Public Services Management Council
Monday June 18, 2007
11AM
Room 409
Present:  Kelly Barrick, Kraig Binkowski, Ken Crilly, Ellen Hammond, Carol Jones, Steve Jones, Chris Killheffer, Karen Kupiec, Kenny Marone, Danuta A. Nitecki, Alan Solomon, Paul Stuehrenberg, Maryetta Russell, notetaker 
Absent:  Mark Ensberg, Diane Kaplan  
Danuta announced that two topics will be presented to the Council:.  Lauren Brown, Access Services Coordinator will share data gathered about errors she encounters in processing requests from patrons and Mike Dimassa, LSF Manager, will present an annual review of LSF regarding transfer allocations.
1. Data gathered regarding errors encounters in processing requests from patrons.
Lauren Brown, Access Services Coordinator, presented a PowerPoint 
presentation to the Council on “Coordinating ‘Place Request’ and Call Slip 
resolution”. When someone places a request in ORBIS for library materials e.g. request staff search or delivery and the request can not be resolved, the patron receives the Place Request web form. She showed several examples in ORBIS of inconsistent wording, for example, “this item is not available for call slip requests. There is no information, however, about why the requests could not be processed because the SEND button is placed before any instruction is given. Lauren stated that all place requests emails are sent via filters to a common inbox.  Every email must be looked at individually and there is no way, as of yet, to separate workflow.  One example of a typical request response is for Reserve material. Lauren showed a typical daily “tick” sheet of Place Request causes.  The “tick” sheets are accumulated into monthly spreadsheet with comments.  She stated that the average is 169 per month over 28 months but the trend is upward in 2006 and 2007 with an average of 194. Over a period of approximately twenty months, categories of errors have been developed, tested and refined through daily testing.  In the “user error” category enough information exists that the user could choose the correct option.  “User error” is by far the greatest category of cause of “Place Requests” and it is the category that presumably can be most easily resolved working 
with PIC.  Lauren reminded the Council that a “Place Request” form indicates a failure in the request of some kind.  Month to month analysis of “User Error” shows the categories are consistent across 
months with reserves not applicable to July and August. “Recalls” consistently account for approximately 15% of all “Place Requests” and “Requests for Course Reserves” account for 16% of all Place Requests not including July and August. She talked about some categories of ‘System Liability’ that also require manual intervention, for example, requested items that are ‘on hold’ or ‘in transit’.  In addition to tracking individual requests with the patron, follow-up includes resolving cataloging confusion or errors with the help of catalog problems, consolidating split sets, emailing departmental pseudo-patrons about recalled items, identifying need for additional reserved material, identifying high usage materials to transfer back to CCL, and notifying other libraries of cataloging problems.  Lauren then presented findings related to processing Call Slip failures.  Call Slips that have bibliographic inconsistencies or cannot be otherwise resolved are by default routed to the Sterling Memorial Library Call Slip Daemon.  Access Services also processes LSF Call Slips that can not be resolved.  One category of LSF Call Slip failures relates to the inability of the system to pass on barcode information to the LSF when the user fails to use the drop-down menu in ORBIS.  She again showed statistics related to Call Slip failure categories, and reviewed possible areas of screen improvement to give the user more guidance and information. Lauren stated that we can improve service in OPAC by providing more/better information on the OPAC front-end and resolving database (bibliographic) inconsistencies. Lauren’s presentation can be found under “Related Documents”on the website http://www.library.yale.edu/pmc/

Discussion followed and Danuta stated that we share Lauren’s findings with the 
Circulation group and create awareness in some of those areas with the PIC group.  
Kenny asked if we need another interface.  Ken stated that with 300 requests per day 
or 6000 per month if there was a mechanism in place for testing to be done.  

2. Activity summary for LSF describing the parameters of this year’s call for 
transfer allocations. 


Mike DiMassa stated that FY 07 was the first year in which the responsibility for the bibliographic prep of materials prior to their transfer to LSF was undertaken entirely by on-campus units. This change in procedure, while requiring additional work by on- campus units (and greater flexibility in scheduling work by LSF), allowed on-campus units more say as to when their transfer projects would take place. The FY 07 transfer goal was 250K items: 100K from school/departmental libraries and 150K from SML/CCL.  Mike was happy to announce that we were very close to transferring the required amounts to off-campus shelving this year.  With 13 days left in the fiscal year, Sterling had transferred 144,471 bound volumes, an exceptional job considering that the SML transfer team did not become fully operational until October 2006. Mike commended Judy Parker and her staff for doing a great job.  In addition, the school/ departmental libraries had transferred 94% of their FY 07 transfer goal, while the Law School Library had sent over 28K volumes to off-campus shelving this fiscal year. 

Mike announced that at the request of Alan Solomon, a list of items shelved at LSF that had circulated more than two times since their transfer to off-campus shelving would be released to the selectors for their review.  Mike promised that he would work with Chris Killheffer to insure that permanent transfers from LSF back to SML would be completed before the re-shifting of the SML stacks later this summer. Mike then announced the call for transfer allocations for FY 08. Mike explained that, as usual, in FY08 LMC will authorize the annual allocation of LSF resources to accommodate space relief among the Yale libraries.  In conjunction with Danuta, he will prepare a recommendation for this allocation based on requests received in the coming weeks from the school and departmental libraries.  During the course of the fiscal year, he will also track the utilization of allocated LSF space and processing resources and report if opportunities exist for changes in these annual allocations.  Mike stressed the need for units wishing to transfer materials to LSF to be sure to identify all materials slated for transfer (including CDs and DVDs) in their requests. 

In response to David Stern’s inquiry concerning Mudd Library and the effect its dissolution would have on the current collection housed there, Danuta stated that a feasibility study was currently in progress that would address this and similar issues. Danuta also stated that a project to expand shelving capacity at LSF was underway, with the construction of more shelving modules to begin possibly before the end of the calendar year. Danuta also mentioned that a second Eli Express Process Improvement initiative was currently underway, with Mike as the group’s convener and Rob Daigle serving as the initiative’s facilitator. Mike stated that in order to increase the security of special collections the LSF was exploring possible upgrades to its current software package. Mike also mentioned that the PI group was investigating better ways to handle oversized materials, such as folios, during their transport to and from the LSF.  Ellen suggested a web form on the LSF website that would make the requesting of multiple volumes easier. Kenny Marone commended Mike and his staff on a job well done.  

Announcements


David mentioned that the main entrance of the Science Library has been closed due 
to large holes in the area.

Meeting adjourned at 12 noon.

