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Abstract

EPSS (Electronic Performance Support Systems) is a method for on-line
learning and performance support applied in organizations for the last 20
years. EPSS integrates learning as well as performing of a task in to a single
action. It does so by providing information and guidance regarding the task
according to a specific need and situation, thus allowing learning while
working.

Up to now, only a few effectiveness empirical researches have been
conducted proving EPSS abilities to support task performance while the
ability to provide effective on-line learning remains questioned. The current
research goal is to assess EPSS effectiveness for both learning and
performance support considering a number of primary organizational factors
including work/learning environments. The study included 294 service
representatives of a large communication company implementing EPSS
solutions for the last few years. Measurements were conducted in the
authentic work and learning environments where every day service scenarios
were performed using the EPSSs.

Finding indicates EPSS effectiveness is highly dependent on organizational
environments and user experience. Findings suggest a new perspective on
former researches which claim EPSS superiority and others who disputed its
effectiveness altogether. The research conclusions help form development
and implementation guidelines for both learning and performance support
personnel by matching EPSS strategies to users attributes and organizational
environments.

Keywords: EPSS, Performance Support, Learning Environment, On-line
learning, Corporate.
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