
[image: image1.jpg]


OBT Trainer’s Manual
Shared Travel Services Initiative
Contents

1Overview


1Part 1: How people learn in computer training



1Delivery model for computer training



1Pacing computer training


1Part 2: “Working with the Online Booking Tool” Course



1About this course



1Before this course



1During this course



1After this course



1Sample OBT training e-mails




Overview

You have been selected to teach and support others in the use of the Online Booking Tool (OBT). This course has been designed to help prepare you to deliver hands-on end-user training to travellers and travel arrangers within your department. 

Specifically, the goals of this course are to help you:

· Gain an in-depth understanding of the OBT and when to best use it.

· Know how to maximize the cost savings associated with the OBT.

· Learn techniques to use in effective computer training.

· Practice delivering interactive hands-on OBT training.

This course will also provide you with information on preparing for and delivering OBT training, as well as checklists, trainers’ tools and access to training materials online.

Learning objectives

By the end of this course, you will be able to:

· Describe the purpose of OBT and its part in the TAV solution. 

· Log into the portal as a new user and set up a traveller profile.

· Book flight, hotel and rail.

· Describe how to book a car in OBT. 

· Modify and cancel a reservation.

· View an e-itinerary and e-invoice.

· Discuss how the principles of adult education apply to computer training.

· Explain delivery techniques to use in effective computer training.

· Develop key learning points for a section of the OBT end-user course.

· Demonstrate the delivery of a section of the OBT end-user training.

· List key steps in the preparation, delivery and follow-up of OBT training. 

Part 1: How people learn in computer training
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Adults are motivated by problems that need to be solved or by tasks that need to be done.

Make training relevant

· System functions taught outside of a job context are meaningless to many participants.

Relate material to job prerequisites, objectives and tasks.

· Incorporate on-the-job examples.

· Know your department’s travel policies and travel business processes.

Adults learn best when new information is related to familiar information.

Use examples

· Learning is enhanced when learners can associate new information with things they already know about. If information is relevant to your experiences you will generally remember it. 

· Focus on the application of concepts to relevant practical experiences.

Use analogies

· Analogies also help the learner to link new ideas to previous experience. 

· Whenever possible, try to use them in your explanations, especially when the participants seem a little confused.

· Make them as visual as possible. Make them clear and simple. And make them bizarre or unusual – the sillier the better, the more likely that people will remember them.

· For example, “Passwords are like toothbrushes. Change them often. Never share.”

Avoid computer jargon

· If you use computer jargon or technical explanations, you will alienate and frustrate the learner. Use vocabulary that the learners understand, and are comfortable with. 

· If a technical term is important for the learner to know, you should explain the concept or feature before using the term. 

Adults learn by doing. 

Involve the learner

· Learners need to be actively involved in the discussion and do lots of practice exercises.
This is called active learning. Retention by the participants is directly affected by the amount of practice during the learning.

· Golden rule: Never do for learners what learners can do for themselves and each other.

· Beware of pour n’ bore or chalk n’ talk!!
Adults learn by finding out for themselves.

Encourage independence

· Learning takes place when people discover solutions for themselves. It occurs when participants are actively engaged in questioning, testing, inquiring, and discovering for themselves.  

· Simply going over the steps involved is not enough for people to learn to use a program independently. Don’t “spoon-feed” learners, engage them in a discovery process. 

· Encourage the participants to use resources such as reference cards, online help and training manuals as part of the exercises.

Ask questions

· In order for learners to understand rather than remember by rote you need to ask questions. First go over vocabulary and basic concepts (the big picture) and then ask as many questions as possible. 

· Have the learners find answers by prompting them with questions or getting them to use the online help.

· Give participants time to think of responses to questions. By one estimate, we require three seconds to process the question and think of a response, three seconds to see if anyone else will answer, and three seconds to summon up the courage to volunteer an answer.

· Use the 3 Ps: Pause for answers, Prompt for more complete explanations and Praise.
There are various types of questions which may be asked depending upon the learner and the situation. Following is a list of the types of questions you should ask the learner.
Closed questions
 Closed questions have a specific answer and a limited use. They encourage memorization of procedures rather than understanding, as in: Where do you find the link to update your traveller profile?”

Open questions
Open questions require further thought. They are useful because they reinforce understanding. Here are some examples of open-ended questions:

· “What are the differences between booking a hotel and booking a car in the OBT?”

· “Why do you think you got that error message?”

Reflexive questions
Reflexive questions are asked in response to a question. The goal is to prompt the learner to discover the answer and think independently. This encourages active learning. For example:

Learner: “How do I resubmit my search criteria without pressing the Back button?”

Trainer: “Well, do you see a link that might bring you back to the beginning of the process?”

Leading questions
Leading questions guide the learner in the right direction. They are useful when a learner is having difficulties and needs more guidance (they include a hint). Here is an example: “Where on the screen can you select someone to arrange travel for?”

Next-step questions
Next-step questions can be asked after having explained the basic concepts of a particular task. You then ask for the next step. Again, this encourages independent, intuitive thinking: “Then what do we need to do?”

Adults learn best when they experience success.

Avoid making the learner wrong

Remember that anytime you make someone wrong you invalidate him or her and discourage further learning. When someone responds incorrectly to a question, don’t shake your head and indicate that the answer is wrong. Instead, lead the participant to the correct answer. For example, “Well, you’re almost there. What else do you need to include?” Respond enthusiastically when the learner gets to the answer.

Check for understanding and solicit feedback throughout the session

In order for learning to take place, a trainer has to constantly elicit feedback and check for understanding. In order to do this, you can ask closed questions such as, “Is this making sense?” “Did I explain that clearly enough?” or, you can ask open questions such as “What must you do identify yourself as a travel arranger?” to get a clearer picture of how the learner is doing.

Don’t wait for the end-of-class evaluation. Ask participants at the start of the session to set a learning goal and check periodically to see whether they’ve met it. Mingle with them to get informal feedback on the pace and their comfort level with the material.

Answer questions with respect 

Many people are afraid of asking a “dumb” question. Learners greatly appreciate a trainer who answers questions with respect and without condescension.

Be patient and supportive

One of the most important qualities of a good trainer is patience. You need to be able to repeat an explanation in various ways and persist calmly with someone who is struggling, without getting frustrated. You need to be able to listen carefully to each question without interrupting.

Support learners as individuals and avoid making comparisons to other participants. Self-esteem is at risk in an environment that is not seen as safe or supportive. Allow people to admit confusion, fears, or different opinions. Provide plenty of positive reinforcement.

Don’t touch the keyboard or mouse

If you grab the mouse in order to show a participant how to do something on the computer, learning will not take place. The learner may feel incapable and unable to complete a procedure unassisted.

Adults learn best when the information is delivered to their individual style

Adapt to the learner

· Look for clues as to individual differences in style and pace of learning. 

· Try to communicate in a way that will be best understood by the particular learner. 

· Some people learn verbally. Others prefer diagrams and visuals. For others you might need to write up a few step-by-step procedures. Try to use a combination of auditory, visual and tactile training methods. 

Delivery model for computer training

The big picture

When introducing a new topic, start with the big picture, or underlying concepts. If you start with concepts then the procedures make sense and users can apply the new information to a variety of situations. If you don't provide the big picture, you encourage memorization rather than understanding.

Use simple explanations, even if they aren’t technically correct. For example, you can define a macro as “a sequential set of software instructions that can be initiated by a combination of keystrokes” or as “great little shortcuts to help you do things, you press a key and it does a whole bunch of stuff for you, just like the speed dial on your telephone.” 

· Include the what (definition), definition of terms, the why and the where. For example: 
What:
“A macro is like a tape recorder, you can turn it on record the steps, turn it off, and then use to it any time.”

Why:
“Why would you create macros?”

Where:
“Can you give me examples of repetitive procedures in your work that you might be able to create macros for?”

· Have a diagram, analogy, mnemonic or story ready for all the central concepts.

· Ask questions to check for understanding.

Demonstration or assisted exercise

Do a demonstration or an assisted exercise after you have presented the big picture. Try not to tell learners what to do or where to click. Instead, work together and guide them through the process until the procedure is complete. Ask questions to check for understanding.

Unassisted exercise

Have the participants work through at least one more exercise on their own, using available resources such as quick reference guides and one another. Ask questions to check for understanding.

Review 

Review the concept and procedural steps. Ensure that all questions are answered.

Pacing computer training

Linear vs. incremental training

Don’t spend time on every menu item or screen element at the beginning of class. People don’t learn in a linear fashion, they learn the key points and then concentrically around their core learning. Get people working on relevant exercises as soon as possible.

For example, we don’t learn how to speak a language by first learning every conjugation of one verb. We learn a few key words and then build our learning around our core knowledge. Similarly, in computer training we need to cover important definitions and core concepts and then move to contextual exercises that increase in difficulty throughout the course.

Participants at different levels

If you have prepared numerous exercises which increase in complexity, you can work with the beginner-level participants individually while others are working on more advanced exercises. Everybody doesn’t have to complete all of the exercises, especially if you have participants at different levels. Be flexible, look for shortcuts and exercises, or parts of exercises, which can be omitted for the beginner-level participants.

Don’t leave the group waiting while you work with somebody one-on-one. Make sure the rest of the class is doing something before you spend time with participants individually.
Technical glitches

Technical glitches shouldn’t stop the class! Be flexible, find a workaround and try to fix problems during breaks or lunch.

Part 2: “Working with the Online Booking Tool” Course


About this course

Goals

The goals of this course are to help participants: 

· Understand the system in order to maximize the cost savings associated with the Online Booking Tool (OBT).

· Get up and running on OBT quickly, and learn to efficiently use the system.

· Learn when to use OBT and when to call the TAV support desk.

· Learn about working as a Travel Arranger within the solution.

· Feel confident using the OBT on-the-job.

Course description

This hands-on half-day course provides travellers and travel arrangers with the opportunity to acquire the skills and knowledge needed to effectively use the OBT. Participants will be provided with:

· Hands-on opportunities to practice using the system.

· The latest OBT updates, and tips and tricks.

· Guidelines to help maximize the cost-savings associated with the OBT.

Learning objectives

By the end of the day, participants will be able to:

· Describe the purpose of OBT and its part in the TAV solution. 

· Log into the portal as a new user.

· Set up a traveller profile.

· Navigate within the OBT.

· Book flight, hotel and rail.

· Describe how to book a car in OBT. 

· Modify and cancel a reservation.

· View an e-itinerary and e-invoice.

Audience

This course is for anyone new to the portal and the Online Booking Tool including travelers and travel arrangers.

Before this course

· Get a sense of your audience and their experience with the OBT in order to be able to tailor your training and provide the best learning experience you can. Are the participants mostly travelers or travel arrangers?

· Become very familiar with the OBT. Practice with the system, go through various scenarios, and work with the expert users.

· Become familiar with the User Guides and other training handouts.

· Go through the Instructor’s Guide while working with the OBT. Learn the flow of the course. Make additional notes in the Instructor’s Guide, or customize it to suit your needs.

· Go through the simulations.

· Prepare questions to ask participants in each section of the training. See the “Delivery model” and “Ask questions” sections of this Manual.

· Send reminder e-mails to the participants.

· Get the “OBT Tips and Tricks” document printed double-sided on card stock and laminated. 

· Set up the classroom (refer to the “Classroom setup” section of the Instructor’s Guide.)

· Prepare photocopies of the remaining handouts.

· Check the answers for the scenario (hotels and flights), record the possible answers, and revise the exercise as appropriate.

· Ensure that others have identified you as their primary travel arranger so that you can demonstrate travel arranger features in the OBT.

Bring to the training session:

· Supplies such as a laser pointer, masking tape and markers.

· Handouts.

· The trainers’ PowerPoint presentation on CD or floppy. (If you bring the files on a CD, make sure that the instructor’s computer has a CD-ROM.)

· Instructor’s Guide.

Handouts

· Travel AcXess Voyage Online Tip Sheet

· OBT Tips and Tricks

· Fee Schedule 2006

· Evaluation form

Trainers’ Tools

· “Working with OBT” Instructor’s Guide

· “Working with OBT” PowerPoint presentation

· Trainers’ Manual 

· “New user setup” simulation

· “Purchase a trip” simulation

· “Modify and cancel a trip” simulation

· Evaluation form

Note: the handouts and trainers’ tools can be downloaded from: http://gtmo.gc.ca on the Document Library page. (Right-click the appropriate link and choose Save Target As…)

During this course

Delivery

You will deliver this course in the production system. The focus is on hands-on learning activities within the OBT.

Participants must bring their TINs, TAN prefixes and secret questions and answers. If there is one participant who has not brought his/her TIN and TAN prefix, he/she can use the instructor’s computer. If there is more than one person without a TIN, the participants will have to observe the session rather than work hands-on. (Or, take turns using the instructor’s computer.)

After this course

Evaluation

You have been provided with a course evaluation form that you can customize to your department’s needs. Alternatively, your department may have a standard training evaluation form that you can use. 

Follow-up with STSI

We would like to hear about the hands-on OBT training that you have delivered, including how many people were trained and how it went. We would also like feedback on the OBT trainers’ tools. Please send us an e-mail at NCR.STSITraining@pwgsc.gc.ca.
Sample OBT training e-mails
OBT training invitation

Subject : Online Booking Tool (OBT) Training Session

The <insert group here> group is currently offering Online Booking Tool (OBT) training sessions. The next OBT training session has been scheduled on <insert date, time and location here>. You have been invited to attend this opportunity to acquire the skills and knowledge needed to effectively use the OBT. 

This hands-on half-day course will provide you with:

· Hands-on opportunities to practice using the system.

· The latest OBT updates, and tips and tricks.

· Guidelines to help maximize cost-savings associated with the OBT.

By the end of this course, you will be able to:

· Describe the purpose of OBT and its part in the TAV solution. 

· Log into the portal as a new user.

· Set up a traveller profile.

· Navigate within the OBT.

· Book flight, hotel and rail.

· Describe how to book a car in OBT. 

· Modify and cancel a reservation.

· View an e-itinerary and e-invoice.

To register, call <insert your name here> at <insert telephone number here> by <insert date here>.

Regards,

<insert name>
Reminder to register for OBT training

Subject : REGISTRATION DEADLINE - Online Booking Tool (OBT) Training Session

This is a reminder that you have not yet registered for the OBT training session scheduled on <insert date, time and location here>.

Due to limited space, please call <insert name here> at <insert telephone number here> by <insert date here>. 

Regards,

<insert name>

Confirmation for OBT training

Subject : CONFIRMATION - Online Booking Tool (OBT) Training Session

This confirms your registration for the OBT session on <insert date here>. Please let me know if you cannot attend this session, or if you wish to send someone else in your place. 

Requirements: 

· You must bring your Traveller Identification Number (TIN), password, and TAN prefix for the Travel AcXess Voyage Portal. If you do not have a TIN, request a TIN online at http://travel-voyage.gc.ca
· Bring your secret question and answer along with the items listed above. Please do not complete your traveller profile, as this will be done during the session. 

· If you have a TIN but not a password, call Travel AcXess Voyage at 1-800-514-3798 to request a password. 

Important Note: This training is conducted in the production system and there are no training TINs. If you do not bring your TIN, TAN prefix, and secret question and answer to the session, you will observe the session rather than work hands-on.

Time: 

Location: 

Directions: (If applicable)

Parking: (If applicable)

Regards,

<insert name>

Reminder for OBT training

Subject : REMINDER - Online Booking Tool (OBT) Training Session

As a follow-up to your invitation for the OBT training session, please ensure that the following details for your training session are on your calendar:

Date :

Time :

Location:

Directions: (If applicable)

Parking: (If applicable)

If you have questions or concerns, please do not hesitate to contact me.

Regards,

<insert name>

The novice teacher shows and tells incessantly; the wise teacher listens, prods, challenges and refuses to give the right answer.


- Based on the teachings of Lao Tzu








I hear and I forget. �I see and I remember. �I do and I understand.�- Confucius
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Training Tips Summary





(	Thoroughly prepare before a training session.


	Be knowledgeable.


	Be organized.





(	Adults are motivated by problems that need to be solved.


	Make training relevant.





(	Adults learn best when new topics are related to familiar information.


	Use examples and analogies.


	Avoid computer jargon.





Adults learn by doing. 


	Involve the learner.





(	Adults learn by finding out for themselves.


	Encourage independence.


	Ask questions.





(	Adults learn best when they experience success.


	Avoid making the learner wrong.


	Check for understanding and solicit feedback throughout the session.


	Answer questions with respect. 


	Be patient and supportive.


	Don’t touch the learner’s keyboard or mouse.





(	Adults learn best when the approach is changed to suit their individual style.


	Adapt to the learner.





(	Follow up to measure the effectiveness of training.


	Make changes, try something new next time!
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