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Objectives

As a result of this session, participants will:

ÁLearn how Johnson Controls is using Perception 
to implement a virtual skills assessment program 
for service technicians. 

ÁAppreciate the advantages of structuring an 
assessment to provide feedback based on topics 
rather than individual questions. 

ÁDiscover how to structure the assessment to 
provide access to related resources 
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Agenda

ÁBackground Information

Â Who we are, what we needed to do

ÁThe Case for Online Skill Assessment

Â Why it made sense for us

ÁThe Assessment Structure

Â What we did and why
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So You Think You Cané

ÁJudging Performances

ÂHow would you judge these performances?

ÁOur company has been struggling with 
how to judge performances that are ñin 
the middleò of the spectrum, and not very 
public
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Background Information 

Johnson Controls, Inc.  Building Efficiency

ÁResponsible for creating and maintaining safe , 
comfortable and sustainable indoor environments

ÁService Technicians work independently to solve 
problems at the customer site

ÁLosing top service technicians to competition
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Solution

ÁPart of a Multi-faceted approach to increasing 
retention

ÁDesired a systematic way to evaluate without 
intense personnel requirements

ÁLearning & Developmentôs Contribution:
Â Program of Skill Assessments 

ÈScenario Driven

ÈMapped to existing Development Opportunities

ÈSequenced from basic to complex tasks

ÈEncompasses multiple levels of ability
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Solution

Performance required: Level 1: 
Becomes proficient with "current" product
1. Repair systems controlled by ASCs 
2. Program applications for retrofit
3. Analyze and adjust DXs controlled system 
4. Program and configure supervisory controllers
5. Implement and repair BAS networks 
6. Diagnose and repair low voltage circuitry
7. Manage subcontractors on retrofit jobs
8. Manage customer - relationships/communications
9. Sell L & M and quoted price work
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Content Development Process

ÁGuided by an Expert Consultant

ÁUsed Cognitive Behavior Analysis 

ÁKey:  Structured Interviews of Panel of Experts

ÁGoal: Agree upon a ñbest practiceò process for 
troubleshooting specific equipment

ÁProcess: Multiple reviews of drafts over time
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Content Development Process
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Assessment Concerns

ÁPresentation
Â Flow/Access to Questions

Â Links to External Resources

ÁResults
Â Identify Areas of Strength and 

Development needs

Â Link to existing learning opportunities

ÁDevelopment
Â Consistency Across Assessments

Â Capturing all the Details
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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

ÁSubsequent questions ñgive awayò the answer to 
previous ones as the troubleshooting process 
unfolds

ÁImplemented Multiple Page Blocks 

Â User cannot return to a previous block once answers 
have been submitted

Â Including question #s in the Item Descriptions made 
this solution easy to implement
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External Resources

ÁWanted users to have access to these resources:

Â Original scenario as presented to them

Â New scenario info as it is given to them

Â Project documents related to the scenario

Â Web resources they would normally have access to on 
the job

ÁCreated an explanation question to house 
resource links

Â Formatted the resource question to stand out on page
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High Level Results

ÁFocus on process feedback, not individual items 

ÁProvided only topic feedback with a percentage 
score

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