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Introduction - Who We Are 
• Amanda Rudd - Weekday Evening/Consortium 

Loan Service Coordinator since 2008 
• Shane Hickey - Interlibrary Loan Coordinator 

since 2012 
• In addition to our day-to-day responsibilities, we 

train, supervise, and evaluate Access Services’ 
part-time, student workers.  



Lauinger Library Access Services 
❖ 1 full time librarian and 11 

staff 
❖ 58 part-time student 

employees  
❖ Total Circulations - 

253,000 
❖ Approx. 42,000 filled 

holds/paging requests 
❖ Approx. 36,000 resource 

sharing requests filled 



Access Services Units  
❏ Lauinger Access Services divided into 5 primary units - 

Interlibrary Loan, Circulation/Reserves, Consortium 
Loan Service, Stacks Services, and Administrative 
Services  

❏ 1 Department Head, 5 Unit Coordinators, 6 Access 
Services Specialists/Assistants   

❏ Everyone in department responsible for student 
employee management to some degree.  



Access Services Student Employees 
• 58 students work in all 5 

units of Access 
• Many students are cross-

trained across multiple 
units - 55% 

• Work minimum 10 hours 
per week, up to 20 

• Vast majority of them are 
FWS and all are full-time 
undergrads.  

• Two tiers of student employees: 
standard and supervisory 
students (superstudents) 

• Superstudents generally have at 
least one year of experience in 
the department before promotion 

• Additionally they work more 
hours, close circulation desk 6 
days a week, collect library fines, 
etc.  



Student Employee Training  
● Unit coordinators responsible for all unit-specific training 
● Circulation Desk training is shared amongst a select 

group of full time staff - different training sessions for 
superstudents 

● During either desk/unit training, students are instructed 
on the Department’s use of student management tools 

● Students receive additional training in customer service, 
basic reference, electronic resources, and 
printers/copiers 



Criteria for Technology Adoption 

• Will streamline workflow for both 
staff and students/increase 
productivity  

• Confident the new technology will 
be used 

• Easy to access, teach, and use 



Centralization of Information: Before 

• Staff:  
o binder full of policies 
o staff wiki 

 
• Students:  

o email  
o paper, paper everywhere 



Why Blackboard? 
• Students use it daily for course work. 
• Provided a timestamp for substitution 

slips. 
• Minimal time spent on website 

creation meant more time for 
documents. 

 









● Students 
now close 
without 
supervisors 
6 nights per 
week. 

● Full-time 
staff able to 
attend more 
meetings 
and do 
more 
committee 
work. 



Communication and Workflow 

• Blackboard Discussion Boards  
• Blackboard Substitutions 
• Blackboard Email Function 
• Google Scheduling 
• Google Drive 



Blackboard Discussion Boards 
● Primary way for staff to 

communicate policy 
changes/reminders to student 
employees 

● Students have the option to 
subscribe to individual forum - 
will receive an email whenever a 
new post is made 

● Students can view information 
two ways, archive of all 
messages and policy changes, 
can foster open discussion of 
workflow 



Board - Happenings and Announcements   
● Student employees can comment or ask questions on 

policy posts - everyone can see conversation 



Board - Fun Lau Stuff 



Boards - Student Substitutions  
• In the pre-Blackboard days, students had to 

fill out individual, paper slips to request 
substitutions for circulation desk shifts 

• Full time staff would have to sign and 
approve every substitution request 

• System was time consuming, labor 
intensive, and prone to error 



Board - Circulation Desk Substitutions  

• Rules - “This is a forum for you to arrange substitutions for 
your desk shifts. Keep in mind, you are responsible for any 
shift that is not covered unless you give more than two 
weeks notice. If that is the case, you must still notify the 
supervisor on duty for your shift that it is not covered. If 
you sign up for a shift, you are responsible for it. Include 
date, time, and day of the week you need a substitute 
in the thread title.” 

• Similar policy applies to superstudents. Stacks, CLS, ILL 
all have separate substitution policies.  



Substitution Board 



Substitution Post 



Discussion Board Effects  
Benefits: 
● Centralized system to manage 

circulation desk substitutions 
● Substitution requests can be 

submitted and accessed from any 
computer with internet access 

● Students can subscribe to 
substitution forums 

● Students can use forums to 
arrange last minute subs 

● Significantly less staff time spent 
on managing substitution process  

Limitations: 
• Sometimes students still forget 

they signed up to be a desk sub 
• Like old system, not all shifts will 

be covered  



Blackboard Email and Contacts 
● Blackboard provides an efficient tool to 

quickly contact all student employees and 
staff.  

● Emails can be sent to all users at once, or 
individual users can be selected.  

● Provides our students a fast way to search 
for last-minute subs.  



Sharing Documents - Google Drive 
★Georgetown’s adoption of Google Apps 

provided us with an opportunity to further 
integrate Access Services workflow into the 
daily routine of our student employees.  

★Drive - able to share spreadsheets, forms, 
documents, and more.  



Example Off Campus Shelving Request Log - ILL  



Scheduling - Google Calendar 
● Unit coordinators are able to create easily 

shareable calendars of student staff 
schedules.   

● These calendars can be shared with both 
students employees and other library staff.  

● Has allowed the department to better keep 
track of 58 students. 





Creating the Desk Schedule  

● Creating the circulation desk schedule was a labor 
intensive process. Administrative coordinator would 
request students submit a list of both first choice and 
second choice hours.  

● The Administrative Coordinator would then try to give 
everyone their first choice hours - this did not always 
work.  

● This system was labor/time intensive, lacked 
transparency, and someone was always unhappy with 
their schedule.  



Flex Schedule - Finals  
● Flex Schedule - modified schedule during the 

finals period each semester.  
● All desk students would have to line up by 8 am 

on a select day to sign up for the Flex Period.  
● This system created a very large burden on our 

students during the stressful finals period.  
 



Solution - Collaborative Scheduling
  
• Real time scheduling using a Google spreadsheet.  
• All students logged into their Google Drives during 

the same one hour period.  
• Students entered their names into the shifts that 

they wanted.  
• Students communicated with each to resolve 

conflicts. 
• Final spreadsheet data entered into Google 

Calendar.  



Student Spreadsheet 



Benefits of Collaborative Scheduling 

• Significantly reduced confusion for student 
employees 

• Administrative Coordinator had a 75% reduction 
in time spent managing this process 

• Student employees were able to create 
schedule from anywhere 

• Conflicts were resolved amongst student 
workers 



Student Evaluation 
Before Blackboard: 
• Staff evaluated students at end of semesters 

to determine raises. 
• Students did not receive formal feedback or 

see evaluation results. 



Peer Evaluations 
• First evaluation process we used.  
• Evaluations were completed on paper forms. 
• Staff members had to use numbers to keep 

forms confidential. 
• Average scores were posted to Blackboard 

so students could assess their individual 
results. 



Peer Evaluations 

• Only organization leaders are 
able to see results of evaluation. 

• Results are collated by the 
software. 

 



Desk Skills Quiz 
• More objective than peer evaluations 
• Evaluates our training as much as our 

students: particularly in 2013 
• Composed mostly of basic questions, with a 

few tougher questions thrown in: 4 multiple 
choice, 14 short answer. 

• Students had been working one month. 



Not encouraging. 



How to make it better 
• Find teachable moments and 

encourage our super-students to find 
them, as well 

• Daily policy reminders in BlackBoard 
• Create training videos 



Challenges and System Quirks 
•  
• Staff implementation 
• Hiring non-Georgetown employees 
• Software “upgrades” 
 



Alternatives Management 
Technologies 

● Staff Wikis 
● LibGuides 
● Survey Monkey 
● Tumblr 
● Google (Evaluation) 
● BlackBoard (Calendar) 
 



Conclusion  
❏ Integrate Access Services into their daily 

academic routines 
❏Communicate, communicate, communicate 
❏Reduce staff hours spent managing student 

employees 
❏Maintain a centralized repository of policies 

and procedures that could be accessed by 
student staff 

 


	From the Bulletin Board to BlackBoard
	Introduction	- Who We Are
	Lauinger Library Access Services
	Access Services Units	
	Access Services Student Employees
	Student Employee Training	
	Criteria for Technology Adoption
	Centralization of Information: Before
	Why Blackboard?
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Communication and Workflow
	Blackboard Discussion Boards
	Board - Happenings and Announcements  
	Slide Number 17
	Boards - Student Substitutions	
	Board - Circulation Desk Substitutions	
	Slide Number 20
	Slide Number 21
	Discussion Board Effects	
	Blackboard Email and Contacts
	Sharing Documents - Google Drive
	Slide Number 25
	Scheduling - Google Calendar
	Slide Number 27
	Creating the Desk Schedule 
	Flex Schedule - Finals	
	Solution - Collaborative Scheduling	
	Slide Number 31
	Benefits of Collaborative Scheduling
	Student Evaluation
	Peer Evaluations
	Peer Evaluations
	Desk Skills Quiz
	Slide Number 37
	How to make it better
	Challenges and System Quirks
	Alternatives Management Technologies
	Conclusion 

