Betwixt and Between: Being an Information Services Supervisor in HE Today

Feedback from questions debated in breakout sessions.

Group 1: Rachel D'Arcy-Brown, City University
Q1. How important is it for students to come into the library building?

· Depends on the student & on their needs.

· Depends on access to other physical resources
· Valuable space to work together with others in close proximity to resources
Q2. Future Perfect- what will the library look like to a student of 2012?

· Student population will further diversify
· More designated "zoned" learning space will be created
· Will be less print access and more e-access to journals
Q3. It should be a crime to throw away a book?

· Determining the relevance of the item is vital

· It is important to ensure that where alternative formats are to be used that they are fully viable.
· If motive is transparent
Group 2: Sue Bryson, University of Derby
Q4. In the age of e-resources, what do students use he library for?
· social networking

· group study (key hours of use are 11:30  - 14:30)
· books & help

Q5. Students are grown-ups – why do we spoon feed them?
· Don't think we really do. We are a customer service

· It is marketing: do a good job it feeds back & the message is spread and  ultimately it should  lead to improved recruitment etc
· We provide a service which includes training students to find out for themselves – continuity of service.
Q6. Is there a need for staff after RFID
· YES
· Roaming help is a popular initiative that is staff intensive. RFID should enable more staff to participate.
· Staff need to get out from behind the counter

· The library would be a cold place without staff

· Users need a person to talk to 

Group 3: Ant Groves, University of Sussex

Q7. To Google or not to Google? Traditional library indexes and databases versus Google, Google Books / Maps / Scholar / Images. What are the implications for the library enquiry service?

· Training in proper use of Google is a good idea if students are likely to use it anyway.
· We need to refine, update and make our alternatives more attractive to the user.
· Consider using Google as entry point to our own databases etc

Q8. Whose Library is it?

· students
· staff, also library staff regarding it as their library will take more pride in their job)
· anyone who's paying

Q9. Convergence – libraries should not stand alone?

· Good for students
· Hard for staff

· Managers should remain separate as different skill base needed.
Group 4: Jenny Hardingham, Anglia Ruskin

Q10. What's your most frequently asked question at the enquiry desk and how do you answer it? What's the role of the enquiries desk, what level of staff?
· Basic directional queries: where is..?

· Questions & complaints about charges / fines

· Use of equipment
Q11. Are libraries getting rid of too much print and should hard copies remain?

· Getting rid of books frees up space which is extremely important.
· Computers can break down so print copies are necessary.
· Digital provision allows multiple access, anywhere.
Q12. Are fines the answer?

· Need some kind of penalty to manage circulation & ensure items are returned.
· Balance is difficult between high enough fine to be effective but not so high it will put users off the library.
· Fines rules – libraries vary in level of fines before blocking records, black-marking etc.
Group 5: Florence Achen-Owor, University of East London
Q13. Library layout...communal areas, coffee shop style environment. Is a quiet library a thing of the past? How do you control noise levels, mobiles, food etc?
· Changing environments are increasingly the norm. Zoning different areas for different purposes is a useful alternative

· Monitoring & supervising zones thereafter is vital
· Roving support: helps with the monitoring
Q14. There is no future for Library Management Systems?
· Systems need to be better developed to accommodate different needs

· Better integration with other packages etc.
· Better support needed from providers

Q15. Where do library services stop? Careers? IT? Student Support?
· One-stop shops for everything better meets students needs
· Need to embrace new services

· Future proofing – protecting our career.
Group 6: Helen Stephen, Goldsmiths
Q16. Special Collections and museums have no place in a library?
· Special Collections require similar skills to the rest of the library

· Museums not so appropriate: space requirements may mean better situated elsewhere.
· SC contribute to the identity & prestige of the library & surrounding environment.
Q17. Are we preparing students for real life?

· Tend to baby the students: do things for them rather than get teach them how to do it.

· We are better with the provision of information skills

· Information Services training needs to be incorporated into courses. Library induction should be compulsory
· Need to adapt to changes in the ways student study in universities: different for vocational studies than theoretical studies.
Q18. What skills do you need to do your job?

· Sense of humour
· Diplomacy
· Communication skills
· Patience

· Flexibility
Group 7: Annette Moore, University of Sussex

Q19. Is web 2.0 just a fad?

· Web 2.0 is an underlying technology & definitely not a fad: will probably continue to evolve
· It is of selective use within institutions
· Very socially orientated, so of particular interest to students
· Culture change for all which needs to be embraced & understood.
· There were real concerns about regulation & control in an environment with an ethos of unrestricted freedom of access.
Q20. The real world doesn't make allowances for dyslexia – should we?

· YES, we have a legal (DDA) & a moral obligation

· Part of general customer service to meet all users’ needs

· Need to consider best form of communication to meet needs of this sort; suffers do not always want to disclose so we have to convey our message without knowing the audience.
Q21. Restructuring – a positive initiative?

· Very necessary to evolve services in a changing environment.
· Change management is essential: supporting staff.
· Must be well managed: inclusive training with consultation

· Using outside consultants: a bit of cop out?!

Group 8: Kathy Wilmot, LSE

Q22. Does web 2.0 have a place in the library?

· Yes: for both staff & students

· Better two way communication: social integration vs. information
· Needs to be carefully handled: e.g. users need to know that Wikipedia is a potential liability!

Q23. Are students trying to pull a fast one? Are we too kind or too cynical?

· Expectations have changed & students do have a lazier attitude. Expectations are greater in proportion with increased tuition fees. 
· Enforcing rules is hard, maybe we shouldn't do so. IT is a place of social interaction.
· Maybe we are too cynical: users are increasingly used to easy and quick access to information.
· Staff do actually like being kind to students!

Q24. What exactly is an information service? So then, what's a learning resource?

· IS is more of a proactive service for giving information
· Learning resources are about individual access to information.
· Learning Resources & Information Services are not really separate
Group 9: Heather Bain, Robert Gordon

Q25. Academics are the professionals! Do they need special treatment?

· We are all professionals & all our customers deserve special treatment at times.
· This is a moot line and it is necessary to draw a fine line. Try to accommodate academics without detriment to other users
· Good communication is important, and if you are going to make exceptions & offer special treatment it is essential you be open & publicise what you are doing & why.
Q26. Is it time to do away with Inter Library Loans?

· Geography matter! Easier for more central libraries. The more remote the university the greater the need.

· Distance learners find service vital

· Subjects matter! High demand is a good collection management indicator.
· Service has definitely reduced

Q27. The book's in the bookshop- why can't we just buy it and give it to you?

· Should be flexible & sometimes it may be a good idea, but can impact on suppliers’ discounts and consortium arrangements.
· Difficult to determine: can be seen as special treatment, maybe be easier to manage in some libraries than others. 
· Students replacing lost stock: could get the item back to the shelf quicker so should not just be discounted as an idea.

Group 10: Yvette Dickerson, SOAS
Q28. Is Web 2.0 just a fad?
· Agreed with the response to Q19 & Q22.

· Technology is here to stay: libraries need to engage with the demand.

· Our IT resources need to be more interactive

Q29. What is a Senior Library Assistant / Information Services Supervisor? What's your role, variations of roles, how much contact & involvement with students & staff?

· Jack / Jill of all trades

· Multi-Taskers – the job is constantly evolving.

· Conflict resolution is a key component.

· Need to be better prepared to embrace change and to encourage the staff we manage to do likewise.
Q30. The copy centre should be a business not a charity
· IT should provide better support , including out of office hours.

· Training for staff on using the equipment, especially for those working out of normal hours.

· Facility should converge more with the Library to provide better help for special needs

