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Introduction

This packet contains a variety of documents developed to train our student assistants on center policies, staff expectations, and performance evaluations.

The Student Assistant Expectations includes policies on absences and tardiness, time sheets, evaluations, and working at the desk, etc.

The Front Desk info is kept in our Front Desk Binder and has tons of stuff on how our center works on a daily basis, tasks to accomplish, library policies, handling difficult

callers, referrals, etc.

The Work Log is a form student assistants use to note tasks completed and to document events, phone calls, and student traffic. Students can leave notes on ongoing projects for the next shift, or write down issues to be addressed at Monday all-staff meetings.

The Evaluation Form was adopted from Penn State's form on the LGBTQArchitect. I formally evaluate student assistants every quarter.

Front Desk Notes is created by me weekly to talk about at staff meetings, and it goes in the Front Desk Binder in case questions come up. I've attached a random example from a week in March.

Big thanks to David and Genice from UC Irvine. Meetings with them to discuss the challenges of busy centers and supervising student assistants inspired us, especially the Front Desk Binder info and logs.

Questions regarding this packet may be directed to:

Nancy Tubbs

Director, UCR LGBT Resource Center

951.827.2267

nancy.tubbs@ucr.edu
Student Assistants Expectations

LGBT Resource Center

Timesheets

1. A working time sheet is kept in the “Sign-In Folder” binder at Mark’s work station.

2. Student assistants must sign in and out daily using their working time sheet.

3. Official time sheets must be completed and signed by the 15th of every month. The working time sheet must also be signed.

4. Errors on time sheets must be “whited out,” corrected, and initialized by the student assistant and by Nancy.

5. Time must be recorded in quarter hour increments:
15 min = .25

30 min = .50

45 min = .75
Paychecks

1. Paychecks are delivered to the LGBTRC on the 1st of every month. Nancy is the only person who may give you the paycheck, and you will need to initial that you received the paycheck.

2. You may choose to have your paycheck automatically deposited by completing a form and bringing a cancelled check to Mark. It may take a few months for the automatic deposits to begin. You will still pick up and sign for a paper earnings statement, unless you opt out of that, too.

Absences

1. Student assistants may request time off a week in advance for academic reasons by speaking directly with Nancy. With this advance notice, student assistants need not arrange a substitute to cover their shift.

2. In the case of an emergency, or within a week of an absence, student assistants are responsible for finding another student assistant to cover their shift. The student assistant must also telephone into the office to let us know who will be covering for them.

3. If a student assistant is unable to find a substitute, they must also call in as soon as possible to the office to let us know they will not be working. The student assistant will then meet with Nancy as soon as possible to discuss their absence.

4. Students may be given a verbal warning for a 1st unexcused absence, and a written warning for a 2nd unexcused absence. The student assistant may be dismissed from their employment with the LGBTRC if they have 3 unexcused absences.

Evaluations

1. Performance criteria will be shared with student assistants as part of their employment orientation.

2. Student assistants will meet near the end of each quarter with Nancy to evaluate their performance.

3. If student assistants receive a “needs improvement” or “unacceptable” in any part of their performance evaluation, they will be given instructions on how to improve their performance and meet expectations.

4. Student assistants who do not improve “unacceptable” performance before their next evaluation may be dismissed from their employment with the LGBTRC.

5. With written documentation, student assistants may be immediately dismissed from employment for egregious violations of LGBTRC employment standards or for violating University regulations.
More Expectations
1. Be on time.

2. Wear a nametag while on duty.
3. Check the Front Desk Book for announcements.

4. Remember that during the time you are working, you represent the LGBTRC. It is not the time to socialize with friends, check email, or read magazines. You should be helping students, completing tasks as assigned, or completing tasks on the Shift Check List.

5. Act professionally.
6. When Mark is out of the office, ‘be Mark” by sitting as his work-station to answer the telephone and greet visitors.

7. Yes, you may need to leave the center briefly to use the restroom. If no one else is in the center, then please post a “Be right back” sign on the door and close it

8. Please be courteous of Mark’s space while working at his desk.  Please leave his desk as you found it.  Please don’t use his office supplies, but rather use the supplies designated for student assistants or ones found in the supply room.

9. If you use the Tabling Box, bring it back to the center as soon as possible.

10. Be sure to pay attention to new folks coming into the center.  Be prepared to greet them and make them feel comfortable.

11. Maintain a safe, respectful atmosphere in the Center.

a. Monitor behavior in the Center for appropriateness.

b. Excessive vulgarity, cursing, noise, etc. needs to be addressed.

c. Remember, what might be within your personal comfort zone may be uncomfortable for others.

d. If you observe negative dynamics in the center, or if some students are dominating space so that other students feel uncomfortable, speak up yourself or speak with a staff member.

e. The LGBTRC is not a Rec Room. It is appropriate to ask people to lower the noise level.

Updated September 2009
Shift Check List

LGBTRC Front Desk

Daily

Conference Room

___Throw away all trash left on tables and end tables
___Wipe down the table in the conference room
___Wipe down the sink area in the conference room
___Wipe down the microwave
___Fill up the condiments (stirs, sweeteners, coffee stand)
___Fill up cups both water and coffee
___Turn off TV and DVD player
___Refill the water on the coffee maker (optional)
Lounge

___Throw away all trash left in/on end tables and furniture

___Wipe down end tables

___Straighten the magazine rack

___Straighten the info table, bulletin board, and info rack

___Take down and recycle past event flyers. Please leave one copy of UCR queer event flyers in Nancy’s mail box for our archive.
Library

___Make sure returned items have the correct card in the insert & re-shelve them

___Re-shelve all items in the re-shelve pile or those that are misplaced

___Make sure the library looks presentable

___Check one specific section of the library books for accuracy

Cyber Center

___Throw away all trash and place used paper in the recycle bin

___Make sure the Cyber Center looks presentable and put chairs in the proper place

Front Desk

___All books and DVDs have been checked in and shelved

___All check-out cards and contact cards are filed or in Mark’s in-box

Weekly

Cyber Center

___Clean glass windows facing the lounge

___Wipe down and dust the computer workstations

Library

___Check the whole DVD section of the library for accuracy

Friday

Conference Room

___Throw out old food from the refrigerator

___Wipe down the refrigerator inside and out
Front Desk

___Fill out the white board with weekly events

In Case of Emergency

LGBTRC Front Desk

911 (from any campus or cell phone)
Will connect you to UCR Police

Remember, we are in 245 Costo Hall
2-8255 (campus phone) or 951.827.8255


Mental health therapists for UCR student crisis counseling

951.686.4357
Riverside Area HELPline for Suicide Crisis Intervention

951.xxx.xxxx
Nancy’s Cell Phone

951. xxx.xxxx
Toi’s Cell Phone

2-3610 (campus phone) or 951.827.3610


Building Maintenance

Helpful Contacts

LGBTRC Front Desk

Ethnic & Gender Offices

AFRICAN STUDENT PROGRAMS

133 Costo Hall ~ 827-4576 ~ www.asp.ucr.edu

Ken Simons, Director



kenneth.simons@ucr.edu

Rhiannon Little, Student Affairs Officer

rhiannon.little@ucr.edu

ASIAN PACIFIC STUDENT PROGRAMS

244 Costo Hall ~ 827-7272 ~ www.apsp.ucr.edu

Joe Virata, Director




emilio.virata@ucr.edu

Brandon Kwang, Program Coordinator

brandon.kwang@ucr.edu

Esther Kim, Program Coordinator


esther.kim@ucr.edu
CHICANO STUDENT PROGRAMS

145 Costo Hall ~ 827-3821 ~ www.csp.ucr.edu

Estella Acuña, Director



estella.acuna@ucr.edu

Elena Perez, Social & Cultural Programmer
elena.perez@ucr.edu

Lesbian Gay Bisexual Transgender Resource Center

245 Costo Hall ~ 827-2267 ~ www.out.ucr.edu

Nancy Tubbs, Director



nancy.tubbs@ucr.edu

Toi Thibodeaix, Program Coordinator

toi.thibodeaux@ucr.edu

NATIVE AMERICAN STUDENT PROGRAMS

229 Costo Hall ~ 827-4143 ~ www.nasp.ucr.edu

Joshua Gonzales, Interim Director


joshua.gonzales@ucr.edu

WOMEN’S RESOURCE CENTER

260 Costo Hall ~ 827-3337 ~ www.wrc.ucr.edu

Dr. Adrienne Sims, Director



adrienne.sims@ucr.edu

Romanie Arterberry, Student Affairs Officer
romaine.arterberry@ucr.edu

Student Affairs Case Manager

Sarah Pemberton

2-9353 or 951.827.9354 ~ 381 HUB ~ sarah.permberton@ucr.edu

Counseling Center

Veitch Hall, ~ 2-5531 or 951.827.5531 or UCR TALK

Health Center

Veitch Hall ~ 2-3031 or 951.827.3031

Phone

LGBTRC Front Desk

“LGBT Resource Center, this is _____. How may I help you?”

Transferring Calls, Option 1

1. Press the TRANSFER key and dial a number:
Nancy ( 2-6414
Toi ( 2-6477

2. Let staff know who is calling and why.

3. Hang up, and they will be connected.

4. If the line is Busy, hit the Transfer button again to speak with the caller.

5. If staff ask you to take a message, then they will hang up and you will still be connected to the caller.

When making phone calls…

· 2-xxxx for on-campus numbers (827-xxxx)

· 9 + phone # with area code for off-campus numbers

Transferring Calls, Option 2

1. Press the HOLD button

2. Walk to staff’s office and see if they wish to talk to caller

3. If YES – do nothing, the staff will pick up the line

4. If NO – hit blinking button to connect back to caller and take a message

Taking Messages

1. Use the message pad in Mark’s in-tray.

2. Always get the person’s phone #, even if they say we have it already.

3. Always initial the message.

4. Tape the message by Nancy’s door or tack it next to Toi’s door.

5. Some callers seeking resources may not wish to leave their name.

Making Appointments

1. Nancy & Toi are available  for walk-in conversations, but we recommend appointments to make sure we are available.

2. Nancy & Toi can make appointments for each other, so if one of us is in the center, send the visitor to our office.

3. If no professional staff are in, ask the visitor if they want to call the center during the day before 4:30pm to make an appointment, or if they would like to leave their name, phone #, and/or email address so staff can get back to them.
Contact Cards

LGBTRC Front Desk

Anyone checking out materials, involved in activities like student panels or retreats, or joining our listserv for the first time should complete a Contact Card. 

Remember:

1. Make sure the writing is legible!

2. Ask if they are joining our weekly email updates list for the first time. If YES, put the Contact Card in Mark’s In-Tray so he can add their email to our address book.

3. If they are already receiving emails, then file the card away in the grey box behind Mark’s workstation. The cards are in alphabeta order by last name.

4. Even if they completed a card last year, ask them to complete a new one for 2009-10!
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Library

LGBTRC Front Desk

Check-out Policies

1. Any student, staff or faculty may borrow materials.

2. DVDs = 1 at a time for 2 nights

3. Books = 3 at a time for 1 week

4. Must have completed a Contact Card for this academic year.

Check-out Procedures

1. Look up their Contact Card to make sure it is on file, or ask them to compete a card.

2. Make sure they are not on the list of Banned Borrowers for flagrant miss-use of the library, or for failure to return items.

3. Write their name and the date due on the card with the DVD or book title, and file it in the library box behind Mark’s workstation.

a. DVDs are filed alphabetical by title.

b. Books are filed alpgabetical by author’s last name.

4. Write the date due on the Date Due card and put it back in the book or DVD.

5. Note: DVD’s in boxed sets must be checked out one disc at a time. Put the DVD in an empty CD case for taking home.

Late Items

1. During your shift, look in the box to see what items are over-due.

2. Call the borrower and leave a message to return the item ASAP. Try emailing them if they’ve already received a phone message.

“Hi, you borrowed the DVD “Rent” from the LGBTRC and it was due on October11th. Please return the DVD as soon as possible to 245 Costo Hall.”

Note: Please look to see if the borrower marked “use discretion” on their home phone. If so, say “from UCR” instead of “from the LGBTRC” and do not give the book or DVD title.

3. Leave a post-it note on the item’s card showing the date you contacted them and how (phone, email)

4. Once we get a late item back, write the name of the borrower and a record of their late borrowing in the Front Desk Binder

Check-In Procedures

1. Find the item’s card in the box and mark through the name and date due. Return the card to the item.

2. Make sure the date due is also marked through on the Date Due card.

3. Re-shelve the items before your shift is over.

4. Staff may leave items to be checked in behind Mark’s workstation. Make sure these items are also checked-in and re-shelved before your shift is over.

5. Also re-shelve any items left out in the Library Room.

Other Notes

1. Pay attention to whether the DVDs belong in the Documentary or Stage sections of the library. They will have labels on their spine.

2. Nancy keeps some titles in her office because they were purchased at “Institutional Pricing” of $100+. Students may ask Nancy in person to borrow the DVDs for screening within the center only, by giving Nancy their student I.D. Faculty may also ask Nancy in person or via email to check out a DVD for use in a classroom.

3. Videos stored behind the DVDs in the Library Room may be borrowed on the honor system (we will not check them in or out, or track them).

4. All the DVD titles are listed on the LGBTRC web site at: http://out.ucr.edu/programs/films.htm 

5. Some of the book titles are listed under the Topics pages on the LGBTRC web site

DVDs in Nancy’s Office:

1. B.D. Women

2. Brother Outsider

3. Boy I Am

4. Diagnosing Difference

5. Freeheld

6. Girl Inside

7. In God’s House: Asian American Gays & Lesbians In the Church

8. The Lost Tribe

9. Shinjuku Boys

10. Transgeneration Copy 2

Bits & Pieces

LGBTRC Front Desk

Meeting Room

1. We post a weekly schedule of Meeting Room reservations outside the room’s door.

2. Queer-focused student organizations may reserve the room any time during center regular hours EXCEPT on Tuesdays from 5pm to 6pm or during times it is already scheduled. 

3. Students should speak with Toi or Nancy to reserve the Meeting room.

Work Room – Copy Machine, Fax, Refrigerator, Supplies

1. Absolutely no students in the Work Room unless professional staff give permission or you are a student assistant working on a job!

2. The Copy Machine is only to be used for center business or with permission of professional staff. It may be available for some student organization projects with permission of staff.

3. The Fax Machine may be used by students needing to fax academic-orientated applications, or with permission of staff.

4. Students should not add or take anything from the large refrigerator without staff permission. They may use the small Meeting Room refrigerator. The small refrigerator is cleaned out every Friday.

5. Supplies may be used for center business or student organization projects only, or with permission of staff.

CyberCenter

1. Use of computers is first-come, first-serve.

2. We will purchase 2 boxes of paper for the CyberCenter printer per quarter. Please only take reams of paper to re-fill the printer from the marked boxes in the Work Room that say ‘CyberCenter” on their lids.

3. No food, drink, gum, candy, or water in the cyberCenter!

Library Room –This room is NOT to be used for meetings or study groups.

MovieMate

1. The MovieMate projector may only be checked out by departments or with special permission of professional staff.

2. Please have requests go through Nancy or Toi.

Work Log
LGBTRC Front Desk

Please record:

1. Notes on any projects started, completed, etc.

2. Summary of questions asked by telephone or visitors

3. Incidents that staff should be aware of

Monday, Date:  ___________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________
_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

Tuesday, Date:  ___________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________
_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

Work Log
LGBTRC Front Desk

Wednesday, Date:  ___________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________
_________________________________________________________________________________________________________

Thursday, Date:  ___________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________
_________________________________________________________________________________________________________

Friday, Date:  ___________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________
LGBT Resource Center Evaluation Form
Student Assistant
Assistant Name
     Quarter ______________        Date _______________ 

Self-Evaluation or Supervisor Evaluation (circle one)

Please fill out the following evaluation form as it relates to the student assistant position. Circle the number that corresponds with your assessment of how each job responsibility was performed.  Please write comments or examples in the space provided.

______________________________________________________________________________________________________

NI = Needs Improvement    ME= Met Expectations    EE = Exceeded Expectations    N/A = Non-applicable
Job Duties and Expectations:
How well did you/he/she…
Follow office policies regarding punctuality, absences, timesheets, work logs, etc.
  1


2


3


4


5



 NI




            ME




            EE
          N/A

Comments:

Complete routine tasks well and in a timely manner
  1


2


3


4


5



 NI




            ME




            EE
          N/A

Comments:

Complete assigned projects well and in a timely manner
  1


2


3


4


5



 NI




            ME




            EE
          N/A

Comments:

Provide resources and referrals to visitors and callers in a positive and professional manner
  1


2


3


4


5



 NI




            ME




            EE
          N/A

Comments:

Contribute to a welcoming environment in the center
  1


2


3


4


5



 NI




            ME




            EE
          N/A

Comments:

WORKING RELATIONSHIPS:
How well did you/he/she…

Appropriately balance school, work, and/or personal obligations

  1


2


3


4


5



 NI




            ME




            EE
          N/A

Comments:

Support and work cooperatively with other staff members

  1


2


3


4


5



 NI




            ME




            EE
          N/A

Comments:

Take feedback well and benefit from it

  1


2


3


4


5



 NI




            ME




            EE
          N/A

Comments:

Offer feedback to others in a constructive manner

  1


2


3


4


5



 NI




            ME




            EE
          N/A

Comments:

Respond to urgent situations with a calm demeanor and in an efficient manner


  1


2


3


4


5



 NI




            ME




            EE
          N/A

Comments:

Maintain confidentiality when appropriate



  1


2


3


4


5



 NI




            ME




            EE
          N/A

Comments:

GENERAL REMARKS
What strengths does this student bring to the position?

What developmental areas could you work on?

ADDITIONAL COMMENTS OR SUGGESTIONS

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

I have read and discussed this evaluation and I understand that this form will be placed in my employee personnel file.

__
  



Student Assistant Signature
Date
  Supervisor Signature
               Date

Front Desk Notes

The Week of 3/1/10
Students Can…

1. Let us know they wish to join the Trans Group. Give name and email to Toi or they can email her directly.

2. Email their Coming Out Monologue, coming.out.ucr@gmail.com
3. Audition for the Drag Ball. Contact Brandon,  xxx@xxx.xxx

Upcoming Events

MON (3/1) = Online Peer Chats, 7pm-9pm

MON (3/1) = TCOM Meeting, 5pm

TUE (3/2) = Tuesday Talks: Guy Talk, 5pm

TUE (3/2) = QPOC Meeting, 6:30pm

TUE (3/2) = FYSS Coming Out Across Cultures, 6pm

THU (3/4) = LGBT Grad Student Lunch Hours, 12pm – 2pm

THU (3/4) = LaFamilia Meeting, 6:30pm, LGBTRC

FRI (3/5) = Drag Ball Committee Meeting, 3pm

Saturday (3/6) = API Women's Conference @ UCR,

9:30am – 3:00pm, featuring Helen Zia
Ongoing

1. Queer Alliance meets every other Monday, 6:45pm in Lounge
2. QPOC meets Tuesdays, 6:30pm in Meeting Rm

3. HRA meets Wednesdays, 6pm in Lounge

4. La Familia meets Thursdays, 6:30pm, location varies.
Announcements

1. New Drag Ball Theme = “DREAM.” 

2. The Coming Out Monologues (TCOM) invites people to get involved. Need volunteers to write monologues, write monologues, and be part of the planning committee. Vern is looking for someone to work with her who can return next year and lead TCOM.

Reminders

1. Make a point of greeting new people, and remind ‘regulars” to be welcoming

2. Use the Log to describe activity in the Center, questions asked, visitors, phone calls, incidents, and HEAD COUNTS

3. Please let staff know about student incidents in center ASAP so we can address it with students

