AIRS Trainer Self-Referral Service

Name:
 Hamish Faed Hendry

Organization Name: Findhelp Information Services

Title: Manager – Training and Outreach

Address: 543 Richmond Street West Suite 125

              Toronto, Ontario M5V 1Y6

Phone: 416-392-4544

Email: fhendry@findhelp.ca

Current responsibilities/activities: 

	· Responsible for the development, design and delivery of information and referral training programs. 

· Conduct and supervise training and development programs for employees and external stakeholders.

· Develop assessment and follow-up tools to evaluate training  

· Conduct outreach activities to promote and build awareness of I&R services and 211.




Number of years in current situation: 8

Previous employment/experience (Provide organizational name, final position title and years in situation for last three professional situations):

	Most recent:

2000 – 2008 Manager – Training and Outreach, Findhelp Information Services




	1997 -2000 Supervisor – Inquiry Services, Findhelp Information Services




	1989 – 1997 Information & Referral Specialist, Findhelp Information Services 




Professional certifications and memberships (include any offices held): 

	Certified Information and Referral Specialist 1997 – Present

International Association of Facilitators Certificate -2002

AIRS Board of Directors 2006 – Present

AIRS Standards Committee Chairperson – 2007 – Present

AIRS Accreditation Chairperson 2005 -2007


Educational achievements:

	Bachelor of Arts Honours Degree, Trent University 1985

Certificate in Nonprofit Management and Leadership Program – York University 1988


Total years of training experience: 12

Topics you feel qualified to train: 

	· Information, Referral and Communication Skills

· Defusing Hostility and Responding to Difficult Callers

· Understanding the Human Services System (Canada)

· Customer Service in a Contact Centre

· Stress Management and Self-Care

· Using the Internet to Provide I&R

· Crisis Intervention in an I&R Environment

· Certification Preparation (CIRS)

· Developing an Information & Referral Training Program

· Conflict Resolution

· Quality Assurance 


Previous trainings provided to I&R organizations (AIRS or affiliate conference workshops may be included):

	· AIRS Conference Jacksonville 2007 (5 training workshops conducted)

· AIRS Conference Milwaukee 2006 (3 trainings conducted)

· AIRS Conference Tucson 2005 (2 trainings conducted)

· AIRS Conference Norfolk 2004 (3 trainings conducted)

· AIRS Conference Cleveland 2003 (1 training conducted)

· InformCanada 2007

· Service Ontario 2007 – 2008

· 3-1-1 Toronto 2008

· Ontario Ministry of Health and Long Term Care 2008

· Citizenship and Immigration Canada 2005 – 2008

· 2-1-1 Thunder Bay 2008

· Ontario Community Care Access Centres 2004 -2008

· 3-1-1, 2-1-1 Halton Region

· 3-1-1, 2-1-1 Peel Region

· Labour Community Services – Union Counselling Program -1990 – 2008

· Integrated Response Training – Toronto Development al Services 2006

· Centre for Community Development and Learning

· Durham Health Connection Line 2007

· Findhelp also conducts regularly scheduled training workshops and customized training. For additional information please visit http://www.findhelp.ca/en/what.php#train



Provide two samples of learning objectives used in delivery of previous training:

	Learning Objectives: Information, Referral and Communication Skills

· To identify the difference between information provision and referral provision

· To be able to identify and apply the steps in conducting an effective assessment.

· To identify and apply strategies to effectively respond to anger and  hostility. 

Learning Objectives: Customer Service in a Contact Centre

· To understand the importance of customer service in a contact centre
· To be able to recognize and identify customer expectations. 
· Identify ‘the moments of truth” in managing customer expectations.
· To recognize the difference between a “hard no” and a “service no.”   




Geographic areas willing to travel to:

	Flexible


Have you previously secured CEU requirements for training provided. If so, provide examples:

	Yes for many of the AIRS and InformCanada Conference sessions


Fees (These may be very dependent on exploring client needs, size of training groups and travel costs but any basic information might be helpful to potential training purchasers):

	To be negotiated


List three references (include name, organization, phone and email) of individuals who can respond to inquiries concerning training that you have previously delivered:

	1) Mike Battrick 
416-954-2596 | facsimile 416-954-4399 
Mike.Battrick@cic.gc.ca 
Ontario Region  
Citizenship and Immigration Canada 

     25 St. Clair Avenue East, Suite 200 

     Toronto ON M4T 1M2 

2) Felicia Houtman

          Manager – Union Counselling Program

          Labour Community Services

         15 Gervais Drive, Suite 603

         Toronto, Ontario

          M3C 1Y8

          416-445-5819 ex 26

          fhoutman@labourcommunityservices.ca
3) Marie Klassen,
     Director of Services
         2-1-1 Thunder Bay Lakehead Social Planning Council

         125 Syndicate Avenue South, Victoria Mall
         Thunder Bay, Ontario, P7E 6H8
          Ph: (807) 626-9626 Fax : (807) 625-9427
          EMail : mklassen@tbaytel.net



All information provided above is correct and I understand that AIRS will be in contact with I&R organizations that receive training. I also understand that AIRS always reserves the right to withdraw a listing for whatever reason and without explanation.

Faed Hendry                                                                   January 27, 2008

Electronically affirmed






Date

