Counselor Notes Training Guide for Supervisors

Introduction
This guide is intended to help you train staff on using the Workforce Solutions Counselor Note Guidelines and the TWIST Counselor Notes Subject Line desk aid.  Both documents were developed to address system communication problems that affect customer service, performance, records accuracy, and compliance. This guide is not a substitute for formal training and coaching, but it will help you get staff comfortable using both documents.  And, it will assure them you support and understand the documents yourself. 
The Workforce Solutions Counselor Notes Guidelines and the TWIST Counselor Notes Subject Lines desk aid were developed by the Unified Communication Team, a cross-contractor workgroup established by the Gulf Coast Workforce Board.  The workgroup is charged with identifying ways to improve the quality, conciseness, accuracy, and timeliness of electronic data; and to ensure financial aid is documented in the Workforce Solutions' management information system in a way that makes it accessible to staff throughout the system.  
Doing It Right
Don’t forget to use the OJT model you learned in the Workforce Solutions Supervisor Series when coaching and providing on-the-job training.  Remember:  From the learner’s perspective, there are five important elements of good on-the-job training:
1. [image: ]Tell Me
1. Show Me
1. Let Me Practice
1. Let Me Show You
1. Feedback 


Provide Feedback
Don’t be tempted to skip this part of the training process.  Your feedback to the learner is critical.  Without feedback:
· It’s impossible for the learner to know how he/she is doing.
· Most people will assume their performance is OKAY.
· There is no motivation to change or improve performance.
Effective feedback is intended to help the learner continuously improve his/her performance.  Use the following tips to make sure your comments are on target:
· Focus on the behavior – not the learner.  Describe the expected performance rather than evaluating the person.
· Be specific about what needs to be done.  General, vague comments will not help a learner improve.
· Say something positive.  Reinforce something the learner is doing correctly.  Then, focus on the behavior or task that needs improvement.
· Limit the amount of feedback you provide at one time.  Too much information (data overload) can overwhelm the learner.
· Include clear, relevant examples.  Provide a sample or “benchmark” to follow.
· Provide feedback quickly and on a regular basis.  Don’t wait until the learner has forgotten about the event.
· Be sure the learner knows you want to help!  After all, a successful learner is the best indication of a successful trainer/coach.



Getting Started
Background
The only acceptable tool that has the capacity to support across-entity communication about job seeker customers is TWIST Counselor Notes.  Counselor notes are how we communicate our customers’ wants, needs, and services to each other.   The need for a standard set of guidelines was identified early in the workgroup’s meetings.  During several brainstorming sessions, it became apparent users system-wide:
· Enter generic subject lines that provide no useful information to the reader.
· Spend too much time trying to make sense of and/or navigate through the notes.
· Assign different meanings to the same terminology.
· Don’t review previous counselor notes because it’s too hard to find what they need.  (This results in redundant work and/or awarding financial aid to ineligible customers.)
· Resort to referring the customer to another staff person, a supervisor, another office, or even another part of the system to find help.
· Write narrowly-focused notes that fail to consider all potential readers.
· Enter information that is inappropriate or irrelevant.

Since the only acceptable tool that has the capacity to support across-entity communication about job seeker customers is TWIST Counselor Notes, providing standard guidelines should improve communication about customers and encourage staff to read counselor notes before they take any action.

What Can You Do?
First, review the Guidelines to become familiar with the material. Then, attend the Counselor Notes practicum.  It doesn’t take long, and it will help you understand things from the learner’s perspective.  It also ensures you use the same terminology to explain how to use it. 
1. Send your staff to the Counselor Notes practicum as soon as possible.
1. Gather your staff, or work with them individually, to review the Guidelines.  Do not hand them the Guidelines with a copy of the issuance and instruct them to “read it and follow it.” 
1. Discuss the importance of counselor notes as they relate to system-wide communication about our customers.  Stress the necessity to review previously written counselor notes before ever taking any action on a customer.
1. Review the Table of Contents first so staff is aware of everything contained in the Guidelines.  


1. Using one or more notes written by the individual, go over the CRITICAL standards.  Point out where a standard was or was not met.  If you do this in a group setting, be sure to remove identifying information to avoid embarrassing or shaming anyone.  Use the actual Guidelines to explain or support your findings.
1. Review the FAPO Notes and Comments Desk Aid, if you supervise FAPO staff who enter counselor notes.
1. Review the TWIST Counselor Notes Subject Lines desk aid.  
1. Make sure staff understands they are not limited to the subject lines in the desk aid.  If there is no suitable subject line for their note, they can enter their own.  
1. What they cannot do is use a generic subject line, such as “Office Visit” or “Phone Call.”  These kinds of subject lines tell the reader nothing.  This is probably the most important instruction you provide.
1. Review the glossary and point out the writing tips.
1. Make yourself available to answer questions as needed.  Use the Notes page at the end of this section to record questions you get, answers you provide, concerns, etc.  
1. Continue to provide on-the-job training and coaching until you are confident your staff understands how to use these documents.
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Confirm Understanding
Use this checklist to confirm understanding of how to use the Workforce Solutions Counselor Notes Guidelines and the TWIST Counselor Note Subject Lines desk aid.  The learner(s) should be able to tell you:

· What CRITICAL stands for
· Why counselor notes are so important
· Which subject are required to be recorded in a counselor note
· How and when information should be entered
· The difference between a good note and an unacceptable note
· What questions to ask to solicit the required information
· What tools will assist them in writing good notes


NOTES
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