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Secret Patrons and Virtual Field Trips: The Sequel

by Mary Bucher Ross, Training and Devel opment Managing Librarian, Seattle Public Library (mary.ross@spl.org)

In the December 2002
issue of the CLENEXx-
change, | wrote about a
training program that |
designed for the Wash-
ington State Virtua
Reference Project

(“ Secret Patrons and
Virtua Field Trips:
Adventuresin Training
Staff for Virtua Refer-
ence’). At that time, we
had just completed the
train-the-trainer sessions
and two classes were
about to begin—onein
Sedttl e, the other in
Spokane. Since then, we
have trained over 50
people throughout the
state. The project coor-
dinator, Buff Hirko, and
| gave a presentation on
the training at the 2002
Virtual Reference Desk
Conference in Chicago.

The recognition that the
training has received
sincethen is due mainly
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to aunique blend of

activities that explore
virtud reference from
the user’s perspective.

The training program—
caled Anytime, Any-
whereAnswers—is a
blended curriculum,
combining aone-day
face-to-face orientation
with five weeks of
distance learning
activities.

At the orientation the
trainers offer previews
of the curriculum,
hands-on experience
with chat meeting
software, and tips for
success in distance
learning. In addition to
preparing the learners
for the on-line activities
that will foll ow, the
focus is on encouraging
interaction. Common
experiences and i nter-
ests are shared viaa
get-acquainted game
cdled Walking Bill-
boards (from Still More
Games Trainers Play).

Three primary on-line
tools are used to ddiver

thetraining. A Web site
maintained by the

Fie Edt Yew Favorites Tools Help

3 Anytime, Anywhere Answers: Building Skills for Virtual Reference (Virtual Reference Training) - Microsoft Inte.... [=][B[%]
.l‘l

Virtual Reference Training Program

Fust ek |

Thi

1111

F

| Anytime, Anywhete Answers

Building Skills for Virtual Reference

Anylime, Anywhers Answers is
critical skills, ahilities and aptitud,
for the Statewide Virtual Refarence Project by Mary R
 assisted by Emiy Keller, a
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training curiculum that addresses core competencies—the
os—for library staff providing virtual reference senices. The

student at the Universi

Washington State
Library conta ns the
complete curriculum. A
listserveis set up for
each class. Thethird
tool isweekly chat
meetings, building chat
skills using two differ-
ent programs—first,
free Web-based AOL
Instant M essaging, then
the 24/7 Reference on-
line meeting software.

These on-linetool s
deliver training effec-
tively to every part of
the state. By providing
the entire course con-
tent on the Web, learn-
ers can access it any-
time, anywhere. The
listserves are used for
posting and comment-

ing on assignments,
sharing observati ons,
and offering additiona
resources. Chat meet-
ings alow real-time
interacti on focused on
pre-arranged topics.
Using chat-based on-
line meeting software
means that the learners
gain vd uable experi-
encein the same mode
of communi cation used
by their virtual refer-
ence patrons. And they
have to ded with the
sametechnicd prob-
lems and limitations.

Theweekly assign-
ments encourage a view
of virtua reference
through the eyes of
users. Each learner is

See Sequel continued on page 2
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responsible for taking Virtua
Field Trips, expl oring the Web
sites of libraries providing
virtud reference and answering
guestions about the service's
“branding,” accessibility, and
scope. Intheir Secret Patron
activities, the l earners have
specific scenarios to use with
three virtual reference services,
comparing the responses. The
scenarios describe atype of
patron, an information need, and
an “escalator” question that
starts with agenerd inquiry and
progresses to a specific one. For
each i nteracti on they evauate
the effecti veness of therefer-
ence interview and the appropri-
ateness of the answer, and give
their overal impressions of the
servicerece ved.

Later in the course, the learners
explore popul ar Web-based
guestion-answering services
such as GoogleAnswers (http://
answers.google.com) and reflect
on what they can apply to their
OWN SEervices.

So what are these folks learning
about virtua reference, and
what are they applying in their
own libraries?

From the Secret Patron summa-
ries posted to thelistserve, it's
clear that thelearners redize
how important an effective
referenceinterview is for the
success of this service. Inthe
hundred or more Secret Patron
transactions, only arelatively
few virtua referencelibrarians
successfully clarify the ques-
tions that our learners are

asking. Launching into asearch
without c arifying thered
question | eads to a surprising
number of unsati sfactory or
incompl ete answers.

Learners frequently comment
about the importance of keeping
the patron informed about what
is happening and the progress of
the search for an answer. They
experiencefirst-hand the dis-
comfort of not knowing whether
they are still connected or how
long the transaction might take.

One questioned whether the
librarian was sending easy-to-
find Web sources rather than
taking thetimeto find more
authoritati ve information to
answer her question. Thisled to
agood discussion about how
information literacy can be
fostered in virtua reference.

The Virtud Field Trips prompt
learners to take amore critical
look at their own library Web
pages, reflecting on how they
can be re-designed for clarity
and usefulness. Onelibrary
reported that their Web page on
policies for virtual reference was
revised based on feedback from
staff participating in the training.

Bringing library staff together
from al over the state, viathe
training, is one of the most
valuabl e benefits. One class
partnered staff from the Univer-
sity of Washington, a county law
library, two public libraries, and
aprivate university. Training
together is atrust-building
experience for those who will
later coll aboratein virtual refer-

See Sequel continued on page 8
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CLENE at Midwinter
What You Missed

The CLENE Board met twice during the January
24-29, 2003 American Library Associaion (ALA)
Midwinter conference in Philadephia

As dways, program planning was an important
topic. Plans werefinalized for sessions to be held
a the ALA June 19-June 25, 2003 Annud Confer-
encein Toronto. The events scheduled are: Friday
9-4 preconference on e-learning (see specificsin
the articl e adj acent to this one), Saturday 9:30-
12:30 board meeting, Sunday 10:30-noon program
on Using ‘ Story’ to Train with David Hutchins,
and Monday 2-4 staff development discussion
group mesting. In addition, CLENE will havea
table in the exhibit area

Another key topic was CLENE' s on-line commu-
nications. CLENE Board Member and Secretary
Curtis Rogers manages CLENE’ s website pres-
ence and on-line Board meetings. He reported on
his attendance a the Content Manager Training for
ALA's new website. ALA’s entirewebsite will
have anew look in April;; for apreview of the new
look, go to http://staging.da.org. Curtis aso
coordinates CLENFE' s on-line Board “informal”
chat meetings (using AOL Instant M essenger) held
between ALA conferences.

Upcoming ALA Conferences

Annual

June 19-June 25, 2003 - Toronto
June 24-June 30, 2004 - Orlando
June 23-June 29, 2005 - Chicago

Midwinter

January 9-14, 2004 - San Diego
January 20-25, 2005 - Boston
January 20-26, 2006 - San Antonio
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CLENE Preconference on
E-learning in Toronto
Mark your Toronto ALA Annua schedul e for
Friday, June 20, 2003

from 9:30 am - 4:.00 pm. ‘

You won't want to miss \i ﬂ /
CLENE's exciting Lo \ _"_r{,
preconference titl ed, b Jﬂ'
Adventures in E-L earning. s ‘=~:§(,
Wed | aware that staff and professiona
development will continueto beacritica area for
librarians, CLENE planners have brought together
an impressive array of presenters from across the
country who will examine avariety of programs
that use electronic learning.

The featured speakers and their topics are:

*GinaPersichini, Idaho State Library, |daho State
Library’sABLE (Alternative Basic Library Educa-
tion) program targeted at non-MLS library staff
who are starving for education in very rurd areas
that uses Tra nerSoft to get the courses on-line.

*Brad Ward, Northeast Florida Information Net-

work (NEFLIN), NEFLIN’s e-learning program,
NOODLE that features Element K and Socratease
web-based learning systems

*Stacey Aldrich, Maryland State L ibrary,
Maryland’s In-house created e-learning product
and how it is used statewide

*Gail Griffith, Carroll County Public Library,
Westminster (M D), Implementing e-learning using
interacti ve on-li ne management traini ng tools from
Ninth House

In his overview, moderator Curtis Rogers, South
Carolina State Library, will compare and contrast
each type of model presented.

And, of course, mouth-watering door prizes will
be awarded.

Attendanceis limited to 50 participants.

Costs aree CLENERT members - $150, ALA
Members who are not CLENERT members - $165.



Experiencing the FISH! Phenomenon

by Mark Gadson, DES Training Specialist
Arlington (VA) County Gover nment (mgadson@co.ar lington.va.us)

In December of last
year Arlington
County Govern-
ment in Northern
Virginia conducted
its second series of
Leadership Learn-
ing Conferences for department managers and
first-line supervisors (Editor s note: including
those from the Arlington County Dept. of Librar-
ies). Offered at the conference by two co-instruc-
tors and mysdf were the highly motivationa and
fun FISH! sessions. The sessions were designed to
ensure that parti cipants would experientidly
interact around the four FISH! learning points:
PLAY, MAKE THEIR DAY, BE THERE,
CHOOSE YOURATTITUDE.

AsaTraning Specidist for severa years, it was
refreshing to see so many Arlington County em-
ployees recepti ve to a unique approach for com-
municating relaively old concepts. FISH! has
become a phenomenon in the business world and
particularly Arlington County Government. It was
wonderful to see Arlington County empl oyees
from diverse backgrounds thoroughly enjoying
interacti ng, talking, and thinking about FISH!
Although, in some cases, | am surethat a few
participants probably thought more about how they
prefer their fish cooked; grilled, broiled, stuffed,
baked, etc., than the [ earning points.

Never theless, hereé's what we continue to do in
the Arlington County sessions to facilitate employ-
ees grasping of FISH!.

In keeping with the spirit of FISH! and its con-
cepts, designers of the session thought it would be
beneficid if we could relate the participants’ in-
class experi ence to a childhood memory. We can
al remember how much fun it was learning and
playing as achild. So, after reflection, group
discussion, and some childli ke behavior of our

4

own, theinstructors agreed that a‘Cat In The Hat’
theme would beided for our purpose. No one
likes fish and having fun more than the‘Cat In The
Hat’ from the‘Dr. Seuss’ books, right? Many
people immediately smile or |augh as soon as they
see the funny | ooking stovepi pe hat that the cat
wears. During our session partici pants and i nstruc-
tors happily wear a‘Dr. Seuss' multicol ored
stovepipe hat the entiretime. Thisis ahuge
success for us because it immediatel y makes
peopleintrinsicaly reflect on their childhood
fedings and subtly challenges them to rel ax
certain behaviora barriers (i.e., chooseto have a
positive attitude). The hats dso work as symbols

-

briefed on the session format and the FISH! video
featuring the PIKE PLACE FISH MARKET. After
watching the video, parti cipants share their in-
sights about the fish market atmosphere, the (4)
concepts, and how they can be gpplied in the
Arlington Government work environment. This
activity is very energizing and generates al ot of
participation. It also reinforces thelearning points:
MAKE THEIR DAY, BE THERE, and CHOOSE
YOURATTITUDE.

One of the centrd focus points for the Arlington
County sessions is to ensure that parti cipants have
fun and get an opportunity to play. Using the
energy created during the previous discussion,

See FISH! continued on page 5
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FISH! continued frompage 4

participants are requested to engage in two chil d-
like activiti es intended to promote fun at work
while communicati ng the FISH! learning points.

In this exercise, partici pants are led to believe that
they are going to toss and catch areal fish bought
from agrocery store. Surprisingly, many partici-
pants are so energized after the video discussion
that they’ re actually willing to toss and catch ared
fish. Of course, thefun is talking to and seeing the
facial expressions of those who are seriously
gpprehensive about engaging in this activity.
Partici pants are divided into teams of 6 to 10 and
begin to unwrap their cold fish. Everyone begins
to how! with laughter and relief when they redize
they’ ve been conned (their red fishis actudly a
rubber fish stuffed with water balloons to give it
weight and form). Then team members take turns
tossing and catching the fish from a cha lenging
distance, with those droppi ng the fish having to
wear aclown’s
rubber nose and
glasses throughout
the remainder of
theclass. This
exercise highlights
al four concepts:
PLAY, MAKE
THEIR DAY,
CHOOSE YOUR

ATTITUDE, BE THERE)

After having fun with the toss and catch, and
celebrati ng the successful teams, parti cipants play
musical chairs to the sound of reggae music. This
energy-filled activity has participants rhythmicaly
moving around the chairs and laughing when the
music stops and achair is missing. A little compe-
tition is created and becomes the highlight of the
session. Questions and statements based on the
FISH! Workbook and video are taped to the back
of afew chairs. Whoever sits in achair that has a
guestion or statement on it must respond appropri -
ately. Those who could not find aseat are required
to operate the CD player boom box for the next
round of musical chairs. The eventua winner of
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musical chairsis celebrated and receives aprize.
At the end of the activity partici pants are randomly
asked about the class experience, the (4) learning
points of FISH!, and specifically what they would
do to promote the FISH! Philosophy in their work
environment.

Editor 's Note: The FISH! Philosophy origi nated
with filmmaker, psychologist, MBA professor,
business consultant and motivational speaker,
Sephen Lundin. Hewas inspired by observing a
group of employees at Seattl €'s Pike Place Fish
Mar ket (see website at www.pikeplacefi sh.com).

Excited by their ability to bring fun, passion, focus
and commitment to a j ob others would have
thought tedious, boring, noisy and stressful,
Lundin documented their working day on film.
While editi ng the footage, he studied and anal yzed
their behavior, arriving at the FISH! philosophy —
learn to love what you do, even if, at the moment,
you may not be doi ng exactly what you | ove.

Following the phenomenon of the best selling
FISH! books and videos, FISH! *Camps (or

wor kshops) have become a wor ldwide success as
they assist | eaders, managers, teams and individu-
als, across all industries and levels of manage-
ment, learn practical tips, discuss real-life ex-
amples and experience hands-on exercises that
teach them how to create a more rewar ding wor k-
place. Mor e infor mation about FISH! books, films
and training is availabl e from Chart House Lear n-
ing at http://www.charthouse.com/ or by phone at
800-328-3789.

| had seen messages on the CLENE Discussion
List about libraries that also had staff engaged by
the FISH! Philosophy and contacted them to see if
they woul d be willing to share specifics with
CLENExchange readers. Fed free to contact Anne
Masters, Associate Director for Training and
System Services at Pioneer Library System (OK) at
amaster s@pils.lib.ok.us and/or Karen W Iber,
Continui ng Education Coordinator at Tampa Bay
(FL) Library Consortium at wilber k@tblc.org.
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Computer Help for Senior Library Users
(http://www.multcolib.org/senior situtor.html)
Multnomah County Library has simple tutoriads
and the article, Surf’s Up for Seniors, is an ex-
ample of theinformation you can find about
computer training from Computersin Libraries,
(http:/www.infotoday.com/cil mag/sep 00/
puacz& bradfied.htm)

Current Clips (http://www.lis.uiuc.edu/cli ps)
This joint project of the Graduate School of
Library and Information Science and the Library
and Information Science Library, a the University
of Illinoi s, Urbana-Champaign offers free easy-to-
read summaries of key recent publications amed
at librarians.

Effective Meetings
(http://www.effectivemeetings.com)
Articles, guiddines and ti ps for making your
meetings more effective.

Library Education

Educating Tomorrow’sInformation Profession-
als Today (http://www.infotoday.com/sear cher/
julO2/tenopir.htm)

This Searcher: The Magazinefor Database
Professionals article will make you aware of both
its topi ¢ and this on-line magazine site you might
wish to visit for continuing education updates.

Library Instruction Teaching Tips
(http://www3.baylor.edu/L I RT/brochures.html)
You can download pdf brochures creeted by the
Library Instruction Round Table (LIRT) Research
Commi ttee on 4 topi cs. classroom management,
materia s, presentation skill s and technology.

Library Instruction Tutorials
(http://wvww3.baylor.edu/LI RT/lirtproj.html)
Also from LIRT, this page includes links to web
téased library instruction tutorids.

~ Internet Resources for Trainers

~ by Gail McGovern, CLENExchange Editor (gmogovern@macnexus.org)

Library Staff Development Programs: Key
Components (http://www.arl.org/olms/staffdev/
key _components.html)

This festure a the Association of Research Librar-
ies (ARL) site provides help in defining successful
staff devel opment programs and how to i dentify
best practices using seven key characteristics.

Museum Marketing Tips
(http:/wvww.museummarketingtips.com)

Even though this siteis aimed a museums, there is
awedth of information that relates just as well to
libraries.

Planning Effective Training Events
(http:/iwww2.edc.org/NT P/trainingdesign.htm)
From the Nati ond Training Partnership Clearing-
house, this site outli nes an eight-step model for
designing an effective training event that meets the
needs of participants and trainers aike.

Training Games
(http://web10.eppg.com/training/toolchest/
games.html)

McGraw Hill offers samples fromits best selling
books of openers, icebreakers, cl osers, energizers
and leadership activities.

Training Tips

(http:/www.bobpik egroup.com/support/free/
ttarchiv.html)

W | known trai ning consultant and frequent
speaker a American Soci ety for Training and
Development (ASTD) conferences, Bob Pike,
shares articles on avariety of trai ning topics.

Editor 's Note:

I nfor mation about many of these websites was
posted on the CLENE Discussion List. If you are
not a subscriber yet, find out how to sign up free at
(http://www.ala.or g/alaor g/rtables/clene/

discussionlist.html).
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New Children’s Services Training Manual

Completely Revised and Still an Invaluable Tool!
by Gail McGovern, CLENExchange Editor (gmogovern@macnexus.org)

et
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During my over 20 years of administering Library
Services and Construction Act (LSCA) grants as a
library consultant at the Cdifornia State Library, |
saw many wonderful programs fade away not long
after project funding ended. So, | was amazed and
thrilled to hear that one product of a1982 Califor-
niaLSCA grant, the North State Cooperative
Library System’s Children’s Services Correspon-
dence Course had not only evolved into atraining
manud , but a so had been completdy revised in
2002 and was still in demand in 2003!

Thetraining manual evolved as aresult of agrant
for the production of achildren’s services corre-
spondence course and was published by project
director, Susan Peterson in 1983. In 1985, the
course was revised under the direction of CLENE
activist, Marie Bryan. Next, Lynn Ei senhut, Coor-
dinator of Children’s Services a Orange County
(CA) re-edited the content for revisions published
in 1992 and 1997. In 1997, the name of the course
was changed to Children’s Services Training
Manual.

Dedicated to Effie Lee Morris, San Franci sco
Public Library’s first Coordinator of Children’s
Services and thefirst African American to be
elected President of the Public Library Associa
tion, the 2002 M anud was edited by Cheryl Cruse
and Michael Cart. It is designed for 1) those who
havelittle or no background, training or experi-
encein thefied of children’s library work (e.g.
paraprofessionds, clericd staff, volunteers, and
parents as well as librarians who have speciaized
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in other areas of library service) and 2) those who
currently work with children, but do not have
access to other sources of continuing educeation.

The 417 pages are presented in an attractive and
practical loosdeaf binder format. The content is
divided into ten chapters, each of which have their
own table of contents, worksheets, bibliographies,
etc. can be used as asingle class unit and/or as an
in-depth course. The chapters cover the following
topics: Public Library Serviceto Children, History
of Children’s Literature, Collection Development,
Serviceto Different Age Levds, Children’'s Li-
brary Reference Service, Reader’'s Advisory,
Booktaking and School Visits, Storytd ling and
Storytime, Services to Multicultural Populations,
Programming and Children’s Library Services and
the Internet.

When the 1997 edition was published, then CL EN-
Exchange editor, Marie Bryan, wrote, “Over the
past 15 years, hundreds of libraries in the United
States and other countries have utilized the Manual
as astaff training resource. We hope that this new
edition of the Manual will be of interest to you and
your library staff.” Her editor’s note added: “I
have a soft sport in my heart for this training tool,
since | spent hundreds of hours on its development
and revision. I'm glad to see that others find it
useful enough to haveit stay in print for 15 years!”

And now another five years have passed bringing
updated information for the 21st century and time-
tested quality!

Themanud is $50 (US) if prepaid; $60 (US) if
billing or an invoiceis required. The manua may
be purchased by contacting Brenda Stanbery,
North State Cooperative Library System,

259 North Villa Avenue, Willows, CA 95988
e-mail: bstan@glenncounty.net

phone: (530) 934-2173

fax: (530) 934-7156



Seque continued frompage 2
ence Services.

All conclude that the traditional reference skills of
welcoming, clarifying, instructing, evd uating and
citing sources, and foll owing-up on patron satis-
faction are essentid for effective virtual reference.
They are learning that each skill has anew context
in the on-line environment, where there are no
visual or verbal cues to the patron’s reaction. The
challenges are to overcome the limitati ons im-
posed by chat communi cation and to harness the
power of interacti ve, point-of-need reference
service.

Just as our persond experiences as library users
inform our face-to-face reference skill s, our
experiences as users of virtual reference will build
our capacity to providethis new service. For
library staff planning and implementing virtual
reference, Anytime, Anywhere Answers provides
resources and activities to explore, practice and
reflect on the skills they need.

If you want to check out the Web site for Anytime,
AnywhereAnswers, the URL and password can be
obtained from the VRS project coordinator, Buff
Hirko. She can be reached by phone at 360-704-
5206 or email a bhirko@secstate. wa.gov.
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