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Analysis: Needs Assessment
Use this form to guide and document exploratory conversations with business area representatives. 

	Completed By:
	

	Completed With:
	Client contact name

	Business Area:
	Business area name

	Sponsor:
	Senior Leader sponsoring the initiative

	Date(s):
	Date of conversation(s)

	
	Target timing of solution

	Project #:
	training request ID number



	Business Need: Which of the following is driving this request?

	In these responses, describe, don’t prescribe. Define the need, not the solution. Include any relevant dates.

	New hires 
	Example: 50 new CSRs starting on August 15.




	New system 
	Example: Migration to System X for enrollment processing starting September 1.
Example: System X enhancements being launched September 1 are as follows: ….




	New policy/ process 
	Example: New process for associate expense reimbursement goes into effect September 1; new steps include ….




	New product(s) 
	Example: Medicare sales associates must be certified in Medicare products by August 31.




	Curriculum updates
	Example: Annual Compliance courses need to be updated.



	Team-related problem/issue
	Example: Team not communicating well, not getting along; new team; low motivation/engagement.




	Other performance problem/ opportunity

	How does the business area define the problem/opportunity? 
Example: Business area associate are not meeting quarterly productivity goals.


	


	
	Is there any data that supports the problem/opportunity as identified by the business area (e.g., QA scores, productivity data, engagement scores)?
Example: Ten percent drop in productivity from same quarter last year. 








	
Historical Data: How has this performance issue been addressed in the past?

	In these responses, describe what has been done to resolve the performance issue in the past.

	How long has the issue been going on?

	




	What, if any, steps have you previously taken to resolve the issue?

	



	Did those efforts have any impact on the issue?

	






	Audience Identification: Who are the associates involved?

	In these responses, describe the people doing the work of the business area.

	What are the job role and primary responsibilities of the associates?
	Example: Case managers - oversee and coordinate medical care provided to members.





	How many associates are there? 
	



	What line of business do the associates support?
	Circle all applicable lines of business: 


	Where are the associates located?
	Circle all applicable locations: 











	Performance Requirements: Identify “what should be” and “what is.”

	In these responses, define the level of performance the business area needs in order meet its goals. Complete this for every audience identified in the previous section.

	What do associates need to KNOW and DO, and/or how should they BEHAVE in order be effective?
	Describe the ideal associate, what they should know, what skills they should have, how should they approach and do their work. 


	What if any KNOWLEDGE do the associates lack? 
	Define the knowledge gap (procedures, subject matter, system functionality, etc.)



	What if any SKILLS do the associates lack?
	Define the skills gap (critical thinking, project management, business writing, etc.)



	What if any BEHAVIORS do associates need to exhibit/improve? 
	Define the behavior gap (collaboration, communication, perseverance, etc.)





	
Measuring Success: If we implement a learning/OD solution, how will we know it worked?

	In these responses, describe how the solution could be evaluated.

	How should performance change after a solution is implemented? 
	

	How can the change be measured? 
	Note any performance measurements that exist in the business area today that would be impacted by a change in performance.

	When should the change be measured? 
	





	Resources: What other resources exist ?

	In these responses, describe what resources the business area has that could aid in solution development.

	Who are the subject matter experts? 
	

	Who else should we be talking to?
	Note any additional stakeholders, impacted business area leaders, and/or high performing associates who demonstrate the desired performance. 
 


	Are there any related  procedures or process documents?
	

	What materials already exist?
	Example: job aids, crosswalks, alerts, etc.







	Additional Information

	In this area, include any relevant information that was not covered in the areas above.
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