Public Service Management Meeting
Monday, August 10, 2009
Sterling Memorial Library Room 409
Present:  Ellen Hammond, Carol Jones, Steve Jones, Karen Kupiec, Kenny Marone, Scott Matheson, Danuta Nitecki [note taker], Jill Parchuck, Barbara Rockenbach, Kari Swanson, Alan Solomon, Allen Townsend

Absent:  Katie Bauer, Kraig Binkowski, Diane Kaplan, Suzanne Lovejoy, John Nann, Maryetta Russell, Paul Stuehrenberg, Brad Warren
Announcements

Maryetta Russell is still on vacation, returning August 11.  Several others were welcomed back from vacation and sick leaves.   Next meeting of PSMC is scheduled for August 24 and tentatively the agenda will be the continued discussion of the strategic public service issues.

1. Library Access Integration Services [LAIS] Program  [Karen Kupiec]
Danuta Nitecki introduced the topic, reminding PSMC that a report had been shared prior to the meeting which summarized the work done by about 20 library staff stakeholders participating in the recent [2 half day] retreats planned and facilitated with great assistance from Ernie Scrivani, by Karen and Danuta.  Karen summarized the process, reminded PSMC that the mission, vision, and values statement had been approved earlier, and noted that she has already received numerous good emails with positive reactions to work done to coordinate activities among circulation and web staffs and to affirm the benefit of the LAIS program. The PSMC members had an engaging discussion of the key insights raised by the report and of the specific recommendations proposed.

Danuta reflected that a long-standing difference of opinion observed among staffs surfaced through the retreat discussions and prioritization of identified barriers to success.   The perceptions were articulated that mistrust exists between central administration [SML] and the school and department circulation staff.  Several PSMC members reacted that this was a negative idea, not shared by all and should be dropped from reports of the retreat.  Karen pointed out that this was the highest [by far] ranked barrier to the program's success and that the articulation of the problem emerged from the retreat's small group discussions.  Danuta suggested that knowledge of its presence could be addressed and countered whenever possible by service managers throughout the Library.
The topic of cross training staff from different departments was another point of discussion among PSMC members.  Several managers indicated that staff are thinly spread in their units and questioned if there can be adequate time commitment to undertake the recommendations for cross training among staff and managers. Karen suggested that the plan is to be implemented over a full year and projects could be scheduled over time.  Jill Parchuck suggested that some projects [such as e-reserves] could serve as opportunity for staff and managers to better understand how units other than theirs operate.  An observation was made that other library departments are conducting cross training projects and for example, Acquisitions is facing a similar problem with time demands.   A suggestion was made that rather than training, presentations could be offered; it was noted that the idea from the retreat was to offer more substantial experience than a short presentation.
Ellen Hammond asked for clarification about the Get-It button.  Karen noted that it was a way to avoid website dead ends when a reader follows links.  Carol and Danuta recalled the concept's discussions years ago in the context of document delivery where a reader could state the bibliographic need once and systems would search and pass along the request for it automatically across services [e.g. stack search, Borrow Direct, ILL] rather than expecting the reader to repeat the statement of need to initiate each service request.  Kenny Marone observed that we talk about these approaches but people don't care where the service is [which is more Library jargon] and want to have easier access.  Scott Matheson thought we might need to simplify services to smoothly accomplish the Get It button idea. Scott, Kenny and Carol elaborated on this notion and identified desire for simpler language, reduction in the number of patron types and loan periods.  Others identified a few of the reasons why there are such variations [e.g. faculty from some departments placing pressure to have art materials non circulating, status of longer loan periods for faculty, intensive use collections with shorter loan periods].  Danuta asked if PSMC thought that the issues of exploring again the question of loan periods and patron types should be added to the LAIS agenda for the next year.   There was interest to at least review what has been done before and identify issues to be addressed to simplify the matrix of loan periods and patron types.  
Ellen suggested that numerous people did not comprehend Karen's position and suggested that a presentation on that to a larger audience than PSMC be conducted.  Karen and Danuta commented that their intention has been to do so for at least an LMC plus group once the program plan was developed, which it now has been.  

Danuta reviewed each recommendation in the report, seeking PSMC reaction to direct the LAIS Director how to proceed.  Karen will edit the report, adjusting the finally accepted agenda topics for the program.   Here, the following PSMC preferences are noted in relationship to the recommendations:

1. Electronic Reserves:  proceed with the pilot as recommended [previous PSMC meeting]

2. Get It! Button:  agreed to review options and present feasibility plan by November.

3 - 5. Staff Cross-Training & Manager Job Swap: not endorsed as proposed, but supported to explore options to provide exposure for staff/managers to work across units within time constraints 

6. Access service Web site/page redesign: supported to have some selected pieces redesigned by December 2009.   

Added by PSMC:   Exploration of loan periods / patron classifications – identify complexity of the problem of simplifying numbers of loan periods and user types, and identify benefit of undertaking the change by March.
2. Ask!Live report [time did not permit discussion]
PSMC members were asked to read the report, distributed earlier and share questions or comments.  This will be good information for the discussion of strategic public services issues, scheduled for the next PSMC meeting [August 24]. 
The meeting adjourned at 12:05 p.m.
