here elaborated explores theories of learning in the workplace
and references their effects accordingly. The data collected consisted of
both ends of the knowledge transfer process, in this case including the
trainer’s point of view through an interview and the participants of the
trainings point of view through 26 responded questionnaires. The data
analysis was done using Excel spreadsheets with pie and bar graphs.

Ultimately, the research findings showed that employees are willing to
learn on their workplace to improve their individual qualifications and fos-
ter growth within the company. The results from this investigation re-
vealed that the PLS Basic Trainings are very satisfying both to the trainers
and participants. There is a very small difference in the lessons learnt and
the ones being taught. The content was acknowledged relevant because of
the direct links PLS provided to their workplace situations and lastly the
usability varied with the need. Furthermore, the data perceived in the re-
search study showed that the trainings are being well received and of high
ratings throughout. Based on the reported findings, the implications and
needs for further future researches are discussed.

*ProductionLearningSystem — is a software system that first of all serves as a guide for new workers,
allows workers to learn from one another and share knowledge. Furthermore, with the system the workers
can generate documents contributing to standardization, qualification and process of improvement.

Keywords Learning at workplace, KM & OL and PLS Basic Training.

Pages 56 and 71, Appendices 2 and 4.



CONTENTS

ABBREVIATIONS
1 INTRODUCTION ...ttt ettt sttt st e et saenreeneene e 1
1.1 Background information of the topics in the study .........ccccoevviieiiiie e, 1
1.2 The selection of the topic of the research study ...........c.ccooveieiineniiiee 4
1.3 The research questions of the StUdY ..........cccccveiiiiieiicie e 4
1.4 The objectives and aims of the research study .........c.cccoovviiieiiieninceee 5
1.5 The structure and overview Of the StUdY ..........ccceveeiieiicic e 6
1.6 Introduction of ProductionLearningSystem (PLS) in Daimler AG .................... 8
1.6. 1 WAHAE IS PLS? .ttt bbb 8
1.6.2 The objectives and benefits Of PLS ... 8
1.6.3 The PLS PhiloSOPNY ...ccvveiiiiiiiee e 9
2 THEORATICAL FRAMEWORK ......ccotiiiieieicie st 10
2.1 Knowledge Management (KIM) ..o 10
2.1.1 The current Situation of Knowlegde Management ............ccccocevvninnnne 10
2.1.2 The state of Art of Knowledge Management .............cccoceevveveiieinennnne 12
2.1.3 Factors influencing Knowledge management ...........ccocvveniiencnnnnns 14
2.2 Knowledge Transfer and the COMponents .........cccocevvevveviciesicce e 15
2.3 Organizational Learning (OL) ......cccuuriiieieiiiesieseseses e 18
2.4 Factors of success, barriers and risks of KM and OL..........cccoceiiviiiiiiinnnnnnns 20
2.4.1 FACIOrS OF SUCCESS ..cuvveuveiiieiiieieeieesieesie e siee e see st e e neesneesneeee e nneeneens 21
2.4.2 The focus on reducing the Darriers .........cccoceveiieie s 22
2.4.3 The risks of KM and OL iNitiatiVeS.........cccevovevirrierieie e seese e 23
2.5 The Config Company example and the relation to PLS ...........c.ccoooveiieieennn, 24
3 LEARNING OBJECTIVES AND THEORIES .......ccocoiiieerceeeee e 25
3.1 Learning THEOTIES ...cveiueiieiieiieiieiiieieee ettt sttt sneereas 25
3.1.1 Behavioral 1earning theory .........cccooiiiiiiien e 27
3.1.2 Cognitive learning theory ..........cccoveviiieiieie e 28
3.1.3 Social 1earning theOIY ........cccooiiiiiiiiiece e 30
3.2 Implementation of the theories oNn traiNiNgs ..........cccoccevveveiiese e 31
3.3 Challenges and constraints Of LEarning ..........ccoceeerererenieienene e 32
3.4 Trainings overview compared to 1earning .........ccccevvveiiievie s, 34
4 METHODOLOGY ...ooviiiiiiceceeee ettt sttt ettt saesresreene e 35
4.1 Quantitative Research Method.............ccoovve i 35
4.2 Qualitative Research Method ..........ccccoouviiiiieiiiiecice e 39
4.3 The Data ColleCtion PrOCESS .......ccveiiiieiieiieie e e 40
4.4 The Evaluation of the methods...........ccoeiiiiiiiiiie e 41
4.5 The iNterview deSCrIPLION .....ccoiiiiiiiiiieeie s 42
5 RESEARCH PROCESS. .......coiiiiiieiit ettt et 42
5.1 Short description of the PLS BasiC TraiNiNg..........cccoeevveresiienieene e e e 43
5.2 The addressed issues 0N the trainiNg ........cccccvveerierienie e 43
5.3 The approach of the reSearch ..o 44
5.4 The evaluation of the QUESTIONNAITES .........cccooeeiieiiiie e 45

5.4.1 The interpretation of the questions in the questionnaire ....................... 45



5.5 Example of PLS trainings in International Plants of Daimler Trucks .............. 47

5.6 The interview with one of the traiNers ... 50

6 THE EVALUATION AND ANALYSIS OF THE FINDINGS ........ccccocvvivivirinnnne. 55

6.1 The results of the reSEarch ... 55

6.1.1 Results from the QUESTIONNAITES.........ccoeiviiiiiiiiiieeeee e 56

6.1.2 Discussion and analysis of the resultS ..........cccccoveviiiieiic i 66

6.2 SWOT analysis of the fINdINGS .......cccoviiiiiii e 67

6.3 The Gap between Teaching and Learning...........ccoccvevvevveresieseeseseesee e 68

6.4 Taking IN FEedbacK ... 69

6.4.1 First feedback ... 70

6.4.2  Second fEEADACK ........ccooeiiieii e 70

7 CONCLUSIONS AND RECOMMENDATIONS.......ccooiiiiiieieieee e 71

7.1 Summary of the research StUdY ..o 71

7.2 Main pratical recommendations ...........ccccveveiieiieieiie e 71

7.2.1 Recommendations for the optimization of the trainings .............cc.c...... 72

7.2.2 Recommendations for the content check ...........cccoovvvvvieneniiiiiiinnns 73

7.2.3 Recommendations to increase the usability frequency.............cccovnene 74

7.2.4 Recommendations for future researches ...........cccccovvvevenenenienininnnens 75

7.3 LIMITALIONS ..ottt sttt et sre et et e s e sreeneenee e 76

7.4 FiINal thOUQNTS......oeoiiiiciic e 76

SOURGCES ...ttt ettt et e e beete e s e e s e et e st e tenreereareeneens 77

a)  Physical literature -BOOKS ........ccccviiiiiieiicie et 77

D) Journals and rePOrt PAPEIS.......ccueruirerierieriieeeee ettt 79

c) Online Sources and pdf fileS ........ccooveiieiiciiicc e 80
ACKNOWLEDGEMENTS

Appendix 1 Daimler AG Facts and Figures

Appendix 2 Further information on PLS with examples

Appendix 3 The PLS Basic Training Procedures

Appendix 4 The questionnaires answered by the participants of the training
* English and German Version

Appendix 5 The letter and questionnaires sent to the International Plants



ABBREVIATIONS

CIS
e.g./ex.
ERP
Etc.

IT

JES

JIT

KM
KMS
oD

OL

PLS
Quant & Qual
SAP
SMART

SWiI
SOP
SWOT

TAM
TCO
TLBO
TOS

Communication and Information Systems
Example

Enterprise Resource Planning

Et cetera

Information Technology

Job Element Sheet

Just In Time

Knowledge Management

Knowledge Management Systems
Organizational Development
Organizational Learning
ProductionLearningSystem

Quantitative and Qualitative research methods
Systems, Applications and Products
Specific Measurable Achievable Realistic
Timely

Standard Work Instruction

Start Of Production

Strengths Weaknesses Opportunities and
Threats

Technology Acceptance Model

Total Cost Ownership
Teaching-Learning Based Optimization
Truck Operating System



Case study of the evaluation and analysis of learning effects, using the PLS Basic
Training at Daimler as an example.

1 INTRODUCTION

In this chapter of the study, the introductions for the points covered on the
paper are discussed. The research study has as a focal point the evaluation
of the basic training conducted by the PLS about standardization, qualifi-
cation and know-how transfer. The entire study paper consists of four
main parts. The first part is made up of the introductions as well as the
definitions and benefits of PLS referenced directly to their descriptions.
This followed by the theoretical part of Knowledge Management and Or-
ganizational Learning, which is what PLS is all about. To finish up, this
part Learning Theories will be explored in relation to the knowledge trans-
fer and training. The second part is focused on the research methods used
to evaluate and analyze the gap between the teaching and learning with
specific examples. The third and last part finalizes the study with results
and the recommendations for the possible improvements and optimization
for the basic training. The fourth part, the conclusions with the summary
of the entire paper is shown.

1.1 Background information of the topics of the study

The research study is referenced to knowledge transfer processes and
learning at the workplace and to better explain these needs to understand
its definitions. With that being said, the first aspect of knowledge is that it
is at the center of learning (Mayer, 2008) and this aspects is becoming
very notorious to be implemented in the workplace. Considering that qual-
ification of staff is vital for the overall success of the organization. “The
availability of information is changing everything and it is creating the
greatest mass empowerment of all times” (Wheatley, 2004, 53). Meaning
that with the help of technology and internet the world of today is con-
stantly changing, and organizations have to learn how to be smart, quick,
agile, and responsive to these changes to be able to survive in the dynamic
business sphere. On the other hand, it is said that for knowledge to be
meaningful it needs to induce change, therefore making qualification of
the workers very important. However organizations need to ensure that
this qualification or knowledge delivered to the staff is being well received
and through the right channels. One may say that knowledge is not some-
thing that can be quantified and it is far more complex in that it is derived
out of human relationships and experiences and this becomes a worrying
challenge. And to overcome these Knowledge Management (KM) chal-
lenges organizations need to make available sufficient tools, as well as un-
derstandable information that can allows the appropriate staff to have ac-
cess and contribute towards productivity and profitability overall.

In the world of today, some see KM as a choice but in the far future this
will not be an alternative but a forced choice. Those that fail to understand
the importance of KM and qualification will encounter many challenges
and difficulties along the way and to overcome obstacles. Hence, as
(Young, 2010, 2) mentioned “having fear of change or innovation is not an
option and we have to learn to adapt to the new environment changes said.

1
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It is said that organizations in itself cannot learn. Only through individuals
who make up the body of this organization (the staff) can there be learning
and the gain qualification inducing improvements. Therefore organizations
need to qualify their staff at best to expect the best possible practices and
the organizational outcomes. According to (Dierkes, Antal, Child and
Nonaka, 2003) organizations should be aware of options to be able to
choose the best one for the optimization as he stated “if knowledge is an
essential resource for establishing competitive advantage, then manage-
ment obviously should attempt to identify, generate, deploy and develop
knowledge. Therefore managers need more knowledge about KM and how
it can be managed if it can at all”. This statement was made about a decade
ago, however until today we can see the impact and importance it is caus-
ing and how it looks for the future. Even though nowadays the internet is
an indispensable tool for organizations, intranet is preferred for security
reasons and due to the high levels of exposure of very important
knowledge such as their most valuable resources that other organizations
should not get access of. And as (Trompenaars and Hampden-Turner,
2004, 53) explained “The world wide web has created an environment that
is transparent, volatile, sensitive to the least disturbance, and choked with
rumors, misinformation, truths, and passions” one has to be very carefully
what he/she exposes.

Charles Darwin said “it is not the strongest species that survive, nor the
most intelligent ones but the most responsive to change” meaning that
adaption is the most important factor for one to survive in this dynamic
world. In business organizations there are needs to be able to resist and
adapt to constant changes and use the lessons learnt to improve the pro-
cesses. Other than that, there have been studies that mention that
“Knowledge cannot be stored in a database only information can” accord-
ing to the book of Goldsmith, Morgan and Ogg (2004, 24) and this is con-
sidered as a correct statement to some extent, because as mentioned before
organization do not learn but the people who make up the organization so
we can only transfer the information but the actual skills are more influ-
enced on the other end of the transfer. This identifies the process of com-
municating the information, the missing element is the communal aspect
and context of the knowledge, and adding to these variables creating a fo-
rum and environment for knowledge management.

To put focus on Knowledge Management Systems, these are defined as
support technology architecture that makes it possible to realize targeted
learning on demand in efficient time intervals. This architecture allows for
the input of expert knowledge from all relevant areas within a company, as
well as the inclusion of expertise from machine suppliers and facilities.
PLS has been used at the Daimler Truck Plants since 2004 in Mannheim-
Germany, and since then there have been implementations at other Inter-
national Plants and in various departments of the company. PLS conducts
employees training for the assembly line, machining, and maintenance
workers. Many existing problems in daily production routine are caused
by the lack of training and the inaccessibility of important information for
the workers to meet their deliveries. The PLS system can ensure that this
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happens by training the staff and encouraging them to use the system by
promoting standardization in general.

Carl Benz the inventor of gasoline powered automobile said “Learning
makes life easier* this has served as a motto for the Daimler Company ev-
er since. Therefore, qualifications are something that the Daimler Compa-
ny values tremendously using training and standardization as the tools this
overall success. For centuries now, scientists and philosophers have been
concerned about creating, acquiring, and communicating knowledge and
improving the re-utilization of this same knowledge. However it is not as
easy as technology itself only, we need to create some mechanisms to
manage them, and only in the past 15 to 20 years that the distinct field of
KM has emerged, according to William King (2009). It has not been long
since KM has been recognized as something that is of very much im-
portance for the business world, especially for the future with standard in-
formation and documents for the benefits for globalization. For that fact
that everyone eventually dies but the material things stay behind and we
need to consider that a lot of the firsthand experiences and important
know-how can die along. Therefore, we need to try to retain this infor-
mation and what better way to do so than to store it in a reliable and safe
system such as PLS. And just as the Care Services Improvement Partner-
ship — CSIP stated "We recognize that our most important asset is people
and their knowledge. We can understand KM as the cultivation of an envi-
ronment within which people are willing to share, learn and collaborate
together leading to improvement”. Now it is up to organizations to devel-
op multiple platforms of interaction where knowledge can be shared and
transferred at best through technology and most effective channels using
written materials and within cyberspace and face-to-face.

The PLS idea was firstly developed in the year of 2004. The software sys-
tem was founded to help keep know-how and to provide more efficiency
on the workplace in the various departments of the company. The PLS
Basic Training strengthens the attitudes, behaviors and values to the work,
and it also directly links the learnt factors to the required output of the
work. This basic training was firstly intended for instructions new-comers
in the company or workers changing from departments for the easy access
of standardized know-how and step-by-step procedures at all times. This
being done more often than ever there was a need for an evaluation of the
training both in the content and the difference in teaching and learning of
the participants. In this flow of knowledge many companies seek to struc-
ture this in other ways of trainings and intranet software to guide their
staff and to promote innovations. The most vital element of managing the
change associated with implementing any KM program is considered
training. Focusing on the user experience and providing ample real-life
scenarios can increase the effectiveness of the training said (Rosenberg,
2004, 243). There are various factors found to influence this knowledge
transfer and the possible gap, which this then influences in the overall
tasks of each and every worker accordingly. The way the knowledge is
handled and by whom is vital for the transfer process to occur effectively,
in a positive way so the learning on the job can sometimes also be danger-
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ous if not well conducted. As Queen Elizabeth 1l stated "It's all to do with
the training: you can do a lot if you're properly trained™ and if this is done
well then one can expect that the workers will generate positive outcomes
at their workplaces.

1.2 The selection of the topic of the research study

Change should be embraced, so checking and evaluating to make sure all
is up-to-date and that the content is still relevant is vital. Hence there was
a need for an evaluation of the PLS Basic Training, and therefore also the
analysis of the learning effects to check if there is a difference in the con-
tent being transferred. To later on recommend possible improvement pro-
cedures for the optimization for the trainings and to raise more awareness
on the topics of Knowledge Management Systems (KMS) and standard
qualifications.

This topic was raised recently by the PLS Team Leader which is one of
the two founders of PLS in the Mannheim Plant. After many years of
training being conducted to the different departments workers, it was rec-
ognized that now would be a good time to have a checkup of how things
are being done and if the participants of the trainings. If they are being
taught the necessary and sufficient know-how they need to work both di-
rectly in PLS and their normal daily activities in the workplace for an in-
creased efficiency. There have been already research studies done on the
usability and the acceptance of technology as whole but nothing done yet
precisely on the evaluation and analysis of their basic training. This study
is focused on training including topics of how it done, the purposes and to
find out if the goals are being reached effectively. In brief also analyzing
the influence the trainings have on the usability frequency of the partici-
pants comparing it with the satisfaction.

1.3 The Research questions of the study

The first part of the thesis title states ” Exploring Learning on the work-
place” and this is covered in the first and second chapter of the study paper
with KM and learning theories accordingly. The basic training evaluation
was to be done in a three way perspective: to find the difference in lessons
taught and being learnt to be the overall goal, and then to analyze the re-
sults from the questionnaire and use the theoretical framework to backup
the aspects covered in the paper. The evaluation study will be exploring
learning theories and KM throughout, and the general questions within the
study to be answered are as follows:

*Are the KM tools that PLS uses, being well accepted in the basic train-
ings?

*Which factors influence on the outcomes of these trainings and the learn-
ing effects as a whole in the different department in Daimler?
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*How is the content of the training reaching all of the necessary and useful
requirements to satisfy the participant’s needs for the best use of the sys-
tem?

*Are the main objectives to be reached by the trainers, compared to what
the participants acquire in the basic training matching?

*What is the frequency of the usability of PLS after the training and for
what content?

The above questions are answered later on (in the 6™ chapter) after the in-
vestigation of all the other topics related is done. The state of art and the
current situation will be concentrated on the KM theories and at the end
the results of the findings from the questionnaire will allow the research
questions to be answered and provide optimizations suggestions.

1.4  The objectives and the aims of the research study

This research paper has as main objective to evaluate the PLS Basic Train-
ings. Through questionnaires to the participants of the trainings and inter-
views with the trainers to check if there is a difference in teaching and
learning during the training. Complementary to that the usability frequen-
cy and the content being used in PLS by these participants of the trainings.
Hence to ensure full use of employees skills and potentials in order to help
organizations into reaching their goals, it is vital for leaders to take into
consideration qualification of their staff when running a business. In any
kind of business, human resources are the most powerful sources and with
qualification/training these resources can be better recognized and there-
fore utilized for the businesses best interests. Staff training is a very essen-
tial because it is seen as a path that management can recognize the staffs
abilities and place them where needed to best accomplish their objectives.
With trainings employees also become more professional, hence increase
in productivity and profits, so to find out what they learn compared to
what is thought is important because this will affect other aspects directly
linked. The rate of the productivity of each individual depends on the
awareness of the importance of these applications in the workplace. Mak-
ing it very important to evaluate training which is one of the goals of this
research study.

The main goals of the PLS Basic Training are standardization, qualifica-
tion, and knowledge transfer. From those goals the evaluation and analysis
are based on. Defining the factors impacting negatively or positively to the
basic training conducted by the PLS trainers. The evaluation and analysis
of the effects of the learning methods used and knowledge transfer as well
as the channels being used to deliver this knowledge. How the participants
receive the new KM tool and acceptance of the new technology to use
both time as well as other resources efficiently. The content of the basic
training is also under revision and their involvement with other concepts
they include such as the lego exercises. The study is based on both theoret-
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ical and desk research, qualitative as well as quantitative research methods
are used to reach the final goal.

The other related objectives are to find out if the training influences on the
usability of the PLS system on their workplaces later on. Arguing the how
effective the training are done in relation to qualification and standardiza-
tion, this then encouraging the participants of the trainings to use PLS to
help solve daily problems in their workstation and generate documents. To
find out also if the learning process and teaching are consistent and that
KMS and learning is effective. After the evaluation and analysis to be able
to provide the PLS team with recommendations for possible improve-
ments for the optimization of the PLS Basic Training overall.

1.5 The structure and the overview of the study

Learning in the workplace is something that has been done for many years
now, however now being done more than ever due to lack of enough qual-
ification prior to the work allocation. The diversity exposed allows us to
have different and broader views of things and this consequently making
the learning effect sometimes different from the objectives of the teach-
ers/trainers.

The four main parts can be described as follows: the introductions in the
first chapter and background as well as the existing theories. Followed by
the body of the paper which is the research part and then the two last past
are made up of the finding and final conclusions and recommendations. In
the first part there is a detailed literature on KM, learning theories and
qualifications described in the current situation and the state of art. With
the KMS, learning effects and standard qualifications through PLS to
transfer this knowledge. The main objectives and goals are also defined
here with the connections to the other parts of the paper, also define how
PLS is seen in reality compared to the assumptions.

In the second part the main body is concentrated on the research, the focus
is on the PLS basic Training case using the methodology of two research
methods. Qualitative and quantitative methods to evaluate the training
with the aid of two questionnaires (one for the participants of the trainings
and another for the trainers in International Plants where PLS is also im-
plemented). For a better understanding with up-to-date facts, and all the
procedures and the approach used to conduct the training are explained.

In the third part the findings of the research are revealed with the aid of a
SWOT analysis. Feedbacks are also briefly mentioned and how the two
feedback forms help with the evaluation of the trainings.

In the fourth part, the recommendations and conclusion are discussed.
Along the entire study paper, you will be able to find a connection directly
to the PLS Basic Training. The literature used is referenced at the end of
the paper, which supports and backs up the research study. In the appen-
dices part there is there are some facts in brief about the Daimler AG
Company on itself, and then some illustrations and examples of PLS for
your better understanding of PLS. The sample questionnaires sent out to
the participants and to the International Plants can be found here also.

6
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Below is the overview of the whole study paper divided into parts and
their relationships:

PART 1: Thesis topic introduc-
tions
Introduction and
Theoratical
Theory
-KM -Learning Qualification
-KMS -Learning Theo- | Basics
ries
Effects in Prod.
Obijectives
Precise Question & Goals of Learning
PART 2: PLS Basic Training
The Methodology Methodology — qualitative and quantitative
and the Research

-Questionnaire
-The approach and the evalua.

|

PART 3: -Results

The Findings -Analysis and comparisons
Evaluation

and Analysis

PART 4: -Recommendations
Conclusions -Conclusion and final thoughts

Appendices
-Daimler information, PLS more applications, letters and Questionnaires.

Figure 1 - The structure overview of the study paper.

7
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1.6 Introduction of the ProductionLearningSystem at Daimler AG

PLS is a software system that first of all serves as a guide for new em-
ployees, allowing them to learn from one another and shares knowledge.
Furthermore, with the system the employees can generate standard docu-
ments, have cyclechecks and suggest start-ups for their respective depart-
ments. The system has many advantages and benefits and these can be
seen below as well as the philosophy. The information below is taken
from the manuals and presentations of PLS for customers. This was elabo-
rated by the team members, therefore giving direct reference to them. This
information is all the time being updated and improved with the changes
happening.

1.6.1 What is PLS?

PLS stands for ProductionLearningSystem is a software system that ena-
bles a quality control and maintenance and future improvements in the en-
gines production plants. PLS is about acceptance of technology and sus-
tainability of knowledge. The objective of the system is to build an infra-
structure for the production department, which enables both a standardized
documentation of the work processes and a standardized training for the
employees by using the defined standards.

PLS has 7 Modules, which offer an entire concept of Qualification on
shopfloor. The Modules 1 to 4 consist of the standard documents
SWI/JES, which ensures the standardization, Module 5 to 6 - which en-
sures the standardized qualification process in production areas. The Mod-
ule 7 — concentrates on start-ups during the new production due to train-
ings by the machine manufacturers before the SOP (Start of Production).

1.6.2 The objectives and benefits of PLS:

1. PLS standardize SWI1 format throughout Daimler

2. PLS allows the generation of SWIs, JESs, photographs, attachments,
and any other helpful documents accessible to all employees electron-
ically

3. PLS makes it easy to work , simpler tasks, safest environment, and

most efficient as possible

To share knowledge between operators and generations

To be a tool for continuous improvement

Helps guide new employees and their integration into the job.

o ok

The benefits of PLS are:
e Less downtime for training employees at an early stage, Method:
Documentation of the training content and training of employees

before the SOP.
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e Selection and documentation of knowledge, which is useful for
developers, Method: Inclusion and production planner to deter-
mine the objectives and content of training.

e Ensure the availability of the method of knowledge: Standardiza-
tion of both project staff training and training documents.

¢ Quality control of operator‘s training
Method: Evaluation and approval of trainings according to fixed
criteria

e Delectability of operator‘s training for TCO relevant components
Method: Documentation of the training contents

1.6.3 The PLS Philosophy

The PLS has a Philosophy that consists of four parts. From the trainers
point of view, these are very important to know so that the whole concept
can be understood better. These points were firstly mentioned by the two
founders of PLS (2006) and later on more discussed and explored by the
team and here below are explained in detail:

Workers are Experts

Most of the expert’s knowledge is based on their experience. Hence there
can be no better expert for a work station than the experienced worker,
who executes this job every day. That is why in order to define the stand-
ard process in PLS, the best practice issues and the experience of the
worker are taken into consideration.

Trust

PLS was developed together with production staff and it supports the pro-
duction. The employees make the documentation of their personal know-
how and experiences in order to share them with their colleagues and to
learn from each other. Trust is essential for the willingness to share
knowledge. This trust has to be protected any time.

Flexibility

PLS offers a framework for a standardized implementation which is flexi-
ble enough and which may be easily adapted to different employees who
provide their knowledge. Sustainability and acceptance can only be
achieved if PLS is adapted to the costumer*s needs.

Holistic

PLS is not a single concept but a holistic approach, which supports activi-
ties concerning continuous improvement (e.g. Shopfloor Management,
Kaizens). It is synchronized with other projects (e.g. expert workshops,
benchmarks) with the objective of optimizing the resources and supporting
the principles of the production system.

PLS was considered to be a power train of production by the ISO-TS au-
dits. This is considered to be one of the best KM transfer. On the appen-
dices 1 and 2 there is the introduced of the Daimler Company as a whole,
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as well as more example of the PLS documents and functions with illustra-
tions.

2 THEORATICAL FRAMEWORK

In this chapter of the study, theories of Knowledge Management and Or-
ganizational Learning are elaborated. First there are definitions and the
state of art of the terms and then knowledge transfer is investigated in rela-
tion to the PLS Basic Training. Furthermore, the focus is put on Organiza-
tional Learning discussion, followed by the factors of success, barriers and
the ways to reduce risks. Lastly there is a referenced example of the com-
pany Config with explanations and the similitude to PLS.

2.1 Knowledge Management (KM)

Knowledge Management (KM) consists of tools and strategies being used
to identify and create best practices within organizations. KM is becoming
important now more than ever because of the regular changes occurring
and globalization. There have been many research studies done on this
subject of managing information to enable best practices as well as com-
prise experiences. The main objective of this is to ensure that knowledge
is saved and managed well so that it can become available at all times and
in an effective way to all. Another big subset of this subject is the
knowledge transfer, which is how this necessary information is passed
along the channels from the expert to the relevant staff, using the example
of the PLS Basic Training.

2.1.1 The current situation of Knowledge Management

Knowledge as itself is defined as cognitive expectancies, and observation
that have been meaningfully organized, accumulated through communica-
tion and for an intended purpose as personal beliefs. While management is
considered to be the act of getting people and the resources provided to
achieve the desired objectives. These two put together become much more
than just meaningful expectations and getting people together for a pur-
pose. With that being said, the combination of knowledge and manage-
ment is now more seen as a technology-based technique for making tacit
knowledge available more widely typically through individual and corpo-
rate databases which can be accessed through organizations intranet soft-
ware. KM comprises a range of strategies and practices that are used in an
organization to identify, create, represent, distribute, and enable adoption
of insights and experiences. KM is all about converting the available raw
data into understandable standard information that all relevant people in-
volved can understand it. And it was only in the past few years that the
world in general but specifically the business world has understood and
begun to recognize the importance of knowledge safe guarding and its
management as a renewable resource.
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Around two centuries ago, according to Thomas Carlyle (1881) “Man is a
tool using animal...Without tools he is nothing, with tools he is all” defin-
ing that man needs tools for survival. This is no different now because the
reality is being recognizing even more now, and because it is seen how
much one can be at their fullest with the tools provided by technology and
the knowledge of today. On the other hand, as the notorious saying states
“knowledge is power” one needs to be very careful of how he/she uses this
knowledge now available. Also considering that too much knowledge
cannot always be seen as beneficial, therefore handling this knowledge
carefully is vital. This is why in organizations privacy has become very
important, to protected their most valuable resources and documents so
that not anyone can have access of them.

The process of KM is considered to include the many processes such as:
planning, organizing, motivating, controlling of people and systems within
the organization to ensure that the knowledge-related assets are improved
and effectively employed for a determined final goal said (King William,
2009). Knowledge-related assets include knowledge stored in the form of
printed documents such as patents and manuals, or knowledge stored in
electronic repositories or systems such as “best-practices” databases as
PLS. Employees knowledge about the best way to do their jobs in the most
efficient manners and also the knowledge that is held confidentially by
some can be found in these storages. Knowledge that is embedded in the
organization’s products, processes and relationships can also be stored in
these systems safely. In the article of (Hubert and Stuart Dreyfus, 1986),
he argued that “why computers may never think like people” so even
though computers and tools of technology may be very correct and accu-
rate systems, humans have the ability to adapt to changes and react to it in
given circumstances different form computers. This serves as the most
important counterpoint of KM versus technology in our favor. It also
states that without the ability to make intelligent decisions according to the
dynamic environment that is exposed to and the incorporation of know-
how and know-what, computers can be no more than conduits of human
intelligence, devoid of context, distinctions, or true judgment. On the other
hand technology helps us to handle this acquired or new knowledge better
and easier, with storage and improvements.

As a complimentary part of KM there is Knowledge Management Systems
(KMS) which are applications of the organization’s computer-based
Communications and Information Systems (CIS) that support the various
KM processes. KMS are typically not technologically distinct from the
CIS, however more involved with databases, such as “lessons learned”
repositories, directories and networks, such those designed to put
employees in easy contact with the experts on the field to allow efficiency.
In this world of constant change, the organizations have to learn to be-
come smart, quick, agile and responsive towards this change in knowledge
and technology to be able to survive long into the future. To a great extent,
the successes or a failure that a person experiences in life depends on the
decisions that one makes both consciously and unconsciously. And what
makes the difference between a good or a bad decision logic. The more we
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know, the more we understand what we do not know, and that knowledge
increases, which causes the paradox that the more an organization knows
the more knowledge it demands which in turn leads to a less efficient daily
operations according to Schneider (1996, 7f).

However there are controversial sides to KM, some managers believe that
KM is dying and if not well maintained the whole concept can die. There
are arguments that back up their assumptions for example, Roan Yong
(2012), stated “The biggest problem with KM is it is too broadly defined.
Too many “KMers” step forward and offer their version of KM and as a
result, KM is pulled in different directions. To make matters worse, these
different versions add up and give the impression that KM is the super-
antidote that can solve every panacea in the vast world of management and
leadership”. He also continued saying that if everyone keeps on giving
their own definitions and not specify it as much as possible it can be very
difficult to overcome these expectations that are placed on KM as a whole.
Hence the results are not as we would like, then organizations tend to
move on to something else and forget all about KM. To keep ahead of the
competition and survive in the market organizations must encourage crea-
tivity and be innovative, by using KM to aid them through these processes.

2.1.2 The state of Art of Knowledge Management

KM is based on the premise that, just as human beings are unable to draw
on the full potential of their brains. Organizations are generally not able to
fully utilize the knowledge that they possess, that can avoid resources
wastage. Through KM organizations seek to acquire or create potentially
useful knowledge and to make it available to those who can use it at a time
and place that is most appropriate for them to achieve maximum effective
usage in order to positively influence organizational performance. For
knowledge in general to be meaningful it needs to induce change, so if
there is a lot of knowledge being passed down from experts to the workers
they should use this knowledge to change their approach to the work.

If all of these yet to be utilized or undiscovered resources the employees
possess could somehow be recognized with the aid and use of KM tools
combined, there is a great chance that the effects of KM can very well in-
fluence on the final results of the company’s performance. Organizational
Learning (OL) is complementary to KM as (Levitt and March, 1988, 319)
argues “as it encodes the inferences from history into routines that guide
behavior” which has to do with embedding what has been learnt into the
fabric of the organization. For a better understanding of KM and OL one
must first understand knowledge in general, and then the processes and
goals of KMS. One must know that knowledge in these terms is a vast
pool of what our brains can store and then reflect to situations at all times.
And learning is one of the ways we attain this knowledge/skills from the
wise or experts. KM has become an important concern for organizations
because they do not want the knowledge to be lost nor that there is a mis-
usage. This allows people to learn, improve and maintain the know-how
and efficiently use this knowledge for their overall benefit. There have
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been so many software systems created in the last 20 years, based on how
to improve or best use the given resources to best operate in specific de-
partments in companies. One of these software systems that is well known
is SAP which is an enterprise software to manage business operations and
customer relations such as ERP and SAP itself and many others accord-
ingly. SAP has had a very good reception in the market and it is consid-
ered to be one of the best in the field as well as reliable in general. Never-
theless, not many have been invented on qualification and learning meth-
ods and that is how the idea of PLS came about. That would focus more
on the standardization of this stored information as well as to make
knowledge available to everyone at all times in a safe system. This is be-
cause the experts are not always available nor do they explain things the
same may all the time.

Nowadays it is assumed that because of the internet search engines such as
Google or Wikipedia we can access all the information we need and want.
However what is not pondered upon for future occurrences is that behind
all of this technology based information, is that these are manmade and
nobody is perfect. So when reflecting about how to make sure that one day
we do not lose all this information we need to come up with plan B. In
cases of misusages and or loss of this information on the internet, nowa-
days intranet systems such as PLS which can safeguarding information are
the solution. Above all it should not be forgotten that to manage this in-
formation effectively specially the one that organizations consider to be
mostly valuable and needed.

Know-what is another term in KM that specifies what actions to take when
one is presented with a set of stimuli. Not only know-how is vital but
know-what is also the part of KM that can be considered sometimes with
much importance because firstly one has to know what they are dealing
with, and then to know how to manage or work with. For instance, a
salesperson who has been trained to know which product is best suited for
various situations has to have the know-what factor. How much of this
known information he can deliver to the potential customer to lead him to
a purchase, is the next level of knowledge the know-how. In this case we
can use the example of knowing how to decide on the best suitable re-
sponses to a certain stimulus according to the current situation. Such
knowledge is required when the simple programmable relationships be-
tween stimuli and responses, which are the essence of know-what
knowledge is inadequate. This might be the case for instance, when there
is considerable noise in symptomatic information so that the direct link be-
tween symptoms and a medical diagnosis is uncertain. Know-how type
knowledge permits a professional to determine which treatment or know-
what action is best, even in the presence of significant noise.

Lastly the highest level of knowledge which is know-why. With Know-
why factor an individual has a deep understanding of causal relationships,
interactive effects and the uncertainty levels associated with observed
stimuli or symptoms. This will usually involve an understanding of under-
lying theory and or a range of experiences that includes many instants of
anomalies, interaction effects, and exceptions to the norms and conven-
tional wisdom in general. Know-why is the level of knowledge when
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know-what and know-how are accomplished and there is a need for rea-
soning what one is doing and for what purposed with a defined goal.

2.1.3 Factors influencing Knowledge Management

KM and OL consists of many different factors influencing them, and these
put together and well managed can ensure that the knowledge is well re-
ceived and effectively transferred. Below are the different points that in-
fluence in these processes:

e Creation and acquisition of knowledge in a well-organized man-
ner that allows sustainability of this knowledge and that can allow
the learners to get as much as possible within a small period.

e Refinement of this information because not all the information
that we acquire might be relevant to the specific tasks, so one has
to be able to define exactly what is important and what is not so
relevant.

e The storage of the knowledge has to be safe and where the rele-
vant people can have good and easy access to it in the time need-
ed. PLS is a very good example of this because it is ready and
available as well as protected because access is given only to the
people who have had the training and with access provided.

e Transfer and sharing the knowledge are two very important and
difficult things to do, however one can make this easy by finding
out exactly who and what needs to be transferred or shared.

o Utilization of the knowledge at requested places first, and ensur-
ing that this is done effectively to avoid having to go back to redo
things which this then avoids wastage of resources.

e Checking the organizational performance regularly is good as
well as having clear communication channels to allow improve-
ments is advisable. Once one has done the training it is good to
check how this has caused a change in behavior and how this has
been maintained.

The knowledge can be embedded in organizational routines, procedures
and structures, which this same knowledge assets are bundled in order to
contribute directly or indirectly to the creation of value of this knowledge
and therefore allow learning within one another. On a Delphi study with
Chief Knowledge officer (King William, 2009) raised many concerning
issues in KM and put focus on the ones below:

- How to use KM to provide strategic advantage

- How to obtain top management support for KM

- How to maintain the currency of organizational knowledge

- How to motivate individuals to contribute their knowledge to a KMS

- How to identify the organizational knowledge that should be captured in
KM systems.

There were more issues raised however not so much involved in what this
study focuses on (so if you are interested in reading more about this please
check in the references list). These were raised to come up with solutions
for the issues mentioned, there needs to be a forecast done to find out how
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KM will be different in the future. In addition, KM being such a broad
topic needs to be dealt with much delicacy if not then it can be at risk if
we do not manage it well now. The environment is viewed as a well-
defined stimulus or system of stimuli and each stimulus (e.g. an adminis-
trative orders) evokes in the individual to whom it is directed a well-
defined and predictable psychological set. When a stimulus is of a kind
that has been experienced repeatedly in the past, the response will ordinar-
ily be highly routinized explained (March and Simon, 1958). Until today
we can see the same things happening. For example, how employees in the
production department tend to become more of a machine like individual
because of their repeatedly daily activities forcing them to become perfect
robots. One can begin to see the dehumanization process occurring now
more than ever and there is less and less human interaction which is very
bad. As with this interaction occurring more often one can recognize the
unknown or utilized resources of one another and therefore act upon them.
PLS allows this interaction to happen by helping employees not to become
these machines first of all, and by sharing their experiences, giving sug-
gestions, checking and editing information from others and increase their
amount of knowledge letting the organization learn. Efficiency in the work
can be noticed as everyone has the access of what they need and what their
colleagues provides also and all of this done in a standard form.

Recently it could be noticed that how humans are becoming machines
with emotions that can induce change, in the way that the world can adapt
to our likes for progress. According to (George B. Shaw, 1903) “The rea-
sonable man adapts himself to the world, the unreasonable one persists in
trying to adapt the world to himself. Therefore all the progress depends on
the unreasonable man” from we need to be unreasonable if we want to in-
duce progress. However we also might cause a lot of damage to our envi-
ronment if we do so without thinking about reliability to find the balance.
Also not to contradict with Charles Darwin’s ideology that we need to
adapt ourselves to the nature of the world to survive, and that we humans
now use more resources than ever in history. We destroy more, we are
more selfish and the worst is that we are expecting the population numbers
to grow which means that there is going to be an even bigger demand for
space and already now scarce resources. One could say that the world is in
big trouble. On the other hand, we seem to know and do so much more
now, but we are still failing to understand the simpler things and this ex-
pectation that we rely on someone else to do something about it is increas-

ing.

2.2 Knowledge Transfer and the components

Unlike information, knowledge is not easily transferred between settings,
because the costs and resources for the transfer or the distribution of
knowledge can be higher compared to just any information. It takes time
for one to deliver know-how or expertise, in addition the learning process
can be more complex to others and the social phenomena. Just like the
above subjects, Knowledge transfer has been receiving a tremendous
amount of publicity with advance of technology and tools designed to en-
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able the better flow of information among both groups and individuals.
The final goal of this is that we use such tools to ultimately share this
knowledge and have a common understanding. This is also a big challenge
as knowledge is dynamic, rich and alive.

Knowledge is shared and distributed with the help of multiple channels
which include: personal interaction at any place at anytime, through tele-
communications channels, emails, newsgroups, bulleting points, class-
rooms, TV, documents and more. The transfer of redundant knowledge
with the help of several channels supports the learning process, and that is
why nowadays we have the new quick and efficient communication chan-
nels introduced in KMS. However, this should not be used as replacement
just as aid and improvement of previous ones. When dealing with humans
acquiring and delivering know-how, for example most of us know how to
ride a bicycle or how to fry an egg. However, that does not mean we can
formulate specific rules or standard guidelines to teach someone else to do
so. This is due to the differences in how our minds work and how can it
can be difficult to explaining the feeling of falling when riding a bike or
the feeling of possibly being off-balance when turning. Another example
would be when frying an egg, how can one best explain how close to drop
the egg on the frying pan of hot oil, that if the egg is dropped too close
ones finger might end up inside the pan or if dropped from too far the oil
might jump and burnt ones fingers. In most of all cases do we really know
what to do or act until it is presented on the actual situations, one might
argue that it is difficult to evaluate. This makes it very difficult to find
guidelines that are standard to teach someone else to do something. Most
who already know how to ride a bicycle or fry an egg, possess what is
called “know-how” acquired from previous experiences and practice or
inner talent.

According to the researcher John Brown” The next breakthrough won’t be
in the individual interface but in the team interface* this statement was
mentioned on one of his organizational studies. This statement being
proven true, as it is noticed now that more teams and groups rather than
individually are working together to accomplish a goal. With collabora-
tions between one another can result on better, broader, quicker and richer
content results. With globalization, we can see that happening right before
our eyes, how many companies are deciding to merge (not only because of
the crises) also because working together allows them to share ideas, cus-
tomers and provide products or service to the customer in an easier man-
ner. Many organizations are introducing trainings to better qualify their
staff in their different departments, first to be able to keep up-to-date with
their competition, as well as the meaning of qualified staff means products
with quality and increase in demand accordingly. However, there are al-
ways obstacles when we dealing with collaborations because people may
have different perceptions or reactions towards same things and this is one
of the negative sides of collaborations. Therefore to avoid bad collabora-
tions one has to be sure of double benefit for both before collaboration and
that the negative points are minor.
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During this knowledge transfer one should consider the protection of this
know-how. One of the most frequently faced challenges in KM is protec-
tion of valuable knowledge while conducting the transfer and to whom. To
avoid unwanted use of organizational instruments if so, knowledge is in a
sense provisional and is held until better knowledge is generated and up-
dates are necessary. The qualification problem is a concerned of

the preconditions required for a real-world action to have its intended ef-
fect. It might be posed as how to deal with the aspects that prevents one
from achieving intended result accordingly with the given resources and
people who can access to this information to best be managed. To support
this knowledge flow there should be a balance on the pull and push factors
of knowledge and relationship between the seekers and the providers using
the tools given at their best. The main goal is to make the knowledge
available in the points of most action, therefore there should be a planned
structure for this process to occur to cause best practices.

The success of knowledge transfer can be determined by the extent to
which the sources of knowledge are recreated at the recipients end for ex-
ample. Consequently, the concept of knowledge transfer is measured by
variables such as contribution of transferred knowledge to other projects,
tasks or processes, extension of the knowledge base or reduction of de-
pendency or reliance on partner knowledge. In some cases important
knowledge is kept from some employees. This can be for a specific reason
and must not be transferred. However, there are cases where there is just
bad relationships and or jealously within the employees in the different
levels of the organizational charts and that means that even very important
information. Which then this allows success of the company are kept and
this is very bad and can cause failure.

Diffusion of ideas is a study done under social anthropology, and is the
process of spreading innovation led more and more to the spreading of
ideologies and therefore became the center of attention for the subject of
OL. It was proven that these ideologies do travel as tangible things do,
however it is the method of locomotion that remains in doubt argued
(Czarniawska and Joerges, 1996). For that reason the attempts of changing
from the physical metaphor of transfer into intangible and to make it flow
smoothly. It is true that people speak about ideas as if they were objects
moving in time and space by virtual properties. In this case the diffusion
process has an economical value, rendering the less known terms of these
material. This richness of meaning, evoking associations with both move-
ments and transformation, embracing both linguistic and material objects,
makes translation a key concept for understanding organizational change
said (Czarniawska and Sevon, 1996). And this embraces the relationship
between humans and the locomotion of their ideas at its best.

Another big subject in knowledge transfer is imitation. Whereby people
tend to bring across things that are very easy to just copy how to do it and
that is it. However this process is very dangerous in the sense that, it locks
people in a box and that they cannot or are not bothered to think outside
that box which that brings no innovations or improvements (Sevon G.
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1996). If this process of imitation is done wrongly, it is very challenging
to switch it to the correct way so we should be careful in imitating people.
On the other hand as Wheately (2004, 53) argues, “The availability of in-
formation is changing everything and it is creating the greatest mass em-
powerment of all time”. Due to the constant changes occurring constantly
organizations need to learn to be adjust in these dynamic markets. Howev-
er one needs to remember that organizations are made of people and not
machines, so we need to consider factors influencing us to work at best.
Furthermore knowledge cannot be quantified or given a specific val-
ue/amount, and this complexity grows into one of the greatest challenges
of KM and the ability of organizations to embrace and grow accordingly.

KM initiatives will always face budget limitations, these potential goals
provided might not be feasible, moreover even though most abstract KM
activities seem to complement each other. Knowledge diffusion means
that we can now have unintended access to sensitive data by unauthorized
persons and this is becoming so common now with the internet. This is
dangerous and protection against these is rising consequently.

2.3 Organizational Learning (OL)

Researchers explain that the process how new-comers learn in the work-
place is apprenticeship, based on the centuries-old arrangement in which
knowledge is passed from a master to a novice. Traditionally this process
was more practical than theoretical which we can see also in the recent
days, apprenticeship model described exactly how new-comers gained
know-how skills and knowledge in general. OL is the process of
knowledge acquisition, information distribution, information interpretation
and organizational retention, using information to adapt successfully to
changing circumstances. Everything that has advantages has disadvantages
and we should be able to measure the difference between them to analyze
the viability of things. So it is vital to check even before we implement
something that the successes will overtake the failures for it to be sustain-
able and viable process.

OL is considered the part of the organization that is involved with Organi-
zational Development which is the learning and adaption of the staff.
Therefore organizations are already able to detect both internal and exter-
nal changes in the environment and they can adapt to them accordingly.
Since the first OL models were proposed by the two researchers Argyris
and Schon (1978) about facilitating organizations with learning and quali-
fications for the staff, all the other models just followed based on their
work. What Argyris and Schon found was that humans tend to learn in
loops, first comes the single-loop learning where individuals, groups, or
organizations change their actions according to the difference between ex-
pected and obtained outcomes. Whereas in second called double-loop
learning the entities (individuals, groups or organization) question the val-
ues, assumptions and policies that led to the actions in the first place. If
they are able to view and modify those, then the double-loop learning has
taken place. Thus meaning that the double-loop learning is complementary
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learning about single-loop, so we need to know the basics or backgrounds
to be able to get to the other learning loop and have a greater understand-
ing of it.

There are key dimensions of time that influence OL according to Weber
and Berthoin (2003, 354) and these include: time perspective and orienta-
tion, time pressure, simultaneity, synchronization and windows of oppor-
tunity, learning cycles and lifecycle. “All organizations suffer when key
employees cannot effectively influence the upper management” as Gold-
smith, Morgan and Ogg (2004, 20) mentioned that what is missing is the
ability to influence and affect regardless of the position. The usage of
leaders as teachers is being adopted by many organizations nowadays, be-
cause there is already a relationship build between the employees and their
supervisors making the process easier at least to most. From studies done
in the past, we can see that employees show that they appreciated more
learning that is endorsed or taught to allow new initiatives, changes in
processes and continuous improvements with someone who they had a re-
lationship with already. Since these leader teachers also knew exactly the
current situation of the organization, call these “Leaders Learn”. There are
three main critical factors in OL, and these are: creating meaning, man-
agement of the learning process and how to measure these learning expe-
riences. “The goal of organizational learning is to foster critical and reflec-
tive attitude towards information being processes, and that lead to actions
to which organizational actors feel internally committed” (Nonaka, 2003,
757). This way a problem is overcome and this way induce innovation al-
so. The most discussed and meaningful goals of KM are constantly being
changed and differ within organizations in the areas that they most need
them. However the most recognized ones are: transparency in the busi-
ness, reduction of costs and risks, improvements in all areas and depart-
ments of the company. OL has then applications that when qualifying their
staff to ensure that most important information is transferred so that their
main goals in KM can be reached.

In 2004, there was a research done by three universities in the United
States of America on “Two Models of Modern Workplace Learning” fo-
cused on engineers and ship designers. And these researchers came up
with a very interesting the theory of “Learning Instance” which represent-
ed a situation in which knowledge was presented to an engineer and to a
ship designer. The use of learning instances as a unit can help us analyze
the methodological difficulty of not being able to determine with certainty
when or if one has “learned”. In other words, it is not easy to observe one
(which in that specific case was engineers) internalizing knowledge, but
what we can detect when one is faced with a situation in which learning is
a clear possibility. Therefore, the theory of these learning instances was
able to provide a mechanism to focus on learning opportunities rather than
outcomes. Learning instances also could be seen when an engineer re-
ceived unsolicited information and that is why learning instances were fi-
nally better described and demarcated by five factors. Four of these factors
concerned how learning occurred: (1) the social nature of the knowledge
exchange, (2) the direction in which knowledge was transferred, (3) who
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initiated the learning instance, and (4) the method by which knowledge
was transferred from one individual to another. The last which was the
fifth factor described as the what was learned. The preponderance of ob-
served instances of learning about technical skills and knowledge suggests
that to define learning solely as a role socialization process is to miss a
major portion of the picture of the on-the-job learning. One can also say
that depending on the profession one is in, there are different behaviors
towards learning and what the knowledge acquisition is for. For example
training for him/her to become a master or guru in the field or just to be-
come a field worker doing basic tasks the trainings are conducted differ-
ently. Another factor that was of importance in those study results was
how paying attention to learning about skills and knowledge is important
for understanding the social dynamics of the workplace. For example, why
status is associated with experience among some people but not among
others, and a focus on learning provided the means for them to discover
and understand why the difference in fundamentals. And the last high-
lighted point was from (Brown and Duguid, 1991) who argued that much
of conventional learning theory separates learning from working to its det-
riment, lobbied for the importance of paying attention to the details of
work when investigating OL and the innovations. Beyond the social nature
of learning exchanges, models of learning may also vary in terms of which
individuals primarily learn and teach who initiates learning, and the meth-
ods by which knowledge is transferred.

The question of what and to whom is given the information to in the or-
ganization depends on the openness and choice from the management
most of the time, which they create and provide the best resources for the
channels of information distribution in OL. There are three main commu-
nication channels which include: the internal part that consists of the sen-
ior management and the project teams and the external part which are the
customers, suppliers, competitors and network partners. This junction of
all parts makes the commerce happen, however if the communication
channels are not efficient we can observe the need for trainings or better
flows of information. During the process of job analysis when dealing
with the job specification, there is personal knowledge, skills and abilities
being evaluated in the sense of the employees qualifications so that it is
taken into consideration when analyzing ones skills of learning in the job.

2.4 Factors of success, barriers and risks of KM and OL

The most common challenges of KM are desire and motivation, and if the
individuals within the organization do not possess these then information
sharing is dead. Another issue concerning this transfer, is that we define
knowledge as power and if we share it and everyone has access of it then
there will be no hierarchies and people are somehow scared of that, be-
cause one would be giving up individual power versus best interest of the
organization. For one to manage something you must have some kind of
an understanding of it and the ability to control to some extent, and for this
reason KMS’s are very tricky. However (Wheatley, 1999) said during this
process of attaining, gathering and sharing of knowledge everyone is a
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knowledge worker and by sharing this information we can ensure that
support within the organization and uplifting. The way organization han-
dle knowledge is vital for the survival in the global market, management
has to ensure that KM as well as having many factors of success it also has
risks and barriers that result in negative consequences. We influence the
ones above us and below us in an organization no matter what specially
nowadays with globalization the relationships between subordinates and
managers is more open and people in the organization have a voice. Lead-
ership or management should be very careful on what they do because
without being conscious they influence as well as get influenced by imita-
tion, so whatever the manager is doing wrong the employ will also. There-
fore empowerment of the employees plays a critical role in leading
knowledge management in an organization, and all the staff should have
personal responsibility for contributing to the overall growth of the organ-
ization.

2.4.1 Factors of success

Previous research studies found numerous failures and biases in ones per-
ception of both their organizations in general and their environment.
Therefore one cannot expect employees in the organizations to come up
with improvements and optimizations for the provision of products and
services if they do not well understand and know their surroundings. There
are various factors that influence the two aspects, which if taken into con-
sideration can work as a bridge between organization and the best practic-
es as a result.

On the grounds that people are able to generate appropriate responses to
moderate successes and failures, urged people defined problems in ways
that can allow them “small wins” and or “small flops” Weick (1984). Suc-
cess does not always mean that organizations are doing well, however it
may explain the slowness in adaption to environmental changes, which
because directly the difference between the resources available and the
necessary ones to keep the organization existing or surviving in the com-
petitive markets. It also provides elaboration of new strategies subjective
to performance evaluations. The process of continuous improvement sup-
ports the notion of always challenging status quo even if it is good to al-
low innovation and great beneficial outcomes. When discussing about KM
chronic success factors the study done by Miller (1994) was the best
where he inferred that lengthy periods of success foster on the following
factors: (a)structural and strategic inertia, (b)extreme process orientations,
(c)inattention and (d) insularity, that success breeds simplicity and purity
not complexity. So consequently organizations should be aware of this
when judging their successes.

In the book of Information and Communication Technologies for KM, it is
stated that from a management perspective, ensuring success of such an
initiative requires the systematic consideration of success factors and bar-
riers to KM. A supportive organizational culture is one of the most im-
portant factors for a successful KM initiative, because an open and com-

21



Case study of the evaluation and analysis of learning effects, using the PLS Basic
Training at Daimler as an example.

municative atmosphere can allow trust and sharing of knowledge and
identification, hence acquisition of new knowledge. Having management
support is vital because they are the decision makers and can allocate suf-
ficient budgets for the improvements and better knowledge acquisition and
transfer.

Clear goals and definition of these terms such as KM, information and
learning so that the perspective on what is and what is not KM is clearly
communicated with the employees of the organization. To provide motiva-
tion for seeker as well as for the knowledge providers otherwise there will
be no connection between them and not much will be getting across.
Knowledge itself is not stable, and a creation of a sort of stable knowledge
is vital, however always taking into consideration the dynamic environ-
ment. Organizations have to allow a certain amount of flexibility in the
evolution of their knowledge structures in order to avoid rigid and outdat-
ed knowledge structures and sources.

Management support should be entirely committed to reinforce KMS with
sufficient budgets because managers should recognize (or should know)
the importance of KM. The economic benefits should maintain and de-
pendent on success factors and channels of knowledge distribution for bet-
ter knowledge transfer. The support of know-how and communication ef-
fectively, networks, net groups and systems. The extent of participation
should be of very much commitment and willing.

2.4.2 The focus on reducing the barriers

These barriers could be in individual learning processes, in limiting space
and time as well as other negatively influencing factors. These barriers
could be the followings:

e Lack of motivation from both providers and seekers of knowledge
- lack of enough skills, competency or even cultural differences
affecting the motivation can be a barrier. Without these it would
be close to impossible for the processes of KM and OL to occur
in both sides. Also one has to understand that not only being mo-
tivated can allow you to reduce the barriers but it is a good way to
start.

o Conservative tendency to avoid innovative learning — this is due
to an orientation towards the individual history and also being
aware that not always what has happened in the past successfully
can also would work well now. In the businesses of today one can
expect innovations to be the best solutions to overcome certain
obstacles and generate growth competing with the diverse market.

e Unproven knowledge to be effective for their long-term or short-
term benefits — because by always ensuring that things will work
at best for one’s organization these barriers can already be avoid-
ed and this also allows a verification of the knowledge because
not everything that competitors are using can also work for oth-
ers.
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¢ Organizational context and inflexible power structures — so mean-
ing that the support from above levels of managements is not so
strong and reliable. And if the management levels do not agree
then there will be no further drive for the processes to occur be-
cause they are the decision makers and if they do not understand
or believe in these concepts then there will be no money neither
invested nor provided for such purposes.

¢ Reinforcement frequency — so how often is the reinforcement of
KMSs are done and this affects the speed of learning and the re-
tention of things, and this happens after random repetitions but
not all produce in the same rate so learnt behaviors are kept.

Another challenge in KM is the assurance that knowledge will prevail by
ensuring that knowledge employees are given a voice, and that they share
this knowledge with the others. These workers are the experts, the masters,
leaders and the experienced workers. Most of them have a voice, however
that does not mean that they are able to share and pass on their knowledge
to the new workers in time and effectively and the lack of downward in-
fluences may be a barrier.

2.4.3 Therisks of KM and OL initiatives

The main focus on this increasing dependency on intangible resources par-
ticularly knowledge assets as primary sources are the competitive ad-
vantages in the global markets. KM helps codify knowledge, eases the ac-
cess to knowledge and enhances knowledge sharing in order to improve,
re-use of these assets, however this bears a risk that knowledge based
competitive advantages are diluted. Knowledge risks are a subset of opera-
tional risks of loss resulting from inadequate or failed internal processes,
people and systems or from external events. One should be aware of these
risks when implementing these processes of KM and OL in their organiza-
tions. The main risks found so far that mostly can influence negatively on
KMSs and OL initiatives according to Maier (2007, 139) are:

e Dependency — meaning how people are or get dependent on these
qualification processes to occur at best and results also. If not
well conducted and they can be seen an enormous disappointment
and direct the organization in a decline of production for example
if we talking about production department.

e Limited quality — if there are standards set and these have limits
can cause a small amount of growth and limiting other depart-
ments also to grow accordingly.

¢ Insufficient knowledge transfer — not all the knowledge might or
even should be delivered and or well received by the learners. So
there will always be a deficit of the knowledge transfer. Therefore
that should be considered since everyone has different ways of
learning and so the information varies a lot and it is very difficult
to close the gaps of all individuals.

e Loss of knowledge — with experts and experienced employees
leaving the organizations for one or the other reason, much of the
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knowledge can be lost along the way so to avoid that we need to
ensure that this does not happen by documenting the information
(PLS allows this to happen).

e Feedbacks given or received — both positive and negative feed-
backs may influence negatively and can shift the performance to
lower levels depending on how it is being received, so it is im-
portant for organizations to define well how their staff receives
the feedbacks given.

e Diffusion - meaning that unintended access to sensitive
knowledge by unauthorized persons can reduce the value of the
knowledge due to losing its exclusivity and the protection, which
this can cause serious problems to the organization.

On the other hand “there are compromises of identifications, assessments,
control and evaluation as core processes or basic steps that are executed in
a lifecycle that targets and revolves around the main media of knowledge
assets” according to Archbold (2005, 32). First the identification the dif-
ferent risks involved should be done, and then the assessment of this iden-
tified knowledge based on the value of knowledge assets and also interac-
tions and resulting possible losses. And governing the measures have to be
selected to control knowledge risks to reduce dependencies and maintain
policies, to and lastly evaluate the probabilities, severity as well as the ef-
ficiency of governance measures. Overtime with the developments of KM
there comes risks along and there has been a wide recognition of the con-
cept “Know-Risk”. Meaning that being aware of what can threaten the or-
ganization is a good way of avoiding these possible risks. As it is com-
monly said it is good to know your friends but better know your enemies
not to let them defeat you.

2.5 The Config Company example and the relation to PLS

“CONFIG was a software system designed to help salespeople select from
literally thousands of possible combinations those component parts of a
complex computer systems that would satisfy their customer needs.
CONFIG promised to enhance completeness and accuracy of the sales or-
ders and thereby avoid costly configuration errors. For instance, sales rep-
resentatives often forgot to include in the order cables or connectors —
which then had to be included at no cost to the customer. Alternatively,
representatives inadvertently suggested to the customer a particular link-
age of systems that were actually incompatible or redundant, when the
mistake was discovered potential financial benefit to the corporation.
However the system offered little direct benefit to the sales representa-
tives. The developers of CONFIG spent a total of eight years improving it
incrementally. However, they were never able to address either of its most
fundamental flaws: (1) it did not fit the configuration task as actually per-
formed by sales representatives, and (2) the sales representative’s perfor-
mance criteria did not include any reward for accuracy and completeness.
An application support specialist for the program observed: the people re-
sponsible for developing CONFIG were trying to breathe life into some-
thing that should be allowed to die. They had to start fresh — instead of
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building on top of what they have now. CONFIG has failed miserably.
The problem is that nobody wants to shoot it in the head and accept how
things can change after that”.

The above example passage was taken from the book of Ruggles (1997,
224f). This example shows how software companies like CONFIG fail
miserably from lack of evaluation and analysis of their process. There is
no sustainability and that is why they said they should have let it die and
start fresh and updated after an in-depth plan of implementation to solve
the problem. It is also mentioned that for the software to succeed, manag-
ers should have revisited some very basic design decisions underlying the
software architecture. So just like the company Config, PLS is a software
system that has the aim of improving and solving basic as well as complex
problems within departments in the organization, however the difference
between them is that PLS is sustainable. The PLS as a whole consists of 7
modules, each one focuses on specific topic and together they ensure to
provide all benefits. The maintenance and control of the processes allow
start-ups and innovation within the organization.

3 LEARNING OBJECTIVES AND THEORIES

In this chapter of the study, learning theories are introduced and three the-
ories are explained in detail. Discussion on these theories will be ex-
plained in relation to KM and the connection to the PLS Basic Training.
Towards the end of the chapter learning in general is briefly described us-
ing challenges and constrains and the relation to the objectives during the
PLS Basic Training.

3.1 Learning Theories

Recently learning using technology has become very common and has
made learning easier for many. People promote learning in various ways
using the tools that technology provides us with, and the most common
way is through computers and IT. The internet is a pool of available in-
formation waiting to be used and exploited by us at anytime, anywhere for
any purpose. This availability could to some extent influence us to be very
lazy and not limiting our learning, because we do not have to think much
nor be creative because everything is in Google nowadays. Learning is al-
so often defined as process of constructing meaning and enduring change
in behavior that results from experience according to (Starbuck and Milli-
ken 1988). They also mentioned the statement “Learning usually changes
what is noticed” meaning that the change noted may be either involuntary
or voluntary. These phenomenons occur due to the broader awareness one
is subject to now.

However another study according to the book of Merriam and Caffarella
(1999, 261) argued differently stating that “Learning is a process of active
construction of meaning, it is how people make sense of their experienc-
es”. Therefore learning being considered to be a long-lasting and to some
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extent an infinite process of change in the learners knowledge attributable
to the experience. There are many learning theories found until now, how-
ever there are three that could be could to this study and these are: behav-
ioral, cognitive and social. The behavioral theory can be traced back to the
time of Aristotle. This theory believes that the mind at work cannot be ob-
served, tested or understood, thus behaviorist are concerned with actions
as the sites knowing, teaching and learning. However this latterly been
criticized as overly simplistic. The stimulus-response method is used fre-
quently in adult learning situations, which fit perfectly for on-the-job
training also. This learning is oriented therefore by repetitive actions based
on rewards. And the goal of this learning method is to transform the learn-
er’s behavior to another desired behavior, and this can be established by
managing blocks or barriers built previously. And according to (Kearsley,
1994) he identified theses fundamental principles in the behaviorist learn-
ing: (a) positive reinforcement of the desired behavior will most likely
prompt the same behavior, (b) learning should be presented in small man-
ageable blocks and (c) the stimulus generalization of learning can produce
secondary conditioning.

Depending on the environment learning can be very much influence by the
attendance as well as the attention. These two aspects should work togeth-
er to be able to provide positive results, because just being present does
not mean one is paying the necessary attention and learning something.
And in order for organizations to learn, the people must learn relevant
skills that can aid the organization to get qualified as a whole. The nature
of the learning process, although learning both of individuals and organi-
zations can be defined in various ways. Emotions play a very big role in
learning and it goes in phases as the study of Dierkes, Antal, Child and
Nonak (2001, 374) mentions “readiness to learn the search for and pro-
cessing of new information, conferral of significance, storage in memory,
transfer and generalization and lastly disposition to reproduce”. PLS is
considered to be an instrument that is suitable to fix weaknesses and in-
crease the confidence of workers in workplace using the standardized pro-
cedures. The learning in organizations concepts became popular as man-
agers began to recognize the strategic need for more highly skilled or qual-
ified and trained workforce that reflects on the better flexibility, creative
and therefore better results overall. For example, the learning or training
processes at Daimler are consistent of the model of the six main proce-
dures to follow before during and after. These procedures are: informing,
planning, decision-making, executing, monitoring and evaluating cycle,
and these are done in a standard manner to ensure that all the employees
are trained in the same manner so that everyone in a department has the
same and relevant amount of knowledge for their specific job.

Another related theory understood to be involved with learning is the
Teaching—Learning-Based Optimization (TLBO) of based algorithms
method according to (Savsani and Vakharia, 2011). Whereby there are two
parts — trainers and the trainees and this is based on natural phenomenon
of teaching-learning process. This can be seen as the influence of a teacher
on learners and what are the impacts of this is. The process of TLBO is di-
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vided into two parts: the first part consists of the “Teacher Phase” which
means learning from the teacher and the second part consists of the
“Learner Phase” which means learning by the interaction within the learn-
ers. These researches are still being done to improve and complement the
findings and conclude with the TLBO theory of learning to define how we
really learn and at what optimum.

3.1.1 Behavioral Learning Theory

The behavioral theory defines learning as a straightforward process from
stimuli to response. A perspective which argues that we learn through
chain muscles movements and mental processes which then this behavior-
al approach portrays learning as a mechanism of involuntary process over
which learners can exert little control. Psychologists assume that these ac-
tions are determined by hypothetical stimulus-response links. There can be
pleasant results — rewards and successes or unpleasant results — punish-
ments and failures and one can either be more likely to recur or less likely
to recur the certain response to the stimulus. Behavioral theories put much
emphasis’s on repetition of the same stimuli that can result in better results
accordingly. They are less persuasive as descriptions of behavior in chang-
ing environments because of the dynamics.

Successes reinforce prior behaviors, failures inhibit prior behaviors, and
actions do not reflect learner’s global understandings, so the innovations
remain mysterious and inexplicable to us.

The behavioral learning theory maintains a focus on the change in observ-
able behaviors as the manifestations of learning occurring accordingly. It
emphasizes change in behaviors due to the influence and control of the ex-
ternal environment rather than the internal thought process of the subject
according to (Merriam and Caffarella, 1999). All learning processes occur
when behavior is influenced by external change factors. We need to con-
sider in what cultural environment the training is taking place. There are
assumptions that adults have the need to know why and for what they are
learning something for and for what specific problem this learning will al-
low them to solve for them to pay sufficient attention and therefore learn
something, argued the andragogy (Knowles, 1968).

The main principles in behavioral learning are: (a) behavior is determined
by learned material — meaning that we respond to an action accordingly to
the environment and the tools that were given to us to satisfy the stimulus.
(b) we learn from habits — that the more we do something the better we
learn and understand things. (c) we tend to solve problems by trial and er-
ror —which is learning by trying and making mistakes, and amending
them. (d) routine, mechanist and direct research done by the learner —
which means that with much interest the learner tends to want to know
more about a certain thing and therefore researches for more knowledge
about it to seek for a better understanding. The learner’s prior knowledge
is also an important determiner of how much and to what extent he or she
IS going to be able to intake the new knowledge and this should be consid-
ered by the teacher. To help learns become more metacognitive (the
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thought or feeling of what one is thinking is correct) aware by modelling
your thinking as a problem is solved.

Under the behavioral theory we can find physiology theories such as from
the Russian physiologist Ivan Pavlov (1849-1936). Where he made a re-
searched on conditioned stimuli and response where he used dogs salivat-
ing at the sight of food. Then he discovered that we make associations
which cause us to generalize our response to one stimulus onto a neutral
stimuli paired with another. So he added other associative stimulus such as
the sound of a bell as well as the arrival of the trainer becoming a classical
conditional stimulus to provoke salivation in dogs. His findings support
the idea that we develop responses to certain stimuli that are not naturally
occurring due to the relations that our minds make accordingly in learning
processes. These variables are called unconditioned stimulus and uncondi-
tioned response respectively. Remembering is very important during the
learning process and if each individual knows their own capability of
learning during a period of time then we are able to remember it and learn
through natural consequences after that.

Another theory under behavioral is from the field of psychology and is
called reinforcement. The term to reinforce means strengthening which is
used to refer to stimulus, which strengthens or increases the probability of
a specific response to be repeated. This is a simple description of a rein-
forcer (Skinner, 1938) and we all apply reinforcement everyday most of
the time without even realizing it. There are four types of reinforcements:
“positive” — when one adds a treat to increase responses, “negative” —
used by taking something away, “punishment” — this when a punishment
is given in order to decrease a certain behavior, and lastly there is the “eX-
tinction”- this is done by removing something valuable in order to de-
crease the certain unwanted behavior. Out of these four, the positive one is
most powerful and with best results, however it has to have schedules or a
frequency ratio so that learners do not get confused and keeping standards
that everyone can follow them. In the behaviourist theory, feedback is
very meaningful because it contributes to the learning process by provid-
ing reinforcement, and identification of a certain behavior one wishes to
change, altering the situational cues which then goes on to trigger that de-
sired behaviour, and establishing support.

3.1.2 Cognitive Learning Theory

Cognitive learning can be described as the mental processes in learning
that are considered beyond the “what” factor, because it takes more think-
ing and time and in addition it requires reasoning by including paying
close attention to the subject. Memorizing for future analysis, planning
and producing an understanding to be able to come up with a response or
action to the stimulus is a requirement. This process goes in phases of per-
ceiving, analyzing, planning and finally choosing the best possible re-
sponse for the certain stimulus. According to this approach learning modi-
fies cognitive maps that form the bases for analysis guides to actions tak-
en. Learner’s mental processes integrate and interpret perceptions, analyze
situations and propose alternatives for the following behavior. People
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build increasingly complex cognitive structures to analyze situations and
to form responses to recurring problems (Schroder, Driver and Streufert,
1967). To varying degrees, learners can choose what to perceive, how to
interpret perceptions, and which actions to take, thus the effectiveness of
their behavior depends on how well they read their environment and upon
how rapidly they discover the occurring changes. In addition, this depend-
ency is upon factors such as curiosity, playfulness, willingness to experi-
ment new things, no fear of innovation and change, analytical skills and
perseverance as argued by (March, 1973).

These are the beliefs on cognitions about ones learning. Researchers have
been trying to develop a model without changes about how learning works
and this is very much dependent on the response-strengthening views of
how one reacts towards certain situation in learning. There is an ideology
that learning occurs when the learner builds a cognitive representation of
the presented material based on his or her past experiences. One has to
make sense of the presented material while the teacher uses a cognitive
guide to help the learner during the learning process. In the cognitive sci-
ence there are three main principles used: (a) dual channels — the two
channels of processing visual and verbal material because people learn
more deeply when they are encouraged to build connections between
words and pictures for a broader view. (b) Limited capacity — people can
process only small amounts of material in each channel at once, and (c)
Active processing — this is the process in which learners engage in appro-
priate cognitive learning using the material given to them. These princi-
ples are consisting of memory stores that our mind separates to intake the
different materials that are exposed to us when learning. In cognitive
learning we can also find the science of instructions which is how we
cause changes in the learner’s cognitive process of in taking information.
These instructions are a way of standardizing things in the sense of ma-
nipulating the environment in order to foster learning and grant learners
with a better understand acquisition of the information. During this pro-
cess the teacher’s objective is to transfer the knowledge effectively and
promote meaningful learning that results in good or better performances.
The most visible challenge of instructions through technology is support
of and from both parties the learners as well as the teachers. Due to rapid
environmental changes and uncertainty about future conditions managers
have to rely on their memories and to deemphasize the significance of new
data, to refine their knowledge rather than to reformulate it, as was stated
by (Horvat, 1996). On the other hand, in other cases, keeping this
knowledge on a system such as PLS that people can access at any time
however without the presence of a teacher which can affect also on the
cognitive learning.

The cognitive processing aimed at mentally organizing the material and
integrating them with other relevant knowledge we have been exposed to
in the past to make sense of it. Moreover, even when the learner has suffi-
cient cognitive capacity, there is a need to give some exerts effort to allow
this reflection to happen and therefore foster generative processing. How-
ever, in learning there are limits and sometimes it occurs that the cognitive
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capacity of the learners is overloaded and when that happens one should
not insist because it just does not allow any more information to be ac-
quired even with the aid of technology so the learner should be aware of
their limits. The disadvantage of cognitive learning is the degrees to which
behaviors depend upon realistic understanding and inability to explain
how learners can improve even though they misunderstand their environ-
ment of causal relations between actions taken and outcomes. From the
many researches done we can see that meaningful learning occurs when
learners engage in appropriate cognitive processing during learning, and
this being done without overloading his or hers cognitive system.

3.1.3 Social Learning Theory

Social learning theory argues that we learn values, beliefs and behavioral
patterns through experiences, through observation and modeling. This so-
cialization can be informal which means that this occurs involuntary or it
can be formally organized through induction and training programs. The
social learning theory argues that we learn correct behaviors through expe-
riences and through the examples or role models that others provide. And
it is seen as the process through which individual’s behaviors, values, atti-
tudes and motivators are influenced to conform to these seen as desirable
in a given setting. The psychologist (Bandura, 1962) argued that we learn
through social experience, through observation and modeling, does not
deny the importance of reinforcement. This can happen informally just by
processes of observations and imitating or can be done formally organized
through induction and training programs.

Many people ask how these social learning theories apply to organization-
al settings. And the reason is for that is organizations should first accept
the different social backgrounds that their staff has, even though within the
company there is the corporate culture, and they should encourage differ-
ent standards concerning: work performance, social interactions at work,
dressing and appearances, different activities after work and attitudes to-
wards the work, colleagues, superiors and customers. These standards
should be learnt and therefore behave in those norms even if he/she does
not believe in them. For example, often new comers learn unwritten rules
just by watching other colleagues and socialization, thus achieve without
planned intervention, strong encouragements, and promotion of “correct”
behavior. Alternatively, sometime in organizations or companies they use
“buddy system” for the orientation of new-comers. This is very effective
way of orientation however each person does it in their own way and per-
ception of this. While with a standard system such as PLS one can ensure
that from the beginning everyone gets the exact same orientation as all.

From the above theories, one can notice that there are many ways that
people can learn, both consciously and unconsciously. That there are vari-
ous factors affecting the learning process such as the personal background,
emotions, environment, method of teaching, the trainers relationship with
the learners and others. Despite these barriers, it is possible to overcome
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these using the tools provided such as technology and in this specific case
systems like PLS.

3.2 Implementation of the theories on the trainings

In the process of knowledge acquisition nowadays media and technology
play an important role to aid in the learning processes. In order to ensure
the success of these processes organizations must consider two factors
when selecting from various communication mediums such as face-to-
face, through the computer and these two should balance in richness and
scope. A considerable difference between beginners and more competent
or qualified staff is their further level of involvement is noticed. The
learner of a new task or skill reflects on various options after making
choices. People learn about events through slow and careful reasoning
during which they formulate ideas and reach to conclusions influenced by
the atmosphere and environments in which they have learnt.

By allowing employees in the production line for example to get their
hands and minds outside of the machines or robot like activities and rou-
tines, PLS allows them to be creative. With PLS they can also think with-
out fear of contradictions, not being scared of making mistakes and being
laughed at because one problem might not only be from one employ but
faced by many and everyone is just afraid to raise them up in fear of peer
pressure. The social intelligence that we humans possess is priceless and is
one of the most important entities that differs us from machines. A big dif-
ference between behavioral and cognitive learning is the reasoning factor,
in which the cognitive learning allows that to happen. Meanwhile in social
learning is more concentrated on the background and behaviors of the
worker influencing on the learning. After learning something one has to
put these skills into practice and training on the job is one of the examples
of doing this. There are advantages as well as disadvantages and these in-
clude:

Table 1 — Advantages and disadvantages of on-the-job training (Pettinger 2002, p.62)

Advantages: Disadvantages:
-Immediate full familiarization with the -Disruption of regular workflows and pat-
work content and environment ters
-Learning is directly linked to practice -Variable costs of training instructions
-Immediate apparentness of job develop- -Fixed costs in terms of priority and atti-
ment opportunities tude

-Meeting shifts

For example there are companies such as Kaizen Trainings that focus on
training of leaders or supervisors of organizations as externals, to create
and or better their relationship with the staff, as well as other types of
trainings, and these are put into practice in the workplace. The theories can
also be seen at the workplace through other aspects.
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3.3 Challenges and constraints of Learning

From the three theories described in this chapter, it can be concluded that
to keep an organization running and updated with the dynamic markets, it
has become increasingly important to improve and or conduct on-the-job
training for better staff qualification and therefore better performance.
However this can be a very expensive entity for all departments of the
company, but worthy. When conducting an on-the-job training we need to
consider that the unique selling point is that this instantly gets over a par-
ticular barrier that one is trying to overcome and better products or ser-
vices provision. Nevertheless, the staff is not always qualified enough or
do they have the will/motivation to take part in an on-the-job training.
With these factors combined we can see that staff is the most important re-
source in the organization and they “should” have the right skills.
Knowledge and experiences in the right volume to match the scale of resi-
dents needed their best performance and the growth of both the company
and the employee as an individual. Training is seen by most as costly in
both time and resources not to mention the provided type of training needs
to maximize both factors, which this then highlights the urgency of appro-
priateness of good training plans and methods.

On-the-job training is known for being an actual practice rather than an
ideal thing and it should meet the best practices standards with whatever
the sector or occupation is. It teaches the staff directly on what to improve
or change in their daily tasks. This is to establish a positive outcome but
one has to consider that is not always the case and the trainers much be
very careful when conveying this information as well as the relationship
build during this process because it can result on a negative outcome and
that is exactly the opposite of reasons for training staff.

The success of training on-the-job is reliant upon the commitment, atti-
tudes and values of the trainers in delivering the training as well as the
competence of the participants, adding to that the ability of the trainer to
observe, analyze and evaluate the training for future use is vital. The train-
er should always be aware that people learn in different styles, tempo and
manners due to their different personalities. Finally, the willingness and
ability of the new comer to apply the learnt skills into their work and the
rate they do so is something that cannot be controlled and is a big disad-
vantage especially for immediate result trainings.

As the notorious quote states “Time is money”, we need to be aware that
trainings can take a lot of time in organizing conducting and concluding
with the feedback and the costs should be considered and well evaluated
so that one can be efficient. Furthermore, training well done can consid-
ered to be a reliable invested tool to develop, increase and improve one’s
company performance and provide positive results. According to Training
Standards Council — TSC, final annual report (2001) “Employers training
their own staff performed consistently better than other types of providers”
meaning that employees are more willing and better respondent to expert
trainers that they already have a relationship with. For this and other rea-
sons the PLS team has chosen their team members to conduct the basic
trainings. Understanding that this is vital for organizations in any industry
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and to analyze this subject closely on the way change can impact their
businesses or organizations in different manners. And now with globaliza-
tion it is even more dynamic with the cultural factor, which this in itself
can be a complex system of beliefs and practices that determines how
people act in organizations in fraught with difficulty. Knowledge when
acted upon can induce change that can have consequential impact on or-
ganizations. There is a passage from the book (Lowyck, 2008, p8) that
states “The rise of personal computers and network facilities in the second
half of the 20th century eventually...revolutionized information develop-
ment and exchange. In contrast to the gas-fuelled engine, information and
communication technologies suggest sensitivity toward lifelong learning
issues”. This means that learning is a continuous process and that due to
the sensitivity and factors influencing it there are always going to be issues
in concerning learning.

Another challenge would be when taking notes, one can rarely if ever get a
perfect transcript because of the inevitable discrepancies between what is
said and what is heard. In a conversation people generally respond to what
is just been said not to something said several minutes earlier. People take
turns in exchanging knowledge and have a memory to store all that ex-
posed information. Nevertheless, from the past decade with the help of
technology, people have become more virtual creatures than ever, so for
us to keep up we need to adapt to the circumstances of the environment
and also use the tools technology provides us to communicate and
share/transfer new or already existing knowledge. PLS is one of the sys-
tems that allows this to happen, through the intranet software the staff can
access all of the files containing relevant information and know-how nec-
essary and documented.

To talk about qualification we need to also be aware that with different
background it is very difficult to qualify staff and ensure that they all have
the same skills and main content that is to be transferred. Now with glob-
alization there are people from different countries and backgrounds work-
ing together. With challenges that are being overcome now, however we
do not pay sufficient attention needed to the fact that during trainings not
many organizations consider the personal background or if sometimes
considered and trainings are separated for example because some might
define this discrimination. For example even though it is thought that edu-
cation systems in Europe “are or should be” standardized, the fact is that
each country has their own standard. However according to their own ba-
sics, such as in Scandinavian countries such as Finland have different edu-
cational system that the ones in Southern Europe, but they are all consid-
ered to be European standardized. A classic example is how direct and in-
formal things can be in education and also business life in Finland com-
pared to Germany, where everything is very formal while in Finland
where things are more informal. On this basis one has to consider these
aspects when conducting a training or teaching the staff from the different
backgrounds. One can define qualification as a term used to describe an
accomplishment that makes someone suitable for a particular job or activi-
ty, however the trainer can only be responsible for what he teaches not
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what the learner learns. When one learns, he/she is qualifying themselves
to be able to do something and with practice making it better every day.
And this concept of qualification goes well with perception, because one
can qualify himself but he/she needs also to organize and interpret the data
exposed to them into a common or standard manner according to how the
organization best practices desires.

3.4 Trainings overview compared to learning

According to Sommerville (2007, 208) “training is the process that pro-
vides employees with the knowledge and the skills required to operate
within the system and standards set by the management”. From this defini-
tion one can understand that training different from learning in general is
done to staff within an organization. Many times these trainings are done
without any good recognition of each individual’s background. These
training are done to qualify employees because there can be introduction
of new equipment, system, or to promote the staff so it is very important
that they be done accordingly to the resources and the final goals.

Trainings have as benefits for improvement and recognition of the em-
ployees’ individual skills and abilities. However, the individual’s attitudes,
motivation and empowerment also influence during this process of quali-
fication. The main objectives to be reached after trainings are:

e Enhancing employees’ capabilities to improve the quality of
products or services provided.

e Strengthening of their competitive advantages the given tools
such as using computers or a system of communication within
themselves to learn from one another from tips and tricks.

e Helps employees to become good professionals and independent
problem solvers.

¢ Notice an improvement in the productivity and standardization
increase that can cause also general transparency and communica-
tion.

e Ensure that the training had influenced directly or indirectly in the
reduction of resource wastage.

Another theory of training was by (Mcclelland, 2007, 7) who argued that
“Training in the most simplistic definition is an activity that changes peo-
ple’s behavior”. However, that might not always be the case as seen with
the PLS Basic Training that is not always there is a change in behavior.
The usability is still not so high after the trainings are conducted due to the
various factors influencing this change in behavior. Even though the sys-
tem can be tempting and encouraging to use and it can help them very
much there are factors that unable this to happen.

Moving on to teaching which is commonly defined as “to cause or to ac-
quire something by impacting on the learner’s knowledge through creating
basic instructions, examples, perceptions or experiences”. While to traine
is defined as “to use these basic instructions the learners already have to
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discipline or drill them into a certain direction or skill desired”. Noting
that training focuses on skills more than learning which focuses more on
knowledge as well as in the timeframe difference. Teaching and training
have different goals:
e Teaching is to know something and transfer that knowledge or in-
formation to someone else.
e Training is for one to be able to do something after the training,
special skills, to directly solve a problem.
One can learn a lot during school or university in general however, that
does not mean that when one gets a job he/she will have the exact skills
for the designated job. This is where training comes into place with the
specific and in time needed skills for something. For trainings there are
three types of categories — knowledge based, skilled based or both together
where employees are trained for both theoretical and practical skills. The
relation here is that, even though the employees get the training he/she has
to have some kind of basic background to understand it which this infor-
mation one gets from early school or university.

4 METHODOLOGY

In this chapter of the study, quantitative and qualitative methods are intro-
duced, and the how they were used during the research process. The eval-
uation of the questions in the questionnaires sent out to the participants of
the trainings are here discussed to find out the lessons learnt. The Quali &
Quant hybrid method of research is described, starting with the quantita-
tive methods in details and the model used for the analysis. Furthermore,
the qualitative methods used to get opinions and thoughts from the partici-
pants are described. Lastly, the data collection process is explained in de-
tails.

4.1 Quantitative Research Method

The quantitative research method has been in existence since recorded his-
tory, but it was Frederick Taylor who in the early 1900s pioneered the
principle of the scientific approach to management. Quantitative research
is scientific approach with the objective to develop and employ mathemat-
ical models, theories and or hypotheses pertaining to phenomena of mana-
gerial decision making. The process starts with the collection of raw data,
and then the manipulation of this data into meaningful information that is
valuable to people making decisions. One of the quantitative analysis ap-
proaches can consist of many steps divided into main parts such as the
model below, according to the book of quantitative analysis for manage-
ment according to the book of Barry, Ralph and Hanna (2008, 22).

Seen in the model below:
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1. Defining the problem

|

2. Developing a model

A\ 4

A

3. Acquiring input data

v

4. Developing a solution

\ 4
5. Testing the solution

A 4

6. Analyzing the results

A 4

7. Implementing the
results

Figure 2-The Quantitative Analysis Approach (Render, Stair and Hanna, 2009, 23).

When following the model, one step does not have to be finished com-
pletely before the next is started but it is good to follow the order. One
might prefer to work on the first and second part together in bits and then
the last ones separate to finalize. In most cases one or more of these steps
will be modified to some extent before the final results are implemented.
In some cases one is able to test the solutions already which these might
reveal already that the model or the input data collected is wrong or not in
the right track. To know exactly what one needs to know is very important
because then it is easy to develop a model and start acquiring information
and analyze the problem to develop a solution.

The first step in the approach analysis is the definition of the problem
where one has to develop a clear concept. And sometimes this one prob-
lem may have other related problems and these have to be solved also.
However organizations should not try to solve all of these at once, it is
usually good to develop solutions few at a time and putting their goals
first, which then this could result in profit increase and or reduction in
company costs. The importance of selecting the right and real problem to
solve cannot be overemphasized, because from the past experiences we
can see that bad problem definition could be a major reason for failure of
management science or operations research. Therefore it is necessary to
develop SMART goals, to ensure that these goals will or may solve the re-
al problem at the end of the day.
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For the PLS Basic Training there was no real problem defined because it
is a case of checking (evaluating) if the trainings are being well received
and if all the necessary content is being well passed down from the train-
ers to the participants of the trainings. Another purpose for this research is
to analyze the data collected and work from those results for future re-
searches and recommendations. With the help of the questionnaires to
check the differences between knowledge being transferred and the one
actually acquired. To understand the difference in content and from that
evaluate the problem and define possible optimization solutions.

The second step is to develop a model after analyzing the real problem.
Even though we may not be aware but we tend to use models most of our
lives and for almost everything. These models help us get from a problem
to a solution and there are very many types of models for these however
not always we find the best one to solve our problems at best. For the
quantitative approach, one normally uses the mathematical models (num-
bers and statistics) because they provide us with hard factors and it is easi-
er to work with. Setting parameters is vital to be able to measure the quan-
tity that is inherent to the problem, so that the model can be solvable, real-
istic and easy to understand and follow.

After recognizing the problem, which in this case was the small differ-
ences on lessons learnt existent in the knowledge transfer process and the
learning effects seen after the training and then influences on the usability,
the analysis began. Using the hard factors (numbers in the questionnaires)
to evaluate how many people get the training in a certain period of time
and how much they use the PLS system and for what content.

The third step consists of the process of acquiring input data, and obtain-
ing accurate data. This is essential because even with the best models de-
veloped improper data can result in misleading results and a wrong ap-
proach of it all. It is considered that for larger problems, collecting accu-
rate data can be one of the most difficult steps in performing quantitative
analysis. There are various ways to do so and these may include surveys,
interviews, questionnaires, internal research and by experience and obser-
vations along the way to better understand the current situation and to
know what and where one desires to be.

To acquire the data from the participants of the trainings questionnaires
(see appendix 4) were conducted and another sent to international plants to
trainers there to get a feedback from a trainer’s views as well as cultural
influence. Lastly, from Mannheim an interview with one of the trainer to
analyze the other end of this transfer. The questionnaires are better ex-
plained in the next chapter (5.4.1 the interpretation of the questionnaires)
where each question is explained in details. Both face-to-face methods as
well as virtual methods, such as emails and telephone conferences were
used to acquire this data. There were some obstacles due to flexibility of
the people to answer the questionnaires, however at the end everyone was
willing to help and the information was acquired.
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The fourth step may occur after or during the second and third step of de-
veloping a model then a solution for the problem. Manipulating the model
to arrive at the best or optimal solution for the real problem is one of the
ways of accomplishing this. Before implementing these possible solutions,
one has to test them, perhaps by trying to solve the related problem to
have a forecast of how the real problem will be solved. Trying various ap-
proaches and picking the one result in the best position possible that can
bring most benefits. And this process can be called complete enumeration.
Repetition is very important when dealing with complex problem and the
related issues and following the steps so that nothing is forgotten or left
behind. The accuracy of the solution depends on the input data you have
collected previously.

After acquiring the raw data from the respondents which was in German
language, first it had to be translated into English to be able to analyze it.
It is always a challenge to work with translated material because there are
some terms or special description that if directly translated might not mean
the same thing. Therefore, much care needs to be put when dealing with
these cases not to evaluate the wrong information that the participants
were trying to convey. The evaluation of the results and after that to do the
analysis which resulted in possible recommendations (7.2 main practical
recommendations) for the optimization and improvements of the trainings
could be deduced.

The fifth step which consists of testing the solution is done straight after a
possible solution is defined, and this process should not be done in a rush
because this is the stage where one can check if the solution can also be
implemented and work well in practice. This includes running a series of
tests on the data and model using known data to make sure that the data
and model reproduced results consistent with the current situation. One
model of testing can be done if the data collected needs additional data
from or other different sources is by direct measurements or samples used
to example ones tests between the primary data and the additional. This
could determine the inconsistency and give you an opportunity to make
changes and improvements.

Testing the data was a bit of a challenge because there was not much to
compare it with, but the results from previous research studies were very
helpful in the guidance for this evaluation. However, the goal was to iden-
tify the knowledge transfer, and through the interview the difference in
content could then be compared from both ends. From the questionnaires
analysis of the content and the transcribed interview (see chapter 5.6).

The sixth and seventh step come as the last together, where the analyzing
of the results starts with the determining the implications of the solutions.
In most cases, this possible solution to the real problem may cause some
kind of action or change in the organization operating system. It is very
important to put emphasis on the analysis process and how sensitive this
could be. Putting all the steps together to analyze them and if decided that
the solution is adequate then implementing it therefore incorporating the
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solution into the company. This can be more difficult than organizations
imagine, because of occurring changes in the environment and even if the
solution is optimal if not well implement it can result in a disaster. There-
fore to ensure that all the factors affecting these possible solutions are well
examined before the implementation. This implementation process can be
done successfully but it has to always be monitored because over time
numerous changes can modify the original solution causing a repetition of
the same problem.

There are various benefits for using this method of research, however this
does not only it brings advantages but might also generate some disad-
vantages. And these include:

v' It is easier to work with hard factors such as concrete numbers,
but the disadvantage of quantitative research is that sometimes it
does not have limitations making it very broad and the difficult to
handle in a short period of time.

v A good model defined on the second step of the method can help
save time and money, however if one works with numerous sam-
ples there is no way for the organization to save time or money so
they have to make it worth the resources being used for the cer-
tain purpose.

v The analysis process can be also used to communicate other relat-
ed problems and solutions to other departments, but sometimes
when the organization is concentrated only in the real problem
and all these other related problems can cause a distraction and
instead of finding solutions in steps the organization the organiza-
tions try to solve all at once and most of the time makes an even
bigger mess of things.

Reliability is something that can helps businesses to determine the quality
of their products and or services. If it is found that something is reliable
and it can be well maintained then organizations should opt for that. The
data collected should be reliable and therefore this also shown in the tests.
Validity is another issue that should be considered accordingly because of
the changes in the environment, because it asks and should also answer the
question if monitoring what is wanted being done to measure in the appro-
priate time. And putting these two influencing factors together can allow
both reliability and sustainability of the end results. After find the best so-
lutions and found to be the best for the optimization then this can be im-
plemented.

4.2 Qualitative Research Method

The qualitative research is referred to the method used to collect data that
identifies the quality of products or services, the staff and other resources
in the company. It aims to gather an in-depth understanding of human be-
havior and the reasons that govern such behavior. This type of data is un-
derstood to be carried out for specific objectives to be reached and also to
improve organizational performance. In most cases this is not clear
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enough, there are many conditions and factors that influence this method,
but the data contains details in which one can use for the better under-
standing also they are closer to everyday life situations. Depending on the
purpose of the investigation normally qualitative data collection consists
mostly of opinions and personal thoughts rather than hard facts. While
clearly in studies with quantitative data, the target position at the begin-
ning must be set in the course of the investigation itself. Qualitative re-
search often categorizes data into patterns as the primary basis for organiz-
ing and reporting the results. In qualitative research the aspects of “why”
and “how” are investigated with open spaces to be filled with person opin-
ions that are then evaluated with the focus on developing an initial under-
standing of the research through thoughts and not based on statistics.

There are two main types of qualitative research: the participating obser-
vation when data is gathered in a natural environment by observing the
behavior and therefore judging the quality. The second one is the in-depth
questionnaires or interview of open-ended questions to get as many details
as possible, to gather opinions and personal feelings more freely. In quali-
tative research we can expect features such as seeking to know where,
when, how and in what circumstances behaviors come into being, as a
consequence of historical factors and current information. Each act, word,
gesture and sound is relevant for the judgment of qualitative research,
meaning that nothing is taken for granted during this process because eve-
ry detail enriches the collected data. This method of research cannot be
considered as a scientific research method, because it does not meet the
requirements of being a systematic data based inquiry and it involves more
details compared to the quantitative research which is considered scientific
method.

For the gathering qualitative data, in the questionnaires are directed specif-
ically to the PLS Basic Training content. The goals for qualitative part of
the research include seeking improvements for the PLS Basic Trainings,
using the recommendations given and the evaluation. The one thing that is
considered controversial for the qualitative research is the researcher abil-
ity to judge and being neutral during this process. This process of judging
the respondents opinions on a certain subject compared to the others could
be very difficult because of the influences such as personal background,
educational basics and the current situation. On this basis, one might argue
that the research can be leaned to a certain direction as a consequence. For
this reason when analyzing and evaluating the results the researchers have
to be as neutral as possible just focusing on the main goal. Therefore, for
this specific case the findings were judged and evaluated by four persons
to ensure that there was a neutral judgment of it all.

4.3 The Data Collection process

The primary data collected was from both the trainers and the participants
of the trainings. This was done through one interview with one of the
trainers in the Mannheim Plant and through electronic mail to three other
trainers in International Daimler Trucks Plants where PLS is implemented.
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The process of this primary data collection can be seen on the figure be-
low:

Primary data

Training participants

Jues |onna|res 35 Questionnaires sent
with International out to departments
trainers
Employees
Apprentices DH

The secondary data collection was from the previous research studies done
on PLS in general. The feedback forms responded by the participants im-
mediately after the training also contributed a lot on the evaluation pro-
Cess.

Interview done in

Mannheim with a
trainer

Figure 3 - The primary data collection chart.

4.4  The evaluation of the methods used

The hybrid research method was used here in the interest of evaluating
both the quality of training and the differences in learning of during the
PLS Basic Training. The hybrid (Qual & Quant) method, allows a mixed
form available in the way that qualitative data can be quantified subse-
quently waived in some of its meanings, and they are transformed into a
more abstract form. The hybrid method can also give the sense that within
the same study, both quantitative and qualitative data can be collected
equally or to some extent of one another. However organizations need to
keep in mind that this method of data collection and the analysis will vary
from one part of the abstracted data to another, therefore it can be tricky to
evaluate it.

The questionnaire served for the following purposes: collect the appropri-
ate data to make the comparison of the content from both ends, make the
analysis of the results found and get opinions for suggestions for the im-
provement of the trainings. The questions elaborated were as precise as
possible in both standard form as well as personal views or opinions
forms. The open-ended questions aimed to find out the participants lessons
learnt and their satisfaction with the training and the acceptance. While the
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closed-ended questions aimed to find out in hard factors what were the
goals of the training and for how many of the participants use PLS and for
what content.

It was noticed also that most of the work is done in time and as a team and
therefore there is always help during the trainings where everyone does a
little and together they can improve the training with the close monitoring
of each member.

The trainings were conducted by PLS team members who do not possess
professional skills in training, however who best to explain about the PLS
system then them. Also another argument the PLS team members to con-
duct the trainings was that the participants felt comfortable because being
work colleagues there was already a relationship built and the acceptance
IS expected to be higher.

4.5 The interview description

The interview with one of the trainers was conducted to gather data from
the teaching side of training. For this the red-line with semi-strutured
method of interviewing was used. Some fixed questions were elaborated
beforehand and given to the trainer to allow them to get prepared in those
topics. This was done in relation to the questionnaires handed out to the
participants of the trainings to be able to compare the differences in the
knowledge transferred and being received. Just like the questionnaires, the
interview questions were divided into three main sections. The first sec-
tion was about some demographic data from the interviewee (background
information, positions, work experience and daily tasks). The second sec-
tion about purposes and goals of the training and find out the current situa-
tion of the trainings. The third and last section which focused on the feed-
backs received from the participants and the usability of PLS.

The interview was audio recorded and later on transcribed and can be
found in the next chapter of this paper. This was done with the aim of
finding out from the trainer’s point of view the objectives to be reached
compared to the ones actually reached by the participants later on.

5 RESEARCH PROCESS

In this chapter of the study the research process and training are the focal
points. The research process is explained as well as the procedures of the
trainings. The PLS Basic Training and the addressed issues in the basic
training are described. The research approach and the findings from the
data collected from the trainers (the example of the International Plants
and the interview with one of the trainers) are elaborated in this chapter.
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5.1 Short description of the PLS Basic Training

Training is defined as the process of acquisition of knowledge or skills to
reach a goal at best according to (businessdictionary.com). Normally train-
ing is done with a specific goal in mind such as improving ones abilities
and performance. Trainings such as the PLS Basic Training are referred as
professional development practices. Five years ago the PLS Basic Train-
ing the so called “Grundlagenschulung” was first conducted in the Mann-
heim Plant. A standardized training process for the employees, covering
information about PLS in general with benefits, the software functions and
qualifications. The PLS database is designed to provide the necessary in-
formation as step-by-step instructions at any time and at any location via
intranet. The PLS trainers use the database as medium of instruction for
the (new) employees, training them in order to instruct the latest standards
to be observed. There is standardized knowledge that is available for eve-
ryone in the departments use. These as well as other topics are included in
the 3-4 hours basic training. It is introduced with some comments and
basic topics in a presentation then a short film follows. A small discussion
about the short film just watched starts right after, to get the participants to
express their opinions and break the ice. The practical phase of the train-
ing with the lego exercises begins write after the discussion when the par-
ticipants are more open and free. This is when the trainers instruct the par-
ticipants what to do, putting their lessons learnt in practice. To finalize the
trainings the theory and the software functions are explained. For more in-
formation on the trainings procedures (see appendix 3). These basic train-
ings now conducted are very much improved compared to the previous
version which did not include much of the practical side such as the short
film or the lego exercises. This is why the participants are more satisfied
with the trainings now and most have good feedbacks to report. With this
study the PLS team will get more construct feedbacks that their can ana-
lyze on and if found to be good idea for the improvement then act upon
these possible improvements for optimizations.

5.2 The addressed issues on the training

During the training sessions there were specific topics being put focus on
and meant to reach the participants particularly. These were all in relation
to what the trainers had investigated and found to be most important for
the participants to understand better during the trainings and to then be
able to work or use comfortably. These can be divided into three main
parts: the qualification and standards in general so the training on itself
(ensuring that the participant understood what PLS was and the benefits of
using it). The second part was the knowledge transfer from experts to new
comers in the documentation of step-by-step procedures and how to safe-
guard viable knowledge from leaving experts for example. Lastly part the
PLS software functions for them to know how to navigate the system.

The concepts of qualification, standards and know-how transfer are the

ones with most emphasis so that the participants can be aware of the im-
portance of these. The better qualified employees the more chances the or-
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ganization has of succeeding with best practices. Always with tricks and
tips from the more experienced employees who can pass this knowledge
through the PLS system to other employees and can always be accessed in
a standard way for all. Meeting their individual goals as well as organiza-
tional goals is vital for the employees and there are always differences in
these but if one can meet these at best practices and document it then oth-
ers can also follow the steps.

However the marketing of PLS system as a whole does not provide suffi-
cient selling points that encourages the employees to use it after the train-
ings. In their workstations, to help other employees with tips and tricks or
suggestions, and for the employees they can always consult PLS for this
information in PLS using an updated information. The employees need to
understand the strategic goals and the importance of know-how they need
to perform at best and learn within each other for their individual devel-
opment and growth. With that being said, the addressed issues are clarified
and are somehow being reached from the trainers end to the participants of
the trainings.

5.3 The approach of the research

The practical part of this research process, was done in a more individual
way for the employees while with apprentices the questionnaires were
conducted all together at the same time in groups. This was better and eas-
ier to gather the information when everyone was there, but this was not
possible for the employees because of the different shifts and the summer
holidays starting.

It was observed that some had difficulties in expressing themselves in the
writing and expressing their opinions. From what was noticed the re-
spondents first stated other points that they learnt in the training only later
they specified one from the goals of the basic training listed in one of the
closed ended questions. This research evaluates the trainings as well as
raise awareness on topics of KMS and OL. These are important for us to
keep standards, qualifications and knowledge moving all the time so that it
does not get lost in the future. To reach these goals the analysis of the
findings can then result in recommendations for the improvement of the
trainings and increase qualification accordingly.

One example of the difference there is between teaching and learning, can
be seen in the lego part of the training when trainer explained with the ac-
tual model in his hand. How to assemble the lego toy truck with visual and
words and the participants had to write down how they understood into
their own words on a manual to later on assemble it. However what the
participants did not know was that after they finished writing these in-
structions everyone had to change them around so that everyone had a dif-
ferent manual of instructions from their own and had to assemble the lego
truck from those given to them. And what could be clearly seen was that
everyone can hear the same thing but understand it and writing in a totally
different way to others. Some were able to assemble the lego truck from
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those give instructions from others, or they just remembered from what
they had just written or heard. But others could not read the handwriting
for example, others just draw pictures of the parts joining and so on mak-
ing it difficult for others to understand it. This proved that no matter what
we do, we are all different and tend to do things differently. In PLS the da-
ta is documented in a standard way so that the majority of employees are
able to understand it easily and efficiently.

5.4  The evaluation of the questionnaires

It is very important as a trainer to keep in mind the background of the par-
ticipants of the trainings, so that the best teaching method can be used to
reach the desired content across to them. This is so as the success and de-
velopment depends on the acceptance and receptability of each individual
performance. The questionnaires were designed to gather opinions as well
as facts about the trainings, in the next chapter are explained the purposes
of each and every question.

5.4.1 The interpretation of the questions in the questionnaires

The questionnaire consists of both standardized or closed ended questions
and open ended questions in which hard and soft factors from respondents
can be acquired. There are also some demographic questions to find out
their background. Next specific questions about the basic training are
asked, these are both in closed ended and open ended to get an idea of how
well and what they learnt during the training. In the last part there is the
evaluation of the usability on the workplace and these questions where to
find out if after the training if the participants actually use the system to
solve problems, to use for checking tips and trick, or suggest for im-
provements and or learn from each other therefore.

In the first part of the questionnaire, there are demographic questions to
find out how their background affects their learning and acceptance of
technology as a whole. The apprentices belonging to a younger age group
are more open for innovations compared to the older experienced employ-
ees. Four different age groups were standardized, the first one youth, the
second adults group and the last two groups for the older generation who
might not be so open for the new things that they have to learn and work
with for a short period of time if they are close to retirement.

The gender question was to check the diversity of the participants of the
trainings. One could argue that this could be a factor to consider when
training because woman learns in different rates compared to man.

The nationality was not only to find out where the participants come from,
but also to evaluate what they have learnt differently with their back-
ground affecting them and if the language can be considered as a barrier.
PLS is implemented and being used in different departments in Mann-
heim, and it is important to find out in what departments the participants
come from. This way also promoting PLS in the other departments where
it is not used nor known. The question about the length of time worked at
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Daimler, is important to check how long the employees have been at
Daimler and how familiarized they are with the systems such as PLS.
Therefore it can be expected that the employees who have been longer in
the company to be more open and willing to have qualification trainings
such as PLS. The last question in this part was to determine their experi-
ences with trainings as a whole inside the company. The entire first part is
made of closed ended questions to respect their privacy and to get a basic
idea of their backgrounds.

On the second part of the questionnaire, the basic training is the focal
point. The first question aimed to evaluate the training as a whole using a
scale of (1- Excellent) to (5- Very poor), to get a general idea of what the
participants thought of the training. Next are the more qualitative oriented
questions to evaluate from their opinion of what was the main message or
what was put most emphasis to later on compare to what the trainers say.
During the training session there was a short film (in a few words this was
a short film about a trainer and trainee aliens in a spaceship, the trainee
without any instructions has a table full of buttons to operate the spaceship
and the trainer is just there showing no emotions nor saying a word). It is
an interesting video that shows how not to do things and the question
aimed to find out if they understood the reasons for the trainers to show
the video, and if after the discussion they learnt something new. In the
training the second part is the practical one where lego exercise were used
to somehow relate the step-by-step procedures to their work, the question
here was addressed to find out if that helped them understand the training
better. The trainers have certain goals to reach during the training and to
find out if these matched between with the ones the participants recog-
nized the two questions were asked, one open ended and the other closed
ended with the specific PLS technical names. To end this second part of
the evaluation of the training it is the question of standardization and the
benefits is asked in an open form.

The third and last part of the questionnaire, was made of questions focused
on the usability on the workplace. It starts with the frequency of the usa-
bility to find out if the participants after the trainings use it daily, weekly,
monthly or if they do not use it at all yet. The next question is addressed to
find out if the participants use PLS to search for solutions for daily prob-
lems occurring in the workplace given the scale of (1- yes, | always use it
to 5- no, | never use it). With a list of some of the most commonly used
content to ease their responses but also including the option “others” that
the respondents can choose from to find out what content they use PLS
for. To check if the participants find the content of the training relevant to
the daily work a question is asked. To finish up it is asked from the re-
spondents some ideas or suggestions for improvements for the PLS Basic
training and any other comment related.

5.5 Example of PLS Basic Training in International Plants of Daimler Trucks

Regardless that globalization is increasing rapidly, we cannot ignore that
culture and background still have influences on the business world. These
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factors should be respected if organizations wish to succeed elsewhere
outside their normal markets and adaptions have to be made.

The PLS system is also being implemented in other International Plants of
Daimler Truck in Detroit- United States of America, in Aksaray- Turkey
and in Sao Bernardo do Campo- Brazil and therefore the Basic Trainings
are conducted in these Plants also. Also in these locations the PLS empha-
sizes on qualification, standardization and knowledge transfer, however
the trainings differ due to some cultural adaptations.

In order to detect these cultural adaptions first a request letter to conduct
the questionnaires was sent out to the trainers (see appendix 5), and then a
short questionnaire made out both closed and open-ended questions was
sent to the three International Plants mentioned above.

There are similarities and differences noticed in the trainings compared to
the ones conducted in Mannheim.

The similarities noticed and the procedures that were the same both in the
Mannheim Plant and in the International Plants are the followings:

» The strategic goals to be achieved with the trainings are the same
everywhere. These goals include: qualification, standardization,
knowledge transfer and process of improvement

» A trainer from Mannheim conducted the first trainings in those
locations to train the trainers there.

» The trainings are conducted when necessary and with the availa-
bility of resources required, and the average time frequency of
trainings occurring is 2 to 3 months.

» The trainings are done when there is availability of participants
and when there are new employees or new apprentices.

» Normally the participant number for a single session of training is
8-10, because this way they can make sure that all the participants
get sufficient information about PLS in general and of the soft-
ware functions.

» PLS was firstly intended for the production department but now
being implemented at other departments at the Plants, for exam-
ple in Turkey-Aksaray they have implemented PLS to all their
production departments in the company.

The following table shows the differences in the procedures and content
for the PLS trainings for the international Plants:

Table 2 — Data gathered from the trainers in International Plants
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International Plant 1

International Plant 2

International Plant 3

Agenda 2-3hrs divided into 3 ses- 1hr per session 1.30hrs-2hrs
sions depending on the avail-
*The trainings here are con- ability of the training
ducted for employees getting rooms schedules
the roles of editors only
Content Depending on the type of the | The content includes: | The content includes:
training session the content | -the PLS Organigram | -the structure and ex-
is: -PLS basics and the plaining what is PLS
-login PLS presentation -the tools, suggestions,
-navigate and review of -Purpose and benefits | and other functions
documents of PLS -explaining and answer-
-open and generate docu- -Information on how ing questions from par-
ments to use PLS ticipants
-basics of PLS with ad- -Explanations of the
vantages and to do’s different roles and
-mention the goals and ob- manuals
jectives
-team management
Objectives | Ensure that the employees: Ensure that the em- Ensure that the employ-
-know how to view, print ployees: ees:
and use the documents in -get relevant infor- -know the applications
PLS mation concerning and importance of PLS
-can make updates and give | PLS using tools showing
suggestions -know how to use and | specific examples
-know the features of PLS generate the standard | -know how updates can
and advantages of using it documents be seen by all as long as
-are comfortable navigating | -know why it is im- they are documented
through PLS portant to use PLS for | -know how to do multi-
-know that there is always their own benefits as plication of the
support available from the well as learning with knowledge they have
PLS contact persons. one another -knows that with docu-
ments such as
Cyclechecks they can
minimize numbers of
failures
-know how important is
auto-learning
Cultural -Training was developed -Employees levels of | -The hierarchies are
aspect in- | there to account for the in- | educations counta lot | very strong and should
fluencing | fluencing cultural aspects in the ease of under- be respected
-Less material is available standing of the proce- | -There should be indi-
compared to Mannheim dures vidual will and motiva-
-More management support | -Depending on the role | tion to use PLS and
is desired in specific topics | of participant, there learn from it
are different manners
for training him/her
Feedback | Negative: Negative: Until now they have
received -The editor tools are notso | -Sometimes docu- only had positive feed-

easy to use and should be

ments are not appro-

back:
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improved

Positive:

-Enthusiastic

-Very good in theory but not
in practice, if employees do
not have time to use it.

priate or specific
enough

Positive:

-1t is good to have in-
formation stored in a
database, which ena-
bles them to work in-
dependently

-Good access and
communication with
the PLS team mem-
bers.

-The system is very
good, and it gives a lot
of details that helps
them to overcome prob-
lems

-The software functions
are easy to handle and
fun to use.

Usability

Very low in general around
25%

But this rate can vary de-
pending on the need to use
it, from 1-5 times a month.
-The content mostly used is
to maintain and update doc-
uments in general

*The operators are using the
print copies of the standard
documents that can be gen-
erated in PLS.

The usability rate var-
ies according to the
need.

-The frequency in-
creases when there are
new employees
searching for job in-
structions.

-All departments have
PLS therefore more
use and as often as
needed

-Normally employees
use it for following the
failures and single
point lessons.

At the moment it is
very difficult to meas-
ure these figures be-
cause PLS is still in the
process of data collec-
tion and it is not im-
plemented yet.

-The data collectors use
it daily, once a week,
and more in cases of
job rotations.

From the table above it is possible to say that even with the adaptions
made in the International Plants, the goals are reached effectively, using
the different resources available and adapted cultural factors. The trainings
are adjusted according to the time availability and the need for qualifica-
tions as shown above in the structures and the standards set as a basis

where possible.

Even with the adaptations made now in the trainings abroad, from the

findings as a conclusion to standardize the PLS Basic Trainings at all loca-
tions, one could suggest that the Mannheim Main Office could host work-
shops where all the trainers would meet and discuss how this could be
done taking into consideration their cultural influencers. This could also
serve as a channel of networking and communication within the trainers to
share information (positive or negative experiences) as well as learn from
each other.

A good example that contributes for improvements is done in the Aksaray
Plant in Turkey which is regular trainings sessions to all employees once a
year to refresh their memory and improve in their communication chan-
nels between the employees.
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After all the feedbacks received for the optimization of the software dur-
ing several years, the PLS team has created a new software version under
the considerations of all the remarks and suggestions. This new version of
the software will be available next year.

5.6 The interview with one of the trainers

The semi-structured interview below transcribed was conducted with one
of the trainers in the Mannheim office, with the purpose of acquiring data
from the trainer’s side. With this information it is possible to compare the
content of the training and evaluate the transfer accordingly. The questions
addressed during the interview were related to the questions asked in the
questionnaires for the participants of the trainings. In addition the inter-
view also included questions specified on what skills the trainers had to be
able to conduct the trainings, the challenges of the trainings, how the prac-
tical exercise idea was raised, and what kind of feedbacks they received
for the optimization. These topics were dealt with in detail and provide
some insight of how the trainers were chosen and how the training process
is evaluated by them.

The questions in the interview were discussed a bit within the trainers be-
fore, so that a general idea from all of the trainers could be drawn stating
all point of views from them all. The transcribed interview labels are as
follows: the researcher asking the questions labeled (RE) and the trainer
answering labeled (T).

RE: Hello! Good Morning. Welcome to this interview which will help me
with my thesis study about “the evaluation of learning effects for the PLS
Basic Training” here in Mannheim.

RE: 1. Please could you introduce yourself in a few words.
Your name, nationality, work title, how long have you been working at
Daimler, what do you do either than training?

T: So, thank you for the opportunity. My name is ..., ’'m coming from
Turkey, Istanbul. I have been living in Germany since 10 years. | have
been working in Daimler since 7 years now and my position is: | am re-
sponsible for implementation of PLS in International Locations — what
means being responsible? | conduct trainings, | coordinate the projects, |
have regular contact to the project members and team members and | am
reporting to my superiors about the current status. And this is really excit-

ing.

RE: 2. What skills did you have then (when the trainings started) that al-
lowed you to be chosen as a trainer? (Background, learning methods you
use, expertise and so on).

T: First of all it is important to know the system, because many questions

are arising during the training and you have to be sure by responding
them. And you can also face some system problems during the training. So
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you should be able to overcome all these problems without disturbing the
participants. So that is why the first thing or the first prerequisite is to
know the system and second thing is to have language skills — I mean you
have to be able to use languages well. The third thing is, I think maybe at
the beginning you can be excited, so nervous a little but once you have
enough experience, you can also conduct the trainings in a much more re-
laxed way.

RE: 2.1 And the other trainers are more or less from your side of work or
are they totally different?

T: No we are all the same since we started making trainings. During the
basic trainings there are two trainers: the first one is responsible as a mod-
erator and the other one takes the role as a PLS coach and I think we are
all experts enough to conduct good PLS trainings. But if someone for in-
stance makes his or her first training then we have a matter like the new
team member gets first the role of a PLS coach, so PLS coach does not
have a big part in the basic training and by the second or third training
again they get a coach role or they can also start conducting trainings for
instance which only the apprentices are participating. I think the appren-
tices do not have so many questions like people using it in the production
for many years. We have also such methods in order to train the future
trainers.

RE: 3. Thank you. When did you first start conducting the PLS Basic
Training?

T: I started to conduct the first basic training... the basic training that we
have now — we have it since 4 years and | did it from the beginning so.

RE: 3.1 And was it very challenging or difficult to do it?

T: No it was nice, but maybe for me a little because | had to explain lego
models parts in a foreign language. So there are special words you have to
use but it was ok later on.

RE: 3.2 Specific system words?

T: No not system words but for instance lego parts. It was maybe at the
beginning a little bit difficult but once you make it two times you are used
to do it in a foreign language.

RE: 3.3 How often do you conduct these trainings?

T: The first years | conducted many (many) trainings. For instance we had
around 120 apprentices — and | had to conduct trainings each week, each
day. And then also conduct trainings in international plants. | had a basic
training in Turkey with many managers and many colleagues from several
departments; | brought all the legos to Turkey. And I conducted the same
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training also. My colleague conducted the same training for the colleagues
in Brazil, so...

RE: 3.4 And there is always one or two trainers — not only one?

T: Yes, when | was in Turkey — there was just one — | was it. But when we
make it here, there are two. And | mostly had the role of moderator. And
sometimes you can also do both when there are not so many people in the
office. You can also combine the roles. And the trainings take around
three to four hours.

RE: 4. Could you somehow briefly explain the process?

T: We start with an introduction and we have a video. After the video we

have some feedback questions and then we start with legos. There are two
different legos, used for different matters. The first legos are used in three
to four exercises and the second lego serves to show the variants — the ef-
fect of variants. And after legos we have the presentation part and the last
part is the software functions — we have also some breaks inside so 1 to 2.

RE: 5. What were the main Objectives/aims and message you try to trans-
fer to the participants or bring across?

T: We would like to show to the participants that the standardization is
important that the qualification, training, job instruction training, via
standardized documentation is important and we want people to see — to
recognize by themselves — how easy it is to learn new topics by using
standardized documents.

RE: 6. How did the lego concept idea arise?

T: I think it is a very good tool and actually we looked for something
which can be used by everyone. | mean lego every child has experiences
with legos. And we also wanted to have not a traditional training so just a
presentation. But also something which or that relates to people. To allow
a great atmosphere that they can enjoy the training, to make it exciting.

RE: 7. Could you tell me your first impression about the training atmos-
phere, emotions and the participant’s attitude towards the training at the
beginning, during and at the end of the training?

T: When they come, they are very silent. They just sit, once we explained
the agenda — they start to laugh. So I think they see legos, they find the
idea good. So | face a lot of participants laughing or showing their emo-
tions for instances when we tell them now you have your own manual, but
now you have to change it with the other ones. So many of them start
laughing and say “ahh no I cannot do that” So all those things show their
emotions and the motivation of the people. And I think they like the basic
training and also when we said that we can always help them after the
training, so they feel themselves better. Because | never want people to
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think “ok now we have done the training and then we are alone”. They
should know that they can call us any time once they have a question. The
continuous improvement process.

RE: 8. Could you please, name the goals of the training? Points that you
want the participants to remember after the training.

T: For me or for us the main goal of the training is to understand the idea
of PLS “why we have PLS? What is PLS?”” And to understand why it is
important or what are the benefits of the system. And to stress the points
like standardization, qualification and process of continuous improvement.

RE: 8.1 And something practical you want them to remember such as
“with PLS you can do this and that and that is important for your work™?

T: Yeah, for instance we show them how they can share their ideas in PLS
— making suggestions and also one of the most important aims for me is to
create a kind of confidence between the participants and the office in
terms of, once you have a question we are there!

RE: 8.2 This is to build relationship between the employees?
T: Yes this is very important!

RE: 9. From my point of view, | would say that you stressed more on the
topic of standardization. With the lego concept this could also be seen,
why is that, if my assumption is correct?

T: Actually our focus is qualification. But once you start with the topic
“qualification”. But I always say that standardization is the heart of the
production — so once you want to convince the people — with things that
are very (very) important for them — I mean qualification is also very im-
portant for the production — standardization is the first thing which should
be done in order to allow other points to be implemented. In order to qual-
ify the people you need a clear documentation, and this is standardization.
| think standardization for many people is a prerequisite of qualification of
the trainings. That is why we try to convince people and then mention
mostly this issue.

RE: 10. From your perspective, how frequent and for what content do you
think the new employees use PLS for after the training? Could you justify
it please?

T: It depends. There are people who... I mean there are new employees
who use it more often than the others. Or there are people who know eve-
rything. I mean they have the same job since many years, so they don’t
have to. Maybe just to suggest and check for tricks, there are people who
have less time — they have a cycle so they have to consider the Tact time.
So it is comprehensible that they do not have time this is maybe an issue.
But everyone having questions can just go there and check the answers.
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We never expect people to stay the whole day in front of the terminal. |
mean they have their job. But | am sure that when there is clear documen-
tation in the system, and if people know the system is up-to-date, why
shall they not use it? But as | said, the most important thing is that they
know here is the information clear, correct and up-to-date. When | make a
suggestion it is checked — I get answers — so and then as | said the system
can be used any time.

RE: 11. After the trainings do you receive many feedbacks forms? Are
they positive and or negative?

T: We get feedback after the basic training — we get feedback after the edi-
tor training. I think the feedbacks of the PLS basic trainings look most of
the time very positive. Because as | said people enjoy the time — and they
make practical exercises — as | said we have a presentation part. We do not
show 100 slides to the people, just the most important information. That is
why | think it is not boring — they will enjoy it. Especially the lego parts
where everyone has fun. And also many participants think the time (dura-
tion) is also ok, so three to four hours. But for instance | mean | am talking
about the real training — the training has specific time, because we send an
invitation that specifies. But there are also discussions going on after the
trainings. But for instance after the editor training we can also get some — |
think we never got negative feedbacks. But there are some improvement
suggestions. Like in the editor training since the training content is just
teaching someone how to use the functions — because in the basic training
you are talking about standardization, qualification — different things. But
in the editor training — we just try to show how to document into PLS. And
I think the content of the training is much more specific that is why for
some people the content is ok, like how often we repeat the topic is okay,
but for some people they think “I can understand this issue when you ex-
plain to me only one time!” or “Why do you explain two times the same
thing?”. But as I said the participants group is so mixed, there are always
people who use everyday a computer and there are other people who just
use it once a week or never, I do not know and that is why it is maybe
never possible to find a consensus.

RE: 11.1 Do you get a lot of suggestions of how to improve the training?

T: We get most of the time suggestions like: “the training is ok”. I think
we rarely get topics like you also have to add this topic. Or maybe never, |
do not know! That we get such suggestions, like adding a new topic. | just
remember suggestions like “you don’t need to emphasize this topic so
much”.

RE: 12. To conclude would you have any last comments to conclude the
interview?

T: 1 think these trainings are very interesting in the terms of the customer

behavior. And also establish a relationship to the people. And it is also that
all the PLS team member should conduct trainings in order to better rec-
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ognize the effects of the PLS on the people. Because you are not training
about something only but you are also hearing and sharing many ideas to
improve the system.

RE: That is all from me, Thank you very much!
T: You are welcome.

To briefly summarize the interview with the trainer, one can say that the
information gathered about the content of the PLS to be transferred from
the trainers to the participants were the five main goals of PLS. These
goals were: emphasizing on the concepts of qualification, standardization
and knowledge transfer effectively and the last two were to introduce PLS
as a whole with benefits/advantages and showing the software functions.
The trainers affirmed that the content they think is mostly used by the em-
ployees are the generated and printable documents, the step-by-step pro-
cedures, tips and trips as well as checking or giving suggestions. From the
trainers point of view, they are not expecting the employees to use PLS all
the time nor everyday but when necessary. It was concluded that the usa-
bility rates change with the need and the arrival of new-comers.

6 THE EVALUATION AND ANALYSIS OF THE FINDINGS

In this chapter of the study, the findings from the questionnaires are pre-
sented. First, the raw most highlighted points from the results are present-
ed and then evaluated, followed by the integration of these results in rela-
tion to PLS. With the aid of a SWOT analysis of the results to compare the
current situation to what can be done is also is this chapter. The gap be-
tween learning and teaching is better explained with a table showing the
possible differences in content. Lastly, there is the evaluation of the feed-
backs received and their effectiveness.

6.1 The results of the research

The research was done so that both participants and the trainers could ex-
press their opinions about the trainings objectives and content for the
comparison and evaluation. From the data collected it was found that most
of the goals were reached however in different ways. The technology ac-
ceptance and of the training was not seen as a barrier by most participants.
The main message was conveyed and well received by the participants of
the training. However, that did not directly mean that PLS is used on their
workplace. PLS is viewed as a good tool for employees for generating
standard documents, learning with each, to solve daily problems in their
workstations, check tips and tricks and more. Motivation from the em-
ployees to get PLS training was very good because PLS provides them
with a lot of benefits both individual and as a company.
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6.1.1 Results from the questionnaires

The questionnaires were responded by 20 apprentices from the Dual
Academy (mechanical engineering students) and 6 employees from differ-
ent production departments of the company. These respondents had re-
ceived the PLS Basic Training two months before this research. Find the
questionnaires sent the participants of the trainings (see appendix 4).

For the apprentices there was a session hosted for them to answer the
questionnaires altogether, and during this process a psychology Doctorate
student and the researcher were carefully observing their comments, ges-
tures and attitudes towards the questionnaire. They tended to communicate
with each other at the beginning, but as they got to the open-ended ques-
tions they seemed to reduce the conversations and had to think individual-
ly. Towards the end, they discussed a bit more with each other about the
questions which are on the second part of the questionnaires. For the last
part of the questionnaire about the usability, most of apprentices explained
why they cannot currently use PLS as often as they wished.

Unfortunately the same procedure was not possible to host with employees
because of their different shifts and times they had available to answer the

questionnaire, so arrangements had to be made to adjust to the respondents
best times for them to answer separately.

The findings of the questionnaires are shown through each item and sepa-
rated between the apprentices and the employees. The information pre-
sented is the summary of the most highlighted points from the responded
questionnaires. In each item the purpose is first defined, followed by the
evaluation with the similarities. Last the main differences are explained.
The bullet points displayed are the ones mostly emphasized by the re-
spondents and consistent within them.

A - The first part of the questionnaires on the demographic data of the re-
spondents:

In this section the purpose was to find out the age, gender, nationality, the
departments the respondent works in and the working experience at Daim-
ler. With this information we could analyze what factors affect the
knowledge transfer during the trainings such as possible language barrier,
experience with trainings and background of the participants.

In this part the similarities found for both apprentices and employees were
that there was no language barrier noticed since all respondents were of
German nationality. In both apprentices and employees there were more
male then females respondents.

The difference for the apprentices group noticed was that all were between
the ages of 18 to 25 years old, which meant that they were young and were
open to learn about the new software system PLS. They had contact with
computers in a daily basis so it was easy for them to follow the training.
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Another aspect noticed was that they were in their first months of appren-
ticeship so they were not so much experienced with trainings.

While the employees were of 34 years old and above, they had more expe-
riences with trainings as they have been working at Daimler for at least 5
years. They were also keen to learn about PLS due to the various benefits
PLS provides them with.

B - The second part of the questionnaire on the evaluation of the PLS
Basic Training:

In this section the purpose was to evaluate the training in general, the sat-
isfaction and the goals of the basic trainings. This was done to gain a bet-
ter understanding of what the participants learnt during the training, their
views on the topics covered and the satisfaction overall of the trainings.

B1) The objective of this item was to find out the satisfaction of the partic-
ipants of the PLS Basic Training in general by using the scale (1-
Excellent, 2-Very good, 3-Good, 4-Poor and 5-Very poor). As shown in
the charts below, it was noticed that everyone was satisfied with the train-
ing and that it provided enough information for the participants to use PLS
comfortably later on.

The apprentices graded the PLS Basic Training as shown in the chart:

B 1-Excellent - 20%

B 2-Very good - 70%

[ 3-Good - 10%

The employees graded the PLS Basic training as shown in the chart:
B 1-Excellent — 50%

B 2-Very good — 50%

B2) The objective of this item was to obtain the participants opinions on
what were the most important issues dealt with and what was put most
emphasis on during the training. With the information gathered from both
trainers and participants it will be possible to compare the content elabo-
rated by both.

The apprentices thought there was most emphasizes focused on the fol-
lowing points:
-Instructions on how to use the system,
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-The basics of PLS and additional information for their better understand-
ing,
-Standardization as well as knowledge transfer.

Different from the apprentices the employees thought that the followings
points were mostly emphasized on the trainings:

-The importance of standard documentation,

-The importance of clear standard instructions for the processes,

-The theory and practical side of PLS,

-The systematic explanations of why there is PLS in accordance to their
work.

B3) The objective of this item was to find out the opinions of the partici-
pants about the purpose of the short film (about qualifications and the need
of instructions for new-comers) shown at the beginning of the training ses-
sion. This was justified by the participants as being an ice breaker first of
all, and the discussion afterwards was very constructive and focused on
the importance of instructions.

Both the apprentices and the employees evaluated the video in the follow-
ing way:

e The short film showed reference that in order to operate compli-
cated machinery one has to have instructions.

e The short film stressed the need and importance of guidelines and
ensures that employees need to be well trained before operating
machinery.

e The short film showed that one needs illustrations and explana-
tions before using heavy machines or should face the conse-
quences of the damages caused.

e The short film was a very good example of how things should not
be done so that one can understand the amount of damage or de-
struction this can cause.

e The short film provided a good introduction for the participants to
see things in other perspectives but to relation to what they do.

e The short film also provided good insight for the new-comers
about regulations. These should be respected otherwise chaos can
be expected.

B4) The objective of this item was to find out if the part of the training
where they had to build lego models, worked better for their understanding
of standardization and qualification concepts. Both apprentices and em-
ployees mentioned that they enjoyed that part very much and that the lego
concept worked better for their understanding of the training. The re-
spondents added that having instructions alone is not enough but that these
needed to have standards. Because it is impossible to ensure that someone
can explain procedures of a certain process using the same methods every
time.
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The apprentices justified their answers with the following reasons:
e The legos exercise showed how processes can be done with or
without instructions and the differences on the outcome.
e The legos exercise stressed the importance of reading instruction
carefully because usually the most important points are not as

highlighted as they should be.

e The legos exercise aided in the understanding of how step-by-step
procedures work and how they make ones life much easier.

e The legos exercise enabled them to see where PLS helps them in
the production with continuous improvement processes.

e The legos exercise also showed that with standard instructions
and guidelines the dependency on the experts at work decreases.

The employees justified their answers with the following reasons:

e The legos exercise was a practical concept that helped them better
understand the need of standards and qualification.

e The legos exercise was a good example that showed how pro-
cesses can be done in an appropriate manner.

e The legos exercise was a very interesting idea because most peo-
ple have already played with legos before at some period of their
life. However not everyone really paid attention to the details in
instructions and now they understand the importance of that

point.

e The participants interesting reactions, after being told to switch
manuals with someone else, with the ones they have just created.
Since everyone hears and writes things in different manners and
does not know if the others will understand their explanations.
This exercise showed how standard processes can help in their

work and stress the importance of that.

B5) The objective of this item was to check the consistency on the goals of
the PLS Basic Trainings from the participants point of view, to later on
check if they matched with the trainers. The table shows the participants

opinions about the PLS Basic Training goals.

Apprentices thought the PLS Basic
Training goals were:

Employees thought the PLS Basic
Training goals were:

Making them understand the im-
portance of self-sufficiency, by ex-
plaining how PLS works and that de-
pendence on experts decreases.

Showing them how employees as
well as new-comers can work less de-
pendent on experts due to standard in-
structions.

Showing how important communica-
tion and transparency at work is, and
being sensible with the new/old
methods of working.

Showing how they can have clear
processes in the different departments
and how knowledge transfer to new-
comers is important to keep the
standards.

Making sure that new-comers can
learn the job faster

-Older employees to use PLS for the
glossary, giving and reading sugges-

Making sure that the employees know
what they can do with PLS and its
benefits in general.
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tions, tips and tricks and viewing in-
formation updates.

Showing the applications of PLS and
standardization of learning processes
and know-how transfer.

Showing the importance of safe
guarding knowledge.

Showing how standardization and
knowledge transfer works efficiently
through PLS.

Showing how knowledge can be
transferred through PLS to new em-
ployees or after absence

Explaining the PLS basics and the
importance of instructions.

Explaining the PLS basics and func-
tions (systematic explanations).

Times

12

mentioned 10
8

6

4

2

0

B6) The objective of this item was to acquire from the participants the
points mostly mentioned during the training and what had most impact on
them from a defined list of points they could choose from.
Standardization, know-how transfer and qualification were the points
mostly emphasized by both apprentices and employees. The last two
points “software functions and process of continuous improvement” were
mentioned just not as much as the other points as seen in the graph.

Points with most emphasis on the training
20

18

16

14

Process of
improvements

know-how Software
transfer functions

Standardization Qualification

B7) The objective of this item was to find out from the participants what
was positive or negative during the training, to get a general idea of what
they think of the training.

The apprentices mentioned the arguments below:

Positive arguments: Negative arguments:

The short film was good. The introduction was too long.

The lego part was good. There was too much theory at the end.
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The training was done in an There was too much information given all at
understandable manner. once for them to learn in a 4hours session.
There was a friendly atmos- Sometimes it was hard to follow when the
phere and environment for trainer explained it very fast.

learning.

The software functions of Not enough time for the practical functions of
PLS are easy to use. PLS and exercises.

Overall good and fun train- The presentation and the theory part had too
ing. much information.

The employees mentioned the arguments below:

Positive arguments: Negative arguments:

The training had a good and The training had too many participants for a
logical structure, and was single session.

well organized.

The legos exercise was a The theory part was not very specific.

good approach.

The content was relevant and The group of participants was too mixed.
provided some relation to If separated (by apprentices / employees / de-
their workplace processes. partments) would be better.

Good and friendly environ-

ment that allowed them to

ask questions and get the an-

Swers.

B8) The objective of this item was to find out if the participants perceived
the same message which the trainers were trying to bring across, with
standardization and its benefits.

The apprentices defined standardization as “the norms that each individual
has and the basics he/she has been given, but general standards are needed
for people to be able to work together”. They mentioned the following
benefits for having standard documents:

e Standardization decreases the time needed for documents search-
ing and simplifies knowledge transfer.

e Standard documents allow new employees to start their work in
the company and in their departments using updated and involv-
ing approved information and from many points of view.

e Standards documents allow employees to check and monitor their
work and improve the job processes.

e Standard documents allow employees from different parts of the
world to work together easily using the same standards.

e Standardization provides employees with many advantages in the
workplace in general.

Whereas the employees defined standardization as “a general tool to sim-

plify the work no matter in what department he/she is working in”. They
mentioned the following benefits for having standard documents:
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e Standard documents allow saving time in job processing and
therefore promote efficiency.

e Standardization eases the transfer of information and knowledge
from the more experienced employees to the new-comers.

e Standardization worldwide contributes to quality and eases the
work by allowing knowledge transfer within departments or even
through International Plants.

e Standards provide employees with step-by-step procedures and
know-how for the job processes.

C - The third part of the questionnaire focused on the usability of the PLS
Basic Training:

In this section, the purpose was to find out if after the training the partici-
pants used PLS at their workstations. Since all participants responded pos-
itively for the satisfaction with the training, it would be expect that they
use PLS.

The information gathered in this item will allow an analysis of a possible
influence on how the satisfaction with the training can affect the usability.
Unfortunately, some of the apprentices still did not have a chance to use
PLS since they received the training.

C1) The objective of this item was to find out the frequency the partici-
pants used PLS at their workstations, by choosing one of the options
available which included: daily, weekly, monthly, randomly or if they did
not use it at all. However, in the graphs shown below it is more general-
ized using three categories: once a month, more randomly or do not use it.

The apprentices that did answer this part of the questionnaire answered
that their PLS usability frequency increased when they had more chances
to use it and that they would surely use it in the future. Another aspect that
they explained for not using PLS more often was that they had their su-
pervisors present at all times so they had the necessary assistance availa-
ble. The graph below shows the frequency they used PLS:

Apprentices PLS usability
| | | | |

Do ot use t q

Once a month

Randomly

0 2 4 6 8 10

Times mentioned
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The employees affirmed that they have some time availability problems to
access PLS as often as they wished. However, they also said that PLS is
very well received by new-comers because it is recognized as a very good
instrument for instructions, generating and updating documents, checking
the glossary or checking tips and tricks. The graph below shows the fre-
quency the employees used PLS:

EmployeesPLS Usability

1 | |
Pomtweit |

Once a month

Randomly

0 1 2 3 4

Times mentioned

C2) The objective of this item was to analyze if the participants use PLS to
search for answers for their daily questions at their workstations. Using the
scale given: (1- Yes always, 2- Often, 3- Sometimes, 4- Not really and 5-
No, I never use it) they could choose the best answer that fitted for them.
Taking into considering that in PLS employees can check the glossary for
definition of new terms, to check frequently asked questions with answers,
this way learning from one another also.

The apprentices graded this item with an average (3-Sometimes), consid-
ering that if they had questions they could either use PLS to find the solu-
tion or ask their supervisors.

The employees (70%) graded this item with more regularity (2-Often),
that they used PLS for finding answers for the questions encountered dur-
ing their work and checking for tips and tricks to ease their work.

C3) The objective of this item was to find the exact content used in PLS.
With this item it was possible to find out what the employees and the ap-
prentices use PLS in their work. Taking into consideration the enormous
amount of data available in PLS to find out the consistencies on the con-
tent used and advise the topics to focus in future research.

The apprentices use PLS for the following content (the percentages repre-
sent the repetition on the answers):
e To check for updates and new information after being absent to -
30%
e Toread job elements and check step-by-step procedures - 25%
e To learn overall how to run machines - 20%
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e To give and check suggestions, tips and tricks - 15%
e To check information in the glossary - 10%

The employees use PLS for the following reasons (the percentages repre-
sent the repetition on the answers):

e To generate documents such as: Cyclechecks, Standard Work In-
struction (SWI), Job Element Sheets (JES) and other standard
documents — 30 %

e To check standard procedures to ensure that the employees are
receiving the basic know-how skills - 25%

e To read job elements and check to step-by-step procedures — 25%

e To search for instructions and standards in order to help appren-
tices — 10%

e To check information in the glossary — 10%

The pie chart below shows in general the content used in PLS by all par-
ticipants:

Main content used in PLS by participants

C4) The objective of this item was to find out if the content taught during
the training was relevant to the issues the participants faced on their work-
place.

The apprentices were not sure if the trainings content was relevant to them
yet, due to the amount of experiences they had at the workplace. They jus-
tified the relevance of the content with the following points:
e Standard documents being interesting to them, but the content in
practice was not clear to them yet.
e The tips and tricks are very important for the new-comers. This
way they find out what they should know in advance.
e Good to know the benefits which the use of standards can provide
them.
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e Good to know that with PLS employees are able to share docu-
ments, make suggestions, generate necessary documents easily.

e Good to know that there is a contact person in PLS available to
always help them with any possible difficulties.

The employees confirmed that the content of the PLS Basic Training was
relevant to their daily tasks and issues faced in the workplace. They justi-
fied the relevance of the content with the following points:
e After the training they could easily find answers to their questions
and generate necessary documents for their job processes in PLS.
e PLS provided them with good instructions.
e With the suggestions, tips and tricks sections, they could learn a
lot from one another.
e The used examples provided a relation to their workplace allow-
ing an easier understanding of the training content.

C5) The objective of this item was to gather suggestions for the optimiza-
tion of the PLS Basic Training from the participants opinions.

The apprentices suggested the followings for the improvement and opti-
mization of the PLS Basic Training:

e There should be more practical examples like the lego part which
may allow direct relation between the training and the workplace
activities.

¢ A handout containing the most important information of the train-
ing is advisable, for checking the training content both during and
after the trainings.

e The use of more pictures, graphs, videos was advised.

e Provide more time for the software functions, for the participants
to know more in details what can be done and how.

e The presentation slides contained too much detailed information.

The employees had other suggestions for the improvements and the opti-
mizations of the PLS Basic Training. These included the followings:
e The smaller the groups of participants per training session the bet-
ter, so that there is special attention paid to each participant.
e The groups of participants could be separated by different de-
partments, this way more specific examples could be given.
e More exercises like lego should be included so that the partici-
pants could relate to their daily work.
e More examples of knowledge transfer could be introduced for
participants to always make some relation to their departments.

C6) This was the last item in the questionnaire. The objective here was to

get any extra comments on the trainings, usability and or any other criti-
cism/appraisal from the participants.
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According to the apprentices, they were very satisfied with the PLS Basic
Trainings. The PLS trainers should continue conducting the trainings the
same way as it is a very good introduction for them as new-comers.

The employees commented giving suggestions such as: if possible it
would be a good idea to host a small tour to the production departments.
With that to see the exact connection of what is taught during the training,
and the practical reality on the workplaces. The last point was about more
advertisements and promotion of PLS both in the implemented locations
for more usability, and in the other locations where PLS is not yet
implemented.

6.1.2 Discussion and Analysis of the results

Based on the results found from the research it was observed that in gen-
eral the trainings are very satisfying for all participants. However there
were some aspects that influenced the usability and the content of the
training. These factors included the training sessions being conducted
when needed “ Just in Time Trainings”, and not only when the resources
are available. In addition, one could argue that the new-comers are provid-
ed with much information during their first months. If they do not exercise
on this information they are provided with, it can be difficult to remember
the system in general.

Furthermore, the goals between the trainers and the participants matched
and there was not much difference between the teaching and learning. It
could be noticed that the employees answers were more specific and relat-
ed to their work and the documents related, compared to the answers from
the apprentices who were generalizing things more.

According to the participants of the training they thought standardization
was the main point of training. On the other hand, the trainers acknowl-
edged that qualification was the main point and standardization was part
of this process of knowledge transfer. The content and the time provided
for the training was considered relevant and with relation to their work es-
pecially for the employees. All of the participants of the training agreed
that the practical part with legos was fun and gave them insight of how
things can be done, with and without standards as well as the importance
of qualification and instructions with details in the workplace.

During the analysis of the responded questionnaires, it could be noticed
that the employees were more experienced compared to apprentices be-
cause of the different ways of putting and expressing their opinions with
specific examples and were more integrated in the topic. Nevertheless, in
almost all cases they had similar meanings in their answers. The main re-
search questions raised (in chapter 1.3 in page 5) can now be answered in
short with the points below:

KM tools acceptance during the PLS Basic Trainings
From the responded questionnaires, it was found that technology in gen-
eral is accepted by the participants. Considering that nowadays almost
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everything is being done electronically, so using computers has become a
fundamental personal skill and requirement. Therefore, one can say that
technology acceptance could not be used as an argument against the PLS
Basic Training and the usability

Factors influencing the outcomes and the learning in the workplace

The factors found to influence the learning effects on the participants of
the training and therefore also the outcomes were: the background and ed-
ucational basics, the culture and the need to have the qualification at that
certain time. These factors were leaning their behavior and response to-
wards the training into a certain direction. However most of the time this
was not a problem because at the end of the day the participants got the
sufficient information needed to get across to them.

The transfer of the content during the training

All participants showed satisfaction with the relevance of the content of
the training, on the other hand they also wished that there was a bit more
time available for exercises to allow them to be more comfortable with the
system during the training. For cases of difficulties and or problems with
the system or generating documents the participants can always contact
the PLS responsible.

The trainers goals compared to the participants of the trainings

The main objectives of the trainers matched the participants acquired
knowledge. This was reached by using the tools provided by PLS. With
the aid of other concepts and exercises such as the discussion after the
short film and the legos model this knowledge transfer was possible. Both
the participants and the trainers were happy with the outcomes of the train-

ing.

The content and usability frequency of PLS after the training

The usability can be influenced by training performance to some extent.
Once the participants get the training they now know how PLS can help
them. However, the time availability or the need to use PLS at their work-
stations does not allow them to use PLS as often as they wished yet. All
participants agreed that the training had sufficient and relevant content for
them to be able to use PLS comfortably afterwards.

6.2 The SWOT analysis of the findings

The SWOT analysis matrix is used here to show the position of the result
in the current situation of the training after the evaluations. This is also de-
fines what is good and what can be seen as a weakness or threat for the
trainers to focus on and improve. To better deliver the training so that it is
best received by the participants.
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Table 3 - SWOT analysis of the findings

Strengths

Weaknesses

Opportunities

The system is very well re-
ceived and accepted by the
departments

PLS provides standards
which can be very effective
and beneficial for the em-
ployees

The participants are very
satisfied with the training
and find it to be exciting,
fun to learn.

PLS is not enough encouraged
by the managers to be used in
the workplace but with more
collaboration this obstacle can
be overcome

This basic training now is much
better and improved compared
to the previous one.

Threats

Some people accept the
PLS system only as a theo-
retical frame and not really
practical tool.

Even if the employees
would like to use PLS
more, most participants say
that they do not have
enough time provided.
Resources for the training
availability can be a chal-
lenging sometimes.

The training are not being done
to apprentices in the time that
they need it.

Cause of a need of another
training done in future which
takes time and other resources.
Some participants think that the
training contain too much in-
formation for them to get only
in 3/4hours of training.

6.3 The gap between teaching and learning

The anonymous quote that states “I am only responsible for what I say, not
for what you understand” and that is true, one can only be held responsible
to what he/she says and not what others understand. We are all different
individuals and a single word can mean so much to one and not at all to
another. This is something we all experience in our daily lives, when
working with people from very different backgrounds and of other culture,
language or ethnicity this can be seen as an even bigger challenge to over-
come. Myself coming from an African background now living in Europe
had to adapt myself very much to the way of living here which is different
from what | was used to. So it is no different with training different groups
of people using the same tools and ways to reach the information through.
Some adaptions need to be made for these to be accomplished by the par-
ticipants at best, and according to (Gibb S, 2002) to overcome these gaps
between the pre-instruction level performance to the exit level perfor-
mance you first have to know where is the gap and why.
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From the presented learning theories in the third chapter in the study, the
learning effects noticed during the PLS Basic Training were positive. The
characteristics of the theories presented were shown as follows:

(a) the behavioral theory could be recognized immediately through the en-
thusiasm and positive feedback given after the training,

(b) the cognitive learning theory also since the employees were very much
interested to know more about the standard documents they could gener-
ate, the suggestions tips and trips.

(c) the social learning theories which argues that we learn values and be-
liefs was mostly recognized within the apprentices interaction with each
other and openness. Social learning theories also states that organizations
should respect the differences in beliefs and values to be able to get across
to their employees better, even though the training are conducted to mixed
groups there are some adaptions made so that all understand it well. With
that being said table below shows with the exact objectives of the training
how the gap stands now. The table can be better understood by using the
middle title “gap” and the sides topics addressed in the training to see
from both sides the trainers and the participants where was the exact gap
and if big or small.

Table 4 The differences in learning and teaching

Trainer Gap Participants
Goals to reach | Conduct a No Participants Goals received
satisfactory satisfied with
training outcome
Points to em- Qualifica- Small | Standardiza- Point taken
phasize tion & tion & KM
standards transfer
Purpose of Importance | No Importance of | Purpose of
lego of instruc- instructions lego under-
tions stood
Standardiza- Obijectives Small | Discussions of | Standardiza-
tion and quali- | understood importance tion and quali-
fication and benefits fication
Usability ex- Always Some | Average rate Real use of
pectation when neces- very low PLS in work-
sary place
Software func- | Comfortable | Small | Not enough Software func-
tions to work with exercises tions

6.4 Taking in Feedback

Here the focus is the reception of feedback from the respondents about the
training and the software in general. In these feedbacks the participants of
the training articulate their thoughts (criticisms and or praises), judgments
and suggestions for possible improvements. The PLS provides two main
feedbacks forms after the basic training. The first one immediately after
training session conducted directly by PLS trainer and the second one after
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some weeks conducted by Daimler’s personnel Internal Association.
These two have different purposes and content, the one conducted after the
training is responded by all, this is directed to grade and give improvement
suggestions for the PLS basic training. While the second one is not com-
pulsory (only very few people respond it and resend the mail so there is a
low rate of feedbacks received) and this tries to get a wider perspective of
the training conducted as in general.

6.4.1 First Feedback

The first feedback forms, which are the end of the training section are
short and faster to answer, they are for the participants to express their
opinion about the training. However there are good and bad aspects with
having a feedback right after the training. The good point is that the train-
ers get an opinion of everyone who participated on the training and sug-
gestions for improvements right away. Nevertheless, one can say that the
answers might be influenced by the situation given the case that the par-
ticipants would be tired and just respond in a positive way not to have to
think further for any reasons for the training not to be satisfactory enough.
The reasons mentioned by the trainers for this feedback include: getting
immediate feedback of the training, and how the trainers could improve
also in presenting given the grades. After the training, the learning effects
cannot be seen yet but depending on how comfortable the participants are
with using the system is vital to know.

6.4.2 Second Feedback

The second feedback is normally sent via automatic email by the com-
pany’s administration office for Personnel Development, two after the
training was conducted. However not all of the participants have access to
email in the company and there is no way for them to be reached this way.
This can justify part of why these feedbacks have a very low response rate.
Therefore, it can be assumed that most of the respondents are new-comers
with access to email and apprentices because they have time This feed-
back is done to get an overall feel of the training being conducted by all
the departments at the company. These serve to check how the training
was, positive and negative points in order to ensure that the standards are
kept and that the employee is being well treated. Then report back to the
department and make the possible optimization changes.

Nevertheless there is some feedback received and these are used to im-
prove the trainings and the staff development. There has been not much
criticism from the feedback received. Another point important to mention
is that one has to be open to taking in criticism and being able to react pos-
itively towards them for improvements. A vital thing do is performance
check, because this then allows them to check if it was worth and if there
is change noticed after the suggestion for improvements have been made.
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7  CONCLUSION AND RECOMMENDATIONS

In the last chapter of the study, the summary and recommendations for
improvements for the PLS Basic Training are explained. The study sum-
mary and conclusion are here presented consisting of the different views
the KM and OL respectively in relation to training in general. Suggestions
for further researches and the implication for it are discussed here. The
limitations faced during research study are justified here and the last re-
gards as final thoughts.

7.1 Summary of the study

Nowadays even with the tools provided by technology it can be seen that
the process of transferring information/knowledge from “person A” to
“person B” is still difficult. In addition Paul Watzlawick argued that “One
cannot not communicate” meaning that everything we do somehow is an
action of communication, making it impossible for one not to communi-
cate. This exchange of thoughts, messages, or information through speech,
visuals, signals, writing, or just behavior are to some extent seen as the ba-
sis of learning and teaching. One can only do so much in terms of deliver-
ing or receiving information on each end, and we can only expect that with
the different mechanisms for knowledge transfer this can be even harder.

For managers to understand the importance of reliability is crucial in the
dynamic world of today. Changes are happening all the time and to keep
up with these changes one needs to regularly make evaluations and ana-
lyze these processes as well as keeping well informed of what the best
practices are. If the improvement suggestions are used they should be
checked after a period of time to find out if these improvements are caus-
ing positive outcomes. The current situation shows that the training is well
conducted and the content is being well delivered by the trainers and well
received by the participants. With the suggestions received for the im-
provement one needs: time, willingness and cooperation and KM to allow
that to happen at best.

7.2 Main practical recommendations

From the findings it was seen that the difference between content trans-
ferred was very small. This showed that the trainings are conducted well
meaning that there were very few remarks and improvement suggestions.
Despite the satisfying results found, the suggestions provided by partici-
pants were very good and can be acted upon. These implications from the
findings should result in the optimization of the PLS Basic Trainings and
this for the PLS Team to take all aspects into consideration. There are a
number of different ways to ensure that the lessons learnt are at best and
so is the usage of this knowledge causing a change. The study focused on
three main objectives and the recommendations are as follows.
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7.2.1 Recommendations for the optimization of the trainings

The PLS Team also conducts other trainings for employees with different
roles. However, compared to the basic trainings they are longer and con-
sist mostly of either data collection and documentation or the software
functions. Therefore one could say that basic trainings are very interactive,
fun and the short and for the employees with the role of users only.

In chapter three, learning theories were introduced and described in rela-
tion to learning effects seen. It was found that all three theories were well
satisfying in comparison to the learning effects caused during the train-
ings. For the behavioral theory it was found that the participants learnt
from the stimulus of getting more information, suggestions, tips and tricks
and learn from one another and the response was seen through using PLS
for this. For the cognitive and social theories was seen that the “what and
why” factors for reasoning where present to complement the first basic
learning from their experiences and individual beliefs. In addition to cause
better outcomes of the knowledge transfer using the risks of the KM and
OL initiatives more explained in the recommendations, to maintain and
improve the PLS Basic trainings.

From the evaluation and analysis of the findings from the participants of
the trainings the suggested given for the optimization of the trainings are:

» Create a handout with extra information
Some participants, mentioned that there was too much information
to be learnt in one day. Therefore, a handout with the extra infor-
mation and more details of certain procedures was suggested. This
will reduce the information given to the participants and shorten
the time, providing them with a handout that they could have at all
times. In addition it is commonly argued that during learning, one
could be exposed to as much information but not be able to learn it
all. Therefore it is important to be able to have some material that
one can go back to and check.

» Separate the groups of participants of the trainings
At the moment the participants groups are very diverse in terms of
different employees from different department, apprentices, partic-
ipants from very different backgrounds. Therefore separating them
would mean that the groups would not be so diverse, therefore al-
lowing their common features to help them better understand the
content and to learn with each other easily. As mentioned in learn-
ing theories that the more focus put into the individuals the better
outcomes can be expected. Examples: separate the participants
groups by departments, age groups, and ethnics.

» Provide more and detailed gquestions for the feedback forms
As discussed in chapter 2, to avoid the risk of KM and OL initia-
tives, the feedbacks received should be carefully prepared includ-
ing as much details as possible. In addition, when the feedbacks
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are received, that these are evaluated also carefully and provide
some feedback that the PLS Team can work with. There should be
more detailed feedback forms that provides the PLS Team with
constructive information for the improvement of the trainings both
short term as well as long term. As described in chapter 6.4 about
the two feedback, one can understand better that the immediate
feedback acquired and the follow up feedback together could en-
sure that all participants are reached and heard if the suggestions
ideas were acted upon.

» The trainers should have basic information on participants prior
Before the training session, the trainers could have some infor-
mation about the groups (possible separated by using similarities).
This way the trainers can consider the factors influencing the par-
ticipants to choose the best approaches and different teaching
methods. This information could include: their background, age,
previous education, nationality and department working in to best
bring the information across.

> Implement PLS internally (in offices also)
Since PLS is not only for the production departments, the idea or
concept can be applied also to other departments such as offices.
There were suggestions that PLS could also be implemented inter-
nally for office departments, because with PLS they can generate
documents, share information and allow exchange of experiences
just as it is being done in the productions.

» More management support
In the hierarchy of organizational structures everyone has a role
and it matters, as discussed in the state of art and the current situa-
tion of KM and OL management support is vital. Since they are the
decision makers they need to believe and agree with the initiatives
so that they support. And if this provided could allow the employ-
ees more time to interact with each other and to come up with best
practices tools, and together document these in PLS. This could be
done also after the training to gather example of experiences that
are not already documented in PLS.

» Planning the trainings according to the needs
If there is a possibility to influence on the time the trainings are
conducted, then suggest that these trainings are conducted close to
the time when the employees need and can use PLS the most. Also
trainers should take into consideration the availability of resources
(the trainers, the participants and the material).

7.2.2 Recommendations for the content check

The content of the trainings learnt by the participants was considered to be
relevant to the employee’s workplace. On the other hand PLS can be con-
sidered to be a pool of information, therefore one could say that not all the
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content is used. To find out the content mostly used is important, because
with this information the PLS members would know on what to concen-
trate and this way provide sufficient knowledge to transfer as argued as a
risk of OL in the current situation.

For this part the recommendations suggested included the followings:
> Create software to track the content and usage
By creating software that can track how much and for what content
PLS is mostly used for. This way to analyze why the other data is
not being used as much, and work accordingly to promote usage.

» Put most focus to the content in need to promote PLS
Taking into consideration the research about Two Models of Mod-
ern Workplace learning which focused on engineers and ship de-
signers. The Learning Instance theory, which represented a situa-
tion in which specific knowledge was presented, shows how here
the necessary content could be the focus to promote PLS more.

7.2.3 Recommendations to increase the usability frequency

From the evaluation of the findings, it was noticed that the usability fre-
quencies vary from the need and the different departments in company.
With more management support and collaborations happening these rates
could increase. In the International Plants the cases are the similar except
from one where PLS is implemented in all of the productions departments
and there is more usable there. However, from the trainers point of view
(see chapter 5.6 transcribed interview) the usability frequency is normal
because they do not expect the employees to be on PLS all the time.

The recommendations to encourage the employees to increase the usabil-
ity frequency:

» Collaborate more with the department supervisors
Working together with the supervisors of the department and the
responsibles for the apprentices groups to ensure that there is
enough time provided for them to use PLS. This way allowing
them to practice and benefit from all the advantages PLS can pro-
vide them with forget the system and not need to get trained again
in future when needed.

» Improve in the appearance of some PLS terminals
The presentation of some PLS terminals could be improved or just
changed to new computers in order to encourage the employees to
use PLS. The mobile devices and tablets is an idea that has had
great acceptance from the employees because they are portable and
allows them to use PLS at anytime and in any place.

» Checkups sections
Provide non-compulsory regular checkup sections between the
trainers and employees that would like to participate to give some
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feedbacks on the trainings, the usability and the content to be put
focus on. The KMSes should always be checked due to the dynam-
ic world we are living in as argued in the current situation of KMS.

7.2.4 Recommendations for future researches

On the basis of the results found, for further researches the PLS Team
should take into consideration the analysis and recommendations and act
upon them. The trainings in general were conducted well and with the
possible changes they could be optimized according to the findings. From
the research done and the it is clear that employees are willing and do
learn in their workplace to improve their qualifications and their work.
This occurs not only through trainings but also with each other through
communication and KM software such as PLS.

There are very small differences in the content taught and learnt during the
trainings, as shown on the feedback received for the PLS Basic Trainings.
Both feedbacks complement each other in certifying this. In the second
and third chapters, both OL and learning theories were investigated and
that learning in the workplace nowadays has become very popular for both
benefits of the organization and individual qualifications. With that being
said organizations should always check that this is happening at best.

For this research the timeframe was considerably short to be able to cover
more aspects and gather more respondents for the questionnaires. A longer
timeframe could have allowed the research to get an even broader view of
the points. Although for this research it was just enough covered, it is rec-
ommended for the next researches to allow them more time and resources
and data collection. Reaching a broader sphere of respondents, and that
these would be focused more on the usability and the content of PLS being
used, to be able to analyze why the other content is not as much used.

The researchers could start by using the material and results from the pre-
vious research studies done about the related subjects as a continuation to
the work already done. In KMS it is said that the past data and information
is vital for the good management of the present and future knowledge. On
the other hand, one should be very carefully in using this past information
due to updates in the current situation. In addition, the research can also
check if all the suggestions from the feedbacks from the participants (see
page 65 in findings, suggestions from improvements) if all of these were
taken into consideration already. Not forgetting that changes could have
occur during the period in between the researches, because the validation
of the information can influence on the final outcome.

In addition, to have clear goals and definition of these terms such as KM,
information and learning so that the perspective on what is and what is not
KM is clearly communicated with the employees of the organization. The
research objectives could be more specific so that they the approaches can
be as specific as possible. This will allow them to best reach their objec-
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tives efficiently and effectively, using all the resources available and allow
learning in the workplace, management of the knowledge and staff.

7.3 Limitations

The biggest limitation encountered during this research study was the lan-
guage barrier. Finding literature in English was a bit difficult therefore
used some German being very careful in interpreting the data. Working in
English language first (with the questionnaires elaborations and analysis)
and then to translate everything into German language which took a lot of
time was difficult. As well as trying to compromise the standards from
both universities of Finland and Germany.

Another limitation was in reaching the questionnaires respondents, be-
cause the research study took place during the summer time and most of
the employees were in holidays. Therefore the apprentices were also ad-
dressed and there was a better number of respondents, and through these
plus the rest of the employees reached it was possible to get an overall pic-
ture of what they thought of the PLS Basic Trainings.

The support from everyone around was enormous that made the research
study easier to accomplish and the obstacles overcome.

7.4 Final thoughts

As the paper focused on learning on the workplace, that is clear now that
qualification of staff has become very important within organizations and
many are investing in it. When conducting trainings to their staff organiza-
tions should taking into consideration the factors affecting their learning,
to best transfer the desired new knowledge.

For the PLS Basic Training, we found that there is little or no difference in
the content transferred from the trainer to the participant of the training.
Therefore one could say that the PLS well qualifies the employees through
the guidelines of standardization and learning within each other. However
after a training a change in behavior is expected, and in this case that the
employees use PLS in their workstations for their benefit and keeping
standards.

It is commonly said “the less we know the more we must be open to all
possibilities” and in business it is very important to evaluate and check the
current situation of things to survive in the markets and keep up-to-date
with best practices. With that being said, with qualification one can benefit
individually as well as contributing for the organizations growth. There-
fore, the concepts of qualification/learning on the workplace and the use of
technology based tools are becoming very notorious and we as the body of
the organization should use these opportunities for the overall improve-
ment.
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Appendix 1
Daimler AG Facts and Figures
Official name Daimler-Benz
Type Joint-Stock Company (Aktiengesellschaft)
Industry Automotive
Founded on 1926
Headquarters Stuttgart, Germany
Area of work Worldwide
CEO Dieter Zetsche
Main Products Automotives, commercial Vehicle, Trucks, Vans and Buses
Revenue 106 billion (2011)
Income 8.755 billion (2011)
Profits 4.498 billion (2011)
Employees 267,274 (by the end of 2011)

Daimler is a German Multinational automotive corporation, who is placed as the 13th
largest car manufacturer and 2" largest truck manufactures, and in addition Daimler
also manufactures buses and provides services. Daimler AG is one of the world’s most
successful automotive companies. With its divisions Mercedes-Benz Cars, Daimler
Trucks, Mercedes-Benz Vans, Daimler Buses and Daimler Financial Services, the
Daimler Group is one of the biggest producers of premium cars and the world’s biggest
manufacturer of commercial vehicles with a global reach.

In 1998 the Daimler-Benz AG group merged with the American automobile
manufacturer Chrysler in a "Merger Of Equals™ where there was an exchange of shares,
and formed DaimlerChrysler AG. However after 9 years the companies split up and in
2007 due to varies reasons and today working separately.

Daimler Financial Services provides financing, leasing, fleet management, insurance
and innovative mobility services. At Daimler, sustainability is an important asset as they
are corporate responsible in their actions in which it allows a long-term business success
and is in harmony with society and the environment.

Daimler’s ambitious vision for the future is to make emission-free and accident-free
driving a reality, while enhancing individual driving comfort with the aid of their fasci-
nating products. And from the start they state that “Our passion is to make people mo-
bile”.
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Appendix 2
Further information on PLS with examples

Referred from the experts in the team, PLS is defined as an electronic database stored
online, used to create & store Standard Work Instructions, Job Element Sheets, and oth-
er support items for operators. PLS is a new, world-wide Daimler standard being im-
plemented in Germany, Turkey, Brazil, and United States of America. PLS allows ac-
cess to documentation from the process via the local PLS terminals, to ensure the trans-
fer of the developed improvements as fast as possible to the others.

Advantages Disadvantages
« All information will be in one * New system has to be must learnt
place that can be accessed by eve- * Current SWTI’s need to be copied
ryone. This will make it easier to into PLS one at a time and this is
train new operators and to share time consuming
new ideas. * In some cases translations are nec-
» PLS allows operators to directly essary and uploading documents
input suggestions and updates. with an understandable language
This will make it easier to maintain for the workers.
forms so they are always up-to- « Only employees of departments
date and accurate. that have PLS implemented have
« All support documents are located access to it.
in one central location.
« If any updates are made, they can
be seen immediately by everyone
with access to PLS.

Below are some illustrations of the PLS terminals and some examples of the standard
documents that can be made and generated on PLS:

Standard Work Instructions (SWI) and Job Element Sheets are the two basic standard
documents created on PLS with the objectives providing workers with standard infor-
mation and process of improvement. These documents can be accessed on the PLS by
the workers at any time. The benefits of having these are: efficiency, transparent and
audit secure processes. Below are the PLS terminals:

PLS

Ilustration 1: PLS terminals in reality and as a model
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Illustration 2: Part of a Standard Work Instruction (SWI)
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Illustration 3: A blank Job Element Sheet (JES)

The PLS system has 7 Modules, which offer concepts directed to workers primarily
which are from Module 1 - SWI/JES which ensures the standardization, Cyclechecks,
Change Management and integration and generation of more documents, to Module 5 -
which ensures the standardized qualification process in production areas.
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The 7 PLS Modules

Standard Work CycleCheck Change Integration of further|| Qualification TPM - Start-ups
Instruction-SWI Management Documents : at Shopfloor | Total Productive
/ Job Element (A3PLB, Links, etc) Maintenance /
Sheet -JES Preventive Main.
| Module 2 | Module 4 | Module 5 | Module 6 | Module 7
Standardized b . Just in Time Workshops and Documentation of Documentation
d ion of ermanen communication Centralized qualification prjevemlve of PLS by Machine-
ocumentation o check of uptodate ts fi maintenance Manufact
" of uptodate storage of concepts for o anufacturers,
work processes status of standards ‘ activities & Planning &
on the Shopfloor d i standards to the department documents employees . anning
and compliance employees on the Shopfloor TclaI.Prcductlve Production
Maintenance
* Standardisation of * Evaluation & C lized *TPM activities are Traini .
processes together || solution of quality and entraize « Optimization of the centrally stored raining contentis
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Illustration 4: The 7 modules of PLS

The Shopfloor Management in the PLS is an architecture that allows for the input of
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expertise from our suppliers of machines and facilities.
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Iustration 5: PLS as part of Shopfloor management
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Appendix 3
The PLS Basic Training procedures

The process of training new employees on PLS goes as follows, described by the PLS
trainers:

Phase 1 — Introduction
> Welcome remarks and introductions
> Short film is shown and the feedback about the film are discussed

Phase 2 — Practical Exercises
» Practical exercises with legos
> Presentations of Standard Work Instruction and Job Element Sheet

Break

Phase 3 — Presentation
» Presentation on the ProductionLearningSystem
» PLS as a Method of Qualification, Standardization and Process of
Improvement.

Phase 4 — Software Functions
» Show how to use the software functions
» Last regards and conclusion about the training
» Questions and Answers
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Appendix 4

The questionnaires answered by the participants of the training
*English version first, then the compressed German version.

Dear Sir/Madam,

Thank you for your support, in taking time to answer this questionnaire which is an es-
sential part of my thesis study. Be sure that all the information you provide me with will
be handled confidentially. The results of my research thesis will contribute to both the
improvement of PLS and the efficiency of the basic training.

Please see below some basic information about the study and the questionnaire.
Research topic: “Exploring learning in the workplace.

Evaluation and analysis of learning effects on the basic training using
ProductionLearningSystem at Daimler Trucks as an example”.

Questionnaire objective:
1. Analysis of the learning effects and the factors of success in order to improve
the trainings.
2. Evaluation and detection of differences between the expectations of the partici-
pants of the training and the outcomes training.
3. Detection of further optimizations on the followings: acceptance, content, usa-
bility and efficiency of the PLS system in general.

Duration: Ca.15-20 minutes

A. DEMOGRAPHIC QUESTIONS

Al. What is your age?

Between 18-25 years old
Between 26-37 years old
Between 38-50 years old

a1 1 1 T

51 years old and above

A2. What is your gender?

[ Male

[ Female
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A3. What is your nationality?
Please specify, if you select “other”

[T German
[~ Other:

A4. In which area do you work at Daimler?
Please specify, if you select “other”

I Production — Machining
™ Production — Assembly
[ Maintenance

[ Training Center

[ Other:

A5. How long have you been working at Daimler?

1 month -3 months
4 months - 7 months
8 months -1 year

2 years - 4years

[ I B B

5 years and more

AG6. In how many trainings have you participated overall in Daimler?

™ 1-3times

™ 4-6times

[~ 7 times and more

Are your experiences with trainings:
I~ Positive I~ Negative

a2 Good a2 Bad a2 Neutral
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B. QUESTIONS ON THE PLS BASIC TRAINING

B1. Please evaluate the PLS Basic Training by using the scale below?
1 (Excellent), 2 (Very good), 3 (Good), 4 (Poor) and 5 (Very poor)

1 2 3 4 5

Excellent C C C C Very poor

B2. Please describe briefly, what were the most important issues mentioned and
which information was emphasized by the trainer during the whole training session?

B3. Please describe briefly, what you think was the purpose of the video ""Pixar - Lifted™
shown at the beginning of the training?

B4. In your opinion, did the Lego concept work better for your understanding of
the training?

[ Yes
[ No

Please give reasons (such as the ones below):
Childish

Complicated
No relation for me to understand
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B5. According to you, what were the goals of the PLS Basic training?

B6. From the points below what was mentioned more and with most emphasis on
the PLS Basic Training?

[ Standardization

™ Qualification

™ Know-how transfer

[ Software functions

™ Process of improvements
Other:

B7. What do you think in general about the PLS Basic Training?
What was good and what can you criticize.

B8. What does “standardization” mean to you? What are the benefits of having standard
documents?
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C. EVALUATION OF FURTHER USABILITY OF PLS ON THE WORKPLACE

C1. How often do you use PLS in your workplace?

Daily

Once a week

Several times a week
Several times a month

Randomly / less frequently

[ I R N B R

| do not use it

Please give 1/2 reasons:

C2. When you have a problem at the workplace do you search for a solution on PLS?
Please use the scale.
1 (Yes always), 2 (Often), 3 (Sometimes), 4 (Not really) and 5 (No, never).

1 2 3 4 5
Yes, | always use it C C C © No, I never use it

C3. What is the main content you use PLS for?

Read daily updates and new information

Read job elements and check step-by-step procedures

After being absent | use it to check updates and new information

Checking information in the glossary

Generating documents such as: CycleCheck, JES, SWI, standard documents

Give and check suggestions, tricks, etc

[ A R R AR B

Other:
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C4. Do you think that the content of the training is relevant to your daily tasks in
the workplace? If so, to what extent?

™ Yes

™ No
Please justify your answer with the scale(1-very relevant to 5-not relevant at all):

C5. In your opinion, what should be done to improve the PLS Basic Training?

C6. Do you have any other comments, please write them here.

Thank you for your support.
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Fragebogen zur Grundlagenschulung des ProduktionsLernSystems (PLS)

Sehr geehrter Damen und Herren,

vielen Dank dass Sie sich die Zeit nehmen, um diesen Fragebogen aus zu fillen. Sie leisten
damit einen wesentlichen Beitrag zu meiner Studie. Ich versichere lhnen, dass alle
Informationen streng vertraulich behandelt werden. Die Ergebnisse meiner Forschungsarbeit
werden sowohl zur Verbesserung des PLS, als auch zur Steigerung der Effizienz der
Grundlagenschulung beitragen.

Thematik der Studie: “Lernen am Arbeitsplatz. Eine explorative Studie Uber Lerneffekte am
Beispiel der Grundlagenschulung des ProduktionsLernSystems.”.

Ziele des Fragebogens:
1. Wissenschaftliche Analyse der PLS - Grundlagenschulung hinsichtlich
elementarer Lerneffekte & Erfolgsfaktoren
2. kritische Auseinanderstzung bezuglich der Trainingsziele und ihrer Wirksamkeit
3. Differenzierende Begutachtung der Items Akzeptanz, Inhalt, Effizienz, ...,
Feedback und Optimierungspotenzial.

Zeitdauer: ca.15-20 Minuten

A. Basisdaten

Al. Wie Alt sind Sie?

A2. Welches Geschlecht haben Sie?

A3. Welcher Herkunft Sind Sie?

A4. In welchem Funktionsbereich arbeiten Sie?

A5. Wie lange arbeiten Sie schon bei der Daimler AG?

A6. An wie vielen Weiterbildungsmalinahmen bzw. Trainings haben Sie bis jetzt im
Rahmen ihrer Téatigkeit bei der Daimler AG teilgenommen?

B. PLS GRUNDLAGESCHULUNG

B1. Auf einer Skala von 1 (sehr gut) bis 5 (sehr schlecht), wie wiirden Sie die PLS-Grundlagenschulung
bewerten?

B2. Welche Schwerpunkte wurden ihrer Meinung nach von dem PLS-Trainer in der
Grundlagenschulung gesetzt?

B3. Warum war ihrer Meinung nach zu Beginn der Schulung das Pixar Video ,,Lifted* zu
sehen?

B4. Hat das Lego-Konzept ihrer Meinung nach zu einem besseren Verstandnis
beigetragen?
Bitte Begrinden:
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B5. Was waren ihrer Meinung nach die wesentlichen Ziele der PLS Grundlagenschulung?
B6. Welche der aufgefiihrten Punkte wurden als die wesentlichen Schwerpunkte ziele des
PLS genannt?

(Mehrfachnennung maglich)

B7. Was hat ihnen an der Schulung gefallen und was hat ihnen nicht gefallen?
Positiv: Negativ:

B8. Was kdnnen Sie Uber den Stellenwert von Standardisierung sagen? Was sind die

vorteil von
Standard-Dokumenten?

C. BENUTZER NUTZBARKEIT AM ARBEITSPLATZ
C1. Wie oft verwenden Sie das PLS?

C2. Wenn Sie auf Probleme an ihrem Arbeitsplatz stol3en, verwenden Sie das PLS?
1 (Ja, immer), 2 (Oft), 3 (Manchmal), 4 (Nicht wirklich) and 5 (Nein, niemals).

C3. Was ist der hauptsachliche Beweggrund warum Sie das PLS verwenden?

C4.Denken Sie, dass das was Sie bei der Grundlagenschulung gelernt haben, hilft ihnen
bei ihrer taglicher Arbeit?

C5. Was lieR3e sich an der Grundlagenschulung verbessern?

C6. Haben Sie noch weitere Anmerkungen die Sie zum Thema PLS anmerken méchten?

Vielen Dank fur ihre Unterstitzung
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Appendix 5

The letter and the questionnaires sent to the International Plants

Mannheim,
23/08/2012

Dear Sir/Madam,

I am studying business administration at the University of Ludwigshafen — Germany. |
am working currently in PLS Team Mannheim in order to write my Bachelor Thesis,
which is about evaluating “Trainer and Trainee behavior during the PLS Basic Train-

: 29

ing”.

My research question asks “does the content of the PLS Basic Training matches the
objectives of the training participants?”. In order to have a broader overview, I decided
to investigate my research question also in international Daimler Truck locations, where
PLS is being implemented.

Your answers will be used only for my research study, and in an anonymous way. The
results will contribute to the improvement of the training methods overall. The infor-
mation you will provide me will not be used to evaluate the training in your plant but to
detect the cultural differences and to allow learning from one another.

I would ask you kindly to send me the results until the 31.08.2012.

Thank you in advance for your kind support.

Please feel free to ask me to send you the completed research paper, if you are interest-
ed in the final results.

Yours Sincerely

Larissa Sousa
Bachelor Student, PLS Office Mannheim

Email:
Larissa.Sousa@daimler.com
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Evaluation of the PLS Basic Training in International Daimler Truck Plants

1. How often do you conduct PLS Basic Trainings?
Once a Month

Several times a month
Once in three months
Once in six months

B IR R B

Once a year

2. Which factors does the frequency of the training depend on?
Availability of the participants

Need for training (new comers)

No time available

Availability of material to be trained
Others

0 IR R B

3. How many people participate in each single PLS Basic Training?
10 or Less

15-20
" 25-35
" 40-50
60-90
" 100 or More

4. Can you briefly describe the structure of the PLS Basic Training in your
plant?
Position and department of trainer:

Agenda and duration of training:

Content of the training:

5. What are your objectives with the training and what is the message you
would like to deliver to the participants?
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6. According to you, are there any cultural aspects which may influence the
way the trainings are conducted?

7. What kind of feedback do you receive from the participants concerning the
System?

8. What is the usability frequency of the PLS System after the training? How
often do they use PLS and for what?

9. Do you have any other comment, suggestion or information concerning my
research question that could contribute for future improvements?

10. Would you be interested on the results, and therefore would you like me to
send you the final Thesis?
I will send this via Email as a pdf file.

Thank you, Larissa



