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Executive Summary

Circulation services are central to the needs of all Library users. They must meet users’ expectations. Although we can make assumptions about those expectations, we must make better and continuous efforts to learn directly from users what they need. As much as possible, our services, policies, and practices should be tailored to user needs. More options need to be available for meeting users’ needs, and they should allow users more self sufficiency – user empowerment.  
The virtual and on-site interfaces between users and the library depend upon a staff that works closely as a team, is highly-motivated and well-trained, and is flexible and innovative in responding to users’ needs.

This document reflects the Circulation team’s sense of mission, vision, and values. It includes key data from the last 5 years and from which trends can be inferred. Strengths, weaknesses, opportunities, and threats help form several goals, thoughts, and actions we believe merit attention and energy for the future benefit of users and staff alike.  The final section identifies a few higher priority goals and possible implementation time tables and measures of success. This section is expected to work as a plan and map to help us move forward. 

Section 1:  Purpose

Mission

The Circulation Department is a key public face of the Daley Library and the main point of contact for many library users.  The Department ensures access to and security of the collections and resources housed in the Daley Library as well as in off-site storage.  The Department provides friendly customer service with an emphasis on user instruction and empowerment.

Vision

Daley Circulation aspires to exemplify an effective and efficient team.  Department members take pride in their congenial and successful cooperative endeavors.

· Eliminate barrier to user access whenever and wherever we can. 

· Organize and maintain our collections for optimal access by all users.
· Seek opportunities for staff growth and development that benefit user service.

· We will manage departmental resources and the Library’s resources and facilities with renewed wisdom and care.

Above all, we contribute to the Library’s mission with particular attention to ensuring access to the range of Library resources.  
Guiding Values

We, the Daley Circulation Department, hold these values in addition to those of the Library:

· Education as the University's mission – understanding how Circulation services support this part of the University’s mission.

· Fairness – Listening to what our users tell us and giving due consideration to all circumstances; offering the same treatment to each other and expecting it in return.
· Mutual respect – for each other and in our relationship with library users.

· Teamwork – within the Department as well as with colleagues elsewhere in the Library and on campus.

· Team communication – working together relies on our ability to articulate what we do with each other.

Mandates Impacting Unit

The Library’s planning document outlines a number of mandates affecting the Library.  Of particular importance to the Circulation Department are those dealing with copyright, privacy, record retention, and consortial and other resource-sharing agreements.



Section 2:  Strategy

Statement of Strategic Intent

Environmental Assessment (Horizon Issues)

The following data represent an overview of selected circulation activities over the last five years.  They indicate trends of current activities and point to potential issues for consideration; for example, although use of the building has declined, use of collections has increased. 
Number of transactions: CIRC Desk, DRU, ILL and Reserve
	Daley

Library
	CIRC General
	DRU
	ILL
	Reserve Desk*

	
	
	Shipping
	Receiving
	Borrowing
	Lending
	Circulations

	FY 2000-2001 
	232,380 
	20,060
	22,070
	6,239
	8,969
	58,033

	FY 2001-2002 
	246,946 
	20,621
	22,532
	7,067
	9,926
	45,140

	FY 2002-2003 
	282,285 
	36,903
	34,567
	6,470
	10,166
	33,421

	FY 2003-2004 
	319,411
	45,728
	46,868
	5,435
	7,972
	42,320

	FY 2004-2005 
	318,793
	52,698
	52,900
	6,084
	7,702
	33,363

	FY 2005-2006 
	
	
	
	
	
	


*Fluctuations in Reserve circulations are the result of transferring journal circulation from the Reserve Desk to the CIRC Desk;  acquiring audiovisual circulation from Architecture and Art Library; and expanding the electronic reserve program.  Data in this column reflect “physical transactions.”

Bookstacks Overview

	Daley Library
	Gate Count
	# of items shelved

	FY 2000-2001 
	999,451
	319,964

	FY 2001-2002 
	923,445
	298,264

	FY 2002-2003 
	865,949
	279,951

	FY 2003-2004 
	842,921
	275,846

	FY 2004-2005 
	771,505
	264,254

	FY 2005-2006
	
	


Number of volumes moved from Math Collection to Daley Library: 46,400 in 2004-2005
Reserve
Change in number of course list submissions:
· FY 2000-2001 = 405
· FY 2001-2002 = 418
· FY 2002-2003 = 416
· FY 2003-2004 = 487
· FY 2004-2005 = 488
· FY 2005-2006 = 

Reserve list submissions increased 17% between FY 2000-2001 and FY 2004-2005
Number of volumes moved from Architecture & Art Library to Daley Reserves: 10,800 in 2003
CIRC Department Student Hours Allocation
2001-2002:  23,734 

2005-2006: 17,540
This represents a 26.1% decrease from the 2001-2002 allocation.
Findings recommended Space Planning consultation

· Eliminate multiple shelving sequences throughout the Library whenever possible; return locked case materials to the general collection
· Redistribute Auction, Exhibition and Museum Catalogs; incorporate Loeb Classic titles into the primary collection; relocate DVD collections to Reserve Reading Room (RRR) so users may browse the titles on shelf
· Partner with the Academic Computing And Communications Center (ACCC) to improve wireless access throughout the building

· Reorganize workspace and existing structures in Circulation Department offices and public areas such as the RRR, DRU 
· Create group media and audiovisual rooms for users

SWOT Analysis

Strengths

1. Personnel

a. Staff development and cross-training

b. Ability to do more with less, to improvise

c. Friendliness, enthusiasm, dedication, conscientiousness, patience

2. Service

a. Responsiveness, approachability, attentiveness, alertness, friendliness, enthusiasm, conscientiousness

b. Ability to do more with less

c. Wide range of user services; outreach

3. Other

a. Technology at the disposal of the unit

Weaknesses

1. Personnel

a. Ability to do more with less

(Represents both strengths and weaknesses.  Systematically review what we can do better and advocate changes based on our findings.)
2. Service

a. Ability to do more with less

b. Library open hours, fewer hours of operation

3. Other

a. Student budget cuts affect services, particularly in staffing during evenings and weekends.

b. Safety is a value, and while we do the best we can, it could be better.
c. System limitations, such as catalog records that accurately reflect where AUVL materials are housed.
d. Lack of Local Data Resources (LDRs) for serial holdings impedes quick, efficient filling of ILL requests.
e. We don’t really know what users want; we need to ask them regularly.

Opportunities

1. Personnel

a. Staff development opportunities are more diverse and numerous

2. Technology

a. Digital technology:  an increase in the number, types, sophistication, and popularity of digital media

b. E-Books:  more acquired, more requests for them

c. Instruction technology:  it’s already out there, so we can use it in new and different ways

d. Take advantage  of radio frequency identification (RFID) 

3. Education/Campus

a. Development of a fourth “digital” University of Illinois campus

b. Instruction technology:  we can use it in new and different ways

c. Orientation for new faculty and graduate students; introduction to circulation services and user empowerment.

d. Incoming students:  they may never have been in a library anywhere; they are part of an online generation; they search online habitually and comfortably but not necessarily effectively or wisely

e. Copyright is something the Library (especially in connection to Reserves) can teach users about

f. People are not coming in, so we can go out to them where they are, provided they have computer access at those points

4. Other

a. More libraries joining CARLI:  provides access for our users to a greater number and range of resources

b. IAX provides Local Data Records (LDR) for serials in OCLC; IAY would benefit by doing the same.  Explore options for achieving this. 
c. Utilize survey tools for better assessment of user needs.

d. Ask users regularly what they want.

Threats

1. Personnel

a. Budget cuts leave positions unfilled and student hour allocations diminished

2. Technology

a. Digital technology has implications for staffing, training, and workflow

b. Equipment in Circulation is not altogether up to date and reliable

c. Digital divide among Circulation staff – not all staff have the opportunity to keep up on their technological skills 

3. Education/Campus

a. Instruction technology is out there but we don’t know how to harness it

b. Incoming students have never been in a library anywhere and, though part of an online generation, search online habitually and comfortably but not necessarily effectively or wisely

c. People are not coming in, so we have to go out to them

4. Other

a. With more resource sharing in consortia, need for resources by outside users increases as well as greater flow of materials to UIC from the outside.  We will need more staff and equipment to handle the workflow.

Key Strategic Issues Facing the Organization

Strategic Goals and Thrusts
1.  Goal:  Provide more information on and better advertise Circulation services to users.
Thrust:  Provide users an easy pathway to Circulation information and services:  improving Web access and navigation will prove more useful to Library users and staff.
Actions:

(1) Work within the parameters of the Library’s marketing plan to develop a departmental marketing plan to promote specific services such as research study carrels.

(2)  Revise, monitor, and assess both Web site and print information content, distribution, and efficacy.
(3) Design interactive floor maps to assist users find the exact location of Library resources and service points.

(4) Explore LibraryU online training and other avenues for coursework on marketing.

(5) Invite student organizations and Academic units for a “Library Discovery” field trip. Develop initiatives to better relate to student organization groups.
(6) Provide online tutorial for Circulation Services.

(7) Routinely conduct user surveys on Circulation services.

(8) Target additional academic departments for electronic course reserve conversion; collaborate with the Office of External Education 
2.  Goal:  Increase, improve, and promote the automated services and technologies Circulation provides.

Thrust:  Simplify customer processes:  improve technological solutions in order to improve and/or eliminate bureaucracy and duplicate services to satisfy customer needs.  Also, increased digitization: there are short and long term impacts related to purchasing and implementing technology, training staff, and educating library users, but the resulting greater access and better service offset costs.
Actions:

(1) Work with Library Systems to eliminate blind spots for wireless access in the Library by installing additional wireless range transmitters.  (Spring break 2006 and beyond)

(2) Replace aging laptops in Reserves on a regular basis.
(3) Create a Copy Services Web page featuring point-of-contact information, copystop phone numbers, lib-fac contact information, and more to provide solutions in the event of copier/laser printer problems.

(4) Survey Circulation staff to develop a skills inventory and “wish list” for the Department in areas of technology.

a.  Provide more opportunities for interested Circulation staff to learn more about technology issues and applications and have these people conduct seminars for others in the department periodically.

(5) Revise the Circulation Web pages to reflect the Department’s focus on the needs of patrons

(6) Contribute needed information to the installation of physical "info-box" kiosk units in the center of each floor at Daley.
(7) Provide scanning capability at the warehouse

3.  Goal:  Create a formal and comprehensive system for reporting infrastructure problems.

Thrust:  Deteriorating infrastructure:  if we do not take care of the Daley Library, the building will continue deteriorating on the inside, creating a less-comfortable environment for patrons and staff.
Actions:

(1) Schedule frequent rounds of the Library

a) Enhance the current check list.

(2) Work with Library Facilities to develop a system analogous to the ones used by Library Systems to log problems and report on outcomes to interested parties.

a) Develop a system for tracking and following up on reports regardless of origin.

(3) Enlist the assistance of staff Library-wide in reporting infrastructure problems observed.

(4) Create a Web form for easy reporting of building issues by staff.

(5) Enforce existing Library Use and Conduct Policy; involve all Library staff in managing problem and disruptive behavior to ensure an appropriate environment for Library users.

(6) Research library pests to identify organisms that are injurious to books and educate staff on how to recognize and report them.

(7) Recruit user assistance in identifying problems through the use of surveys and comment forms/boxes.

4.  Goal:  Improve intradepartmental and inter-departmental relationships and understanding through cross training.

Thrust:  Interaction with other departments:  by understanding what other departments do and how that affects Circulation workflows, the Department can adapt.  This would ultimately help users since transactions would run more smoothly.
Actions:

(1) Identify and prioritize the user need issues that would benefit from improved interdepartmental relationships.

(2) Target specific departments for cross training and joint meetings.

5.  Goal:  Provide the UIC community and consortial partners with effective and comprehensive education on the use of UIC library materials as it pertains to lawful use, including copyright law and restrictions on use of materials.

Thrust: Copyright awareness, adherence, and exploration:  Circulation has great responsibility for or at least connection to the legal use of library property. Our relationship with consortial partners evolves in relation to the Library’s electronic resources.
Actions:

(1) Educate library staff through orientation to and materials on copyright law, including guidelines for in-house use and resource sharing.  

a. Develop materials including on the Web site.

b. Develop a formal orientation program.

(2) Educate UIC faculty by providing orientation and materials on copyright law as it pertains to course reserves and interlibrary loan.

a. Develop materials including on the Web site.

b. Develop a formal orientation program with campus partners.

(3) Partner with library colleagues to educate students by providing a mandatory class on lawful use of information resources.

(4) Create online copyright tutorial for Library users

(5) Explore temporary non-UIC remote access to Library databases for resource sharing purposes.

6.  Goal:  Assess and reorganize work space to allow more efficient workflow.

Thrust:  Reworking of staff work areas for the efficient use of resources:  digitization of old records, cleaning of physical spaces, and reorganization of office equipment will allow for efficient use of work space.
Actions:

(1) Digitize old billing and Voyager reports to eliminate paper files and create more space for equipment and departmental growth.

(2) Disperse items in the locked case to allow easier user access.
(3) Acquire resources and tools needed to make storage materials available more efficiently.
7. Goal:  Manage resources such as supplies, equipment, personnel, and funding, made available to the Department more efficiently and knowledgeably; support the Library’s efforts to draw in new resources.

Thrust:  Money – budgetary allocations: budgetary restraints ultimately affect customer service.  Evaluate current work flows to review and redistribute duties to compensate for staff shortages and make more effective and efficient use of human resources.
Actions:

(1) Employ better recycling practices.

(2) Use printing less and photocopying more.

Stretch Goals
1. Expand Library hours to 24/7 in some portion of the building to provide physical access to Library resources and services to support a residential campus.
2. Use software to combine UICCAT with the IMDB film database to provide more detailed search records for film titles  

3. Make Audiovisual Collection more physically accessible to users 

4. Provide more accessible storage for Library materials; eliminate off-site storage items for which electronic versions are available.  
5. Digitize collections wherever possible; scanning warehouse titles, public domain materials and appropriate items in Special Collections. 
Section 3:  Resources Plan for Achieving Strategic Goals
Resources Needed

Human

The Circulation Department provides quality in-person assistance and a variety of enhanced online services for users.  In recent years, the Department has expanded the range of new and existing services to include MyILL@UIC, the electronic course reserves program, and circulation of the film collection.  Though improved user access is the Department’s top priority, limited staff resources have delayed several other projects.  With fewer staff, all must focus more on maintaining day-to-day operations rather than exploring projects.
Since FY 2000-2001, the Circulation Department has lost 5? positions and absorbed the Architecture and Art and Math Library collections and the services they supported, all without additional staffing.  Staff have learned to do more with fewer colleagues to share this load.  This has created an environment in which staff struggle to keep pace with emergent technology and meet the changing needs of users.  To preserve the quality of service and achieve the goals identified in this plan, the Department needs additional staff, whether through new hires or through reallocation from elsewhere in the Library, or it needs to rethink what it now does and how.  
              Finally, inadequate financial resources greatly reduce staff opportunities for development through University and Library Association sponsored workshops, both of which require a fee for participation.  Most recently, the University discontinued the NETg Learning tutorials, a key educational tool for members of the Department.  Though staff continue to seek development opportunities through Library working groups and staff task forces, more specialized development is required to ensure that all members of the Department can access the resources needed to maintain quality user service and keep pace with an ever changing technological landscape.

Financial

    Since FY 2003-2004, the Department has absorbed services from the former A&A and Math Libraries and photocopy services without receiving the staff and student hours assigned to those responsibilities.  Additionally, current budget allocations limit the Department’s ability to acquire adequate computers, printers, scanners and photocopiers and to provide safe and ergonomic workstations for staff.  Most notably, staff are unable to digitize materials at the warehouse because there are no financial resources available to configure warehouse space for internet connections.  As a result, users can only access these materials in print format.   The inability to provide this service contradicts the University’s goal for a global campus and the Department’s goal of providing easy access to all Library resources.  
Physical/Capital


As circulation services evolve, flexible workspaces are required to keep pace with new technologies.  Several offices are small and designed for an outdated workflow.  Space planning indicates that the units need an overhaul to accommodate changing responsibilities of staff and new types of equipment.  This in addition to the deteriorating physical environment has forced staff to find creative solutions for furniture, shelving, directional signage, and securing library materials.  While some areas could use some general maintenance and fresh paint, other areas need a complete overhaul that includes carpeting, computer work stations, ergonomic office furniture, secured shelving, scanning stations and audiovisual spaces. 
Outdated equipment directly impacts the quality of service users receive from Circulation units and the quality of the work staff produce.  Prior to the computer upgrade in FY 04-05, many machines were unable to successfully run the Library’s operating system in conjunction with other basic software applications for word processing and spreadsheets.  Newer services such as MyILL and Electronic Reserve use applications that require up-to-date machines to operate successfully.  Though the standard replacement schedule for equipment such as computers, printers and photocopiers is three years, some computers and printers were five years or older prior to the last upgrade.  To maintain the quality of Circulation services, all machines that cannot run current applications should be removed from the work areas, and all machines should be replaced every three years.  

           Several years ago the Student Patrol service for the Library was terminated due to budgetary constraints.   Student Patrol would arrive at closing to provide a security presence and deal with patrons who did not want to leave at closing.   Due to Student Patrol service cuts, there is no security presence unless a problem is reported to the UIC Police.  As a result, the building manager on duty or department staff make rounds, secure the building and report problems with the building or public service points to Library Administration. There is no formal security or backup, and    layout of the building makes securing it at closing a difficult task.   The University Police are called to address severe conduct problems or incidents of theft.  Though the building manager and staff secure the building and report incidents, this in no way replaces the security presence provided by Student Patrol.  There are very few staff at closing time, and their safety and the safety of Library users remains a great concern. A routine security presence at in the building at closing is necessary for the protection of all staff and users.  

Other
Circulation services have a direct impact on the Library experience for users; therefore, it is important for the Department to keep pace with the technological advances available to today’s college students.  Many start their academic careers with substantial technological knowledge, while some have access to better equipment and software than the Library presently provides.  Consequently, when funds are not available for new equipment and technology, staff cannot develop services that further the Library’s relevance to users.  In some instances, substandard equipment and dated software are even obstacles to day-to-day operations, especially in the Interlibrary Loan and Reserve/Audiovisual units.  The continued success and advancement of the Department is contingent upon its ability to embrace and adapt to the ever-changing technology that drives the education process.  Though staff are willing to adjust traditional duties to meet these new challenges, limited technological resources make this a significant challenge.
Resource Procurement Strategy

Partner with providers such as Amazon.com for users who may opt to buy materials rather than borrow.

Utilize free software components to enhance the search option of the collection, e.g. 

Internet Movie Database (IMDB) for film searching, and “allmusic” for music searches.

Section 4:  Monitoring/Evaluation of Plan Implementation and Results

Implementation Timetable with Milestones

In Process
Performance Metrics and Results

In Process

1. Use of reserve services

Since the introduction of the e-reserves pilot in 2002, total reserve list submissions have increased 17%.  In FY 05-06, 39% of all lists were electronic reserve submissions. The electronic reserves program has been well received by faculty, and we project that reserve services have the potential to grow 5% per year over the next five years.   

	
	Traditional

Lists
	Electronic

Lists
	Total 

Lists
	Reserve List Growth
	% of lists

E-Reserves
	Growth rate                  of E-Reserves per year
	E-Reserves growth since fall ’02 pilot

	FY 00-01
	405
	0
	405
	0%
	0%
	0%
	-

	FY 01-02
	418
	0
	418
	3%
	0%
	0%
	-

	FY 02-03

e-reserve pilot
	412
	4
	416
	0%
	1%
	1%
	1%

	FY 03-04

e-reserve launch
	394
	93
	487
	14%
	19%
	18%
	18%

	FY 04-05
	350
	138
	488
	0%
	28%
	9%
	27%

	FY 05-06
	301
	198
	499
	2%
	39%
	12%
	38%


2. User Empowerment – Online Circulation Services
· My Account (Circulation Services) allows users to manage renewals, request library materials, and track the status of requested materials online

· My ILL (Inter-Library Loan) users can initiate ILL transactions, track all ILL requests and view requested articles online. 
· Electronic Reserve services provide faculty the option of posting course readings and managing course reserve pages online.   Library staff provide digitization and copyright assistance.

3. External Education/Distance Education

· Online Circulation Services are a valuable resource for External and Distance Education and the University of Illinois’ Global Campus Initiative.  The Circulation Department plans to work closely with External Education and Distance Education to bring Library Services to all users.   Outreach initiatives for electronic reserve have proved successful with the Jane Addams College of Social Work and The College of Nursing.   We will expand this outreach to other members of the University community.  
4. Audiovisual “Reading Rooms”

· Group audiovisual spaces in the Library are necessary to support the University’s teaching mission and realize the Circulation Department’s goal of providing easy access to all Library materials.  Audiovisual materials are often required for group assignments, and Library space is needed for users to research, study and review these materials in the Library.    
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