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CONTRACT TRAINING & OPERATIONS CONFERENCE 
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REVOLUTION
PEOPLE, PRODUCTS, PROCESSES, AND PROFITS
April 5-7, 2022, Virtual

DON’T MISS!
• Over 20 Brand New Sessions
• Sessions for Small and Large Teams
• Sessions for Leaders and Front Line Staff
• 1:1 Small Group Discussions
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Contract Training remains the most profitable and cutting-edge 
continuing education program unit serving business and indus-
try with customized educational products and services. A suc-
cessful contract training unit generates visibility, new teaching 
and learning techniques, partnerships, and new programming. 
Running a successful contract training unit can be challenging, 
especially during tough economic times. Effective sales strat-
egies; multiple revenue streams; innovative, multi-modality 
programming; and staff productivity are more critical than ever. 
This conference has been designed to give Contract Training 
teams the skill set necessary to increase sales, improve produc-
tivity, and ensure financial self-sufficiency in a rapidly changing 
environment.

Operations is the foundation of continuing education and 
lifelong learning programs, managing the day-to-day tasks 
required to 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. As a result of the pandemic, 
highly effective operations have become critical to the success 
of your entire organization. This conference has been designed 
to give operations teams the skills to provide the highest level 
of customer service; design innovative, agile processes; timely 
disseminate accurate information; and improve overall efficien-
cy and productivity.

April 5 & 6: Contract Training and Operations Conference
April 7: 1:1 Consultations and Group Discussions

An exciting part of this year’s virtual Conference is your ability 
to sign up for 1:1 meetings and small group discussions with 
Conference presenters. These intimate sessions are designed to 
help you with any specific questions or challenges you have. 
Appointment slots are limited. Sign up is available on the 
conference website.

ev·o·lu·tion
/ˌevəˈlo͞oSH(ə)n/
noun
the gradual development of something over time, especially 
from a simple to a more complex form

rev·o·lu·tion
/ˌrevəˈlo͞oSH(ə)n/
noun
a sudden, complete, or extreme change (as in manner of living 
or working)

Proactive, data-driven, and rapid innovation is the key to thriv-
ing in a volatile, uncertain, complex, and ambiguous world. 
From People and Processes to Products and Profits, this year’s 
Contract Training and Operations Conference will provide you 
and your team with strategies and tools to face the revolution 
head on. Your ROI will easily exceed 10:1. Don’t miss this 
conference.

CEO/President/Vice President/Dean of a continuing education 
program, director of lifelong learning or contract training unit, 
the operations leader, a program manager, a salesperson, a prod-
uct developer, operations staff, or any staff interested in better 
understanding contract training and operations best practices.

After attending the Contract Training and Operations 
Conference, you will have the information and best practices to:
• Increase efficiency and productivity of your team with a 

10:1 ROI
• Succeed in the rapidly changing environment of continuing 

education and lifelong learning.
• Identify industry trends and provide your clients the highest 

level of industry-specific service and support.
• Shift your contract training unit from selling training to 

selling solutions.
• Shift your operations team from reactive customer service 

to proactive customer-centricity.
• Prove to your leadership why specialized contract training 

and centralized operations are critical to increasing revenue 
and improving customer service and support.

CONTRACT TRAINING & OPERATIONS

CONFERENCE SCHEDULE

WHY YOU SHOULD ATTEND

WHO SHOULD ATTEND

OUTCOMES

1:1 & SMALL GROUP CONSULTATION

INDUSTRY 
BEST PRACTICES

BENCHMARKS 
FOR SUCCESS

CONTRACT 
TRAINING TRENDS

VIRTUAL
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1:1
CONSULTING

CONTRACT 
TRAINING & 

OPERATIONS 
CONFERENCE
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“…if we teach today as we taught yesterday, we rob our 
children of tomorrow…” - John Dewey

MESSAGE FROM OPERATIONS ADVISORY 
GROUP CHAIR

MESSAGE FROM CONTRACT TRAINING
ADVISORY GROUP CHAIR

I am excited to invite you to the 2022 
Contract Training and Operations Confer-
ence. Each session is guaranteed to provide 
robust, practical, and easy-to-implement 
information that will help you take your 
program to the next level. There is 

something for everyone throughout all levels of your 
organization including unit leaders, senior administrators, 
and frontline staff. You will learn from industry leaders 
running the most successful contract training units in North 
America. Don’t miss this opportunity to discover tools for 
increasing sales and improving program efficiency.

Rodney Holt
Associate Vice President
Academic Entrepreneurship
Red Deer Polytechnic, Alberta

“The LERN Contract Training and Operations 
Virtual Conference was exceptional, the format, 

session topics and presenters. It was a fun and flexible 
way to attend virtually but still have the benefits of an 

in person conference. Outstanding!!” 

- Sue Moraska, VAST Academy Program 
Director, Houston Community College, Texas

I want to take a second to invite you to this 
year’s Contract Training and Operations 
Conference. This year’s conference is titled 
The Revolution and is such a great theme as 
we are all working through the rebuilding 
of our programs, teams, and cultures due to 

what we all went through, and are still working through, 
from the challenges we faced due to COVID. But with 
challenges there are always opportunities to make ourselves 
better. New best practices have surfaced this past year and 
you will be able to learn from those that have turned chal-
lenges into opportunities. So again I invite you to register 
now for this conference as a chance to learn and network 
from the best. I hope to see you all there!

Brenda Ireland
Senior Director of Operations
Continuing Education & Training Services
Kirkwood Community College, IA
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Welcome to the Conference! Understand the Conference 
logistics. Find out the state of North American contract training 
and operations. Discover the latest trends from industry leaders.

           Post-pandemic Contract Training
At the height of the pandemic programs were simply trying to 
stay afloat. Learn from a panel of contract training leaders how 
they have successfully navigated their units throughout the pan-
demic and are positioned for success in 2022.
 Presenter(s): JoAnn Hall
 Moderator: Rod Holt

      Successful Models for Hybrid Work 
Hybrid work is here to stay. Shifting from traditional an “in the 
office” culture comes with strategic, logistical, and administra-
tive challenges. Discover how operations teams are embracing 
flexible work options while remaining productive and keeping 
customers happy.
 Presenter(s): Scott Cashman
 Interviewer: Travette Webster

       Key Operations Benchmarks
Numbers are your friends. To remain competitive and ensure 
customer satisfaction you need to match yourself to critical 
industry benchmarks. Find out LERN’s top operations bench-
marks that you should be tracking to increase registrations, boost 
income, and generate additional credit and degree students for 
your institution.
 Presenter(s): Brendan Marsello

            Supporting DEI in the Workplace
Diverse teams yield a multitude of perspectives which increases 
productivity, innovation, customer satisfaction, and revenue. 
Discover ways to build diversity and foster inclusion of your 
staff.
 Presenter(s): Kristy Carter
 
      Leadership Development: Contract Training 
Are you ready to lead? Being a contract training leader requires 
grit, curiosity, and creativity. Learn key skills, tips, and tools that 
prepared these rock stars to successfully lead a contract training 
unit.
 Presenter(s): Dennis Wessel
 Moderator: Rod Holt

      The Top 10 Tips for Successful Operations 
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.
 Presenter(s): Greg Marsello

            Confronting Challenges and Succeeding
Confronting challenges head-on can drive you to learn, rethink, 
and discover new ways to achieve goals. Discover how to iden-
tify challenges, overcome setbacks and take action to influence 
innovation and grow your program.
 Presenter(s): TBA

            The Lifeline of Centralized Operations
Centralized operations are critical to increasing revenue and 
improving customer service and support. Much of the success 
of a centralized Operations team lies in the actions of people on 
the frontline. Find out how engagement and empowerment of 
frontline staff can result in enormous institution wide benefits.
 Presenter(s): Don Elliott
 Interviewer: Robert Wensveen

DAY 1, TUESDAY, APRIL 5

OPENING SESSION 

SESSIONS FOR 
SMALL AND 

LARGE UNITS

CONTRACT
TRAINING 
LEADERS

(CTL)

CONTRACT 
TRAINING 

STAFF
(CTS)

OPERATIONS 
LEADERS

(OL)

OPERATIONS 
STAFF
(OS)

CONCURRENT SESSIONS 1

CONCURRENT SESSIONS 2

CONCURRENT SESSIONS 3

“I always enjoy the LERN conferences. There are 
always takeaways of best practices and it is often 
validating to see that we are on the right track to 
being a successful CE program. Even though we 

couldn’t be together this year, it was the next best 
thing to virtually see colleagues and share ideas.” 

- Bill Pence, Director of Registration and Operations, 
Lord Fairfax Community College, Virginia
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      Building Internal Partnerships: Contract Training & 
Academics 
To increase your product and service mix, to remain relevant, 
and to get institutional support fostering strong academic and 
non-credit department relationships are now a must. Learn how 
FSCJ and Kirkwood Community College have implemented 
practical strategies for improving and growing collaborative 
relationships.
 Presenter(s): Betzy Santiago
 Moderator: Amy Lasack

      Sales Strategies: Asking the Right Questions
All contract training units are under pressure to increase sales. 
Find out proven strategies for increasing your selling by fo-
cusing on solutions and asking the right questions. Share and 
discuss additional strategies for increasing sales.
 Presenter(s): Paulette Milewski

            Success for Smaller Operations Teams
Operations teams range in size from one to 20+. Smaller teams 
have unique challenges. Learn how you can utilize Power 
Automate to transform tasks, improve resource utilization, and 
enhance internal and external customer support.
 Presenter(s): Michael Chung

      Show Me the Money! 
With businesses experiencing financial difficulties, contract 
training units must develop alternate revenue streams and 
funding sources to support training programs. Learn innovative, 
effective ways for generating active and passive income for your 
unit and your institution.
 Presenter(s): JoAnn Hall

            Handling Unruly Customers 
Operations staff deal daily with demanding people. Discover, 
discuss, and share winning techniques for satisfying demanding 
people without disrupting your day-to-day tasks.
 Presenter(s): Brenda Ireland

      Battling the Great Resignation 
With the right people in the right seats, you have better harmony 
and productivity. However, mass staffing shortages has made 
this concept difficult to employ. Discover highly effective ways 
to recruit and retain the right staff for your operations team de-
spite the “Great Resignation”.
 Presenter(s): Travette Webster

            Lead Generation: Keep Your Contract Training Unit 
Vital in 2022 
Generating sales is dependent on increasing visibility and gen-
erating leads. The rapid shift to a digital world has increased the 
need to reach clients in person and virtually. Discover LERN’s 
simple, but critical, marketing and lead generation actions you 
need to be utilizing to build new opportunities and relationships.
 Presenter(s): Konley Kelley

      “It’s the Little Things…Be Amazing”
The customer experience is critical for retaining existing 
customers, attracting new ones, and remaining competitive in 
the market. Learn how Northeast Iowa Community College 
Business and Community Solutions implemented a top to 
bottom improvement plan which increased revenue, enhanced 
employee morale, and transformed the program from customer 
service to being customer-centric.
 Presenter(s): Kristi Flack

      LEAN Problem Solving Strategies
Operations staff must be able to solve complex problems and 
make tough decisions in a timely manner. Your customers expect 
solutions. Learn problem-solving strategies using LEAN meth-
odology you can implement to improve your problem resolution 
rate and make decisions with confidence.
 Presenter(s): Travette Webster

Thriving while V.U.C.A.
Your program or unit productivity is directly affected by exter-
nal factors. Discover easy, effective strategies you should begin 
implementing now to remain resilient and mentally prepared in a 
volatile, uncertain, complex, and ambiguous environment.
 Presenter(s): Guest Speaker TBA

2022 Contract Training and Operations Awards
Join us in recognizing contract training and operations units 
receiving LERN Awards for outstanding work in the field.
 Presenter(s): Travette Webster & Brendan Marsello

CONCURRENT SESSIONS 4

CONCURRENT SESSIONS 5

DAY 2, WEDNESDAY, APRIL 6

CONCURRENT SESSIONS 6

GENERAL SESSION & AWARDS
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      Implementing AR/VR in Contract Training 
Ready to take your contract training unit to the next level? Hear 
how to develop new award winning programs utilizing immer-
sive simulations with live avatars. Get a glimpse into the new 
standard of training that provides students with specific in-work-
place scenarios.
 Presenter(s): TBA

       Measuring and Reporting Training Outcomes
Increasingly, clients want to know the outcomes they are getting 
from the money they are investing. Learn simple ways to iden-
tify and develop measures, how to implement the measurement, 
and then, how to report the results in an effective way.
 Presenter(s): Rod Holt

           Post-pandemic Operations
At the height of the pandemic programs were simply trying to 
stay afloat. Learn from a panel of operations leaders how they 
have successfully navigated their units throughout the pandemic 
and are positioned for success in 2022.
 Presenter(s): Tami Langohr & Terumi Taylor
 Moderator: Brenda Ireland

           Contract Training & Operations Collaborations
Increase contract sales with strategic operational processes and 
communication between these two business units. Join this open 
conversation to discuss challenges, best practices, and strategies 
toward developing a common vision and building a strong inter-
nal partnership between Contract Training and Operations.
 Presenter(s): Brenda Ireland, Rod Holt, 
 Travette Webster, Brendan Marsello

      The Top 10 Tips for Successful Contract Training
Discover the ten key contract training best practices that win-
ning contract training units follow. Whether you are new to con-
tract training or seasoned, you do not want to miss this session.
 Presenter(s): Amy Lasack

      Leading Hybrid Customer Service
Successful operations teams are customer-centric and under-
stand their job is not to just provide great customer service, but 
to lead customer service. Understand ways to lead customer 
service through both in-person and virtual modalities.
 Presenter(s): TBA     

      Establishing an Award-Winning Apprenticeship Program 
The labor shortage has left employers in need of fast, high qual-
ity training. Discover how to build a successful OJT program 
and create a sustainable source of registrations in the midst of a 
pandemic.
 Presenter(s): TBA
 
     

      Getting the Most Out of Salesforce
Your CRM is only as good as your ability to get the most out 
of the technology. Many contract training units are using Sales-
force CRM to track interactions, improve customer relationships 
and manage sales. Discover best practices for implementing and 
optimizing Salesforce.
 Presenter(s): Chad Borodychuk

            Increasing Customer Engagement via Chatbot
Now more than ever customers want the ability to set their own 
time, place, and medium for service interactions. As a leader 
in adapting to customer demands, University of Calgary im-
plemented Chatbot as an additional customer service channel. 
Discover their implementation process and keys for continued 
success of the platform.
 Presenter(s): Robert Wensveen

           Success for Smaller Contract Training Units 
Over 60% of contract training units consist of five or less staff 
with many at one or two. Learn how to successfully implement 
best practices and grown sales with a small team.
 Presenter(s): TBA

      Building Internal Partnerships: Operations and 
Programming
Effective collaboration between operations and programming 
units is critical to the success of your program. Operations staff 
manage the day-to-day tasks required to run the unit so course 
programmers can focus on revenue generation and growing the 
unit. Find out strategies Houston Community College used to 
create and sustain a dynamic cross-functional partnership.
 Presenter(s): George Davis
 Moderator: Travette Webster

      Leadership Development: Operations
Are you ready to lead? Becoming an operations leader takes 
time and dedication. Learn key skills, tips, and tools that pre-
pared these rock stars to lead an operations unit.
 Presenter(s): TBA
 Moderator: Brenda Ireland

Sign up for a 30 minute coaching session or a one hour small 
group discussion lead by our outstanding conference presenters. 
These intimate gatherings are designed to help you with any 
specific questions or challenges you have. Appointment slots 
are limited, and available on a first come, first serve basis. Visit 
http://www.lern.org/ct-and-ops-conference/ to sign up today!

CONCURRENT SESSIONS 7

CONCURRENT SESSIONS 8

CONCURRENT SESSIONS 9

CONCURRENT SESSIONS 10

DAY 3, THURSDAY, APRIL 7

1:1 CONSULTATION & GROUP DISCUSSION
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PRESENTERS
ROD HOLT
Associate Vice President 
Academic Entrepreneurship, Red Deer 
Polytechnic, Alberta, Chair LERN 
CTAG 

AMY LASACK
Senior Director of Corporate Training, 
Kirkwood Community College, Iowa
Chair-elect, LERN Board of Directors

BRENDA IRELAND
Director of Operations, Continuing 
Education & Training Services, 
Kirkwood Community College, Iowa 
Chair, LERN OAG

SCOTT CASHMAN
Manager for Personal and Cultural 
Enrichment, Continuing Education, 
Harper College, Illinois

TERUMI TAYLOR
Assistant Registrar, Continuing 
Education, University of Calgary, 
Alberta

ROBERT WENSVEEN
Associate Director of Continuing 
Education, University of Calgary, 
Alberta

JOANN HALL
Dean of Economic and Workforce 
Development, Moraine Park Technical 
College, Wisconsin

CHAD BORODYCHUK
Director of Corporate Training & 
Continuing Education, Lansing 
Community College, Michigan

TRAVETTE A. WEBSTER
LERN Assistant Vice President, 
Texas

BRENDAN MARSELLO
LERN Assistant Vice President, 
Washington, DC

GREG MARSELLO
Co-founder of LERN, Former LERN 
Chair of the Board of Directors, New 
Hampshire

KRISTI FLACK
Director of Operations, Northeast Iowa 
Community College, Iowa 

DENNIS WESSEL 
Director, Professional & Cont. Ed, Madison 
Area Technical College, Wisconsin 

BETZY SANTIAGO
Business Solutions Strategist, Florida State 
College at Jacksonville, Florida 

DON ELLIOT
Director of Operations & Online Learning, 
Continuing Ed, CC of Baltimore County, MD 

KRISTY CARTER
Director of Marketing, University of 
Central Arkansas, Arkansas, Co-Chair, 
LERN Diversity Advisory Group

TAMI LANGOHR
Assistant Vice Provost, Division of 
Educational Outreach, University of Nevada

GEORGE DAVIS
Program Director, Continuing Ed & 
Workforce Instruction, Houston CC, Texas 

PAULETTE MILEWSKI
Program Sales Manager, Corporate Training, 
Kirkwood Community College, Iowa 

KONLEY KELLEY
Project Leader of Business Development, 
Ascend Institute, Dallas College, Texas AND MORE! 



The LERN Contract Training and Operations Awards recognize LERN members and teams for 
exemplary contract training and operations best practice employment. Award winner submissions are 
shared at the Contract Training and Operations Conference, throughout the year in the LERN Club, 
and distributed via other LERN communication tools.

Contract Training Leader Award
(Individual level)
Recognizes a Contract Training leader who has
demonstrated exceptional vision, drive, innovation,
and support of direct and/or indirect staff in 2021.

Contract Training Staff Award
(Individual level)
Recognizes a Contract Training staff member who 
has gone over and beyond the call of duty in 2021.

Contract Training Revolutionary Practice Award
(Program level)
Recognizes a Contract Training Unit who has 
taken an innovative approach to navigating the 
rapidly changing environment, has developed 
cutting-edge practices, and/or found impactful ways 
to support internal and external customers in 2021.

Operations Leader Award
(Individual level)
Recognizes an Operations leader who has
demonstrated exceptional vision, drive, innovation,
and support of direct and/or indirect staff in 2021.

Operations Staff Award
(Individual level)
Recognizes an Operations staff member who has
gone over and beyond the call of duty in 2021.

Operations Revolutionary Practice Award
(Program level)
Recognizes an Operations Unit who has taken an
innovative approach to navigating the rapidly
changing environment, has developed cutting-edge
practices, and/or found impactful ways to support
internal and external customers in 2021

2022 AWARD CATEGORIES

CONTRACT TRAINING OPERATIONS

To receive a Contract Training or Operations Award, your organization must be a LERN member and in 
attendance at the Contract Training and Operations Conference.

Organizations may submit nominations across multiple categories, with only one nomination in each category.

All award submissions must be received electronically by Tuesday, March 1st.

Visit www.lern.org/contract-training-and-operations-awards/ for more information and details on how to 
submit your nominations.
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2022 CONTRACT TRAINING & OPERATIONS AWARDS



REGISTER NOW!
APRIL 5-7, 2022, VIRTUAL

REGISTRATION FORM 
2022 Contract Training and Operations Virtual Conference 

April 5-7, 2022 
Register with LERN’s new Member Portal. Just go to www.lern.org/ct-and-ops-conference/. 

Call us at 800-678-5376 for assistance in accessing your LERN Member Portal. 

Or simply fill in the information below and fax to 888-234-8633 with your credit card 
information or purchase order. Or call us at 800-678-5376 with your information and credit card. 

Or mail the form, along with your check, to LERN CTO Conference Registration, PO Box 9, 
River Falls, WI 54022.  Questions? Email us at info@lern.org or Call us at 800-678-5376. 

Title 

Organization 

Member/Customer ID#

 Primary Conference Point Person 

Department 

Address    

City State/Province Zip/Postal Code Country 

Email Phone Fax 

 
 
 
 
 
 
 
 
 

 
 

 

Conference Fee 
LERN Members 
$995. For up to 20 people from your organization. 

Non-members 
$1,245. For up to 20 people from your organization. 

Attendee registration: Send the first name, last name, and 
email address of your conference registrants in a three column 
spreadsheet (no other information is required) to us at 
info@lern.org. Your attendees may attend as few, or as many, 
sessions as they wish. We encourage central administrators to 
pop-in on certain sessions of relevance. You may send names 
anytime, as often as you like, but prior to Mar. 29 is preferred. 
Submissions received after the 29th may be delayed. 

TOTAL AMOUNT DUE 
$  
Payment Method: Choose A, B, or C 

Payment enclosed. 
Make checks payable to 
Learning Resources Network. 

Bill my institution. 
Purchase order required. 

Charge to my credit card. 
Visa, MC, AmEx, Discover 

 

Mail to: 
LERN CTO Conference Registration 
PO Box 9  
River Falls, WI 54022  
USA 

All fees are in U.S. dollars. 

Card/Account # 

Exp. Date CVV 

Cardholder’s Name (Please Print) 

Cardholder’s Signature 



PREPARE TO 
THRIVE.
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