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North Carolina State University

Educating more North Carolinians than any other university

34,015 Students

22,574 Undergraduates

9,358 Graduates

2,336 Faculty

6,733 Staff

200 Libraries Staff & Faculty



Think and Do

NC State was founded with a purpose: to create economic, societal and intellectual prosperity 
for the people of North Carolina and the country. We began as a land-grant institution
teaching the agricultural and mechanical arts. Today, we’re a pre-eminent research enterprise 
that excels in science, technology, engineering, math, design, the humanities and social 
sciences, textiles and veterinary medicine.

NC State students, faculty and staff take problems in hand and work with industry, 
government and nonprofit partners to solve them. Our 34,000-plus high-performing students 
apply what they learn in the real world by conducting research, working in internships and co-
ops, and performing acts of world-changing service. That experiential education ensures they 
leave here ready to lead the workforce, confident in the knowledge that NC State consistently 
rates as one of the best values in higher education.

Presenter
Presentation Notes
Land grant institution, think and do, collaboration with government, industry, non profits. 

https://www.ncsu.edu/about/history-and-tradition/


Strengths in agriculture, architecture, biological sciences, design, engineering, 
entomology, forest resources, mathematics, physical sciences, statistics, textiles, 
and veterinary medicine 

More than 5.1 million volumes, and approximately 91,000 print and electronic serial 
subscriptions (90,000 of them electronic) 

568 bibliographic databases and a growing array of electronic full-text and image 
collections 

Access to over 897,000 electronic books 



D.H. Hill Library Hunt Library

NCSU Libraries

Presenter
Presentation Notes
Two main libraries. 



D.H. Hill

James B. Hunt

Harrye B. Lyons Design Library

Natural Resources Library

William Rand Kenan Jr. Library of Veterinary Medicine

African American Cultural Center Library and Media Room (campus library)

Media and Education Technology Resource Center (campus library)

Satellite Storage Facility (special collections)
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Presentation Notes
In addition to the two main libraries, we have three branch libraries, two additional campus libraries and the Satellite Storage Facility.



Triangle Research Libraries Network 

NC State, Duke, NC Central, and UNC–Chapel Hill

Oldest academic library consortium in the United States

Combined collection of over 20 million volumes

Cross-searching capabilities 

Expedited Delivery Service



Access Services

1.5 Librarians, 19 full time staff, 23.5 FTE students (17.5 Ask Us / 6 Order to Delivery)

24 X 5 coverage of Ask Us service points in two main libraries

Technology lending processing

Course Reserves

Bookstacks

bookBot

Tripsaver (interlibrary loan)

Presenter
Presentation Notes
Units in bold represent what we consider “Order to Delivery.” Access services represents 10% of Libraries staff. 



Presenter
Presentation Notes
General trend is a decrease in Access Services related transactions and processing. 



Opening Hunt Library: Matrix Management
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Presentation Notes
Matrix management is the practice of managing individuals with more than one reporting line. Our matrix management approach meant that staff working at Ask Us were from multiple departments and had a variety of other responsibilities elsewhere in the library, including Makerspace, Access Services and Digital Media. 



Hunt Library Ask Us

Presenter
Presentation Notes
Single service point, Ask Us branding, “We Come to You” service model. 



Hunt Library Order to 
Delivery (O2D)

Presenter
Presentation Notes
At the core of the Hunt Library, and Order to Delivery there, is the bookBot robotic book delivery system, which can store up to two million items in a climate-controlled environment and deliver any of them within five minutes of a click in the online catalog. Requiring 1/9 the space of conventional shelving, the bookBot helps transform this 21st-century library from a storage facility into a rich environment of learning and collaborative spaces. Most of the books in the Hunt Library are in the bookBot.



Hunt Library O2D

Presenter
Presentation Notes
Access Services operations were traditionally siloed at NCSU Libraries, but Hunt Library necessitated efficiency, so the same Access Services staff that work at Ask Us also perform Order to Delivery functions, including bookBot management and picks, ingesting new material, storing returned material, and auditing the collection, Tripsaver (interlibrary loan), document delivery, course reserve processing, transits, reshelving and bookstacks management, technology lending processing, and student hiring, training and management. The scale of Access Services work at Hunt is much smaller than at D. H. Hill, but managing its variety and meeting expected turn-around times required creative solutions. 



Hunt Workroom Visual Management
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… and we adopted a Visual Management approach. This is a Lean management tool. 



Developing the Board
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Many iterations



Components of 
the Board
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Presentation Notes
Date & times, tasks, paper lists, monthly and weekly tasks, blackout tasks unnecessary at certain times, initial once complete.



Hunt Workroom Processing Areas
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Just down the hall from Ask Us.



Pick, Store and Audit Stations



Bookdrop and Transit Check-in and RFID stations
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Adjacent to transit shelves. Shelf reading clipboards.



Processing, Scanning, Microfilm 

Presenter
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Scanning cart with magnets identifying priorities. 



Other Improvements
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Presentation Notes
Once Hunt Ask Us and O2D were under way, we focused on additional ways to create seamless access to materials, identifying multiple areas for improvement. Perhaps most notably: switching from banding received ILLs to using bookslips, implementing web circ and a single sign on authentication to ILLiad request forms, and implementing RapidILL. We have also created a “transits” email group to facilitate communication between Access Services, branch libraries, facilities and our Acquisitions and Discovery department. 



D. H. Hill Library Ask Us

Limited space based on merged service point

Presenter
Presentation Notes
The success of Ask Us at Hunt Library  informed the creation of a single service point at D.H. Hill Library in 2015.  Pictures of current ask us vs. old ask us.
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Presentation Notes
Reducing the stacks in the front of Ask US, meant moving course reserves and the textbook collection back into the Bookstacks processing area. This means, we got to think creatively again to meet efficiency demands and to allow for growth of new O2D services, but this time on a much larger scale. 



D.H. Hill Bookstacks Processing
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Before photo of D.H. Hill bookstacks processing area.



Streamlined Bookstacks Processing

Presenter
Presentation Notes
Standing desk, smaller processing carts.



D.H. Hill Bookstacks Workroom



Stacks Management and O2D
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Operation and info tightly controlled by manager: specific tasks assigned daily to individual workers. Nothing wrong with this and it works well, but it can be made more automated by moving the tasks and info onto a workboard. 



Visual Management Principles

Use the right tool to convey data: discrete vs. continuous data

Use color sparingly

Minimum ink to data ratio

Layout reflects data structure and flow

Bateman, Philp, & Warrender 2016

Presenter
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We’ve again adopted visual management principles, this time to combine processing for Bookstacks, Course Reserves and Tripsaver (ILL) which have traditionally been siloed units. 



Developing the Board 

Presenter
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Tripsaver and Bookstacks staff, in consultation from bookBot staff



Material Movement Coordination: Consortium

4 campuses

1 daily run

63 miles



Material Movement Coordination: Campus
6 campus libraries 

2-3 daily runs

9 miles











Translating to Workboard





D.H. Hill Course Reserves and Scanning



Shift in Matrix 
Management: 
2016 
Realignment
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Presentation Notes
Change from matrix management to single-department ownership, goal of consistency across librariesApply to all three shifts and Order to Delivery operations across libraries as wellStaff moving between libraries
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Thank you!

Pete Schreiner: prschrei@ncsu.edu
Sydney Thompson: slthomp5@ncsu.edu
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