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Faculty and Staff Retreat: Re-imagining Library Services at UIC

September 29, 2009, 9:00 a.m. -3:15 p.m.

Invitation

On Tuesday, September 29, 2009, the Library faculty and academic staff are invited to participate in a retreat designed to help us re-imagine the services that we provide to our users and the ways in which we deliver those services.

This retreat is the next step in a process that began with a review of public services priorities by the Steering Committee's Public Services Advisory Council and a statement on re-imagining services prepared by the University Librarian.  Both documents are available under the Steering Committee link for June 2009 on the University Library Staff pages at http://www.uic.edu/depts/lib/staff/steering/
Goals of the Retreat

· Identify the characteristics of user-centered services 

· Develop a set of principles to guide the strategic design and development of user-centered services for UIC’s diverse user groups

· Determine how to become more knowledgeable about all our users and their needs

· Develop a process and infrastructure for delivery of services for our users

Discussion Questions

After an introductory session, participants will convene in breakout groups to address specific topical questions (see full schedule below; questions draw on the readings).  Each group will also discuss two over-arching questions to frame the more focused questions for their topic:

· What are the characteristics or principles that might define user-centered services? The list you compile will give context to our discussion on re-imagining public service and will guide our development of a re-imagined suite of services that acknowledges best practices and is responsive to the diverse needs of our many user populations. 

· What are the characteristics of an organization that can provide such an inter-connected suite of user-centered services?

Breakout groups will address specific topics in the morning session:

Communication -- What communication and collaboration strategies, both internal to the UIC Library and external, will enable us to better meet user needs? 

Space -- Sennyey notes that libraries are redefining their use of space within in the library.  For example, some libraries house classrooms and other non-library departments; others create learning commons targeted to undergrads, or consolidate departmental libraries.  What is required for a comprehensive yet flexible space plan in the context of services? How can the UIC Library redefine its spaces to serve users more effectively? 

Staffing -- Franklin notes that “returning authority to staff and holding them accountable” can enable the library to focus on work processes as they relate to customer service. What would help staff stay focused on users to design services and library work processes in general? How can accountability for services be incorporated into staff responsibilities?

Collections  -- The nature of the library's collections has changed since the UIC Library subscribed to its first electronic journal in 1995, and it continues to change rapidly. The advent of I-phones means that many users now carry the library's online collections with them at all times. What is the role of the library's collection? How should collections be developed to maximize usefulness to users? What information should we gather from users for collection development decisions? What information do our users need to find all the features of our online collections?  How do we better tell them all that we have? Space will constrain future collection development in print- if something comes in something must go out.  How should we focus future print collection management to best meet users needs?

Technology -- If we were to imagine a model of public services that did not assume face-to-face or synchronous online communication, what would it look like? What kind of development and production would it require? How can we maintain these services so that they remain fresh and contemporary? What kind of personnel or technological infrastructure is required to provide these services?

Assessing User Needs  -- How should we assess whether or not to offer a new service? What process should we follow to “retire” less useful services and to offer new services? How do we avoid fragmentation of library services while making such strategic decisions?

In the afternoon session, the breakout groups will discuss these four questions:

· Using today’s retreat as the starting point, what can we do to make the transition to even greater user-centered services a reality for the UIC Library?

· How can the UIC Library empower all faculty and staff to focus on user needs?

· What processes can we use to find out what our users need and want?

· What support do we need to move forward with our goals?

 Prep Work before the Retreat

1) Talk  -- We invite you to discuss these questions at department or unit meetings and to share your comments on the Blackboard discussion board for the Re-imagining Public Services “course.”

Share your favorite articles with us too.  We will post them in the Blackboard Documents section of “Re-imagining Public Services.”

2) Read -- We encourage you to read the “Recommended Readings” and invite you to read the “Additional Readings” listed below:

Recommended Readings

Franklin, B.  Aligning Library Strategy and Structure with the Campus

Academic Plan: A Case Study.  Journal of Library Administration.  2009,

49:495-505.

Franklin discusses University of Connecticut's attempt to "align library strategy and structure with the university's academic plan" rather than basing its structure on library functions.  Key points are using customer feedback "to redesign its work processes in ways that would improve outcomes and help the libraries to best achieve its mission and vision," to "refocus library staff on the libraries' work processes as they related to customer service", "returning authority to staff and holding them accountable", and "improving library services provided to faculty, students, and public users."

Available electronically.

Sennyey, P., et al. Exploring the Future of Academic Libraries: A Definitional Approach. The Journal of Academic Librarianship, 2009, 35:252-259.

The library as a place, the library collections, and the library staff are three facets that have been traditionally examined simultaneously during the strategic planning process for academic libraries. Sennyey proposes that these three facets have "distinct and diverging futures," which may need separate goals. Library space has been redesigned with comfortable study areas, more computers, and non-library services.  While collections are being built online, patrons come to the physical library less and may turn to non-library resources for their needs.  Library staff have found that the traditional roles they have filled because of the digitalization of resources are either redefining their positions or being eliminated.  The article examines the implications of these changes to libraries by focusing on becoming more computer application oriented in terms of library services and library staff skills, and the network becoming the face of the library.

Available electronically.

Pritchard, S. Deconstructing the Library: Reconceptualizing Collections, Spaces, and Services. The Journal of Library Administration, 2008, 48:219-233.

“Collections, technologies, processing and public services –even the library building—are all forms of services that can be customized and deployed in different combinations to meet a much greater variety of needs than is the case when we view these things as undifferentiated wholes.”

In the digital environment, the library uses new tools and locations to connect people with the information they seek, serving as the interface between the user community and the scholarly information resource; however, the library no longer has the monopoly over information that it once did.  The key strategy is to refine our services, focusing on “unique strengths, local needs, and multiple ways of delivering information.”  If you have time to read only one article, this one questions everything you think you know about services.

Available electronically.

Additional Readings

Bahavar S. and Truelson J.  Strategic Planning for Reference in a Team Environment:  The Preferred Futuring Model.  Reference & User Services Quarterly.  2008 Summer; 47(4):356-63.

"Preferred Futuring is one of the proven methods for organizational change.  This process adheres to general planning principles which recognize the need to gain commitment of staff by admitting them to the process."

This article is a case study of a realignment of library services at USC using the Preferred Futuring Model.  It illustrates how Preferred Futuring might serve as a technique for the UIC Library’s  “Re-imagining Services” initiative.  The article provides detail on conducting Preferred Futuring workshops, lessons learned, and a checklist for planning.  The concept of designing a Preferred Future instead of merely accepting the future can be a compelling strategic planning technique in a team environment.

http://web.ebscohost.com/ehost/pdf?vid=4&hid=3&sid=fca2f320-b76f-4493-901b-63e288250a42%40sessionmgr11
Cox, C. Changing demographics: Meet the students and faculty of 

the future In J. M. Hurlbert (Ed.), Defining relevancy : Managing the 

new academic library. 2008 (pp. 1-15). Westport, Conn.: Libraries Unlimited.

"Millennials have vastly different needs and expectations than Boomers and libraries will be forced "to rethink and redesign library resources, technologies and buildings."

This chapter outlines six primary demographic characteristics of "Millennial" generation students, a group that, over the course of the next several years, is expected to grow by 2.6 million. Those characteristics are: they are ethnically diverse, they are nontraditional students, they expect choice and instant gratification, they are "digital natives," they enjoy gaming and media, and they learn experientially and collaboratively. The chapter also addresses the changing demographics of faculty, stating that, as faculty retire, replacements will be interdisciplinary and specialized, and they will value teaching as much as they value research.

The chapter can be read via google books: http://bit.ly/QbLCW
Gayton, J.  Academic Libraries: "Social" or "Communal?": The Nature and

Future of Academic Libraries. The Journal of Academic Librarianship. 

2008, 34(1):60-66.

Gayton plays devil's advocate to the call for more social spaces in libraries, arguing that libraries are valued as places for "the communal nature of quiet, serious study."  He argues libraries should consider expanding spaces for serious study, stating that "there may well be room for social functions in the academic library, but such functions must not be allowed to undermine its fundamentally communal character", and he concludes by restating that "social spaces are incompatible with communal spaces, and creating adequate separation between them is difficult."

Rosenblum, S. “Big Retailers Shift Strategy in a Recession.” The New York Times, June 20, 2009, A3.

“...retailers will offer more exclusive merchandise and more attentive customer service. One of the biggest changes that consumers are likely to see is greater personalization and regionalization of merchandise...consumers are time-starved’ and ‘looking for simplification in the entire shopping experience’.”

Even if you’re not interested in dresses, this news article describes numerous strategies that retailers across the country are doing to reach out to local customers and respond quickly to their feedback.  It provides a look at service decisions in a context where the organization’s survival depends on responsiveness to its customers. 

http://docs.newsbank.com/s/InfoWeb/aggdocs/AWNB/128F2AFC0DC78AC8/0FD3D1C913B1A06F
3) Pre-register – To enable us to plan for breakout groups, catering, and similar logistical matters, as well as to enable you to begin preparing for the retreat. 

4) Food preferences – We will order deli lunch and have a variety of fillings for sandwiches, as well as salads, based on your preference.

Day of the Event—Retreat Agenda

8:30-9:00 
Registration (name badges, handouts, refreshments)

9:00-9:30 
Organization of the Day (preferred futures model, divide attendees into groups, review discussion questions, instruct on record keeping and reporting)

Remarks from University Librarian (purpose, urgency, goals)

9:30-10:30
Small group discussions (topical)

10:30-10:45  
Comfort break

10:45-12:15
Reports and Discussion 

12:15-1:00
Lunch

1:00-2:00
Small group discussions (implementation strategies, assessment)

2:00-3:00
Reports and Discussion

3:00-3:15
Wrap-up and Next Steps (assignments)

Note: E-room and conference telephone connections from 9:00-3:15

Prepared by the Re-imagining Services Retreat Agenda group

Kate Carpenter, leader

Deb Blecic

Steve Brantley
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