Public Service Management Meeting
Monday, July 27, 2009
Sterling Memorial Library Room 409
Present:  Katie Bauer, Ellen Hammond, Steve Jones, Diane Kaplan, Suzanne Lovejoy, Kenny Marone, Danuta Nitecki [note taker], Jill Parchuck, Paul Stuehrenberg, Alan Solomon, Allen Townsend, Brad Warren
Absent:  Kraig Binkowski, Carol Jones, Karen Kupiec, Scott Matheson, John Nann, Barbara Rockenbach, Kari Swanson, Maryetta Russell
Announcements

Maryetta Russell is on vacation, returning August 11.  She had sent meeting proposals for PSMC through Outlook, but did so as the fourth week of the month, which throws off other meeting schedules when a month has five Mondays.  When she returns and the PSMC decides whether to continue on a bi-weekly or quattro-weekly schedule, she'll adjust the Outlook calendars.

1. E-reserves (Brad Warren)
Danuta Nitecki introduced the topic, reminding the PSMC that a small task force [John Gallagher, Karen Kupiec, David McCaslin, Brad Warren] was asked to review the options for processing e-reserves and to propose a model that would be most cost effective and responsive to needs.   Only Brad was able to attend today's meeting and he led the discussion of the group's recommendations. He acknowledged the excellent work of group, which was conducted over 4-6 weeks and strengthened its highly collaborative approach.  The group reviewed three options: 1) a distributed model by which the School and Department Libraries [particularly Social Sciences and Kline] would under take the digitization and copyright clearance/permissions tasks for all the libraries, 2) a model developed by DPIP by which items are sent to RIS for scanning and copyright clearance, and 3) a hybrid model by which the first option is followed except for Bass Library which would continue using the RIS services.  The group unanimously recommended the first option, with the exception that the Divinity Library would handle its own requests and Bass Library would handle rush orders asked of it.  In this model, routinely SSLIS and Medical will process copyright clearance requests as necessary and an Online Fair Use Group [consisting of the four members of the e-reserves group plus the addition of Craig Kirland, Bass Library Reserve Supervisor], will share review of any unusual copyright issues and collectively will decide on whether clearance is be necessary.  Bass Library staff will transition over the coming year to add links to the Classes V2 course support system instead of Orbis. 
The anticipated first year cost of the recommendation is $20,000 for one year of copyright clearance fees, $500 for paper supplies, and $1500 for a scanner.  No additional staff is anticipated or sought at this time.  As Brad noted, the change is that the e-reserve services will continue but with a different supply vendor.  Kenny noted the added benefit of building capacity among library staff.  This arrangement and the work to achieve agreement on the workflows also help positively to address the perceived SML-S&D Library tensions, which appear to be the cultural tug between centralized and decentralized services. The group will work with the Assessment Group to track on progress for at least the following factors and will submit a report to the AUL and PSMC in December 2009:  costs, time to fill orders, availability of e-reserves to meet teaching/studying needs, and satisfaction [with quality of document, speed of downloads, ease of finding readings].

The group also developed Copyright Guidelines and agreed that all staff will adhere to these as they process e-reserves.  The more detailed guidelines will be posted, but in essence if an item is owned it will not be scanned, no more than 20% of a monograph will be scanned for e-reserves, not more than two articles from a single journal will be scanned, and the first time use is seen as fair use and not requiring permissions to digitize and post, but the second time an item is requested for e-reserves, permissions from the copyright holder will be sought to do so through the Copyright Clearance Center services.   Alan Solomon noted that YUL is well funded to purchase multiple copies for reserves and if a request for digitization of a portion of a monograph is made that it might be less expensive to purchase multiple copies; he asked if this will be factored into the workflows.  

An engaging conversation arose over whether the Library should restrict the volume of requests for e-reserves to control demand on the pilot while it seeks to understand estimated costs, or the Library should market the service and encourage full use.  Music Library has just begun to introduce e-reserves to its faculty and only handled two or three courses.  Divinity is concerned if it can deliver on promises to process e-reserves and thus does not think broad publicity is advisable.  Others expressed mixed reactions--Brad Warren is not sure what the impact will be of greater marketing, Jill Parchuck urges placing demand to test the model's capacity.  

Katie raised a question of workflow, asking if Google is checked for availability of free access online to titles YUL does not own for which faculty are requesting e-reserves link to their readings.  This will be another factor to examine during the coming semester's review.  

The PSMC had a quorum with 12 of its 19 members present and thus showed its reaction to the recommendation through a couple of votes:

· PSMC unanimously agreed that the recommendation of the group to pursue e-reserves with a model by which staff in SSLIS and Kline would process the digitization and copyright clearance for all requests except for Divinity Library which will do so for requests submitted there and Bass Library which will handle requests with very short timeframe [e.g. rush orders].  

· A majority of PSMC members present agreed that the e-reserves should be promoted as a Library wide service [11 in favor, 1 opposed].  [Several members encouraged the dissenting voter that if there are too many requests coming to one library than can be handled there, the new infrastructure allows for seeking help from another processing library.] 

Danuta observed that the Library has not been overwhelmed in the past to draw high demand for a service through its marketing efforts, and suggested that if whatever publicity is done we are not likely to be inundated with requests.  The demand will come with need and excellent service delivery.  Brad noted that the S&D Libraries, unlike SML/Bass Library, have excellent inroads to communicate with faculty they serve and thus can moderate demand on the service more easily than others.  
2. Strategic Service Issues (Ellen Hammond, Diane Kaplan, Steve Jones, Brad Warren, Danuta Nitecki)
Danuta reminded PSMC of this group's work as an extension of the efforts to review and define the role of PSMC and its membership.  A small group was formed through volunteers [Ellen Hammond, Diane Kaplan, Steve Jones, Brad Wand, and Kari Swanson who was on sick leave today].  It was charged to identify and prioritize opportunities for service improvements that benefit from library-wide attention, and recommend those perceived as most important to become this year's PSMC strategic agenda.   Ellen Hammond reviewed the process of the group's exploration over the past few weeks, including holding discussions with or seeking input from many PSMC members and their departments, LMC members, and curators.  She observed that the most commonly issue identified related to reference services and new I-desk management issues.  The group categorized the ideas received and shared the resulting list ahead of the meeting with PSMC members.  Other members of the group expressed observations as well. Ellen commented that a tension emerges between interest to do things separately, continuing a distributed or silo culture, and the perceived need for higher level policy and agreement library wide for other service matters.  Danuta identified some of the issues listed as calls for information.  Steve Jones urged that the current transition period in the YUL offers an opportunity for PSMC to seek better understanding of user needs and cross library service activities, some of which might be best achieved through eliciting information from front line staff.  He also reminded the PSMC that these ideas are offered to foster conversations and that the Services Issues Group will be meeting later today to review feedback received to date and form its recommendations.  Brad questioned the need for more public relations and marketing; this idea was added to the list.
The nominal group technique was used to gauge the PSMC sense of priorities, with multivoting [using five votes] recorded by each member present on a printed list of idea headings. The sheets were gathered and the Service Issues Group would analyze results later in the day.  Hoping to conclude its work by the end of summer, the Group will recommend to PSMC the key issues to address from a library wide perspective.       

With agreement to extend discussion, meeting adjourned at 12:15 p.m.
