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Good morning. Thank you for joining me at this session.


Introduction of our Team

» Elizabeth O’Brien - Coordinator,
User Services

» Lola Rudin — Liaison Librarian

» Adriana Sgro — Team Lead,
Access Services
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I am sending the greetings and regrets from my colleagues, Lola and Adriana, who weren’t ability to join me today.
 Team approach to the project
 the genesis of the idea came from a site visit to another university in Ontario, Wilfred Laurier University. We were doing a fact finding mission on another project, when the librarian we were visiting mentioned that they were going to moving their course books from behind the circulation desk and let the students serve themselves. We were intrigued with this idea and wondered it it would work in our library. This is how our project began.



Background on UTSC

»1 of 3 campuses at the University of Toronto

»Student population of 12,000

»Primarily undergraduate and many are the first in
their family to attend university

»Students live throughout the city and travel to
campus to attend classes.
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Institutional snapshot of UTSC


Before
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This picture shows how students accessed course reserves before this project. In this session I will talk about making course reserves self serve at the University of Toronto Scarborough library. 
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Rationale

* High circulation of course reserves = high
demand on staff time

e 2013/14 circulation stats:
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When we were researched this project, we saw that circulation of course reserves represented the majority of transactions at the circulation desk.  The collection was housed behind the Circulation desk, with staff access only.   Circulation staff was required to retrieve the title for the patron from the shelves, check out and desensitize the item

We want to use staff time more effectively. Introduce a more proactive customer service model at the Circulation Desk


Rationale

* Location
* Provide access during extended hours

* Create constancy with our e-reserve collection
which is accessible 24/7

e Elevate the user experience; student-centered
model; opportunity to market and increase
knowledge of the collection

e Provides new opportunities for staff model
and service programs
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As course reserves are increasingly moving to a digital platform which allows complete self-access for students, a self-service course reserves model would better reflect this improved level of service.

With e-materials students are accustomed to 24-hour access; this project brings print reserves more into line



Budget

Self-Check Machine - $18,650
Security Gate - $11,500
Plexiglas - $1,000
Miscellaneous - $100

Total: S31,250 CAD
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Elizabeth to discuss


Concerns/Threats

 Not enough shelving for course reserves -
limited room for growth

e Potential for theft and hoarding of
resources

e Elimination of in-library-use only policy
* |[nstructor’s copies
e Staff acceptance and buy-in
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Issues we identified beforehand:

Not enough shelving for course reserves
Although there is approximately 1300 items on course reserve, only half of the collection is circulated. The collection would be weeded to remove items that have not been circulated for some time.  Moreover, as more instructors utilize e-Reserves, the number of books being placed on reserve has decreased.

Potential for theft
The potential for threat is always present for the library. There is a security gate at the entrance of the alcove, plus Plexiglas will be installed around the gate. After hours, the collection is in front of the patrol station, which would likely minimize the chance of theft.

In-library-use only policy
Some course reserves were restricted to in-library-use only, due to high demand. Also, during exams our policy was that all course reserves were to be used in the library only. As the course reserves would be de-sensitized at the self check-out machine, all in-library-use only policies had to be eliminated.

Instructor’s copies
Often, instructors lend us their copy of material to be placed on course reserve (except for DVDs). It will be made clear to instructors that their materials will be in a self-service space, and they will assume the risk of theft (which is the policy at the present time).



Process — Phase 1
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May-June 2014

Space
Draft of layout – this was our initial plan of how the space would look like. We had planned for 21 feet of shelving space (7 units). The course reserve collection was measured, and it was determined that all the materials would fit with shelving to spare.

Collection
The collection was weeded in preparation – any items that hadn’t been used for at least 2 semesters were returned to the general collection.

Return books
How do we return books?! Biggest factor related to returns are the short loan periods. We had one idea – use a drop box and check in items in the same space, using a Self check-in module.





Process — Phase 2
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July – mid August 2014

Space
Empty the alcove – used to contain the photocopiers
Installed the alarm gate – first alteration from the original plan: the technician mistakenly reduced the space by approximately 2 feet. Rather than have it re-installed and create holes in the floor we decided to leave as is. However, we had to remove the 2 units of shelving closest to the gates because of the close proximity of metal. Now, we were down to 15 feet of shelving.
Ordered and installed a new self-check machine – second alteration from the plan: it was installed in the corner beside the alarm gate. One unit of shelving had already been removed because of the metal; an additional bay had to be removed to fit the self-check machine. We were now down to 12 feet of shelving.
Installed shelving – third alteration from the plan: 2 units of shelving was put where the self-check machine was originally supposed to go. So, we were back up to 18 feet of shelving. In all our re-configurations and presumed lost space, we only lost 1 unit of shelving (3 feet).
Plexiglas installed on either side of the alarm gate to an approximate height of 7.5 feet.

Return books
We enquired about adding a self-check IN module for our student employees to frequently check in books from a drop box in the same space but ran into a problem (Elizabeth to expand on the problem). Our one idea died! So we considered other options – a drop box checked every 10-15 minutes by staff; items return to a staff member at the desk. We decided to have users return items to a staff member at the desk.

Communication
To staff - (Elizabeth to expand – sent email?)
To users - commissioned a video and posters from IT to teach users how to access the new course reserves and how to use the self-checkout machine






Process — Phase 3
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Mid – late August 2014

Space
Added a sticker to the cover of each course reserves item with the loan period and info about renewals (none)
Moved the books after the last day of summer term exams. We closed the area off until first day of classes.

Communication
1. To staff – we conducted training with circulation staff and student employees on use of the self-check machine and policies related to the space, i.e. students can’t sit and read in the space.
2. To users - was supposed to include the video and posters, but they weren’t ready yet. We made a quick in-house poster explaining how to use the new reserves. We also added a course reserves page to the library website as well as a news item.

Put in video

http://youtu.be/vtTxd2ikY08

Outcome — To Date

e Course reserves circulation statistics have
increased 30 percent in Sept/Oct 2014
compared to Sept/Oct 2013

* No major complaints from students
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 Increase has gone up. Not sure if we can take credit for that. There was a 5% increase of students and we also removed the limit of 2 course reserves checked out at a time, so that might account for the increase

 No major complaints, but no glowing accolades from our students either which is to be expected
 I did ask our student employees for feedback on how they have felt students have transitioned to the new system, they identified the following positives including faster check-outs, easy to use machine, negatives were that some Tcards don’t work with machine and students are confused on where to return items



New Opportunities

 More staff time to experiment with a more
pro-active model of customer service

e Staff able to focus on other initiatives and new
opportunities
e Quiet Library Initiative
 Event Programming
 Development of new spaces
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Self Service course reserves has provided the opportunity for the User Services to experiment with the concept of a Welcome desk. A desk positioned close to the course reserve area will allow staff better access to monitor area and assist clients. Having this desk these last 8 weeks have provided useful feedback to me for future planning and has aided in the learning curve/acceptance by students

More quiet monitoring - one of the major priorities of the library and the campus is to be a designated quiet study space. Over the last 3 years, the library has tried different tips and techniques to manage the noise levels in our space. Removing course reserves, frees up front line staff to focus on monitoring for quiet in our trouble zones

Technology lending collection




Challenges Encountered

e Returning course reserve materials
e Educating users

 Working with external partners

e Students without student cards

e Acceptance from staff
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Returning material - still investigating self-check in module. 
Educating users - students are returning books to the shelves, without having them be checked back in. We added extra signage to try and fix the problem. Also, students are signing the ISBN barcode on the back of books. 
Working with external partners - delayed video and posters
Students without student cards – it was decided that students must have a student card, so they are being directed to the student card office
Push-back from staff


What We Learned

e Communicate often and in many different
methods with staff and vendors

e Staff accept change at differing speeds (and
that’s okay)

e [eave plenty of planning time for
contingencies and unexpected events




Next Steps

e Solve the returns issues

e Develop a User Survey

e Reuse the space occupied previously by
COurse reserves

e |nventory of collection to determine loss rate
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User survey
Figuring out returns
Reusing the space previously occupied by course reserves


Questions & Thank You

Elizabeth O’Brien
eaobrien@utsc.utoronto.ca
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