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ABSTRACT

Scott, Regena L. Ph.D., Purdue University, August, 2010. Perceived
Effectiveness of Supply Chain Management and Workforce Education and
Training. Major Professor: Edie K. Schmidt.

Using a qualitative comparative analysis as the interpretive approach, this
research investigation examined the perceived relationship between the
effectiveness of supply chain management and workforce educating and training.
Participants in the study included decision-makers from various industry types,
sizes and locations throughout the United States. These participants took part in
one-on-one interviews that attempted to address the following research
questions:

1. What is the perception within the organization of supply chain effectiveness?

2. Does a well-educated and trained workforce play a significant role in the
organizations success?

3. Does the leadership communicate commitment to education and training?

4. Is there a perceived link between a well-educated and well-trained workforce
and the organizations success?

5. Is the workforce more likely to be innovative, productive, and engaged in
problem solving when company leadership openly communicates and
rewards their accomplishments?

6. What is the significance and role of maintaining a high-performance workforce
in a competitive global economy?

The analysis of data included the one-on-one interviews and flow-up

surveys responses that resulted in meaningful clustering of research related
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Xiv

themes. These themes included supply chain effectiveness, workforce education
and training, leadership communication and commitment, the perceived link of
education and training and organizational success, problem solving and rewards
and the competitive global economy. The outcomes of the study provided
confirmation of the significance of both supply chain management effectiveness
and education and training in industry sustainability and success. This
contribution includes a listing of industry implications and recommendations, as

well as suggestions for future research studies.
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CHAPTER 1 INTRODUCTION

This chapter provides an overview of this research study and the overall
document. This chapter will also discuss the significance of the research, define
the scope and purpose of the research, and introduce the research questions,
delimitations and limitations. This chapter will conclude with an overview of the

organization of this project.

1.1. Overview

As the global marketplace continues to expand, the challenges associated
with remaining a competitive business force have increased. Possibly one of the
most significant challenges is that of finding, hiring and retaining a strong
workforce that has the right combination of education, experience and skills
necessary to stay ahead of the competition. Hiring a workforce that is prepared to
meet the challenges inherent in being competitive is a pro-active step in the
direction of achieving a sustainable competitive advantage. “Rapid change and
increased international competition place the spotlight on the skills and
preparation of the workforce, particularly the ability to adapt to changing
technologies and shifting production demands” (Karoly & Panis, 2004).

Education and training are two key characteristics of a successful
organization. For the purpose of this paper, education is defined as: “...that form
of pedagogy that is provided at the pre-baccalaureate level by educational
institutions, by private business and industry, or by government sponsored, and
community based organizations, where the goal is to increase individual

opportunity in the labor market or to solve human performance problems in
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organizations” (Gary & Herr, 1997). Training is defined in the following way:
“Training can be defined as a planned and systematic effort to modify or develop
knowledge, skills, and attitudes through learning experiences, to achieve
effective performance in an activity or range of activities” (Garavan, Costine, &
Heraty, 1995).

Under-performing workers, those doing just enough work to meet the job
requirement will not sustain a successful organization in a global economy. Rapid
changes in technology, global competition, and dealing with a smarter more
demanding customer base is altering the way business is conducted. Having the
full commitment of a team of competent employees facilitates the likelihood of
being successful in a global business environment when they are able to
maintain and utilize an assortment of job skill expertise and knowledge
necessary to identify and implement innovative improvements after effectively
assess and measure outcomes, and who will use their knowledge to solve
complex problems. Employees with this kind of vision are the catalyst necessary
to take business organizations to new levels of success.

Competing in the global economy requires the commitment of a workforce
that is educated, well-trained and thoroughly involved in every aspect of the work
process. Unfortunately, companies are finding it difficult to find educated and
motivated employees. A 2005 Skills Gap Report conducted by Deloitte
Consulting paints a bleak portrait of the state of the manufacturing workforce:
“The picture that emerges is both more complex and more disturbing than in the
past, because it exposes a broadening gap between the availability of skilled
workers and the employee performance requirements of modern manufacturing”
(Eisen, Jasinowski, & Kleinert, 2005).

In the same way modern manufacturing is affected by changing
technology the need for educated and well-trained employees increase. The

authors went on to express the following concerning the skills shortage:
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e The skills shortage is expansive, it cuts across industry sectors and the
shortage is impacting more than 80% of the interviewed companies

e Skill shortages impact productivity and the ability to keep up with the
demand

e 75% of survey respondents report an increase in the need for a high-
performance workforce because of the skill gap to compete in the global

economy (Eisen, Jasinowski, & Kleinert, 2005).

Rapid transformations of business environments coupled with constant
changes in demands and customer expectations necessitate maintenance of a
workforce that is prepared to be responsive to these changes. Where once there
was an abundance of willing and talented workers in the United States, we are
now fighting to catch up with an expanding and well-prepared supply of
international labors, many of whom received their education in the U.S. Without
taking considerable actions to educate and train U.S. workforce, the skill
shortage will continue and companies will struggle to meet the demand to find,
hire and retain talented personnel.

Education and training are instrumental elements for success in the
workplace. “In a study on the economic benefits of the workplace, 98% of
employers reported that with Workplace Education Programs, employees gained
at least one skill and there was at least one organizational benefit” (Bloom &
Lafleur, 1999). Acquiring just one additional skill does not sound like much but
one new skill or new bit of knowledge multiplied by the number of learners will
result in an increase in productivity and will enhance success.

In a 2001 the National Association of Manufacturers (NAM) membership
survey was conducted for the purpose of identifying a common set of education
and skills that members believed were necessary for the workforce to have if
they were to be successful in the manufacturing industry. The following is a

breakdown of the results of the study:
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64.2% were skills specifically necessary for a particular job
54% computer skills
39.6% continuing education for technical and professional personnel

37.1% certification training for various technical degrees and licenses

moow?»

33.5% teamwork and leadership education and training (NIFI, 2007).

Identifying the right education and skills it is not enough on its own. The
NAM survey also talked about the importance of leadership commitment. In order
to facilitate a strong successful workforce leadership needs openly and regularly
demonstrate and voice their commitment providing opportunities for employees
to access development. Of the companies responding to the NAM survey, 60.6%
offered tuition reimbursement for undergraduate, graduate, and certification
training. Employee benefits such as these that receive expressed support from
leadership are among the enticements that help retain workforce talent.

When leadership says they believe in education and training then back
their work with action, the workforce gains confidence to become problem solvers
and make improvements that contribute to the overall success of the business.
Noting the broader reaching significance of workforce contributions, Mansfield
and Mitchell (1996) state; “Employers in modern enterprises are not so short-
sighted as to deny the contribution of broader-based education to the quality of
their workforce” (pg. 4) and “...management to the quality assurance models
which place the competence of people and their contribution at the center of
organizations success” (pg. 100). Education and training enhances the ability of
the workforce to make daily and long term contributions to the overall goals and
objectives and adds benefit through positioning the company to be business

leaders.
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1.2. Research Background

In 2006 Accenture, a global management consulting, technology services
and outsourcing company, released a research report entitled The High-
Performance Workforce Study 2006. Study researchers reported that “...without
a superior ability to address key workforce concerns such as employee
recruitment and retention, leadership development, and workforce performance
and productivity, companies will struggle simply to remain competitive and likely
find high performance and market leadership to be elusive goals” (Balaguer,
Cheese, & Marchetti, 2006). High-performing employees recognize their role in
the organization and how their efforts will be encouraged and rewarded. They
want to be assured that they will have opportunities for advancement and reward
by a strong leadership team that is committed to recruiting and hiring the best
possible workforce. “As leaders we often underestimate the power of
commitment, there is something powerful about being committed, | mean being
truly committed to a cause, to a vision or to a meaningful purpose” (Ambler,
2008). Leadership has the daunting responsibility of providing leadership that
sets the pace, defines the vision and determines meaning for the workforce. It is
also important that leadership actualize their commitment to the workforce by
consistently communicating their expectations, goals, and objectives for the
company and each employee.

Demonstrating commitment from the top of the organization to the bottom
and across the supply chain is a key to the workforce success. Leadership that is
in sync, stable and that reflects a united portrayal of partnership will inspire a
high-performance workforce to excel. The United States Military’s leadership is a
prime example how changing from the perception of being dysfunctional and
unorganized bureaucracy to one that appears to have a single purpose and
oneness that changes the organization. In 2008, the United States Department of
Defense (DOD) began adoption of a single organizational framework (SOF)
approach as part of their effort to communicate a united focused military

leadership that was moving in a common direction (Solis, 2008). Adopting such
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an approach changed the perception, both internally for those in various military
branches and in the face of the public. Cohesive leadership is a good indicator
that an organization is on the right track toward success. “Even the weak become
strong when they are united” (Von Schiller, n.d.), a SOF creates, at the very
least, the perception of strength and a sense of organizational purposefulness.
Blackwell & Blackwell’s (1999) traditional supply chain (Figure 1.1) is a
prime example of a model for an SOF. The SOF model unites members from
different organizations, companies, and departments, into a single focused,
cross-functional decision making organization. “Joining together to accomplish a
single purpose or goal...a single organizations framework is critical to successful

transformation in both the public and private organizations” (Solis, 2008).

Consurmer

= SR, ¥

Retailer

Figure 1.1 Traditional supply chain (Blackwell & Blackwell, 1999)

SOF, high-performance work teams and leadership commitment and
communication are central elements for company success. Desired outcomes for
this research included an investigation into the perceived effectiveness of the

supply chain and the significance of a well-educated and trained workforce as
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they pertain to increasing the ability of the supply chain to contribute to the

success of the organization and to enhance the company’s competitive business

advantage. In addition, this research desired to gain insight into how leadership

commitment and communication encourages workforce engagement and

responsiveness to company goals and objectives.

1.3. Statement of the Problem

Education and training go a long way toward put the workforce on solid

competitive footing. Global business competition has intensified discussions

around the need to hire and maintain a high performing workforce. A high-

performing workplace is defined as one that “...focuses on increasing people’s

influence on a business, as well as the impact of processes, methods, physical

environment, and technology and tools that enhance their work” (Burton, et al.,

2005). High performance employees can influence the success of their business

environment.
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Figurs 1.2 Key requirements for a high-performance workforce (Burton, 2005)

www.manaraa.com



Each of the elements contributing to a high-performance workplace is
equally important. In order to maintain a high-performance workplace each key
requirement plays a significant role in workplace success (Figure 1.2).
Management support and encouragement, understanding and support of
knowledge-based processes, defined business goals and objectives, and a
motivated workforce are all contributors to a high performance workplace.
Education, skills and training development strengthens the workforce making that
workforce stronger as they learn general skills, become better problem solvers,
more innovative and creative.

The problem to be researched in this project is to; assess the perception
of the effectiveness of supply chain management and workforce education and
training as it applies to the sustainable competitive business environment. The
purpose of the research was to gain insight into whether education and training
related to supply chain management has an impact on how well the workforce-
performs. In addition, how does education and training contribute to the
company’s long range business success? In order to address these issues,
interviews were conducted with decision-makers from business management in a
variety of industries. For the purpose of this research, decision-makers are those
individuals who were in management or project leadership positions for the

company at which they work.

1.4. Research Questions

This research focused on the decision-makers perception of supply chain
effectiveness and the role of well-educated and trained workforce. Several

questions were examined over the course of this study including:

1. What is the perception within the organization of supply chain effectiveness?
2. Does a well-educated and trained workforce play a significant role in the
organizations success?

3. Does the leadership communicate commitment to education and training?
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4. Is there a perceived link between a well-educated and well-trained workforce
and the organizations success?

5. Is the workforce more likely to be innovative, productive, and engaged in
problem solving when company leadership openly communicates and
rewards their accomplishments?

6. What is the significance and role of maintaining a high-performance workforce

in a competitive global economy?

1.5. Definition of Research Terms

For the sake of clarity it was important to define the terms used in this
research within the specific context of this research. The following terms were

defined as they apply to this research:

Basic education: At a minimum, math, English reading and writing, and problem-
solving are the basic skill requirements that were most often identified as
being the necessary tools for industry employment in the United States
(Blundell, 1999).

Business education and training: the acquisition of knowledge, skills, and an
increased understanding of the information necessary to enhance the
proficiency of the workforce member and improve ability of the workforce
members’ ability to become engaged in and contribute to the success of
the organization. “...is distinguished from formal school and post-school
qualifications (which are viewed as education) and is generally defined in
terms of courses designed to help individuals develop skills that might be
of use in their jobs” (Blundell, 1999).

Education: “...that form of pedagogy that is provided at the pre-baccalaureate
level by educational institutions, by private business and industry, or by
government sponsored, community based organizations, where the goal is
to increase individual opportunity in the labor market or to solve human

performance problems in organizations” (Gary & Herr, 1997).
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Global supply chain agility: “We define global supply chain agility as a measure
of the supply chain’s ability to efficiently adapt to a rapidly changing global
competitive environment to provide products and/or services” (Swafford,
2000).

High-performance workplace: “...focuses on increasing people’s influence on a
business, as well as the impact of processes, methods, physical
environment, and technology and tools that enhance their work. To be
successful, balance investment, business goals, and values” (Burton, et
al., 2005).

Human capital: “...investments involve an initial cost (tuition and training course
fees, forgone earnings while at school and reduced wages and
productivity during the training period) which the individual or firm hopes to
gain a return on in the future” (Blundell, 1999).

Industry: “...any business that produces goods or provides services; the work
and related activity in factories and offices; all organizations involved in
manufacturing” (Simon & Schuster Inc., 2009).

Perception: “...mental grasp of objects, qualities, etc. by means of the senses;
awareness; comprehension...insight or intuition” (Guralnik, 1984).

Traditional Supply Chain: “...a set of firms that passes materials forward.
Normally, several independent firms are involved in manufacturing a
product and placing it in the hands of the end user in a supply chain-raw
material and component producers, product assemblers, wholesalers,
retailer merchants and transportation companies are all members of a
supply chain” (Guralnik, 1984).

Training: “Training can be defined as a planned and systematic effort to modify or
develop knowledge, skills, and attitudes, through learning experiences, to
achieve effective performance in an activity or range of activities”
(Guralnik, 1984).
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Supply chain management: “...the integrated planning, co-ordination and control
of all business processes and activities in the supply chain to deliver
superior consumer value at minimum cost to the end-consumer while
satisfying requirements of other stakeholders” (van der Vorst, 2002).

Workforce development: “Workforce development is the coordination of public
and private sector policies and programs that provides individual with the
opportunity for a sustainable livelihood and helps organizations achieve
exemplary goals, consistent with societal context” (Jacobs, n.d.).

Workforce education: “...that form of pedagogy that is provided at the pre-
baccalaureate level by educational institutions, by private business and
industry, or by government sponsored, community based organizations,
where the goal is to increase individual opportunity in the labor market or

to solve human performance problems in organizations” (Gary, 1997).

1.6. Delimitations
All research comes with degrees of unpredictability. Not every point of
interest was explored in the course of conducting this research and there were
unexpected results and findings. Planning for every eventuality is not possible,
but it is possible to be prepared for them. The following are the detailed

descriptions of the delimitations that were identified for this study.

Access to decision-makers: The interviews for this research were conducted with
decision-makers from an assortment of industries including, aerospace,
marine shipping, engine turbine manufacturers, and large equipment
manufacturers. Dealing with this broad variety of industries and the
business community made it difficult to accurately determine the number
of potential participants in advance. The next issue became gaining
access to these decision-makers had its challenges including making

initial contact. It was often necessary to work through a third party
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acquaintance of the decision-maker. This caused an additional delay in
making interview arrangements. Once contact was made, the challenge
was to coordinate the time and location. Time zone differences, work and
travel schedules were often difficult to arrange, however each of the
participants were eager and willing to work to find amenable solution to
any problems that may have arisen.

Direct knowledge of supply chain management, education and training:
Determining the knowledge base of the participant’s in advance was also
problematic. Though the decision-makers were at a level of management
that would suggest they would understand the activities of the
organization, there is no guarantee that their familiarity with supply chain
management, education and training and their ability to respond to the
interview questions would be sufficient. Decision-makers are not always
as informed of the details and the effect they have down through the levels

of the organization.

1.7. Limitations
Limitations are those restrictions or bounds that the research places on
the project in order to narrow the scope of the study. Using a qualitative research
methodology to attempt to identify the perception of the effectiveness of the
supply chain and the effect of the educated workforce opens the collection of
research to a plethora of additional areas of research. Therefore, it is important to
limit the scope of the research to maintain control of the study. The following

represent some of the limitations identified in this project:

The number of participants: Controlling the number of participants in this study
was necessary to limit the scope of the data collection. Access to
decision-makers had a direct relationship to the number of participants.
Though potential resources were vast there was no way to predetermine

the availability, willingness to participate and applicable knowledge of

www.manaraa.com



13

supply chain management of the individual. These uncertainties made it
difficult to accurately determine in advance the number of participants.
The number of participants also depended heavily on the researcher’s
ability to coordinate interview sessions with key management level
decision-makers in a timely manner. It is often the case that the schedules
for senior level, decision-makers are tight making it difficult to find time for
what would be considered extracurricular activities.

Information focus: It quickly became clear that the topics of supply chain
management, education and training were broad and represented a wide
assortment of possible directions for future research therefore it was
essential to limit the scope of the research to focus on the perception of
the effectiveness of the supply chain and a well-educated and trained
workforce.

Budget and time concerns: Budget and time to conduct this research was limited.
Determining the most expedient and efficient processes for completing the
research was important. When time and location were not prohibitive
interviews were arranged to be conducted at an agreed upon location,
often the interviewees office. These locations were generally within driving
distance however when distances was an issue the interviews were
conducted via telephone and recorded using a digital recorder.
Administering interviews via telephone saved time and money but the data

was not as expansive as that collected in face-to-face interviews.

1.8. Potential Significance

Business expansion into the formally untapped international markets has
dramatically changed the landscape of the marketplace. Supply chain
partnerships and collaborative relationships are rapidly recreating the approach
taken in the business community. In 2005, IBM hosted a supply chain

management executive conference for a group of sixteen supply chain
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management executives from retailing, high technology, automotive and
manufacturing industries. Collectively, these companies represented revenues in
excess of $400billion dollars, with more purchasing power than 205 of the world’s
232 nations and a combined workforce in excess of 3 million people (IBM, 2006).
In his opening remarks, Bob Moffat, IBM’s Senior Vice President of Integrated
Operations, made the following observation: “The force of globalization and
commoditization in today’s business world are unstoppable...Globalization and
commoditization have created a challenge for a company that is as touch as it is

clear. How to cut costs and grow simultaneously” (IBM, 2006)?

1.8.1. Global Competition

Companies worldwide face a growing need to be better at what they do
while doing it faster, for less money, deliver a product of superior quality and
satisfy to a consumer population that is more knowledgeable and therefore more
demanding. In response to these changes in the business environment, the
1990’s experienced growth in the number of cooperative business partnerships,
alliances and international supply chains teams. Companies that functioned as
rivals are now intermingling in order to be more efficient and globally competitive.

The automotive industry is one of the most striking examples of the effects
of building an effective supply chain. Perhaps the most notable examples were
the partnerships between Toyota and Nissan in 2002 (Nguyen Huy, 2004) and
between Toyota and Ford in 2007 (Lee, 2008). Competition in the automobile
industry has always been intense. American car manufacturers had dominated
the industry until the late 1970’s when Japanese auto manufactures began
delivering cars and truck to America that exceeded the quality and cost
expectations of American consumers. These partnerships united the best
features of each of the partners then streamlined the processes in a way that
improved quality, controlled costs and in many cases, saved product lines and

jobs.

www.manaraa.com



15

These seemingly unusual marriages of competitors focused their efforts
toward achieving mutual success. Corporate cultures that were once at odds
merge to structure new entities with a distinct culture. Effectively managing and
preparing the supply chain plays an essential role in supply chain success. This
research examines the perception of the effectiveness of supply chain
management and provides useful information about the current state of supply
chain management effectiveness as well as insight into the future of supply

chain.

1.8.2. Human Capital
Human capital is another fundamental aspect of competing in a global
market. Having a workforce made up of the right people at the right time is an
essential element of success. Managing and preparing human capital to compete
is the key to meeting the challenges inherent in competition. Educating and
training the workforce is a considerable ingredient of preparing to meet domestic

and global competition.

“Shifts in the nature of business organizations and the growing
importance of knowledge- based work also favor strong non-routine
cognitive skills, such as abstract reasoning, problem-solving,
communication, and collaboration. Within this context, education
and training become a continuous process throughout the life
course involving training and retraining that continues well past

initial entry into the labor market” (Karoly & Panis, 2004).

The pace of industry competition in the global environment is most
often fueled by technology changes. “Rapid change and increased
international competition place the spotlight on the skills and preparation
of the workforce, particularly the ability to adapt to changing technologies

and shifting product demand” (Karoly & Panis, 2004). Advances in
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technology fields such as information technology, nanotechnology, and
biotechnology power the need to find a highly skilled and well-prepared

workforce.

1.8.3. Impact of Technology
The new technology workforce paradigm underscores a new skill
set. Production workers know how to program the technology-controlled
milling machines in order to maximize production rates. Quality control-
managers proficiently retrieve, evaluate, and apply system data, track and
resolve quality products identified the traits for employees of the new

workforce paradigm as follows:

1. Knowledge and the ability to use applied and technical skills

2. A commitment to the organizations’ collective aims, goals and
objectives

3. An understanding of the importance of embracing and practicing
cooperation through collaborative relationships

4. Employees who look for creative and innovative solutions to
problems as a means of serving overall supply chain needs (Karoly &
Panis, 2004).

Hiring and retaining a high quality, innovative and knowledgeable
workforce continues to be challenging but in the end, a worthwhile
endeavor. “U.S. industry organizations spend $109.25 billion on employee
learning development annually, with nearly three quarters ($79.75 billion)
spent on the internal learning function, and the remainder ($29.50 billion)
spent on external services” (Healthfield, 2007). Spending of this
magnitude represents a clear commitment to developing the company’s
human capital. The return on investment (ROI) on the education and
training investment is an enhanced, more committed, creative, and

productive workforce.
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1.8.4. Measuring the Education and Training Investment ROI

Measuring the ROI for education and training is not easily
quantifiable due to the inability to accurately assess what the learner
actually retains. Attempting to ascribe accurate measurements to the ROI
of education and training is more likely to create questions about the
value-expectation of a company’s education and training efforts than it is
to provide useful information about the effect of education and training. As
applied to the industry value-expectations, the ROI of education and

training fall into two general categories:

1. Tangible returns are entities that can be touched. They are real
objects, with material value and practical worth.

2. Intangible returns are elusive. They cannot be touched or seen and
they are difficult to define, yet they contribute value and significance

to the organizations’ bottom-line.

1.8.5. Human Tangible Value

The perception of the effectiveness of education and training is
primarily valued when the results are tangible. For example, if a recently
hired biotechnology major from MIT finds a breakthrough cure for cancer
that has market value, or if a mechanic returns from a three day training
session with new product-skills and makes an improvement to a precision
tooling device that increases the efficiency of the tool, saving time and
money. Tangible results are easier to promote because they can be
touched and seen.

Intangible values are no-less important, nor less consistent with the
value-expectations of the organization. Intangible contributions are
behaviors that are arguably as significant to the company-bottom line.
Intangible behaviors are more closely aligned with the personal

contributions made by the individual. For example, an intangible value of
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education and training might materialize in the form of process-
improvement training or management sKills.

Education tools such as these are valuable learning experiences,
from which the engaged employee is able to make valuable contributions
to the organizations success. Yang (2007) created a two-branch
conceptual model of intangible value contributions, consisting of human
and structural intangible values (Figure 1.3). Human intangible values
include competencies, attitude, and intellectual agility. These values would
be considered intangible until they were converted into actions that yield
results.

Structural intangible values are values that may never have an
obvious value connection, but are equally important. Structural intangible
are relationships, organization that may include process improvement,
management reorganization, and/or reporting restructuring; renewal,
identifying new product direction, or changing the look of the building; and
development, education and training. Human and structural values are
personal and therefore they are important in that they are things that

engage employees and keep them coming back to their jobs.
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Fligure 1.3 Model of intangible relationship value provision (Yang, 2007}

1.8.6. Human Intangible Values

Human intangible values such as attitude and intellectual agility, the ability
to think quickly and creatively on your feet. Structural intangible values like
organizational and relationship skills are difficult, if not impossible, to assign a
quantitative value, yet they are priceless assets in a successful business
environment. Employees, who can organize themselves and others because they
possess people skills, encourage and motivate the work-team to accomplish
great things.

A study commissioned by the Australian Government’s Information
Management Organizations (AGIMO) introduced a framework and checklist
designed to help managers in Information and Communication Technology (ICT)
fields recognize and assess the value of their employee’s intangible capital
assets (Binney, Guthrie, Boedker, & Nagm, 2007). Researchers involved in this

study applied a tripartite model of intangible capital resources to an ICT
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investment context (see Figure 1.4). This model was broken into three

categories:

1. Rational capital — which refers to the organization’s relationship to its
stakeholders

2. Structural capital — addresses the ‘structures and processes employees
develop and deploy in order to be productive, effective and innovations

3. Human resources capital — which are reflective of workforce skills, attitude,
abilities, etc. (Yang, 2007).

This framework and the checklist, which includes an evaluation process,

furnished managers with a process for measuring the ICT investment lifecycle

and the intangible value of ICT employees.

*Management processes and programs

“Information systems & processes Social & communily impacts
“Management philosophy «Company name andbran ds
*Organizational structure «Allian ces and partn erships
*Organizational culture Structural Relationship *Govemmentrelations
*Intellectual property Capital Capital «Communily relations
*Contracts *Supply chain channels
*R&D sCustomer relations

Human
Capital

i
+Employes diversily
*Employees’inn ovalive capacily
«Education & training qualifications
«Employees’ analytical & problem solving skills
L eadership &top management quality

Figure 1.4 Tripattite model of organizational intan gible resources [Yanaq, 2007)
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In spite of the difficulties involved, the effort to measuring intangible value
is important because intangible contributions are often unidentified advantages
with long-range quantifiable outcomes. For example, innovations are frequently
the result of a cluster of ideas derived from collections intangible events that
develop into intangible performance enrichment: “More than 6,785 ideas
submitted over 12 months with estimated savings of $1.2 million” (Huthwaite,

2007). Though intangible value often goes unseen, the results are still beneficial.

1.8.7. Education and Training

Education and training are pivotal components of the human capital
equation. Employee innovations can be as simple as a suggestion from a nurse
identifying a more effective, efficient, and safe method for distributing a patient’s
medication. Alternatively, an innovation could be as complex as a work-team’s
modification of the shop-floor flow process that significantly reduces production
time, decreases man-hour requirements, improves quality, and saves millions of
dollars. Either way, innovative ideas have the potential to contribute to company
growth and success. Prerequisites for successful workforce contributions include
hiring employees who are knowledgeable, skillful, and confident enough to take
action and sometimes to take calculated risks. Working environments that
nurture and develop values such as these and that reward the workforce for their
contributions are destined to meet with success.

In 2008, Fortune Magazine publishes its annual list of the “100 best
companies to work for.” Google topped the list (Levering & Moskowitz, 2008).
Offerings included in the Google employees benefit package include: flexible
work schedules, employee education and training opportunities, and an
employee program that encourages employees to think of and suggest
improvement ideas such as a 20% time-release program designed to work on
special projects like the company’s Green Manufacturing project. In return,

Google has a fiercely loyal workforce. Companies with responsive leadership that
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give employees room and freedom to get things done are more likely to have
happy employees.

Furthermore, the Fortune Magazine article emphasis is on the correlation
between happy employees and the likelihood that they will be more innovative,
productive, and loyal. In order to be satisfied, employees want to work for
companies offering tangibles benefits such as good salaries, health, and
childcare. At the same time, happy employees want to know that the company
will value intangible benefits like the option to telecommute, an environment that
encourages a balanced work and personal life, free grocery delivery, and 100%
tuition reimbursement for education and training, even when classes are non-
work related.

Education and training are reoccurring themes circulating throughout
literature associated with successful organizations. Heathfield (2007) notes, “The
right employee training, development and education, at the right time, provides
big payoffs for the employer in increased productivity, knowledge, loyalty, and
contribution.” The relationship between workforce knowledge and successful
preparation of the supply chain is extremely important in a competitive global
environment. Employers often use education and training as a bargaining chip in
their effort to enhance employee retention; offering and encouraging education
and training opportunities sends the message that the company is interested in
helping employees grow and demonstrates a commitment to keeping employees
engaged and on staff for the long term. Another desired outcome for this
research is to increase the awareness of the impact on the workforce that
education and training has can have on the success of the supply chain

management.

1.8.8. Organization of the Dissertation
This research document consists of five chapters along with appendices
and supporting materials. This first chapter has presented introductory material

and provided the groundwork for the research study. In the second chapter, there
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is a review of literature in the areas of industry education and training needs,
supply chain education and training, and collaborative education and training
options. The third chapter presents the methods used in the study. It includes a
description of the interview instrument, the process used for data collection, and
details of the data analysis methods and procedure. The fourth chapter reports
the results of the study, and provides a review of data gathering observations.
Finally, chapter five provides a discussion of the results in light of research
questions conclusions about the study and discussio