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1. Introduction 
In this assignment, we chose to evaluate a training course at University of Oslo (UiO), with the 
goal of developing IT competence in Outlook. We wanted to analyse and evaluate how this 
specific training course compares to litterature on the topic. We begin with our problem 
statement. 

1.1 Problem statement 
What we want to answer, our problem statement, is as follows: 
 
“To what degree does the training course achieve its goal of improving user 
competence in Outlook?” 

1.2 The training course we evaluated 
The training course we chose for this assignment was named “Over 50 e-posttips på litt over en 
time”, this can be translated to “Over 50 e-mail tips in a bit over an hour”. 
In the training course description, the instructor writes (translated to English):  

“We will quickly go through 50 tips for Outlook email. This is an extended and improved 
version of the training course named “45 email tips in 45 minutes”. 
There is, after the first hour, an opportunity to try out the tips yourself, and to ask about other 
problems with Outlook. The handouts will also give a foundation for self learning after the 
training course.” (University of Oslo 2018) 
 
The location for the training course was in a classroom with available machines for most of the 
participants, where they could sign into their own UiO accounts and access their mail from 
there.  
  
To find out about the training course, there was a website where employees can find all training 
courses being held at UiO, and a mailing list where the training courses are announced. 
However, according to the instructor, most of the participants that attend this training course 
sign up after having received a mail from their boss or IT manager, telling them about this 
training course specifically. 

1.2.1 The goal of the training course 
According to the instructor, the goal of the training course was to introduce multiple 
functionalities in Outlook and encourage experimentation with them - both during the training 
course while the instructor is there, and after the training course. The training course aims to 
make the participants more efficient users of Outlook so that they can accomplish tasks in in 
Outlook more easily and quickly, thereby increase their competence. This will be done through 
experimentation with the material presented at the training course.  
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According to the instructor, employees at UiO use a lot of time trying to figure out things that 
they more quickly could have learned at training courses, making this a major reason to why this 
training course was being held. 

1.2.2 Intended Audience 
This was an open training course for all employees at UiO, being held multiple times each 
semester. The instructor pointed out that everyone should be able to attend this training course, 
even when they have no experience with Outlook from before. As UiO has a vast amount of 
employees from different departments, at different levels of IT competence, the potential 
audience is highly varied. The intended audience for this training course was left somewhat 
vague, but it is limited to employees at UiO who wish to become more competent in Outlook. 

2. Theory And Methods 

2.1. Literature 
To answer the problem statement, we referred to academic publishings that discuss how to 
make training most effective. It is through the lens of these experts’ opinions that we evaluated 
the training course. 
 
One of the major focuses was on Kirkpatrick and his four-level evaluation model . These four 
levels consist of reaction, learning, behavior, and results. Reaction focuses on the participants 
feeling of their training; its usefulness and perceived difficulty. Learning is more focused on how 
well the participants are able to learn during the training. When evaluating behavior, one 
attempts to find out to what extend the training has been applied by the participant to their work. 
And finally, results focus on whether the training has had a noticeable outcome (ideally positive) 
on the participants’ work practices. 
 
We also refers to Kaasbøll’s book, Developing Digital Competence, and lectures. In both of 
which, he seems to favor Kirkpatrick’s four-levels and goes into practical detail on how to use 
them as an evaluation method. In addition, Kaasbøll also discusses the manner in which one 
must setup a training course and methods of teaching. The training course this paper is 
evaluating will be compared to those factors. 
 
In addition, we will also take into account Holton III, who, in his paper, “The Flawed Four-Level 
Evaluation Model”, brings to light what he perceives to be the flaws in Kirkpatrick’s model. One 
such flaw is that there has been no concrete evidence of the casual relationship between the 
different levels of the model – or taxonomy as Holton calls it (Holton III 1996). In addition, Holton 
goes on to suggest a model of his own. 
 
We refer to “The transfer of training: what really matters”. In their paper, they lay down what they 
believe is important for participants (or trainees) when learning new skills. The main factors are 
trainee characteristics, training design and the work environment (Grossman & Salas 2011). 
Trainee characteristics is similar to Kirkpatrick’s reaction and focuses on participants and how 
they feel about what they are learning, such as motivation and self-efficacy. Training design 
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focuses on the applied learning principles of the training course. And work environment focuses 
on the opportunities and encouragement to learn and use new skills. 
 
The training material of the training course is compared to the article The minimal manual: is 
less really more. The article describes how to create a type of written training materials called 
minimal manuals: short instructions focused more on finding and correcting errors than 
disseminating technical knowledge. 

2.2. Questionnaire  
Via email, we sent out two questionnaires to all those signed for the training course, one before 
the training course and one after. The questionnaires were created on Google Forms (see 
Appendix B) and the links were sent by the instructor (at our request) to all participants. The 
primary purpose of the first one was to establish the skill levels and expectations of the 
participants. The second one was used to try and establish whether the participants 
expectations were met and whether or not they benefited from the training course. 
 
The questionnaires primarily used closed question formats, such as multiple choice questions 
and rating scales. The rating scales were all from one to five, using the Likert scale style 
(Preece et al. 2015, 246) which was most appropriate because we were attempting to measure 
opinions. There were also some instances of more open questions, asking for personal opinions 
and specific feedback. 
 

Both questionnaires were short and and all the questions were optional. This was done 
intentionally, encourage maximum responses. It was a concern that long surveys may cause 
respondents to lose interest. Similarly, if some questions were made obligatory (such as the 
open ended questions), some respondents may have decided to not complete the 
questionnaire. These seem to have been the correct choices, since the first questionnaire was 
answered by most participants of the training course and the second one was answered by over 
half. In addition, the questions least answered were the open ended ones. 

2.3. Observation 
During the training course, several members of our group sat in the back of the room, silently 
observing. We categorized the method of observation as observation in the field (Preece et al. 
2015, 253-255) since what we observed would have been what would have occurred even 
without our presence. 
 
Three members observed the training course as passive observers, not directly participating. 
One focused primarily on the instructor, noting how the training course was being directed. 
Another focused on the participants and their reactions during the training course. The third 
alternated between the two, attempting to catch anything the other two may have missed. 
 
We requested and received permission from the instructor, both written and verbal, for 
permission to observe the training course. Before the training course started, the instructor 
explained our presence as observers of the training course to all the participants. 
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We wished to record the training course, however it was deemed impractical since that would 
have required written permission from each participant. Instead, we made due to written notes. 
 

2.4. Interview 
At the end of the training course, we asked the instructor some follow up questions, attempting 
to clarify some points. The interview was unstructured, including primarily open-ended 
questions, allowing the instructor to say as much or as little as he wanted and being able to 
include any information he felt was relevant. In addition to the in-person interview, the instructor 
answered questions via email. . 

3. Results 
The reactions of the participants to the training course were gathered through questionnaires 
(before and after the training course) and through observing the participants during the training 
course. This section details the responses and observations we found to be of significance for 
analyzation and discussion, while the questionnaires can be found in their entireties in appendix 
B. 

3.1 Pre-training course Questionnaire  
14 responses were recorded for this questionnaire. Concerning the question: 

How useful do you think this training course will be? 
The average response was 3.92 with no responses less than 3, indicating that all respondents 
thought the course would be at least moderately useful (see Figure 2). When asked to evaluate 
their own competence in Outlook: 

How would you describe your competence in Outlook? 
All respondents described their competence as as 3 or 4, indicating a moderate to 
semi-advanced level of competence with an average of 3.42 (See Figure 1). When describing 
their own general IT competence: 

How would you describe your competence in IT? 
All respondents described their competence as a 3 or 4, with an average of 3.64. On average, 
the respondents indicated that they considered themselves more competent in IT systems 
generally than in Outlook specifically. All respondents indicated that they were attending the 
training course for work-related reasons and that they used Outlook multiple times a day.  
 
The questionnaire included 2 free-response questions. The most common themes among the 
responses for: 

What do you wish to learn from the training course? 
Included a desire to work more efficiently with Outlook, especially in relation to organizing 
emails. Respondents provided similar responses when asked: 

Why do you think this training course will be useful? 
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Where the respondents indicated that they expected to be able to complete tasks more quickly 
and easily as a result of the training course. 
 

 

3.2 Post-training course Questionnaire: 
The questionnaire was distributed 2 days after the training course, and included multiple choice 
questions using the same responses as described for the pre-training course questionnaire. 
There were in total 9 responses. Respondents were asked to indicate how useful they 
considered the training course to be, resulting in an average response of 3.5 (see Figure 2). 
There was one response at 2, which indicated that the respondent did not consider the training 
course very useful. Respondents were asked to self-evaluate their competence in outlook again: 

How would you describe your competence in Outlook having taken the training course? 
The average response was 3.4 with one response of 2 which indicates the respondent did not 
consider themselves competent in using Outlook.  
 
In response to the open-ended question: 

Was there something you expected to learn during the training course but didn’t? 
One respondent indicated that the tips were more advanced than expected, another respondent 
indicated that they wished for a more thorough walk-through of the calendar function, and 
another respondent indicated that they expected to be able to ask the instructor question during 
the training course but weren’t able to. Respondents were asked: 

Have you used any of the tips you learned from the training course? 
Have you referred to the powerpoint slides handout you received? 

55% of respondents indicated they had used a tip they learned. 75% of respondents indicated 
that they had referred to the powerpoint slides that they received as handouts and via email. 
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3.3 Observations: Participants 
The paper handouts given at the beginning of the training course were the same as the slides 
the instructor presented during the training. These are meant to be used as reference material 
for when participants are trying out the functionalities themselves. There were 20 registers 
participants registered, but only 15 attended the training course. The participants were not given 
instruction as to whether they should attempt to practice the tips during the training course, but 
they were told that there would be time after the training course to ask questions and practice 
the tips. 
 
For the first ca. 10 tips, at least half of the participants attempted to practice the function on their 
computer while the instructor was discussing it. We observed that many of the participants 
began to fall behind the pace of the instructor, and were unable to complete the tip fully before 
the instructor moved on. This resulted in some giving up on practicing altogether, while others 
relied on the handout to help them complete the tip. As the tips became more complex, 
involving multiple steps and functionalities, we observed that none of the participants attempted 
to practice it. No participants stayed after the training course to practice the tips. When the 
instructor was finished with his presentation, opening up for the participants to try out the tips 
themselves, everyone left. 

3.4 Observations: Instructor 
The instructor did not communicate the usefulness or relevance of many of the tips during the 
first half of the training course; However, the instructor did explain thoroughly the usefulness of 
the hotkey shortcuts in alleviating repetitive-use injuries. The usefulness of the more complex 
tips during the latter half of the training course were clearly explained. The instructor also used a 
structural model of email servers to explain the difference between certain types of email 
filtering functionalities. Kaasbøll defines structural models as non-sequential depictions of data 
structures or IT concepts (Kaasbøll 2018, 42). The instructor used the model to explain how the 
movement of emails between servers are affected by the filtering functionalities, which is not 
explained in the user interface. Such hidden features should be “made explicit through a 
structural model” (Kaasbøll 2018, 44). 
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3.5 Interview 
The instructor clarified the context and motivations behind offering the training course during the 
interview. Originally, the training course had been offered in 2 parts, one for beginners and one 
for advanced users. Since the attendance of the beginners training course was poor, and many 
of the participants in the advanced training course lacked the prerequisite knowledge, the 
instructor decided to merge the courses and tailor the instruction so that it did not require 
prerequisite knowledge. The difficulties that resulted from the inability to enforce the 
requirement of prerequisite knowledge and dividing the intended audience into 
competency-based groups were given as reasons for the training course now having a very 
vague intended audience and and no prerequisite knowledge requirement.  
 
The instructor also clarified his expectations for user participation during the training course － 
he did not expect the participants to practice the tips or ask questions during the training course. 
Rather, he expected the participants to remain after the training course to practice and ask 
questions. He stated it was normal for about 5 participants to remain after the training course. 

4 Evaluation and Analysis 
 
The analysis training material used in the training course forms the basis of the evaluation of the 
training course. The reactions of the participants were analyzed using Kirkpatrick’s 4 levels of 
evaluation and Holton’s critique to evaluate the effect of these reactions had on the efficacy of 
the course. Finally, we employed the 11 key factors of Grossman and Salas to evaluate the 
efficacy of the training course in fostering the transfer of knowledge. 

4.1 Evaluation of the training material 
We read the training material that the participants were given by the instructor. The material was 
minimalistic and non-verbose. That meets some of the criteria for minimal manuals. As such, we 
decided to evaluate based on those guidelines. 
 
The instructor said to us that the training course was for all employees at University of Oslo and 
for all competence levels. It would also be appropriate for a complete beginner and take this 
training course. Since the training course was intended for all competence levels, the training 
material was evaluated with this in mind. 

4.1.1 Explanation of the Minimal Manual principles 
Minimal manuals are based on four basic principles: Task orientation, adequate use of text, 
provision of information to detect and correct errors, and modularity. 
 
Task orientation means that the manual should focus on the basic goals that the program can 
satisfy. It should enable users to get started fast and seldom contain any secondary actions (for 
example what the menus does) or detailed concepts (what the menus do). 
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Adequate use of text has two meanings. Firstly it means that there should be as little text as 
possible, while still convening the message. Secondly it means that the text should avoid jargon 
when possible. Instead of using technical expressions such as ‘greylisting’, ‘BCC’ or ‘OWA’, they 
should be replaced by common terms that people without the experience can easily understand. 
 
Provision of information to detect and correct errors means that the manual should contain 
information about mistakes, how to detect and correct the mistakes. 
 
Modularity means that it should be possible to separate the parts from each other and do them 
individually, as much as possible. So that a user can use a small part of the manual, without 
having to read and understand the other parts of the manual. 
 

4.1.2 Analysis of the training material 

4.1.2.1 Task Oriented 
The training material is task oriented. It names the task at the top of the slides and explains 
(with text and pictures) how to solve this task or use this “tip” as the instructor calls them (see 
Appendix C). 
 
One problem with the training material is that it uses more than one page for most tips. The 
training material is simply the powerpoint presentation slides presented as a handout to the 
participants. Using powerpoint slides might be beneficial for the presentation, the text and 
pictures are large and easier to see during the presentation. On the other hand, the handouts 
should be edited so that each tip or task is contained on one page as the tasks are generally 
short and reasonably simple. Almost all of them would fit on one page, at maximum two. Using 
multiple plages for the tips, are unnecessary and makes it harder to read and follow the training 
material. They are created as a presentation with large font and pictures for easy viewing. This 
is not as effective for written handouts according to the minimal manual guidelines. 
 

4.1.2.2 Adequate use of text 
“There are two basic rules behind the principle that text should be adequate. Firstly there should 
be as little text as possible. (…) Secondly,, the text should be simple and without jargon where 
possible.” (Lazonder & van der Meij 1993. 732). 
 
The training material uses a limited amount of text. Most tips have pictures with some text to 
explain what to do. The training material given out for the UiO Outlook training course uses 
mostly sentences that are between 20-25 words per sentence. This was longer than the ones 
used and recommended by Lazonder and van der Meij  in their research paper, “The minimal 
manual: is less really more?”. Although we would still classify this as short sentences.  
 
One of the most significant issues with the training material is the excessive use of technical 
jargon(i.e. technical terms or expressions). Terms such as “Bcc”, “Buffered Exchange-modus”, 
“Quick Parts”, and “greylisting” are mentioned but never explicitly defined, creating potential 
challenges for inexperienced users. Since the intended audience was so highly varied, and the 
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description of the training course had no described pre-requisites, the was no way of knowing if 
the participants had previously encountered these technical jargons. Some jargon was even 
used as the title of the tip without explaining what it means only how to accomplish the tip. This 
limits the transfer of knowledge and makes looking up specific functions difficult unless they 
know what the technical jargon means.  

4.1.2.3 Provide information on how to detect and correct errors 
The training material severely lacks any proper information about error detection and correction. 
If participants are not taught how to find and correct mistakes, it is possible that they at some 
point will make a mistake and not know about it until it has already negatively affected them. In 
addition, even if they know a mistake has occurred, they may not know exactly what the mistake 
is. This is probably the most significant oversight of the training material. 
 

4.1.2.4 Modular 
The training material is divided into 50 tasks or “tips” as the trainer calls them. They are not 
dependent on each other and are separated from each other. This makes it easy for a 
participant to look up the training material and do the tasks, as they do not require any previous 
knowledge from the training material. This is a strong point of the material that is given out and 
makes it easier to use. 
 

4.1.3 Conclusion 
According to the instructor, participants for the training course could be a user of any 
competence level. However, the evaluation of the training material indicates otherwise. The 
excessive use of technical jargon makes it difficult for a complete beginner to follow the training 
course unaided. 
 
Kaasbøll says in his book that having “low quality of training material is particularly bad since 
Minimal Manuals and models for understanding used during training are twice as effective for 
problem solving compared to material found elsewhere.” (Kaasbøll 2018, 154).The handouts 
that are given to the participants after the training course should be edited to improve the 
potential transfer of training. 
 
The training material is task oriented, as it divides the parts into one and one tip or function the 
participants can learn. The material uses a limited amount of text and keeps it short. This is 
good, but it uses a lot of jargon that makes it difficult for users who do not understand the 
jargon. The training material lacks sufficient information about how to detect and correct errors. 
This is one core concept of the Minimal Manual that the training severely lacks and that the 
instructor could implement to improve the training material. The material is very modular. It is 
split up into independent parts, so that the user can easily use one tip without understanding the 
previous tips. 
 
The training material follows some of the minimal manual principles, but not all. It could still 
improve a lot by more closely following those other principles, especially minimizing jargon and 
adding adequate error detection and correction. 
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4.2 Kirkpatrick's 4 Levels and Holton’s Critique 

4.2.1 Level 1: Reaction 
Considered by Kirkpatrick to be a primary outcome of learning, reactions are the opinions held 
by the participants (Kaasbøll 2018, 121). While Holton shows that there is no direct correlation 
between reactions and learning, he sees the importance of reactions in their ability to influence 
motivation to learn (Holton III 1996, 11). Our analysis will focus on how the reactions of the 
participants may influence their motivation to learn and willingness to experiment. 
 
The difference in the perceived usefulness of the training course between pre- and post-training 
course questionnaires may indicate that the participants had expectations that were not met. 
The responses provided in the post-training course questionnaire support this idea, as some 
participants responded that they expected training in functionalities that were not addressed 
during the training course. The information provided about the training course beforehand was 
brief and unspecific, which may also contribute to the misaligned expectations of some 
participants. Holton states that intervention readiness is a primary influence on a participant’s 
motivation to learn, and clarifying expectations is a factor influencing intervention readiness 
(Holton III 1996, 11). Since the motivation to learn has been shown to be directly relation to 
learning (Holton III 1996, 11), this gap between expectations of the training course and the 
reality of the training course may have an affect on the effectiveness of the training course.  
 
This conclusion based on questionnaire results is supported by the observations of participants 
during the training course. There were several participants who seemed disinterested in certain 
functionalities, who did not appear to be paying attention to the instructor until the topic was 
changed. This was most common when the more complex topics were discussed, which can 
indicate that there were parts of the training course that some participants were unable to 
understand because they lacked the prerequisite knowledge. One respondent indicated that 
“there were much more advanced tips than I had expected”, and this may be a result of the lack 
of stated prerequisite knowledge for the training course. The difference between the expected 
and actual complexity of the training course may have had a negative impact on the 
effectiveness of the training course, since  “it is likely that motivation to learn will vary by trainees’ 
readiness” (Holton III 1996, 11). 

4.2.2 Level 2: Learning 
Learning can be measured as the change in IT competence generally (Kaasbøll 2018, 124), 
specifically in this case as the change in the participants’ competence in Outlook. When 
evaluating a training course, the difference in competence between before and after the training 
course will indicate the extent to which participants have learned from the training course 
(Kaasbøll 2018, 124).  
 
We evaluated the change in the participants’ competence through asking the participants to 
describe their competence in outlook. The results showed no significant change on average 
after the training as compared to before. The small difference in the average response score 
from before and after the course was attributed to the fewer number of responses received for 
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the post-training course. Asking the participants to assess their own competence is not an ideal 
way to determine competence, but since we were unable to ask the participants questions 
related to Outlook functionalities after the training course we have to accept the participants’ 
own evaluation of their competence.  

4.2.3 Level 3: Behavioural Change 
The type and extent to which participants change the way they interact with information 
technology after a training course is classified as behavioural change (Kaasbøll 2018, 127). 
Assessing behavioural change allows us to determine the effect the training course had on 
influencing the participants’ use of Outlook.  
 
Behavioural change was determined through asking the participants if they had used any of the 
tips presented in the training course in their daily work environment. The majority of 
respondents answered that they had used a tip and had referred to the powerpoint slides, which 
indicated a behavioural change or at least an attempt to change behaviour among the majority 
of respondents. By this metric, it can be claimed that the training was effective in changing the 
behaviour of the participants.  

4.2.4 Level 4: Impact 
The impact of the training is determined by whether the goals of the training have been 
achieved and the contributions the training made towards that result (Kaasbøll 2018, 12). The 
goals can be measured by evaluating the change in the overall performance of an organisation 
or department, or by examining the performance changes at a task-specific, individual level. 
 
The scope of this project did not allow for us to evaluate this aspect of the training course. We 
did not have access to individual participants outside of the training course nor did we have 
access to the IT systems used; therefore, it was not possible to evaluate the change in 
performance of the individual participants. Since the participants were very sparsely distributed 
across many different departments at UiO, it would be unreasonable to assume that this training 
course had a measurable effect on the performance of the various departments or the 
organisation as a whole. 

4.3 11 key factors for transfer of training 
We have tried to measure the effectiveness of the training course based on the key factors that 
researchers in this field have found to show a clear correlation with improvement/effectiveness. 
These key factors are explained in the paper “The transfer of training: what really matters” by 
Rebecca Grossman and Eduardo Salas, published in 2011. They found 11 different key factors 
that undoubtedly show a clear correlation with effective transfer of training. We have examined 
how the UiO Outlook training course utilizes these factors in its training. 
 
We have left out some of the key factors, as we did not have the necessary resources (such as 
time and data) to create an appropriate conclusion in those areas or we deemed it irrelevant to 
an analysis of this training course. Specifically, the parts we left out were cognitive ability, 
behaviour modeling and transfer climate. 
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4.3.1 Trainee / participants characteristics 

4.3.1.1 Self-efficacy: 
Self-efficacy is defined as “a judgement an individual makes about his or her ability to perform a 
given task.” (Grossman & Salas 2011, 109). Individuals with low self-efficacy are less likely to 
learn from the training. Grossman and Salas writes: “individuals with low self-efficacy are more 
likely to lessen or discontinue their effort, whereas those with high self-efficacy are more likely to 
exert additional effort in order to meet the challenge.” (Grossman & Salas 2011, 109).  
 
To figure out the self-efficacy of the participants in the Outlook training course, we had 
questions in our questionnaire where we asked them to rate their own IT competence as well as 
their Outlook skills. The result we got was that all the participants rated their own Outlook 
competence as either average or slightly above average and their general IT competence 
slightly lower. (See Figure 1) 
 

4.3.1.2 Motivation: 
In this context, motivation is defined as: “the process that account for an individual’s intensity, 
direction and persistence of effort towards attaining a goal.”. (Grossman & Salas 2011, 109) 
Grossman and Salas states: “For transfer to occur, trainees must believe that they are capable 
of learning, that their effort to learn will change their performance and that a change in their 
performance will lead to valued outcomes.” (Grossman & Salas 2011, 109). So to be motivated, 
the participants must believe that the training is useful and that they can actually do and learn 
the skills from the training. 
 
We tried to measure the participants motivation by asking them in our pre-questionnaire: “How 
motivated are you to attend this training course?”. All but one said they were highly motivated to 
take this training course. This indicates that the participants motivation was in place to facilitate 
training. 

4.3.1.3 Perceived utility of training: 
We define this as “value associated with participating in training”. (Grossman & Salas 2011, 
110) The idea behind this is that if participants feel that what they are learning is useful to them 
and their work, they are more to apply it. 
 
The feedback we received from the participants in our questionnaire was that the they believed 
the training course would be beneficial for them. A large majority believed the utility of the 
training course would have an above average of usefulness. On the other hand, the participants 
responded more negatively on the usefulness of the training course in the post-questionnaire 
than in the pre-questionnaire. This might negatively influence their likelihood of applying their 
new competencies in the workplace. 
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4.3.2 Training Design 

4.3.2.1 Error Management 
Using error based training is an effective way to facilitate transfer of training, according to the 
article by Grossman & Salas. “Error-based training allows trainees to anticipate what can go 
wrong, and equips them with the knowledge of how to handle potential problems.” (Grossman & 
Salas 2011, 111) 
 
The instructor did some error management training during the training course. For example 
when he talked about filters, he mentioned how users could use this wrong, e.g to filter to much 
and not receive or lose certain emails. However, error management was not used often enough 
to be particularly beneficial. Our opinion is that adding more error correction and detection to 
several of the other tips the instructor goes through would be beneficial. Since teaching about 
incorrect behaviours appears to be equally as important as teaching correct behaviours, 
according to Grossman & Salas. (Grossman & Salas 2011, 111). 

4.3.2.2 Realistic training environment 
According to Grossman & Salas, the training should mirror the environment that the participants 
will use the newly learned competencies. That way the skills are more likely to transfer to the job 
following the training. (Grossman & Salas 2011, 109). 
 
The participants logged into their own personal user account, with an already known computer 
environment. In this way, the training mirrored their usual work environment. On the other hand, 
the trainees were physically in another room, and not with their regular colleagues in their 
regular workplace. Therefore, the training was not set in a realistic training environment that 
closely resembles the trainees everyday work environment.  
 

4.3.3 Work Environment 

4.3.3.1 Support 
Grossman & Salas states that both the supervisor and peer support have a significant influence 
on the participants willingness to utilize their newly learned competencies (Grossman & Salas 
2011, 113). 
 
According to the instructor, most people who sign up for the training course does so because 
their boss or IT manager informed them about the training course. We did not dig deeper into 
this issue, but could conclude that most participants were encouraged by their supervisors to 
participate in the training. Therefore it would be natural to assume that the participants received 
positive encouragement and support from their supervisors. 
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4.3.3.2 Opportunities to perform 
“Employees need ample opportunities to apply their new skills to the workplace for positive 
transfer to occur. Research consistently shows that a lack of such opportunities can seriously 
inhibit the use of trained competencies on the job”. (Grossman & Salas 2011, 114) 
 
90 % of the respondents said that they had the necessary resources and opportunities to utilize 
the tips they learned during the training. Therefore, we can conclude that they had opportunities 
to use what they learned in the training course. However, we have not been able to verify this.  

4.3.3.3 Follow-up 
According to Grossman & Salas, to best facilitate transfer of learning the training instructors and 
supervisors should provide post-training follow-up and feedback (Grossman & Salas 2011, 114). 
The instructor told us that there is no follow-up, so there was not an opportunity to evaluate this 
aspect of the training. This is another section that the training course sorely lacks.  

5. Limitations and biases 
This evaluation was limited primarily by time and access to participants of the training course. 
With only 1 month between the training course and the submission deadline, we were unable to 
conduct the evaluation across a longer time period. Our access to the participants was limited 
those who participated voluntarily, and we were unable to contact participants individually. We 
were also aware of the biases we introduced through our in-person contact with the participants, 
but lacks sufficient means to minimize bias. 

5.1 Limitations 
We intended to test the participants after the course with several tasks that used functionalities 
and features discussed during the training course; however, none of the participants chose to 
remain after the training course. Since the instructor did not include any tests as apart of the 
training course, we were unable to evaluate the transfer of the training directly. It would have 
been preferable to the indirect evaluation conducted through the questionnaires, but we did not 
have sufficient access to the individual participants.  
 
The time frame of the evaluation was another limiting factor. We were not able to wait the 
recommended amount of time before conducting evaluations after the course. While it is 
recommended to wait a few weeks or months before assessing behavioural change (Kaasbøll 
2018, 127), the participants in this training course were assessed 2 days after the completion of 
the training course. Given the wide variety of tips presented that included various functionalities 
of Outlook and that all the respondents indicated that they used Outlook multiple times a day, it 
was reasonable to assume that the respondents had some chance to implement the tips in their 
work. 
 
Due to both time and opportunity constraints, the number of data gathering methods were 
somewhat limited. The training course occurred only once during the time this paper was being 
researched and written and the participants came from diverse faculties, making contact with 
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them difficult. With those limitations in mind, we focus on gathering data primarily through 
observation and questionnaires. 

5.2 Bias 
We believe that our attendance of the training session introduced bias in the form of the 
Hawthorne Effect－participants who know they are being observed behave differently (Preece 
et al. 2015, 471). None of the participants chose to remain after the training to practice the tips 
as the instructor recommended, which is abnormal. The instructor remarked that there are 
always at least a few participants who remain afterwards to practice, so it is reasonable to 
attribute this abnormality to our attendance.  
 
The Likert scale used for the multiple choice response for both questionnaires introduced 
another source of potential bias. It has been shown that the order in which responses are 
presented in a likert scale (from left to right or from right to left) can produce different responses 
(Friedman et al. 1993, 794). The choice presented first, on the left side, tends to be preferred to 
the choice presented on the right side (Friedman et al. 1993, 794). Since we always presented 
the questions with the least or worst option first, it is possible that the responses were skewed 
towards these choices. 
 

6. Conclusion 
The training course was fairly interesting and it might work well as a refresher course on Outlook 
functions. However, as a tool to improve the competence of users it was lacking in many areas. 
 
At the end of the sessions, there were opportunities to practice the tips that the instructor had 
presented. However, this was voluntarily, and no participants stayed behind to do this. Is having 
an optional and voluntarily practice session a good way to improve transfer of training? With the 
literature in mind, we believe this to be a poor choice by the instructor. Since this part was 
optional, no one stayed behind, and this probably had an negative impact on the transfer of 
training. Adding some mandatory sections where the participants try out the tips will probably 
improve the transfer of training.  
 
The intended audience and what precisely was going to be taught was too vague. We know the 
audience was not meant to be advanced, but that is not nearly specific enough. While everyone 
participating in the course may use Outlook, their needs may vary too much to be covered 
under such a general definition. Somebody who has been using Outlook for a few weeks has 
more to learn than someone using it for a few months, but neither are advanced users. 
 
Instead of handing out slides as training material, the instructor should have created a separate 
handout which could have been used as an aid to the tips he gave, instead of being identical to 
what was shown on the screen. In addition, there should have been more opportunities to ask 
questions and opportunities to test out some of the tips. This might have been easier to 
accomplish if there were fewer tips to cover in such a short period of time. 
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The training course had no follow-up. While a follow-up would not make what the participants 
did or did not learn more effective, it would have given the instructor the opportunity to get some 
feedback on the long term effectiveness of his training course. As it stands, this evaluation is the 
closest the instructor will get to that kind of feedback. 
 
But the course is not all bad. While the training material could have been improved, it is fairly 
easy to read through it and pick out tips that may be useful. According to our questionnaire it 
has been used to do exactly that, and the training course was geared towards something that 
the participants were motivated to learn. Even with the flaws mentioned above, participants 
ranked its usefulness fairly high (see Appendix E). 
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