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In November 2000 I was part of ALA’s Congress
on Professional Education, or COPE2. This three-
day event brought together over 100 continuing
education professionals from across North America
to discuss the changing professional development
needs of librarians.

In the last issue of CLENExchange, I focused on
the on the Final COPE2 Report which was ac-
cepted by the ALA Executive Board in October
2001. (An Implementation Report was accepted by
the Board in January 2002, see www.ala.org/
congress/2nd_congress for both.)

In this issue, I’d like to share some personal obser-
vations from those three days of presentations from
futurists, professional development forecasters and
library educators and trainers from the field.

We are a community of practice.
I saw again and again the both the power and need
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President’s Message
by Kathy Schalk-Greene (kathy@mtlaurel.lib.nj.us)

Over 100 participants attended the CLENE spon-
sored program, Managing Virtually at Your Library,
at the Public Library Association Ninth National
Conference in Phoenix on March 15th.

Presented by Joe Willmore, President of the
Willmore Consulting Group, and coordinated by
Jasmine Posey, the session showed how dynamics
between face-to-face and virtual teams differ and
how participants and team leaders can facilitate
virtual meetings and virtual teamwork to produce
more effective results.

Joe offered a range of practical and hands-on tips for
dealing with common problems in virtual settings.
You can download the Powerpoint handout at the
CLENE website (http://www.ala.org/alaorg/rtables/
clene/conferences.html).

PLA offered a wide variety of good programs. The
opening general session keynote speaker, Benjamin
Zander, conductor of the Boston Philharmonic
Orchestra and a professor at the New England

Sleepless in Phoenix (at PLA)
by Gail McGovern (gmcgovern@macnexus.org)
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ASTD 2002
NEW ORLEANS

Whether you are new to
continuing education or
have been involved for
years, you will be at-
tracted to the annual
International Conference
& Exposition of the
American Society for
Training and Develop-
ment (ASTD).

More than 12,000 people
involved in training and
development from more
than 80 countries are
expected to attend the
more than 200 sessions.

Keynote speaker Dr. Mae
Jemison blasted into
orbit aboard the space
shuttle Endeavour in
September 1992, the first
woman of color to go
into space. Now, the
founder and President of
an advanced technology
company, she will inspire
you not to limit your
possibilities to what
others might tell you,
and to find in yourself
the capacity to dream
and to plan and to reach
your full potential.

The conference is sched-
uled for June 2-6 in New
Orleans. For detailed
information on the
conference, check out the
ASTD website (http://
www.astd.org/astd2002/
tour_expo.html).

CLENExchange is the official
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Library Education Network
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Subscription related questions
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Lorelle Swader
ALA/CLENERT
50 E. Huron Street
Chicago, IL 60611
Fax: 312-280-3256

for continuous networking among library profes-
sional development providers.  There is a real
hunger among us to learn what’s happening in other
parts of the country as well as in other parts of our
profession. By the way, the CLENExchange and
CLENE’s listserv are great ways to connect with
others in the field.

We need a broad definition for “ professional
development” .
Professional development comes not only wrapped
up as workshops, but as coaching and mentoring. It
includes face-to-face contact but also uses technol-
ogy to bring people and ideas together. For ex-
ample, I learned that the Special Library Associa-
tion is doing fascinating work on virtual learning.
(See www.sla.org.)

We now have por tfolio careers.
The days of someone coming into the professional
and doing essentially the same job until retirement
are long gone. Jobs will continue to change and we
constantly need to develop new skill sets.

We now carry with us a “portfolio”  of job skills,
rather than perform in job titles. For example, in
my portfolio I have administrative and personnel
skills, a flair for writing and graphic design, pro-
vide skilled training and web editing, and do event
management and strategic planning. What’s in your
career portfolio?

We need to identify our own personal career
development plans.
With increasing job mobility comes the responsibil-
ity for the individual to develop their own careers.
While we often rely on our institutions to provide
professional development experiences for us, it’s
also our responsibility to seek out a variety of ways
be engaged in our own professional growth.  A
quick question: When was the last time you learned
something really new?

President’s Message continued from page 1
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Public libraries face a unique challenge. While
maintaining a welcoming environment and provid-
ing free and open access to buildings and collec-
tions, they must also manage the personal safety of
all who use the buildings—staff, patrons, vendors,
volunteers, and others.

Like other urban libraries of its size, the Seattle
Public Library has been dealing with an increasing
number of incidents involving confrontations with
angry, hostile or belligerent patrons, occasionally
escalating into violence directed at staff.  Sadly this
reflects problems faced by public libraries all over
the country.

Training issues
In 1999, an Employee Involvement Committee
(EIC) on Personal Safety and Security at Seattle
Public Library identified some key issues for
enhancing personal safety through staff training:

• Relevant training should be provided for all staff,
regardless of their level of contact with the public.

• Training should be tailored to the issues and
situations in specific work sites.

• Consistent and fair enforcement of the Library’s
rules of conduct is a high priority outcome.

• Safe strategies for defusing an angry or hostile
confrontation are critical.

• Staff need to know when to call for help and how
to assess what level of help is needed. They need
clear guidelines for what to do if they are the
victims of threats, intimidation, harassment, or
assault.

With these EIC recommendations in mind, I began
to look for best practices and existing training
programs in use by other urban public libraries. I

found numerous examples of workshops on han-
dling difficult patrons. Only a few libraries took a
broader approach to training—focusing on a wide
range of responses, from detecting and defusing
hostility to reacting appropriately if violence occurs.

What is Street Smart From 9 to 5?
After consultation with our safety committee,
security staff, union, and administration, we chose a
training package created by Crisis Prevention
Institute in Brookfield, Wisconsin. Our choice of
CPI as a vendor was validated through phone con-
versations with staff at the Toronto Public Library,
Columbus Metropolitan Library, and Cuyahoga
County Public Library, who are currently using
CPI’s training programs.

Since 1980, Crisis Prevention Institute has been a
leading provider of training on how to manage
disruptive and assaultive behavior. CPI’s Nonviolent
Crisis Intervention training has become a standard
for human service professionals who work in mental
health facilities, hospitals, residential care homes,
and correctional facilities. In 1999, CPI created
Street Smart from 9 to 5, a modified version of NCI
training targeted to employees who may have to deal
with agitated or angry customers, co-workers, or
visitors.

The Street Smart program provides a framework for
understanding how crises develop through a series
of stages. Employees are taught how to intervene
most effectively at each stage, without over-reacting
or under-reacting. Specific skills include:

• Using verbal and non-verbal communication to
reduce anxiety.

• Identifying appropriate ways to de-escalate hostile
behavior.

See Safety continued on page 5

STREET SMART FROM 9 TO 5:
Training Library Staff in Personal Safety

by Mary Bucher Ross (mary.ross@spl.org)
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It’s the second part of the conference title “Setting
Standards and Making It Real”  that made the third
annual Virtual Reference Desk gathering a success.
Following the first two conferences in Cambridge
and Seattle, last October’s meeting in Orlando
provided a focused, well-organized and often
entertaining mix of programs.

The meeting rooms crackled with energy as folks
agonized over which of seven program tracks and
exhibits would occupy the next hour. In a lively
exchange at Tuesday’s general session, Nancy
O’Neill (Santa Monica Public Library) held up a
stop sign and interjected doses of reality as Susan
McGlamery (Metropolitan Cooperative Library
System, Los Angeles) enthusiastically described
the potential of digital reference services. That
combination of cutting-edge promise and practical
advice summarizes the tone of programs.

An all-day workshop on assessment strategies and
techniques preceded the conference, with speakers
addressing current evaluation practices, web log
analysis, and measures of quality. Among the key
observations were that procedures for recording
statistics are inconsistent, and there is no agreement
on the definition of reference transaction costs. At
the same time, everyone recognized the value of
documented reference transactions—transcripts
that provide both patron and librarian perspectives.

Conference tracks included digital reference re-
search, case studies, evaluation, real-time delivery,
collaborative efforts, special issues and product

demos. Barbara Pitney (King County Library Sys-
tem, Washington) recounted the adventures of a pilot
homework help service that has mutated through
three name changes; a panel of Austin Peay State
University librarians described implementing e-mail
and live chat reference services without adding staff;
and Mary-Carol Lindbloom (Ready for Reference
Project, Illinois) detailed an academic consortium’s
experience with shared live reference on a 24/7
schedule.

Although programs centered on digital reference,
they demonstrated the complexity of issues and the
process of discovery that come with a new way to
deliver a traditional service. Following the
“Shazam!  You’ re a digital librarian!”  approach that
characterized the pioneers, there is a recognized
need to develop thoughtful, comprehensive training
programs for the electronic environment. Standards,
policies and procedures are needed to help answer a
wide range of technical and service questions.

The conference did an excellent job of exploring
both problems and potential. Rave reviews
abounded at the end. A half-day workshop on
“Building a Real-Time Reference Service”  followed
that emphasized the nuts and bolts.

Anyone who is involved in planning or implement-
ing digital reference services should seriously
consider attending the next event. Current plans call
for the fourth Virtual Reference Desk Conference to
be held in Chicago in October 2003.  Check the web
site at http://www.vrd.org for details.

GETTING FROM SHAZAM! TO REALITY
by Buff Hirko (BHIRKO@statelib.wa.gov)

CLENE PUBLICATIONS STILL AVAILABLE FOR SALE
Program Planning: Tips for Librarians, 1997 $15.00
Workshop Evaluation: Forms Follow Function,1992 $  6.00
A Focus Group Interview Manual, 1994 $10.00
Self Assessment Guide For Children’s Services, 1995 $11.00

To order, contact: Lorelle Swader, ALA/CLENERT L iaison
Fax: 312-280-3256, E-mail: lswader@ala.org
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Safety continued from page 3

For all categories (overall rating, relevancy to needs,
staff confidence in managing hostile behavior,
quality of instruction, emphasis on safety), the
majority of respondents marked a rating in the 7 to
10 range (with 10 being the highest). Here are some
comments taken from the evaluations:

I thought the most useful part was what the instruc-
tors brought to the material from their own experi-
ence.

Good balance of awareness building, skill building,
team building.

I appreciate this training very much. It’s great that
SPL understands the challenges we face in working
with the public.

I’ve gained new safety skills and a new perspective
on how I’ve helped or hindered situations with my
own verbal and nonverbal reactions.

I feel more confident about taking personal respon-
sibility for potentially unsafe situations. I think I’ ll
be more aware and more pro-active instead of
avoiding confrontation as assuming higher-level
SPL staff will deal with unpleasantness.

What makes this training successful?
Key to the success of the Street Smart training at
SPL has been the involvement of library administra-
tion. City Librarian Deborah Jacobs and Operations
Director Laurie Brown have been incredibly sup-
portive, providing the funding, resources and en-
couragement necessary for this broad-based training
effort.

Street Smart training is part of a comprehensive
plan to enhance the safety and security of library
staff, patrons and volunteers. This plan included
hiring security officers for the neighborhood librar-
ies. Previously only the Central Library had security
officers on-site. A survey on the rules of conduct
was distributed to all staff, with revisions and
clarifications based on their input. New security

• Giving bad news to customers or employees in the
safest and most professional manner.

• Utilizing non-harmful personal safety techniques
if physically assaulted or threatened with a weapon.

• Developing and utilizing an effective team ap-
proach in crisis situations.

How we delivered this training
To implement the Street Smart training for all
Seattle Public Library staff required a lot of advance
planning and preparation.  In August 2001, sixteen
SPL staff attended four days of trainer certification
provided by CPI. Our in-house trainers include
security officers, circulation staff, librarians, a
branch library manager, and human resources staff.
We spent the month of September publicizing the
training, prioritizing the staff to be trained (not
surprisingly, we chose to first train staff who have
direct patron contact), and figuring out the logistics
of scheduling staff for two full days of training.
Using the basic structure and concepts provided by
CPI, we customized the content to a library environ-
ment, creating scenarios and role plays that we
knew staff would recognize as realistic. Working
closely with our Operations Services Director and
Security Manager, we produced copies of applicable
procedures and our newly revised rules of conduct.

We started by training the public services staff
working at our Central Library.  Throughout the fall
and winter, we trained staff working in our neigh-
borhood branch libraries, as well as our facilities
and delivery staff. In April we start training the
remainder of our support staff—technical services,
IT, administrative services, business office, etc.
Training staff who do not work directly with patrons
again presents the challenge of customizing content
to make it as relevant as possible to their real-life
work situations. Fortunately the CPI training mate-
rials and supplemental videos make this
customization possible.

The evaluation forms filled out by staff attending
the Street Smart training have been very positive.

See Safety continued on page 6
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Safety continued from page 5

procedures and systems—including ID badges, card
access and duress buttons—were  implemented at
the Central Library and are planned for new and
renovated branch libraries. A series of workshops on
security-related topics, such as dealing with teen
behavior problems, were held at a variety of librar-
ies.

Given this supportive climate, the training was
bound to be successful. But what contributes over-
whelmingly to its success is the enthusiasm of the
trainers.  Their commitment is demonstrated in
every evaluation where the participants comment on
the quality of the instruction, focusing on the ability
of the trainers to make the content relevant to spe-
cific work situations. From a recent evaluation: “ It
was an excellent idea to have our own staff people
do the training.  It was immediately applicable,
pertinent, and reassuring to know these people are
working with me everyday!”

After we complete the training of about 600 current
staff members, we plan to provide regularly sched-
uled Street Smart sessions for newly hired staff. In
2003, we will implement refresher training to
reinforce and update the skills previously taught.

As a Street Smart trainer, my favorite moment
occurred when one of our custodians asked, “Why
did you wait so long to do this training? We needed
this a long time ago.”   I explained the careful pro-
cess that we had used to select the best training
program, the Library’s plan for security enhance-
ments, and the logistics of scheduling so many
people for training. Then I thanked him for a ques-
tion that I understood to indicate how valuable the
training was for him personally, and that I hoped
was equally valuable for the other participants.

More information about Street Smart from 9 to 5
can be found on the Crisis Prevention Institute (CPI)
website, http://crisisprevention.com.

Photos at right show engrossed participants at the
Street Smart training at the Seattle Public Library.
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PLA continued from page 1

conservatory of Music, enthralled attendees with his
talk about leadership, change, and transformation.
He and his wife, Rosamund Stone Zander, are co-
authors of The Art of Possibility: Transforming
Professional and Personal L ife.

So many programs were really useful for more than
just public libraries. Here are some I recommend.
URLs where you can download handouts are in (  ).

Inspiring Phenomenal Customer Service: Tech-
niques to Sway the Most Reluctant Staff Members
(http://www.pla.org/conference/conf02/
thursday.html#inspiring)

Something Old, Something New: Marrying a Com-
munity Partner
(http://www.wrl.org/PLA/partnerships.html)

Building Trust: Techniques for Partnering to Serve
Diverse Communities
(http://www.pla.org/conference/conf02/
friday.html#trust)

Reinventing Your Library for the 21st Century:
Twelve Strategies for a Connected World
(http://www.pla.org/conference/conf02/
friday.html#reinventing)

Documenting the Library’s Contribution to the
Community
http://www.sols.org/publications/LCTYC/index.html

Having It All: Library Service in the 21st Century
(http://www.rpl.richmond.bc.ca/rplinfo/welcome/
RPL2001)

Helen Thomas, dean of the Washington Press Corps,
spoke at the closing session on Saturday, March 16.
She presented her unique vantage point on American
politics and discussed her new book, Front Row at
the White House.

The next PLA National Conference will be February
24-28, 2004 in Seattle.

President’s Message continued from page 2

We need to honor and include the diversity of
people seeking professional development.
As trainers we understand the people have preferred
ways of learning – by ear, by sight, hands-on. We
also need to include in all of our planning the differ-
ing physical abilities of learners. There was a fasci-
nating discussion of the CLENE listserv this fall on
finding interpreters for deaf learners.

Two way mentor ing is both possible and prefer-
able.
As I continue in our profession after 20 years, I
know that I can offer those younger than me a leg up
in some areas. But equally, they offer me new
perspectives and skills that I need to learn. Judy
Card from Memphis-Shelby (TN) Public Library,
and former CLENE President, told of getting tech-
nology mentoring from one staff member who she,
in turn, mentors on working effectively within their
institution.

Trainers can be “ Not a sage on the stage, but a
guide on the side.”
I firmly believe that the best learning is active
learning. I’ ve seen this in practice in workshops I’ve
attended, in presentations I’ve made as a trainer, and
in my experiences in CLENE as a member and
officer.

CLENE Board member, Barbara Rittinger, recom-
mends WBTOLL-L. “ It has a international sub-
scriber list of SDT folks who are charged with
developing/designing/managing e-learning products
and services.  Most of the discussion centers around
the available software. Discussion topics have
included which type of e-learning program works
best in each type of training situation, suggestions
on how to solve specific design problems, connec-
tivity and band width issues, and even classroom
issues such as the ideal class size and duration.”

It is not a library specific listserv; check it out at
(http://www.trainingplace.com/source/thelist.html).

E-learning listserv



Friday, June 14, 2002, 7:00 – 9:00 PM, CLENE Party … ALL are welcome!
Food! People! Training games! Raffles! Prizes!

Saturday, June 15, 2002, 9:30 – 12:30 PM, CLENE Board Meeting
Thrill at the inner workings of an ALA Round Table! Leap to new career heights with valuable contacts!

Build your national reputation and credentials!
Experience way cool meeting techniques!

Sunday, June 16, 2002, 10:30 – 12:00 PM
MORE Good CLENE Fun:
Using Interactive Games to Energize Meetings & Training
Back by popular demand, an all new set of games in this fast-paced show-
case of ideas designed to energize team meetings, staff development ses-
sions or computer training workshops.

Monday, June 17, 2002, 2:00 - 4:00 PM
Staff Development Discussion Group: Adventures in E-Learning
Adventures in E-Learning Land will be the kick-off topic of CLENE's informal idea exchange on staff
development techniques and issues.

CLENExchange
906 Q Street
Sacramento, CA 95814-6416


