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TRAINING AND DEVELOPMENT OPPORTUNITIES

Introduction

Recommendation 8 of the EIP Report: Guidelines for the application of best practice in Australian University Libraries states: That CAUL facilitate the sharing of currently available staff training programs across the sector, utilising the experiences of libraries already advanced in this area.

The following proposal has been developed in response to that recommendation.
The workshops have been designed to provide practical learning opportunities in quality management and related areas for staff at the team leader or middle manager level. To gain the maximum benefit from the workshops, it is recommended that those selected for attendance are staff members who are in a position to facilitate or champion change. Ideally, they would be able  to lead the implementation of the ideas and recommendations for improvement generated from the workshops.

Outline of the workshops

1. Foundations  for Excellence

Outline

· Principles of quality management

· Comparison of quality frameworks

· Components of a quality framework – analogy to a building project: blueprint, foundation stones, building blocks, evaluation

· Methods of reinforcing or integrating a business excellence framework in your organisation

· ADRI (Approach, Deployment, Results, Improvement) or PDCA (Plan, Do, Check, Act) models

Outcomes

Participants will be able to:

· Identify components of a business excellence framework

· Identify strengths and areas of development for their organisation

· Develop strategies to introduce or reinforce a business excellence framework

Duration: 6 hours (2 presenters)

2. Communicating Your Team’s Success: Developing performance indicators and measures

Outline

· Why develop performance indicators?

· Types/layers of performance indicators, eg organisational, team, individual, lead and lag

· Process mapping

· How to develop performance indicators

· Communicating performance indicators and outcomes from measures

Outcomes

Participants will be able to:

· Define performance indicators

· Develop strategies to identify performance indicators and appropriate measures for their organisation

Duration: 4 hours (1-2 presenters)

3. Benchmarking: Industrial tourism or a tool for continuous improvement?

Outline

· What is benchmarking?

· Why  benchmark?

· Types of benchmarking

· Benchmarking model

· Benchmarking ethics

· Hints and tips learnt from benchmarking

· What can we benchmark?

Outcomes

Participants will be able to:

· Understand concepts involved in the benchmarking process

· Identify major types of benchmarking

· Follow a benchmarking model, understanding what is involved in each step

· Identify potential benchmarking projects

Duration: 3.5 hours (2 presenters)

4. Rediscover Your Creativity

Outline

· Individual and collective capacity for creativity

· The value and need for creativity

· Problem solving and change management through creativity

· Tools and techniques to encourage creativity

Outcomes

Participants will be able to:

· Define creativity

· Develop and use tools to encourage creativity

· Establish a balance between creative thinking and routine thinking

· Change idea killers into idea builders

· Identify strategies to foster creativity at an individual, team or organisational level

Duration: 6 hours (2 presenters)

5. Providing Excellent Client Service within your Organisation 

Outline

· What is client service?

· Client expectations

· Client service mindset and skills

· Client service responsibilities

· Complaints management

· Model for handling angry clients

· Benefits of providing quality client service

Outcomes

Participants will be able to:

· Define the elements of quality client service

· Implement practical strategies to improve service 

· Develop an effective model for dealing with angry clients

· Explain the importance of serving both internal and external clients

· Turn complaints into opportunities for improvement

Duration: 6 hours (1 presenter)

Costing 

The cost of workshops will be in the range of $1,500.00 to $3,000 (plus course materials and travel costs), depending on the duration and number of presenters for the workshop. 

The workshops have been designed to be interactive and applicable to the library environment. The workshops are limited to 20 participants so that each participant receives individual attention and the opportunity to build their skills in a comfortable environment. Note: Rediscover your Creativity workshop is limited to fifteen participants.

The workshops include a variety of activities (for example: group work, discussion, games and videos) to reinforce learning concepts and encourage participants to enjoy the learning experience.

Participants are encouraged to complete a personal action plan of ideas and actions they would like to implement when they return to work.

Information about the presenters:

Lorraine Denny is currently the University of Wollongong Library’s Staff Development Officer.

In this role Lorraine has prepared and presented a number of training programs including Client service skills, Team building, Communication skills, Total quality management, Benchmarking and Job application writing. Since 1996 she has been invited to present over 35 training workshops to academic and public libraries within NSW. 

Lorraine was awarded the ALIA Dunn and Wilson scholarship in 1997. She presented her research findings at the 1999 ALIA Library Technicians Conference in a paper titled: Job Descriptions: Improving their currency, accuracy and usefulness. Lorraine’s qualifications include: Library Practices Certificate; Bachelor of Arts (Psychology); Associate Diploma of Business (Human Resource Development); Workplace Trainer Category 2.

Margie Jantti has a Library and Information Sciences degree, majoring in administrative practices in  public sector and library management. Currently she is working on her MBA.  Margie has worked in the library and education fields for 18 years, initially in the local government sector.

Since 1993, Margie has been employed by the University of Wollongong Library and  was appointed to the position of Quality Coordinator in 1996. In this role, she has conducted a number of organisational self assessment activities, participated in and facilitated Quality Improvement Teams, represented the Library in benchmarking activities and has developed a number of workshops in the use of quality tools, basic statistics and the development of Key Performance Indicators. Currently, she is a key member of the Library’s Strategic Planning team. Margie is also an evaluator for the Australian Business Excellence Awards, managed by the Australian Quality Council.

Margie has facilitated two applications for the Australian Business Excellence Award for the UoW Library, which was recognised as an Award Finalist in 1998. Since receiving this level of recognition, Margie has represented the University Library in a number of case study presentations and seminars on her organisation’s experience and key learnings from applying the Australian Business Excellence Framework as a management model. 
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