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IN TIMES OF WHIZ-BANG TECHNOLOGICAL
ch a n ge ,n ew vers i ons of s of t w a re and equ i pm ent are
ava i l a ble almost before the com p a ny gets used to
using the old. Both sof t w a re and hardw a re upgrade s
n ow hit the market on a regular basis, of fering com-
panies plen ty of i n cen tives to adopt new tech n o l ogy
or improve their sys tem s . But on ce yo u’ve dec i ded to
t a ke the plu n ge , you have to get your staff re ady for
the ch a n ge . Th o u gh this can be almost as to u gh as
making the ori ginal dec i s i on to move forw a rd , i t
h elps to handle this as a three - phase proce s s .

Step one: Getting the buy-in
In general, humans don’t like change,even if it is for
the better. When something changes—say, the com-
p a ny installs a warehouse managem ent sys tem
(WMS)—it is disruptive and disconcerting. The
staff may experience feelings of confusion and dis-
comfort, which can lead to resentment, which in
turn leads directly to a big drop in productivity. Too
often management forgets the psychological aspect
of preparing employees to accept this tremendous
change. But failing to get that buy-in will most cer-
tainly show up on the bottom line.

Before the installation begins, take the time nec-
essary to resolve all employee issues, no matter how
simplistic they seem. Schedule a meeting to pro-
mote the new system and all of its features. The
staff, at all levels of usage, needs to be excited about
the change and receptive to the technical training.

You already know that technical training will
shorten the time necessary for the staff to become
fully productive. However, if they are not mentally
open to learning, their resistance will show, and the
company will suffer.

Step two: The technical training
When it comes to training, you have a lot of choic-
es: You can provide a classroom setting, using a
lunchroom or conference room. Or you can use
vi deos and com p uteri zed programs as well as
Internet- and intranet-based training programs to
provi de ro u n d - t h e - cl ock ava i l a bi l i ty, en a bl i n g
third-shift employees and new hires to participate.

S peak to your sof t w a re and equ i pm ent ven dors .
Th ey can of ten provi de pers on n el to come in and set

up a “Train the Tra i n er ” progra m . The gradu a tes of
these progra m s , in tu rn , can become your com p a ny
tra i n ers for specific are a s . You can vi deo t a pe a tra i n-
ing class and cre a te your own training libra ry for
s t a f f u s e . Veteran staff m em bers are an excell en t
re s o u rce for on going tra i n i n g, as well . Use them in a
m en tor program or underwri te occ a s i onal work i n g
lu n ches for less-formal training session s . These vet-
erans can also work with online edu c a ti onal com p a-
nies to cre a te custom i zed In tern et , i n tra n et and CD
RO M - b a s ed programs at a rel-
a tively low co s t .

Step three: 
Offer encouragement
Unless your staff is made up
entirely of six-year-olds,some
of them will have a tough time
adapting to new technology.
This is bound to fru s tra te
t h em , p a rti c u l a rly if yo u r
group is of mixed ages and the
forty- or fifty-somethings see
the younger set learning more
quickly. Therefore, be sure to make liberal use of
positive feedback. Our grandmothers said it, and it
still applies:A kind word goes a long way.

Proper training does take time and mon ey.
However, it has been shown that even the most
s oph i s ti c a ted training program costs less than
recruiting and hiring. High turnover and low pro-
ductivity are both expensive indicators of poor
management and poor training. They permeate the
entire company, destroying morale and extending
the payback time for the new system. Investing in
motivation and training will undoubtedly cost you
money, but not doing so will most assuredly cost a
lot more. n
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