Public Service Management Minutes

June 27, 2009
11 am

Room 409
Present:  Katie Bauer, Kraig Binkowski, Ellen Hammond, Diane Kaplan, Karen Kupiec, Suzanne Lovejoy, Scott Matheson, Danuta Nitecki, Jill Parchuck, Barbara Rockenbach, Paul Stuehrenberg, Kari Swanson, Brad Warren, Maryetta Russell, notetaker
Absent:  Steve Jones, Kenny Marone, John Nann, Alan Solomon
Guest:  Alice Peterson-Hart, Usability and Assessment Assistant
Danuta began the meeting by welcoming three new members to the Public Services Management Council:  Katie Bauer, Director of Usability and Assessment, Scott Matheson, Web Manager, and Barbara Rockenbach, Director, Undergraduate & Library Research Education.
1. Collections Collaborative Assessment – Katie Bauer & Alice Peterson-Hart

Katie began her discussion by stating that between January and December 2008, a group of Yale University Library staff sponsored by the Mellon-funded Collections Collaborative conducted interviews with eighteen Yale faculty members and graduate students.  The purpose of the interviews was to gain insight into how scholars in the humanities find and use primary and secondary sources in their research.  This was part of a multi-institutional user study headed by Nancy Foster at the University of Rochester.  Each interview started with a question asking the participant to describe his or her current research.  Participants were passionate about their work and demonstrated impressive depth and breadth of knowledge in their subjects.   When the interview turned to how they interact with technology and library resources it was often a different story.  Alice showed a video which portrayed two faculty members and one grad student.  One faculty member was shown using Worldcat which she found quite easy to use; another faculty member used Google which she found quite useful in preparing talks and a grad student used Google as a research tool.  Only one person interviewed expressed no self-doubt or frustration in finding and using research resources from libraries and archives. After interviews were conducted, transcripts were prepared and checked. Library staff reviewed tapes and transcript of each interview.  The findings were as follows: 
· Scholars working a hybrid space that combines digital and physical resources.
· Networks of colleagues are central to scholars’ work.
· Digital material has made new avenues of research possible, but scholars are largely unaware of and make little use of the vast amount of digital information available to them through the Yale University Library website.

· Interviewees almost all use Orbis, the Visual Resources Collection and Jstor, but frequently these tools are described as frustrating or not well understood.

· Primary source materials are important to researchers’ work, but researchers tend to overlook primary source materials available from non-archival resources.

Katie stated that people are getting lost when they come to the main Library page and are more interested in a simplified method of finding information.  Katie mentioned that in addition to Alice Peterson-Hart, Robert Carlucci, Greg Eow, Eva Guggemos and Martha Smalley were also on the Collections Collaborative Interview Committee.  Discussion followed.   Scott stated that there are way too many links on the Yale Library home page. There are more than 40 on http://www.library.yale.edu, as opposed to sites like Google which has approximately 12.   Jill asked if the committee could look at other sites to get a better idea of how they share web information and Jill stated Hubbard College is a good example. Brad stated if users are starting with Google and find that research tool easier to use, why don’t we look outside the Library at other websites, for example, MIT and see what makes people gravitate toward Google.  Katie mentioned she likes the Netflix site.  Danuta stated that some of the work Brad suggested is coming out of e-commerce.  Kari suggested YuFind and Karen suggested the PSMC Council look at HGTV website which immediately leads people to their product.  Barbara asked if the transcripts Katie and her committee have would be available for review. Katie said they would be.  Suzanne stated that contrary to the opinion expressed by some in the interviews, she found working in World Cat hard.  Katie stated the committee had three recommendations:  enrich finding aids and catalog records with content supplied by readers, improve search in the Library’s catalog and web site, and promote primary source materials.  Danuta summed up these themes that she detected in the report: make the web site more convenient for the reader; make complex information on our web site simpler; strengthen access to archival materials; and use evidence in decision making about the web site. 
2.  Service Issues Group – Danuta
Danuta stated the Service Issues meeting would be held today and that committee would be responsible for setting the Public Services Management Council agenda for the coming year.

Danuta mentioned the issues facing the Services Issues Group are as follows:

· Convenience of creating an environment –“get it”

· Complexity of website  - different solution – interface become more easier

· Strengthen the use of archival material – how do we push it more

· Capture information – how we approach problem solving – kind of activity – overlaps with Karen’s group –some mechanism of utilized information (missing) (skills and techniques –ability to organize date) how do we put this together
       Meeting adjourned at 12 noon.

