CRM Skype Chat Summary
User Training – 5/22/14

Attendees: 
Murel Warren – Lutheran Church – Missouri Synod
Cindy Bond – University of Georgia
Tanya Crowe – University of Georgia
Barb Laane – Feeding America
Clare Cooley – University of Georgia
Mary Ann Wrana – Simon Fraser University
Becky Fullmer – Ohio State University
Michael Ward – Blackbaud CRM Analyst

1. Barb: How does everyone handle training for staff changeover?  Do they train one person and let that person train everyone else?
a. Murel: They do live classes; new hires get one-on-one training
b. Cindy: They have a central training department with one manager and staff – they train all users on basic navigation 
c. Cindy – They have Subject Matter Experts that do training on marketing, events, prospects, etc.
d. Mary Ann – they have a training template for each area of CRM and subject matter experts who can provide training on those areas.  For each new person coming in, they customize the template and schedule training with SMEs
e. Becky: They do orientation training and ongoing mini-refreshers
2. Barb: Do others record training and use the recordings later?
a. Barb: They do most training live over the phone (Blackbaud-led); they recorded those sessions
b. Cindy: Some topics are classroom only
c. Becky: They’re looking at 20-60 second videos/tutorials as an option

3. Barb: Do others require users to pass a test before allowing them to do data entry?
a. Cindy: For classroom training, they have everyone do an exercise and then go over it.
b. Cindy: for online classes, there’s a short quiz
4. Mary Ann: Staff experts create training docs, but it’s hard to align those with their business processes – anyone else having this problem?
a. Barb: They don’t have a lot of documentation around best practices/business processes, so she’s trying to document that information 
b. Cindy: She sits in on SME classes to learn how they use the system and teaching it, and ensure that training materials and business processes align.
c. Cindy: SME’s keep the training dept updated on the way they do things.
5. Murel: They used to do weekly CRM User Group meetings for all staff – shared training changes and sent out documentation
a. Now, only managers and supervisors attend and pass along changes.
6. Mary Ann: Does anyone have a central training/docs website?
a. UNC: http://davie.unc.edu/index.html
b. UGA: www.alumni.uga.edu/gail
i. They also have links in CRM to flowcharts and instructional documents on their website.
c. Murel – they have a blog site, but need to build out content
7. Tanya: in Knowledgebase and the Developer Network she’s had trouble figuring out if the documentation is for CRM or some other product/version.
a. Knowledgebase should be limited to active products, and users can filter further by selecting a specific product from the right side of the screen.
b. ACTION: Caroline to follow up with Developer Network owners to see if anything can be done
i. Tanya: Maybe people can add their version number to questions/comments?
8. Murel: They’re hoping to handle upgrade training better in the future
a. Identify what new features require testing/training
b. Features won’t show up for anyone who’s not a system admin – people don’t know what’s out there.
c. Trying to figure out how to know what needs to be added to system roles each time – Anne Marie (TAM) is working with Mike Metcalf (LCMS) on this.
d. [bookmark: _GoBack]ACTION: Caroline to follow up on that – others have had the same problem.
