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I. Summary Remarks

July 2001 began with intimations of a major consolidation of Information and Access Services divisions.  A “reorganization team” appointed by the Dean in spring 2001 to find ways to consolidate service points in the Library to improve support of student information needs submitted its recommendations in November (see attachment: “A New Model for Public Services”).  The consolidation plan, recommending the merger of Information and Access Services divisions, was approved in January 2002.  An Associate Director for Public Services was appointed for the division.

Transition to the proposed model was targeted for completion no later than August 2002.   Temporary locations for some service points, staff offices and collections of materials were required.  Deft coordination, consistent and timely communication and a willingness to make adjustments on-the-fly became important factors that, when done well, contributed to the success of the venture.

Critical elements of the consolidation, including the shifting of all print collections in the East building (current periodicals, reference collection, maps, government publications and LC-classified materials Q – Z), and the shifting of all micro-format collections were completed in mid-August.  Coupled with these activities were relocations of the Reference department (which formed the core of the new Information Services department) and the Circulation department, the absorption of Copy Services into Circulation, the removal of the government information / maps information service desk on 3rd floor East, and the emergence of the new Special Formats & Maps department on 2nd floor East.  Almost every staff person in Information Services, Special Formats & Maps and Circulation shifted into new, remodeled or reconfigured offices or suites.  Only the Mailroom was orphaned in temporary quarters until mid-September 2002 while contractors finished HVAC and other work related to the Library West Commons.

The push to consolidate public services was complicated (but ultimately “complemented”) by an opportunity in July 2001 to create an “information commons” on the 1st floor West to open in Fall 2002.  The Dean’s decision to collaborate with OIT on the commons was inspired by the proposed Academic Commons (or Innovative Learning Resource Center) to be built in 5 years.  This would be an “experiment” to inform programmatic planning and perhaps point to opportunities for multi-departmental collaboration in the Academic Commons.  A team of Library and OIT staff was assigned to create an information commons (now known as “Library West Commons”, referred to hereafter as “LWC”).  By March 2002, 55 staff were engaged in planning.  The LWC opened Sunday, August 18, one day before the first classes of Fall semester 2002.  


The Information Services desk, a consolidated one-stop-shop for customer information needs, is built into the LWC.  Library staff are on duty from Sunday noon to 6 p.m. Friday, and Saturday 9 a.m. – 6 p.m..  OIT-supplied undergraduate assistants and co-ops provide most technical user assistance in the LWC, supplemented by a Customer Support (OIT) staff person Monday thru Friday 8 a.m. – 5 p.m..  A newly-created OIT Liaison for LWC Support coordinates all OIT-supplied services, including staffing, training, and technical and software support.  The Liaison’s office is in the Information Services compound, along with Library offices for the head of Information Services and 6 support staff.


Public response to consolidated service points has not been measured, but appears positive.  The new desk locations for Information Services and Circulation are logical and seem to work for customers and staff alike.  Interior décor and improved utility across 1st floor, especially in the LWC, provoke rave feedback from students via the web, in person, and even in a Technique editorial where we are referred to as the “. . . super cool, newly redone Library”.  


The Public Services division had 3 goals for the year:  engineer a successful consolidation of public services; develop an information commons; and sustain customer service without interruption.  Staff in the division succeeded at all 3 tasks.    

This was an ambitious year because we: 

· imagined and implemented a consolidation of customer service points into fewer, more logical locations; 

· paced the reorganization to complement the swiftly realized LWC; 

· worked collaboratively with other GT departments (OIT and CETL staff) with an unprecedented intensity and scope to create the LWC;

· sustained all services throughout the months of moving resources, staff, furniture and collections.

And this was a successful year because we:

· relied heavily on teams of individuals (rather than exclusively on leaders or a narrowly drawn group) to identify issues and solutions affecting the emergence of consolidated services and the LWC collaboration; 

· reduced confusion in the way we present ourselves to our customers by creating a single information service point at the entrance to the Library; through this “spatial adjustment”, we underscore “information is power”;

· can now witness students’ enthusiasm for the LWC space, for its comfort and terrific utility, and for its pervasive provision of assistance and expertise;

· are on the Institute’s “radar”, and more deeply in the minds of GT constituents, because of improved décor, esthetics, student productivity capacity and extended hours of service;

· have an early intimation that the ambitious, but not yet “programmed”, Academic Commons may succeed because of the successful collaboration between the Library and OIT.

Collaboration, communication and individual contributions will continue to be important in the new year.

II.  Activities of Associate Director for Public Services
· Acting head of Document Delivery / ILL department until January 2002; Assistant Director for Access Services until January 2002; Associate Director for Public Services from January 2002 to present

· Co-director (with Beverly Henderson, OIT) of Library West Commons project (July 2001 – September 2002).  Facility opened on time with positive reviews to date from GT students, administration, and the staff of OIT and Library.

· Facilitator of the Library’s Reorganization Committee, charged with recommending a structure for public services to better meets the needs and expectations of students and faculty in a desktop era.  Work of committee resulted in consolidation of Information and Access Services divisions.  (July 2001 – January 2002: research and development phase; January 2002 – present: implementation phase, now virtually complete).

· Member of strategic planning group for University System central OIIT office as it developed its next 5-year plan; consultant to Dupree College of Management planning its public relations strategy with the move in 2003 to 5th St.

· Co-author (with Sheila Creth) and presenter of ACRL / ULS 2002 “President’s Program” at ALA 2002:  “Minding the Generation Gap: Learn How to Communicate and Work Together Across Generations”.

· Co-author (with Celeste Tibbets) of “Atlanta a la Carte”, Library Journal, June 1, 2002; and sidebars of information about sights to see in Atlanta while at ALA 2002.
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