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Foreword

High on the list of subjects I wish I’d known more about when I started work was how to get other people to do new things. As the most recent hire and only person in my library who had ever tried database searching (this was a very long time ago!), I was made responsible for all technology-related reference activities. This work fell under “other duties as assigned,” and the more experienced librarians seemed quite happy to let the new kid cope with the new tasks.

I, of course, wanted my colleagues to adopt the new technologies and incorporate them into their normal work routines. I tried asking them. I tried telling them. I even—with management’s support—tried training them. But my notion of training was steeped in library traditions that venerate information and expertise. My approach went something like this:


	Find a smart, authoritative person—an expert—who knows a lot about the topic.

	Put that expert in a room with a bunch of comparatively ignorant (!) adults, the trainees.

	Have the expert tell the trainees, in excruciating detail, what she knows, including what to do and how to do it.

	The trainees will now understand the topic and change their behavior accordingly.

	Or not.



The biggest problem with this approach is that it worked, sort of. Humans are a resilient species and can manage to learn under just about any circumstances. We did see modest improvements in the use of new technologies. It was also easy to document this kind of training on quarterly reports. Objective: Train at least 25 staff members in new search strategies. Check.

Even when this approach didn’t work, we could always blame the trainees, who had, after all, been given all the necessary information. If they failed to modify their work habits, they apparently weren’t well motivated, or feared change, or hadn’t been paying proper attention. Their problem, not the trainer’s.

Luckily for my long-suffering trainees, this “get the information right and all else will follow” approach can be pretty boring for the trainer after a while. If the content doesn’t change, there’s not much a trainer can do to keep things interesting for herself. So, for largely selfish reasons, I began to experiment with new techniques for delivering the material. The real breakthrough came when I realized that information is transferred much more readily when both the trainer and the trainees are interested and engaged in exploration.

I stopped trying to be an expert and started trying to be a facilitator. My job became supporting and encouraging other people’s learning and discovery processes, while resisting my own deep-seated reference librarian’s inclination to just tell them the right answers. It turned out that it was a lot more fun to provide training in this more collaborative way, and the experience was different every time. The training was much more effective as well. People started getting it, quickly and easily. Better yet, they started using what they learned, integrating the new skills and concepts seamlessly into their daily lives.

I wish I’d had this book to help me figure all that out when I was just getting started as a trainer. Stephanie Gerding’s clear, well-organized, and supremely practical advice would have saved me time, trepidation, and a lot of embarrassing trial and error. Stephanie offers insights into training successfully in any kind of library setting, from formal courses to “teachable moments” at the desk or in the stacks. Step by step, with plenty of references, checklists, templates, examples, and insider tips from the library community’s top trainers, her book will enable you to:


	Train others to use technology resources more effectively

	Communicate training information in a way that is clear, concise, and memorable

	Help your learners to become more self sufficient and self-motivating

	Deal effectively with “difficult” learners in a way that both serves them and keeps your own blood pressure down



It’ll also make the training experience lots more enjoyable for you, the trainer—rookie or experienced, “accidental” or otherwise. Do yourself a favor and dive right in.

Joan Frye Williams

Library and Information Technology Consultant
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About the Web Site

stephaniegerding.com/accidentaltechtrainer

This book contains a number of useful Web sites and resources for accidental library technology trainers. An accompanying Web site has been created, which includes all of the links from this book and also new resources and articles of interest. To access it, go to stephaniegerding.com/accidentaltechtrainer. Please e-mail your comments or additions to the author at sgerding@stephaniegerding.com.

Disclaimer

Neither the publisher nor the author makes any claim as to the results that may be obtained through the use of this Web site or of any of the Internet resources it references or links to. Neither publisher nor author will be held liable for any results, or lack thereof, obtained by the use of this page or any of its links; for any third-party changes; or for any hardware, software, or other problems that may occur as the result of using it. This Web site is subject to change or discontinuation without notice at the discretion of the publisher and author.






Introduction

You are most likely reading this book because you are an accidental library technology trainer. Congratulations, and welcome to a large and growing group!

This book is for the many librarians who find themselves responsible for conducting technology training, whether in a computer lab, a classroom, or just one-on-one with the public. It provides reassurance by conveying practical methods for training success. Many new—and long-term—librarians are surprised to find that training is a large part of their jobs, despite the fact that they may not have been taught training skills in library school. Training may seem like a huge mystery, but with the help of this book, readers will be able to train more effectively, require less preparation time, and have successful training experiences in their libraries.

The Accidental Technology Trainer: A Guide for Libraries provides the tools and instruction you need, along with advice from library training experts with much wisdom to share. This book addresses the most common concerns I’ve heard from new trainers, including fear of failure, lack of confidence in front of groups, fear of public speaking, uncertainty about how to deal with difficult or unexpected situations, and worry about all the planning and details involved with training. If you are faced with technology training needs, are not sure what to do, or feel like you are flying by the seat of your pants, this book gives you the techniques, methods, and inspiration to go out and thrive as a trainer!

This book differs from general computer training manuals. It focuses on the library environment, which differs from corporate training settings in several ways. Most libraries, for example, do not charge for training, and library trainers must deal with a myriad of skill levels and an increased need for flexibility. Librarians, further, are often natural trainers, given their backgrounds in reference skills, information organization, programming (summer reading, reader’s advisory), knowledge of resources, online searching and evaluation, information-seeking behaviors, and project planning.

Given the great variety in what libraries call the people they serve—patrons, customers, community members, clients—this book uses the terms “the public,” “the learners,” or just “the participants” to describe those on the receiving end of the training. I use the term “workshop” to describe any kind of organized training.

Much of the content in this book stems directly from my and other experienced trainers’ personal experience in technology training in libraries around the country. In March 2007, I conducted an online survey and interviews with exemplary library technology trainers. I refer to these survey and interview responses throughout the book, and the trainers mentioned are listed in Appendix A.

The book progresses through what you need to know to be a successful accidental library technology trainer. Chapter 1, Being an Accidental Technology Trainer, answers basic questions, including: What is an accidental library technology trainer? How did this accident happen? Is it a happy accident? How do traditional library skills translate into training skills? Why should libraries provide technology training? What types of technology training do libraries usually offer?

Chapter 2, Discovering Training Principles, conveys basic training principles, including learning philosophies and theories, creating a learning community, and Learning 2.0. The chapter focuses on learning as an active process and the importance of learner-centered training. To be successful, a trainer should be more of a facilitator than a lecturer.

Chapter 3, Identifying Library Technology Training Skills, discusses the most important skills a successful technology trainer needs, and how to evaluate personal strengths and weaknesses in terms of these skills. These key training skills include: enthusiasm and attitude; social skills and building rapport; confidence in being yourself; subject knowledge; flexibility, patience, and empathy; respect; effective communication skills; facilitation and interaction; and planning skills. Readers will learn how to use their existing library skills and education within their new training responsibilities.

Chapter 4, Knowing Your Library Learners, stresses that learners vary based on interests, skill levels, age, attitudes, motivation, and learning styles. Only by knowing how different people learn can we plan and execute training most effectively. Common learning styles are explained, and advice is given on how to address learning preferences in training.

Chapter 5, Learning Interactively, shows the importance of using hands-on activities to ensure that learning not only happens but is retained. Interactive learning can be difficult for a new library trainer to understand, but it can transform how they train, increasing the odds of success for both the trainer and the participants. Examples of activities are included in this chapter.

Chapter 6, Creating and Maintaining Interest, works from the understanding that learning and retention cannot happen when a trainer loses participants’ attention. The role of motivation and the importance of maintaining interest are often overlooked in training strategies, but they can be critical elements for success. Trainers need to make a workshop interesting, without making it purely entertaining. The reader will learn valuable methods for maintaining interest based on discussion of Abraham Maslow’s hierarchy of human needs, David McClelland’s theory of learned needs, and John Keller’s ARCS motivation model.

Chapter 7, Planning Technology Training, demonstrates that, while trainers may be accidental, planning should always be purposeful. It is essential that trainers examine why technology training is needed at their library, so they can gain insight into the planning and resources necessary. This chapter also covers the importance of using the library’s vision and strategic plan as the foundation for developing staff and public technology training plans. The common elements of a training plan are thoroughly examined, and examples are provided.

Chapter 8, Organizing and Designing the Workshop, takes planning to the micro level, discussing ways to plan individual workshops. Accidental technology trainers can become frustrated when they realize they have only 30 minutes of class time for an introductory Internet lesson that could take a week. By developing a workshop plan, trainers can organize their workshops, as well as share their planning with other co-workers. Readers will be encouraged with time-management techniques and learn how to: develop learning objectives; include short modules in their workshops; use training techniques; develop evaluation forms; create materials to share information; and focus on administrative details.

Chapter 9, Dealing with Difficult Library Training Situations, recognizes that accidental library trainers have to deal with a variety of difficult and challenging scenarios. Among these are: varied skill levels; challenging participants; technology failures; and registration problems. Readers will learn how to stay cool under pressure and how to deal with problems that can arise in workshops.

Chapter 10, Examining Best Practices in Library Technology Training, provides kernels of knowledge from interviews with library technology trainers from around the country. The chapter showcases their best practices, their most popular workshops, and their advice to accidental trainers. Special features include hot library workshops and examples of successful programs you can implement.

Chapter 11, Keeping Current and Sharing Resources, pulls together a wealth of information on where to find help, including blogs, lists, online and print resources, sources for curriculum and training ideas, and ways to share resources and recommended reading. An accidental library technology trainer may have fallen into the job, but his or her success from here on out depends on staying current and keeping classes from getting stagnant.

During a train-the-trainer workshop I once coordinated, a librarian pulled me into a stairwell to tell me how terrified she was of training, saying she just didn’t think she could do it. Years later, this same librarian told me that she now conducts train-the-trainer workshops for other librarians, in which she tells them that she used to think training was the last thing she wanted to do, but now she loves it. She actively uses the interactive training strategies provided in this book to build confidence and skills in others. This is an outcome every trainer can look forward to, and the reason I have dedicated a good portion of my life to training.

I’ve done many different types of training throughout my library career for all types of libraries: school, public, academic, and special. I’ve presented at national conferences and conducted workshops across the U.S., from Seattle to Florida, Maine to California, and many places in between. I have trained thousands of librarians through my work with seven different organizations. Although I have had different titles and levels of responsibility, the one constant has always been the use of my training and technology skills. My training background includes:


	Automation training for Sirsi (now SirsiDynix)

	Computer use and maintenance training for the Bill & Melinda Gates Foundation

	Managing a statewide training program for all library staff at the New Mexico State Library

	Coordinating more than 200 continuing education programs yearly for the Arizona State Library, Archives and Public Records

	Teaching a distance learning course, Library Science 6010 Research Methods, for Northcentral University in Prescott Valley, Arizona

	Working as an independent library trainer and author conducting workshops across the U.S., primarily on the topics of training, library grants, emerging technologies, and strategic planning



Throughout these chapters, I have tried to provide tips, encouragement, and every bit of training knowledge I could squeeze out of my brain in the hope that you, too, can be empowered to go out and share your knowledge in the advancement of our libraries’ goals. While writing, two questions were constantly on my mind: What does an accidental library technology trainer need to know? What will be most helpful to them? I hope to encourage and help other library technology trainers, as many have encouraged me. Accidental technology trainers will learn how they can leverage their natural skills and combine these with helpful new tips and tricks to be successful in their training.

Good luck and my best wishes!

Stephanie Gerding

sgerding@stephaniegerding.com





Chapter 1

Being an Accidental Technology Trainer


There is nothing training cannot do. Nothing is above its reach, it can turn bad morals to good; it can destroy bad principles and recreate good ones; it can lift men to angelship.

—Mark Twain



If you are like most library technology trainers, you were never taught how to train in school—or even when you began your first library position. So, you were probably surprised when you found out that your work responsibilities would include technology training, whether this meant formal classes in a computer lab or informal assistance while leaning over a patron’s library monitor. You aren’t alone.

What Is an Accidental Technology Trainer?

Does being an accidental technology trainer mean that you teach classes in a computer lab? What if you teach online? Or create self-paced tutorials? Or just help someone set up an e-mail account? All of these activities constitute training. You might work in a public, school, academic, or special library. You might train library staff members, students, and/or the public. You could be a volunteer. You may have an MLS, or you might not. The common factor is simply that you didn’t plan to do technology training in your library career.


If you have helped someone use Word, showed someone how to find a book in the online catalog, or shared tips on how to improve storytime, you’ve been a trainer. You helped someone learn. A trainer helps direct the growth of learners by helping them become competent or proficient in a skill or task. Trainers use coaching, instructing, and facilitating techniques to accomplish learning objectives.

A skillful trainer makes it easier for learners to learn by attempting to discover what a participant is interested in knowing, then determining the best way to make that information available by providing the appropriate knowledge, activities, or materials. This is done by listening, asking questions, providing ideas, suggesting alternatives, and identifying possible resources.

How Did This Accident Happen?

When libraries need to select someone on staff to provide technology training, they naturally look to those with an interest in technology. Many accidental technology trainers fell into the role because they knew more about technology than their library coworkers, or even because they were the youngest staff members and thus assumed to be proficient in technology. In effect, these librarians were asked to take on the role of trainer simply because they were viewed as technology experts. Another group of accidental technology trainers fell into the role because they were enthusiastic about technology and wanted to share their knowledge and excitement with others. (This latter group might initially be more successful and happy with their accidental status!)

Successful technology training, though, has less to do with technical knowledge than with other abilities such as listening skills, patience, enthusiasm, and sympathy toward learners struggling with new technologies. Knowing how to train is more useful than just having technical expertise. I once sat on a panel of technology trainers who were giving a workshop for librarians. The three other panelists surely proved they knew what they were talking about, but the participants learned very little, because most didn’t understand the terminology. Sometimes, keeping training simple and relevant is the most important thing you can do.

I became an accidental library technology trainer while working as an academic copy cataloger during library school. We started to use e-mail for the first time, and I was selected as Department E-mail Trainer. This first accidental technology training responsibility mainly involved one-on-one, just-in-time coaching. My first real training gig, however, was providing in-service training for a group of schoolteachers. Back in the mid-90s, I showed them the Internet for the first time—using the text-based Lynx browser! I am sure none of us realized then the real implications of what was to come.

My first professional library job was with the library automation company Sirsi (now SirsiDynix). The company’s philosophy at the time (1997) was that it would rather hire someone who knew libraries and then teach them the technology, than hire someone who knew technology and then try to teach them about libraries. I thought that was rather brilliant. The library staff I trained appreciated examples that meant something to them and that I really understood their work and processes. By the time I began work for the Bill & Melinda Gates Foundation in 1999, I was no longer training accidentally, but this was the first time I received real instruction on being a trainer.

Curious about how the accident occurred for other library technology trainers? I interviewed some expert trainers and created an online survey to collect advice and details from a wide range of accidental library technology trainers. (A copy of the survey questions and information on the experts is included in Appendixes A and B.) It is quite inspiring to see how many library technology trainers got their start and their clear love of learning, technology, and sharing their knowledge and enthusiasm.

I asked trainers why they do technology training and received all kinds of answers:


	Someone asked me how to get an e-mail account.

	I’m young and enthusiastic.

	I was the most qualified.

	I was tagged “it.”

	I just got my MLS, so they think I know technology.

	I knew how to turn the computer on.

	My boss made me.




Survey Question: How Did You Become a Library Technology Trainer?

Brenda Hough, Technology Coordinator, Northeast Kansas Library System, Lawrence (KS) – “It was 1996, and I was a reference librarian at the Detroit Lakes Public Library, MN. We were newly automated and had just started offering public access to the Internet. I started out doing one-to-one training on the fly. We soon realized the need for more structured training and soon we were regularly offering classes for the public. It’s been a part of my professional work ever since that time.”

Scott Hines, Reference Librarian, Pacific Graduate School of Psychology, Palo Alto (CA) – “I became a technology trainer because I was doing technology work, but also loved teaching others about technology and helping others to use technology more effectively, and the need was great among faculty, staff, and other librarians.”

Meredith Farkas, Distance Learning Librarian, Norwich University, Northfield (VT) – “It certainly wasn’t my intention. I was interested in playing with technology and creating applications for the profession, but I never thought that I would be a very effective teacher. I started getting asked to give talks on the topics I knew a lot about, and I started to realize that I was good at teaching librarians about technology and that I really enjoyed it. I had always been uncomfortable with public speaking, so this realization was a big surprise to me.”

Anonymous – “I pursued it. It is important to bring as many people as possible into the information loop.”

Max Anderson, Educational Services Librarian, SOLINET, Atlanta (GA) – “While I was attending Florida State University’s School of Information, I heard through another student about interviews for computer trainer positions at what was known then as the Gates Center for Technology Access (GCTA). I interviewed and was hired to be a Public Access Computer Trainer. Very soon after, the company merged with the Bill & Melinda Gates Foundation. I spent 31½ years traveling around the country installing computing technology in rural public libraries and training the staff how to use the technology, so they would know how to teach their patrons how to use the technology. I did not really know anything about technology before I started working with the Gates Foundation—everything I learned was through on-the-job training and internal training.”


Anonymous – “I was an adult services librarian in a public library that decided to start offering basic computer instruction to the public. I was interested.”

Sarah Houghton-Jan, Information and Web Services Manager, San Mateo County Library, San Mateo (CA) – “My first job out of library school was as an eServices Librarian for a county library system in California where part of my duties was to train on technology. Literally, the day I got there, I was told that they would be launching a timeout system on all of their public computers in three weeks, and that I needed to coordinate installation, integration, and staff and patron training in that time. So, let’s say I became a technology trainer through a crash course from Hades. I had lots of previous training and teaching experience, so it wasn’t a far stretch, but the technology training part of it was completely new to me before this position. Throughout my time there I learned how to best train on technology, and how it really is quite different than training on other topics. Now I train for my full-time job and as a consultant for InfoPeople, a nonprofit California group dedicated to training library staff throughout the state, mostly on technology.”

Anonymous – “My position was created as part of an LSTA grant.”

Helene Blowers, Technology Director, Public Library of Charlotte & Mecklenburg County, Charlotte (NC) – “I started as the library’s first staff trainer back in 1996, right after the library began installing public access Internet PCs across the system. Prior to my arrival, staff did not have a technology resource on staff to assist them in gaining new skills that were required in the digital world.”

Bernadette Rivard, Supervisor of Technical Services, Milford Town Library, Milford (MA) – “Our library’s long range plan had a goal of offering technology training to the public. I applied for an LSTA Information Literacy Grant to meet that goal.”

Anonymous – “I went to library school because it was moving into information technologies. I learned Web design, etc. while getting my MLS. Innovations and tools excite me so I want to share with others how they can be more efficient or have more fun!”

Mindy Johnson, Head of Adult Services, Camden County Library, Voorhees (NJ) – “I was hired as the ‘Customer Education Librarian’ in 2002, and the main part of my job was developing and teaching classes. Now, my position has changed, but I’m still teaching quite often.”

Anonymous – “I became a technology trainer accidentally … a couple of my techier friends and I decided in January 2005 that we should give a brown bag that explained some common techie terms impacting libraries (cookies, proxy server, OpenURL, etc.). We called our presentation: ‘What’s a cookie, and why do I care if I can’t eat it?’ We got such a good turnout that we were asked to give it again and continued giving brown bags (approximately monthly) on PC or computer related topics.”


Susannah Violino, Reference Librarian, Norwalk Public Library, Norwalk (CT) – “Reference librarians offer classes for the public.”

Erin James, Library Associate, Gwinnett County Public Library, Lilburn (GA) – “By default and in self-defense! I help out at my branch only. I had previously worked as an administrative assistant, so my MS Office skills are relatively advanced. In the last few months, the system has moved to MS SharePoint—the people I work with are boggled, so I get to translate and train. Also, my bosses were so amazed that I had my own personal wiki for keeping track of staff development [that] I think they decided I must be an expert. Out of fairness, though, I should note that I was an English major and have absolutely no formal technology training. I love my computer and the Internet, so I’ve self-taught a lot over the years, and I enjoy finding answers to new questions.”

Mary Bucher Ross, training consultant, former manager of Staff Development, Seattle Public Library, Seattle (WA) – “My path into training and staff development was such an amazing fluke. I was registered to attend a Washington Library Association conference on the Internet in 1996 (in the really early days of Web access in public libraries). One of the presenters got sick and had to cancel at the last minute, and the conference committee asked me and a coworker, Pat Grace, to take over his programs. At that time I had a few public Web access computers at the branch library where I was the manager and had done a number of classes on Web resources for teachers, seniors, community groups, etc. In the audience at the conference was Susan Turner, director of continuing library education at the University of Washington (UW). She phoned me after the conference and asked me to teach a class for the UW Continuing Ed program for library practitioners. I ended up teaching four classes over a two-year period. Then, Seattle Public Library asked me to create a training program on Internet reference for its staff. That led to work with the Washington State Library and to my current involvement in staff training and development.”

Michael Porter, Community Associate, WebJunction, Seattle (WA) – “Almost immediately in my first libary job in 1990 I was called on to informally train co-workers on basic computer use using our GEAC system. ‘Accidental’ really is the operative word here. ‘Convenient’ also comes to mind. It was really quite convenient for my library to use me for these training sessions. Having someone very comfortable with computers, who understood what buttons to push and why, was a less common skill set then than it has become today. The fact that I enjoyed helping folks get comfortable with the new technology was a happy convergence of these things; an accidental bit of convenient serendipity, you might say.”



Is It a Happy Accident?

Training has always been my favorite part of any job. It helps people, and it is exciting! As Robert Rosania wrote in The Credible Trainer, “One reason expressed countless times by many in the [training] profession is that training truly offers the potential to touch the hearts and minds of those people they serve.”1 This reminds me of librarianship. When I talk to people who work in libraries and ask them why they were initially attracted to the field, many say that it was because of their love of books and reading. But, when I ask them what they love most about their jobs, the most common responses mention the people they assist and their library’s community. Though the inanimate book may have attracted them to library work, the people make the job rewarding and fulfilling.

Through training, you help people learn new skills, improve their performance with using a computer, and even show them new tools and fun social networking communities. This is a satisfying job, both professionally and personally. Technology trainer Michael Porter talks about the enjoyment training brings him:


I taught my first “official” public technology class in 1996 (while working at the Allen County Public Library in Fort Wayne, Indiana). The ambitious title of that 90-minute long class was “Internet for Beginners.” I remember being more excited about the content than nervous about teaching the class. This excitement has helped training stay fresh for me, more than a decade later. It’s also an important point for folks that think they might want to pursue training as a large part of their career. Many years ago, when I complained about my job being boring or monotonous (pre-library, of course!), my grandma would say: “Well, that’s why they call it work. They don’t call it fun!” It’s true that there are many “nose to the grindstone” tasks we need to accomplish. However, grandma also used to tell me that if I could find work that would allow me to get excited about going to the office in the morning, I would be doing pretty well. For me, when it comes to training and presentation, I get that excitement. I think it is important to recognize that, in order to be successful and happy with any work, some of our personal psychological needs must be met by that work. It is satisfying psychologically to help, to be recognized by the student/learner community as a useful part of their existence. Not to put too fine a point on this issue, but this is a motivator both from the student and teacher perspective. It certainly is a huge part of why I still enjoy teaching, training, and presenting today. Seeing that flash of, “Oh yeah, this is cool, I can really use this!” across someone’s face while you help them learn is a joyful experience that appeals to the psychology of both parties involved in the learning transaction. I can’t imagine that ever just being “work,” and these positive responses motivate me to strive to always improve the quality of my work and skills.



How Do Traditional Library Skills Translate into Training Skills?

Accidental library technology trainers often discover that their existing library skills translate quite well to training. Many librarians seem to be natural trainers, as training has a lot to do with customer service and fulfilling the information needs of the participants. A background in reference skills, information organization, programming (including summer reading, reader’s advisory, adult programming, or children’s activities), knowledge of resources, online searching and evaluation, information-seeking behaviors, and/or project planning can be useful.



Transferable Skills

When asked how traditional library skills translate into training skills, the accidental technology trainers surveyed reinforced the idea that librarians are natural trainers. Comments included:

Sarah Houghton-Jan, Information and Web Services Manager, San Mateo County Library, San Mateo (CA) – “Patience, thoroughness, and organization are three stereotypical librarian skills that are quite useful for technology training as well. In fact, without them, you won’t be much of a tech trainer at all.”

Anonymous – “I conduct what are essentially reference interviews to determine the needs of my trainees, especially when doing ‘Just in Time’ or ‘training on demand.’ I naturally need to use my reference skills to gather good information and organizational skills to maintain training records.”

Scott Hines, Reference Librarian, Pacific Graduate School of Psychology, Palo Alto (CA) – “I’d say that the primary skills from traditional library work that I use in technology training are reference interviewing and information literacy instruction. Information literacy instruction directly translates into technology training, of course, since it involves helping students to understand how they can use technology to get what they want and need. Reference interviewing is a particularly helpful skill in technology training because it helps tremendously in doing a quick needs assessment to find out exactly what the students need to know to accomplish their goals with technology.”

Colleen Eggett, Training Coordinator, Utah State Library, Salt Lake City (UT) – “The traditional skills of how to research, how to find the information you are seeking, information literacy, the reference interview, and other topics I learned in library school remain the framework for what I teach.”

Anonymous – “Most times, these tech tools are just tools to better a job or reach new users. For example, reaching more users can be done via MySpace, IM, podcasting, blogging, etc.”

Brenda Hough, Technology Coordinator, Northeast Kansas Library System, Lawrence (KS) – “In each class, my goal is for each individual to gain something, to increase [his or her] conceptual understanding, or to resolve a question or area of confusion. I think it’s somewhat like being a reference librarian and working with people as they do research. You assess where they are at and where they want to be, and then you help them move in that direction.”

Anonymous – “The reference interview is always handy. What do people really want? Ask.”

Meredith Farkas, Distance Learning Librarian, Norwich University, Northfield (VT) – “I think just about everything you do as a public services librarian involves instruction, though a lot of it is on a one-on-one basis. We’re often teaching individual patrons how to do research in the databases, how to use the catalog, how to find something at the library, how to print, and much more. We’re all about sharing information and helping people find the information they need. We are so used to sharing, that sharing what we know in a training situation comes quite naturally.”

Mary Bucher Ross, training consultant, Seattle (WA) – “I was a children’s librarian in a previous life, and that work was a wonderful preparation for training adults. The same principles of interaction that you use in storytimes work for adults who need to be involved in their own learning. If you can keep the attention of 15 three-year-olds for 30 minutes, you can be a trainer! Reference interview skills—open questioning techniques, non-verbal encouragers, clarification, and follow-up—are really skills for effective facilitation. If we truly believe that our role is to be facilitators of learning, rather than dispensers of wisdom, then we need to use open questions to promote reflective thinking … and not be afraid of silence.”

Chris Peters, Information Technology Specialist, Washington State Library, Olympia (WA) – “Librarians are skilled at translating esoteric specialized knowledge into a general language that patrons understand. This is what trainers do as well. Patience and an ability to listen are crucial to both trainers and librarians.”



Why Should Libraries Provide Technology Training?

We face the vital need to offer technology training in libraries; basic computer skills really matter. Many jobs, whether entry-level or advanced, require some level of computer literacy. People of all socioeconomic backgrounds need to use e-mail, participate in Web-based training, or get online to apply for a job. Technology use isn’t optional anymore; it’s important in all areas of life. We can’t ignore technology within the library, either. Library staff members all use computers and need the basic skills to support the day-to-day technology functions required by their jobs; technology impacts every library service we offer.


Technology has changed our expectations of what an educated person must know and be able to do in order to effectively participate in society. In 1983, Time Magazine named the computer “Man of the Year.” In 2007, Time’s person of the year was YOU—due to the use of new social networking online tools. This evolution demonstrates a fundamental cultural shift. It is interesting to look back and read Time’s January 3, 1983, article, “The Computer Moves In,” which talks about the new phenomenon of home computer use. Telecommuting is discussed and summarized as lacking the social interaction that humans crave. Companies that had tried letting employees work from home discovered that they “felt isolated, deprived of their social lives around the water cooler.”2

Twenty-four years later, “Time’s Person of the Year: You” shows a dramatic shift in the use and view of technology:


It’s a story about community and collaboration on a scale never seen before. It’s about the cosmic compendium of knowledge Wikipedia and the million-channel people’s network YouTube and the online metropolis MySpace. It’s about the many wresting power from the few and helping one another for nothing and how that will not only change the world, but also change the way the world changes. This is an opportunity to build a new kind of international understanding, not politician to politician, great man to great man, but citizen to citizen, person to person.3



More and more of our social interaction is moving online. We no longer just experience the digital divide; we now have to address technocultural isolation. Addressing this problem depends less on the technology and more on providing the skills and content that will be most beneficial. The Pew Internet & American Life Project (www.pewinternet.org) provides some useful statistics:


	60 million Americans say that the Internet helped them make big decisions or negotiate their way through major episodes in their lives.

	More than half (55 percent) of all online American youths ages 12–17 use online social networking sites.

	Fully 87 percent of online users have at one time used the Internet to carry out research on a scientific topic or concept.



In 2006, the MacArthur Foundation launched a five-year, $50 million digital media and learning initiative to determine how digital technology is changing the way younger generations are learning, playing, socializing, and participating in civic life. The foundation is engaging in this substantial endeavor because it wants to inform social institutions, such as libraries, how we need to respond to the changing needs of our communities. One noteworthy paper it commissioned is Confronting the Challenges of Participatory Culture: Media Education for the 21st Century, which discusses cultural competencies and social skills as new media literacies that are developed through collaboration and networking in online community. Its author claims that a “participation gap” is occurring because some students don’t have access to the new communities that are developing online. This results in not just a lack of technology for low-income children, but also a lack of opportunities for them to participate in society. “The new media literacies should be seen as social skills, as ways of interacting within a larger community, and not simply an individualized skill to be used for personal expression.”4

The report states that “librarians … are reconceptualizing their role less as curators of bounded collection and more as information facilitators who can help users find what they need, online or off, and can cultivate good strategies for searching material.” While some libraries strive to reach this goal, others don’t even acknowledge this work as a library service priority. The report calls on after-school programs to be sites “of experimentation and innovation, a place where educators catch up with the changing culture and teach new subjects that expand children’s understanding of the world. Museums, public libraries, churches, and social organizations can play important roles, each drawing on its core strengths to expand beyond what can be done during the official school day.”

American Library Association (ALA) President Leslie Burger formed a task force in 2006 to create a National Library Agenda; the draft version was released in January 2007 (wikis.ala.org/national libraryagenda/images/f/f4/Discussion_Draft_MW_2007_final_1-11-07.pdf). The goal was to create a clear, compelling, and positive public message for all libraries, and to provide a focus for library activities. Library technology training addresses many of the six major theme areas in this agenda:


	Libraries Preserve the Past and Provide a Bridge to the Future

	Libraries Build and Strengthen Communities

	Libraries Support Lifelong Learning

	Libraries Create Information and Technology Literate Communities

	Libraries Encourage Economic Development

	Libraries Support Democracy



Library technology training, for both patrons and staff, plays a role in supporting all six areas. “Libraries Create Information and Technology Literate Communities,” for instance, contains the following description: “Technology offers unprecedented opportunities for critical thinking, information sharing, information access and social networks. Great libraries offer opportunities for all people to use new technologies and participate in the information society. Libraries in our communities, school and universities should be a trusted destination for cutting edge technology that provides for innovation, creation and connection.”

And, in “Libraries Encourage Economic Development,” we find: “Our information-based economy requires a highly trained and competitive workforce. Many people are unable to go back to school to obtain the skills needed to participate in a 21st-century workforce relying instead on libraries to supply the resources needed to obtain new skills and work. At the same time the increase in small businesses, home-based businesses and entrepreneurship finds many who relied on workplace libraries seeking the assistance of local libraries when it comes to securing competitive intelligence, information about business start-ups, and business planning.”

Libraries can help provide the skills and experiences needed to become full participants in the social, cultural, economic, and political future of our information-based society. Many groups use online technologies to stay connected locally. People are connecting online in communities around reading, books, and information sharing. Much government information and commerce is now only available online. Entrepreneurship through home-based business, which tends to rely heavily on technology, is becoming one of the most prevalent and permanent forms of employment.

By offering the vital service of technology training to our communities, we can help create more satisfied customers, which, in turn, are voters who are more supportive of libraries and their services.



Survey Question: Why Should Libraries Provide Technology Training?

Meredith Farkas, Distance Learning Librarian, Norwich University, Northfield (VT) – “Libraries should provide technology training because it’s a natural extension of what we already do. We already train patrons in how to use library resources, so teaching them how to effectively use other technologies makes perfect sense. In most public libraries, patrons are already coming to librarians for help with setting up e-mail, searching the Internet, and using other technologies. Offering training is just doing what we’re already doing for individual patrons, but doing it for an entire group in an environment more conducive for learning. Training other librarians is crucial for providing good services to our patrons. If librarians are often looked to for help with technology, they need to be comfortable using these technologies. So often, public service librarians don’t know how to fix printers, use scanners, and operate other basic equipment in the library. When called upon to deal with problems with these technologies, they are unable to help. In addition, librarians need to keep up with what technologies their patrons are using in order to see how these technologies might be applied in the library. Training can address both the basic library technology competencies that all public service librarians should have as well as teaching them about technologies that could be applied in libraries.”

Michael Stephens, Instructor, Graduate School of Library & Information Science at Dominican University, River Forest (IL) – “One of the foremost roles of the library in the 21st century will be to guide users through the torrents of information available and teach them how to make sense of it. This role will also include instruction in how the systems work, or guided exploration. We’re moving away from the step-by-step method of instruction. I would rather a trainer help users understand what resources are there, how to play with interfaces, and how to select the most appropriate information. We could say BI (Bibliographic Instruction) is dead, and librarian as information guide will be the wave of the future.”

Sarah Houghton-Jan, Information and Web Services Manager, San Mateo County Library, San Mateo (CA) – “Libraries should provide as much technology training as possible to staff, and I mean staff at all levels, so that they can best serve our users—who at this point, let’s be honest, know more about technology than the average librarian. Much of today’s technology is focused on information retrieval and organization. To have library staff that are not proficient with those technologies is inexcusable. Look to Helene Blowers’s well-known Learning 2.0 Program as an example of full staff integration into a tech training program. Libraries should provide increasing amounts of, and diverse types of, technology training to users because it’s what they need to function in today’s information economy. We have always served the information poor more than anyone else in our community, and today, that means serving the technology poor too.”

Max Anderson, Educational Services Librarian, SOLINET, Atlanta (GA) – “I think the most important reason for why libraries should provide technology training is that patrons expect and want it. It not only empowers patrons in their abilities with technology for the future, it also allows the library staff to keep up-to-date on technology and practice their training skills. It’s a win-win situation.”



What Types of Technology Training Do Libraries Usually Offer?

I’ve conducted technology training workshops in rural and urban areas across the U. S. and am always amazed that the same basic training skills are still needed, especially in rural libraries. (The answers to the online survey reflect this need as well.) Chapter 10 includes many innovative ways that libraries are doing technology training beyond these basics, such as training on emerging technologies. The most common workshops, however, are offered on:


	Internet (introductory and intermediate)

	Computer basics, such as using the mouse and organizing files

	Microsoft Applications such as Word, Excel, PowerPoint, and Publisher

	E-mail and e-mail culture

	Web design

	Database and catalog searching



Is Technology Training Different Than Other Kinds of Training?

Training on technology topics definitely evokes different issues than training on soft skills. First, you do have to have some technical expertise. And we all know that using technology can cause certain problems in and of itself, such as unreliability. You can’t do technology training just anywhere, you do need to have some kind of equipment—preferably a hands-on environment like a computer lab. Then, you also have to maintain and update that equipment.

But are the skills needed to do technology training different than those we use to train on other topics? Learning is about change. It doesn’t really matter if training is about soft skills or technological topics; the fundamental principles are the same. In their book Telling Ain’t Training, authors Stolovitch and Keeps assert: “To summarize hundreds of studies, the effectiveness of messages aimed at learning is not bound up in the delivery vehicle but rather in how the message itself is designed … Self-paced print or sophisticated, electronically delivered instruction is only as effective as the instruction design principles that are applied.”5

Chapter 2 examines some universal training principles, the most important of which is to have the participants actively involved in the learning process.



Survey Question: What Types of Technology Workshops Are Offered by Your Library?

Helene Blowers, Technology Director, Public Library of Charlotte & Mecklenburg County, Charlotte (NC) – “For staff, we offer training in four areas: technology, electronic resources, library skills (such as reader’s advisory and the reference interview), and management and supervisory skills. For patrons, our technology workshops cover the spectrum, from basic mouse skills to exploring new and emerging technologies such as Web 2.0 tools (Flickr, Picasa, MySpace for Parents, etc.).”

Anonymous – “Each branch library offers a variety of basic programs: basic Internet classes, how-to-use e-mail, Web browsing, digital photography. We haven’t delved into advanced topics yet. Currently, the most basic classes (basic Internet and e-mail) are still the most popular classes that our libraries offer.”

Bernadette Rivard, Supervisor of Technical Services, Milford Town Library, Milford (MA) – There are five classes in the Information Literacy Series: Using the Online Catalog; Finding and Evaluating Information on the Internet & in the Library Databases; Researching Medical Conditions & Prescription Drugs; Researching Jobs, Careers & Companies; and Researching Purchasing a Consumer Product. There are also five classes in the Microsoft Office Series: Word, Excel, PowerPoint, Publisher, and Access.”

Scott Hines, Reference Librarian, Pacific Graduate School of Psychology, Palo Alto (CA) – “We offer technology workshops in EndNote bibliographic instruction software and also on how to use Adobe Acrobat Professional, and informal training on MS Word, Excel, and PowerPoint, but in my previous job, I did formal classes on Windows, Word, Access, Excel, ColdFusion, PHP, XML, using the network, Web design, open source software, using e-mail, using and administering Blackboard and WebCT, and working with experts on technology projects.”
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Chapter 2

Discovering Training Principles


If in an educational situation an adult’s experience is ignored, not valued, not made use of, it is not just the experience that is being rejected, it is the person.

—Malcolm Knowles



Training is an art more than it is a science. There is no one right way to conduct training, and no two workshops are ever exactly the same; quite a bit of creativity goes into good, active training. I didn’t know educational or learning theory when I began working as a library technology trainer. I didn’t have real train-the-trainer instruction until my third job. But understanding the basics of how participants learn and what we can do as trainers to assist with this process can be extremely helpful for any accidental library technology trainer.

Learning is the act by which a change occurs in a person’s behavior, knowledge, skills, and/or attitudes. So really, learning is about change in a person, and training is how we help bring about that change. In psychology and education, learning theories describe how people learn and help explain the inherently complex process of learning. There are many of these theories and as many perspectives on those theories.

Most of these theories aren’t exactly revolutionary, though there always seem to be new variations and models. Look back to ancient teaching methods and the ways in which learning was perceived to be a process of mental inquiry, and see how we still use similar techniques today. For example, the Chinese used what we now call case studies, in which the trainer describes a sample situation and the participants explore resolutions. Then, there is the Socratic Method, in which the trainer poses a question or problem and the participants respond with an answer or solution.

Current training models use the terms learner-centered instruction, active participation, accelerated learning, and even Learning 2.0. These are connected by the common principles that training is a process in which the content must be determined by the participants’ needs, the methods need to be geared toward individual abilities, and the design must involve active participation.

These models are the opposite of a traditional lecture style. As is often said, the trainer has to learn to be the “guide on the side, not the sage on the stage.” We need to teach people how to learn, not just give them step-by-step instructions that will work only in one software program or only for one task. As Paul Clothier writes in The Complete Computer Trainer: “Imagine a computer class where the learners are relaxed; find the information stimulating, easy to follow, and remember; learn more; and have fun. It might sound a little utopian for some seasoned trainers, but I assure you, it is possible.”1 Training is a process, not an event.

Andragogy

Malcolm Knowles transformed the field of adult training, particularly in regard to informal, nonacademic education. He explored the idea of andragogy, a learning theory for adults, as distinct from pedagogy for children. Andragogy refers to a set of six core adult learning principles that involve a learner-centered approach, as opposed to a content-centered approach: 1) the learner’s need to know; 2) self-concept of the learner; 3) prior experiences of the learner; 4) readiness to learn; 5) orientation to learning; and 6) motivation to learn.


Andragogy places importance on process design over content design. A trainer focused on process design will include learning experiences and involve the participant throughout the entire training. As Malcolm Knowles, et al. explains in The Adult Learner: “The difference is not that one deals with content and the other does not; the difference is that the content model is concerned with transmitting information and skills, whereas the process model is concerned with providing procedures and resources for helping learners acquire information and skills.”2 This means that a trainer using an andragogical approach will focus on building a mutually respectful, collaborative, experiential workshop that will involve the participant in self-directed, proactive learning.

In his 1950 book, Informal Adult Education, Knowles laid out the challenge that adult learning should be a laboratory of democracy.3 He outlined outcomes for adult learners, some of which may seem very lofty, but all of which are admirable goals. Table 2.1 lists these outcomes and tips on how trainers can achieve them.

Table 2.1 Adult Learner Outcomes and Strategies



	Knowles’ Adult Learner Outcomes
	Trainer Strategies to Achieve the Outcomes



	“Adults should acquire a mature understanding of themselves.”
	You can help participants to identify and understand their own needs, motivations, interests, capacities, and goals.



	“Adults should develop a dynamic attitude toward life.”
	You can address the positive aspects of change, and demonstrate how any experience is an opportunity to learn.



	“Adults should learn to react to the causes, not the symptoms, of behavior.”
	You can focus participants on the root of problems.



	“Adults should acquire the skills necessary to achieve the potentials of their personalities.”
	You can encourage participants to achieve their highest capacity of learning.



	“Adults should develop an attitude of acceptance, love, and respect toward others.”
	You can incorporate the importance of learning to challenge ideas but not people.



	“Adults should understand the essential values in the capital of human experience.”
	You can encourage and acknowledge each participant’s experience and give him or her opportunities to share their knowledge with each other.



	“Adults should understand their society and should be skillful in directing social change.”
	You can incorporate democratic decision making—making intelligent decisions for the entire population, and encouraging acceptance of individual differences.





Constructivist Learning

Constructivist Learning Theory postulates learning as an active process of creating meaning from experiences. In other words, people learn best by trying to make sense of something on their own, with the teacher as a guide to help them along the way. Learners have a view of what the world is like and how it operates; they adapt and transform their understanding of new experiences in light of their existing knowledge. Trainers must recognize how a learner already sees the world, and how that learner believes it to operate. New information presented to the learner will be modified by what she or he already knows and believes.

Constructivism views learning as a process in which the learner actively constructs, or builds, new ideas or concepts based on both current and past knowledge. This is a very personal endeavor, with the aim that what is learned in a workshop may be applied in a practical, real-world context. The trainer acts as a facilitator who encourages participants to discover for themselves and to construct knowledge by working to solve realistic problems. Constructivism promotes free exploration. Trainers adjust their workshops based on participants’ input, encouraging them to analyze, interpret, and predict information. Trainers also rely heavily on open-ended questions and promote extensive dialogue among participants.

When a learner can assimilate information and can find a relationship by which the information can be associated with their existing knowledge, learning becomes easier. In constructivism, understanding prior learning and each person’s background and knowledge becomes very important. This also makes it important to present information from different perspectives as well as with different sensory modes.

Expert trainer Mary Bucher Ross states: “I am firmly in the constructivist camp when it comes to training design.” Her explanation of this approach was written for Seattle Public Library trainers involved with a virtual reference training program (vrstrain.spl.org/vrstrainer.htm):


This training curriculum is based on a constructivist approach to distance learning. Some characteristics of constructivism:


	Stresses collaboration over individual learning

	Is more learner-focused, less teacher-focused

	Is contextual, builds on previous learner experiences

	Emphasizes exploration, discovery, and reflection



As a trainer, your most important roles will be to:


	Support and encourage the learners, providing extra assistance whenever needed

	Facilitate an active, collaborative learning environment

	Provide positive feedback on each learner’s contributions

	Ask the right question rather than give the right answer





Creating a Learning Community

A learning community in a technology workshop starts with a feeling of safety and comfort. Help participants connect with each other, with the topic, and with you. In The Ten-Minute Trainer, Sharon L. Bowman explains that: “By encouraging learners to interact, appreciate each other, and learn from each other, you’re creating a learning community that is a group of people who interact in positive ways and who are emotionally invested in helping each other learn.”4

One simple method I use to help create a comfortable atmosphere is to begin a workshop with four “rules.” I tell participants they must: 1) make mistakes, 2) ask stupid questions, 3) cheat, and 4) have fun. I explain that our workshop is going to involve hands-on work, and that it is better for them to make mistakes now than when they go home. I remind them that they really won’t break the computer. I tell them I encourage stupid questions, because usually someone else is wondering the same thing. I will pause during the workshop and ask if anyone has a stupid question for me. This usually brings about a few laughs at some point, when someone raises their hand, says they have a stupid question, and I thank them for following my rules. The cheating rule breaks their association with traditional school classroom restrictions. I tell them they can look at each other’s computer screens, learn together, and ask each other for the answers. Of course, having fun is part of active learning as well.

Accelerated learning (AL) addresses the collaborative learning community. AL combines adult learning theory and whole brain learning theory to achieve a faster learning rate. Learners learn content as well as critical thinking, communication, and social skills. Dave Meier’s Accelerated Learning Handbook gives seven indicators to describe this type of learning:5


	A community collaborating vs. a collection (classroom) of individuals.

	Learning involves the whole mind and body.

	Learning is creation not consumption.

	Learning engages us on many levels.

	Learning comes from doing the work itself.

	Positive emotions improve learning.

	Images are easier to grasp than verbal abstractions. Use visuals to drive home the point.



Learners need to have a role in the planning of the training. This may sound difficult, but it can be done. Trainers need to develop their skills as facilitators and aim to be learning guides; adults need to be self-directed. Participants will be more committed to the training if they help influence the topics. You can give them a list of six objectives, for instance, and have them pick the four they are most interested in focusing on. See Figure 2.1 for an Unshelved comic strip that presents an extreme example of how a librarian could use this method.



[image: art]

Figure 2.1    Unshelved Comic Strip, Jan. 22, 2006. (Copyright Overdue Media, LLC, www.overduemedia.com. Used with permission.)



The workshop you design is like the framework of a house being built, just the bare skeleton of beams and structure. The participant then adds the drywall, the roof, the windows, and the doors. Advanced learners might be working on the inside decor. You give them the structure, but they incorporate their own details based on their knowledge and their own needs. Try to find ways to connect with what each individual finds personally meaningful.

This concept is explained in The Adult Learner: “When learners understand how the acquisition of certain knowledge or skills will add to their ability to perform better in life, they enter into even didactic instruction situations with a clearer sense of purpose and see what they learn as more personal.”6

One technique that helps is what I call organized flexibility, in which you just have to learn to go with the flow and not be tied to an exact agenda. I recently gave an all-day workshop. It was after lunch (which had been pasta!), the room was getting really warm, and the participants’ eyes all glazed over at once. I knew that I could keep going with my plan, but that no learning would actually take place under those circumstances. So I stopped the workshop, the participants got up and stretched, we opened the windows, and then they were ready to learn again. We lost 10 minutes of workshop time, but we regained attention and focus.

Learning 2.0

Originally referred to as eLearning 2.0, Learning 2.0 is an instructional philosophy that emphasizes a flexible, hands-on, and often informal learning environment. Usually centered on learning about Web 2.0 technologies, Learning 2.0 encourages paricipants to learn on their own and explore new social communitites and online collaboration. The role of the participant is as a creator and a contributor.


Learning 2.0 emphasizes that everyone has a critical role to play in contributing to the overall learning experience. The participant creates and discovers what is to be learned through personal experiences in his or her own learning environment. The participant is also responsible for selecting the technologies he or she needs to learn about, asking for assistance, or finding his or her own sources of information outside of the provided environment and bringing that knowledge back to the group.

The role of the trainer is as faciliator, environmental provider, and content/conversational shepherd. The trainer is not to act as the expert, or even, in some cases, as the designer of the learning experience itself. Rather, the trainer is a facilitator who provides and/or structures the environment in which the learning occurs. This may involve the initial introduction of learning elements into the environment and playing a “quality assurance” role as participants progress through the learning program. Helene Blowers of the Public Library of Charlotte & Mecklenburg County introduced a Learning 2.0 program for staff in August 2006. You can read more details about this program in Chapter 10.
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