Public Service Management Council
Monday, July 12, 2005

11 am

Room 409
Present:  Ellen Cordes, Sue Crockford-Peters, Carol Jones, Danuta A. Nitecki, Alan Solomon, David Stern, Rich Szary, Maryetta Russell, notetaker 
Absent: Ken Crilly, Michael DiMassa, Ellen Hammond, Katherine Haskins, Kenny Marone, Sandy Peterson, Paul Stuehrenberg 
Danuta opened the discussion by sharing with the Council members some thoughts about the evolution of reader services and challenges faced to respond to readers.  We may need to change what we do and how we interact with our clients.  The Council agreed that a mini-strategic planning exercise for public services is in order. This meetings agenda topic was to begin a discussion of how the Public Service Management Council could understand opportunities for improving public services and facilitate an exploration of YUL’s reader service directions.  People have asked Danuta about the Public Service Management Council. Since there is interest, members felt that a Council should be created and the url sent out through YULIB for all to view the minutes. Maryetta will work to do so.  
Danuta invited the Council to do some brainstorming about means of raising awareness for the Public Services Management Council and areas of service across the Library.  
· Alan mentioned that there is a demand from undergraduate students for general information services, instruction, knowledge management, and reference.  For example, we need to find a training method for students who do not know how to quote citations correctly.  We provide general reference assistance but we need to initiate a plan of how to improve the delivery of this service. General reference skills are not prevalent at Yale and there is a demand for training to improve these skills. Is the Ask!Live website being fully utilized?  Discussion followed and it was suggested that we look into improving technology support from the Systems Office. To stimulate future discussion, Danuta will send an article url to the Council members on “future reference.” {http://www.ala.org/ala/rusa/rusaprotools/futureofref/futurereference.htm}
· What are we trying to achieve?  Do we still need reference? Can paraprofessionals do some of the work currently done by subject specialists?  How has technology affected the academic community?  Are we competing with search engines such as Google?

· Danuta said that she will be filling a Research Assistant position soon and can ask this person to gather information for the Council’s use, if needed. 
· Patron empowerment – major changes are needed so that better tools are available to patrons before services will improve.  For example, museums are working to improve accessibility to their resources. Is there a need for surveys and focus groups for marketing  research?  What services will our patrons need in ten years and how can we provide them?

· Ellen asked how we can improve the general skills of patrons during Phase 2a renovation.  During the renovations, the reference desk will be on the right side, (as one faces the Circulation desk) and CCL “Knowledge Management” will be on the left.  This will allow us to study the relationship of these services.
· Alan mentioned that during a program he attended at  the ALA Conference in Chicago, the University of Arizona noted that reference is dropped there because they found it wasn’t worth staffing.
· Sue asked if there was any possibility we could offer a freshman seminar on library skills.  Presently, college seminars are only offered to juniors and seniors and are taught by the faculty.  This will be explored.
These various ideas, observations and suggestions illustrate the broad scope of concerns among service staff and managers.  There was tacit agreement that the first focus of planning future services should be on reference, followed closely by instruction, services.  Danuta summarized key themes she heard from the discussion as a series of topics we may wish to investigate, first with an environmental scan of opportunities and local inventory of YUL activities.  These include:
Staffing levels, Technology in shaping behavior of readers as well as role of service provides to design its applications

our community – changes – what are scenarios we need to meet?

Meeting adjourned at 12 noon.

