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Reduction in print loans



From print to electronic

---- ebook ---- print
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Technology
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Online





Client Survey 2015 

•70% prefer help via email, chat, phone
•27% would like a librarian come to them

•52% use a library building for study/research 
•23% to access resources
•3% to speak to a librarian



Processes and workflows reviewed and streamlined

http://www.google.com.au/url?url=http://blogs.cwsl.edu/blog/library/2011/12/01/library-fines-printing-fees-how-to-get-control-of-them/&rct=j&frm=1&q=&esrc=s&sa=U&ved=0ahUKEwis37SawJLMAhWEKJQKHdo0D3QQwW4IIDAF&usg=AFQjCNFzjKh3LdOFpYLNz4cqrP3JgCjT3g
http://www.google.com.au/url?url=http://blogs.cwsl.edu/blog/library/2011/12/01/library-fines-printing-fees-how-to-get-control-of-them/&rct=j&frm=1&q=&esrc=s&sa=U&ved=0ahUKEwis37SawJLMAhWEKJQKHdo0D3QQwW4IIDAF&usg=AFQjCNFzjKh3LdOFpYLNz4cqrP3JgCjT3g


From Service Desks to Service Points

Phone queue



Pop Ups



New virtual reference service





•Enquiry Services Working Group 
•Managing & rostering 

•Ask the Library subgroup
•Training and documentation

•Skills Matrix 

All teams delivering Ask the Library



Branding



Communication & marketing
• School Boards
• Targeted communications
• Staff & student announcements
• Staff & student portals
• Student engagement groups
• University student association
• Facebook: library, campus
• Student enewsletters
• Library home page
• Subject guides
• Posters
• Digital signage
• All student PCs
• Self check kiosks
• Word of mouth



Feedback mechanisms



Feedback



I liked the service it was goodLoving the new opening times! Very convenient!
I think it is awesome to open the library at 10am every Sunday and Saturday 

It's awesome that the library is open 24/7 Super staff



Capturing more feedback than ever 
before: Chat: we received more 
feedback in the first 1 ½ months 
compared to the previous year

Statistics comprehensively 
collected for all enquiries all 
campuses & in one location

Statistics and reports



Managing change



What’s next?
CONTINUOUS SERVICE IMPROVEMENT
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