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President’s Message
by Wendy Ramsey (WRAMSEY@cml.lib.oh.us)

Check out
the

CLENE
website

(http://www.ala.org/
alaorg/rtables/clene)

See teaching the public continued on page 6

“A competency is a
cluster of related
knowledge, skills and
attitudes that affects a
major part of one's job
(a role or responsibil-
ity), that correlates with
performances on the
job, that can be mea-
sured against well-
accepted standards, and
that can be improved
via training and devel-
opment.”  Scott B.
Parry, Training House

What are the compe-
tencies that we, as
training providers
should adhere to?  Do
you have a competency
model in place in your
organization that
guides your perfor-
mance?

Recently I read that the
International Board of
Standards for Training
Performance and
Instruction (IBSTPI)
has revised the original
set of Training Man-
ager competencies first
developed in 1989.

The International
Board of Standards for
Training Performance
and Instruction was
founded as a not-for-
profit corporation in
1984.  Its mission is to
“improve individual
and organizational
performance by articu-
lating and promoting
the integrity of profes-
sional practice through
research, development,
definition of competen-
cies and education;

Teaching the Public
to Surf the Net

by Gail McGovern (gmcgovern@macnexus.org)

My computer user
group asked me to
teach a one hour class
on searching the Inter-
net for beginners. After
checking out the wide
variety of books and
online tutorials, I
distilled it all into two
pages which I hoped
would be a good simple
overview!

I make a presentation at
a general meeting of
the user group two
months before the class
is scheduled; both for
the p.r. value and to
request search topics.
The topics are used
along with my answers
as real life examples in
the class.

The class begins with a
needs assessment form
(see sample on page 6)
which guides me in
allocating time for each
of the  eight sections.

 The eight sections are:

1. Very brief overview
of search tools

2. How to create a
search strategy for
particular topics

3. How to evaluate
 information you find

4. Tips on honing your
searching skills

5. Troubleshooting your
results

6. Sites which recom-
mend search tools on a
regular basis.

7. Sites for more
information about
search engines

8. Examples of real life
searches

Handouts also include
two charts available
from the InFoPeople
Project: Search Engines
Quick Guide (http://
www.infopeople.org/
src/guide.html) and
Search Tools Chart
(http://infopeople.org/
src/chart.html).

Class attendees receive
periodic e-mail updates
about new search tools.

If you would like a pdf
file of the handouts,
send me an e-mail at
gmcgovern@macnexus.org
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President’s message continued from page 1

stretching the boundaries
of the fields through
exploration, promotion
and integration of new
ideas, research and
practices from other
disciplines.”

What are the compe-
tencies?
The updated competen-
cies are listed below in
bold.  Also included (in
italics and bulleted) are
partial listings of perfor-
mance statements that
contribute to the demon-
stration of each compe-
tency. The complete
listing of performance
statements that support
each competency can be
found by visiting the
IBSTPI website.

Communicate effec-
tively in written, oral,
and visual form.
•Use language appropri-
ate to the audience and
context.
•Use active listening
skills.

Comply with estab-
lished legal and ethical
standards.
•Avoid internal and
external conflicts of
interest.
•Comply with the legal
requirements of copy-
right and other intellec-
tual property laws.

Maintain networks to
advocate for and sup-
port the training func-
tion.
•Establish cross-func-
tional alliances within
the organization.
•Use professional train-
ing networks to enhance

the training function in
the organization.

Update and improve
professional and
business knowledge,
skills, and attitudes.
•Continuously update
technology skills.
•Remain current with
customer requirements.

Develop and monitor
a strategic training
plan.
•Align the training
function with the
organization’s vision
and mission.
•Use advisory groups to
review plans and assist
with implementation.

Use performance
analysis to improve
the organization.
•Recommend cost
effective performance
solutions.
•Advocate and use non-
instructional solutions
when appropriate.

Plan and promote
organizational
change.
•Determine the poten-
tial social and emo-
tional impact of perfor-
mance solutions.
•Define expectations
and establish criteria
for success.

Apply instructional
system design prin-
ciples to training
projects.
•Accommodate the
characteristics of the
learner in design
solutions.
•Accommodate the
characteristics of the

organization in design
solutions.

Use technology to
enhance the training
function.
•Analyze existing and
emerging technologies
and their uses in the
organization.
•Model the use of
technology within the
organization.

Evaluate training and
performance interven-
tions.
•Document direct and
indirect costs of train-
ing and performance
solutions.
•Disseminate evalua-
tion data to all project
stakeholders.

Apply leadership
skills to the training
function.
•Market the training
function.
•Collaborate to elimi-
nate internal barriers
to implementing perfor-
mance solutions.

Apply management
skills to the training
function.
•Model a customer-
focused business style.
•Manage relationships
with internal and
external consultants.

Apply business skills
to the training func-
tion.
•Maintain a data
collection, retrieval and
reporting system.
•Manage material and
fiscal resources.

See President’s message
continued on page 5
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a report on a CE  program by Mary B. Ross (mary.ross@spl.org)

see 24/7 Reference Program continued on page 5

Real-Time Reference: Are We Ready for 24/7?

In an article in the May issue of American Librar-
ies, the co-authors—Steve Coffman and Susan
McGlamery—asked why reference statistics in
libraries all over the country are declining.
Where are our users going for information?  Are
Web services like Ask Jeeves and Webhelp more
helpful or convenient than a phone call or visit to
a library?  What are libraries doing to respond to
users and potential users who clearly prefer using
the Internet for their information needs?

The Washington Area Library Trainers (WALT)
provided a unique opportunity for staff in western
Washington to discuss these issues.  “Real-Time
Reference: Are We Ready for 24/7?” was the title
of a thought-provoking continuing education
program held in September in four locations—
Everett, Bellevue, Tacoma and Seattle.  Three
speakers shared their experiences with library
reference services that are provided over the
Internet, specifically with what is called real-time
or 24/7 reference.  These services represent a
vision of providing point-of-need help to informa-
tion seekers whenever and wherever they are
when they have a question.

Each of the speakers provided a different perspec-
tive.  Steve Coffman, the author of “Building
Earth’s Biggest Library,” works for Library
Systems and Services, assisting libraries in
developing virtual reference services.  Steve’s
presentation focused on how real-time question
answering is provided by commercial Internet
sites like Webhelp and how libraries can adapt the
call center approach to reference.

Joseph Janes, assistant professor at the University
of Washington School of Library and Information
Science and founding director of the Internet
Public Library, talked about his research on
digital reference and how it is being implemented
in academic and public libraries.

The third speaker, Susan McGlamery, is director
of the 24-7 Reference Project in California, which
supplies software for libraries to provide real-time
reference  services over the Web.  She discussed
the experiences of libraries participating in that
project and what is projected for the future.

Following their presentations, there was a moder-

ated discussion between the speakers and the
audience, addressing the collaboration needed for
real-time, 24/7 reference; the skills and competen-
cies required of staff; the issues connected with
delivery of materials; and how libraries can publi-
cize this information service.

Comments from the evaluations demonstrate the
timeliness of the topic and its relevance to staff in
all types of libraries:

“It was presented by people with real experience,
not just theory.”

“This was an eye-opener.  I had really no concept
of what 24/7 and other online reference services
are and how they work.”

“I am not a librarian, but found the information
enlightening and relevant.  The presenters were
excellent.”

“Where was Joe Janes when I was in library
school?  What a breath of fresh air!”

“The program brought experts together as a “think
tank” for audience to listen to as well as ask
questions of.”

Over 550 people attended the four programs, with
costs split among four public library systems.

The printed program listed sources of information
on real-time reference, including:

“The Librarian and Mr. Jeeves,” by Steve Coffman
and Susan McGlamery.  American Libraries, May,
2000, pp. 66-69.

Resources on Web-based Reference Services
(Peggy Hadid, Multnomah County Library).  http:/
/www.multnomah.lib.or.us/lib/products/digref/
resources.html

Collaborative Digital Reference Service (Library
of Congress).  http://lcweb.loc.gov/rr/digiref

The Virtual Reference Desk Project.  http://
www.vrd.org
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Hot Stuff! by Gail McGovern (gmcgovern@macnexus.org)

Use these resources to help you plan and implement your training sessions.

FEDERAL TRAINING REPORT
Technology: Transforming Federal Training
(http://www.opm.gov/UsingIT)
In October, President Clinton approved the
recommendations made by the President’s Task
Force on Federal Training Technology. The focus
of the report is the “need to accelerate the federal
government’s use of learning technology to
provide its employees with high-quality training
opportunities.” You can download a pdf file of the
report at this site.

FREE TRAINING RESOURCES
Human Resource Development Press
(http://www.hrdpress.com/e_resources.htm)
You can view and/or take four web-based assess-
ments and download two pdf files of selected
creative learning activities.

Jossey-Bass/Pfeiffer
(http://www.pfeiffer.com/free.shtml)
Free samples from the 28-volume Pfeiffer Library
looseleaf set on CD-ROM are at this site. Down-
load a pdf file for a list of the contents of the CD
and see selections from each of the four topic
areas: a) experiential learning activities, b) inven-
tories, questionnaires and surveys; c) presentation
and discussion resources; d) theories and models.

Lead Well Institute (http://www.leadwell.com)
Consultant Don Blohowiak, author of Lead Your
Staff to Think Like Einstein, Create Like Da Vinci,
and Invent Like Edison shares information on
leadership and hiring in downloadable pdf files.

ONLINE LEARNING COURSES
Crisp Publications (http://www.crisp-pub.com)
Check out the Online Learning Solutions from the
publishers of the 50-Minute books. Fifteen two to
four hour courses are available; they include
printable job aids, case studies, animations, self-
check quizzes and final assessments. You can
preview any course by registering (free) as an
online member.  For $24.95 each, you can pur-
chase a 365 day single user license.

TRAINING RESOURCE EXPERT
About.com Human Resources
(http://humanresources.about.com/careers/
humanresources/index.htm)
Management consultant Susan Heathfield is the
guide for About.com’s Human Resources site. The
pages on training provide information and links to
topics such as facilitation, coaching, learning
organizations, web-based training (WBT),training
transfer, e-learning, ice breakers and and more.

About.com Human Resources
(http://humanresources.about.com/careers/
humanresources/index.htm)

Crisp Publications
(http://www.crisp-pub.com)
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The 24/7 Reference Project.  http://www.247ref.org

“Real-Time Reference” was developed and sponsored by WALT.
Formed in 1999, WALT meets on a regular basis to explore ways that
libraries in western Washington can share staff training and develop-
ment resources.  Current participants include training coordinators
from the Seattle Public Library, King County Library System, Kitsap
Regional Library, Pierce County Library, Everett Public Library, Sno-
Isle Regional Library, the King County Law Library, Washington
State Library and the Gates Foundation.  They hope to use the WALT
Web page (http://wlo.statelib.wa.gov/walt/) to post a calendar of
training programs and CE events that are open to staff from any
participating library.

To obtain a video tape of the “Real-Time Reference” program, contact
Mary Moore, Washington State Library, mmoore@statelib.wa.gov.

For more information about WALT, contact Catherine Lord, training
coordinator for the King County Library System, cathlord@kcls.org.

Speakers Joseph Janes, Steve Coffman and Susan McGlamery
sharing their experiences.

An attentive audience of librarians from Washington libraries.

24/7 Reference Program continued from page 3
Second ALA Congress

on Professional Education

As this issue was being pre-
pared, CLENE representatives
were attending the Second
Congress on Professional
Education (COPE2); its focus is
on continuing education for
library staff.

Pat Hogan, a CLENE Board
member is CLENE’s official
representative to COPE2 and
CLENE Vice-President/Presi-
dent-Elect, Kathy Schalk-
Greene, is on the Steering
Committee.

Content subcommittees are
working in three areas: Societal/
background issues, Adult
Education/Continuous Learning
and Issues for the Profession.

Be sure to check the website
(http://www.ala.org/congress/
2nd_congress) for detailed
information.

President’s message
continued from page 2

Manage and disseminate
information and knowledge.
•Establish processes to gather
internal and external data.
•Make knowledge available to
the organization in a variety of
formats.

This revised set of Training
Manager competencies under
consideration is available on the
IBSTPI web site at (http://
www.ibstpi.org).

The Board is seeking validation
of the draft version from training
managers around the world.  If
you would like to participate in
the Training Manager survey
just follow the link from the web
site to the “Take Training Man-
ager Survey.” Allow yourself at
least 15 minutes to complete the
online survey.
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Internet

Searching

A. Check the box which is true for you (T = true, F = false, ? = not sure).

T F ?

❏ ❏ ❏ 1. I have used more than one search engine.

❏ ❏ ❏ 2. I know the difference between an individual search engine and a metasearch engine.

❏ ❏ ❏ 3. I know what .mil at the end of a URL means.

❏ ❏ ❏ 4. I know how to tell if the information I find on the Internet is accurate.

❏ ❏ ❏ 5. I have used the advanced search feature of a search engine.

❏ ❏ ❏ 6. I like to search for as much information about a topic as I can.

❏ ❏ ❏ 7. When I find a search engine I like, I make it my home page.

❏ ❏ ❏ 8. I like to try out new search engines.

B. What was the most successful search you did on the Internet? Write down the ques-
tion/topic you searched, how you found the answer/information and how you used the
answer/information.

C. What was the most frustrating search you tried on the Internet? Why?

This form allows me to quickly see how much familiarity my audience has with search terms and what
types of experiences they have had with using search tools. I highly recommend having a “not sure”
column; it really helps people who feel uncomfortable saying they “don’t know” the answer.

Teaching the public continued from page 1
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Book Reviews
Editor ’s Note: The CLENExchange is always looking for book reviews of interest to those involved in
continuing education. If you have read something new and/or have a tried and true favorite you would
like to share with your colleagues, e-mail your review to Gail McGovern at gmcgovern@macnexus.org

The Wilder Nonprofit Field
Guide to Conducting Success-
ful Focus Groups by Judith
Sharken Simon. Amherst H.
Wilder Foundation, 1999.

The ten easy-to-follow steps
show you how to plan and
conduct focus groups and, most
importantly, how to put the
results into action:

• Define Purpose
• Establish Timeline
• Identify and Invite Participants
• Generate Questions
• Develop Script
• Select Facilitator
• Choose Location
• Conduct Focus Group
• Interpret and Report Results
• Translate Results into Action

Each step is followed by a task
statement that sums up what you
need to do before moving on to
the next step.

Examples, worksheets, answers
to frequently asked questions,
and an annotated bibliography
are also included.

Jump Time: Shaping Your
Future In A World of Radical
Change by Jean Houston.
 J P Tarcher, 2000.

How do we as trainers assist our
trainees in a world where “...we
as a species stand at a cross
roads faced with radical choices,
any of which promise to make
tomorrow look nothing like
yesterday?”

In this book, noted psychologist
and cultural anthropologist, Dr.
Jean Houston explains how
forces have been building over
generations to create a “jump
time,” which she defines as “the
changing of the guard on every
level, in which every ‘given’ is
quite literally up for grabs.”

Jump time will result in a
repatterning of human nature
and trainers must be ready to
support learners in identifying
and developing qualities, skills
and talents needed to take on
new tasks and challenges.

Don’t miss this book both as a
trainer and an individual.

The Argument Culture: Mov-
ing from Debate to Dialogue
by Deborah Tannen. Random
House, 1998.

Do you marvel at how we all are
so busy putting together our
responses that we rarely listen or
try to understand what others are
saying?

Linguist, Deborah Tannen,
author of You Just Don’t
Understand, examines the way
we communicate in public, the
media, politics, courtrooms and
classrooms.

She discusses our warlike
atmosphere – our adversarial
frame of mind that opposition is
the best way to get anything
done.

When you look for program
speakers, do you search for
spokespeople who express the
most extreme polarized views?

Be sure to look at the chapter on
technologically enhanced
aggression!
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CLENE Midwinter Schedule
American Library Association Midwinter Conference

January 12-17, 2001, Washington, D.C.

Friday, January 12 7:00 p.m. - 9:00 p.m Board Strategic Planning Session
Convention Center Room 6

Saturday, January 13 9:30 a.m. - 12:30 p.m Board meeting
Convention Center Room 3

Monday, January 15 2:00 p.m. - 4:00 p.m Staff Development Discussion Group
Marriot Metro Center - Salon C

If you are planning to be in Washington, D.C. for Midwinter, the members of the CLENE Board urge you
to attend any of the meetings listed above. Contributions to the work of the Round Table are very much
valued. We hope to see you there. Information about the conference is available at the American Library
Association website (http://www.ala.org/events/mw2001). In case of last minute changes, be sure to
check your conference program upon arrival.


