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EXECUTIVE SUMMARY

Responding to the VCUHS mission of education, the Support Services Division has implemented an enhanced training and development program for all staff members. Mr. Darrell Johnson, VP of Support Services and Planning, and Mr. Larry Little, Director of Integrated Support Services, began planning with departmental training managers in April 2001. 

The development process began by identifying employee and management concerns such as job satisfaction, work quality and productivity, and retention. 

Analysis of objectives and goals led to identification of expected outcomes. Focusing on developing a culture of continuous training and personal achievement, the training managers completed the curriculum and calendar. The program provides a career ladder for all associates. The vice president for Support Services approved the training program in May 2001. The first training class was held on June 22, 2001.

Program: To date, forty-eight classes for three hundred employees have been scheduled through June 2002. These are the foundations upon which other classes will build. We will continue to identify situations that require specific training needs to assist in meeting the needs of our associates and prepare them for advancement and effectiveness. 

Assessments: Training outcomes will be measured against the established criteria. Assessments will be conducted after each session, which will evaluate and measure each participant’s ability against the class expectation. The program will focus on outcomes and competencies required performing various tasks throughout the Support Services Division, as well as the Health System at large.

Future: The second stage of the career ladder path begins in June 2002. During this time, employees will be afforded the opportunity to participate in problem solving, advanced computer, and development classes. By exposing our associates to a range of opportunities, our mobility program will broaden their understanding of the larger mission of the VCUHS.

Developing this program has been a rewarding experience for all of us in the Support Service Division. We are excited about the opportunity of sharing our results with the VCUHS, as we retain and prepare our employees to assume greater responsibility through personal education and professional growth.

THREE PHASES OF THE TRAINING PROGRAM

Phase I (June 01- Dec 01)

Offer Limited Computer and Customer Services Classes

Utilizing the available resources

Phase II (Jan 02 – June 02)

Establish Support Services Training Center

Offer Seminars, Workshops, and Forums

Phase III (June 02- Dec 02)

Introduce on-line Training (available through SS Website)

Establish the Training and Development Library (Videos, CDs, Books and Handouts)

FOUR LEVELS OF THE TRAINING PROGRAM

Level I



Entry level consisting of a total of 12 hours; Customer Services (2 hrs.), Work Place Safety (1 hr.), Communication Skills (2 hrs.), Diversity (1 ½ hrs.), Stress Management (1 ½ hrs.) and Basic Computers (4 hrs.).



Level II


Supervisory Level consisting of a total 18 hours; Advanced Customer Services (2 hrs.), Team Building (2 hrs.), Time Management (2 hrs.), Continuous Improvement (2 hrs.), Motivation (2 hrs.), Supervision (2 hrs.), Intermediate Computer Skills (6 hrs.).

Level III


Managerial Level consisting of a total 18 hours; Interviewing and Hiring (2 hrs.), Conflict Management (1 1/2 hrs.), Coaching (1 1/2 hrs.), Performance Evaluation (2 hrs.), Meeting Management (1 hr.), Advanced Computer Skills (10 hrs.)

Level IV


Leadership Level consisting of 12 hours; Myers Briggs Indicator (4 hrs.), Leadership Forum (2 hrs.), Change Management (2 hrs.), Project Management (2 hrs.), Legal Issues (2 hrs.)
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THE THREE PHASES OF THE TRAINING AND DEVELOPMENT PROGRAM
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THE FOUR LEVELS OF THE TRAINING PROGRAM
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The Training and Development Program 

2001-2002

Staff Training
Level I and Level II

Level I. (Entry Level, 12 hours)

Support Services Orientation  (2 hours), (Mandatory Training for all SS new employees)

Customers Services (2 hours)

· How to listen, ask questions, and improve relations with external and internal customers 

· How to make coworkers feel like valued customers 

· How to keep deadlines and make realistic commitments that stick 

· How to listen, ask questions, and improve relations with external and internal customers 

Communication Skills (2hours)

· Intent vs. Impact

· Importance of effective communication 

· How perception affects interactions 

· Effective word choices and improving communication 

· Nonverbal communication skills 

· Listen effectively for interpersonal influence 

· Anticipate conflict reactions and learn conflict resolution steps 

· Improve group goals, norms and roles through cohesiveness and communication

· How to acknowledge differences in gender communication styles 

· How to adapt to individual communication styles

· How to treat others the way they want to be treated 

Diversity (1 1/2 hours)

· How to accept and value diversity and make it work for you 

· How to communicate by asking questions and listening to responses 

· How to positively influence attitudes about diversity

· Common ground 

· Cultural differences 

· Open communication and constructive feedback 

· Respectful disagreement.

Stress Management (1 1/2 hours)

· Identify common stressors and break habits that cause stress 

· Minimize workplace conflict 

· Avoid burnout and stress related health problems and more

· Physical signs of stress 

· Stress management and conflict resolution

· Diet, exercise, attitude, and behavior

Workplace Safety (1 hour)

Computer Skills (4 hours)

· Basic computer skills ( how to use a computer)

· Basic computer training, MS Word 

LEVEL II. (Supervisory Level, 18 hours)
Customers Services (2 hours)

· How to make coworkers feel like valued customers 

· How to keep deadlines and make realistic commitments that stick 

· How to listen, ask questions, and improve relations with internal customers 

Team Building (2 hours)

· Clarifying your purpose on the team 

· Organizing team meetings 

· Meeting deadlines 

· Handling team politics 

· Handling overly aggressive team members 

· Encouraging non-participating team members 

Time Management (2 hours)

· How to use a time log to identify your personal time-wasters 

· How to set long-range goals and daily priorities with deadlines 

· How to identify your number-one priority and get it done first

· Organize tasks into active and reactive groups 

· Establish priorities in terms of importance and urgency 

Schedule active tasks and allow time for reactive tasks

Continuous Improvement (2 hours)

·  How to define needs and expectations of the customer 

·  How to analyze, measure, and improve work processes 

·  How to achieve quality at the individual level

Motivation (2 hours)

· How to promote empowerment, independence and autonomy to enable employees to solve problems 

· How to get feedback and solicit process-improving suggestions 

· How to enable teams to operate completely on their own

· How to simplify policies and procedures 

· How to create an entrepreneurial atmosphere 

Supervision (2 hours)

· How to initially deal with a problem situation and get a coaching                         conversation started 

· How to coach someone with an attitude problem 

· How to handle employees who won't take you seriously 

· How to use documentation when you have an employee who’s not getting the message 

· Plan efficiently and delegate effectively 

· Handle tough situations with ease and confidence 

· Motivate staff to produce their best work 

· Build team spirit 

· Strengthen staff morale and increase job satisfaction with training and coaching

Intermediate Computer Skills (6 hours)

· Advanced MS Word

· Spread Sheets (Excel, Lotus)

· Lotus Notes (how to use it effectively and efficiently)

Leadership Training

Level III and Level VI

LEVEL III. (Managerial Level, 18 hours)

Interviewing/Hiring (2 hours)

The quality of workers being hired into today's health-care environment is of growing concern. It's crucial to be able to hire only the best workers for your health-care environment and flag those that may not be up to standards. It is vital that interviewers know what they can and can not do in the process.

· How to plan an interview 

· How to build rapport 

· How to evaluate skills objectively

· How to effectively use silence when interviewing 

· How to uncover past personal and work behaviors 

· How to use examples of past behavior to predict future behavior

· How to ask legal interview questions 

· How to avoid inappropriate questions 

· How to take objective notes

Conflict Management (1 1/2 hours)

· How to understand both sides' points of view 

· How to vent and neutralize emotions 

· How to listen without being argumentative or judgmental 

· How to successfully intervene in employee conflicts 

· How to listen, ask questions, offer feedback, and get to the real problem 

· How to set and stick to fair ground rules and achieve "win-win" results for both sides

Coaching (1 1/2 hours)

·  How to motivate employees to set and accomplish goals 

·  How to reveal the real importance of every job 

·  How to empower employees to make better decisions 

·  How to listen, ask questions, and express concern when dealing with employees 

· How to develop a "team" attitude in the organization 

· How to motivate and manage a continuous stream of contributions from the "team players" 

·  How to focus competitive drives outward from the "team" toward the real opponents, the competition 

Performance Evaluation (2 hours)

· How to conduct a positive and constructive performance appraisal 

· How to be specific and candid 

· How to build on the employee's strengths to improve performance 

· How to evaluate your own performance as a manager, objectively and     accurately

· Documenting evaluations 

· Communicating performance expectations 

· Employee involvement in the evaluation process

· How to avoid personal bias in performance reviews 

· How to properly and legally document the review

· How to communicate expectations and job standards 

· How to discuss problems with the employee

· How to verbally counsel an employee 

· Issuing a written warning 

· Placing an employee on suspension 

· Terminating an employee

Meeting Management (1 hour)

· Plan meetings in advance 

· Prepare a detailed agenda 

· Pre-notify attendees 

· Control the discussion 

· Time Management 

· Internal communication

· Summarize and record decisions

Advanced Computer Skills (10 hours)

· MS Word 97, 2000

· PowerPoint 2000

· Access 2000

· MS Outlook 2000

· MS Project 2000

· Budgeting and Basic Accounting

 LEVEL IV. (Directors Level, 12 hours)
Myers Briggs Type Indicator (Two sessions, 2 hours each)

The Myers-Briggs Type Indicator® is an instrument for measuring a person’s references, using four basic scales with opposite poles. The four scales are: (1)  extraversion/introversion; (2) sensate/intuitive; (3) thinking/feeling; and (4) judging/perceiving. 

According to statistics, the Myers-BriggsTM instrument is “the most widely used personality inventory in history” (approximately 2,000,000 people a year take the MBTI®).

Leadership (2 hours)

· Define leadership

· Leadership characteristics

· Management and leadership: what's the difference

· Maintaining leadership

· How to address the opinions and ideas of others in a positive way, even if you disagree

·  How to fuel the growth of your employees 

· How to tell the truth with compassion 

· How to acknowledge good intentions and deter potentially damaging intentions 

Change Management (2 hours)

· Develop resilience and improvise new approaches and maneuvers to gain advantages 

· Identify and define change agents within yourself and others 

· Practice flexibility with organization 

· Reduce defense mechanisms against change 

· Respond to disruption with problem-solving actions and teamwork

· How to identify and understand the four phases of change 

· How to be more sensitive to the emotional aspects of change 

· How to implement change while maintaining productivity and morale 

·  How to guide the process of change to achieve desired goals 

Project Management (2 hours)

· Preparation 

· Adjustment 

· Communication 

· Opportunity

Legal Issues (2 hours)

· How to avoid charges of employment discrimination. 

· How to develop fair recruiting and hiring practices 

· How to observe regulations regarding minimum wage and overtime

· How to recognize harassment and sexual harassment 

· How to comply with the Americans with Disabilities Act

Customized training sessions will be offered to meet individuals’ needs 

Leadership Surveys

Leadership Characteristics and Skills Survey

Introduction

This survey is designed to provide you with feedback about your level of preference or comfort with leadership characteristics and skills.

If you have NOT performed a task before, estimate how difficult the task would be for you to learn to perform.

Circle the number on the scale that you believe comes closest to your skill or task level. Be honest about your choices as there are no right or wrong answers - it is only for your own self-assessment.

	PRIVATE

	
	Very Strong
	Moderately Strong
	Adequate
	Moderately Weak
	Very Weak

	1.
	I enjoy communicating with others. 
	5
	4
	3
	2
	1

	2.
	I am honest and fair. 
	5
	4
	3
	2
	1

	3.
	I make decisions with input from others. 
	5
	4
	3
	2
	1

	4.
	My actions are consistent. 
	5
	4
	3
	2
	1

	5.
	I give others the information they need to do their jobs. 
	5
	4
	3
	2
	1

	6.
	I keep focused through follow-up. 
	5
	4
	3
	2
	1

	7.
	I listen to feedback and ask questions. 
	5
	4
	3
	2
	1

	8.
	I show loyalty to the company and to the team members. 
	5
	4
	3
	2
	1

	9.
	I create an atmosphere of growth. 
	5
	4
	3
	2
	1

	10.
	I have wide visibility. 
	5
	4
	3
	2
	1

	11.
	I give praise and recognition. 
	5
	4
	3
	2
	1

	12.
	I criticize constructively and address problems. 
	5
	4
	3
	2
	1

	13.
	I develop plans. 
	5
	4
	3
	2
	1

	14.
	I have a vision on where we are going and set long term goals. 
	5
	4
	3
	2
	1

	15.
	I set objectives and follow them through to completion. 
	5
	4
	3
	2
	1

	16.
	I display tolerance and flexibility. 
	5
	4
	3
	2
	1

	17.
	I can be assertive when needed. 
	5
	4
	3
	2
	1

	18.
	I am a Champion of change. 
	5
	4
	3
	2
	1

	19.
	I treat others with respect and dignity. 
	5
	4
	3
	2
	1

	20.
	I make myself available and accessible. 
	5
	4
	3
	2
	1

	21.
	I want to take charge. 
	5
	4
	3
	2
	1

	22.
	I accept ownership for team decisions. 
	5
	4
	3
	2
	1

	23.
	I set guidelines for how others are to treat one another. 
	5
	4
	3
	2
	1

	24.
	I manage by "walking around" (the front line is the bottom line). 
	5
	4
	3
	2
	1

	25.
	I am close to the business and have a broad view of where we are going. 
	5
	4
	3
	2
	1

	26.
	I coach team members. 
	5
	4
	3
	2
	1

	27.
	I determine manpower requirements for my department and write job descriptions for them. 
	5
	4
	3
	2
	1

	28.
	I interview and select the most qualified candidate for an open job position. 
	5
	4
	3
	2
	1

	29.
	I provide new employees with on-the-job training. 
	5
	4
	3
	2
	1

	30.
	I determine resources, material, and supply requirements for my department. 
	5
	4
	3
	2
	1

	31.
	I developed a budget for my department. 
	5
	4
	3
	2
	1

	32.
	I can respond to an employee who is upset with me or someone else in the organization. 
	5
	4
	3
	2
	1

	33.
	I have counseled employees who have personal problems (family, health, financial). 
	5
	4
	3
	2
	1

	34.
	I react to situations in which the quality of an employee's work goes into a decline. 
	5
	4
	3
	2
	1

	35.
	I deal with employees who have performance issues, such as suspected of substance abuse or chronically late. 
	5
	4
	3
	2
	1

	36.
	I reward employees for good performances. 
	5
	4
	3
	2
	1

	37.
	I conduct formal employee performance appraisals. 
	5
	4
	3
	2
	1

	38.
	I can make a presentation to a group of peers and/or seniors. 
	5
	4
	3
	2
	1

	39.
	I write reports to be distributed to a group of peers and/or seniors. 
	5
	4
	3
	2
	1

	40.
	I have a deep-rooted understanding of the functions of my organization. 
	5
	4
	3
	2
	1

	41.
	I am curious. 
	5
	4
	3
	2
	1

	42.
	I know how to sell. 
	5
	4
	3
	2
	1

	43.
	I am a good learner. 
	5
	4
	3
	2
	1

	44.
	I know how to influence people and get support. 
	5
	4
	3
	2
	1

	45.
	I admit my mistakes and take responsibility for my actions. 
	5
	4
	3
	2
	1

	46.
	I like to talk to people and I am a great listener. 
	5
	4
	3
	2
	1

	47.
	I am a good delegator. 
	5
	4
	3
	2
	1

	48.
	I can separate the important issues from inconsequential ones. 
	5
	4
	3
	2
	1

	49.
	I have integrity and can be trusted. 
	5
	4
	3
	2
	1

	50.
	I am political only when needed. 
	5
	4
	3
	2
	1

	
	TOTAL 
	
	
	
	
	


Total score for all 5 columns: __________ Final Score __________

Total each of the five columns and then add the five columns together for your final score. The maximum score is 250 while the minimum score is 50. As mentioned earlier, there are no right or wrong answers. This means there are no right or wrong scores. This survey is designed to show you the areas you need to improve in. You lowest scoring answers are the areas you need to improve. See your supervisor or training department for resources to help you to become more proficient in your weak areas.

 Use the table below for a general guideline of where you stand: 

	PRIVATE

	· 175 and above - You are well on your way to becoming a leader.

	
	· 125 to 174 - You are getting close.



	
	· 124 and below - Don't Give up! Many before you have continued with their studies to become some of the finest leaders around.




Use this assessment to help you to determine what skills and abilities you can continue to improve (Strengths) and what skills and abilities you need to develop (Opportunities for growth).

A case ….

for  managers

A STAR IS FALLING

“Just leave me alone and let me do my job,” said Manuel Salizar. Dumbfounded, Bill Brown, Manuel’s supervisor, decided to “count to ten’ before responding to Manuel’s fury. As he walked back to his office, Bill thought about how Manuel had changed over the past few months. He had been a hard worker and extremely cooperative when he came to work for Bill two years earlier. Now, it looked like Manuel may have to be replaced. Bill was getting complaints and he could observe that the area around Manuel’s machine was in disarray. Manuel had usually kept this area very orderly and this sudden change had Bill worried. Bill went back to his office to think.

KC Pans, Inc. is a fabricator of metal parts. The shop is located in suburban Kansas City and includes among its clients the aerospace industry, manufacturers of small aircraft, and large truck manufacturers. The company upgraded their fabrication machines a few years ago and hired some new workers to run the computerized equipment. These machines required a lot more attention to the running process; each operator worked pretty indepen​dently of the others. The new machines required less supervision and “tweaking;” instead, the critical element of the new machines’ success was the programming that came up front and because they were new at it, the operators worked with each other at their computer stations.

Bill had hired a handful of new workers when the new machines were being purchased and made use of the lag time to train them. The hiring process included an hour interview with each of the applicants that had answered an ad in the paper. After meeting with them he gave them a quick tour of the shop, offered to answer questions (there weren’t many), and told the applicants he’d get back to them. Manuel had said that he had heard about the opening from his shop teacher in high school who had called him about it. After being hired, Manuel and the five others had been sent to two training schools and Manuel had received glowing reports about his perfor​mance in each of them. The other recruits had done well given the short training times of a week each; Manuel had performed a cut above them! Bill had expected Manuel to do well because he had called Manuel’s high school shop teacher who told him that Manual was a gifted metal worker. And he had also received feedback that Manuel had excelled at comput​ing in the high school classes in the magnet school he had attended in one of the better areas of Kansas City, outside his own neigh​borhood.

When the new recruits returned from training, Bill let them work together in a team to get started. There wasn’t a lot of interaction between them and the crew who ran the old machines. Bill didn’t see any need for this because their processes were different in many ways. He noticed that the longer term employees would come around and inspect the new machines and the operators. More often than not, Manuel was helping another one of the programmers. Bill had also observed the other men shaking their heads and laughing as they walked back to their stations. He didn’t think much about this because the new workers were performing fine. Bill busied himself during this time with the onslaught of new orders that came in as a result of their new technology. It was a hard job because he had to learn how to deal with the customers’ new computerized order and invoicing processes and he really had a hard time being motivated to do this.

For more than a year Manuel had a perfect attendance record and was an ideal employee. He had had some problems initially with wearing loud clothes and weird haircuts. But that seemed to settle down after awhile. Maybe getting married was the reason. He did still wear some pretty outrageous jewelry though. Bill figured that was how Manuel wanted to express his identification with the neighborhood in which he continued to live in the city. Things had gone along well and the output of the new machines group was im​proving incrementally and steadily. It looked like the company was going to be able to settle into this new technology and customer demand without too much trouble.

Six months ago, Manual began to have personal problems which resulted in a separa​tion from his wife and baby. Manuel had requested a day off several times to take care of personal business. Bill had attempted to help in every way he could without getting directly involved in Manuel’s personal affairs. But he was aware of the strain Manuel must have experienced as his marriage broke up and he and his wife engaged in the inevitable disputes over child custody, alimony payments, and personal property.

During the same time period, top management initiated a push for improving productivity. Bill found it necessary to put additional pressure on all his workers, including Manuel. He tried to be considerate but the had to become much more performance oriented, insisting on increased output from every worker. As time went on, Manuel to show up late for work and actually missed two days without calling Bill in advance. Bill attributed Manuel’s behavior to extreme stress. Because Manuel had been such a good worker for so long, Bill excused the tardiness and absences, only generally suggesting that Manuel should try to do better. The others who were re​cruited with him were complaining that they had to pick up some of the load and that he wasn’t around when they needed him to help them with their programming. They also were complaining that he was acting different, less like he used to and more like his own people. He had changed his style of clothing again and used his own language with a newly hired secretary and it bothered them that he might be talking about them.

Sitting at his desk, Bill thought about what might have caused Manuel’s outburst a few minutes earlier. Bill had simply suggested to Manuel that he shut down the machine he was operating and clean up the surrounding area. This was a normal part of Manuel’s job and something he had been careful to do in the past. Bill though that the disorder around Manuel’s machine might account for the increasing number of defects in the parts he was making.

Bill called Human Resources to set up an appointment. He’d better get to the bottom of this soon.

Evaluations and Schedules for the Training

Support Services and Planning Division

Training and Development Evaluation Form

Training Session    Subject……………..

After you complete the training, we want your feedback and an evaluation of the training you have just completed.  We are interested in providing productive training sessions and need your input on how we can improve these sessions.  Pleas fill out this form and submit it to the training and development coordinator. Thank you. 

Evaluation Ratings:

Excellent 5, Good 4, Satisfactory 3, Poor 2-1

The Questions:

1.   How would you rate the overall value of this training?  

 
1    2  3  4  5

2.   How would you rate the training topics?   

1    2  3  4  5

3.   How would you rate the training format? 


1    2  3  4  5

4. How would you rate the training organization? 

1    2  3  4  5

5. How would you rate the overall relevance of the material covered to your job’s 

functions

1    2  3  4  5 

------------------------------------------------------------------------

6.  Were your objectives for taking this training met?  Yes      No

7.  General Comments 

Thank you for taking the time to complete this evaluation.

Support Services’ Computer-Training( August –November, 2001)

	August
	Fri 3rd or Thu 9th

Word/  ESi

 W-Hospital Rm. 107

1  - 3 P.M.
	Fri 10th

Excel

West Hospital Rm. 107

1 - 3 P.M.


	Fri 17th
Word

West Hospital Rm. 107

1 –3 P.M.
	Fri 24th

Access
West Hospital Rm. 107 

1 - 3 P.M.


	

	September 
	Fri 7th 

 Word

West Hospital Rm. 107

1 - 3 P.M.
	Fri 14th

Windows

West Hospital Rm. 107

1 - 3 P.M.
	Fri 21st
ESi

West Hospital Rm. 107

1 -4 P.M.
	Fri 28th

Excel

West Hospital Rm. 107

1 - 3 P.M.
	

	October 
	Fri 5th

Excel
West Hospital Rm. 107

1 - 3 P.M.


	Fri 12th

Word

West Hospital Rm. 107

1 - 3 P.M.
	Fri 19th
ESi

West Hospital Rm. 107

1 -4 P.M.
	Fri 26th

Power Point
West Hospital Rm. 107

1 - 3 P.M.
	

	November
	Fri 2nd 

Power Point

West Hospital Rm. 107

1 - 3 P.M.
	Fri 9th

Excel

West Hospital Rm. 107

1 - 3 P.M.
	Fri 16th
ESi

West Hospital Rm. 107

1 -4 P.M.
	Fri 23rd
Word
West Hospital Rm. 107

1 - 3 P.M.
	Fri 30th

Word
West Hospital Rm. 107

1 - 3 P.M.




Support Services’ Videos and Seminars ( August –November, 2001)

	
	
	

	September 
	Wed. 5th
  Optimizing Customer Value

North-Hospital –Basement-Rm.069

2-3 P.M.
	Wed. 19th

Diversity Management

North-Hospital –Basement-Rm.069

2-3 P.M.

	October 
	Wed. 3rd
How to Hire The Right Person

Every Time

North-Hospital –Basement-Rm.069

2-3 P.M.


	Wed. 17th-

Wed 31st

Taking The Step Up to Supervisor

North-Hospital –Basement-Rm.069

2-3 P.M.

	November
	Wed. 7th

Managing Performance Problems

North-Hospital –Basement-Rm.069

2-3 P.M.
	Wed. 21st
Optimizing Customer Value

North-Hospital –Basement-Rm.069

2-3 P.M.
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Tasks

		The Period : March 01- March 02

		Note:the percentage assigned to tasks based on  40 hrs per week

		Task		Hrs/Week		%

		ESi		22 hrs.		55%

		Assessment and Planning		17 hrs.		42.5%

		1.  Identification of users training's needs

		2. Development of training plans and materials to support ESi system

		" Flow charts , Reports, Step by step guide for using ESi Requisition Menu

		Poinfo, MINVINQ, RECVINQ,Reports ect."

		3. Investigation of users problems-Coordination with Henry

		4. Preparation and Modification of ESi On-line answers and questions

		5. Assigning and modifying profiles for  MM  and RREDIT

		6. Assistance for various departments in running different reports

		VCU and MCVP Accounts		2hrs.		5%

		Responsible of establishing, verifying maintaining

		all VCU and MCVP accounts)

		ESi Training		3 hrs.		7.5%

		ESi Formal Training (Twice a month-a three- hour session ,

		minimum of 6 trainees for the session )

		ESi In-House Training( An hour by request for specific

		departments, minimum 3 users/session)

		ESi On going Training (15-20 minutes ine on one for users

		who having a problem and need immed.

		assistance to performing a task or ordering)

		Support Services Training		14 hrs.		35%

		Activities associated with the training		8 hrs.		20%

		1. Meeting with mangers and directors

		2. Identifying needs for departments

		3. Planning

		4.Preparation

		5. Scheduling employees

		4. Marketing within SS and VCUHS at large

		Presentations to VPs, COO, Newsletter,

		VCU Newspapers,

		6. Reports to VP and COO

		Classes		5 hrs.		12.5%

		Word

		Excel

		Access

		Power Point

		Windows

		Seminars		1 hr.		2.5%

		Optimizing Customer Values

		Managing Performance Problem

		Leadership Forums

		(1)The Keys to being an effective leader in Healthcare Org.

		Donna Katen-Bahensky-COO

		(2) H

		Dr. Sheldon Retchin

		Website (Intranet and Internet)		4 hrs.		10%

		1. Redeveloped a new site, changed the design, data,

		2. Security measurement, more interactive Web browsing

		3. Build forms and using Microsoft Word instead of

		4. Graphics

		5. Online capabilities

		Other Activities

		VCU Health System-Leadership Orientation

		1. Represented SS

		2. Submitted a proposal to Dr. Loyyd Greene

		3. Worked with SS VP, VP Greene, HR on Leadership

		curriculum preparation

		Support Services Retreat

		Prepared all materials, hosted the event





Data

		Training Data

		Department		Trainees		Classes No.		Training Hours

		CE		9%		46		700

		ES		1%

		F&N		16%

		MM		13%

		Transportation		16%

		PP		7%

		POs		12%

		Purch		6%

		SRS		13%

		SS		7%





Trainig Chart

		CE

		ES

		F&N

		MM

		Transportation

		PP

		POs

		Purch

		SRS

		SS



Trainees

Support Services Training
Participation % by department
( The percentage represents : Dep % of the total # of Participants) 
June 01- March 02
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0.0095238095
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