
Common knowledge tells us that organizations quickly cut budgets for training and development when times get tough and are slow to reinstate funding after times improve! Research also has shown that the very employees organizations most want to retain will leave in search of an employer who will provide the training and development they desire.

A failing of the Human Resources/Training & Development profession is not getting the message across to top management that training and development is more than teaching people how to do their jobs. Employees need to know that someone cares about them and values their contribution to the organization’s success and ongoing training and development provides that tangible evidence.

Successful organizations understand that teamwork and excellence require a lot more than technical competence. Leadership, collaboration, innovation, enthusiasm, loyalty and other difficult to measure factors contribute as much or more to the success than job skills. These abilities must be developed and nurtured with ongoing training and reward systems that reinforce the behaviors.

Most Human Resources professionals know that the #1 reason people leave organizations is an unsatisfactory relationship with their supervisor or manager. Even today, executives often are unaware of or ignore this important fact when they slash training budgets and reduce or eliminate the very training programs that help managers develop their skills for building and maintaining successful relationships with their employees!

Knowing how to sell, or how to do strategic planning, or build a product does not qualify someone to lead others. Being successful with people requires many skills that most of us do not learn in our families or educational experiences. Being successful as a manager also requires knowing a lot about organizations and functional areas beyond what was required in the jobs leading up to assuming managerial responsibility.

Here are just a few ideas about what people at various levels in organizations need to know and the skills they need to perform at levels of excellence. The lists are only samples and often people must know much more than what is listed!

Customer Service Representatives:

· Product and Services knowledge

· Organizational systems and processes

· Rapport and other communication skills

· Handling emotional situations (customers’ and their own!)

· Stress management

Sales Representatives

· All of the above, plus

· Relationship skills for keeping good customers

· Interviewing skills for identifying customer needs

· Influencing skills for selling without pushing

· Time management skills

· Life balance skills (often are remote workers)

Administrative Professionals

· Time management skills

· Relationship skills (work as partners with managers)

· Communication skills with coworkers and outsiders

· Stress management skills (one of the most stressful jobs!)

IT Professionals, Researchers, Engineers

· Teamwork skills (many tend to prefer to work alone!)

· Creativity and innovation skills

· Time management and Stress management skills

· Presentation skills

· Relationship skills (often are not natural “people people”)

Supervisors and Managers at all levels

· Strategic Planning, problem solving, critical thinking

· Leadership skills

· Coaching and facilitation skills

· Relationship skills for building and maintaining relationships

· Time management and Stress management skills

· Meeting management skills

· Confrontation and negotiation skills

For some reason someone started calling many of the above skill sets “soft skills”. What a misnomer! For most people these are the hard skills because they were not taught during the formative years and they are difficult to learn and integrate into daily behavior as an adult. This is another reason why training and development must be a continuous process – a single exposure is not enough for people to learn, develop real skill, and integrate new behaviors.

Technical competence is certainly important, but the “hard skills” can make the difference between mediocrity and excellence!
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