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Section One
Introduction

The Programme

The State Institute for Urban Development (SIUD) received financial assistance from Karnataka
Urban Infrastructure Development and Finance Corporation to conduct capacity building training
programmes to the different levels of urban functionaries under Karnataka Municipal Reforms
Project (KMRP) in the State of Karnataka. Evaluation for the 23 training programmes in
different areas/ subjects were scheduled for the current year 2010-11. As part of capacity
building training programme under KMRP these training programmes is organized at two levels,
i) State Institute for Urban Development, Mysore, ii) Divisional level and district levels, at
District Training Institutes (DTI) across the State. It was decided to take up the training
programme by third party. The third party evaluation has been taken up for two training

programmes in the area/topic: ‘People Management & Office Management Skills’. The overall

objective of the training programme on said subject is to have best practices of office
management and public relations in all urban local bodies. The specific objectives of the training
programme are as following:

1. The trainees should have understood the concept of self-awareness.

2. The trainees should be able to understand the qualities of a good leader.

3. The trainees should be able to identify the sources of stress and manage the same.

4. The trainees should be informed of the procedures of office management.

The selection of the training programmes for concurrent evaluation and impact study was
in consultation with SIUD.

Objectives of Programme Evaluation

a) To evaluate the process involved in organizing training programmes by SIUD and find

out the effectiveness of this process;
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b) To evaluate the availability and quality of the infrastructure and the quality of the

faculty / trainers;

¢) To evaluate the contents of the curriculum, delivery of curriculum and its effectiveness

on the training;

d) To assess the impact of the training programmes conducted by SIUD on the
participants knowledge, skill, attitude and performance levels;

e) To assess the impact of the training programmes on improvements in achieving the

outcomes of the SIUD and,

f) To suggest modifications required for making the future training programmes more

useful.

Terms of Reference

The following is the terms of reference given by SIUD to carry out the evaluation of
training programmes on the given topic i.e. “People Management and Office Management

Skills”.
1. Attend the selected training programmes, take an active participation in the
deliberations of the programmes as observers, and use the innovative methods to

evaluate the training programmes.

2. The reporting to be in two parts. Part-A shall consist of the ongoing concurrent
evaluation of two selected training programmes and the Part-B shall be the report of
impact study of the training programmes.

Methodology

The Concurrent evaluation of the training programmes was conducted and reports submitted.
The second term of reference was the Impact Assessment Study of the training programme.
In the Concurrent evaluation only two of the six training programmes were evaluated. For
the Impact Assessment, trainees of all the six training programmes are taken into

consideration. As per the terms of reference a sample size of 20 trainees covering training
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programmes held in four regions of Karnataka were to be selected for the impact
assessment. The Impact assessment was carried as following:
1. Personal Interview with trainee using structured questionnaire.
2. Observation — office environment, behaviour of officials, record room, etc.
3. Collection of tangible evidences including photographs, documents, etc.
Database
In all 29 trainees were personally interviewed across six different training regions. The details of

the sample trainees are as follows:

Table 1. Number of Sample Trainees Interviewed

Serial Training Centre Place No. of Trainees
No.
1 Gulbarga Sanduru 02
2 Gulbarga Hospete 02
3 Bijapur Koppala 02
4 Gulbarga Siruguppa 01
5 Gulbarga Sidhanur 02
6 Gulbarga Bellary 01
7 Tumkur Challakere 03
8 Tumkur Chitradurga 03
9 Tumkur Belur 02
10 Tumkur Hosadurga 01
11 Shimoga Harihara 02
12 Shimoga Chanagiri 01
13 Shimoga Davanagere 05
14 Tumkur Tumkur 02
15 Total 29
Report Plan

The Impact Assessment report is based on the analysis from information obtained from 29
trainees and is divided into four Sections. Section Two discusses the learning made by
trainees in post training period. Section Three discusses the sharing of information by the
trainees in office and its impact. Important learning of trainees and its usefulness in daily

work is analysed in Section Four. Section Five deals with impact of training on knowledge
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and skill upgradation of the trainee. Hindrance experienced by trainees in implementing the
knowledge and skills obtained in the training is discussed in Section Six. The report

concludes with overall observations and suggestions.

Section Two

Post —Training Learning

All the trainees were asked if they had read the handbook again after the training programme. All 29
sample trainees that were interviewed expressed that they had read the handbook again after the training
and that they had understood it well. The topics that interested them were time management, stress
management, KSCR Rules and Office procedures. It was also of interest to know if the trainees had done
any extra reading in addition to the handbook that was provided during the training. It was found that
additional reading was done by the trainees mainly in case of office procedures.

Topic No. of Respondents %
Self-Awareness 0 0
Leadership Qualities 0 0
Time and Stress Management 26 90
Communication skill 19 66
Office Procedures & Management 28 97
Inter-personal relationship 18 62
KSCR Rules and Regulations & RTI 27 93
Audits and Accounts 15 52

Audit and Accounts, CCA, KSCR Rules, Tenders management and RTI were few of the topics that were
not covered during the training programme in certain locations. In such cases, the trainees carried out
special readings using the handbook and other sources of information. There were also cases where

trainees reported that they keep reading the handbook during leisure.
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Section Three

Sharing of Information

The knowledge and information obtained by the trainees during the training programme were shared with

their colleagues through informal discussions at the office. The topics mainly discussed with their

colleagues were communication skills, office procedures and office management, KSCR Rules and

Regulations. The sharing of information by the trainees inspired some their colleagues. The topics

inspired by the colleagues were office procedures in general, regular files and documents management,

KSCR Rules and Audit & Accounts, in particular were the main topics on which the colleagues were

inspired.

Discussion in an informal way is still taking place with the colleagues as and when situation arises. It is

observed from the field visit that the colleagues themselves approach the concerned trainee with queries.

The trainees are also in a position to guide their colleagues and subordinates in office procedures as a

result of the training.

What were the main topics of discussion with your colleagues?

Topic

No. of Respondents

%

Self-awareness

Leadership qualities

KCS rules

Public management

Office procedures and management

Communication skills

Inter-personal skills

File management

Stress management

Time management

Office environment
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Section Four

Usefulness / Utility of Training in Daily Work

The trainees expressed that by and large, each of the topics dealt in the training have been useful in the
daily work, but, certain topics such as time management, stress management, inter-personal skills have
been more useful.

Time Management & Stress Management

The trainees are aware of timely disposal of files / documents. The trainees are consciously planning for
the day. For instance, under the “Sakaal” scheme and those filing of RTI for information, the files /
documents have time limits for the work to be completed. It was informed by an official that they get an
SMS on their mobile phones each morning of the day’s work. As a result, the stress levels have also
reduced significantly. The trainees also expressed that they are going for morning walks and carry out

meditation to reduce their stress levels.

Office Management and Files Management

The office procedures and files management were useful to FGRI and Office managers, especially the
new trainees who had 1-3 years of experience in particular. Audits and Accounts Management was useful
to the Revenue Officers. The KSCR rules and RTI details were useful to all categories of trainees i.e.
FGRI, Managers and Revenue Officers.

Have you put your learning s on the following topics into practice?

Topic No. of Respondents %

Self-awareness

Leadership qualities

KCS rules

Public management

Office procedures and management

Communication skills

Inter-personal skills

File management

Stress management

Time management
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Office environment ‘ |

Section Five

Knowledge/ Skill Upgradation and Attitudinal Change

The training has enhanced the knowledge of the trainees on time management, stress management,
communication skills, office procedures and documentation. The training has inspired a change in the
attitude of the trainees. Topics that inspired the change include time management, communication skills,
and office procedures. For instance, the trainees have expressed that their behavior with clients /
customers have improved as compared to pre-training period. Officials are giving more emphasis on
client’s satisfaction. They also prioratise their work by attending to the clients present in the office than
on other files / documents that can be done later. Few acknowledged that earlier there were delays in
completing the work on certain files and postponed. Now they are making conscious efforts to complete
the work the same day and hence are able to more handle files / documents than earlier. Colleagues and
subordinates are discussing and learning office procedures, thus a change in the attitude of others also.
Indepth focus on each dealt. This is resulting in better time management — overall as well as on each case
/ file.

Has the training enhanced your knowledge on the following topics after the training?

Topic No. of Respondents %
Self-Awareness 14 48
Leadership Qualities 19 66
Time and Stress Management 25 86
Communication skill 23 79
Office Procedures & Management 27 93
Inter-personal relationship 20 69

KSCR Rules and Regulations &

RTI 22 76
Audits and Accounts 15 52

In your opinion, which of the topics covered in the training programme has brought about a change in
your attitude in general as well as towards work?

Topic No. of Respondents %

Self-Awareness

Leadership Qualities
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Time and Stress Management

Communication skill

Office Procedures & Management

Inter-personal relationship

KSCR Rules and Regulations &
RTI

Audits and Accounts

In your opinion, on which of the following, has there been an attitudinal change in you?

Topic No. of Respondents %

In terms of increase in work output
as compared to before the training.

Improvement in quality of work
output as compared to before the
training.

Change in attitude towards
colleagues.

Change in attitude towards clients
and customers.

Change in attitude towards office
tidiness and environment.
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Section Six

Barriers in Implementation

By and large, about 60 per cent of knowledge gained in the training has been implemented. However
there are certain hindrances. In certain municipal offices there were no record rooms. To carry out the
computerization of records, software was not available. ABCDE system was not followed. Colleagues
were not influenced through sharing of information. CCA Rules, RTI, Audit and Accounts were not
covered during the training. If the case workers were also trained, the coordination of the work could be

easy.
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Section Seven

Conclusion and Suggestions
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Annexure-1
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Annexure-2
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Annexure-3

List of Trainees Interviewed

Serial Names of Trainees Training Place Contact Details
No. Centre
1 K H Raghavendra Guru Gulbarga Sanduru
Subbanna
2 Panduranga Itagi Gulbarga Hospete
B Ramesh
3 B Babu Bijapur Koppala
MoulSaab
4 Anantha Rao Gulbarga Siruguppa
5 Gururaj Gulbarga Sidhanur
Muniswamy
6 Balaji Gulbarga Bellary
7 Jayanna Tumkur Challakere
Hafiz
Pradeep Kumar
8 K Puttappa Tumkur Chitradurga
Saraswathi
Nisar Ahmed
9 B T Shiggavi Tumkur Belur
Puttaswamy Gowda
10 Shivamurthy Tumkur Hosadurga
11 Shivayogi Shimoga Harihara
Gurunath
12 Revathi Shimoga Chanagiri
13 Vinayak Shimoga Davanagere
Sunil
Kumar
Prabhu
Devaraj
14 Prakash Tumkur Tumkur
Jayakeerthi
15 Total 29
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Annexure-4
PEOPLE MANAGEMENT AND OFFICE MANAGEMENT SKILLS
Questionnaire One

Name: Place: Designation: Contact No.:

I.  Subject learning: (Post Training)

a. Kindly mention which of the topics that interested you the most?

b. Please rank the topics that were covered in the training in the order starting with topic
that inspired you the most: ( self-awareness & leadership qualities, time and stress
management, office procedures & management, audit & accounts, KSCR rules &
regulations, inter-personal relationship & communication skills)

- 1

c. Didyou read the training handbook again after the training programme?
Yes / No
i. Ifyes, Glanced / read completely
d. Did you understand the contents of the book ( delete what is not applicable)
- Understood well

- Fairly well
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- To acertain extent

e. After the training did you do any extra reading? Yes / No
i. If yes, on what topics did you make additional readings?

- Self —Awareness & Leadership qualities yes/ no

- Time and Stress Management yes / no

- Inter-personal relationship &

Communication Skills yes / no
- Audits and Accounts yes / no
- Office Procedures & Management yes / no
- KSCR Rules and Regulations & RTI yes / no
- (Any Other) yes / no

ii. Inyour opinion should any other topics have been added to the training
curriculum?

- If yes, what topics should have been added

a.
b.
C.
d.
II. Sharing of Information:
a. Did you share your learning with anybody in the office? Yes / No

b. If yes, with whom did you share the learning?

- Office colleagues yes / no
- Friends and relatives yes / no
- Family members yes / no
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- Others (specify) yes/ no

c. If you have shared the information with colleagues, how was it shared?

Official presentation  yes/no

Office meeting yes / no

Informal discussions  yes / no

Any other (specify) yes/ no
d. What were the main topics of discussion with your colleagues?

- Self —Awareness & Leadership qualities yes / no

Time and Stress Management yes / no

Inter-personal relationship &

Communication Skills yes / no

- Office Procedures & Management yes / no

- Audits and Accounts yes / no

- KSCR Rules and Regulations & RTI yes / no

- (Any Other) yes / no

e. Has your sharing of information inspired your colleagues? Yes / No

i. Ifyes, in what way it has inspired them and on which of the topics that were
covered during training programme?

- Self —Awareness & Leadership qualities yes / no
- Time and Stress Management yes / no
- Inter-personal relationship &

Communication Skills yes / no

- Office Procedures & Management yes / no
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- Audits and Accounts yes/ no
- KSCR Rules and Regulations & RTI yes/ no
- (Any Other) yes/ no

f. Inthe last three months how often have you discussed with colleagues on the topics
learned during the training? (Tick the appropriate answer)

- Weekly twice
- Weekly once
- Rarely
lll. Canyou list three important learning useful in your daily work?

- Self —Awareness & Leadership qualities

Time and Stress Management

Inter-personal relationship & Communication Skills

Office Procedures & Management
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- Audits and Accounts

- KSCR Rules and Regulations & RTI

PEOPLE MANAGEMENT AND OFFICE MANAGEMENT SKILLS
Questionnaire Two
Name: Place: Designation: Contact No.:
I. Knowledge and Skill Upgrade
a. Has the training enhanced your knowledge on the following topics after the training:

1. Self-Awareness &
Leadership Qualities  yes/ no

2. Time and Stress
Management yes / no

3. Communication skill yes/ no

4. Office Procedures &
Management yes / no
5. Communication Skills  yes/no

6. Budget & Accounts yes / no

b. If the training has increased your knowledge what are the new aspects learnt in each of the
topics:

1. Self-Awareness &
Leadership Qualities  yes/ no
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REPORT ON IMPACT ASSESSMENT OF TRAINING PROGRAMME ON
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Time and Stress
Management yes / no

Communication skill yes / no

Office Procedures &
Management yes / no
Communication Skills  yes/ no

Budget & Accounts yes / no

c. Have you learnt any new skills during the training programme? Yes/ No

1.

If yes, what skills did you learn?

II. Attitudinal Change

a.

Has the training inspired a change in your attitude?

Yes / No

i. If yes whatis the type of change in your attitude? Explain.

ii. Inyour opinion, which of the topics covered in the training programme has

brought about a change in your attitude in general as well as towards work?

1. Self-Awareness &
Leadership Qualities

2. Time and Stress
Management

3. Communication skill

4, Office Procedures &
Management
5. Communication Skills

6. Budget & Accounts

yes/ no

yes/ no
yes/ no
yes/ no
yes/ no

yes/ no
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b. Inyour opinion, on which of the following, has there been an attitudinal change in you?
(Tick the appropriate answers)

i. Interms of increase in work output as compared to before the training.
ii. Improvement in quality of work output as compared to before the training.
iii. Change in attitude towards colleagues.
iv. Change in attitude towards clients and customers.
v. Change in attitude towards office tidiness and environment.
. Utility of Training

a. Have you been able to put your learning into practice? Yes / No

b. If No, Why and what are the major obstacles. Please explain.

c. Ifyes, what was the learning that you could implement soon after the training?

V.

d. Inyour opinion has any of your colleagues been influenced by observing the changes in
your work and attitude? Yes / No

e. Ifyes, whatis their observation about you? Please explain.

f. Has it also brought about a change in the attitude and nature of working of your
colleagues? Please explain.

g. Please explain who in the office was influenced and how they were influenced by you?
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PEOPLE MANAGEMENT AND OFFICE MANAGEMENT SKILLS

PEOPLE MANAGEMENT AND OFFICE MANAGEMENT SKILLS
Questionnaire Three
Place: Designation: Contact No.:
I. Learning into practice

a. Have you put your learning s on the following topics into
practice?

i. Self-awareness and Individual targets.

ii. Leadership qualities
iii. KCSrules
iv. Public management
v. Office procedures and management
vi. Communication skills

vii. Inter-personal skills

viii. File management
ix. Stress management
X. Time management
xi. Office environment

Il. Effectiveness

a. Please indicate how do you assess the effectiveness of the
training obtained by you?
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Vi.

Did you prepare an action plan during the training programme?
Yes/No

i. If yes, are you implementing the action plan?  Yes/
No

ii. If No, why was the action plan not prepared? Explain.

If you are implementing the action plan, what are the results
obtained by you? Explain.

If not implementing the action plan, what are the reasons and
obstacles in implementing the action plan?
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