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Identifying Problems.
Creating Solutions.

Due to outdated training materials, unclear job
duties, and low morale, librarians and staff at the
University of Michigan-Dearbom Mardigian Library
saw the need to create a standardized training
program for student assistants (SAs) working in the
User Services Department.

With the need to effectively train a cluster of newly-
hired student assistants, University of Michigan-
Dearbom librarians and staff launched a twelve-week
training program in fall 2016.

The Method Behind the
Madness.

The twelve-week training program was piloted using
a group of five newly-hired SAs and two veteran SAs.
The program was divided into nine modules, each
module covering a specific area of User Services.

For each module, SAs were given a short study guide
followed by a written assessment that tested their
knowledge of the material. Several modules
included a fun, hands-on assessment (i.e. role
playing, simulated reference interview, scavenger
hunts) that added humorand variety to training.

Cumulative assessments were given at the end of
every third module to help SAs retain previously
learned information. The highest scorer on the
cumulative assessmentwon a $25 gift card.

Librarians and staff held weekly meetings to discuss
the training program timeline, content, assessment
design, division of tasks, etc.

e PN

asful Module Completion

2

1. Hours; Group
Study Rooms

2. My Library
Account; PIN;
Checking Out

3. Where to Find
Things; Internal &
External Referrals

4. Emergency
and Safety
Procedures

5. Computers
and Other
Technology

6. Who Can
Borrow
Materials?

Modules 3-9 of the program were evaluated through
a series of post-assessment Qualtrics surveys. SAs
reported the number of new items they leamed from
each module and listed those items. The number of
leamed items increased as SAs moved through the
program. Additionally, they provided suggestions on
how to improve future assessments.

7. Customer
Service

8. MeLCat;
Interlibrary Loan;
Databases

Supenvisors reported that SAs expressed a higher
degree of job confidence and accuracy in carrying out
job duties, post-training.

9. Summon;

Reference
Interview

Module 3 Feedback
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Did not learn anything new (0 SAs)
= Learned one new thing (2 SAs)
Learned 2-3 new things (1 SA)
= Learned 4+ new things (2 SAs)

Module 4 Feedback
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Did not learn anything new (0 SAs)
= Learned one new thing (1 SA)
Learned 2-3 new things (2 SAs)
= Learned 4+ new things (3 SAs)

Michigan
Academic Library
Association

Moving Forward.

Future training will include subjects that weren't covered in
the original program (i.e. Sierra, monetary transactions, etc.).
Orientation modules will be added to help introduce new SAs
to general information about the Mardigian Library and User
Services. Review modules will also be added to provide SAs
with ‘refresher’ training.

Training study guides and assessments will transition from a
print to online interface that will bundle required readings,
assessments, and trainee feedback. Google Drive and Google
Forms are the current interfaces being used for online
training.

To further engage students and to enhance the element of fun
while learning, librarians and staff are considering the use of
student-made videos, gaming, and further incentives to
accompany each module.

Module 7 Feedback

A: Scenariosin
which the patron
is not polite and

is giving the
employee a hard
time. A: Howto
handle an angry
patron with a
A: Patron / printer problem

when TS is
gone for the
day.

trying to get
more timein a

study room. Q: I participated in

the Module 7:

Customer Service
Role Play Activity and
suggest the following
scenario(s) for future

sessions:

N

A: A: Someone wants to

Emergency have the group study
scenarios room for four hours

being acted rather than two and
out. they get angry that

that’s not allowed.



