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INTRODUCTION

This manual was written by the South Central Training Team to assist other one-stop partnerships in creating a team that addresses partnership team building and training issues.

Our Training Team was created at the same time we were developing our one-stop centers.  We recognized that our one-stop partners needed to go beyond just being physically housed together, they needed to work together as a team.  In order to do that, our partners had to get to know each other and trust each other.

The Training Team organizes two training days each year.

[image: image4.wmf]
The team conducts a training needs assessment every two years to identify the training needs of staff.  We assess training needs in three areas:  one-stop partnership development, program/service issues, and professional development.

One of the first decisions made by the Training Team was to combine learning with fun.  We wanted to create an atmosphere conducive to staff mixing and getting to know each other.  
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[image: image7.wmf]Team-building exercises and icebreakers/mixers are developed by the Training Team to provide an opportunity for staff to get to know each other.  We assign staff to specific teams to ensure they mix with staff from other agencies and ask them to complete activities that combine learning with fun.

The second activity of our day is training.  Based on the Training Needs Assessment results, we bring in experts in specific training areas in which staff have expressed an interest.  Some examples of training areas rated highly by staff include:  Cultural Diversity, Violence in the Workplace, and Job Retention.  

In order to help staff become more knowledgeable about the programs and services of their partners, we feature a partner presentation at each training day.  We ask one partner to present information on their programs and services. The Training Team also provides take-home materials and products that will aid staff in their day-to-day work after the training day is over.

[image: image8.wmf]Finally, the Training Team evaluates each training day to ensure we are meeting the needs of staff, as well as our training day objectives.
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Our one-stop partnership has developed a second partnership team:  the Continuous Improvement Team.  This team develops tools for customer and staff feedback, facilitates a partnership self-assessment, and identifies areas for continuous improvement.  This manual also includes materials developed by the Continuous Improvement Team.

Good luck.  We are truly interested in your success, so please feel free to contact us if you have questions.

CREATING A TEAM

There are three essential elements in creating a successful team:

· Support and Empowerment from Management

· Identification of Team Members

· Team Facilitator

Support and Empowerment from Management

[image: image10.wmf]In order to establish a successful training team, there needs to be a foundation of support and empowerment from the management of the one-stop partners.  Managers need to understand and communicate the importance of team building and training in the success of one-stop centers.  To achieve true success, partners have to go beyond just being physically housed together.  They need to work together as a team to maximize the strengths and resources of each partner in order to provide comprehensive services for customers.  Investing in staff team building and training helps to build a team atmosphere of working together toward common goals.  Results include better communications between partners and an increase in referrals and customer satisfaction rates.

Management support is vital to your success.  You need to garner support from each of the managers of your one-stop partners.  We recommend approaching managers as a group, identifying the need for team building and training, and the outcomes you hope to achieve.  Stress how important it is that all agencies/staff in your partnership are included.

Once managers have made the decision to develop a team, they need to empower the team.  Empowerment includes:

· Giving the team authority to make decisions. 

· Financial resources. 

Managers should provide the team with a sense of a clear mission and expectations and then let the team work within those perimeters.  As an example, the charge to the team could be “to address the team building and common training needs of the partnership by providing two training sessions per year within a specified budget.”  Nothing stifles a creative team-process more than having to stop and get permission each time a decision needs to be made.  We have found that our local team makes very responsible decisions and has a good sense of when to discuss a decision with management.  

[image: image11.wmf]The team also needs to be empowered with financial resources to pay for the training days.  Some suggestions for funding include:

· Establish a consistent per person cost for each training day.  Each partner would be billed a per person cost for individuals from their agency attending the training session.  This may be as low as $20 per person if food and facilities are your only costs, or higher if you have additional expenses (i.e. speakers).

· Your local workforce investment board may be willing to contribute funding for team building and training activities.

· Your State office may have technical assistance and training dollars available to help you get started.

We currently charge a per person fee.  This is a consistent fee communicated to and understood by all managers and staff attending the training day.  Our local workforce investment board provides additional funding for speakers and other operating expenses. 
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Identification of Team Members

[image: image13.wmf]
The first recommendation to identify staff volunteers is common sense.  If you are going to have an effective team, you want members who are committed to being a part of the team.  We ask managers from each of the partners to identify staff volunteers who are willing to make the time commitment and are committed to our mission.

Secondly, you want team members who have an interest in developing team building and training.  It can be very discouraging and unproductive if you have members who do not have a genuine interest in your mission.  You want members who embrace partnership development and are interested in staff training issues.

Finally, you want members who reflect your partnership and your staff.  We recommend at least one member from each of your partners and possibly two from partners who have a large number of staff.  We also recommend that the team reflect the various staff positions.  As an example, our partnership consists of seven partners and our staff is made up of managers, counselors, and support staff.   Therefore, our team includes a representative from each of the partners and is made up of four counselors, four support staff and a manager.  The composition of your team is important because it creates staff buy-in.  
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We recommend eight to ten members on your team.  Having at least eight individuals spreads the workload out across a number of members.  However, more than ten members may create difficulty in making team decisions.

Team Facilitator

One member of the team should be identified as the team facilitator.  This is especially important when you initially come together as a team.  The facilitator’s responsibilities should include ensuring that meeting times have been set and notices sent to team members.  Other duties may include setting the agenda (based on team input) and facilitating the agenda.  Your team may want to rotate the position among its members or you may want to designate a person on your team who has good organizational skills.

We recommend setting regular meetings.  We meet once a month at the beginning of our planning process and then more frequently as the training day approaches.
[image: image45.wmf]
TRAINING NEEDS ASSESSMENT

Once your training team has been developed and a clear sense of mission established, it is time to begin the assessment process.  The Training Needs Assessment (Attachment 1) should be one of your first activities, as it identifies the training needs of your partnership staff and ensures you are developing training days that meet their needs.

[image: image16.wmf]We developed our assessment instrument by customizing a previously developed survey to meet our local needs.  The unique perspective of individual Training Team members was key to customizing the survey and identifying training areas of interest to staff.  We also reviewed recent state and national conference agendas to identify current workforce development issues.  Finally, we provide opportunities for staff to write-in other training topics not identified in the survey.

We categorized our training topics into three assessment areas:

· One-Stop Partnership Development

· Program/Service Issues

· Professional Development

[image: image17.wmf]For distribution and return of the surveys, we recommend developing a distribution list in which you divide all partnership staff among your training team members.  Ask the training team members to distribute the survey to the staff on their list. When the surveys are due, have them follow-up with the staff on their list to facilitate a good rate of return on the surveys.  It is important to strive to have all one-stop partnership staff complete the assessment to ensure your results are a true representation of staff training needs.

After the surveys have been returned, you will need to tally the results and identify your training priorities.  You may find the needs in one area “spill over” to another.  For example, staff may indicate under the Professional Development category they have training needs on “dealing with change.”  Under the Program/Service Issues portion of the assessment, they may indicate a need for training in “helping customers adapt to change.”  We identify a training area as a high priority if it is rated highly by staff across the partnership.
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The goal of the assessment process is to identify the current training needs of partnership staff.  Therefore, it is important to continue to assess staff training needs as they will change over time.  The Training Needs Assessment should be initiated, completed and reviewed on an on-going basis.  This process should be done at least every two years.  We also utilize the evaluations each training day to request updates from staff on their training needs.

[image: image19.wmf]When completing an assessment, it is very important to report the results of the assessment to staff and demonstrate how your training day has been developed based on those results.  Consequently, future Training Needs Assessment response rates should remain high, as staff will see that their input is valued and used in the development of the training days.  

Once your training priorities have been identified, it is time to begin planning your training day!
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Training Day

[image: image21.wmf]Once you have identified the training needs of staff, you are ready to plan a training day.  The South Central Training Team has established five main objectives for training days:

You will want to develop your own objectives so you can remain focused on a clear mission.  It will also help establish the basis of your evaluation.

Our partnership staff consists of 130 staff members from seven partnering agencies. We hold two, full day training sessions per year; one in the summer and one in the winter.  Team members work together as a group to create and plan the training days and individually, for research and preparation of materials.

The process begins with the team reviewing the Training Needs Assessment and evaluation results.  The team then brainstorms and discusses topics to focus upon.  A training topic is chosen, speakers are identified, and a theme for the day is selected.  

[image: image22.wmf]The next task is to pick a date for the training day.  Each team member asks their agency which dates would be most convenient and which dates to avoid.  If you are going to invite speakers for your training day, you may want to check their schedules also before selecting a final date.  After taking all the responses into consideration, a training date is selected.  

[image: image23.wmf]As we indicated previously, we develop a theme for each training day.  We use the theme to establish a fun and casual atmosphere, which is conducive to people mixing and getting to know each other.  The theme helps set the tone for the day and is key to achieving our goal to combine learning with fun.  The theme allows us to create colorful and coordinated notices, agendas, name tags, table placards, and take-home materials.  It also helps us to develop decorations for the registration tables and conference tables. We encourage staff to dress casually.  The Training Team sets an example by wearing “theme-related” clothes.  We create a tape or CD of music that fits our theme for the day.  Most of our props have been inexpensively purchased, created or brought from home by team members.  Utilizing a theme helps us to address all learning styles:  the visual learner, the audio learner and the kinetic learner.

[image: image24.wmf]
Once a training date has been set, you will need to book a facility.  We have held our training days both 

indoors and outdoors.  We have held our indoor training sessions in hotel conference rooms or at the local technical college.  Our outdoor sessions have been held at a picnic shelter in a local public park.  You need to take into consideration arrangements for sound systems, audio-visual equipment, Internet hookups, and any other equipment needs.  Parking is another area that needs to be considered.  Convenient, free or inexpensive parking is our objective.  

You will find in the responses to your training day evaluation that food is always an important part of the day.  We provide coffee, juice and rolls in the morning.  Lunch varies each time, examples include:  cold meat

buffets, hot meals, and outdoor barbecues.  We do accommodate people 

with special diets.  During afternoon breaks, we provide soda [image: image25.wmf]pop, water, and cookies/brownies (chocolate is frequently mentioned as very important in our evaluation responses!).  

[image: image26.wmf]We use the theme to create a flier asking staff to reserve the training date on their calendars (Attachment 2).  We try to send out this notice two to three months prior to the training day.  As the training date draws closer (approximately one month), a second flier is created asking staff to RSVP (Attachment 3).  The second notice should contain specific information including:   the training date, time, location, directions, parking instructions, meal choices, and content of the training day agenda. Staff are then asked to contact a training team member and RSVP by a certain date.  
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The next step is to develop the agenda (Attachment 4). The start and end time of our training day has been 9:00 a.m. to 3:30 p.m.  We have a nine-county workforce service area; therefore, this schedule accommodates individuals who have to drive a distance to the training.  

[image: image28.wmf]As we have indicated, one of our objectives is to assist staff from our various partners to get to know each other.  One way we address this is by assigning staff to specific tables or teams the day of the training.  We “mix up” the staff so each time they attend a training day they are sitting with a different group of individuals.  Once we have received the RSVPs and identified the staff who will be attending the training day, we group staff into teams ensuring a mix of partners on each team.  We do this by creating name tags for every staff member attending the training session.  Symbols are placed on each name tag (coordinating with the theme of the day) and these same symbols are placed on the tables. We ask staff to sit at the table that has the corresponding symbol on their name tag. We usually request a room set-up of individual tables that accommodates six to eight people.  This set-up is best for completing mixers/team-building exercises and for allowing staff to interact with each other.

We found as we began planning our training days that the unique talents of our team members emerged.  Some members like the creative process of [image: image29.wmf]developing the ice breakers and team builders, props, etc.; other members have the organizational skills needed to run an efficient registration table and develop take-home packets; and other members like public speaking and conduct the welcome, introduce the speakers and activities for the day.
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Our training day agenda centers around two main activities:  team building and training.  The next two chapters detail how we develop these activities.

Examples of Training Day Themes:
[image: image31.wmf]Summer Olympic Theme: The Training Team wore numbers resembling the numbers Olympic athletes wear.  We created name tags for staff that resembled Olympic medals and placed them on ribbons so they could be worn around their necks.  At the “Opening Ceremonies” we lit a torch, which we then extinguished at the “Closing Ceremonies.”  We played the Olympic theme music and national anthems of several countries.  Staff were assigned to teams based on Olympic events (i.e. bobsled team).  Our training subject that day was Cultural Diversity and our team-building exercise was matching national flags to countries on a world map.

Partner “Survivor” Theme: We asked staff to come dressed for survival.  We decorated the registration table with items such as rain sticks, seashells, survival handbooks, netting, and our tribal flag.  The team wore matching camouflage scarves. We prepared plates of chocolate mice and gummy worms for the conference tables.  Our music consisted of the theme from Survivor and other island music.  The team-building exercise was to create a “tribal” flag and our training topic was teamwork.

[image: image32.wmf]Cruise Ship Theme: The Training Team wore hats and badges resembling cruise ship staff. We played casino games in which staff were asked questions regarding the partnering agencies.  Casino money was made and prizes were given to the winning team.  The featured partner presentation used the cruise ship theme and our training subject was stress management.  Utilizing our staff directory pictures, we made individualized postcards as a memento of their “cruise.”

“Mission Possible” Theme: The Training Team wore all black.  We used the music from the Mission Impossible television show and developed a tape-recorded message to begin of the day.  Props such as a shoe telephone were also used.  Our team-building exercise was a cryptogram of our mission statement.  We also gave everyone a top-secret mission that included completing specific activities at a one-stop center and visiting their partners to obtain specific information prior to the next training day.





Team Building

[image: image33.wmf]One of our main training day agenda items is team building.

In addition to addressing our objectives, team-building activities are key to achieving our goal to combine learning with fun.  We do this by creating interesting, educational, and fun activities.  We also use this approach to assign staff to teams on the training days, where they are able to meet and network with other partnership staff.

Once we have decided on a training topic and theme for the day, we begin brainstorming team-building activities.  We generally have a short icebreaker/mixer first thing in the morning to set the tone for the day and a longer team-building exercise right after lunch to re-energize staff.

[image: image34.wmf]The team process is important when deciding on and developing team-building activities.  We begin by having team members brainstorm a number of activities.  The sources of our ideas are often activities members have done in the past, a favorite game show or word puzzle, resources on team-building activities (i.e. books, Internet, etc.), or an activity we develop based on our theme (i.e.  for the Survivor theme we had teams make tribal flags).  We then narrow our ideas based on what would fit best with our theme and training topic.  This usually develops into a very creative process where one team member will feed off another’s idea resulting in lively discussion and an excellent team-building activity for our training day.

[image: image35.wmf]One of the most important aspects of team building is separating staff into teams.  We are all creatures of habit and tend to sit with our peers from our own agencies at trainings.  By separating staff into teams, we ensure that staff mix with individuals from other partnering agencies.  As indicated before, we do this by placing a symbol on their name tag and asking staff to sit at the table with the same symbol (Attachment 5).  We encountered a few complaints the first time we did this; however, the complaints disappeared as staff began to realize the value of getting to know their partners.
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Icebreakers/Mixers/Energizers

[image: image37.wmf]Typically, at the start of the training day, we use a short icebreaker of about 15-30 minutes to help set the tone for the day. Teams are generally made up of six to eight people. Staff use the symbols on their name tags to determine which team they are on.  We choose exercises that demand the involvement of every team member. These activities assist our newly-formed teams to get to know each other and begin to bond as a team. To further energize the teams, we award prizes to the team that completes the icebreaker first.

Examples of Icebreakers:

School-to-Work Icebreaker –Staff shared their individual “school-to-work” story with their team and built a chart displaying the path they took to their current employment. This activity helps staff get to know each other by sharing their life/school/work experiences. 

Crossword Puzzle – The Training Team put together crossword puzzle questions and answers to build a customized puzzle.  Questions were [image: image38.wmf]based on one-stop center agencies with a few fun questions thrown in. The crossword puzzle was greatly enlarged (three feet by two feet) so team members could all work on it together.  (Attachment 6)

Cryptogram - We developed a cryptogram, which we enlarged on three feet by two feet paper. Teams worked on breaking the code of the cryptogram, which was our recently revised partnership mission statement.

[image: image39.wmf]The Castaways – The Training Team created an exercise for our Survivor theme day. Teams consisted of six people at a table. Slips with six different names were placed in coconuts on each table. Each person at the table drew a name and they became that person. These six people were stranded on a deserted island.  Five people could be rescued. The team needed to decide whom to leave behind. This exercise made people look at individuals more deeply and to see the potential in all people.
(Attachment 7)

Flag Matching – At our Olympics/Diversity training session, we purchased large world maps.  We printed out mini flags of 36 countries.  Each team needed to determine which country the flags represented and used glue sticks to attach the flags to the appropriate countries on the map.   

Team-Building Exercises
[image: image40.wmf]The teams that are formed to participate in the icebreaker at the start of the training day typically remain together for the entire day. Later in the day, we ask staff to participate in a second activity that is usually longer in duration; typically an hour or longer and is more comprehensive.  As with the icebreaker, we choose team-building exercises that are fun, demand the involvement of every team member at the table, and provide information on the programs and services of our partnership.   To encourage active participation, we usually award prizes to the winning team members.  

We create most of our team-building exercises by having Training Team members individually prepare questions/information on their respective agencies and then we compile the information to use in our exercises.  

Examples of Team-Building Exercises:

Partner Feud – The Training Team developed this exercise based on the Family Feud TV game show. The team created the game boards and other necessary props.  We assembled questions related to services provided by the partner agencies. We also incorporated some fun questions.  We followed the rules of the TV game show. We had several games going at the same time. Training Team members acted as the game hosts. Teams had to come up with the answers to the questions in order to earn points. The winning team won prizes.  Staff appeared to have a great deal of fun playing this game and learned about partner services at the same time.  (Attachment 8)
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Who Wants to Be a Million Dollar Partner – The Training Team developed questions about the programs and services of our one-stop center partners and created our own version of this popular TV game show.  We used a Power Point presentation on a lap top computer to simulate the game show.

[image: image42.wmf]Informational Treasure Hunt – The Training Team put together 58 questions about the programs and services of our one-stop partners. Teams worked together to answer questions on the Treasure Hunt sheets. After a period of time, team members were encouraged to “hunt” for the answers to the questions by asking staff from other partnering agencies.  (Attachment 9)

Family Simulation – Staff were assigned a family and given a scenario they had to play out.  Most families were in need of jobs or services typically provided by one-stop center partners or other human service agencies.  Training Team members played roles associated with service providers and other businesses such as grocery stores, banks, food shelves, pawnshops, and law enforcement. This activity allowed staff to work together with their families in order to receive services and provide for their families. It also provided insights on the challenges and frustrations our customers face.

Staff Recognition

The managers of our one-stop centers suggested developing a method for recognizing the partnership efforts of staff. The Continuous Improvement Team took on this project and developed four recognition categories and criteria. Once a year a memo asking for nominations is sent to all staff. To make a nomination, a staff member needs to submit an entry to the Continuous Improvement Team. The entry includes the nominated person’s [image: image43.wmf]name, the award category, a brief reason why the person is being nominated and the name and phone number of the person making the nomination. The awards are presented at our annual outdoor training session. The person who submitted the nomination is asked to read their nomination entry at the awards presentation.  A framed certificate is given to the award recipients.   (Attachment 10)

Homework Assignments

[image: image44.wmf]For a number of years, our Training Team had been bringing staff together on training days so we could learn about each other and the respective agencies for which we work.  We could see staff were now comfortable interacting with each other at the training days. The Training Team wanted to take team building to the next level. We felt staff needed to continue interaction outside of the scheduled training days.  We developed the concept of a homework assignment asking staff to visit their partners.  Realizing the word homework can be distasteful; we used a Mission Possible theme.  We presented each staff member with a packet labeled “Top Secret.”  Inside the packets were missions involving each partnering agency. In order to complete the missions, staff needed to individually visit a one-stop center and obtain brochures, business cards or other information.  Staff could earn bonus points by searching for certain information on each agency's web site. Staff was given three months to complete this project in order to accommodate busy staff schedules.  A reward was given to each staff member who accomplished the mission.  (Attachment 11)

Prizes and Birthday Greetings

Prizes have always been a major part of our training days.  The prizes add some fun to the day and promotes teamwork.   We give out prizes in a number of ways:

· We hold drawings for door prizes. 

· We had a jar of candy and asked staff to guess the amount of candy in the jar.

· At the end of our team competitions we always award prizes to the winning teams.

We obtain our prizes by asking our partnering agencies to donate promotional items. Occasionally, we have purchased inexpensive items to be given away.  We have also used left over supplies and food, such as a plate of cookies or brownies.  

On one of the training days, we asked staff to supply their birthday (month and day only) on the registration form.  We then compiled a list of staff member's birthdays by month.  Each Training Team member is assigned a month and is responsible for sending an electronic birthday greeting to everyone who's birthday falls in the assigned month.  We use the free of charge Internet electronic greeting card services such as www.greetings.yahoo.com, www.hallmark.com and www.disney.com.  Sending birthday greetings helps reinforce that the Training Team is an on-going entity and not just available on training days. It is a reminder that the Training Team can be contacted at any time for concerns, suggestions, and information. It is also the Training Team's way to thank staff for their support of the training days.
Contact Us


We can provide samples and additional information on any of the team-building ideas described in this chapter. To request additional information, simply contact any Training Team member listed in the Contact Information section.  Or better yet, contact us and find out when our next training day will be held and join us for a training day experience.

TRAINING

Our training day agenda focuses on two areas:  team building and training.  We discussed how we develop team building in the previous chapter.  In this chapter we will focus on how we develop training.

Training Sessions

Your first step in developing training is to identify your training needs.  The Training Team utilizes three sources of information to identify the training needs of the partnership:  the Training Needs Assessment, evaluation results from each training day, and listening to input from management and staff.  These three valuable sources of information provide the foundation to ensure training sessions meet staff needs.  The Training Team reviews the information and identifies the training needs that are common across the partnership; these common training needs are designated as our high priorities.  As indicated under the Training Needs Assessment chapter, we categorize training topics into three areas:  One-Stop Partnership Development, Program/Service Issues and Professional Development. 

Examples of our current Partnership Development priorities:

· Get to know staff from partnering agencies.

· Partner updates.

· Opportunity for staff across partnership to share ideas, experiences, concerns, and successes.

Examples of our current Program/Service priorities:

· Working with individuals with mental health issues.

· Helping individuals adapt to change.

· Job Search and Job Retention (barriers, tools/resources).

Examples of our current Professional Development priorities:

· Fun in the workplace.

· Staying motivated.

· Dealing with change.

Once you have ascertained your training priorities, you will need to identify experts in those training areas.  Our two primary considerations in identifying speakers/ facilitators are quality (experienced and highly recommended) and cost.  These two considerations often compete against each other; however, we have found it is achievable.  Many times there are experts right within your State and local workforce development system who are willing to present at low or no cost.

We use several methods to determine the quality of speakers.  Our preferred method is a recommendation from someone who has actually attended one of the speaker’s training sessions.  When this is not possible, we review the speaker’s history, references, qualifications, and materials.  Presentation style is an important consideration in booking a speaker.  Does the speaker use an interactive training approach and limit the use of lecture?  Can the presentation be customized to make it relevant to workforce development professionals?  Is the speaker’s approach high energy and motivational?

The entire training team should be involved in the decision to book a presenter; however, you will want to assign one or two team members to be in contact with the presenter.  They will be responsible for booking the speaker, identifying and addressing any equipment needs or other special needs, and obtaining any handout materials that need to be copied and included in the take-home packets.  It is also important that your contact person communicates to the presenter:  who the partnership is, what it does, the theme for the day, etc., to enable the presenter to customize their presentation to your audience.  Emphasize to the presenter the importance of an interactive, motivational presentation style.

Partner Presentations

In order for training day participants to become more knowledgeable about the programs and services of their one-stop partners, we recommend having a “featured partner” each training day.  

We give the featured partner 30-60 minutes of our training day agenda, based on their needs.  We ask them to develop a presentation on their programs and services, or on some aspect of their programs/services.  Again, we recommend a presentation style that is interactive or combines learning with fun.  We discuss the theme of the training day with the featured partner and also let them know the Training Team will provide support for them if needed.   Again, you will need to identify if they have any equipment, special needs, and handout materials prior to the training day.


Examples of Featured Partner Presentations:

· Employment Services provided an overview of their Creative Job Search Class.

· Rehabilitation Services presented a “theme-related” Power Point presentation that overviewed their programs, services, and staff.  They also showed a video on how to interact with customers with disabilities.

· Displaced Homemaker program staff presented their “Self-Esteem” workshop.

· Services for the Blind showed a video entitled, “What Do You Do When You Meet a Blind Person”.  This was followed up with a skit modeling what you should and should not do.

Products and Services

A key component to quality training is providing your audience with useful tools they can use in their day-to-day work after the training day is over.

The products and services developed by the Training Team were made to positively impact staff’s day-to-day performance of their job duties.  Helping staff provide quality customer service and appropriate referrals is our primary goal in developing these tangible products.  

Take-Home Packets

For each training session, the Training Team puts together take-home packets for all staff.  The packets generally contain materials for the training day and tools that can be used back at the office.  Examples of items put into take-home packets include the agenda, evaluation forms, agency information, brochures, newsletters, updated staff directories, and speaker handouts.   Because many of our training sessions involve a lot of activity and moving about, we place name tags on the front of each packet.  This allows staff to easily locate their own packets throughout the day.  We use colored, two-pocket folders when we have indoor training, and large white envelopes when training outdoors.  This helps cut down on papers flying around.  

Our partnership has created some useful tools for staff to use when working with their customers.  The following are descriptions of these tools.

Staff Directory 
We have developed a staff directory which includes an individual listing of all partnership staff for ease of communication between staff members.  The Training Team updates and reprints the directory for each training session. Initially, it was an informational directory only.  Now it is also a photo directory, containing a color photo of each staff member of our one-stop partnership.  This directory is very beneficial when referring a customer to another staff member in a partnering agency, as the information can be quickly retrieved and the customer can see with whom they will be meeting.  Information contained in the directory includes job titles, addresses, phone numbers, fax numbers, and e-mail addresses.  The directory contains an alphabetical listing of all staff, a listing by agency, and by community.  (Attachment 12)


Partner Brochure
The partner brochure is a desk reference for staff that was developed to provide information on the services offered by the partnering agencies.  This is one of the first tools that the Training Team provided in the take-home packets.  The Training Team gathered one-stop partner information on:  program services, eligibility requirements, referral information, and information on whom to contact for services.  A tiered, referral hand-out was developed that included information on each of the partnering agencies and contact information.   (Attachment 13)

Comment Card


In order to continue to improve our one-stop center services, we needed to obtain feedback from our customers.  A comment card was developed to provide a method for customers to give us their feedback.  The card is entitled “How Did We Do Today?” and is given to or picked up by customers when visiting the one-stop center.  The form can be filled out immediately and placed into a drop box located in the one-stop center or it can be mailed back postage free.  Customers have a choice of being anonymous or writing in their name, address and phone number if they desire a personal response.  Comment cards ask customers to rate our services and provides space to indicate what they like about the services and suggested areas of improvement.  The Continuous Improvement Team tabulates the results and shares them with all staff on training days.  Supervisors are informed of any comments directed at their agency, whether it be positive feedback or need for improvement.  Customers who include their name and address on the comment card are sent a personal letter thanking them for their comments along with a response on how we will address any issues they raised.  (Attachment 14)


Point of Service - Customer Service Survey 

Customer Service Surveys are conducted one day each quarter at each one-stop center.  Customers leaving the one-stop center are asked to complete a survey regarding services they received during their visit.  The purpose of the survey is to identify customer satisfaction and to obtain feedback to improve our programs and services.  The surveys are tabulated and results are provided to all staff in their take-home packets at each training day.  The results are also used in developing our partnership goals for the year.  (Attachment 15)

Menu of Services

Through our customer satisfaction surveys, we received feedback from our customers indicating they were not aware of all the programs and services we had available at our one-stop centers.  As a result, a customer menu of services was developed.  (Attachment 16)

When customers enter the one-stop center, especially for the first time, we make available at the reception desk our menu of services, entitled “How Can We Help You?”  The form contains a “menu” of the services provided at the one-stop center along with simple check-off boxes where customers can indicate all of the services in which they are interested. The form also contains an area to write in services not listed or to ask to talk to someone for assistance in determining needs.

A similar menu of services has been created for employers.  This menu lists all of the services with which the one-stop center can assist employers.  The menu can be mailed out to employers, given to employers when staff visit the job site, or when employers visit the one-stop center.

Communications

As our Training Team began meeting and developing training, it became apparent that we needed a good communications network that included all staff of our one-stop partners.

As a result, one of our Training Team members serves as our database/ information manager who maintains a list of current partnership staff. This person maintains and updates the database in order to communicate with team members, partners and staff as the need arises.  Three methods of communication have been developed:

Distribution List:   A distribution list was developed to be able to hand deliver fliers, surveys, etc. to all partnership staff.  The list was developed by geographic location and divided among the Training Team members who are responsible for distribution of materials to staff on their list.

Staff Directory:  Communication is eased with the use of the Staff Directory which provides a staff picture, name, telephone number, agency and location.  The database/information manager is our contact point for maintaining current staff/agency information.

E-Mail:  Various e-mail groups have been established for ease and instant communication.  One e-mail group was developed to allow us to send instant e-mails to all 130 staff members in our partnership and another was developed for Training Team members.
Evaluation

Evaluation revolves around one basic concept:  Are you meeting the objectives or outcomes that you have set for yourself?  This section of the manual will focus on the evaluation process that we have used in conjunction with our training days.  

Staff Evaluation:

Evaluation is a process as much as a source of invaluable information.  Our process of evaluation has evolved over the existence of the Training Team.  The first type of evaluation we conducted was a simple survey administered at the end of each training day.  Staff were asked to rate features of the training day including:  speaker(s), presentations, team-building exercises, take-home materials, food, and facilities.  Although this provided us with invaluable feedback on the training days, we later realized that it did not measure how we were doing based on our objectives.  

This was an important lesson.  You need to ensure you include questions based on your objectives.  Therefore, the next step in our evaluation process was the inclusion of outcome questions to discover whether or not we were achieving our objectives (Attachment 17).  We included questions specific to our objectives:  

· Did the training day help you get to know staff from other agencies in our partnership?

· Did the training day help to make you feel part of a larger team?

· Did the training day build better communications between you and your partners?

· Did the training day result in your being more knowledgeable about the programs and services of your partners?

· Did the training day address your training needs?

It is important to also include open-ended questions so staff has ample space to write in any comments or suggestions they may have.

Other Evaluation Methods:

Customer:  Recognizing that the overall mission of any workforce development organization is improved customer services, we also recommend that you review customer satisfaction results.  The Training Team reviews customer satisfaction survey results to determine if the training days have had an impact on customer satisfaction rates.  Preliminary results for the Training Team have shown that customer satisfaction has increased and customer complaints have decreased.    

Attendance:  A secondary measure of the quality of training days is attendance.  It is important to track trends on how many staff are attending the training days.  If the training day is valuable to staff, you should maintain consistent attendance levels.  If attendance is declining, it could be an indicator that you are not meeting the needs of your staff.  If this should occur, we recommend that your training team members talk with their peers to identify why attendance is declining.

Results:

Once you have collected the data, what do you do with it?  


The data we collect has been useful for several reasons.  The data allows the Training Team to adjust very quickly to the needs of the staff.  The feedback, especially the written comments, provides useful insight into what the staff like, dislike, and whether or not you are meeting their needs.  Because we only provide two training days per year, we are able to make any necessary adjustments prior to the next training date.  

Once you have received feedback from staff, it is important to communicate the changes you have made as a result of their feedback.  This encourages staff to continue to give you feedback, as they recognize that you are willing to make changes based on their input.  It will also confirm your commitment to develop training days based on their needs.

When reviewing your results, it is important to consider your response rate.  If your response rate is low (less than 50%) you will need to re-examine your evaluation process.  This is a good time to re-evaluate the length of your survey and when/how you are distributing it.  The survey must be handed out before the end of the day.  You will want to avoid distributing the survey as staff are putting on their coats.  We recommend including the survey in their packets and providing a specific time within your agenda at the end of the day to fill out the evaluation.  You may also examine the drop location of the surveys (is it convenient and well-marked?).  Your aim is to have a response rate high enough (at least 70%) to ensure your results come from a representative sample of staff.



You will note, as you review this manual, that our entire process is based on a continuous improvement model of:  assessment, planning, implementation, and evaluation.









































































Therefore, your final step under evaluation is to include your evaluation results as part of your assessment and begin the entire process again.

CONTACT INFORMATION

The South Central Training Team is committed to assisting other one-stop partnerships in developing their own team to address partnership team building and training issues.

If at any time you have questions or would like copies of any of the materials or exercises we have developed, feel free to use the following information to contact a team member.

Team members can be made available to meet with your team (schedules and funds permitting) upon request.  Also, you are always welcome to attend one of our Training Team meetings or training days.

Once again, good luck on developing your team.  We are truly interested in your success, so feel free to contact us at anytime.



Team Members

Laura Bealey

Job Counselor

MRCI

Watonwan County Employment & Training

710 Second Avenue S.

St. James, MN 56081

Telephone: 507 375-1262

Fax:  507 375-3547

E-mail:   lsbealey@hotmail.com
Web:  http://mnic.net/-mrci 

Cindi Bents

Senior Customer Service Rep.

REHABILITATION SERVICES

923 N. State St. Suite 110

Fairmont, MN 56031

Telephone: 507 235-5518

Fax: 507 238-4214

E-mail: cbents@ngwmail.des.state.mn.us

Web: http://www.mnwfc.org/rehab/
Ada Grafing

Support Specialist

MINNESOTA VALLEY ACTION COUNCIL

Box 34

LeCenter, MN 56057-0034

Telephone: 507 357-4246

Fax:  507 357-4246

E-mail: agrafing@mvac.mankato.mn.us
Web site: http://www.mnvac.org
Diane Halvorson

Assistant Director

SOUTH CENTRAL WORKFORCE COUNCIL

410 Jackson Street

P.O. Box 3327

Mankato, MN 56002-3327

Telephone: 507 345-2408

Fax: 507 345-2414

E-mail: diane@mvac.mankato.mn.us
Web: http://www.workforcecouncil.com
Nancy Lager

Senior Office & Administrative Specialist

REHABILITATION SERVICES

Phelps Hall

100 Freeman Dr.

St. Peter, MN  56082

Telephone: 507 931-7180

Fax: 507 931-7806

E-mail: nancy.lager@state.mn.us
Web:  http://www.mnwfc.org/rehab/
Colleen Recker

Family Resource Coordinator

MINNESOTA VALLEY ACTION COUNCIL

923 N State St, Suite 110

Fairmont, MN  56031

Phone 507-235-5518

Fax 507-238-4214

E-mail: crecker@ngwmail.des.state.mn.us
Web: http://www.mnvac.org
Cindy Rossow

Senior Office & Administrative Specialist

JOB SERVICE

12 Civic Center Plaza, Suite 1600A

Mankato, MN 56001

Telephone: 507 389-6723

Fax: 507 389-2708

E-mail: crossow@ngwmail.des.state.mn.us
Web: http://www.mnwfc.org
Maureen Toonkel

Career Rehabilitation Counselor

SERVICES FOR THE BLIND

12 Civic Center Plaza, Suite 1600B

Mankato, MN 56001-7797

Telephone: 507 389-6324

Fax: 507 389-6097

E-mail: mtoonkel@ngwmail.des.state.mn.us
Web: http://www.mnwfc.org/ssb/
Wendy Wyant

Peer Counselor

LIFE-WORK PLANNING CENTER

201 North Broad St., Suite 100

Union Square Business Center

Mankato, MN 56001

Telephone: 507 345-1577

Fax: 507 345-1469

E-mail: wendy@mnic.net
Web: http://www.lwpc.org
South Central Training Team

Biographies

Laura Bealey, Job Counselor, Mankato Rehabilitation Services Inc. (MRCI)

Laura has worked for MRCI for two years.  She currently works as a job counselor providing employment services for the Minnesota Family Investment Program (TANF) and the welfare-to-work population in Watonwan County.  Prior to her employment with MRCI, Laura had 20 years of experience in private business.  Laura has her Masters Degree in Rehabilitation Counseling. 

Cindi Bents, Senior Customer Service Representative, Rehabilitation Services

Cindi has worked for Rehabilitation Services for 13 years and prior to that worked for Job Service for 5 years.  Cindi currently works with persons with disabilities to help them find employment.  She completes the initial intake and follow-up.  She and one counselor provide services for two rural counties through the Fairmont WorkForce Center with a caseload of approximately 120 individuals.  Cindi also provides clerical support.  

Ada Grafing, Support Specialist, Minnesota Valley Action Council

Ada has worked for Minnesota Valley Action Council for five years.  Ada currently provides eligibility determination and services to residents of one rural county in the areas of energy assistance, WIC nutrition program, Summer Youth Employment and emergency funding for crisis assistance.  Ada also provides support for welfare-to-work employment services and provides referrals to area resources.   

Diane Halvorson, Assistant Director, South Central WorkForce Council

Diane has worked for the SC WorkForce Council for over 17 years.  Diane’s responsibilities include planning and oversight for Federal and State workforce development programs and staffing for the SC WorkForce Council and Youth Council.  Diane is a member of the South Central Training Team and the South Central Continuous Improvement Team.  These teams focus on partnership development and continuous improvement of the local one-stop center system.

Nancy Lager, Senior Office and Administrative Specialist, Rehabilitation Services

Nancy has worked for Rehabilitation Services for over 21 years.  Nancy currently assists the area manager in providing office management and budgetary services in three locations.  In addition to providing case aide assistance for two rehabilitation counselors and one vocational supervisor, Nancy also supervises one customer service specialist.

Colleen Recker, Family Resource Coordinator, Minnesota Valley Action Council

Colleen has been with Minnesota Valley Action Council for one year.  Colleen currently provides WIA services to youth, adults and dislocated workers.  Colleen also provides services through a state dislocated worker and youth program, as well as administers a senior employment program in one rural county.  Colleen has a Bachelors degree in Social Work and is a MN State Licensed Social Worker.

Cindy Rossow, Senior Office & Administrative Specialist, Mankato WorkForce Center

Cindy has worked for the employment service division of the Minnesota Department of Economic Security for over 19 years.  In addition to providing Creative Job Seeking Skills classes and group orientations at the WorkForce Center, Cindy also provides administrative support for WIA training programs.

Maureen Toonkel, Career Rehabilitation Counselor, Services for the Blind

Maureen has worked for Services for the Blind for over 24 years.  Maureen works with blind and visually impaired persons providing services to foster independence, employment and economic security.  Maureen has a Masters degree in Vocational Rehabilitation Counseling and a Bachelors degree in Psychology.

Wendy Wyant, Peer Counselor, Life-Work Planning Center

Wendy has been with the Life-Work Planning Center for four years.  Wendy provides personal growth and career development services for women in transition.  She specializes in conducting assertiveness trainings, teaching computer classes and providing in-depth career counseling.  Wendy has 15 years experience coaching speech and debate at the high school level and is currently working on her Masters degree in Speech Communications. 

The objectives of our training days are to help staff:


Get to know and trust each other.


Feel like they are a part of a larger team.


Build better communications between partners.


Become more knowledgeable about the programs and services of their partners.


Address the training needs they have in common with their partners.








Combining learning with fun:


Provide a casual atmosphere.


Develop a theme for each training day.


Provide opportunities for staff to mix with individuals from other agencies.


Request that all speakers/facilitators use an interactive training approach and limit the use of lecture.





Our training day agenda centers around two main activities:


Team building 


Training











This manual details how to: 


Create a team.


Conduct a training needs assessment.


Develop a training day.


Develop team-building activities.


Provide training activities.


Provide products and services.


Evaluate results.
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There are three essential elements in creating a successful team:


Support and Empowerment from Management


Identification of Team Members


Team Facilitator








Empowerment includes:


Giving the team authority to make decisions


Financial resources   








We have three recommendations for identifying team members.  Team members should be:


Staff volunteers


Staff interested in team building and training issues


A reflection of partnership staff








Staff have a sense of ownership in a team made up of their peers and feel they can freely communicate their needs, likes, and dislikes with team members.








Your team should model what your partnership can become:  individual members who bring unique resources together to achieve common goals.








The unique perspective of individual team members is key to developing a good assessment instrument.











Training team members should follow-up with staff to ensure a good rate of return on the surveys.








The goal of the assessment process is to identify the current training needs of staff.





It is important to demonstrate your training day has been developed based on assessment results.








The objectives of our training days is to help staff:


Get to know and trust each other.


Feel like they are part of a larger team.


Build better communications between partners.


Become more knowledgeable about the programs and services of their partners.


Address the training needs they have in common with their partners.








Tips on combining learning with fun:


Provide a casual atmosphere.


Develop a theme for each training day.


Provide opportunities for staff to mix with individuals from other agencies.


Request that all training day participants use an interactive training approach and limit the use of “lecture”.
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We try to schedule high-energy exercises and activities the first thing in the morning to set the tone for the day and right after lunch to keep staff energized.








We believe what makes our team successful is:


We respect and value the unique talents each team member brings to the table.


The individual work each team member contributes to the training day.








12 Step Summary for Developing a Training Day





Review Training Needs Assessment results and previous      evaluation results.


Research, brainstorm, and select training topic/speakers.


Identify a date for the training day.


Select a ‘theme” for the day.


Select a “featured partner” to present information on their    programs and services.


Book speakers, facility, and food.


Send out “reserve this date” notice two to three months prior to the training day.


Create mixers/team-building exercises.  


Send out invitations with RSVP about one month prior to the training day.


Finalize agenda and take-home packets.


Group staff into teams (assign staff to specific tables) and make name tags.


Assign specific duties for Training Team members the day of the training. 











� EMBED MS_ClipArt_Gallery.5  ���





We use team-building activities to address four of our five objectives:


Staff get to know and trust each other.


Staff feel like they are part of a larger team.


Staff build better communication with their partners.


Staff become more knowledgeable about the programs and services of their partners.








In this chapter we will describe five areas of team building: 


Icebreakers/Mixers/Energizers


Team-Building Exercises


Staff Recognition


Homework Assignments


Prizes and Birthday Greetings








One of the most important aspects of team building is separating staff into teams.
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We use training activities to meet two of our objectives:


Help staff become more knowledgeable about the programs and services of their partners.


Address the common training needs of the partnership.








Identify training that meets the needs of staff by utilizing:


Training Needs Assessment


Evaluation Results


Input from Management and Staff








Two considerations in identifying speakers: 


Quality


Cost





Preferred presentation styles: 


Interactive


Relevant


High Energy


Motivational








The increased knowledge of our partners’ programs and services facilitates referrals and strengthens our ability to provide comprehensive services to our customers.








This chapter will describe the following products and services:


Take-Home Packets


Staff Directory


Partner Brochure


Comment Card


Point of Service –Customer Satisfaction Surveys


Menu of Services


Communication Network
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Helping staff provide quality customer service and appropriate referrals is our primary goal in developing these products.  
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In order to continue to improve our one-stop center services, we need to obtain feedback from our customers.  








� EMBED MS_ClipArt_Gallery.5  ���





The purpose of evaluation is to determine if you are achieving your objectives.








The evaluation results are used to determine the quality of the training days in two distinct ways:  


Determining the quality of the specific features of the training day (i.e. presentations, facilities, etc.). 


The overall effectiveness of the training day as it relates to your objectives.








It is important to communicate to staff the changes you have made as a result of their feedback.





Evaluation Process





When determining your evaluation process you should begin by asking these questions:


Why are you evaluating?


Who will be evaluated?


What will be evaluated?


How do you evaluate?


When will you evaluate?


Where will you evaluate?








Assessment





Implementation





Evaluation





Planning
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