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Matic Kadliček, BSc(Psych)
Matic Kadliček is an organizational psychologist, sought-after trainer and coach, CEO of Video 
Center, Ltd. and an Organizational psychologist at Trgotur, Ltd. His focus is on organizational 
behavior and people development in organizations. He advises management and leaders, 
provides training, designs and implements tools for effective leadership, conducts 
psychological assessment, coaching, succession planning, promotions and transfers, 
workplace diagnostics (ONA – organizational network analysis, job satisfaction, engagement, 
climate, culture, commitment, and values), mentoring and onboarding, and measuring all of 
the above using the ROI Methodology® (ROI Institute, USA).

He is among the first in Slovenia to obtain the EuroPsy certificate in Organizational 
Psychology, awarded by the European Federation of Psychologists’ Associations (EFPA). 

He recently completed his second term as President of the Section for Work and 
Organizational Psychology at the Slovenian Psychologists’ Association (SPA) and is one of the 
founding members of the Slovenian Coaching Association (SCZ) and EMCC Slovenia (European 
Mentoring and Coaching Council – Slovenia).

His “other job” has always been music – for many years, he has composed, recorded and 
performed live for many musical groups and has been a member of the percussion collective 
The Stroj for almost 15 years. In his free time, he enjoys reading popular science books from 
various fields, playing billiards, and exploring the mountains. His life motto is: “All that I have, 
I carry with me.”
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Learning Objectives
After attending this webinar, participants will be able to:

1. Explain the value chain for soft skills.
2. Describe the need to show impact and ROI for major programs.
3. Design soft skills programs to deliver impact and ROI.
4. Measure program results at all five levels of outcomes

3



• Engage in this discussion 
• Reflect on your current status
• Commit to make changes

We recommend that you: 
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The Importance Of Soft Skills

“You cannot over-invest in communication skills—written and oral communication 
skills … Learn how to motivate people—small groups, medium-sized groups, large 

groups—and how to write in a way that’s pithy and to the point.”

— Indra Nooyi, former CEO, PepsiCo

“Communication skills and the ability to work well with different types of people are very 
important ... software innovation, like almost every other kind of innovation, requires the 
ability to collaborate and share ideas with other people, and to sit down and talk with 
customers and get their feedback and understand their needs.“

—Bill Gates, Co-Founder, Microsoft

“Talent wins games, but teamwork and intelligence win championships." 

—Michael Jordan, NBA Legend
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Common 
Soft Skills 
Training 
Programs

• Effective Interviewing Skills
• Communication Skills
• Teamwork & Collaboration
• Outstanding Customer Service  
• Empathetic Listening Skills
• Problem Solving & Critical Thinking
• Building An Inclusive Culture
• Developing Emotional Intelligence 
• Coaching For High Performance
• Becoming An Engaging, Inclusive Leader

• Change Management / Culture
• Delivering Presentations For Results
• Conflict Resolution Skills
• Building Agile Teams
• Dealing With Difficult People
• Customer Service Skills
• Leadership Development 
• Management Development
• Supervisor Development
• Executive Development
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What 
is Value?



The ROI Methodology
Generates Six Types of Measures:

… and includes techniques to isolate the effects of the program or solution.
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BCR =
Program Benefits

Program Costs

ROI = Program Benefits – Program Costs
Program Costs

X 100

What is ROI?
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LEVEL ISSUE MEASURES TARGETS
This is easy

Always measured 0 Inputs Volume, Hours, Convenience, Cost 100%

This is easy
Almost always 

measured
1 Reaction

*Relevance, Engaging, *Important, 
Useful, *New Content, *Intent to Use, 
*Recommend to Others

100%

Not difficult
Usually measured 2 Learning

Concepts, Trends, Facts, Contacts, 
Skills, Competencies

90%

Possible
Often measured

3 Application
Use of content, Frequency of Use, 
Success with Use, Barriers, Enablers

30%

Not so difficult to 
connect

Sometimes measured
4 Impact

Productivity, Time, Quality, Costs, 
Image, Reputation, Engagement, 
Compliance

10%

Possible for many 
programs

Rarely measured
5 ROI

Benefit Cost Ratio or Return on 
Investment, Expressed as a Percent

5%

*C
an

 p
re

di
ct

Ex
ec

ut
iv

es
 

pr
ef

er
 

*Best Practice: Percent of Programs Evaluated at this level each year.

Must take a step to Isolate the Effects!

The Value Chain is Always There!
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POLL #1: Serious Challenges for Soft Skills
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1. Most soft skills are wasted (not used after a program is conducted).
2. The soft skills outcome desired by executives is rarely measured in 

organizations.
3. Most soft skills providers do not have data that shows they make a 

difference in the organization.
4. Most executives see soft skills as a cost and not an investment.
5. Executives see hard skills as more valuable than soft skills.
6. Hard skills programs usually have higher ROI values than soft skills 

programs. 

Which 
statements
are true?

(select all that apply)
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Do Business 
Leaders Want 
The Analysis?



What Top Leaders Want Globally
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ROI Institute and ATD research show that the data CEOs receive are not demonstrating what 
they want out of their talent investment. (N=96)

Measures Currently 
Measure

Should 
Measure Importance

Inputs and Indicators 94% 86% 6
Efficiency 78% 82% 7
Reaction 53% 22% 8
Learning 32% 28% 5
Application 11% 61% 4
Impact 8% 96% 1
ROI 4% 74% 2
Awards 40% 44% 3



PLAN THE EVALUATION COLLECT DATA ANALYZE DATA OPTIMIZE RESULTS

LEVEL 5: ROI

LEVEL 1: REACTION 
AND PLANNED ACTION

LEVEL 3:
APPLICATION

LEVEL 2: LEARNING LEVEL 4: IMPACT

INTANGIBLE BENEFITS

Start with Why: 
Align Programs

 with the 
Business

Make it Feasible:
 Select the Right

 Solution

Make it Matter:
Design for Input, 

Reaction and
 Learning

Make it
Credible:

Isolate the
 Effects
of the 

Program

Make it Credible:
Convert Data to 
Monetary Value

Make it Credible:
Capture Costs of 

Program

Make it Credible:
Calculate ROI

Make it Credible:
Identify Intangible 

Measures

Tell the Story:
Communicate 
Results to Key 
Stakeholders

Expect 
Success:
 Plan for 
Results

Make it Stick:
Design for 

Application 
and Impact

Optimize 
Results:

Use Black Box 
Thinking to

 Increase Funding

LEVEL 0: INPUT

The ROI Methodology®

15©2025 ROI Institute Inc. All Rights Reserved.



Twelve Guiding Principles of ROI
1. When conducting a higher-level evaluation, collect data at lower levels.
2. When planning a higher-level evaluation, the previous level of evaluation is not 

required to be comprehensive.
3. When collecting and analyzing data, use only the most credible sources.
4. When analyzing data, select the most conservative alternative for calculations.
5. Use at least one method to isolate the effects of a project.
6. If no improvement data are available for a population or from a specific source, 

assume that little or no improvement has occurred. 
7. Adjust estimates of improvement for potential errors of estimation.
8. Avoid use of extreme data items and unsupported claims when calculating ROI.
9. Use only the first year of annual benefits in ROI analysis of short-term solutions.
10.  Fully load all costs of a solution, project, or program when analyzing ROI.
11.  Intangible measures are defined as measures that are purposely not converted to 

monetary values.
12. Communicate the results of ROI Methodology to all key stakeholders.
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POLL #2: What 
percent of your 
soft skills 
programs are 
connected to 
business 
measures? 

☐None

☐1-15%

☐15-30%

☐30-40%

☐More than 40%



Cost of the program

Linkage of program to operational goals and issues

Importance of program to strategic objectives

Top executive interest in the evaluation

Visibility of the program

Size of target audience

Investment of time required

Characteristics 
of Programs 
Suitable for 
Impact & ROI
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POLL #3: What is your 
experience with ROI for „soft“ 
programs? (Select all that apply.)

No experience with it.
It’s been suggested, but no action has been 

taken.
I have attempted it.
I have conducted an ROI study.
I wish ROI would go away.
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Examples of Hard Data

COSTS TIME

QUALITY

20

OUTPUT

Workbook Page 7-3



Examples of Soft Data

LEADERSHIP

WORK CLIMATE /
SATISFACTION

INITIATIVE / INNOVATION

CLIENT SERVICE

EMPLOYEE DEVELOPMENT / 
ADVANCEMENT

IMAGE/REPUTATION

21



Typical Impact Measures
• Graduation rates
• Infant mortality
• Crime rates
• Productivity
• Revenue
• Quality 
• Jobs created 
• Efficiency-Time 
• Retention 
• Customer satisfaction 

• Accidents 
• Incidents
• Complaints
• Conflicts
• New Accounts 
• Length of stay 
• Citizens vaccinated
• Down time 
• Wait time 
• Projects completed



Program 
Process 

InitiativeAlignment and Forecasting The ROI Process Model

Alignment Model

Learning Needs

Preference Needs Reaction

Learning

Application

Impact

ROI

Reaction Objectives

Learning Objectives

Application ObjectivesPerformance Needs

Impact ObjectivesBusiness Needs

Payoff Needs ROI Objectives

End HereStart Here

5

4

3

2

5

4

3

2

1 1

0 0

Feasible 
Solution

Why?
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End Here

5                             ROI Objectives                                                         5

4                Impact Objectives          4

3                 Application Objectives     3  

2                  Learning Objectives                 2

1 Reaction Objectives 1

Program

Payoff 
Needs

Business Needs 

Job Performance Needs 

Learning  Needs 

Preference Needs 

Impact

Learning

Reaction

Application

ROI

Start Here

Absenteeism is 
costing $10,000 
monthly.

Unexpected absenteeism is 
9%; greater than benchmark 
of 5%;

Supervisors and senior staff criticize 
employees for making mistakes rather 
than address performance

Need to learn how to set goals and expectations, 
coach and motivate, document performance 
issues. 

Program needs to provide relevant content, practical 
information and tools. No longer than two days.

Needs      Objectives   Evaluations
The Alignment Process

Input Needs 
All employees, with supporting online modules and materials

ROI 25%

Reduce unplanned absence to 5% six months after the program. 

Within six months, employees and supervisors report coaching sessions 
occur 95% of situations when performance issues arise; employee develop 

plans are developed; employees follow guidelines when they feel 
mistreated.

Participants demonstrate ability to set expectations, coach, 
and motivate, and document performance. Acknowledge 

awareness of procedures.

Participants indicate positive reaction 
measures by 4.5/5 on relevance, 
importance, and intent to apply.

Calculate ROI

Measure unplanned absence 
six months after program. 
Isolate program effects.

Follow up with managers and 
employees in three months

Skill practice and exercises during 
program. Assessments and polling 
during online modules.

End-of-program questionnaire. Five key 
questions after online modules.

Input 
Account for attendance, program costs
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Step 3: Expect Success: Developing 
Objectives for Each Level 

Levels of Objectives Focus of Objectives

Level 1, Reaction Defines specific measures of expected reaction to the program as it is revealed and 
communicated to the stakeholders

Level 2, Learning
Defines specific measures of improvement in knowledge, information, contacts, 
and skills as the participants and other stakeholders learn how to make the 
program successful

Level 3, Application Defines specific measures of actions taken that define success with application and 
implementation of the program

Level 4, Impact Defines the specific impact measures that will change or improve as a consequence 
of the program’s implementation

Level 5, ROI Defines the minimum return on investment from the program, comparing program 
costs with monetary benefits from the program
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Objective Evaluation Level

After completing this program or project, participants should:

1. Decrease citizen complaints by 20% in one year.

2. Use problem-solving skills to uncover product defect causes.

3. Be able to demonstrate the five steps to diffuse a conflict, given two 
individuals in a heated argument.

4. Rate the facilitator 4 out of 5 on presentation skills.

5. Decrease the amount of time required to develop a proposal.

6. Deliver a 15% ROI on the leadership challenge program. 

Matching Evaluation Levels with Objectives

26
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Method Type of Data
         1                     2                     3                    4

Surveys    

Questionnaires     

Observation   

Interviews    

Focus Groups    

Tests/Quizzes  

Demonstrations  

Simulations  

Action Planning/Improvement Plans   

Performance Contracting   

Performance Monitoring  

Steps 4 and 5: Collecting Data
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*Survey of Users, N = 246

Step 6: Isolation Methods

28%

34%

37%

38%

40%

42%

49%

57%

0% 10% 20% 30% 40% 50% 60%

Mathematical Modeling

Control Groups

Expert Input

Customer Input

Trendline Analysis

Senior Manager Estimates

Manager Estimates

Participant Estimates
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*Survey of Users, N = 246

Step 7: Data Conversion Methods

32%

41%

42%

45%

48%

48%

52%

0% 10% 20% 30% 40% 50% 60%

Linking Soft Skills with Hard Data (models; regression)

Staff Estimates

External Databases

Internal and External Experts

Supervisor Estimates

Participant Estimates

Standard Values Accepted in the Organization
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Step 8: Intangibles

• Adaptability

• Awards

• Brand awareness

• Career minded

• Caring

• Collaboration

• Communication

• Conflicts

• Corporate social responsibility

• Decisiveness

• Engagement

• Image

• Innovation

• Job satisfaction

• Leadership

• Networking

• Organizational climate

• Organizational commitment

• Reputation

• Stress

• Talent

• Teamwork
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Step 9: Fully Loaded 
Costs The process should withstand even the 

closest scrutiny in terms of its credibility.

“When in doubt, put it in.”

DIRECT

 Program Materials

 Instructor / facilitator

 Facilities

 Travel, lodging, meals

INDIRECT

 Needs Assessment (Prorated)

 Program Development (Prorated)

 Participant Time (salaries & benefits)

 Administrative/overhead

 Evaluation
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BCR =

ROI =

$756,000
 $339,400

$756,000 - $339,400
$339,400

X 100

Step 10: ROI Calculation

=

=

2,2 : 1

122 %
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Case In Point: ROI Calculation
Leadership Development — Precision Manufacturing Company

Isolating the Effects: Estimate, Adjusted for Error
Converting Data to Money: Expert Input, Standard Value
Annual Monetary Benefits: $534,640
Cost of Program: $365,260

Intangibles: Engagement, Job Satisfaction, Stress

x 100  =
$534,640

$365,260

-
ROI =

$365,260

33
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Step 11 and 12: Using The Results
Leadership Development — Precision Manufacturing Company
Communicating and Leveraging Results

Communication of 
results: executives, 

participants, managers 
of participants, L&D 

team

Actions taken 
with results: 

improvements were 
made for 

the next sessions

Lessons learned: 
importance 

of connecting 
to the business 
in the beginning

Reaction of key 
stakeholders: 

very positive and 
encouraging 
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POLL #4: If you had a credible 
evaluation at all five levels of your 
most important programs, what would 
it mean for HR? (Check all that apply)

 My team would be happy.

 There would be more support for the program.

 This would help keep funding for the program.

 The relationship with the sponsor would improve.

 We would know what worked and what didn’t work / needs 
improvement next time.
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Too Difficult

Too Costly

Fear of Outcome

No One is Asking

Lack of Capability

Barriers to 
Impact and ROI
(Real or Myth)
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ROI Methodology:
Grounded in Research and Application 

• More than 5,000 impact studies conducted each year.

• An estimated 50,000 individuals have participated in a one-day or 
two-day ROI workshop.

• More than 19,000 individuals are certified to implement the ROI 
Methodology.

• The ROI Methodology has been used by 9,000+ organizations in 
more than 70 countries.

• The process has been refined over a 40-year period.

• More than 75 books to support the process (in 38 languages).

• ROI Network has more than 6,000 members.

• ROI Network conferences are conducted annually.

• Ongoing research on the ROI Methodology is conducted by ROI 
Institute and global partners to support practitioners.
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• Australia
• Bahrain
• Brazil
• Brunei
• Canada
• Chile
• Denmark

• Egypt
• Ireland
• Italy
• Kenya
• Malaysia
• Mexico
• Netherlands

• New Zealand
• Oman
• Poland
• Portugal
• Saudi Arabia
• Singapore
• South Africa

• Spain
• Taiwan
• Turkey
• United Kingdom
• United States 

(12 agencies)

In the United Nations, the ROI Methodology has been adopted by:

More than 26 federal governments have adopted the ROI Methodology including:

ROI Use

• DPKO
• FAO
• IAEA
• ICAO
• IFAD

• IMF
• OCHA
• WFP
• WHO
• OPCW

• UNDP
• UNEP
• UNESCO
• UNFPA
• UNICEF

• UNICRI
• World Bank
• UN Women
• UN AIDS
• UN Security
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The Singapore Defence Science and Technology Agency 
(DSTA) measures the ROI on team effectiveness.

The Danish Postal Service calculated the ROI for a project 
to improve employee engagement.

Wells Fargo Bank calculated the ROI for sponsoring a 
major sports event. 

The World Food Programme (Rome, Italy) calculated the 
ROI for a leadership development program for county 
directors.

A Variety of Applications
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The National Security Agency calculated the ROI for a 
master’s degree offered to high potential employees 
inside the agency.

UPS calculated the ROI for the replacement of keys 
with a fob in courier vehicles. 

Laboratory Systems, a small 13-person company in 
Ireland, calculated the ROI for a new product 
development.

A Variety of Applications
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Innova Energy calculated the ROI for a stress 
reduction program.

Canadian Imperial Bank of Commerce (CIBC) 
calculated the ROI for networking among its senior 
leaders. 

Accenture calculated the ROI for a social media 
system designed to manage the knowledge of their 
200,000 consultants.

A Variety of Applications
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The US Air Force calculated the ROI for 
implementing new procedures to prevent an 
intrusion into a database.

Sprint/Nextel calculated the ROI for a diversity 
program.

SAP calculated the ROI for a virtual business 
development conference for the sales team. 

A Variety of Applications
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Review the materials from today’s session.

Register for an ROI Boot Camp or the full 
ROI Certification.

Share information learned with a colleague.

Next 
Steps

43

Schedule a meeting with an ROI professional.

Leverage expertise through ROI consulting and 
coaching services.



Resources
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Questions?
Visit us online:
www.videocenter.si

E-mail: 
matic.kadlicek@videocenter.si

Connect with Us

http://www.videocenter.si/
http://www.videocenter.si/
http://www.videocenter.si/
http://www.videocenter.si/
mailto:matic.kadlicek@videocenter.si
mailto:matic.kadlicek@videocenter.si
mailto:matic.kadlicek@videocenter.si
http://www.linkedin.com/in/roiinstituteinc/
https://www.facebook.com/ROIInstitute
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