Questi

onmark

..getting results

So You Thi nk Yc

Skill Assessment Via
Questionmark Perception

Jodi Delfosse
Building Efficiency
Johnson Controls, Inc.

2008 Users ConferenceE San Antonio

Copyright © 1995 -2008 Questionmark Corporation and/or Questionmark Computing Limited, known collectively as Questionmark. All rights reserved.

Questionmark is a registered trademark of Questionmark Computing Limited. All other trademarks are acknowledged.



Questionmark
...getting results

Objectives

As a result of this session, participants will:

A Learn how Johnson Controls is using Perception
to iImplement a virtual skills assessment program
for service technicians.

A Appreciate the advantages of structuring an
assessment to provide feedback based on topics

rather than individual questions.

A Discover how to structure the assessment to
provide access to related resources
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Agenda

A Background Information
A Who we are, what we needed to do

A The Case for Online Skill Assessment
A Why it made sense for us

A The Assessment Structure
A What we did and why
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So You Thi nk You Ca

AJudging Performances
A How would you judge these performances?

A Our company has been struggling with

how to Jjudge perfor ma
the middleo of the snp
public
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Background Information ’°c"§;t‘;g,5))ﬁ'

Johnson Controls, Inc. Building Efficiency

A Responsible for creating and maintaining safe,
comiortable and sustainable ndoor environments

A Service Technicians work independently to solve
problems at the customer site

A Losing top service technicians to competition
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Solution

A Part of a Multi-faceted approach to increasing
retention

A Desired a systematic way to evaluate without
Intense personnel requirements

ALearning & Devel opment 0s
A Program of Skill Assessments
E Scenario Driven
E Mapped to existing Development Opportunities
E Sequenced from basic to complex tasks
E Encompasses multiple levels of ability
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Solution

Performance required: Level 1:

Becomes proficient with "current” proauct

. Repair systems controlled by ASCs

. Program applications for retrofit

. Analyze and adjust DXs controlled system

. Program and configure supervisory controllers
mplement and repair BAS networks

. Diagnose and repair low voltage circuitry

. Manage subcontractors on retrofit jobs

. Manage customer - relationships/communications
. Sell L & M and quoted price work |
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In this evaluation, you will be presented with a scenario and asked questions about how you would respond. Select the best options from among those given,
based on the information you have in the scenario at that time.

Questions are presented on multiple pages. Be sure to click the Submit button at the bottom of each page. Once you have submitted your answers on one page,
you cannot go back to that page.

Scenario:

Your customer, Wowzaplatz International has a Metasys NCM network that you helped to install and commission 8 years ago. This network has been expanded
over the past 8 years; the older part of the system in Building A has NCM200s, and the newer part in Building B has NCM350s on Ethernet. The Ethernet side of the
network is shared with the customer's business computers and servers.

Two months ago the customer upgraded his operator workstation (OWS) computer, and the new OWS was installed on the Ethernet side of the network.

You can trust all of the job documentation, including the riser diagram, because you completed all of the as-built changes. The network riser diagram looks like this:
NET jcriser.pdf

The customer calls one morning to say he can't see anything on the old part of the building. The possible causes you should investigate include: (Check all that
apply)

[™ the customer does not have the latest PMI software patch

I the archive databases for the old building have been corrupted

[™ the workstation network configuration is wrong

I the Metasys Ethernet router may be defective

[ the Ethemet network switch may be defective
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Content Development Process

A Guided by an Expert Consultant
A Used Cognitive Behavior Analysis
A Key: Structured Interviews of Panel of Experts

AGoal: Agree upon a fibest
troubleshooting specific equipment

A Process: Multiple reviews of drafts over time
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Content Development Process

Assessment test item creation:
1. ldentify decisions or knowledge that technician should make to be an
expert in the task.
2. Tallk through scenario with the decisions to start brainstorming questions.
2. Qutline questions from start to finish.
4 Add detail to questions (including distractors).

Field Network Design:
Cuestion: Selecting the appropriate job details and know where to find the
information
Guestion: Know when you've gone beyond number of devices
Guestion: design of cable runs
e building construction influence the cable runs
Cluestion: How you're going to divide the network
Auestion: repeaters: need to know when to use
Question: Know that XTs have an address
Question: determine products that will work for the job
Question: deciding how many NCs are required
Question: look at existing system to determine MNC load
Question: What tools would be useful in helping you find out the current
total point counts



Assessment Concerns

A Presentation
A Flow/Access to Questions
A Links to External Resources

A Results

A ldentify Areas of Strength and
Development needs

A Link to existing learning opportunities
A Development

A Consistency Across Assessments

A Capturing all the Detalls

Vi
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Assessment Architecture

Concern

Solution

Controlling access to questions

Page blocks of only a few questions

Need for a variety of outside
Resources

Explanation Question with Resource
links

Present High Level Results

Table to frame topic outcomes

Consistency Across Assessments

Topics for Process Steps
Feedback Rankings

Complex structure/authoring

Custom form using ASCII codes for
Import
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Flow / Access to Questions

ASubsequent questions f@Agi
previous ones as the troubleshooting process

unfolds

A Implemented Multiple Page Blocks
A User cannot return to a previous block once answers
have been submitted
A Including question #s in the Item Descriptions made
this solution easy to implement
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----- % Conftrol block
El Assessment Flow
- =33 Block 1
& Single guestion '(NEW) Scenario: Your customer, Wowzaplatz International, has a M
~-<Z|Single question 'Q1 D The customer calls one morning to say he can’t see anything on th
P @ Single question 'Q2 A YWhen arer@ on site, you verify with the customer that the wc
o} B New Black 2
i gingle question 'Newl A From the workstation you open the IP Configuration summal
-8 New Block 2 Q3
: =3 4 Single question 'Document Links (NEW):' from 'Controller Evals\2F - N1 Supervisory
= ‘éh Single question 'New2 & From the workstation, you ping the Metasys Ethernet router
P ﬁ» Single question 'Q4 P To isolate the problem further, your next action should be:' fro
= Uu Block 3
42 Single question 'Document Links (NEW):' from 'Controller Evals\2F - N1 Supervisory
: <U> Single question 'QS D You have unplugged the Metasys router....You ping the router
U Slngle question 'Q6 D While you have your laptop plugged directly into the router, you
£ Single question 'Q7 & You disconnect your laptop from the isolated router and conned™
=8 Block 4
. . Single question 'Document Links (NEW):' from 'Controller Evals\2F - N1 Supervisary
- Single question 'Q8 J You have concluded that the Ethernet router has an IP address
- <& Single question 'Q9 D With the Ethernet router address conflict resolved, you return t
=83 Block 5
& gingle question 'Document Links (NEW):' from 'Controller Evals\2F - N1 Supervisory I
P ﬁ» Single question 'Q10 P You suspect that the cause is that either NCM2 can’t find the 2
E] py Block 6
F R 4. Single question 'Document Links (NEW):' from 'Controller Evals\2F - N1 Supervisary
o <@> Single question 'Q11 A In order to inspect for cable problems, You start the' from 'Ci

E] w@ B'DCk 7 v
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External Resources

A Wanted users to have access to these resources:
A Original scenario as presented to them
A New scenario info as it is given to them
A Project documents related to the scenario
A Web resources they would normally have access to on

the job

A Created an explanation question to house
resource links
A Formatted the resource question to stand out on page
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Document Links
Scenario

Riser Diagram

From the warkstation, you ping the Metasys Ethernet router's IP address:

C:\ »ping -a 210.54.125.238

and get this response:

Pinging newguypc.hg.wzpltz.com [210.54.125.238] with 32 bytes of data:

Reply from 210.54.125.238: bytes=32 time=4ms TTL=127
Reply from 210.54.125.238: bytes=32 time=2ms TTL=127
Reply from 210.54.125.238: bytes=32 time=3ms TTL=127
Reply from 210.54.125.238: bytes=32 time=2ms TTL=127

Ping statistics for 210.54.125.235:

Dacleate: Qant — A Dacawad — A4 | act — N N0 laced

Resources

Product Documentation

Product Literature - Internal Site

solutions Database
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High Level Results

A Focus onprocess feedback, not individual items

A Provided only topic feedback with a percentage
score

A Enhanced the read-ability of Topic feedback by
framing it in a table
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