
Don’t Miss! 
• Full-Day Pre-Conference

• Operations-Only Sessions for  
Small and Large Operations Teams

• Post-Conference Operations  
Leadership Strategic  
Planning Workshop

Operations  
Conference
Chicago, IL
April 28 – May 1, 2020 

Improve  
Productivity,  
Effectiveness  
& Performance



   

INDUSTRY
BEST PRACTICES

BENCHMARKS 
FOR  SUCCESS

OPERATIONS
TRAINING 

CONFERENCE 
INCLUDES:

CONTRACT
TRAINING TRENDS

PARTICIPANT
NETWORKING

1:1
CONSULTING
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Operations Conference
April 28 – May 1, 2020, Chicago, IL 

Operations-Only Conference
Operations is the continuing education and lifelong learning 
team that manages the day-to-day tasks required to successfully 
run the unit. Over the last 15 years, a majority of continuing 
education and lifelong learning units 
have worked diligently to 
centralize operational tasks 
so revenue generators – 
course programmers and 
salespeople – could focus 
on revenue generation 
and growing the unit.

A centralized operations team can consist of up to 
50 percent of the continuing education and lifelong learning 
unit’s staff. The primary goals of the operations teams are 
to pull and centralize routine tasks, be the hub of accurate 
information, provide the highest level of customer service, and 
help improve overall unit efficiency and productivity. Simply 
the goal of the operations team is to be the answer!

Effective operations teams have become more important. 
For some units that might be one or two staff, while for larger 
units that could be 20 plus staff. The Operations Conference 
has been designed to give you the skills to improve the 
performance of your operations efforts.

Conference Schedule
• April 28: Pre-Conference…ADDITIONAL COST
• April 29 & 30: Operations Conference
• April 30 & May 1: Post-Conference Operations 

Leadership Strategic Planning Workshop…
ADDITIONAL COST

Why You Should Attend
The Operations Conference is designed to give you the 
strategies, techniques, and tips you need to improve the 
performance of your operations team, thus your overall 
continuing education and lifelong learning unit. The 
information will be practical and proven and you can 
implement what you learn immediately. Only LERN tracks the 
best practices of winning operations teams, and now you have 
access to operations best practices, and ONLY operations best 
practices, at one conference!

Who Should Attend
Whether you are the CEO/director of a continuing education 
and lifelong learning unit, the operations leader, operations 

staff, or any staff interested in better 
understanding operations best practices, 
the Operations Conference is for you.

Outcomes
After attending the Operations Conference, you will have 
information and best practices to:

• Implement or improve the performance of your 
operations team.

• Prove to your leadership why centralized operations 
are critical to increasing revenue and improving 
customer service and support.

• Shift your operations team from customer service to 
being customer-centric.

End result
Walk away with the strategies to ensure you are getting the best 
out of your operations team. Understand operations trends that 
will shape your future – get ahead of the game. Get a checklist 
of the actions you should take and the strategies, techniques, 
and tips to make them happen.

1:1 Consultation
An extra benefit of the Operations Conference is your ability 
to set up 1:1 meetings with Conference presenters to help you 
with specific questions and challenges you have. Sign up is 
available onsite.
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Operations Conference  
Pre-Conference Session & Reception

Pre-Conference Day, Tuesday, April 28

Operations Best Practices: Everything 
You Need to Know to Succeed
Greg Marsello & Holly Klotz 9 a.m. – 4 p.m.
Pre-Conference Session 
Whether you are new to continuing education and lifelong learning 
operations or seasoned without formal training, this pre-conference 
session is for you. Discover the 15 key operations best practices 
that winning continuing education and lifelong learning units 
follow. Learn about centralizing operational tasks, developing and 
implementing policies, processes and procedures, data collection 
and reporting, being a customer-centric team, and much more. 
Leave with the benchmarks for success, the templates you should 
be using, operations staff job descriptions, strategies for utilizing 
information specialists, and an implementation checklist. There 
is no need to reinvent operations for your continuing education 
and lifelong learning unit when you can find out exactly what the 
winning operations teams are doing.

5 Reasons Not To Miss LERN’s 
Operations Conference

 1. The best and brightest in continuing education and  
lifelong learning operations participate and present.

 2. The latest trends, benchmarks, and best 
practices are unveiled at this Conference.

 3. All we talk about is operations. This 
Conference is for you and you only!

 4. At this engaged Conference, you will be learning, 
but also sharing what is working for you.

 5. Your return-on-investment will at a minimum be 
10:1 in increased efficiency and productivity

LERN Operations Conference Reception
Reception 6-8 p.m.
Get ready for the Conference by informally gathering with 
Conference participants. Meet the Conference presenters and get 
some tips for making your experience the best possible.

Implementing LERN’s  operations best 
practices and benchmarks has been 
a  significant reason for our unit’s 
overall success with both internal 
and external customers.

“

”Michelle M. Holt, Executive Director, CEI Workforce  
Training and Community Education, College of Eastern Idaho

Operations Tasks
As operations teams take on more responsibility, they centralize more 
tasks. The following are the most common tasks that may be handled by 
an operations team.

REGISTRATION All methods of registration and handling 
confirmations and other student communication.

CUSTOMER SERVICE Handling customer requests, issues and questions. 
This could also include informal or formal advising.

CANCELLATIONS
Contacting students and determining whether they 
receive a refund, transfer or credit/voucher. Also 
contacting instructors about the cancellation.

GO/NO-GO NUMBER

The go number is determined by the programming 
staff, but operations team can track and 
determine if an offering is go or not. When 
decision is close or not clear, operations team 
would work with programming team.

SOFTWARE
Management of the software system the 
unit uses and if the unit’s institution ERP, 
working with the IT Department.

LOGISTICS

All the logistics required for classes and 
events, such as room scheduling, materials 
ordering, room preparation, instructor packets, 
evaluation tabulating, and payroll processing.

DATA LOADING

The loading of all data, such as courses and 
classes and sometimes the operations team 
handles the lining up of repeat offerings once 
turned over by the programming team.

DATA COLLECTION 
AND REPORTING

The collection of student registration data, 
marketing promotion method data, course 
programming data, contract sales data, and any 
other data and getting the data analyzed and 
reports generated for the appropriate teams.

ONLINE VENDOR 
MANAGEMENT

Once an online vendor has been selected, the 
operations team would be responsible for working 
with students on any questions they have.

FINANCES & 
SCORECARDS

The generation of finance reports, as 
well as other scorecard reports.

BUSINESS OFFICE & 
HUMAN RESOURCES

Serve as the liaison with the institution’s 
Business Office and Human Resources.

FACILITY 
MANAGEMENT

The management of the space the unit is 
accountable for, thus ensuring facilities are clean 
and repaired, but also handling space rentals.

PURCHASING Management of all the unit’s purchasing, 
thus the processing of payables.

POLICIES, 
PROCESSES & 
PROCEDURES

Ensuring all unit policies, processes and procedures 
are documented, updated as needed, and followed.

DOCUMENT 
STORAGE

The storage of all the unit’s documents 
and updating to ensure staff are all using 
the most updated documents.
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SESSIONS FOR 
SMALL AND 

LARGE OPERATIONS 
TRAINING UNITS

Engaged
Sharing Your
Experiences

Core
LERN Best
Practices

Member
LERN Member

Successes

Advanced
Cutting Edge

Practices

Day 1, Wednesday, April 29

Conference Welcome  8:30-9:50 a.m.
Welcome – Holly Klotz, Chair Operations Committee

The State of Operations – Greg Marsello
Find out the status of North American operations. Understand 
what winning operations teams are doing to become and 
remain successful.

The Latest Trends in Operations –   
Holly Klotz, Brenda Ireland & Robert Wensveen
Get an update on LERN’s 2020 Operations Trends and find out from 
industry leaders what they are doing to take advantage of the trends 
to improve their operations teams. 

Sessions 10:10 – 11 a.m. 

• Core.  The Top 10 Tips for Successful Operations –  
Holly Klotz.  Operations is dynamic and at times chaotic. 
Understand the proven actions you can take to ensure operations 
success. Find out how to improve operations efficiency 
and productivity.

• Member.  Building Interdepartmental Trust – 
Brenda Ireland.  The hand-off from programming to operations 
can be challenging and conflict-ridden. Learn how Kirkwood 
Community Colleges builds interdepartmental trust and reduces 
stress, confusion and struggles.

Operations Conference  
Conference Agenda

• Advanced.  Increasing the Services Your Operations Team 
Provides – Travette Webster.  Customers are more demanding and 
in need of services such as advising. Discover the latest services 
operations teams are providing, as well as strategies for identifying, 
selecting, developing and implementing new services.

Sessions 11:10 a.m. – 12 p.m.

• Core.  Successful Operations and Small Teams –  
Alvina Mountenay & Terumi Taylor.  Operations teams range in 
size from one to 20+. Smaller teams have unique challenges. Learn 
actions your small team can take to successfully support internal 
and external customers.

• Engaged.  Handling Demanding People – Fred Bayley.  
Operations staff deal daily with demanding people. Discover, share 
and discuss winning techniques for satisfying demanding people 
without disrupting your day-to-day duties.

• Advanced.  Hire for Family: Getting the Right People in 
the Right Seats – Carmen Powlen.  Having the right people is a 
must. First learn how to define the right seats and then understand 
a process for getting and keeping the right people. With the right 
people in the right seats you have better harmony and productivity.

Operations Recognition Luncheon 12 – 1:10 p.m. 
Gather with your operations colleagues for lunch and additional 
sharing, as well as recognizing operations teams receiving LERN 
acknowledgement for outstanding operations work.

Sessions 1:10 – 2 p.m.

• Core.  Developing, Documenting & Implementing Policies, 
Processes & Procedures – Brenda Ireland.  Documentation 
increases efficiency. Without buy-in, efforts are wasted. Understand 
how to document policies, processes and procedures, as well as 
getting tips to get buy-in by other departments or business units.

• Member.  Our Journey to Centralized Operations – 
Amy Scully and Becca Johnson.  Centralizing operations is a 
process that takes time. Find out how Midlands Technical College 
successfully centralized operations and experienced enormous unit-
wide benefits.

• Advanced.  The Evolution of Cross-Functional Teams – 
Angela Brown & Terumi Taylor.  Growing revenue streams and 
improving customer satisfaction requires teamwork. Learn about 
the role of cross-functional teams – programming, marketing and 
operations – and their short and long-term impact.
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Sessions 2:10 – 3 p.m.

• Core.  Operations & Youth Programs – Holly Klotz.  Youth 
programs have unique operations needs and challenges. Discover 
the key components for successfully providing operations support to 
your youth programs. 

• Engaged.  Employee Retention & Buy-In – 
Julia King Tamang.  Staff turnover on operations teams is an 
enormous challenge, but so is getting seasoned and new staff to 
buy-in to the role of operations. Discover, share and discuss ways to 
build a low turnover and supportive operations team. 

• Advanced.  Leading Customer Service – Fred Bayley.  
Successful operations teams are customer-centric and understand 
their job is not to just provide great customer service, but to lead 
customer service. Understand what it means to lead customer 
service and learn actions you can implement.

Panel 3:10 – 4 p.m. 
Why Operations Is Critical!

Join a panel of continuing education and lifelong learning leaders 
and learn why they have centralized operations. You will have an 
opportunity to ask questions and discover tips and techniques for 
getting buy-in for your operations efforts.

Day 2, Thursday, April 30

General Session 8:30 – 9:20 A.m.
It’s Your Life, Live it Well – Julia King Tamang  You and your 
team work hard. And life is always in the background, challenging 
you in this way and that, eroding productivity and joy. Since you 
can’t completely get rid of stress and stressors, you need tricks and 
tips to manage them. You’ve heard the old saying, “Living well is 
the best revenge.” You deserve this session.

Sessions 9:30 – 10:20 a.m.

• Core.  Measuring the Success of Your Operations Team – 
Greg Marsello.  The success of your operations team significantly 
impacts the overall performance of your unit. Learn how to 
assess your operations team. Leave with an Operations Team 
Assessment Tool.

• Member.  Getting the Most Out of Your Software System –  
Robert Wensveen.  There is no one right software system, but there 
are core functions your software system must perform and basic 
service-level expectations your vendor must adhere to. Find out 
from the University of Calgary the most critical tasks required from 
any software system, and the services any vendor must provide to 
meet the needs of not only the operations team, but the unit and the 
institution, overall. 

• Advanced.  Organization in One Location –  
Patrick McGinness.  Discover how to get organized with MicroSoft 
OneNote’s canvas. Find out how to add files, links, to-do tags, and 
collaborate with team members all in one shareable notebook. Get 
yourself and your operations team more organized.

Sessions 10:30 – 11:20 a.m.

• Core.  Increasing Intellectual Capital: Staff Training – 
Greg Marsello. Often limited resources are dedicated to increasing 
the intellectual capital of operations staff. Learn about operations 
staff training, cross-training, and staff development – focused on the 
needs of future performance. 

• Engaged.  Customer Recruitment & Retention Best 
Practices – Julia King Tamang.  Your operations team is critical to 
recruiting new customers, but also ensuring you have a repeat rate 
of over 30%. Discover, share and discuss winning recruitment and 
retention strategies, techniques and tips.

• Advanced.  Solve the Problem – Carmen Powlen.  
Operations staff must be able to solve complex problems and make 
tough decisions in a timely manner. Your customers expect solutions. 
Learn a problem- solving process you can implement to improve 
your problem resolution rate and make decisions with confidence.

Closing Session 11:30 a.m. – 12 p.m.
Greg Marsello

Wrap up the Conference by finding out LERN’s Top 10 Operations 
Actions for 2020. Build an after-Conference Action Plan to guide 
the implementation of your best ideas from the Conference.
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Presenters

Operations Leadership Strategic Planning Workshop
Join other leaders in the field of continuing education and lifelong learning operations as we dive deeper and share winning best 
practices, develop new strategies for success, and identify operations critical guidelines. By attending this engaged workshop combining 
roundtables, discussion groups, and sharing sessions, you will be prepared to position your operations team for the next three years.

Agenda
Thursday, April 30
Lunch: 12 – 1:10 p.m.
Opening Session: 1:10 – 2:30 p.m.  Transition from the Conference to the Workshop  
by understanding the rules for operations success over the next three years.

New Strategies for Success: 2:40 – 4:30 p.m.  Learn and discuss the most  
cutting-edge operations strategies being utilized by winning operations teams.

Friday, May 1
The Future of Operations: 8:30 – 10 a.m.  
Engage in a discussion about what the shifts operations needs to take during  
the next decade.

Operations Guidelines: 10:10 – 11:30 a.m.  
Agree on the most critical operations best practices and benchmarks for success.

Working Together to Improve Operations: 11:30 a.m. – 12 p.m.  
Understand how LERN can help your operations team and how operations  
teams can help each other.

Operations Conference
April 28 – May 1, 2020, Chicago, IL 

Carmen Powlen
Recreation Manager, City of 
Wylie Parks and Recreation 
Department, Texas

Brenda Ireland
Director of Operations, 
Continuing Education  
& Training Services, 
Kirkwood Community 
College, Iowa

Be sure to take advantage of the 
extra day for the Operations 
Leadership Strategic Planning 
Workshop. It will be an informal 
opportunity to reflect on what 
you’ve learned, connect general 
ideas to real-life scenarios, and 
share your visions for the future. 
Taking this time to plan your 
organization’s next steps will make 
the conference that much more 
productive and meaningful. ”Holly Klotz, Chair of Operations Council

“

Alvina Mountenay
Manager of Business Operations 
of Continuing Education, 
University of Calagary, Alberta

Fred Bayley
LERN Senior Consultant, 
North Carolina

Robert Wensveen
Associate Director of 
Continuing Education, 
University of Calgary, Alberta

Patrick McGinness
Operations Assistant, 
Parkland College, Illinois

Angela Brown
Manager of Student Services 
of Continuing Education, 
University of Calgary, Alberta

Travette Webster
Director of Administrative 
and Student Support 
Services, Houston 
Community College, Texas

Becca Johnson
Executive Director of Operations, 
Corporate & Continuing 
Education, Midlands Technical 
College, South Carolina

Amy Scully
Vice Provost, Corporate & 
Continuing Education, Midlands 
Technical College, South Carolina

HolLy Klotz
Chair of Operations 
Committee, Ann Arbor 
Public Schools, Michigan

Julia King Tamang
LERN Senior Consultant,  
Oregon

Terumi Taylor
Assistant Registrar, Continuing 
Education, University 
of Calgary, Alberta



Registration  Fees
Pre-conference Choose One

$195 All-Day  Operations Best Practices 

Conference Includes reception,  
breaks and Wednesday lunch  
Members:

$545 U.S. Regular Rate
$495 U.S. 2nd Person

Non-members: 
$645 U.S. Regular Rate
$595 U.S. Second Person

Post-Conference Operations  
Leadership Strategic Planning Workshop 

$195 Includes breaks and Thursday lunch 
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Register Now!
April 28 – May 1, 2020, Chicago, IL 

Member/Customer ID #

Name

Department

Address

Zip/Postal Code

Email

SC# (from address label)

Position

Institution

City, State/Province

Country

Phone

Location: Crowne Plaza Chicago O’Hare 
5440 North River Road, Rosemont, Illinois 60018

Phone: (800) 227-1234
Room Rates: Room rates include breakfast at hotel. Double, triple and 
quad rates include breakfast for two.  
Single - $159 Double - $159  
Triple - $169 Quad - $179 
Reservations must be made by April 10, 2020 
No cancellations or refunds after April 10, 2020
When registering, ask for rooms under the following  
name: LERN Operations Conference. 
Website: Go to lern.org/operations Hotel Information for link to get 
discounted room rate.

Register Online: lern.org/operations
Register by email: info@lern.org
Register by FAX: (888) 234-8633
Register by Phone: (800) 678-5376

The phones are open from 8 a.m. to 5 p.m.  
(CT) Monday-Friday.

Register by Mail:  
Complete the registration form below  
and mail it to:
LERN Operations  
Conference Registration
P.O. Box 9, River Falls, WI 54022

Information Registration

Registration By Mail or Fax
Simply fill in the information below and fax to (888) 234-8633 with your credit card information or purchase order, or mail along 
with your check. If you have questions, call us at (800) 678-5376. Feel free to copy this form for additional registrations.

Payment  Method
Payment Enclosed Check #

Bill my institution PO #

Charge to my credit card
All fees are in US dollars

Account# 

EXp. Date                CVC#

Card Holder’s Name (please Print)

Card Holder’s Signature



Operations  
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Improve  
Operations Execution

Improve Productivity,  
Effectiveness & Performance


