Public Services Management Council
Monday, February 11, 2008
11AM
Room 409
Present:  Kraig Binkowski, Jungtim Chae, Mark Ensberg, Ellen Hammond, Diane Kaplan, Chris Killheffer, Kenny Marone, Danuta A. Nitecki, Jill Parchuck, Alan Solomon, Andy Shimp, Allen Townsend, Maryetta Russell, notetaker 

Absent:   Carol Jones, Steve Jones, Karen Kupiec, Suzanne Lovejoy, Paul Stuehrenberg 
Guests:  Barbara Rockenback, Director of Undergraduate Studies and Kelly Barrick, Coordinator Reference & Instruction, Social Sciences
1.
Announcements


Danuta welcomed Andy Shimp to the Public Services Management Council. 


Meg Bellinger will be invited to the February 25 PSMC meeting for “Next 
Generation OPAC discussion.”  Danuta asked if the Council would like to invite
members of the Reference Committee to attend.  The members agreed and Kelly will 
ask Suzanne Estelle-Homer to attend as chair of the Reference Committee.  
Christoper Killheffer, acting head of Access Services and Carol Jones, Head of 
Document Delivery will also participate in the discussion.


Danuta will email William Whobrey, Director of Summer Programs, who 
previously was scheduled to attend the February 25 meeting, and ask if he can come 
to the March meeting instead to discuss summer activities and library service 
support. 



Danuta stated that she will be arranging one of her periodic meetings with the 
campus student groups (GSA and YCC) and asked if anyone had any service topics 
they would like to have her bring up at the meeting, to please let her know.

2.
 Library Research Eduction program planning – Barbara Rockenbach & 
Danuta
Danuta introduced Barbara Rockenback, Director of Undergraduate & Library Research Education.  Barbara passed out a “draft” handout to the group. Barbara stated the objective of 
the Library Research Education Program Planning group was to “collaborate with other campus units, position the Library to effectively contribute to research education and use of primary collections and other information resources by the Yale 
University community.”  Danuta mentioned that Katherine Aydelott had previously worked on this project and Barbara and she were proposing short meetings with key stakeholders.  She described plans for developing a program plan for the Library’s Research Education services and stated that she was seeking input from the PSMC members in identifying key stakeholders.  Danuta asked the members to brainstorm –think of stakeholders and who should be interviewed.  She 
stated they had an aggressive timeline in March.  Kenny stated that Manuscript & 
Archives should be a stakeholder; Ellen mentioned the Writing Center; and Kraig stated they may want to meet with a special collection sub-committee. Barbara will meet with the special collection group next week.  Kelly asked why only certain libraries were being identified to interview and suggested that all libraries be interviewed because most of them have different instructional programs in place. Jill suggested that Barbara and Danuta interview each library to find out about their instructional program. Discussion followed and the Council decided to add Music, Art, Science and Divinity to the list of stakeholders.  Danuta then asked the Council members who they wanted involved in the review retreat.  Barbara will send the invitations and Danuta stated that she wants good people not only positions to participate in the review.  Barbara will report the results to the Council members at a later meeting.
3.
Tiered Reference Services -Kelly Barick and Jill Parchuck


Background - Kelly stated that reference questions were declining at SSLIS Therefore when Jill came they discussed new reference models that could address the change needs which included fewer reference questions at the desk and demands of staffing two desks (SSLIS and Government Documents). One approach that was pursued was a tiered reference model. After conversations with MIT and Brandeis they started planning for implementation of a model similar to ones there but adapted to work in the SSLIS environment. In order to create this model, lots of changes were involved and staff was notified. Cross-training for C&T’s in SSLIS, Access Services, Tech services, Mudd Library and an administrative assistant took place. The Reference desk was removed and another computer was placed on what was the Access Services desk. This workstation and the desk are now known as the “I-Desk” (for Information Desk). For this pilot, separate statistics are being kept as the Reference Tracker cannot be modified to get to the level of granularity that SSLIS needs in order to modify the pilot over time. “I-Staff” service is now in operation at SSLIS during their hours of operation. Librarians are on-call from 1-5pm and are beeped by a walkie-talkie when a patron needs research assistance. Otherwise I-Staff assists as much as possible or refers them to a specific librarian with a business card and/or the online referral form. Kelly stated that they have been using this model for one month and it is working out quite well. Jill mentioned that Kelly and Judy have done a good job working with the staff to implement it. Judy and Kelly meet bi-weekly with I-Staff to discuss any troublesome questions or problems.  Discussion followed Kelly and Jill’s presentation.  Kraig asked if the staff was doing too much with an I-Staff person on call at all times. Jill stated that C&T’s are a high level and have a formal schedule.  Diane asked if people can refuse.  Jill stated they had asked staff who were interested to participate and who had supervisory support.  She also asked how long a shift was and Kelly stated one to two hours. Jill stated that research assistance has been in their job descriptions. Mark stated that I-Staff started at the Law Library today and they were having a difficult time having people “buy in” only part of the day.  Jill stated that she had questions and that some people were 
more comfortable than others but decided to try it out as a pilot program.  She would like it to run for twelve months. Danuta asked what level of staff expertise is involved in putting support staff to help out. Kelly responded that some I-Staff have worked on the Reference Desk before or provided reference assistance at the old Access Services desk and that ongoing training and review is part of this model.
Ellen then asked Alan Solomon what changes were taking place in the Nave. 
Alan stated that the reference desk is now staffed by a combination E-level staff, M&P casuals, and other librarians seeking reference experience.  They are “backed” by RSC librarians to whom more complicated queries are referred.  This tiered model has been implemented because of a decline in the number of reference questions in the SML nave (a 19% decrease from FY05-06 to FY06-07) and a perceptible decline in the number of complex questions.  Allan encouraged PSMC to consider some form of reference service in the Bass Library.  Danuta asked the Council members to keep this topic in mind.
 Danuta announced that Arts of the Book is moving next summer when the Arts Library is completed and that space will be taken used to develop as international services.  
4.  Future Topics


Summer activity and library service support (William Whobrey guest) scheduled for 2/25


Next generation OPAC



Collaborative Learning Center program planning\




Staff use of headphones



Client Behavior Notice



Customer Services Institute staff training project

Meeting adjourned at 12:00 pm.
