
Janet Chunderduri 

031 322 7264 

Janet.Chunderduri@durban.gov.za 

DIDACTICAL METHODS: TRANSFERRING A COURSE INTO APPLICABLE TRAINING FOR PROCESS 

CONTROLLERS 

 

Ms. J. Chunderduri
1*

, Mr. J. Oost
2*

, Mr. Mduduzi Dlamini
3
 and Mr. Nkosinathi Buthelezi

4
 

1
eThekwini Municipality (Water and Sanitation), 3 Prior Road, Durban, 4000, South Africa 

*E-mail: Janet.Chunderduri@durban.gov.za 

2
 World Water Academy (Wateropleidingen in Dutch), Groningenhaven 7,  Nieuwegein, The 

Netherlands. *E-mail: johan.oost@wateropleidingen.nl 

3
 eThekwini Municipality (Water and Sanitation), 3 Prior Road, Durban, 4000, South Africa 

*E-mail: Mduduzi.Dlamini@durban.gov.za 

4
 eThekwini Municipality (Water and Sanitation), 3 Prior Road, Durban, 4000, South Africa 

*E-mail: Nkosinathi.Buthelezi@durban.gov.za 

 

 

eThekwini Water and Sanitation (EWS) in partnership with the Dutch water training centre, World Water 

Academy (WWA) and World Waternet (Amsterdam), recently completed the development of training 

modules on wastewater treatment for Process Controllers (PC). Focus was laid on didactics, based on 

the experiences of WWA. The modules were designed using so-called activating training methods, a 

concept that is innovative to the water industry in South Africa. It entails development of balanced 

training material/media that is highly interactive and is designed to capture and hold the attention of 

the audience. Such training will ensure higher effectiveness and applicability.  

 

Dedicated trainings based on real-life needs of PC’s 

The training programs main objectives are twofold. It is aimed at upskilling Process Controllers by a 

training manner that is fun, relevant and interesting and is attached to the knowledge and experience 

the  al ead  ha e. So e p o ess o t olle s  ill e e po e ed to e o e t ai e s the selves and to 

train their peers. This allows the class interaction to be more relaxed and brings out the best in those 

that undergo training. It also builds confidence in those that give the training and ensures longevity of 

the imparted knowledge.  
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Steps of the training project 

The first of a four phase process involved the conceptualisation of the training program. The structure 

and content of the training program settled upon was therefore made more relevant. Phase two 

involved the creation of the intera ti e t ai i g edia i ludi g ou se outli es, t ai e s  otes, 

PowerPoint presentations, assessments and onsite practical sessions.  

The thi d phase e tails the t ai i g of t ai e s usi g the est p a ti e t ai i g o ept of fo  

professionals by professio als . This ill e uip suita le EWS staff ith the e  skills to deli e  ualit  

training. The fourth and final stage is the roll out of the training program to all EWS process controllers 

thus transferring the knowledge to them.  

 

Promising results 

Several evaluations/feedback sessions with the trainers, management and the trained PCs were held. 

During the first trial, seven out of eight PCs rated the course as excellent while one rated it as good 

(from excellent – good – average – bad – very bad). The general feeling of the participants was that they 

had learned a lot and wished to have more training like this. They expressed that the shift assistants 

would show big improvement after similar training. The trained trainers of EWS were also very positive 

about their new skills. They felt honoured to be equipped and confident to exchange their knowledge 

with colleagues. 

 

This paper describes in detail the processes that took place while preparing the new training module, 

what sets this form of training apart from historical training and the way forward in completing the 

objectives of this program by ultimately empowering process controllers. 
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Note: This project was organised and showcased under the umbrella of the Centre of Expertise in 

Durban, cooperation between Vitens-Evides International and EWS. 

  



INTRODUCTION  

eThekwini Water and Sanitation owns and operates 27 wastewater treatment facilities of varying sizes 

and complexities under the Works Branch. These plants are operated on a 24 hour shift basis. The staff 

compliment at each plant also varies in numbers. In total the works branch has over 400 permanent 

employees with over 200 staff members being Senior process controllers, process controllers and shift 

assistants. The difference in knowledge and skill level amongst the staff is extremely diverse. This ranges 

from new workers with little knowledge to extremely seasoned staff member with more than 20 years 

of experience.  

eThekwini has many training programs for their staff. These include both internal and external training 

initiatives. However the outcomes of the training does not always have the desired effect. With each 

training session staff are expected to improve in terms of their knowledge of the plant processes thus 

enhancing their level of output and this is however not always the case. There are multiple reasons for 

this. In external training sessions, the training programs may not be aligned to the knowledge level of 

the staff as this diverges greatly amongst staff at similar levels. The trainings do not focus specifically on 

daily activities at EWS wastewater treatment plants. There may be language barriers that hinder the 

transfer of knowledge. In both internal and external training, the problem may be with the manner in 

which the training is delivered. If sessions are too long or staff are bored, the value of the training is lost. 

eThekwini was faced with the dilemma of how to get staff trained in a manner that was interesting and 

easily absorbed, in a manner that was target specific in terms of the education level of each employee 

and relevant in terms of the material that employees needed to be trained on. 

Works Branch was approached by the World Water Academy (WWA) also known as Wateropleidingen 

(the Dutch name). Wateropleidingen is a Dutch Non Profit Company which was established in 1993 with 

the goal of improving the knowledge and practical skills of water sector employees within the 

Netherlands. Since 2008, it expanded its reach internationally with the main focus on South Africa.  

WWA is equipped with specialists who develop training modules in partnership with their clients to 

provide training courses that are inspiring and interactive and are delivered by the professionals found 

within the organisation or similar organisations in the sector.  

eThek i i s pa t e ship ith Wate opleidi ge  as the fi st step to fulfilli g the t ai i g eeds of the 

employees at Works Branch. This paper goes on to describe the process by which a training program 

was developed, challenges faced during this process and the plans for implementation. 



METHODS 

Didactical Training/Teaching Methods 

Didactics in theory is the art of teaching. It focuses on the most effective way of teaching or training a 

person on one or more topics. It is not the content of the training, but the way in which the training is 

provided.  

The correct use of didactics is possibly of more importance during training of professionals than teaching 

of scholars/students. Professionals have less time and the employer pays for the course. The 

p ofessio al s ai  a ti it  is to o k, hile the s hola /stude t is completely focused on learning. The 

effectiveness of a t ai i g lea ed toda , applied to o o  is therefore of vital importance during 

training of professionals. 

Within the teaching and learning process, it is very often that there is more focus placed on the learning 

process and the learner as opposed to the teaching process and the teacher. Didactical teaching 

methods are used to transfer the knowledge and skills in the most effective way. Presentation is one of 

the methods, but there are many more, such as demonstration, field trips, group work, discussion, 

statements etc. These methods are adapted to the different learning styles of the participants, so that 

the whole group of various participants will be trained adequately during the course.  

 

 

Figure 1: Didactical Model 



The didactical model depicted in the figure above was used in the development of the training program. 

The model begins with selecting a list of learning objectives for the learners based on what learning they 

need to achieve within the training. It simultaneously assess the prior knowledge of the learners i.e. the 

target group that the course is developed for and based on this aligns the course s contents to the 

learners experience and education. The course is then structured according to the sequence, teaching 

methods and instructional materials decided upon. After these steps, the course can be delivered. Lastly 

a method to evaluate whether the students have met their learning objectives is constructed in the form 

of tests and practical assessments. The courses may then be updated to eliminate short falls identified 

through the assessments. In other words, the development of a course is a circular process. It needs to 

be updated based on the evaluations. This keeps the course as relevant as possible. 

 

The Project Approach 

The training project was broken down into five different phases. This is the general process that is 

followed when developing new courses for a specific client such as eThekwini. The first three phases 

have been completed and the project is currently in the fourth phase. The phases are depicted in the 

diagram below: 

 

 

Figure 2: Five Phased Project Approach 

Phase 1 
• Training Program Conceptualization 

Phase 2 
• Interactive Training Media Creation 

Phase 3 
• Equipping Professionals as Trainers 

Phase 4 
• Training Program Roll Out 

Phase 5 
• Evaluation of the Training 



Training Program Conceptualization 

The first phase involved the conceptualization of the training program. The conceptualization phase is 

based on the didactical model. The structure and content of the training program was settled upon 

ensuring the course content was most relevant. During this process the ADDIE model was used.  

The ADDIE model consists of 5 steps. Step 1 and step 2 of the ADDIE model was incorporated in phase 

one of the training project. The training needs analysis (TNA), working filed consultation and a market 

based needs analysis was completed in this phase and used to design the structure and outline of the 

course.  

The ADDIE model is displayed in the figure below: 

 

 

Figure 3: ADDIE Model 

 

Interactive Training Media Creation 

Phase two involved the creation of interactive training media. This was the development phase of the 

ADDIE model. It covered the bulk of the work completed. The starting point was a reinvention of the 

already existing material in The Netherlands (WWA) and South Africa (EWS). This material was tailored 

to the needs of the PC s i  this p oje t. The training material was made up of the following items: 



 T ai e s  otes which included teaching methods and tools 

 PowerPoint presentations that made up the training lectures 

 Assessments to judge transfer of knowledge during the course 

 Onsite practical session details required to impart practical knowledge 

 Course books giving detailed course material 

 Exams to assess the participants  

 

The media creation was done with the goal of ensuring that learning effects are as high as possible. In 

figure 4 below, it can be seen that the simple use of an activating teaching method, increases the 

lea e s atte tio  spa  i  et ee  a -minutes session. Thus the learners absorb more information. 

 

 

Figure 4: Learning Effects 

 

The training programme describes the teaching methods to be used.  A teaching method describes the 

presentation and provision of the information to the participants. There are various teaching methods 

and each method is tailored to a specific learning objectives. Some examples of using teaching methods 

in practise are: students get lectures and exercises, small discussions about statements (also called 

buzzing), workers practise on the job in little groups, larger assignments and policy makers exchange 

knowledge and skills during interactive sessions.  
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Indications show that people remember 20% by listening, 30% by watching, 50% by listening and 

watching and 70% by saying and writing after the training. The participants will keep the knowledge and 

skills better when using various tailored teaching methods instead of only lectures. As a professional 

trainer, you have the challenge to use various teaching methods in training your participants. 

 

Equipping Professionals as Trainers 

The third phase entailed the training of trainers using the best practice-training o ept of fo  

professionals  p ofessio als . This e uipped suitable EWS staff with the new skills to deliver quality 

training. This is the main philosophy that is used in practice by WWA: using experienced water 

professional to train other water professionals. 

Passionate experienced water professionals shared their know how , knowledge and skills to train and 

to inspire their peers. The key issue was the combination of water content and didactics. A good 

professional is not a good trainer per se. A water professional needs didactical skills and tools to become 

a professional trainer, who trains and shares his knowledge and experiences to his colleagues 

adequately. Thus the local capacity can be strengthened by the local practitioners themselves. 

Training on the job is closely related to day-to-day activities. The information given in the lessons have 

to be applicable in the daily practice. The participants such as the artisans and operators will learn and 

develop if they are directly touched by the information. Their prior knowledge is a combination of initial 

schooling education, college/university education and their working experiences. They need to know 

how to improve the output of their work. New experiences of colleagues and experienced professionals 

will feed them with very practical examples, illustrated by pictures and stories. It is about sharing and 

transferring practical knowledge and skills to assist them with their daily tasks.  

Who better to transfer these skills than colleagues who are experienced water professionals? They know 

what to do. They are used to the working environment. They know about the daily working activities. 

Experienced professionals are experienced on the topic and in the field. They are aware of the do s and 

do ts, the  ha e a  huge a ou t of p a tical know-how. And most importantly they speak the same 

language.  

A professional trainer is an expert in a number of topics of the courses and is working as a professional 

in the local water field. He is able to translate his knowledge or skills to the participants using different 



interactive teaching methods. A professional trainer must be willing to invest time in his preparation. 

The preparation of a one-hour course will take about a half to a full day to prepare and to align with 

colleague trainers. 

Regarding the goal of practical training courses, the trainer has to comply with the following 

requirements. This is part of the intake of WWA:  

 Being an expert on his topic (practical and a good theoretical basis);  

 Being passionate about his topic/ experience  

 Willing to exchange his knowledge and skills  

 Able to adjust the level of his teaching to the level of the participants  

 Able to use different interactive teaching methods or to be coached in using these methods  

 Communicating fluidly, either in the English or local language  

 

 

Figure 5: From Professional to Professional Trainer 
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Training Program Roll Out 

The fourth and final stage is the roll out of the training program to all employees thus transferring the 

knowledge to them. This involves producing a list of employees required to attend the course. Deciding 

on a manageable number and grouping students accordingly. A suitable venue must be selected taking 

into account practical requirements and must be booked in advance. Trainers must be assigned to each 

session and they must complete training preparation a few days prior to the course.  

 

Evaluation of the Training 

As stated previously, the process that the project followed is based on the ADDIE model. This includes a 

fifth phase. This is the evaluation process whereby after the training has been given to all employees, 

positive and negative feedback are then taken into consideration. Newly arising training needs as well as 

new technologies are identified and also incorporated. The course content may then be updated, 

ensuring that the training material is kept fresh.  

Not only do the pa ti ipa ts  fill-in the evaluation form, but the trainers also evaluate the course 

together to improve the quality. A consultation round with the management of the organization that the 

participants belong to is also incorporated to find out if the course complies with their needs. This is 

important because after all, the employer is usually the one liable for the participation fee of the course 

and should be happy with the product. 

As stated, the ADDIE model is a cyclic process and after evaluation, the analysis phase begins again and 

so on. The model aims at the development of tailored training to specific target groups while ensuring 

that the course content is kept current. 

  



RESULTS 

The eThekwini Water and Sanitation Case Study 

The course development and training program was initiated by the EWS Works Branch and supported by 

the Centre of Expertise in Durban (a cooperation between EWS and Vitens Evides in The Netherlands). 

eThekwini selected three engineers/technicians and three training officers to be a part of the initial 

course development drive. The Word Water Academy/ Wateropleidingen provided the project leader 

with a combined background in didactics and wastewater treatment and two experts to guide the 

course development process. One expert had extensive wastewater treatment expertise and had been 

trainer for Wateropleidingen for more than 15 years. The other pe so  as the dida ti s  e pe t with 

the training and development expertise. 

A 3 year training project plan was put forth by the World Water Academy. The project began at the 

beginning of 2012. It took approximate two years to complete just the training modules. This was due to 

the fact that there was no dedicated staff for the purpose of the training modules and modules had to 

be completed alongside daily engineering and project work. It also depended on the availability of the 

Dutch developers to come down to South Africa and guide the development process. By the end of 2014 

all course material was developed and finalized. 

The Training Need Analysis being the first step was the process used to define the target group and the 

topics to be trained. In the TNA the didactical experts  of World Water Academy had meetings with and 

interviewed the management of EWS about the needs of the organization with respect to the training 

eeds of the PC s. This i luded site isits to the o ki g e i o e ts of the PC s i.e. the wastewater 

utilities themselves. The jo  des iptio s of the PC s were important. Previously delivered training 

programs were also discussed. 

Based on this information, WWA determined the learning objectives. The target group was process 

controllers with grade 10 education who can read and right. After some consultation rounds with the 

management of EWS, WWA designed a training of ten days, divided in four different, but 

complementary modules. Every module consisted of basic knowledge and tacit knowledge, and was 

customized for the local target group.  

 

 



The Wastewater Treatment (WWT) course consisted of the following modules: 

 Module 1: Basics of Wastewater Treatment  (2 days) 

 Module 2: Wastewater Treatment Techniques (3 days) 

 Module 3: Sludge Treatment (2 days) 

 Module 4: Operating and Maintenance (3 days) 

 

A PC can follow a singular module, but the prior knowledge is provided in the modules previous to it. 

Each module ends with an oral or written exam. The last module contains an exam about all the 

modules. After following one module and passing the exam, the participants get a certificate and after 

completing all the modules, the participant receives a diploma. 

The design of the modular course was finished with the creation of an overall training plan. This 

contained the learning objectives per course and the rough timeframe per day. 

 

Within each module, the following items were prepared: 

1. Course Description – Gives an overview of the course and its contents. It also included the 

duration, course material and training approach. This was also for communication and publicity 

of the course. 

2. Course Schedule – This included a list of each subtopic within the module, the duration of each 

subtopic, the teaching method used and the trainer delivering the subtopic. This was basically 

the course program. 

3. Trainers Guide – The t ai e s  guides e e p epa ed spe ifi all  to assist the t ai e  i  his/he  

preparation for delivering the module. This consisted of the course schedule and additionally 

included information that will guide the trainer in how to proceed with the lesson. An example 

of the trainer guide may be found below: 

  



 

Day 1 Introduction WWT and process steps in a waste water treatment plant 

28 August 2012 

 

Time Subject Activity (Teaching 

method) 

Tools Trainer Remarks 

08.30 Welcome and 

introduction of 

the course  

 

Motivation 

and 

expectations 

Presentation  

 

 

 

O e pi tu e tells… 

Name 

cards 

 

 

Set of 

photos 

Trainer 

X 

Intro:  

 Welcome everybody  

 Explain the exercise 

Core:  

 Participants pick 1 photo (max 

5 min) 

 invite everybody to introduce 

himself: name, profession, 

company, prior knowledge, 

expectations  

 Use max 3 min per participant 

End:  

 Wish fun, joy and good luck 

 Rules during the lessons 

 For the training: active 

attitude, good area for 

questions and training 

 Ask for questions! 

Table 1: Example of Trainers Guide 

 

4. Course Books – Detailed information about the course subjects were prepare in the form of a 

course book that participants are given in order to continue their learning after the training has 

been completed. 

5. Presentations – Lectures were prepared in the form of presentations that may be easily 

delivered by the selected trainer keeping in mind that the trainer will differ depending on when 

the course is given 

6. Assessments – Tests were prepared that included true and false questions, multiple choice 

questions, and short open-ended questions. 

 

 



Pilot Project 

A pilot delivery of the module Basics of Wastewater Treatment was delivered on 9 – 10 October 2012. 

The participants were 10 (senior) process operators from different treatment plants of EWS. Four 

professional were given didactical skills training (training of the trainer) in or to equip them for their 

participation in this pilot study. The trainers were well organized, using presentations and assignments 

prepared in advance. The World Water Academy supervised the preparations and mentored during the 

delivery of the two-day module.  

After the first day the group was asked to give feedback on their first impressions on the course thus far. 

They mentioned that the course was informative, interesting, unique and different. This feedback 

inspired the trainers to be equally prepared for the second day.  

 

Training of the Trainers 

This was the third phase of the project which entailed equipping eThekwini Municipality staff members 

with innovative and creative teaching methods. The pool of trainers developed within eThekwini 

municipality will then be tasked to train process controllers and shift assistants from Operations 

department using training material that was developed during phase two of this project. 

The training was given by Didactical trainers from the World Water Academy to twenty participants 

from eThekwini municipality (Works branch). The group of participants was composed of chemical 

engineers/technicians and superintendents.  

Twenty participants were divided into two groups of ten participants per group. This was to ensure 

maximum attention was given to each participant throughout the training program.  

Three days were allocated for each group where they were introduced to numerous teaching methods 

for the first two days and given some practical exercises in-between in preparation for the final exam 

which was held on the last day of the training. 

The training was structured according to the following topics: 

 Learning process of professionals 

 Difference in learnings styles 

 Learning objectives 



 Prior knowledge of participants 

 Activating teaching methods 

 Lesson plans and trainers guide 

 Multimedia and good presentation slides 

 Practice by preparing and executing mini lessons 

 Evaluation and reflection 

 

The final exam was made up of written and practical components where each participant was expected 

to obtain a final score of at least 50 % to be declared to have successfully completed the course. The 

outcome was good and the pass rate was at least 70 %. After the training, all participants were so 

delighted and felt privileged to have received such training.  

 

DISCUSSION 

Successes 

The Training of Trainers was delivered from 10 – 12 July 2012 at the Wastewater Education Awareness 

Classroom at Northern Treatment Works in Durban in preparation for the pilot delivery. Four 

professionals received training. The feedback of the participants were expressed as: giving structure, 

enthusiasm, motivation, practical and inspiring. The participants expressed that they have learned a lot 

and that they felt motivated to continue this form of learning. Besides learning from the trainer they 

shared a lot of their own knowledge and experiences. 

The trained professionals completed evaluation forms. These forms questioned their overall opinion of 

the course, what they thought were the best parts of the course, what they felt was missing and if they 

suggestions for improvement.  

So e of the est poi ts of the ou se stated i  the e aluatio  e e, the help in putting the lesson 

together and what to do and what not to do  a d constructive criticism from everyone to learn and 

improve . 

The pie chart below displays the results of the evaluation: 



 

Similar results and feedback were received when the twenty professionals were trained in 2015. 

 

During the pilot delivery, a lot of positive feedback was received. The participants felt honored because 

they could exchange their knowledge to colleagues. The opening and closure by the acting manager was 

appreciated very much by them. The main feelings of the participants were that they have learned a lot. 

They all expressed that they want to have more trainings like this. They expressed that the shift 

assistants would show a big improvement after undergoing training of this nature. 

A similar evaluation was completed by the eight participants.  Pa ti ipa ts said, It helped us to 

understand the various processes better and has given us more knowledge about the treatment process 

p a ti al . 

The results of the evaluation are depicted in the pie chart below: 

 

Figure 6: Overall Opinion of the Course 

Excellent Good Could be better Bad Very Bad

Figure 7: Overall Opinion of the Course 

Excellent Good Could be better Bad Very Bad



Roll Out Plan  

The eThekwini municipality has scheduled the roll out of the Wastewater Treatment course to begin in 

September 2015. The course will be delivered to all senior operators and operators as well as shift 

assistants. The groups will consist of mixed batches. Each trainer will train groups of 10 – 12 employees 

with a maximum of 15 being allowed if necessary. A new module will be rolled out every second month 

and employees will not be allowed to attend the next module without passing the previous one. 

 

Venue Selection 

The venue selected for the training was the Northern Wastewater Treatment Works. Being one of the 

larger wastewater treatment works, Northern Works has a wide variety of technology and treatment 

making it the ideal location for having the onsite practical demonstrations, which have been built into 

the modules.  

Northern Works also boasts an Education Center that includes an auditorium and smaller rooms with 

projectors and white boards making it perfect for indoor training. The selected venue allows the trainers 

to move smoothly from a theory-based environment to a practical environment with ease.  

 

Cost Effectiveness and Savings 

Developing a course of this nature, also has a cost benefit associated with it. The focus on the effectivity 

of the training outcomes is important, but the return of investment is difficult to quantify. What is the 

return of investment on trainings to develop human capital of an organization?  

In this project, the course is structured for the specific target group thus reducing the need for 

expensive external training. It is tailored for the EWS situation as well, so the participants may use it 

directly the day after the training is completed. The fact that the trainers themselves are Works Branch 

employees also means not having to pay for the delivery of these courses, which ultimately results in 

even greater savings across the years.  

 

 



Assessment of the Course Benefits 

Currently although the feedback received from all parties involved in the pilot study has been positive. It 

is important to have methods in place to determine whether or not the training is having the desired 

effects on the staff. The training should result in lifelong learning and enhance the level of output of the 

operational staff. Operational staff output may be measured via performance assessments or by simply 

checking the quality of documents such as checklists and log sheets that they are required to fill. If a 

noticeable improvement in the duty fulfillment of employees is observed after the training, then we can 

be certain of the value that the course provides. 

 

Course Shortfalls 

A shortfall identified within the course is the lack of accreditation by South African accreditation bodies. 

Although the course is tailored to improve the knowledge of process controllers, it will not be 

recognized outside of the eThekwini Municipality. This is still a pending action point of the consortium 

partners. 

The only direct quality assurance is the ISO-certification of Wateropleidingen in The Netherlands. This 

means that the course is structured according the rules and regulations, based on the ISO certificate. 

EWS recognizes the training as important for the organization. Plans to have the course accredited will 

be considered at a later stage. 

It must be noted that the Dutch Water Sector acknowledges Wateropleidingen as a training institute 

within the water sector. This sector acknowledgement can be seen in the job descriptions of several 

utilities that prescribes the courses from Wateropleidingen to be one of the criteria for the specific job, 

the ISO certification and in the board of the institute. The board members are from various sector 

organizations within the water sector. This means that Wateropleidingen and its courses are supported 

by the sector itself in the Netherlands. 

 

 

 

 



Conclusion 

The training project was a unique initiative that was not seen within the eThekwini Water and Sanitation 

Unit previously. The project was a three year partnership with the World Water Academy and the 

modules were fully completed within this time. The modules were developed specifically for process 

control staff and were aligned to their education and skill level.  

The project is considered successful thus far due to the positive feedback received along the way. A 

transfer of didactical skills from the Dutch trainers to the EWS trainers was very visible and has ensured 

that the engineers, technicians and superintendents are now fully equipped to deliver training in a 

manner that is interesting, exciting and interactive. Plans for roll out have been put into place and once 

the training has been given to all staff, the difference that the training makes will become visible. 
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