Public Services Management Council
Monday, December 15, 2008
11AM
Room 409
Present: Kraig Binkowski, Ellen Hammond, Carol Jones, Steve Jones, Diane Kaplan, Chris Killheffer, Karen Kupiec, Suzanne Lovejoy, Danuta Nitecki, Jill Parchuck, Alan Solomon, Kari Swanson, Maryetta Russell, notetaker 
Absent:  Kenny Marone, John Nann, Paul Stuehrenberg, Allen Townsend

Guests:  Mike DiMassa, Manager, LSF and Kelly Barrick

1.  Update of Eli Express Improvement efforts
Mike DiMass presented to the PSMC an update on “Improving the Handling and Transport of Special Collections.”  Due to concerns first voiced by members of the CDC committee for special collections and the increase in the quantity of special collection material being transported, Mike stated it was necessary to look at new ways of enhancing the security and handling of special collections during the delivery cycle.  In March 2007 a Process Improvement Team, composed of C&Ts, managers, and professional staff, was established to examine at ways of improving service.  The group formulated twenty-two specific recommendations and presented them to LMC in April 2008.  These recommendations may be grouped into three broad categories, encompassing administrative, operational and strategic improvements. 
Administrative improvements that have been implemented include the establishment of a reporting model for both Special Collections (detailing materials that have been paged since testing of procedural improvements began) and for the Eli Express Service as a whole. Another administrative improvement has been the greater involvement of on-campus staff in establishing a chain of accountability for tracking special collection items when they are transported from LSF to on-campus destinations.  
From an operational perspective, several recommendations approved by LMC have also now been implemented.  LSF’s inventory software is being used to link special collection items to particular totes and create manifests detailing each tote’s contents. In addition, e-mail notifications are being sent to appropriate units prior to special collection deliveries, detailing the number of totes being delivered, the container ID number, and other pertinent information. Security for materials has been greatly improved by the use of tamper-proof, numbered security seals, hot-stamped by the vendor (EquiLok) with the “YUL” identifier, to seal containers. The introduction of padlocks and GPS tracking for transport vehicles are two more security enhancements that have been implemented as a result of the Process Improvement Group’s work. 

Mike also talked briefly about some of the strategic improvements recommended to LMC for consideration as the Library moves forward. Among these recommendations were the following: including interior, secure loading docks in the design plans for future library construction, upgrading the handling/security for the transportation of all materials transported by the Eli Express Service, and reconciling the Voyager database with the LSF’s inventory software,  Mike concluded by talking about lessons he  had learned throughout this SQI process, especially the need for incremental implementation, flexibility, and a commitment to continued improvement. 
Suzanne thanked Mike for all his hard work. Danuta asked if we should target another group to hear this presentation.  Steve stated that Frank Turner has a new Special Collections Group and he may be interested in the presentation, and Access Services may be interested in how LSF delivers Special Collections.  Carol asked if all LSF staff members participate in the processes involved in enhanced special collection handling/transport. Mike stated that in the beginning Gary and he did much of the testing of new procedures, but that in January all LSF staff received training and were now involved in most aspects of special collections delivery. Danuta stated that LSF construction is ahead of schedule and will be ready by spring.     
2.  Update of Ask!Live services – Kelly Barrick


Kelly began by stating that since we started using Questionpoint and Instant messaging our statistics for Ask!Live have shown a 10% increase – last year there were 1290 questions and so far this year 1560.  Although through a computer glitch there are two months of data missing (June and July which are our slowest months) the 1560 figure could be increased slightly when these figures are gathered.  There are thirty-three people participating in Ask!Live.  Departments participating are:  Research Services and Collections, Medical, Science, Social Sciences, Music, and Geoffrey Little from Development.  Hours of Ask!Live are 12 noon to 10 pm Monday thru Thursday and 6pm to 10pm on Sunday.  A client survey was taken last January and 75 responses were received.  41% of the responses were from graduate students, 44% from people accessing the service off-campus and 66% first time users.  81% said they would use the service again.  Kelly stated the Reference Group is responsible for training.  In January, Kelly stated, a pilot test for reference service will take place using a cell phone.  The same people doing Ask!Live will participate in this pilot and the hours of operations will be the same.  This service is being provided by a company in California and during the first year there will not be any cost for its operation.  Kelly asked if anyone had further suggestions to send them to Danuta or herself.  
3. Proposal for extending Customer Services Institute training - Danuta
Danuta stated that she and Chris Killheffer had discussed with the Learning Center staff a Customer Service training program for the front line staff similar to what was done for Access Services.  Those who attended from Access Services gave rave reviews about the training. Danuta stated that the purpose of the Customer Service Institute is to help Yale University provide outstanding customer service to Yale constituents.  Each Customer Service Institute usually consists of 35-40 participants.  The Institute can be run with intact department teams or mixed groups consisting of membership from various Library departments.  Additionally, the Center may develop a half day Leadership Team overview of the Customer Service Institute with some exposure to the curriculum and particular emphasis on how to coach to support the course content. Cost for each Institute includes cost of outside facilitators.  Initial plans suggest that three of the sessions be conducted by Organizational Development & Learning Center staff.  Expenses for course materials and food will be absorbed by the Learning Center budget. Danuta stated that she would like to rollout this Customer Service training for the other departments in the Library. Danuta stated that several managers had shown interest in this training and she asked the PSMC members to send an email to Maryetta stating how many people in their department they would be interested in having participate in this multiple day course. The training will be held from 9-3 over five or six days and is for frontline C&T’s.  Classes will be held in the spring and summer. 
4. Continuation of discussion of PSMC future and membership – Jill Parchuck &
       Kari Swanson

Jill presented a “Proposed Public Service Management (PSMC) Charge” to the PSMC members. Jill stated that she and Kari had looked at the PSMC charge which is on the PSMC website and used the existing Charge as a guideline. She stated that she and Kari are new members to the PSMC and left open for discussion committees that would report to the Council. Discussion followed.  Under the new charge “Identifying resources to support service programs” the PSMC members would like to add after “Identifying resources ‘and education.’ and change “Instruction Committee” to ‘Research Education Committee’.  Danuta, Jill and Kari will meet to formalize the “PSMC Charge” and present it to the PSMC at a future meeting.  Membership to PSMC will be discussed at a future meeting.
Meeting adjourned at 12:00 pm.
