Public Services Management Council
August 24, 2009
11AM
Room 409
Present: Katie Bauer, Kraig Binkowski, Ellen Hammond, Carol Jones, Diane Kaplan, Suzanne Lovejoy, Scott Matheson, John Nann, Danuta Nitecki, Jill Parchuck, Barbara Rockenbach, Alan Solomon, Paul Stuehrenberg, Kari Swanson, Allen Townsend, Brad Warren, Maryetta Russell, notetaker 
Absent:  Steve Jones, Karen Kupiec, Kenny Marone

Guest:  Kelly Barrett

1.
Public Services Strategic issues – Ellen Hammond
Ellen Hammond presented the results of the Public Services Issues Group (sub-group of PSMC) recommendations on PSMC’s top issues for the coming year. The three issues Ellen discussed are:  New Approach to Reference Assistance; YUL Website Goals and Policy Definitions; and Managing with Evidence Program.  (The group’s report is attached) Discussion followed.  Carol asked if reference and research education would be incorporated into instruction.  Danuta said the relationship of the two programs should be reviewed.  Alan Townsend stated these topics will be of great help to all members.  Jill asked if a brief announcement of PSMC’s three top goals could be sent out through YULIB and LMC +.  Danuta offered to do so. All Council members were in favor of the above three issues being addressed by the PSMC, particularly for policy decisions within the next six months.  
2.
Ask!Live – Kelly Barrett  
Kelly stated that Ask!Live has been a pilot program since 2002. The Library has changed 
platforms and experimented with different ways of training, scheduling, and staffing for the service. The increase in the number of questions being asked through the IM (Instant Messaging) service and the new text reference service suggests that virtual reference is valued by our patrons.  To this end, Kelly recommends that Ask!Live 
1)  be endorsed as part of the YUL suite of reference services; 
2) needs a coordinator who can dedicate time to ensuring that virtual reference services are being provided in the most efficient and effective ways; 
3) requires that more staff be trained to participate in virtual reference services.   
(report is attached) Danuta stated that given the identified need to address reference issues broadly this coming year, the recommendations about formalizing Ask!Live may be premature.  Suggestion was made that PSMC accept, with thanks, the report and use the information gathered for it in the review of reference services.  Meanwhile, the suggestion was made that if Kelly could continue to coordinate Ask!Live activities, that the Library continues it as a pilot for this year to whatever levels of support managers can offer it.  If necessary we may need to cut some hours of offerings.  In addition, we should view this as an important learning opportunity to maintain contact with technologies for e-reference, understand our client behaviors, and provide professional growth for librarians and staff.   Jill urged that the recording of stats be improved and that Social Science Libraries and Information Services could continue to contribute Kelly’s time to the pilot.  Alan asked “what if we don’t have Ask!Live”?  Is this going to be a permanent service?  There is concern in managing it and we need to find how to do so if it is permanent.  Barbara Rockenbach suggested Ask!Live be available for one more year and then look at the figures.  Danuta asked if we were reaching undergrads.   Jill stated there is a change in the way students communicate with us and this service helps meet new channels.  Brad stated that many of the questions asked at the “Info Desk” are from people outside of Yale.  Jill suggested a “Frequency Asked Question” database that would answer some of the repeated questions.  Danuta mentioned reading the Harvard Business Review which notes the number one service expectation is to be served by knowledgeable staff.  Katie mentioned that lots of questions come into various places and asked if there was a way we could tie all this in to get the quickest answer.  PSMC decided to continue with Ask!LivE service until the end of the fall semester.
3.
Announcement – Danuta

Danuta made a recommendation that PSMC continue to meet on a monthly basis (4th Monday of the month) which currently appears on each members’ calendar.  All members were in 
agreement. Danuta’s Direct Reports will be approached separately about a 
modification 
in their meeting time to accommodate PSMC calendar.

Meeting adjourned at 12 noon. 
