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Presentation overview

• Context
• Changing roles and skills for 4 main aspects: 

- Users
- Study environments
- Collections and content
- Help & support services

• Strategic issues 
• Management challenges & trends
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Context

• High value of ‘human capital’
- crucial to service success
- substantial % of budget

• Cost-effective use of human resources
• Relevant roles that match ‘business’ needs
• Highly motivated, loyal & happy staff
• Good recruitment & retention record
• Flexibility
• Excellent customer satisfaction
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Continuous development and review model

User expectations User satisfaction

Business strategy
Service design & delivery

Staff roles and skills

Match

Inform Achieve

Determine Implement

Successful
business

DemandIncrease
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4 key aspects of the LRC

Users
Study
environments

Collections
& content

Help
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The digital citizen user

• Anytime (24/7), anywhere  
• Easy immediacy
• Integration & Personalisation 
• Presentation
• Security & privacy 
• Consumer with entitlements
• Non-linear approach
• Texting, MySpace, YouTube, instant messaging, etc

The digital environment is already the norm

27% of UK adult population 
are creating digital content 
(Guardian survey, May 2006)



7

The user continuum

At home

At work

Teaching
room

Library
& LRC

On the
move

Digital environments
Communications

technology
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If user expectations are changing …..

and if digital is the norm …..

what difference does it make to 
our organisations, policies, services and 
business processes?

and to staff roles, skills and working arrangements?
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Understanding our users

• Going beyond satisfaction surveys

• Market research

• Customer relationship
management

• Data mining 
& statistical analysis

• Business intelligence
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Study environments
(Spaces for learning and research)

• Focus on how users want to study, not what they 
want to use or when

• Range & diversity of facilities

• Social inter-action
- working together
- noise, food and drink
- events 

• Synergy between different physical spaces and 
with e-spaces 
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Study environments
(Spaces for learning and research)

• Expertise in learning space design

• Management of diverse behaviours
and expectations

• Skills in using a wider range of
facilities eg laptops, media presentation

• Writing clear signage & instructions

• Constant clearing up, tidying, checking good working order! 
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Flexible and 
experimental 
spaces

Capturing 
classroom 
activity

Inter-active 
F2F sessions

Synergy between teaching and learning spaces
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Study environments
Spaces for learning and research

Synergy between
e-spaces & 
physical spaces 

Personal space
Social networking
Groups
Blogs
Classroom activity
Learning materials
News
Discussion forum
Help & support
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• Screen shot of Studynet portal
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One perspective on ‘blended learning’
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Collections & content
(A wealth of knowledge & information)

• Mainly digital - e-journals now 
+ rapid change to e-books and other digital sources over 
the next 5 years

• Free stuff

• Many formats eg web pages, blogs, wikis, email, learning 
objects, moving image

• Wider range of content eg personal, corporate, 
community information
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New approach to collections & content policy

Information Management challenges

• content in multiple ‘holding’ locations, no ownership, no 
local control  

• access & resilience (eg LOCKSS)
• metadata standards
• different supply chains (eg Serial Solutions)
• contract management
• monitor supplier performance
• residual print collections 
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Using collections & content 
not just providing them

• Creating the ‘Mash-up’
• Integrating with learning, teaching, research
• Customising and personalising

• Knowledge of content, ‘horizon scanning’, updating 
regimes

• Who?  Information Professional or user or partnerships or 
third parties?

(A ‘mash-up’ - uses content from more than one source to create a 
completely new service)
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3 Steps to help

1  Help yourself
StudyNet
Self-help guides
Self-service
Induction

2  Visit the helpdesk
or ring the helpline
Laptop clinic

3  Ask a specialist
Skills development programme
StudyNet
Appointments
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Help yourself

• Self-service for routine transactions
- lending services, printing, sales

• On-line support
- FAQs, self-help guides,feedback
forms

• Induction
- 5 minute ‘getting started’
- audio tours / podcast
- on-line workbook

What is good customer service? 
Doing everything for the user
Or helping the user to help themselves
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Integrated helpdesk

• Over 80% of enquiries are routine

• Team with focus on expertise in the facilities and services
• Not staffed by information or computing professionals

• Key staff skills – communications, inter-personal, 
customer care, practical IT skills

• In-house training

• Self-help guides for users
• ‘Owning’ the query
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Ask a Specialist

• Information professionals
– experts in content + understanding of e-delivery 
requirements

• Computing professionals
– experts in e-delivery + understanding of content 
requirements

• Build partnership with faculty
• Support specific user groups eg international
• i-skills development for student groups
• Develop on-line support materials / Web 2.0
• Enhance student learning experience
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i-skills

• Common inclusive framework
• Recognised standards for learning outcomes & levels
• Quality assurance strategy
• Non-linear learning patterns
• Delivery in bite-size chunks
• Student on-line self-learning
• Integration with academic programmes

Learning process for staff:
project management, systematic development, 
pedagogy, team work, effective on-line materials, 
usability testing, terminology
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i-Spy i-skills 
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Key organisational requirements

• Delivery of integrated high quality consistent services
• Focus on the customer / user experience
• Partnership with academic faculties
• 7 days a week
• Relevant skills and expertise
• Staff motivation, recruitment and retention
• Structure for strong line management, team working 

and good communications
• Cost-effectiveness
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7 days a week

Delivering consistency of service over 7 days a week

• Staff working Tuesday – Saturday,
Sunday – Thursday, evenings & weekends on rota

• Management support rota
• Security staffing only at night

• Challenge of thinking 7 days a week
• Internal communications
• Published service standards
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Focus on user support

Providing excellent user support with limited staffing 
resources

• Ensuring added value from staff input
• Routine transactions as self-service
• Integrated helpdesk & helpline
• Work with groups of students not individuals

• Reduce backroom tasks to minimum
• Outsourcing, simplification of business processes
• Working smarter
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Partnership with academic faculties

• Focus on information professionals working with specific 
constituencies of users

• Named individual for each faculty or university-wide 
theme

• Formal representation on committees
• Informal liaison

• Student skills development sessions in programmes
• Use of StudyNet on-line learning environment
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Organisational structure

Structuring a large diverse staff for coherence and 
effectiveness 

• Shared mission, strategic goals & priorities
• Teams for sense of place and ownership
• Central v distributed functions 
• Clear line management for individual staff
• Getting different specialists to work together; eg project 

teams
• Strong management roles
• Generic job titles
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Motivation, recruitment & retention

Ensuring we get the right staff and help them get job 
satisfaction

• Clear definition of role, skills & competencies & prior 
experience

• Initial in-house training 
• Benchmarked progression routes
• Staff appraisal
• External accreditation eg Investors in People, ITIL
• Clarity of individual contribution to overall success
• Opportunities to contribute ideas and innovations
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Staff development

• Investment – money and time
• Linked to business objectives
• Support for staff self-learning
• Opportunities to use new skills in own job
• Share learning and good practice
• Measure the return on investment
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Cost-effectiveness

Making best use of limited staffing resources

• Doing more with less
• Getting the level of expertise right for the job 
• Focus on using staff time for added value
• Constant review as vacancies arise
• Clear priorities
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Staff roles and skills 1

• Information / content management (digital)

• Customer relationship management & market research
• Marketing & PR skills
• Customer service / Self-service / Helpdesk support

• Learning spaces management (physical & e-spaces)

• Collaboration, partnership, team-working skills
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Staff roles and skills 2

• Technological skills (every role is an e-role)
• Presentation skills
• Legal issues, rights management
• Negotiation skills
• Financial management
• Contract and supplier management
• Flexibility and initiative
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Management challenges

• Vision
• Understanding the trends
• Strategic planning
• Making the business case

• Changing organisational structures and working patterns
• Revising policies, values, KPIs and critical success factors
• Business process re-engineering
• Building partnerships and alliances
• New financial models

• Putting users first
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Trends

• Upskilling
• Focus on people, not technology
• Focus on activities and services, not place
• Business-like
• More alignment with roles in other types of organisation
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And finally

• Effective human resources strategies
benefit the staff and the organisation

• Recognise and celebrate success
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