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The Imagine it, Explore it, Create it! Conference:
Designing Exciting and EffectiveTraining Experiences

by Gail McGovern, Training and Planning Wi zard (gmcgover n@macnexus.or g)

Conference Wizard, Gail McGovern, One Word Music
Fadilitators and Conference Dreamer/Cerritos Library
Director, Waynn Pear son ready to wel come partic pants.

From May 18-20, 2003, teams from 36 Cdifornia
libraries participated in atraining event designed
to inspire cregtivity in the design of library ser-
vices and buildings.

Through an application process, 100 attendees
(librarians, trustees, city officials, and architects)
were selected to represent large, small, urban and
rural areas. They came to beimmersed in awide
variety of experientid sessions to: imagine new
possibilities for their libraries, explore how to
retool current services and create unique experi-
ences tailored to their communities.

Website: The conference website was used for a |
types of communication before the conference and
began the trai ning experience. Attendees, speakers,
planners, and partners were encouraged to begin
making connections with other attendees by
reading the conference yearbook entries and
participating libraries’ demographics and achieve-

See Imagine continued on page 2
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ments highlights. The conference program sched-
ule webpage contained links to informati on about
each presenter prior to the event and afterwards
links to audi o, photos and handouts were added.

Focus: The conference focus on designing cus-
tomer experiences—both for attendees and provid-
ing tool s for atendees to use at home—was based
on concepts presented in the book entitled, The
Experience Economy by Joseph Pine and James
Gilmore. Presenters at the conference the authors
emphasized akey point for providing outstanding
customer service, “ All staff are actors, intention-
aly creating specific effects for their customers.
It's the experiences they stage that create memo-
rable and lasti ng impressions that ultimately create
transformation within individuas.”

Conference presenters

were chosen not only
for subject matter, but
aso for the ability to
design interactive
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2004 Cdendar..................3
Training Showcase...........4
AMA Bendits.................5




CLENExchangeis the officid
publication of the Conti nuing
Library Education Network and
Exchange Round Table
(CLENERT) of the

American Library Associati on.

It is distributed free to members
of CLENERT and is published
guarterly in September, Decem-
ber, March and June.

Editor: Gail McGovern

CLENERT Officers

President:
Barbara Rittinger

Secretary:
Curtis Rogers

ALA Staff Liaison:
Lordle Swader

Website:
www.da.org/clenert/

Subscription rates:
4 |Ssues per year

U.S. and Canada

$20 ayear

Outside the U.S. and Canada
$25 ayear.

Questions regarding the
CLENExchange CONTENT
should be sent to:

Gal McGovern

906 Q Street

Sacramento, CA 95814
Fax: 916-446-2411
gmegovern@macnexus.org

SUBSCRIPTION related ques-
tions (e.g. missing issues, address
change) should be sent to:

Lordle Swader
ALA/CLENERT
50 E. Huron Street
Chicago, IL 60611
Fax: 312-280-3256

Imagine continued frompage 1

presentations. In addition, four small group sessions known as
“simultaneous customer experiences’ were designed to apped to
different learning styles. The Exploring Virtua Customer Experi-
ences session, held in the computer lab, allowed participants to
explore the Cerritos Library intranet and innovative public library
websites; the Designing Customer Experiences, held in the
Children’s Theater, gave partici pants knowledge of and skillsin
using the Tech M useum model of designing customer experiences,
the Cerritos Experience provided participants with specifics of the
Cerritos Library’s WOW model of designing customer experi ences
and the Capturing Customer Experiences through Photography
began in the Children’s Art Studio and a lowed partici pants to study

One Wbrld Music Fadilitatorsleading
participantsin becoming a community

Participantsin theChildren’s Theater

Marty Sklar of Walt Disney
Imagineering, who urged participants
not jug to think outside the box,

but to throw thebox away!

Participantsin theChildren's Art Sudio

Authors Pineand Gilmoredemon-
strate how the birthday cake and party
experience has changed in America

CLENExchange

Participants at aquariumexperience
See Imagine continued on page 6
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Events to Mark on Your Calendar*

American Library Association Midwinter Conference
January 9-14, 2004, San Diego
CLENE Meetings

Friday, January 9 5:00 p.m.-9:00 p.m.  Board Strategic Planning Session GRAND Regency
Saturday, January 10  9:30 am.-12:30 p.m.  Board meeting RAD SeaportA
Sunday, January 11 2:00 p.m.-4:00 p.m..  Board meeting GRAND Rega B
Monday, January 12 2:00 p.m.-4:00 p.m.  Staff Devedlopment Disc. Group CC Rm 26A

The members of the CLENE Board urge you to attend any of the meetings li sted above. Contributions to

the work of the Round Table are very much valued. We hope to see you there. In case of | ast minute
changes, be sureto check your conference program upon arrival.

Public Library Association National Conference
February 25-28, 2004, Seattle
WALT Reception

Friday, February 27 Timeand Location TBA

The Washington Library Trainers (WALT), agroup of library staff with training and CE responsibilities
from public, academi c and specid libraries dl over Washington state, invites dl CLENE membersto a
reception on Friday evening, during PLA in Seattle. WALT is planning a happy hour at a location TBA
near the convention center. WALT will post an e-mail to the CL ENERT Discussion list with the exact
location and time. WALT members are excited to meet and network with other library CE and training
staff from around the country, to learn more about CL ENE, and to have some fun! If you have any
guestions or suggestions about the event, contact Mary Stillwdl, mary @catts.us. For more informati on
about WALT, see thewebsite at http://www.wlaorg/walt/.

American Library Association Annual Conference
June 24-30, 2004, Orlando
CLENE Meetingsand Program

Saturday, June 26 9:30am.-12:30 p.m.  Board meeting TBA
Sunday, June 27 9:30 am.-11:30 p.m.  Training Showcase TBA
Monday, June 28 10:30 am.-12:00 p.m Intellectual Freedom 101: Training for Staff TBA
Monday, June 28 2:.00 p.m.-4:00 p.m.  Staff Development Discussion Group TBA

Room location information will be published in the March issue of the CLENExchange

* For moreinformation about the ALA conferences, seethe website at
http://www.ala.or g/Templ ate.cfm?Section=Eventsl
CLENExchange  December 2003 3



CLENE Wants You
at the first
Training Showcase

Apply at http://www.ala.org/clenert/

CLENE invites ALA membesfrom all types
of librariesto apply to participate inthe first
CLENE Training Showcase to be hdd at the
2004 ALA Annual Conference in Orlando.

The Training Showcase will bea celeoration
of thebest training practices and programsin
America’slibraries— demonstrating possi -
bilitiesfor other librariesin search of continu-
ing education ideas. Sel ected exhibitorswill
sharetheir training initiativesin faceto-face
presentati ons with conferees, utilizing a poster
session/table-talk format.

Taking the place of CLENE’sannud program,
the Training Showcase will be Sunday, June
27 from 9:30-11:30 am. located in aroom
near the exhibit hall. Look for more informa-
tion rel eases over the next few months about
exact location.

CLENE seeks paticipantsto exhibit at the
Showcase Apply by filling out the application

form available onthe CLENE websiteat
www.al a.org/clenert/

An acceptableapplicationwill includean
abstract of 150 words or less. It should include
adescription of thetraining program or initia-
tive, thedegree to which the program or initia-
tive has succeeded, and the potential uses by
other libraries. You also need tofill out the
information rel ease form available at the
CLENE web site.

The Training Showcase committeewill select
10 partidpantsto exhibit at the event. If your
application to exhibit isnot accepted, you may
provide handouts and/or informational litera-
ture for distribution to attendees. For those of
you not exhibiting, we hope you will be ableto
vigit the Showcase during the annual confer-
ence After the conference CLENE plansto
compilea packet of handouts and information
provided by Showcase exhibitors; the packet
will be made available for anomind fee.

Upcoming ALA Conferences

Midwinter

January 9-14, 2004 - San Diego
January 20-25, 2005 - Boston
January 20-26, 2006 - San Antonio

Annual

June 24-June 30, 2004 - Orlando
June 23-June 29, 2005 - Chicago
June 22-June 28, 2006 - New Orleans
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CLENE
IS A CORPORATE MEMBER OF
THE AMERICAN MANAGEMENT ASSOCIATION!

ALL CLENE ASSOCIATION MEMBERS ARE
AMA PREFERRED PROFESSIONAL MEMBERS AND ENTITLED TO:

Exclusivediscounts and special offers
on business products and servicesincluding:

Preferred pricing on all AMA seminars—at least a 10% discount
Unlimited access toAMA’sMembers-only Website—

an ever-growing library of both timely and timelessinfor mation on pracical issues of management.

F 50% discounts on “Last-Minute Seats” at numerous sdected AMA seminars announced each
month

F Access to specid tracks on HR/Training, Management, Leadership, Saes and M arketing,
Professional Development, Small Business and Globa 1ssues.

F Access and benefit from case studies, how-to articles, trend pieces, best practices, profiles of

leadi ng executives and companies, best-sel ling book excerpts, author interviews, and recent
research results.

F Use of interactive sdlf-assessments that measure the skills, ability and knowledge demonstrated
by today's high-value managers.

Vidt theAMA dteat: http://www.amanet.org/index.htm

To take advantage of the member s only benefits,

contact Barbara Rittinger at brittinger @co.arlington.va.us

for the CLENE membe number and members access web site.
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Imagine continued from page 2

library services as photographers and col lage
makers. Parti cipants also experienced a Cerritos
Library “ spontaneous program” that happens
whenever the aguari um consultant provides his
Services.

Overall Design: All of the sessions were designed
to contri bute to the development of a team action
plan a the end of the conference. Optional library
tours, green screen photos, and fil m showings of
customer servicefilms (FISH! and Give ‘emthe
Pickle) provided additional ideas. M edls featured
foods from awide vari ety of cultures mirroring
Cdlifornias diverse populations.

Handouts: Many of the handouts from the confer-
ence will be of interest to trainers and for staff day
topics. They can be downloaded from the website.
| especially recommend the following: One World
Music Experiential Model; Mickey’s Ten Com-
mandments, Spuds in Space, All This and Books
Too, San Jose Public Library Experience, Smart
Spaces (Singapore), Action Plan, Quilt Experience
and Resource L ists on creativity, customer experi-
ence design, customer service and organi zationa
change. Also the handout showing how to navigate
the Cerritos Experience Library Website guides
you to information about how the Cerritos Library
was created and sampl e forms for planning
changes in library services and facil ities.

Overall Impacts: The action plan and quilt
experiences gave teams two ways to wrap up the
overal impact of the conference. To develop its
action plan, each team was given flip chart sheets
with four color coded post-it notes on which to
write (ideas, people to contact for input, obstacles,
and ways to overcome the obstacl es) and other
graphic items (photos, stickers, lego pieces, €tc.).

For the conference quilt, each team was given a
paper square to create a team visud ization of the
impact the conference made on their team. The
squares were mounted on apiece of fabric to form
the quilt.

Making it Memor able: To make the sessions
even more memorable, fun and surprises were

6

interj ected whenever possible. As the Conference
Wizard, | did not make an appearance until every-
one was ready for the opening session. | was
dressed in awizard hat and cape; members of the
planning team who provided “ask me’ information
werereferred to as OWLS and were dressed in
white lab coats wearing officid Harry Potter

eyeglasses.

To make sure peopl e mingled, during smal group
sessions, participants were assigned to four groups
(searchers, miners, innovators and stargazers). No
team had more than one member in each group.
Smdl group guides wore hats il lustrative of the
group name and group members wore colored
visors. | wore an official Harry Potter sorting hat
when | explai ned the small group schedule and
introduced the gui des.

Vendor Partners: A resource fair introduced
participants to an unusud array of vendors includ-
ing NatureM aker’ s one-of -a-kind, museum qual ity
“sted arttrees,” Black Hills Institute's educationad
fossils, Big Cozy Books' giant upholstered books
and Scenario Design’s sets, props and special
effects. After the fair, participants wereled in a
congalineto the grand prize drawing site.

Evaluation: The purpose of the eva uation was to
determine the participants’ self-perceived willing-
ness, readiness, and ability to create engaging
library customer experiences, uniquely suited to
their various communiti es.

In August, apost conference online survey (69 of
100 participants responded) was conducted. The
maority of the survey respondents (84.78%)
stated that by attending the conference, they
improved their ability to create engaging customer
experiences.

Four post conference tel ephone focus groups
(library directors, library staff, community stake-
holders and government officials, architects and
designers) aso conducted in August, provided
additiond detail about how participants felt their
abilities had changed in rel aions to library experi-
ences.

See Imagine continued on page 7
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Imagine continued frompage 6

Sampleaction plan

Conference quilt

Partici pants recei ve conference materialsinduding visors
for assigned small groups
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Small group guides

Gail wearing sorting hat

Congaline

Grand prize from Big Cozy Books. open book 42" wide
See Imagine continued on page 8



Imagine continued frompage 7

* Library directors reported that they had experi-
enced a general increasein their confidence leve's
in the use of cregtivetools for service enhance-
ments, ability to design engaging customer experi-
ences, a ong with the god of motivating others to
be moreinnovativein serving customers.

* Factors that were confidence buil ders included
the high morade of Cerritos staff and their comfort
with change in service approaches; hearing speak-
ers that reported on actual changes that had
worked in library environments; and learning how
to more creetive and apply what they learned in
their loca situations.

* Library staff stated that they particularly ben-
efited from the sessions highlighting new service
idess rel ated to the “Experience Economy;” from a
focus on customer centered service (through the
customer’s eyes); and ways to maintain energetic
and positive emotiona attitudes in serving the
public.

» Community stakeholders and government offi-
cial s agreed that the conference had either opened
their eyes to new ideas or had further affirmed
what they already beli eved about the need for
libraries to update old service models.

* Architects and designers mentioned the strong
customer centered focus of both the Cerritos
Library (including the staffing gpproach) and the
conference itself.

Follow-up: As aresult of needs library teams
expressed in their evaluations, parti cipant teams
wereinvited to send team members and/or addi-
tiona attendees to afoll ow-up workshop entitled,

CLENExchange
906 Q Street
Sacramento, CA 95814-6416

Creati ng an Outstanding Service Environment.
Two sessions of the workshop were held in Sep-
tember at the Cerritos Experience Library and San
Francisco Public Library. Presenters were Deena
Ebbert, trainer from FISH! (Charthouse Learning)
and Susan Berk, the consultant who helped the
Cerritos Library develop its WOW customer
service plan.

Of the 98 who attended, 35 had attended the
Imagine it Conference. Since space was limited at
the workshops, amgority of library directors
choseto send staff they unabl e to attend the
conference to hear the customer service message
first hand. Additiona eva uation is planned for
2004 to gather data on the i mplementati on of
action plans.

Funding: A Library Services and Technology Act
grant from the Cdifornia State Library and fees
from conference partners covered dl costs of the
conference except participant travel. It was open
only to California library teams

Future Events: The success of the Imagine it
Conference, in inspiring parti cipants to design
more engaging customer experiences, has con-
vinced Cerritos Library Director, Waynn Pearson
to undertake future events open to any library
interested in participating. Future events will be
under the auspices of anew Cerritos Library
program arm, the clioinstitute. Plans are under-
way for aone day FISH workshop in 2004 and an
Imagine it Conference in 2005—hboth to be held a
the Cerritos Library Conference Center. To regis-
ter, check the website a www.clioinstituteinfo



