Staff Technical Training Needs

Circhead .


Presenter
Presentation Notes
Thanks to everyone



Try to keep short

	tired after lunch

	out early

	more time for voting, tour



Intro grp: CE, SV, NJ not able to attend

	try to do justice




Areas of Interest

m Training Public Services staff on Technical
Services practices and procedures that most
often affect patron access to materials

m How staff Is trained to use integrated library
systems and circulation systems



Presenter
Presentation Notes
Last yr, lots of interest



Why? Broad topic, widely interpreted



Mention unselected topics b/c may be of interest to group as future agenda topics




O
Presentation Focus

m How Public Services staff may better
support public-area equipment and
programs through the identification of core
technology competencies and

implementation of a formal training process


Presenter
Presentation Notes
Sounds dry and boring… hopefully I won’t be either.


Impediments to Service

m[Ime
m Money
m Staff Resistance

m [nstitutional Resistance
m Administration

m Librarians
m Systems/IT



Presenter
Presentation Notes
Libs at or getting to understaffed and overworked

	initial investment worth, when 	balanced against longterm inc 	efficiency

Budgets dwindling, hard to fun

	low cost, no cost suggestions

Resistance – hew and cry “not in my/your 	pd”

Can’t tell how to overcome each imp-ed, that will be unique to each diff lib


California Library Association

m Core competencies for library staff and librarians:
www.cla-net.org/included/docs/tech_core_competencies.pdf



Presenter
Presentation Notes
CLA (2005) adopts series of tech competencies for CA lib workers, divided by stf and libr

Comps are starting pt for lib to design own proficiencies and expectations

	based upon own unique stf, lib and 	user population

4 pg doc is grt place to begin conversation w/ stf, admin, libr

http://www.cla-net.org/included/docs/tech_core_competencies.pdf

California Library Association

m Core competencies for library staff and librarians:
| www.cla-net.org/included/docs/tech_core_competencies.pdf

Technology Core Competencies for California
Library Workers

Library staff deals with technology every day. Technology competencies
serve to help staff understand what is expected of them in terms of
technological skills and knowledge. Technology competencies can also assist
libraries in assessing staff training needs and developing an appropriate
training program.

This set of competencies is intended to serve as a base model for technology
competencies among California library workers. California’s libraries are



Presenter
Presentation Notes
CLA (2005) adopts series of tech competencies for CA lib workers, divided by stf and libr

Comps are starting pt for lib to design own proficiencies and expectations

	based upon own unique stf, lib and 	user population

4 pg doc is grt place to begin conversation w/ stf, admin, libr

http://www.cla-net.org/included/docs/tech_core_competencies.pdf

Commonly Supported Equipment

m Photocopiers

- m Copycard dispensers
m Copycard readers
m Change machines
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Presentation Notes
1st thing that aften comes to mind

Find new and exciting ways to malfunction daily

Expected to provide basic support but receive little instruction beyond look at the diagram, it’ll show where the jam is

W/o training, stf can be hesitant about what can/not be touched




How do | make this bigger?
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Or smaller?



With the myriad of options now standard on photocopy equipment, it can be hard to decipher how to perform basic functions 




It ate my money!
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Unplug it, plug it back in



EXAMPLE Tool fashioned to retrieve card: paper clip fashioned into hook at end, blank card used to elevate stuck card


Commonly Supported Equipment

m Photocopiers
m Copycard dispensers

m Copycard readers

m Change machines

m Self check-out machines

m Microfiche/film/card readers



Presenter
Presentation Notes
S c/o machines: Fortunately, I don’t deal w/, but many of you do



Readers: always fun


How does this thing work?!?



Presenter
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Good luck swapping feeders, trays.  Changing a light bulb?!?


Commonly Supported Equipment

m Photocopiers
m Copycard dispensers

m Copycard readers

m Change machines

m Self check-out machines

m Microfiche/film/card readers
m Computers


Presenter
Presentation Notes
Publ has hi expectations that PS stf will assist	

	exp higher when lib actually loans 	laptops



EXAMPLE: stf was unable to assist patron in basic use because never shown the laptop


My mouse Is frozen! What do I do?
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Often fixable.



Work-arounds to save work – if stf know how to tab around the screen and use the shortcut keys


My screen Is frozen! What do I do?
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EXAMPLE: Stf couldn’t assist patron w/ problem


How do | view this CD my professor gave out?
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Restrictions on computers?

	CD drive enabled?

	download files OK?

	connect to www?


Where can | use my flash drive?



Presenter
Presentation Notes
Weapons of mass storage



Aren’t allowed everywhere.  Does stf know where?






Commonly Supported Equipment

m Photocopiers
m Copycard dispensers

m Copycard readers

m Change machines

m Self check-out machines

m Microfiche/film/card readers
m Computers

m Printers
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Combines the fun and frivolity of photocopiers and computers


How do I get this to print?




How do | get this to print right?
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Presentation Notes
Frequent lament of 

	-the web pg printer sidebars, hdr, ftr, ads, 	not body

	-No pictures just text from email



EXAMPLE: Copied to blank Word doc and printed that.  Worked great.  What a fantastic work-around to a problem.

	-not good if only 1 person knows



Only opt?  No, in web brwsr, try to select text, fram to print, doesn’t always work


Commonly Supported Programs

m MS Office
= \Word
m Excel
m PowerPoint
m Access
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Rampant examples of stf expected to keep stats, maintain db that aren’t comfortable using, don’t fully understand






How do I do...?



Presenter
Presentation Notes
If stf not trained to comfortable degree in stf side use, how comfortable can be troubleshooting or supporting basic functions?


Why is It...?




Commonly Supported Programs

m MS Office
= Word
m Excel
m Powerpoint
m Access

m Adobe Acrobat
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w/ more articles online we stf and patrons use AA with increasing frequency



This leads to more questions than ever


How do | emall this .pdf to myself?
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Q: Do you email from AA or the browser?  Not all stf or patrons know.


Why can’t I edit this document?
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Read/write protection


Why can’t | save my changes?




Commonly Supported Programs

m MS Office
= Word
m Excel
m Powerpoint
m Access

m Adobe Acrobat
m \Web browsers
m Emall
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Presentation Notes
All different… have fun hunting!



Email: Can’t live w/ it, can’t live w/o it



And all the questions start (and sometimes end) w/ the same stmt:


I'm having trouble with my email!




Competency Considerations

m Track patron gquestions

m Hands-on experience troubleshooting
photocopiers

m Emailing documents from Adobe Acrobat
m Tabbing and shortcut keys in MS Office
m Printing from web pages


Presenter
Presentation Notes
Track p q’s to customize comps to lib

Stf hesitant to put hands inside machine, not certain how parts move, connect

How to identify what documents will transmit OK, vs problems

AA email function vs browser

Selecting frames, etc to print in browser, other options for getting good print job




Build Your Support Network

m Open a dialogue
m Administration
m Librarians
m Public Services
m Systems/IT

m Build support from the top down
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Top down and bottom up



Use CLA comps to begin discussion



Record all patron questions, use data collected to customize comp to your locn


Lather, rinse, repeat




Design Your Training Program

m Design a training program for all Public
Services staff

m Focus on identified needs and objectives
m Teach Public Services staff how to find things

m |ldentify designated trainer(s) by position
m Logic divisions?
m Train the trainer(s)
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Uniformity of training

More important than knowing HOW to do something is knowing how to find out

	p’s lose confidence when we fumble and 	stumble

	bad representative of the library

Bld into pd, so that resp doesn’t leave w/ an individual

Tech knowl doesn’t = good trnr and vice versa.

May not find the whole package; consider sharing resp or take time to bld the trainer you need and want


Lather, rinse, repeat




Develop a Support Structure

m Develop and distribute documentation
m Quick Tip sheets, NOT complicated manuals

m Coordinate with Systems/IT
m Hands-on experience pre-rollout
m Systems/IT Forum

m Use existing sites and documentation
m Staff Wik

m Bookmark it!



Presenter
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Have docn near the comp where they are needed, not just behind a desk



Don’t recreate



Staff wiki, available on the public side (perhaps w/ logon?)



IE, Mozilla, all browsers


)
Existing Resources

m CLA http://cla-net.org
m LibrarySupportStaff.com
m LSSIRT

http.//www.ala.org/ala/lssirt/Issirtresources/CTLTACompsr
ev2.doc

m Microsoft Product Support

http://www.microsoft.com/en/us/default.aspx

m Your own library’s website!



Presenter
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In closing, a few possible places of interest for planning or techn training programs



LSS: Lnks to free online tutororial sites, troubleshooting tips and tricks 

	competencies from multiple sources

LSSRT: competencies

MS: webcasts, newsgrps, support center and help  

Don’t forget Help in the program!

http://cla-net.org/
http://www.ala.org/ala/lssirt/lssirtresources/CTLTACompsrev2.doc
http://www.ala.org/ala/lssirt/lssirtresources/CTLTACompsrev2.doc
http://www.microsoft.com/en/us/default.aspx

)
In Summary

m |dentification of technology core
competencies and...

m Development of standardized technology
training program

lead to

m Increased patron satisfaction and...
m Increased staff satisfaction



Presenter
Presentation Notes
Before display text, ask to see hands: Who here has already identified their technology core competencies?
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