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Why go beyond training? 
Dissatisfaction with the status quo. 
“… the conventional L&D toolkit doesn’t work as 
well for today’s hyperkinetic workers. Only 18% 
would recommend their employers’ training and 
development opportunities.” 
“Almost 85% said they learn things for work by 
searching online at least once a week. Nearly 70% 
learn from peers or by reading articles and blogs 
every week, and 53% learn from videos in any 
given week.” 
 

[Degreed– How the Workforce Learns, 2016] 
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Why go beyond training? 
From LEAP Focus Groups, 2016 
 
“Lack of digital connectivity leads to more physical 
aids – species lists, advisor maps (sensitive 
resources), books, as well as internet access aids 
such as web maps and Sharepoint, etc.” 
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Today 

n  Learning & performance support? 
n  What about job aids? 
n  What about performance support? 
n  Where to from here? 
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Learning 
 

Investment is devoted to 
producing smarts inside,  
in the mind, 
heart and belly 

© 2016 Allison Rossett 

Happens in rooms-- and on devices 
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Performance 
Support 

 

Investment is 
devoted to 
producing smarts 
for use outside,  
through resources 
accessible in the 
workplace, 
and life space 

The image cannot be displayed. Your computer may not have enough memory to open the image, or the image 
may have been corrupted. Restart your computer, and then open the file again. If the red x still appears, you may 
have to delete the image and then insert it again.
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PS is a Helper in Work and Life 
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Performance 
Support in the 
life space 

 

The most popular 
performance 
support tool ever…. 
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Learning Performance support 

Learning vs Performance Support 

I get it. I know.  
I remember. 

I found it. 
This is just  

what I need. 
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Learning vs Performance Support 

Learning 

n  Scenario based 
elearning; drill & practice 
exercises; diagnostics 
linked to modules 

n  I get it now. I remember. I 
can tackle it. 

n  Language learners; 
rangers; and leaders too 

Performance Support 

n  Checklists; examples; bar 
code readers that warn of 
reactions; location-based 
guidance 

n  I know where to find what 
I need. That helped me. 

n  Language learners; 
rangers; and leaders too 

What? 

User
s sa

y? 

Who? 
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Learning Performance support 

Learning PLUS Performance Support 
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Heavy on learning, plus support on demand 
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Heavy on learning, plus support on demand 
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Heavy on learning, plus support on demand 
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  Reliant on support, lighter on learning 

[http://www.allisonrossett.com/2013/05/24/performance-support-goes-to-the-oscars/] 
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http://www.tuaw.com/2012/05/10/man-uses-iphone-app-to-revive-stunned-bird/ 

  Reliant on support, little learning 
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Today 

n  Learning & performance support? 
n  What about job aids? 
n  What about performance support tools? 
n  Where to from here? 
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What are job aids? 

“A helper in life and work, job 
aids are a repository for 
information, processes, and 
perspectives that inform and 
guide planning and action.” 

Rossett, A., & Schafer, L. (2007). Job aids and performance support: Moving from 
knowledge in the classroom to knowledge everywhere. San Francisco: Pfeiffer. 

Yes, a form of 
performance support….. 
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A Helper IN Life and Work  

GROCERY LIST 

Oranges 

Rice 

Milk 

Pork Chops 

Tomato Paste 

Potatoes 

Paper Towels 

Ranch Dressing 

Dill Pickles 
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Repository for Information, Processes,  
and Perspectives 

Source: Jack in the Box. Used by permission. 
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Inform 
and 

Guide 
Planning 

and 
Action 
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A job aid is not a tool, and it’s not instruction 

Job Aid/Performance Support: A helper IN life 
and work, they are a repository for information, 
processes, and perspectives that inform and guide 
planning and action.  <GPS is PS> 

 
Tool: supports people and their jobs, but does not 

serve as a repository of information, processes, or 
perspectives.  <battery charger is a tool> 

 
Instruction: presents material to be stored in long 

term memory, happens via practices and 
feedback. 
<a class is instruction> 
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Job Aid, Tool, or Instruction? 
1.  A novice landscaper uses a 

laminated card to make sure 
equipment is in the right place on 
the truck prior to departure 

2.  An 8th grader uses Spanish flash 
cards to prep for a test 

3.  A pet owner uses a dog brush to 
groom her dog 
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1)  Here I am getting ready for my trip to 
Yellowstone. What should I bring along with 
me, given the time of year and my much 
anticipated (and somewhat limited) activities? 

2)  Here I am on the eve of my son’s birthday. 
How do I put together this bicycle? 

3)  Here I am writing materials for an exhibit.  
Are my efforts up to snuff/standards?  

4)  Here I am in Shepherdstown. Where is the 
nearest pizza joint?  

Job aids–helping you act smarter than  
you are….......... 

Add one for NPS, please. 
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When? 
n  When performance is infrequent 
n  When the situation is complex, has multiple steps, or 

multiple attributes 
n  When the consequences of errors are high 
n  When performance depends on a large body of 

information 
n  When performance is dependent on knowledge, 

procedures, or approaches that change frequently 
n  When employee performance can be improved through 

self-assessment and correction 
n  When there is high turnover and the task is simple 
n  When there is little time or few resources for training 

Rossett, A., & Schafer, L. (2007). Job aids and performance support: Moving from 
knowledge in the classroom to knowledge everywhere. San Francisco: Pfeiffer. 
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Good Use of Job Aids? 

1.  Carolyn votes in almost every 
election, but she can’t remember 
exactly how to cast her ballot.  
 

2.  Jorge is trying to decide which 
national park to visit in negotiation 
with his family of six and his 
sister’s family of three. 
 

3.  Phil Mickelson is putting for eagle 
on the 18th hole. 

YES NO 
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When should we not? 
n  When use would damage credibility 
n  When speedy performance is top priority 
n  When novel and unpredictable situations are involved 
n  When smooth, fluid performance is top priority 
n  When the employee lacks sufficient reading, listening, or 

reference skills 
n  When access is an issue 
n  When the employee is not engaged 

Rossett, A., & Schafer, L. (2007). Job aids and performance support: Moving from 
knowledge in the classroom to knowledge everywhere. San Francisco: Pfeiffer. 
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Good Use of Job Aids? 

4.  Commercial pilots are expected to 
visually examine the wings, skin, and 
exterior engines prior to every single 
flight take off. 

5.  Anita is a marriage counselor. Her 
clients sometimes become “animated” 
with each other during joint sessions 
and she needs to help them calm down 
and talk together. 

6.  Minjuan, a recent MBA graduate, is 
preparing for her first big corporate 
presentation.  

YES NO 
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Works. Why? 
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Planners and Sidekicks 
n  Planners are in our lives just before or after the 

challenge. 
•  Using www.weather.com before the trip 
•  Determining which park to visit this summer 
•  Using the living to 100 calculator to reflect on our choices 

and impact on our life expectancy 
n  Sidekicks are at our side during the task. 

•  Following directions for changing the voicemail greeting 
•  Referring to instructions for assembling a ciabatta burger 
•  Using the car GPS to get to an appointment 
•  Spell checker that warns of a misspelling and then corrects 
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  Practice…. 

 
Planner (not too integrated) 
or Sidekick (very integrated)? 
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Sidekick 
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Should I quit this job? 
Planner 
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Coffee 
Drinks 

Illustrated 

http://sixrevisions.com/
graphics-design/40-
useful-and-creative-
infographics/ 
 

Sidekick 
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Sidekick 
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Visuals are 
powerful, don’t 

you think? 

Sidekick 
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Today 

n  Learning & performance support? 
n  What about job aids? 
n  What about performance support? 
n  Where to from here? 



9/16/16 

20 

© 2016 Allison Rossett 

Performance 
Support 

 

Investment is 
devoted to 
producing smarts 
for use outside,  
through resources 
accessible in the 
workplace, 
and life space 

The image cannot be displayed. Your computer may not have enough memory to open the image, or the image 
may have been corrupted. Restart your computer, and then open the file again. If the red x still appears, you may 
have to delete the image and then insert it again.

PS is job aids on steroids 
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The best doggie for you would be? 
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From 185 breeds  
to just a few. 

Planner 
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Is Your Doctor a Space Alien? 

http://weeklyworldnews.com/alien-alert/8030/6-signs-your-
doctor-is-an-alien/ 
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Dr. Starnes effort. How did he do? 

http://weeklyworldnews.com/alien-alert/8030/6-signs-your-
doctor-is-an-alien/ 

Will it achieve its purpose? 
What concerns you? 
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http://www.colletandschafer.com/perfsupp/tool.html 
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Today 

n  Learning & performance support? 
n  What about job aids? 
n  What about performance support? 
n  Where to from here? 
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The future? Two words.  

 

n  Technology and people; 
n  Learning and job aids/PST 
n  Directed, and independent choices; 
n  All in service to strategic goals. 

1/ Blends! 
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 Case in point. 
Would 
wristbands 
alone develop 
and support a 
great QB? 
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 Support works in a blend with training, 
practice, coaching, and other performance 
improvement interventions to reach goals. 
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The future? Two words.  

2/ Technology! 
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Build it into your life--- 
Developing wine savvy 

F2F VC PST 

© 2016 Allison Rossett 
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Performance Support! 
 
Make commitments to 
yourself and be nudged 
by a text message 
 
 
 
[hifutureself in the app 
stores] 
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Rossett & Marshall (2012) study found lots 
of talk, not much action, not yet, 

even with so many mobile devices. 

 
 

Habits dies 
hard. 

Where is PS?
mobile? 
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Net. Net. 

Jobs aids and performance 
support move us  

toward convergence. 
 

 
 

Infusion of information, 
guidance and support 

into the context that matters. 
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Make a commitment 
Turn to the person next to you and share how 
you will use job aids/performance support,  
high tech or no tech,  
to make a difference where you work. 
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Wiley/Pfeiffer	
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Dr. Allison Rossett, long time professor of Professor of 
Educational Technology at San Diego State University, is in 
the Training magazine Hall of Fame, on the CLO Advisory 
Board, recipient of ISPI’s Thomas Gilbert award and an ISPI 
Member-for-Life. She is author of six books, including a new 
edition of her classic, First Things Fast: a handbook for 
performance analysis.  Allison writes about and consults on 
technology-based learning, and performance-centered 
approaches to results. 
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