Public Services Management Council
Monday, August 11, 2008
11AM
Room 409
Present: Ellen Hammond, Diane Kaplan, Karen Kupiec, Suzanne Lovejoy, Kenny Marone, Danuta A. Nitecki, Jill Parchuck, Andy Shimp, Alan Solomon, Paul Stuehrenberg Allen Townsend, Maryetta Russell, notetaker 
Absent:  Kraig Binkowski, Jungtim Chae, Carol Jones, Steve Jones, Chris Killheffer, Danuta Nitecki
In the absence of the Associate University Librarian, Public Services, Allen Solomon presided over the meeting.

Guests:  Remy Castonguay, Public Services Project Librarian
1.  Introduction of Remi Castonguay, Public Services Project Librarian
Suzanne introduced Remi to the Public Service Management Council members. Suzanne stated that Remi will be working three days a week for the Associate University Librarian and two days a week for the Music Department.  In his new role, Remi will be working closely with service managers, staff, and technology specialists to provide project management and knowledge essential to creating and maintaining web-deliverable information about the Library’s public services, and will assist to develop service innovations utilizing technologies and customer service expertise offered throughout the Yale University Library. In addition, he will develop his skills and knowledge in Music Librarianship as part of his appointment. Suzanne then asked Remi to tell the Council members a little about his background.  Prior to coming to Yale, Remi stated that he was an Instructional Technology Librarian and Systems Assistant at LaGuardia Community College which is part of the City University of New York. While there, he was involved in reviewing and indexing web content on the college servers, completing a grant to conduct a usability study of the Library’s website, and designing multimedia tutorials to introduce users to the library catalog and databases.  He also worked as a Bibliographer and Multimedia Specialist at Columbia University’s Teachers College and as a Library Associate for Reference and Research at The Frick Art Reference Library.   Remi then stated that as part of his orientation, Danuta and her direct reports suggested that as a new employee he take on the function of being a ”mystery shopper” looking at Yale websites and identifying what works and particularly what improvements in content could be made. 

2. Discussion of improvement areas for web-based customer service communications and prioritizing key areas desirable for Project Librarian to address in his first, six, nine and twelve months.
Alan Solomon asked the PSMC members for suggestions on what projects Remi should focus on over the next six, nine, and twelve months. Alan suggested Access services/privileges. Jill would like to see clarification of the privileges pages content of the privileges clarified.  Ellen thought policies on Access might be too broad.   Karen stated that Remi would need to coordinate with Katie Bauer and Scott Matheson on the design for Access services/privileges. Karen also suggested that Remi may want to contact Katie about being on the task force.  With the work involved, Karen thought six months was an ambitious goal.  Kenny stated that the Circulation Group has made proposals regarding updating the pages.  Alan stated he believed that Chris and others were working on reducing the number of Privileges categories, an activity designed to simplify the operation. Jill suggested asking non-Yale people their opinion on the page.  The Council agreed about the urgency of fixing the Access Services web pages and envisioned a six month timeframe. Remi was asked to give monthly updates to the PSMC on his progress.
Remi then asked the PSMC what his next project would be.  Kenny suggested that many staff may want help with their web pages..  The problem of the YUL hours web pages was also discussed as a possible high priority project..  Karen stated that it is a problem because we have so many exceptions to the rules.  Alan showed the hours web pages of Penn and Columbia libraries on a screen and how they were displayed.  Discussion followed and it was decided not to do anything with the hours problem at this time.
Karen suggested she would like Remi to be involved in the rolling out of the next generation OPAC and thought this may be added to list of things for the nine month range.  Although the Council members thought this was a good idea, it was felt that the Associate University Librarian should be consulted about this project.  
The Council members would like to see the Research Education website updated.  Remi said he would be willing to take on this project and they suggested a nine month range for completion.

Allen Townsend asked if Remi would take a look at the Arts website and offer his input on the design.  Remi agreed to collaborate on this project subject to Danuta’s approval.
Alan Solomon asked what are we trying to accomplish with our subject guides.  Their purpose needs greater clarification.  Alan suggested that Jill, Kenny, Karen and he might begin to frame a PSMG discussion on YUL subject guides.  PSMG will revisit this issue at a future meeting.
Meeting adjourned at 12:00 pm.
