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Complaint Resolution and State Hearing Training Course

Training Coordinator Handbook

Coordinator Instructions

INITIAL TRAINING SCHEDULE

An initial four-week training period has been designated to better ensure a smooth implementation.  During this period, significant DCSS resources will be available to:
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Answer questions about the material.
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Respond to any technical difficulties encountered by the counties when attempting to employ the training devices.
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Answer questions about the local administration of the training course, both in the long and short term.

The initial four-week implementation period will officially run during the month of September, 2001:

Week 1:  September  3- 7,  2001

Week 2:  September 10-14, 2001

Week 3:  September 17-21, 2001

Week 4:  September 24-28, 2001

This course material is a permanent part of the Child Support Training Program.  Following this initial implementation period, the materials should be kept on hand to be used by new and existing staff, as required, to maintain compliance with mandatory training requirements.  
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PREPARATION AND DISTRIBUTION OF MATERIALS

Dependent upon their training requirements and interests, staff in your agency will require different materials in their Student Tool Books.  For example, all staff will require the materials for Lesson One, but while casework staff will also require materials for Lessons Two and Three, most support staff will not.  Consequently, we recommend that you carefully review the mandatory training requirements set forth by DCSS (refer to the Introduction Section of your Handbook) together with any additional direction you have received from your administration and lay out a plan for reproducing and distributing Student Tool Book materials.

PRESENTATION/DELIVERY OPTIONS

This course material provides three options for training presentation/delivery: computer-based, video and workbook.  The written materials that would compose the workbook option are contained in the Student Tool Book (refer to the above subsection on preparation and distribution of materials).  The CD ROM and video that support the other presentation options will be distributed as follows:
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CD-ROM for Lessons One, Two and Five (scheduled for overnight mailing no later than August 24, 2001).
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Updated CD-ROM and a full video for all lessons, one through five, (not yet scheduled for release). 

If any of these items is missing or damaged following full, statewide implementation of this course, please contact the Department of Child Support Services Training and Procedures Team (refer to your Handbook’s Resources Section). 

Prior to developing training using these delivery modes, the DCSS training team administered a survey that confirmed all local agencies have the capability to utilize at least one of these three modes.  These options have been developed to enable staff to learn at the pace and style that works best for them.
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Computer-Based Presentation Options

The computer-based options are targeted for self-paced learners and for organizations who are comfortable with computer-based training.  Please read the following important information about presenting this course via computer:

Downloading/Running

· The most effective way to provide staff access to the computer-based delivery option is to load the training course on to a local network using the CD-ROM.  This will allow staff to access the course materials whenever necessary and the audio and visuals will run truest to design.  

· Local technical staff can use the CD-ROM to load the training course on to the hard drives of centralized computers that can be or are dedicated either totally or during specified hours for staff to complete the training.  This option is also very effective and will deliver all audio and visuals.

· Staff who have access to a personal computer with a CD-ROM drive can be permitted to check out the CD-ROM for training purposes.  This will require that the user load the program on to the computer’s “c” drive, which will require at least 200 MB of free disk space.

· Staff who have access to the Internet can use the Internet address provided to access the course through the DCSS web site.  However, if this option is chosen, the audio feature will not be heard.  Consequently, this is the least favorable option.

System Requirements.  The computer-based delivery options consist of a PowerPoint show that includes graphics and audio.  Staff choosing computer-based presentation must have a computer with a sound card and speakers, or headphones, to listen to the audio tracks found within this presentation.  If these tools are not available, students can use the copy of the presentation located in their Student Tool Book to read along as they progress through the PowerPoint show or they can choose the video option.

Questions on training materials should be directed to:

Statewide Training Section at (916) 464-5607

or e-mail the Statewide Training Section
Workbook Option.  For self-paced learners who do not favor computer-based training, a hard copy of the appropriate sections of the Student Tool Book can serve as a workbook for this course.  The text in the presentation guide is an exact replica of the audio component of the PowerPoint show.

[image: image19.wmf]
Video Option.  The video was created for those who feel comfortable with a more traditional group setting.  Training sessions can be arranged with a facilitator using the video.  If this approach is selected, we recommend the facilitator preview the video and read the full copy of the presentation contained in this Hand Book.  

Following the video, the facilitator can lead a discussion and log participants’ questions for submission to the Training Coordinator, or designee, for transmission to DCSS during the scheduled conference calls.
CONFERENCE CALLS

[image: image20.wmf]Purpose and Schedule.  During the initial four-week implementation period, regional conference calls will be held to raise and clarify questions about the training materials.  The conference calls will be held according to the following schedule:
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Week 1:  Friday, September 7, 2001
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Week 2:  Friday, September 14, 2001
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Week 3:  Wednesday,  September 19, 2001
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Week 4: Friday, September 28, 2001
	Region
	Time

	One & Two
	  9:00 am - 10:30 am

	Three & Four
	11:00 am - 12:30 am

	Five & Six
	  1:30 pm -   3:00 pm


The Process.  Training Coordinators should request that supervisors collect any questions staff may have about the training material and submit those questions to the local training office.  In the case of video presentation, the facilitator should collect and submit these questions.  In preparation for the conference calls, the questions should be reviewed and consolidated.

These calls will be staffed by DCSS employees from the training team, Policy, and Information Technology.  During these calls, questions will be clarified and consolidated.  Following the calls, questions will be directed to the appropriate DCSS program area for response.  Once prepared, the questions and answers will be posted to and maintained on the course Frequently Asked Questions (FAQs) page of the course website.  All Training Coordinators will also receive a copy of the responses through electronic mail.
TERMINATION OF THE INITIAL TRAINING PERIOD

Once the initial training period and conference call process is terminated, the Public Inquiry Response Team (PIRT) Desk at the toll free number: (866) 249-0773 will be available to field questions about the complaint resolution and state hearing processes and/or training materials.  Also, the FAQ section of the course website is expected to be a valuable information and reference point.  
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RECORD KEEPING AND REPORTING

Examinations.  Lessons One through Four have an examination.  The exam for Lesson One is “Open Tool Book”.  It’s primary purpose is to ensure staff are familiar enough with the training material and their resources to be able to use them as quick references in the future while on the job.  The exams for Lessons Two, Three and Four are not open book as the staff with mandatory requirements to complete these lessons must know the material well.  

All exams have a pass-point of 70%.  Exam keys, which are located in your Handbook, contain passing score charts.

In order to receive credit for completing a lesson, staff must complete the associated examination and submit it to the Training Coordinator or other location designated at the local level.  The Training Coordinator or designee should then score the examination using the examination key contained in this handbook.  Once scored, relevant information can be entered into the record keeping forms discussed below.

Remedial Training.  If an individual does not achieve a passing score on the exam for a mandatory lesson, that individual must complete the lesson again and complete another exam until a passing score is achieved.  In these instances, we strongly recommend that a presentation mode not used in the first attempt be employed.
Course Evaluations.  Course evaluation forms have been developed for each of the five lessons.  It is important that staff complete these evaluations because they will provide information critical to the ability of DCSS to constantly improve the course materials.

Forms.  Because this is a mandatory training course, coordinators will be expected to maintain a record of staff who have completed the training.  A blank record has been provided in the forms and brochures section of this Handbook.  An electronic version is also contained on the diskette that is included in this Handbook.  There are two Microsoft Excel 5.0 spreadsheets on this diskette associated with this training course:
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Mandatory Training Requirement Documentation:  This spreadsheet will allow you to capture, in a single place, all the important information about individual staff’s compliance with the mandatory complaint resolution & state hearing regulation training requirements.
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Registration Group Delivery:  This form was developed as a convenient way for county staff to register if attending group viewings of the video associated with this course.

If you are not able to open one of these documents from the disk, please contact Doreen Conley of the DCSS Training and Procedures Team at (916) 464-5250 or doreen.conley@dcss.ca.gov.

RECORD KEEPING AND REPORTING

(Continued)

The mandatory training requirement documentation must be maintained and submitted to DCSS in accordance with the reporting calendar reflected below.  We have tried to design this form for efficiency - a single member of your staff only requires one general entry, regardless of how many lessons he/she is required to complete.  This spreadsheet contains the following fields:
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Name (of employee)
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Title (of employee)
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If new employee, date of hire
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Training Completed Section.  Each Lesson has a set of columns:

· Lesson (L1 being Lesson One, L2 being Lesson Two, etc.)

· Date Completed (a separate column is provided for each lesson since training can occur over time).

· Exam Completed – Pass/Fail.  Enter a “P” or an “F”.  

· Evaluation Completed - Yes/No.  Enter a “Y” or an ”N”
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Delivery Mode Used (insert choices from Deliv ery Mode Legend)

Reporting Schedule.  We ask that all Training Coordinators submit to the DCSS Training and Procedures Team all completed Mandatory Training Requirement Documentation forms associated with this training course, along with all evaluation forms completed by staff, in accordance with the following schedule:

	Quarter
	Period

	1st Quarter
	September 1 – November 30

	2nd Quarter
	December 1 – February 28

	3rd Quarter
	March 1 – June 31

	4th Quarter
	July 1 – August 31


[image: image22.wmf]Note:  Following submissions for each quarter, you may close out that quarter’s documents and begin completing forms for the next quarter.
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