Public Service Management Council

Monday, May 16, 2005

11 am

Room 409

Present:  Ken Crilly, Sue Crockford-Peters, Ellen Hammond, Katherine Haskins, Tobin Nellhaus, Danuta A. Nitecki, Sandy Peterson, Alan Solomon, David Stern, Paul Stuehrenberg, Maryetta Russell, notetaker 

Absent: Michael DiMassa, Carol Jones, Kenny Marone, and Richard Szary

Guests:  Diane Kaplan

Danuta welcomed Ellen Hammond, representing the Area Curators, and Tobin Nelhaus, representing the Collection Development Council as new appointments to the Council. 

I. Relation of the Service Quality Improvement Council (SQIC) to the Public Services Management Council (David Stern)

· The Service Quality Improvement (SQI) Council exists to promote, monitor, and coordinate the continual improvement of the Yale University Library’s services both to readers and staff as internal customers.  “Services” have not been limited to activities directed to readers, though internal workflows addressed by the SQIC influence the library’s provision of public services.  The SQIC reviews library wide practices and policies and recommends and advocates changes as appropriate. It offers front-line service providers and managers guidance on providing services that maximize customer satisfaction.  The SQI Council is not a controlling authority.  Rather it contributes to the provision of quality services by assisting and enabling staff to understand reader expectations for excellent services, to monitor reader perceptions of the library’s success in meeting or exceeding those expectations, and to diminish any gap between expectations for excellent services and the perception of their delivery.  The Council provides a forum for reader-centric evaluation of the quality of the services the library system provides.  The Council actively shapes the library’s service quality agenda and set priorities for actions to improve it.  The Council has coordinated the focused work of several service groups.  The SQI Council reports to and is appointed by the Associate University Librarian for reader services.  Membership reflects three important orientations:  reader service programs, internal service support activities and liaisons to other key activities across the library system.

· The newly formed Public Services Management Council will coordinate the discussion and management of reader services across the library units. The major activities are (1) to provide communication across the entire library (2) to understand, share and manage resources, requests, and budgets affecting public service programs across the library, and (3) to understand and design services based upon user needs and behaviors.

Discussion followed and the Public Service Management Council decided that the following groups should remain with SQIC:  Assessment and Awards, while

Circulation Support Group, Document Delivery, Instruction, Public Interface Committee, Accessibility Resource Network (ARN) and Reference should report to PSMC.  The PIC and ARN were two groups that have engagement across various organizational lines and their location was discussed a bit more.  The PSMC confirmed each had a strong public service focus and should fall within PSMC scope of concerns. Chairs of each of the groups would be called upon to provide communication as needed.  David will help with the transition of these groups during the upcoming SQIC meetings.

2. Public service issues related to the Unicode release and scheduled Voyager down time. 

· Sue Crockford-Peters mentioned that during the holiday recess, December 27-30, Orbis will be upgraded with the next two releases of Voyager (Unicode and Rel. 5).  These upgrades will include the Unicode release and various circulation system improvements. The installation was originally scheduled to take place in July 2005 but since implementing Voyager with Unicode will require four to five days of downtime and Release 5.0 will not be available until late summer; there will not be adequate time to complete these changes before the fall term. The recess period between Christmas and New Years is the next time when we can minimize the impact of that much downtime for both staff and readers. During this conversion, circulation locations will use offline circ and a backup OPAC will be available for the public. All Orbis staff acquisitions, cataloging, and online circulation functions as well as OPAC patron empowerment functions will be unavailable. The libraries most affected by this schedule are those open during the holiday (i.e. Medical, Kline, Cross Campus and Sterling).  When the circ system is down, all discharges must be held, and no requests can be taken; we will extend due dates so books are not due during this time. Sue reported that the Circulation Group suggested that we consider closing libraries during this down time. Discussion followed and it was decided that the libraries not close and staff utilize offline cir.  Alan suggested however, that the downtime be scheduled earlier during recess time – December 23, 24, 25 and 26 in order to minimize times when Patron empowerment functions are unavailable as well as when staff work on end of term returns.  All agreed and Sue offered to contact Audrey about this request.

Meeting adjourned at 12 noon.

