Public Services Management Council
Monday, September 22, 2008
11AM
Room 409
Present: Kraig Binkowski, Ellen Hammond, Carol Jones, Diane Kaplan, Chris Killheffer, Suzanne Lovejoy, Kenny Marone, Jill Parchuck, Andy Shimp, Alan Solomon, Paul Stuehrenberg, Allen Townsend, Maryetta Russell, notetaker 
Absent:  Karen Kupiec, Steve Jones, John Nann, Danuta Nitecki

Guests:  Barbara Rockenbach, Director of Undergraduate & Library Research Education and Emily Horning, Librarian for Religious Studies & Coordinator of Instruction, and Remi Castonguay, Public Services Project Librarian
In the absence of Danuta Nitecki, Associate University Librarian, Alan Solomon presided over the meeting.
1.  Access Services Website update - Remi
Remi began his discussion by reviewing the present Access and Privileges website with the PSMC members and stated he has observed the following:
· Remi suggested that we eliminate the word "circulation" from the YUL homepage since it means nothing to a lot of people. He recommended that we use a formula such as "Borrow, Renew, and Request" or something of that nature. He referred to the MIT libraries webpage for a good example of labeling (see http://libraries.mit.edu/)

· The current website is loaded with lengthy policies text, which although should be available, would be better located in secondary or tertiary locations.

· Content is duplicated over different pages.

· The web pages do not guide users. It’s not obvious what the purposes of different pages are. Quick answers to FAQs cannot be found easily.


Remi recommends the following:

· The Access Services website needs an approach where users are directed to the appropriate web page(s) according to their Yale status (or lack of Yale status.) These web pages will in turn include the most typical “actions”, tasks, or Frequently-Asked-Questions (FAQs) that users try to address.
· New Access Services website will act as a kind of gateway.  The main Web access appoint will involve a netID search, the result of which will redirect the user to the appropriate Access Services page

· Each group of users – faculty, staff, students, non-Yale researchers, and alumni will have their own gateway / homepage.

· Every page will have FAQs, most common requests, contact info, Ask Live! And chat.
Remi proposes the following:  Introduction page will be titled “Borrowing & Library Privileges” (or something of that nature) with a netID search and options to browse by category (http://www.library.yale.edu/~rcastong/circ/); page 2 offers a status-dependent gateway—“Information Gateway for XXXXXX” 
(e.g. http://www.library.yale.edu/~rcastong/circ/students.html); and page 3 depends on the action taken by the user on page 2. An example of page 3 is “How long Can I borrow a Book?” (e.g. http://www.library.yale.edu/~rcastong/circ/borrowing.html)
Remi mentioned that he is working with Mike Friscia and Scott Matheson to build the netID search feature. There are issues with getting access to Yale’s Data Warehouse. He also stated that he is working on a “chat box” to appear on all pages. Finally, Remi will develop a “problem gateway” that will try to address issues that users encounter with their library account (e.g. “I lost a book.” “I would like to dispute a fine”, etc.) 
Kraig stated he thought it was great to target the “users” but suggested Remi reduce the number of groups involved.  Kenny stated that many people in the Medical Library don’t have an ID and was wondering if this would present a problem. Allen Townsend expressed the concern that the Arts Library has access policies that significantly differ from SML and/or other Yale libraries. Remi explained that he tried to address that issue in the redesign. Diane Kaplan asked about non-circulating questions. Remi will look into this. Andy felt that asking for NetId was confusing.  He suggested making “Browse by patron category” the main feature of the introduction page.  Remi stated that he considered that approach but he deemed that adopting it might have many users selecting the wrong category (e.g.: patrons thinking that they are faculty when in fact, they have staff status) thus, creating confusion. Kenny commended Remi on his work.  Remi stated he will redesign the web pages by October 31 and arrange usability test with the Assessment and Usability committee by November 15 to measure effectiveness of the new website.
Allen Solomon and Ellen Hammond later voiced concerns that visiting researchers and alumni should clearly be catered to on Access Services web pages and not simply fall into the “I don’t have a netID” category. Remi stated that he had just started working on visiting researcher and alumni pages and that this was a priority in the upcoming weeks.

2.  Library Research Education Program – Barbara Rockenbach
Barbara presented the Yale University Library Research Education Program plan to the PSMC members.  She stated the purpose of the plan is to advance the information and technology fluency of Yale students, faculty and staff.  Barbara further stated that as the Yale University Library looks toward the future of library service for the Yale community, instruction and course support is increasingly important in equipping the students and faculty for the information-rich world they encounter both at Yale and beyond.  The decentralized nature of the 21 librariesat Yale makes it difficult to conceive of a unified, library-wide instruction program.  Many have advocated for a unified program and vision for instruction in the Yale libraries as vital for educating the community on research methods and communicating the value of library instruction.  To that end, a Library Research Education Program that crosses all libraries and disciplines should be the goal of a newly configured Instruction Group.  The new name of the Instruction Group will be “Research Education Committee.”  Within the Research Education Committee several subcommittees will be formed.  Possible working groups based on the Program goals are:

· Standards & Best Practices – focus on establishing standards and best practices for instruction both online and off-line in the Yale University Library.
· Instruction Design – responsible for keeping current on instructional design methodologies and assigning in the implementation of those methodologies for in-person and online instruction.
· Research and Education – keeping current on the new literature and methods relating to instruction and pedagogy and emerging social networking tools that impact library instructional services.
· Promotion & Marketing – create a set of tools to promote the Library Research tools to promote the Library Research Education Program which will include online and print materials.
Jill asked where assessment fit in.  Barbara stated that research and education and standard and best practices groups will talk to the College to find out how to assess new students entering college. We also need to get an understanding of what faculty will want?  Barbara will further research these questions.  Barbara asked the PSMC members if they had any more feedback to let her know before the November 4 LEC meeting.  

3.  Personal Librarian program:  Barbara Rockenbach and Emily Horning
Emily began her discussion by telling the PSMC members that a “Personal Librarian Program” has been established in the Library.  The Medical Library, under the leadership of Jan Glover, had created this program and it was a great success.  The Program is designed to introduce students entering Yale College to the collections and services of the Yale University Library.  Yale freshman are matched with a Librarian when they matriculate, a relationship that continues through their freshman and sophomore years or until they declare a major.  The “Personal Librarian” introduces students to their subject specialist, who will help them with the research in their major. He/she will contact the student occasionally throughout the year to let inform them about new databases and tools, upcoming tours of collections or research methods strategies.  Emily stated that there are 1304 incoming students enrolled in the program this year.  Emily mentioned that 80 reference questions were sent to the personal librarians and tours of Bass and Sterling were given with 215 students participating.  She said that they are planning to have a “Personal Librarian” program for faculty which is in the process of being developed. Library guides for freshman are also being developed.    Kenny stated that the “Personal Librarian” program at the Medical Library is a big thing.  Emily asked the PSMC members if they had any further feedback to let her know.  
4.  Announcements

Allen Townsend introduced Holly Hatheway, who is the new Access Services 
Librarian in the Arts Library to the PSMC members.

Jill mentioned that the Mudd Library is not open to the public but any requests for 
books may be made through ORBIS.  


Alan Solomon mentioned that if anyone had topics for the next meeting to send them 
to him.
Meeting adjourned at 12:00 pm.
