
RECENTLY CERTIFIED

Patricia A. Bauch, Akron-Summit County Public Library

Samantha Betts, Fairfield County District Library

Therese Feicht, Geauga County Public Library

Amanda Murphy, Warren-Trumbull County Public Library

Christopher Roddy, Fairfield County District Library

Julie Tenney, Wadsworth Public Library

RE-CERTIFICATION 

Curtis Bower, Akron-Summit County Public Library

Carolyn Burrier, Akron-Summit County Public Library

Stephen Hedges, OPLIN

Carolyn Neal, Cleveland Public Library

Nieca Nowels, Westerville Public Library

Gayle A. Patton, Mansfield-Richland County Public Library

Elizabeth M. Reed, Akron-Summit County Public Library

Valerie Sherman, Akron-Summit County Public Library

Definition:
Understands and demonstrates ethical
behavior as a library representative.

Select Skills and Behaviors: 
� Interprets and applies library policies in

a fair and equitable manner
� Acts as a good steward of the

community’s resources
� Protects and values patron

confidentiality and organizational
security

� Treats others with honesty, respect,
and fairness while encouraging
differing viewpoints

Training Resources: 
� Todaro, Julie Beth. Training Library

Staff and Volunteers to Provide
Extraordinary Customer Service – book 

� Diversity Bingo: An Experiential
Learning Event (Advancement
Strategies – A bingo game created to
encourage learning about and
tolerance for diversity). 

The
Library

Education
Committee is com-

mitted to helping libraries
incorporate competencies
into their training and staff
development efforts. Each
month we will highlight one
of the OLC competencies by
providing a short definition,
a few related skills or
behaviors, and resources for
more information. As
always, we want to know
how your library uses
competencies. Please send
your stories to
cathy.wilkymacky@
cincinnatilibrary.org.

COMPETENCY:
Ethics–Circulation Services

SPOTLIGHT on
COMPETENCIES � Customer Service: More than a Smile

– video
� Customer Service: the Heart of a

Library – video
� Matt, Michele. Bad Apples: How to

Deal with Difficult Attitudes – book
and video

� Garber, Peter R. 25 Reproducible
Activities for Customer Service
Excellence – book

� Turner, Anne M. It comes with the
territory : handling problem situations
in libraries – book

Training Opportunities: 
www.ceohio.org

Complete List of Competencies:
www.olc.org/CoreCompetencies.asp

More Information:
Cathy Wilkymacky, The Public Library of
Cincinnati and Hamilton County
(Cathy.Wilkymacky@Cincinnati
Library.org)
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For more
information or to
register visit the OLC
Web site (www.olc.
org/prof_dev.asp). 

OLC Training Partnership
Instructor: Pat Wagner, Pattern Research, Inc.
(www.pattern.com/)

Portsmouth Public Library, Portsmouth
This is a training partnership of the Briggs-
Lawrence County Public Library, the Garnet
A. Wilson Library of Pike County, the Ohio
Library Council, and the Portsmouth Public
Library.

Library Conflict Management
for Consenting Adults:
Turning Enemies Into Allies
November 15, 2007

Chronic unhealthy conflict lowers morale, impacts
productivity, and hurts the library’s credibility with library
users and fundraisers. At this workshop, you’ll learn to
identify and deal with unhealthy behavior in yourself and
others without having to resort to angry “confrontations.”
The skills you’ll acquire can apply in your dealing with library
users, employees, co-workers and bosses. Participants will
learn how to: identify one’s own role in current conflicts,
create a contract for conflict resolution with employees, and
reduce unhealthy conflict.

Why Everyone Has to Think
Like a Manager!
November 16, 2007

No matter how good you are at your job, there is more to
running a library than tech services, cataloging, reference
circulation, children’s services, etc. Find out why even part-
timers need to understand the importance of
communication, coordination, planning, documentation, and

PROFESSIONALD E V E L O P M E N T
eliciting the best from other people. This workshop will help employees
at all levels to understand how and why they work for one
organization, and why doing the job they were taught in library school
or at a library desk is not enough. Participants will learn how to: create
a simple “expectations” contract, identify and apply at least two
management skills to their library job, and know who to promote, and
why.

Training @ OLC
Facilitator Training
Instructor: R. Glenn Ray, Ph.D (www.raycomlearning.com)

Ohio Library Council, Columbus
November 29, 2007

Since the late 1990s, the best leaders have begun interacting with
their staff in a more facilitative way. The word facilitate comes from
the Latin work facile, which means to make easy. Leaders who tend to
interact with facilitation are trying to make the communication with
employees safer and therefore easier. 

Meetings are costly, necessary events but facilitation can make them
exciting and meaningful. Well-facilitated meetings are more efficient,
and decisions are more quickly implemented. Facilitation has a dual
focus of enabling a successful group process and accomplishing the
product or task. Meetings processes that engage team members have
higher energy and more creative dialogue.

In this session, you will learn techniques to make meetings powerful
events for change. You will be able to deal more professionally with
resistance in meetings and intervene to assist employees and teams to
accomplish their goals. You will see the behaviors demonstrated that
enable employees to feel ownership for meetings and you will be able
to identify the effectiveness level at which the group is interacting. A
few simple idea-generation and problem-solving tools will also be
shown. Finally you will be able to create action plans that are
completed and be able to evaluate the meeting process with several
different techniques.
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An OLC Training Partnership is an agreement
between the Council and an institutional
member library to sponsor high-quality training
in a local library setting. OLC has a strong
commitment to providing excellent training
opportunities for its members. Ohio’s public
libraries are advocates for continuous
improvement for staff as they develop new
programs and enhance services. By agreeing to
collaborate on educational programs both the
Council and the library can enhance their
continuing education offerings. 

There are some very specific member-focused
benefits for this arrangement: 

� Cost effectiveness: An OLC Training
Partnership helps you save on speaker fees,
transportation, and any other associated
costs. You’ll also save on time and travel for
your staff and stretch your training budget
in exchange for allowing OLC members in
your area to attend your library’s training
event. 

� Increased program quality: People who
participate in workshops conducted for OLC
by professional trainers inevitably give those
events higher marks than events that use
peer-to-peer training. OLC can help you
locate a trainer for your event and use its

presence in the professional training
community to possibly negotiate a lower,
not-for-profit rate. 

� Broader audience: Members of your staff
will have an opportunity to network with
staff from other libraries. Participants in
OLC’s continuing education program
consistently mention this as a great
advantage of attending workshops. 

If you’re interested in creating a training
partnership with OLC, contact Director of
Professional Development Wayne Piper at
wpiper@olc.org or 614-416-2258 to learn
more about this OLC programming service.

What is an “OLC Training Partnership?”
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