Described below is a realistic scenario that involves training.  After reading the scenario, answer the question about what Susan should do.

Training at Hightech

Hightech rolled out its enterprise data warehouse two years ago. Susan Davis is the data warehouse manager and is proud of what her team has done. Even more important: senior management seems pleased. Despite this, Susan is concerned about the end-user training currently in place. She knows that gaining value from the warehouse is directly linked to the users’ ability to effectively access and analyze data.

Hightech’s warehouse supports a variety of users, applications, and data access tools.  A Web-based dashboard application provides senior managers with information about key performance indicators with the ability to drill down into underlying data. A small group of power users write SQL queries and use the thick client, advanced capabilities of the managed query environment (MQE) tool (e.g., Business Objects) that is used companywide. Most users are "casual" users and work with the Web version of the MQE tool. Hightech is also discussing giving customers and suppliers access to some of the warehouse data.

Susan isn’t concerned about training the senior managers and power users. The dashboard is so easy to use that training isn’t usually a major issue, and when it is, people willing and anxious to help will surround the senior managers. The power users are not a problem either because they are quite self-sufficient.  It is the casual users that concern Susan. Her team seems to receive an inordinate number of calls for help. Many users are having problems understanding the underlying data models in the warehouse and applying the warehouse in their jobs.

Training for casual users is conducted in a required, day-long class where (1) data warehouse concepts are discussed (e.g., providing “a single version of the truth”), (2) the data in the warehouse is described, (3) use of the MQE tool is explained, (4) sample applications using the MQE against warehouse data are presented, (5) the online help and meta data are shown, and (6) the names, email addresses, and telephone numbers of support personnel are provided. At the end of the day, users are given their IDs and passwords. 

Susan senses that the one-day training program isn’t getting the job done. Also, she is concerned about training customers and suppliers if they are given access to warehouse data because they are dispersed around the world. 

What would you advise Susan to do about her training program?

