CET 740

Systems Theory in Distributed Education

Mid-Term Exam
Cliff De Long
· Describe how you would approach this situation as a systems/DE designer.  

· Describe the steps and the decisions you would make (you may have to simulate results…that’s fine).  

· Describe your made up data sources, a time frame, and how the “system” will function in your design plan (with justifications of why you made the decisions you did).  

· You also need to defend your analysis and design as you would to corporate headquarters that has to pay for all of this.

“Problem:

You are hired by Flim-Flam Motors to develop a distance learning system capable of solving this problem:

Problem defined by FFM—We have sales engineers spread across North America.  They help support our customers through providing them with new information about repairs, new designs, and new products (and resulting repairs, etc.).  It costs a bundle of cash and time to bring them to FFM headquarters for training.  Being Engineers they know the basics of the equipment FFM sells, but the specifics require new information and skills.  Moreover, some of these engineers are old hacks at this and others are new hires (and in between).  FFM want to handle this through distance learning.  Not a one shot deal, but a continuous distance learning system that reaches all engineers for most products and services would be their preference.  Being primarily engineers, they want to approach this solution systematically by requesting from you a design document, review it, and then decide on action.  They will pay you for your time during the analysis phase and give you access to anyone in the company you require.  They make good profits, so you know they are serious and can afford a workable solution.

FFM has a small training department. The director of training is an engineer who rose to the director position for reasons other than his/her expertise in training...but has learned a great deal about it...mostly old school stuff on workshops, etc.

There are two trainers full time. Both engineers originally, but they have masters degrees in instructional design/ed psych. One is new (hired a year ago) and the other has been there for ten years. they have never implemented a DE system, they have heard and read about distributed learning for a few years and like the idea.

Employees who attend training usually do so on company funds. Its a perk for some of them to get away, hotels, etc. its also a pain for their workload to be away (they spend a lot of time on the internet and phone when they are away). 

these sales engineers live and work in various locations in North America. They travel quite a bit in their work (usually within a region they cover).” 

All preceding text from Dan Coldeway, Ph. D. – Dakota State University as a part of CET 740.
In describing how I would approach this situation as a systems or distance education designer, I first would gain access to the stakeholders involved with the proposition on the table.  These would include, but not be limited to:  Corporate leadership in personnel, accounting, sales, marketing, R&D, shipping and receiving, Information Technology, as well as the pitifully understaffed training department.  Once having gained access to these departments and the key players, I would conduct a needs assessment for the proposed distance learning system.  My initial proposal would be to ship VHS tapes and printed product manuals on a FedEx rotation schedule to the sales engineers.  Albeit a bulky and time-consuming solution, it would probably be the most cost-effective.  It would be of critical importance to determine the company’s current utilization of modern communications methodologies for a more modern solution to take place.  Hopefully the initial proposal would meet with opposition both in the front lines and at the management level.  If it didn’t, I’ve got my fee for time and I’m out the door.  If they want to look at an integrated solution (for higher dollars and more consulting time) I’d slip them into a solution that provided asynchronous attachment and anytime/anywhere capabilities.  It would be necessary to determine the pipeline for the development of information regarding “new” repairs, designs and products.  Obviously, R&D isn’t going to want to release product specific data that will never reach implementation.  The two current full-time trainers will have to be persuaded to endorse the new solution, and it would be best if they felt that the proposed design was their own idea thereby giving them ownership.  Discussions will have to take place between the sales engineers, the trainers and management on this design prior to its proposal.  Communications between all interested parties are key to gaining acceptance of the proposal.  NetG and 3Dog Multimedia have considerable experience developing turnkey interactive web-based training solutions as subcontractors for iPlanet.  Since these companies outsource their design work overseas, they would be cost-effective for this scenario.  Internalizing the solution and thereby ensuring it’s continued feasibility would then become a design goal.  Two full-time technicians would be capable of carrying this forward with the existing workforce.  I would wish to know the currently implemented OS platform and the current levels of communications expertise of the existing engineers.  I would not recommend changing their OS platform, but it would be fundamentally necessary to ensure that the sales engineers were capable of accessing the new systems with little or no real-time assistance.
Proposed distance learning solution for FFM:
Problem definition:  7/24/365 anywhere access to product data, training modules, pricing, customer history, travel expense accounts, etc.
Analysis:  Sales engineers are on-the-go:  carrying PDAs, cellphones and laptops with wireless access.  They need instantaneous access anytime anywhere – in order to make the “big” sale and to provide continued QOS to their customers.  GM historically proved that archival videotapes w/ satellite transmission provided an ineffective model.  Ford showed that on-site training was economically unviable.  Sales engineers need entirely asynchronous approaches to training needs as well as unfettered access to real-time product design and sales data.

Proposed Initial Design:  Dissemination via website/DBMS/listserv, real-time internet videoconferencing, real-time audioconferencing, video-on-demand modules archived for new employees/retraining, interactive CD-ROMs and DVDs as well as interactive website training components, onsite training in use of equipment and DE solutions to be provided by vendor. Initial recommendation would be to outsource and subcontract implementation of technology component to iPlanet.  Total cost of project NTE $1M.

Implementation:  90-120 days after initial acceptance of solution, all components and connectivity based on off-the–shelf componentry and software.  Annual maintenance cost NTE $100K.  Solution would require 2 additional FTEs.

WARRANTY OF MERCHANTABILITY AND FITNESS FOR PURPOSE:  All Hardware to be procured directly from manufacturer based on software design specifications.  All installations provided directly by vendors.  On-site configuration, training and support to be provided by vendors.  Specifications to be provided upon acceptance of design and issuance of contract for implementation.

