Public Services Management Council
Monday, October 8, 2007
11AM
Room 409
Present:  Kraig Binkowski, Carol Jones, Diane Kaplan, Chris Killheffer, Danuta A. Nitecki, Jill Parchuck, Alan Solomon, Maryetta Russell, notetaker 

Absent:   Ken Crilly, Mark Ensberg, Ellen Hammond, Steve Jones, Karen Kupiec, Kenny Marone, David Stern, Paul Stuehrenberg, Allen Townsend
1.
Customer Service Update – Chris Killheffer


Danuta introduced the discussion by stating that customer service training is being piloted in Access Services.  Chris stated that the results of the HPO survey and staff meetings indicated staff interest for more customer service training for C&T staff.  Chris, Cindy and Danuta met with representatives from the Customer Service Institute (part of the Learning Center) to develop a program specifically aimed at front line staff with intense customer contact.  The resulting program will be launched in January and will continue until May.  It will be attended by all C&T staff in the department.  Chris reviewed topics to be covered:  Program Kick-off & Service Excellence; Transition Management; Points of Service; Communications:  Handling Difficult Situations; Customer Service in Multicultural Environment; Professionalism for Success and Team Building. The training will consist of 5 full-day and 2 half-day sessions.  Chris stated that one or two supervisors will attend each session; other supervisors will remain in the department to run day to day operations. Supervisors will also attend sessions aimed at helping them to reinforce the lessons staff learn in the main curriculum.


The cost for this training will be roughly $7,000 for thirty-four people to attend.  Funding for this training is coming from the department’s Learning Plan allocation.  If it proves to be a success, Danuta will work with other departments to secure money for customer service training across the library.   


Discussion followed.  Diane Kaplan asked if staff considered this program a statement that their current level of customer service is sub-par.  Chris said that generally it seemed that staff understood the program not as a sort of remedial training that implies that current service is poor, but as an opportunity for learning new skills they can apply toward continuous improvement.  Chris stated that the curriculum for the program will aim at creating a more customer-oriented approach.  Chris will report back to the Council after the training has taken place.
2. Privileges update – Chris Killheffer


The Privileges Office manages authorization to access Yale University Library collections for members of the Yale community as well as researchers who have no Yale-affiliation.  The Provost Office is examining what qualities a faculty member in connection with ID cards and so the Privileges Office is checking how these and other definitions affect borrowing privileges.   Chris passed out a handout which compares position names that get faculty group privileges, grad patron group privileges, and staff privileges. Some people in all categories believe that faculty privileges come with their appointment, but currently only those in the first group are actually granted such privileges, according to the policy established by the Provost Office. Danuta stated that some treat Library borrowing as a symbol to be treated as a faculty member. Chris stated that the number of books faculty may borrow is 300 and grads may borrow only 225.  

Chris reviewed a list of the five types of privilege cards currently being issued to non-Yale researchers:  
1. Retrieval Privilege cards that allow access to Sterling Memorial Library after 6pm and enable the user to request library materials for in-building use.  These cards can be obtained by anyone with valid research purposes without charge seven days per year.
2. Stacks Privileges cards allow access to SML after 6pm, and enable the user to request library materials for in-building use, and allow access to the SML stack tower.  The fee for Stacks card is $10.00 per day or $27.00 per month with exceptions.  
3. Stacks and Borrowing privileges cards allow access to Sterling Memorial Library after 6pm and SML stack tower, and enable the user to check out non-reserve circulating materials.  The fee for the card is $65 per month – minimum 3 months or $710 per year.  Yale alumni are charged a discounted rate of $150 per year.  
4. Proxy cards allow access to SML after 6pm and enable authorized users to request and check out materials for faculty members. 
5. Proxy with Stacks privileges are issued to proxy patrons who do not have their own University ID.  These cards allow access to SML after 6pm and to the SML stack tower, and enable authorized users to request and check out materials for faculty members.  There is no charge for these cards.  
Discussion followed.  Chris stated that some institutions (Fairfield University and Southern Connecticut State University, for instance) pay for their faculty to receive privileges cards free of charge. Researchers at other institutions which have historical connections to Yale receive free privileges at various levels. Danuta asked Chris to review rationale of why there are different fees associated with different institutional privileges (e.g. cooperative arrangements).  Alan asked for this list to be posted.
Chris also discussed a proposal to solve a problem related to expiration dates for graduating students.  Currently, graduating students are automatically granted library privileges until the system-loaded expiration date of August 30.  Because August 30 is also the last day that Student Financial and Administrative Services (SFAS) will accept charges for graduated student accounts, it’s difficult for the Library to hold such students accountable for unreturned books or unpaid overdue fines that accrue after that date. Chris proposed changing the expiration date for undergraduate seniors to sometime in May instead of August.  Students would be notified of the impending expiration early in the spring semester, and would be offered 3 months of alumni privileges free of charge.  Jill asked how it would affect their access to online resources.  Chris stated that access to online resources is presently determined by the status of a NetID, not the status of a reader’s library account in Voyager.  Kraig observed that the status of curators changes when they teach; Danuta pointed out that M&P staff can indicate through department business officers which status should be treated as their primary one and this is what is loaded into the library’s patron files.  For example, an administrator who also has a teaching appointment may select the instructor status in order to receive faculty library privileges.   Diane Kaplan mentioned that Manuscript & Archives gets many request for stack cards from researchers.  Chris will further research non-Yale privileges and keep the Council abreast of revisions in the privileges policies. 

Meeting adjourned at 12:05 pm.
