It’s Alive

Context
The shift to remote working necessitated by the pandemic, required new skill sets to successfully transition to the new environment.  Folks who used to just paddle down the hallway to chat with a co-worker, or sit together at a computer to collaborate on a document, now had to learn how to collaborate in a virtual space.  Zoom was the first technology we had to adjust to, and we now use this very successfully.  A shared document management system is another technology we need to learn to use effectively.  Unfortunately, the document management system we first used did not meet organisational requirements, and we have since adopted one that better meets our needs.  Although this was a very productive and necessary move, it meant learning another document management system when many were still trying to figure out the first.  

Reasoning for Technology
To address the needs of staff who are struggling with the transition to our new document management system, I chose to use Zoom as a vehicle for training – a platform that is very familiar to staff.  With remote work, a virtual training experience was essential.  Zoom was the platform of choice.

Empathy Mapping
To be able to empathise with staff who are struggling, I completed an empathy map.  This allowed me to explore the sensory experiences of colleagues who are struggling to adapt to a new system.  There are many personal and professional worries about the expectations around this change.  Understanding them is critical.  Empathic awareness goes a long way towards understanding other perspectives and facilitating change in a kind, respectful, and supportive manner.

Learner Challenge
In very simple terms, my challenge is how to best support folks who are struggling with technology – specifically the new document management system, and to help them become proficient in its use.

Ideating and Prototyping
To encourage adoption of the new document management system, a plan was developed to provide opportunities to use the system in real world situations that are embedded in the staff member’s daily work.  Instead of relying solely on passive methods like YouTube tutorials, (which haven’t been too successful in the past), we will use synchronous Zoom 1:1 tutorials to walk people through their own personal Dox workspace.

Part of this process included the SECTIONS evaluation, which included the following:

Students
All staff have access to computers, monitors, laptops, Zoom, and to support from the IT department.   To maximize the benefit from a live Zoom training session, the learner would need to share their own screen so that the trainer can help them while they are doing the work rather than passively watching the trainer.

Ease of Use 
We are now three years into the use of Zoom for virtual meetings.  This platform is used daily at our Institute.  Staff have had multiple training opportunities on using the platform.   Our IT department provides technical support when necessary.

Cost 
The cost of our Zoom accounts is covered by our Institute.   IT support is available to all staff and students at no charge.  

Teaching and Pedagogical Considerations 
The Zoom technology would be very helpful in this situation, provided the support was 1:1, so that the learner could be walked through the entire document management system, using their own files, documents, and portals.   Group sessions are fine for an initial overview, but to truly become comfortable and skilled at using the system, some folks need more intensive support where they are actually using the knowledge gained.

Interaction
This technology facilitates instructor to learner relationships, as they are entering into a dialogue with each other.  For some, this is much more effective than watching pre-recorded videos.  Working with an in-person, albeit virtual, trainer, and using their own portal, allows the learner to develop skills through embedding them in their own work.  

Organisational Issues
Our Institution fully supports staff and students in the use of any technology or systems required.  Although some systems take a bit of getting used to, support is available. Sometimes people need encouragement in accessing this support, as they don't want to look incapable.  And sometimes they are hesitant to take up too much time from our IT folks.  These are factors that can be addressed through empathy, support, and coaching. 

Networking
As Zoom is the collaboration platform we are using at our Institute, there is ample opportunity for networking with others to further develop knowledge, skill, and ability.  Staff are very supportive of each other, and willing to jump in to help whenever necessary.

Security and Privacy 
Zoom settings are set by the IT administration, to ensure staff and student security and privacy. Policies are strictly in place in regard to the sharing of information.  Our IT and HR departments are very responsive to any questions about these issues that might arise.


Planned Implementation
First, I would dialogue with staff to identify areas of difficulty.  Then we would co-create an empathy map that reflects their perspective and experience.  Based on the needs identified by the individual staff, I would contact the IT department and arrange for 1:1 training.  I would also attend these sessions, to provide support and encouragement and to ensure understanding of content and process.  Basically, I would support and coach, and be a cheerleader!

I would ensure staff have the hardware, software and internet access required, and ensure the training happened early in the day when people are fresher.

To follow up, I would stay in touch with staff to respond to any questions or difficulties and have them show me what they are working on.  Follow up would occur until they are independently using the system effectively. We would also take time to celebrate steps forward. 

We would also ensure IT trainers were aware of how much their time and expertise is appreciated, and ensure that their supervisors are aware of the impact their staff are having on others in the organization.
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By integrating empathy and 1:1 virtual training, staff will have the opportunity to confidently embrace the new document management system.  Ongoing support and celebration of achievement will go a long way in promoting a supportive, collaborative, and respectful work environment.
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