Training Goals and Objectives for Cross Training Circulation Staff
Part I  -  Shadowing Checklist 
Goals: Facilitative Tasks  - To be able to do the following facilitative tasks independently and  

                               
   To be able to coach a client through them: 


      Answering phone calls at the Information Desk

____ ____
Answer question

____ ____
Place on Hold

____ ____
Transfer


     ____ ____
    Facilitated


     ____ ____
    Direct



     Tax form basics
____ ____
What we have

____ ____
Homestead

____ ____
Sign for “which form to use”

____ ____
Printing schedules at express computer

____ ____
Finding forms on IRS.gov


     Evanced

____ ____
Looking up room booking

____ ____
Booking rooms

____ ____
Class reservations
____ ____ILL

____ ____Wiscat 

____ ____Worldcat
____ ____Purchase Requests
____ ____Question Box


    Copy Machines: 

____ ____   
Photocopying documents

____ ____   
Scanning documents to flash drive

____ ____Microfilm use

____ ____Equipment available for sign-out,

____ ____Lost and found procedures



     Common questions with public computers – 

____ ____
password resets 

____ ____
managing SAM sessions 

____ ____
SAM printing, 

____ ____
frequently asked browser questions, 

____ ____
printer friendly options in web pages

____ ____
finding files for uploads and attachments
· Staff member recognizes a reference question when it is asked.

· Staff know that any subject can be a “reference” question.

· Staff member refers/collaborates with coworkers with questions she cannot answer.

· Staff member knows that giving up (quitting, not referring) is not an option.

· Staff member learns about “normal” reference situations and patrons. (They will learn about the “exceptions” –“not normal” patrons -  later)


· Staff member can start a search to find information requested.

Part II  -  Working at the Information Desk

Search Skills  -  Objectives

· Information Organization Systems

· organization systems, classification systems, formal subject headings, keyword searching.  Editorial choice – why does the editor include or not include certain things?  Why might the editor arrange things the way they do?
· Classification system examples:  Dewey, SIC/NAICS codes, Lineus  (Phyla, Class, Order, Family, Genus, Species), Medical books arranging diseases by body system affected

· Information Access

· How to find information within a source.   Indexing styles, using table of contents, statistical tables.  Referring to  introductions and “how to use this source” sections
· Analysis 

· Interpreting information found.
· Patrons

· How patrons use information.  How patrons might phrase questions.  Common assumptions of patrons in certain situations.   Issues patrons might have with certain kinds of information.
· Reading level

· Cognitive level (age appropriateness)

· Quick information vs in-depth

· Patron’s possible state of mind, when asking certain kinds of questions.

· How patrons might use certain kinds of information

· Focus on normal patrons – very little talk of exceptions

· Evaluation / Verification
· Is this good information?  Is it appropriate for this specific patron and question? 
· Editions; publication date (when is old information valid, when is it questionable?)
· Citing Sources
· Some reference items are too complicated to learn “on the fly” with a patron in front of you.

Examples:   auto price guides, local history sources, etc

