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Knowledge Management Plan

For TTD 782

By Wendy Stubbs

June 21, 2002

This Knowledge Management plan is for the University of South Dakota’s Career Development Center. My co-workers, Keley Smith-Keller, Acting Director, and Maris Hauger, Scheduling Coordinator, both helped me prepare this report. 

There is a need for this KM plan due to the fact there has been a consistent turnover of staff approximately every 2-4 years. Obviously, when this happens, knowledge within an organization is lost. Not only is the explicit knowledge needed to supervise and manage the department on a daily basis, but the tacit knowledge is also needed to learn the nuances of managing the department within the university setting. 

The goal of this plan, in a working progress state, will be to start the process of writing down our policies, mission statement, values, philosophies, methods, and procedures so present and future department workers can learn the system much faster. The intent would be to have a learning curve that is much higher for future employees. Currently, the director and counselor positions are emergency hire positions and as such are actually acting positions.  This plan may take a year or more to be completely finalized and then it should be reworked on a yearly basis.  

Currently, knowledge is passed down in a hierarchal fashion from the Dean of Students to the Director to the Counselor to the Secretary. However, much information and knowledge is lost in this manner.  Knowledge of how to manage and maintain the services of this center is important to all of us and we do spend at least 2 hours probably a week in sharing that information. Often it comes in small bites, but sharing it is still a necessary function of this facility. Most knowledge is shared verbally although email is used also to pass on necessary information. Generally, a weekly staff meeting is held in order to coordinate schedules and share knowledge. 

Although I initiated this project, it certainly has required a great deal of effort on my director’s part. It would be up to her to actually implement and follow through with this plan. I would hope it would be a director’s priority to maintain a current knowledge management plan in place for this facility. 
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I.  Introduction

Career development touches almost every aspect of a student’s experience at USD. Surveys of student goals over the past ten years indicate that the primary reason that students attend college is to prepare for and get a better job.  Some may argue that vocational preparation is not the key mission of higher education.  However, the connection between a college education and career success is supported by research – and it is important to both college students and their parents.

Career decisions, developed and supported by the knowledge and insight provided by a quality education, complete the total USD experience

A. Purpose of manual

The specific purpose of this manual is to describe the methods by which the USD Career Development Center (CDC) conducts its business and governs itself.  This document is designed to be a fluid one, a guideline rather than a rigid edict.  This police manual will do the following:

· Help guard against the over-reliance on institutional memory;

· Clarify the ways in which individual staff members contribute to the larger CDC mission and functions;

· Present a method by which CDC can positively address persistent, policy-related issues, that contribute to staff morale and the achievement of individual and unit objectives; and

· Assist staff members in the high-quality performance of their duties.

B. Role of CDC

CDC provides comprehensive career services for students.  The center trains career service practitioners and it disseminates information about life/career services and issues to the rest of the university community.  CDC strives to work collaboratively with all other university constituents involved in life/career planning.

CDC develops programs and services to support university instruction, research, and service mission through:

· Providing a centralized, integrated career development program for USD students;

· Educating the university community regarding awareness of career development as a concept linking education and work;

· Increasing student awareness of and involvement in career development and placement programs;

· And, establishing an organizational structure, physical setting, and the resources necessary to manage effective career development programs, placement services and evaluation systems.

II. Career Center Structure & Function

A. Philosophy

It shall be the philosophy of the USD Career Development Center to serve all students regardless of race, color, creed, national origin, ancestry, citizenship, gender, sexual orientation, religion, age, or disability according to the Affirmative Action policy here at USD. 

B. Mission Statement

As stated on our web site:  “The mission of the Career Development Center is to provide and promote comprehensive career development services to students throughout their college experience.    Contact us to brighten your future! “
C. Organizational chart  -  in appendix

II. Goals & Objectives

Goals and objectives are designed to give us a road map so we know what our purpose is and to assess whether we are achieving our purpose. These goals are stated in 10 program and 3 learner outcomes. 

A. Program Outcomes & Objectives

In this section, ten specific outcomes are identified in two broad categories: program outcomes and learner outcomes.  These outcomes summarize the comprehensive work of the services of CDC.  Program outcomes specify the program activities that comprise the core services of the CDC.  The execution of these goals is CDC’s responsibility.  Learner outcomes address the knowledge, skills, and attitudes that students will acquire in the process of participating in the programs and services of the Career Development Center.

	Program Outcomes
	Objectives

	1.  Students, alumni, faculty/staff, employers and other professionals are aware of career programs and services.
	· Develop print, media and computer-based materials to advertise and promote CDC services.

· Provide programs to promote the CDC to its constituents.

· Communicate regularly via email or university exchange, with key departmental contacts regarding CDC programs.

· Participate in core USD programs, like Fast Tracks, and Orientation.

	2.  Constituents are more sensitive and effective in responding to diversity issues in the career planning and placement process.
	· Involve students who are members of special populations in the career planning and placement process.

· Develop and implement selected programs and services targeted to the needs of diverse populations including but not limited to women, Native Americans, African-Americans, Hispanics, International students, Gay, Lesbian, Bisexual, and Transgender students, student athletes, students with disabilities and returning adult students.

· Monitor the issues of Affirmative Action/EEO/ADA in daily activity as it relates to employers and students



	3.  Positive relationships are developed and maintained with potential employers
	· Assist employers in developing linkages with students, e.g., employment vacancy listings, informational programs, career expositions, on-campus interviewing for internships and post graduate employment, electronically based resume referral services.

· Make employer site visits, when budget allows.

· Obtain employer feedback and evaluation of CDC programs through OCI surveys and other appropriate means.



	4.  Cooperative relationships exist with USD staff/faculty, so that their active support helps CDC deliver its career services
	· Inform other student service offices and academic units of the functions and services provided by the Career Center.

· Train academic and other advisors in career planning interventions and Career Center services to improve the referral process.

· Develop a referral mechanism with other student service offices, student programs and services, and academic units.

· Promote the delivery of career services with other student service offices, student organizations, and academic units.

· Establish and develop liaisons with selected colleges, academic departments, and other campus offices.

· Operate a Career Development Advisory Group to provide feedback to the CDC regarding programs and services.

	5.  Professional growth of CDC staff is emphasized.
	· Assist staff in increasing their knowledge of career development interventions through workshop presentations and other internal Career Center training activities.

· Encourage staff members to promote a mutually supportive atmosphere for individual professional development.

· Support staff involvement in professional associations.

· Encourage staff networking within the career services profession.

· Maintain an on-going commitment to human relations training.

· Develop individual training programs and materials for new staff.

· Conduct CDC professional staff meetings

· Develop individual staff professional goals and objectives annually for review with supervisors.

· Conduct performance appraisals with all staff annually.

· Encourage staff to participate in professional development activities that are available at USD, e.g., course study through academic units, Human Resources programming and CIDD courses.

· Encourage staff to attend a least one professional conference or workshop annually (given available funding).

· Encourage staff to submit program proposals and present programs at professional meetings.



	6.  Other career pre-and para-professionals develop knowledge and skill in the delivery of career services, with CDC’s assistance/training.


	· Train and supervise career advisors, graduate assistants, interns, practicum students, and student assistants in career development and placement issues and service delivery.

· Develop cooperative relationships with those academic departments preparing professionals or paraprofessionals in areas related to career development.

· Provide limited consultation services to other professionals within and outside of USD regarding career development theory and career service delivery.

· Hold weekly career advisor staff meetings during the fall and spring semesters to provide training and supervision.

· Serve as a practicum site and offer training and supervision to graduate level students providing individual career counseling services.



	7.  Unmet needs for career services of constituents are assessed and interventions that address these needs are designed.


	· Monitor and report activity levels and trends associated with core Career Development Center programs and services on a semester and annual basis.

· Conduct systematic qualitative and quantitative evaluations of core CDC programs and services including career advising and counseling, course instruction, outreach programming, experiential education, and placement services.

· Develop and implement an evaluation plan, including time-frame, procedures, and personnel, for assessing needs or gaps related to all CDC goals and services.

· Make periodic reports to the Dean of Students regarding unmet needs for career services from students, alumni, staff, employers, faculty and other constituents of the CDC.



	
	

	Learner Outcomes
	Objectives

	1.  Constituents/students develop and implement career goals.
	· Help persons improve self-knowledge, e.g., values, beliefs, interests, skills.

· Assist persons in expanding knowledge of occupations and understanding the linkages between majors/training programs and occupations.

· Teach effective career decision-making strategies and skills.

· Assist persons in implementing chosen career goals, e.g., employment, education, or other.

· Provide a full-range of advising and counseling services, including drop-in career advising and individual career counseling by appointment.

· Provide systematic instruction on the career development process by teaching a credit course entitled, "Career Exploration 101" and by providing learning activities within the Career Center through other classes.

· Provide persons with a full-range of print and computer-based career-related assessment instruments, as well as computer-assisted career guidance systems.

· Provide persons with a comprehensive collection of print, video, computer-based, and other multimedia career information resources to assist them in their career planning and job hunting.

· Provide persons with a comprehensive collection of print, video, computer-based, and other multimedia career information resources to assist them in their career planning and job hunting.

· Plan and conduct outreach program activities related to career development and job hunting for a variety of campus groups, e.g., academic classes, special student populations, student organizations.



	2.  Constituents/students obtain professionally relevant employment exposure and experience prior to graduation
	· Assist persons in the exploration of career plans through interactions with professionals and members of employing organizations.

· Provide persons with career exploration opportunities, e.g., information interviews, employer visitations, externships, short-term volunteer experiences.

· Provide persons with announcements of experiential education opportunities, and referral contacts with organizations through print or computer-based applications.



	3.  Constituents/students develop contacts with organizations and representatives associated with employment and graduate/professional school opportunities.
	· Assist persons in locating prospective employers.

· Assist faculty and administrative staff in developing contacts with employers.

· Hold career expositions related to employment and graduate/professional school opportunities on a regular basis.

· Provide on-campus recruiting services at the Burr House and the School of Business.

· Provide persons with job announcements, referrals to employers, and assistance in making contacts with employing organizations through print, phone and computer-based applications.

· Continuously design, develop, and implement quality, efficient, and effective state-of-the-art computer-based services to bring persons in contact with employer and graduate/professional school representatives.



	
	


III.  Core Services

A. Who we serve

1. Students

Since the primary purpose of our Career Center is to serve the students at USD, most of our programming and planning is geared to serving this population. We provide many services to our students, depending upon their needs. Freshmen generally are concerned with career exploration and work- study jobs; sophomores usually are starting to solidify that career choice and look for internships. Juniors are concerned with professional internships and job fair opportunities; seniors are definitely serious about finding that special career opportunity so they focus on the job search process such as resumes, cover letters, job fairs, and mock interviews.  

The CDC resume in the appendix shows the core services that we offer to students. 

2. Alumni

Alumni often are either still job searching or job-hunting again. Occasionally, some of them will want to change careers so we may counsel them accordingly.  The economy tends to have a bearing on the numbers of alumni we may see and serve in a given year. Alumni are allowed to use our services, except do get charged $25 a year for our online job database after they are out for 6 months. 

3. Faculty & Staff

Generally, faculty or staff will consult with us in regards to planning some program activities for their students. This activity we promote and highly encourage. We have found that the more the faculty promotes our services that we do get used more.  Many faculty members invite us into their classrooms for a presentation which we gladly will do. 

Once in a while, faculty or staff will also request assistance with resumes, vitas, or job search.  We do assist these individuals although it is a relatively minor part of our customer service function here at USD. 

4. Community

Part of our servant policy is to also do a small percentage of community service by either counseling clients, giving presentations, or teaching youngsters. For example, for a few years now, we have offered 2-3 lessons to the NYSP youth on career exploration. We also have given tours of our facility to schoolchildren to expose them to career exploration services. We also will get referrals from other agencies, walk-ins, or transfers. It has been our policy to generally extend assistance to all who ask; however, we do reserve the right to seek payment for our services for non-students. Counselors generally get paid for their services at a rate of $80 – 120 per hour. This fee is especially waived if we feel that client may be a potential student. 

B. What services we offer

As a primarily centralized career services office, the USD Career Development Center is involved in a wide variety of programs including career planning services, placement, course instruction and academic program advising.  The following core services are the main focus of CDC.

1. Career Advising and Counseling

CDC provides career advising and/or individual confidential counseling on a regular basis. Students are encouraged to make an appointment to see a counselor. CDC Counselors all have their Master’s in Counseling and either NCC or LPC designations. Clients who have mental health issues are to be referred to one of 3 systems at the University: Student Counseling Center, USD Counseling Family Health Center, or Psychology Department Counseling Center. Individual career counseling intake forms are included in the Appendix.

2. Programming & Outreach

All professional staff provides outreach programming.  Examples of such outreach programs in which CDC staff have participated include the following: Fast Track Summer Registration, Freshman Orientation, Midwest Career Expo, BIG Job Fair, National Youth Summer Program, Bridges (Upward Bound summer program), Resume Review Week in the School of Business, and the Graduate & Professional School Fair.

All program activity is recorded on staff calendars, to be submitted to the Director for compilation in the Annual Report (when requested by the Dean of Students).

a. Student organizations are encouraged to use our services. We offer 

workshops for group presentations or individual counseling sessions. Every year the center sends a flyer to every organization promoting its programs. Examples of sessions we may offer the student group are:  resume writing, CoyoteCareers, What do I do with this major, job search strategies, hot jobs, or mock interviews. 

b. Promotional venues:  It is essential that we keep promoting our Career 

Development Services every month.  We do this in a variety of ways by taking advantage of free services as much as possible. Here is a listing below of how we can advertise:

	Free areas
	Paid advertising

	Chalk on sidewalk
	Volante

	Flyers around campus – bulletin boards and student group mailboxes
	Broadcaster

	News at noon
	Free Press

	Table tents in dining areas
	

	Staff/faculty mailboxes
	

	Email  - individual and group
	

	Our Web site 
	

	Flyers taped on bathroom walls   - use sparingly
	

	
	


It is recommended that we have a theme each year to plan our flyers around. For instance, the theme for the 2002-03 school year will be:  Career Development Center:  Putting your career dreams into action!

3. Career Resource Library

There is an extensive resource library at the Career Center consisting of papers, magazines, books, and computers. Information on job hunting, career search, resume writing, and company information is available here free of charge to students and alumni.


4. Employment information


a. Coyote Careers


b. Job listings

5. Employer Relations

The staff is encouraged to participate in career fairs and other events involving employers who recruit USD students.  Besides career fairs, other employer relation’s events may include the following: employer receptions; employer class presentations; employer panels; greeting/orienting employers to on-campus interviewing.

IV. Governance & Planning

A. Staff meetings

Weekly staff meetings will be held so we can plan calendars, organize upcoming events, and bring input to the whole group. 

B. Budget & Financing



1. Operating budget

The fiscal year for the University goes from July 1 until June 30. The operating budget, currently at $15,000 per year, goes toward all costs of operating this center, excluding wages, salaries, and benefits. It shall be the Director’s responsibility to plan the budget monthly so expenses do NOT exceed the operating budget. 



2.  Other accounts

The CDC also has two other small accounts: USD Foundation and 



2. Salaries & raises budget information

CDC employees are usually eligible for yearly raises of 3-5% depending upon their pay range and scale. This is determined by Human Resources and/or Dean of Student Life with the Director’s input. 



3. Cash handling policy

The Secretary will collect, record and submit for deposit, all monies. Students are charged $10 for the Strong and Myers Briggs Tests. Payment is due before testing. They are given a receipt for payment. Periodically, the Secretary will complete a Deposit Advice form and take it along with any money collected,  to the Cashiers office in Slagle.

C. Retention policies

1. Student Resume Retention Policy

CDC maintains an electronic resume database system called CoyoteCareers, in which USD students may store their resumes, to be perused by employers who wish to hire/interview USD students.  Students agree to allow CDC to release their resumes to appropriate employers by submitting their resumes to the database system.  CDC does not share personally identifiable information about the student or their resume with anyone other than an approved employer seeking to hire employees. 

CDC will keep student resumes in the CoyoteCareers resume system until 

· The student deletes the resume from this system him/herself.

· The student obtains post-graduation professional employment.

· Or six months after the student’s graduation date, whichever  of these is first. 

The Career Development Center is currently in the process of recommending files be set up with Interfolio.com as a way to electronically store their files. This process will eventually take the place of the stored paper files at the CDC. 

2. Student Counseling Records Retention Policy

CDC maintains written and/or electronic counseling records/notes of individual career counseling sessions with students.  These records are confidential and are not shared with anyone unless the student gives CDC staff written permission to do so.

CDC keeps students’ written counseling records in a secure location in the office until

a. The student requests that these records be removed or shredded OR

b. Six months after the student’s graduation, whichever of these is first.

Counseling records are shredded, unless a student requests that his/her records be disposed of in another way.

D. Committees

1. Career Center Advisory Council

The Career Center has an Advisory Council that meets quarterly whose purpose is to assist the director in planning promotions and marketing for the department.


2. Others   

From time to time, the Director may designate a Christmas committee or decorating committee for the Career Center. 

V. Personnel

A.  Personal Goals Statement/Assignment of Responsibilities

In June or July of each year, supervisors will meet with members of the staff and outline individual goals for the coming academic year. This will include continuing goals, innovative goals and professional development goals. Goals will reflect both core functions of the CDC and special program functions.  Specific duties and activities will be identified in each functional category.  Individual staff assignments will reflect the larger CDC mission, the generic and annual goals and objectives, and the skills and interests of the staff member.

Both supervisor and supervisee agree upon these goals.  Each staff member’s agreed upon goal statement becomes a component upon which the performance appraisal will be conducted.  In December or January of each year, supervisors will meet with supervisee(s) and review the assignment of duties, make adjustments in the assignments as needed, and provide preliminary feedback on the work accomplished.

B.  Job Descriptions  -  see appendix 

C.  Performance Appraisals 

All CDC staff receive a performance appraisal annually, conducted by their supervisor. Details of times and forms needed can be found at www.usd.edu/hr/nfehandbook/ (for non-faculty exempt) and www.edu/hr/csahandbook/ (for career service)

D.  Staff Calendars/In-Out of Office

The CDC Secretary will maintain an office in-out daily schedule on the electronic calendar. Staff will keep their calendar current with appointments, days not in the office, etc. The Secretary will have access to make additions/changes. This promotes professional communication and is particularly important in cases of emergency.  

Other than the lunch period, CDC staff must verbally communicate with their supervisors when leaving the CDC.  If the supervisor is not available, communication should be made with another staff member.

E.  Annual and Sick Leave/Comp Time

 Requests for annual leave should receive prior approval by the supervisor.  When medical appointments are scheduled, please communicate sick leave requests in advance.  When ill and unable to come to the office, please phone in and communicate directly with your supervisor.  When the supervisor is not available, communication should be made with another staff member.

Time sheets and leave forms are to be signed by the staff member’s immediate supervisor.   In the absence of the supervisor, pay and leave the Director may sign forms.  

F.  Travel

Conference/convention requests, like requests for annual leave, should be made well in advance to allow for coverage as well as your monetary/transportation needs. Completion of a Travel Request form is necessary for out of state travel. However, it is not necessary for in state or 50 miles or less into NE, IA, or MN. For travel out of state, less than 50 miles, use the state meal rate. Your supervisor, the Director and the Vice President of Student Life in advance of the trip, must sign the Travel Request. 

Travel Advance Policy can be referenced at www.usd.edu/acctng/Travadvpolicy.doc.

Information regarding reimbursement for travel expenses can be found at

www.usd.edu/acctng/, select Travel Information. To receive reimbursement for travel expenses, complete a Travel Payment Detail form, provide required receipts, and give to the CDC Secretary, who attaches an AP voucher and sends it to accounting.

Completing a Request for FTM Fleet Vehicle form, and faxing it to 3104 can reserve cars. The original 3-carbon form must be presented to the Fleet Office when the vehicle is returned.

Mileage reimbursement for use of your personal car for USD travel is $.17 per mile. 

G.  Student assistants

The Career Center will occasionally have student assistants work in positions such as work-study or student hourly employees, Interns and Graduate Assistants. Funding for any of these positions varies from year to year. The Career Development Specialist will supervise work-study and hourly employees and interns. The CDC Director will supervise graduate assistants. Supervisors will jointly interview students and make “hiring decisions.”  The respective Supervisor will prepare schedules for the student assistants for required coverage times. Student assistants will be selected in consideration of their ability to meet scheduling needs of the CDC.

Attendance at a CDC orientation and training program is required for all work-study students at the beginning of each fall semester. A manual detailing duties and expectations of work-study employees is available in the office.

VI.  Communications

A.  Internal

Telephone messages will be placed in staff member slots at the front desk and handled in a discrete, confidential manner.  Persons taking phone messages will sign and date all messages.

There are mailboxes in the workroom for each employee to be used for daily exchange mail and other inter-office documents and items.

The CDC staff is to keep a record of students served.  These activity reports are used to produce CDC monthly and annual reports. The person working the front desk counts walk-in clients. Counselors record students seen for appointments and outreach functions on campus.

B.  External

The Director of the CDC is the spokesperson for all external media regarding career issues and trends, services of the CDC, and related activities.  The Director will designate a member of the professional staff to speak with the media in the director’s absence.

Our department web site is www.usd.edu/cdc. A staff member will be assigned to maintain it, and keep information updated. Student work-study and hourly on campus job listings are entered on Microsoft FrontPage and must be kept current.

C.  Mail

There is a out box for all outgoing & campus mail. The Campus Postal Service delivers and picks-up mail daily to the CDC at approximately 10 am. Mail for staff members is placed in the workroom mailboxes. 

D.  Telephones

The only published number for CDC is 677-5307. If that line is busy when another call comes in, it rolls to 5008. Calls ringing in on 5542 or 6564 will be answered by the respective counselor, unless they are out, then the person working the front desk will answer the call. After hours, the voice mail feature is turned on 5307. There is not voice mail on any other lines.

Personal long distance phone calls are not allowed.

E.  Facsimiles

A  “FAX” machine is maintained in the CDC workroom.  Out-going faxes should 

include a CDC cover-sheet. In-coming faxes will be placed in the appropriate staff mailboxes. Remember, when dialing out to fax a document, you must use 9 before the number. To fax to on campus numbers, just use their 4-digit number.

VII. Facilities

A. Staff resource library

Professional reading materials shall be kept on the top shelf of the Career Resources Library. These materials are available for all staff members. 

B. Physical plant

Facilities management at USD is responsible for the condition and upkeep of the building. Call 5341 to place a work order for any work that may get done. Make sure that whomever calls finds out if there is a charge for the service. 

C. Interviewing rooms

The upstairs of the Burr House where the CDC is located has one large and two small interview rooms available for employer and counselor’s use. These rooms are excellent places to use for interviewing or counseling. Schedule these with the scheduling coordinator at the front desk. 

D. Employer & Staff Lounge

The large interview room contains equipment also for an employer and staff lounge. It contains a refrigerator, coffee pot, and microwave oven. Employees who use this room are asked to keep it clean. 

E. Technology & AV Equipment

Our technological resources are an area that we need to look at closer. Our computers are all at least 2-3 years old. We did just purchase a new printer for our networked computers. This building has 6 computers and 4 printers. We also have a copier that needs updating and a fax machine. We currently do not have written down any type of technology plan to replace our computers.  Our operating budget is such that it is difficult to spend $1000 on a computer in a fiscal year. We do have one of the Palm’s for the class Career Exploration. This is an area we need more training on. Maris and myself currently maintain our web page; I am doing the bulk of this web page management.  We are lucky here because not many counselors have skills in web page development.  When we run into difficulties with our computers we  do turn to the USD IT department. I also have people within the university who can help me with web page troubleshooting. Plus, I have taken some classes on web page design. 

Computer software programs we use with our students are:

1.  CHOICES program for the students. This program is loaded on 4 of our computers.

2.  E-recruiting  -  called COYOTECAREERS at our end, it is our online job database system. 

