Onboarding and Upskilling Your Team Meeting 10/26/2023

At our meeting today, we had attendees from the USA, Canada and Wales who are training anywhere between 10-400 people at their organizations! Average number of people trained at an organization is 58.

Chat Questions
All of our training documents are in Microsoft Word. Are any of you using (or exploring) other forms of documentation?
· Word/sharepoint but thinking of creating screen recordings
· AI tool called Scribe. It records your clicks and takes screenshots. You can then go back and edit the text and screenshots for each step. It has saved a lot of time and is being used to record all the tasks being done in DEV to prepare for v16 upgrade.
· Made videos for staff which are great for onboarding but written notes for quick reference are invaluable
· Google Site to collate information and have access to links and changes that may happen as they come up. Only for Ticket Office staff so it's not accessible for other Tess users. Would like to use Sharepoint and upload the location to the internal Tessitura help system so that things can be integrated. 
· Putting everything on Paylocity
· Google Suites docs and Google Sites

How do y'all manage folks who have a little bit of tessitura experience from another organization? There are always so many ways to do things
· Train the trainers – they know their departments best and the minute ins and outs to be able to pass that on appropriately to new staff who may have prior knowledge
· Use SME's (Subject Matter Experts) within each department, where we can provide specific training (how they use Tessi) to the SME and they can distribute that to their team accordingly. 
· Love it when folks have prior experience. Can learn from them as well as share how we work and what we need. Through our process they learn our policies and what they must do. As we all know, there are many ways to work through the order. We need folks to be comfortable to work through conversation with the patron on the phone. As long as at the end, the order is done correctly, the customer received amazing service and all the policies were followed, we are happy with them. 

Suggestions on how carry out tasks in the database for new users
· We will have mini problem sets for them to create orders or find information independently within Tessitura using Test. Examples seem to help most for new users to prepare for real patrons.
· We have a "Tessitura Scavenger Hunt" in Test with common to very tricky patron questions. Let's them practice navigating the system.

How often do you or should documentation be updated?
· Yearly, or if major functionality changes
· Any time a process changes
· We update documentation whenever we learn a better/easier way to do things!



