CIL NET Presents…  A National Teleconference & Webcast
Beyond the Filing Cabinet: Appreciating the Value of Consumer Service Records
September 3, 2009; 3:00 PM – 4:30 PM Eastern Daylight Time
Register online at: https://secure.xo.com/ncil.org/store/catalog.php?p_category=2 
Of all of a Center’s roles and responsibilities, consumer service records do not usually elicit much excitement, or even much attention.  But it is important to realize the potential value of CSRs.  Service records can be an effective tool in organizing a system to establish goals with consumers, keep track of individual and organizational achievements for you and your funders, and can be invaluable when assessing consumers’ needs for strategic planning.  Please join us on September 3 to learn how you can accept and even learn to love Consumer Service Records!  
Registration Fee: $75.00 per site. Fee does not apply per participant; registrants are encouraged to gather as many individuals as desired to participate by telephone or webcast.  ALL CILs and SILCs are encouraged to participate in this important training.  We know some organizations need several weeks to cut checks – don’t let this stop you from registering!  Register today and send payment as soon as you are able – even if you must wait until after the presentation. 

Target Audience
· Newly hired staff that work directly with consumers 

· Program managers

· More experienced frontline staff who would like a refresher

Learning Objectives

Upon completion of this webcast, participants will be able to:
· Describe the benefits of good consumer recordkeeping and reporting

· Identify tips and strategies for streamlining recordkeeping and reporting processes

· Explain how to establish rapport with consumers for more recordkeeping success

· Describe strategies for using good data for successful marketing and planning

 
Agenda

3:00 PM EDT – Welcome & Introductions

3:05 PM EDT – Importance of Consumer Service Records (CSRs)
3:10 PM EDT – Tips for Simplifying the Process

3:15 PM EDT – Question & Answer Session

3:25 PM EDT – Building a Relationship with the Consumer

3:50 PM EDT – Question & Answer Session

4:00 PM EDT – Using CSRs to Promote your Center and Services

4:20 PM EDT – Final Question & Answer Session

4:30 PM EDT – Presentation Ends
Your Presenters
Shari Coatney serves as President/CEO of the Southeast Kansas Independent Living Resource Center, Inc. (SKIL), based in Parsons, KS. Throughout her fifteen year tenure in that position, Shari has served on the boards of the Statewide Independent Living Council of Kansas (SILCK) and the Kansas Association of Centers for Independent Living (KACIL), often holding positions of leadership. She continues to serve on many statewide working committees impacting policy decisions affecting Kansans with disabilities. Shari holds membership in the National Council on Independent Living (NCIL) and lives in Thayer, KS.  

LouAnn Kibbee is the Independent Living Program Manager at the Hays office (SKIL of Western Kansas) of the Southeast Kansas Independent Living Resource Center, Inc. and has been active in the Independent Living Movement for the past 25 years.  She holds a Bachelors of Psychology from Fort Hays State University and has many hours contributed toward a graduate degree in counseling.  Her professional affiliations include serving as Vice President for the National Council on Independent Living, past chair of the Statewide Independent Living Council of Kansas, and a member of the Kansas Systems Transformation Grant.  Mrs. Kibbee currently resides in Hays, KS.  
Mary Reynolds is the Customer Records Manager at Southeast Kansas Independent Living Resource Center, Inc. (SKIL), based in Parsons, KS.  She has been with SKIL for 14 years and focuses on records management, quality assurance and home and community-based services waivers.  Mrs. Reynolds lives in Parsons, KS.  
PRESENTED BY CIL-NET: A program of the IL NET national training and technical assistance project for Centers for Independent Living (CIL-NET) and Statewide Independent Living Councils (SILC-NET). The IL NET is operated by ILRU, Independent Living Research Utilization, in partnership with the National Council on Independent Living (NCIL) and the Association of Programs for Rural Independent Living (APRIL). 

Beyond the Filing Cabinet: Appreciating the Value of Consumer Service Records Registration Form

Return to: NCIL / 1710 Rhode Island, Northwest / Fifth Floor / Washington, D.C. 20036.  For further training and registration information, contact Eleanor Canter at NCIL, 202-207-0334 (voice) 202-207-0340 (TTY) 202-207-0341 (fax) or eleanor@ncil.org.

______Yes!  Please register me for SILC-NET’s new training, “Beyond the Filing Cabinet: Appreciating the Value of Consumer Service Records” September 3, 2009.    Cost: $75

I would like to attend via: ___teleconference

___webcast
Approximate # of attendees at your location: _______
Registrant Information:

Name:
 
Title: 
Organization:

Mailing Address:

City:





State:
 
Zip Code:

Phone Number: 

TTY:





Fax:

E-mail:

Payment Information:  Please enclose a check, money order, or credit card information (Visa or MasterCard only) and return by fax to (202) 207– 0341 or mail to: NCIL / 1710 Rhode Island, Northwest / Fifth Floor / Washington, D.C. 20036. It is not recommended that you email this form.  Email does not provide a secure connection for your credit card information.
Form of Payment (Please Check One):   __ Visa    __ MasterCard   __ Discover   

__ American Express   __ Check
   __ Money Order   

Credit Card #:




Expiration Date:


Amount: 
Authorizing Signature:
