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Roles and Identity:

Staff Development at Uppsala University Library

The University
Library’s
mandate is the
same

Why staff
development is
important

Not going to
talk about

My work

Staff
Development

Programmes
2005

Sue Dodd
Uppsala University Library, Sweden

Uppsala University was founded 1477. The Library was established 1 %2
centuries later in 1620 and has been serving the university professors,
researchers, teachers and students ever since. Its mandate has remained
unchanged but not the way we work.

I myself qualified as a librarian in 1983 when we still used catalogue cards
and typewriters. Personal computers arrived in Sweden in 1985 and Internet
became accessible in the mid 1990s with the browser Mosaic. There have
been many changes in the way we work and the rate of change is not
slowing down. This is why we need constant staff development as part of
our survival kit - as individuals and as university libraries.

What I am not going to talk about is skills training such as specific courses
to learn to use new software, MARC cataloguing or inter-library loan
routines. People will attend or arrange such courses whenever a new need
arises. Other people are responsible for that kind of training. My library, the
Uppsala University Library is a decentralised library with substantial
cultural heritage collections (e.g. 3 2 kilometres of shelves containing
manuscripts and music) and 15 subject libraries. In addition we have certain
centralised functions such as computer and photographic services, digital
publication, human resources and finance. It is the bosses of these sections
who make sure that the necessary skills exist within their work groups. My
job as co-ordinator of staff development is to plan, carry out and evaluate
more general needs among the staff.

When 1 started working at the University Library in 2004 I was asked to
organise some training for the Library’s managers and to think about the
problems connected to the imminent generational change. Within 10 years,
92 of our present staff of 199 will have retired. This is nearly half of our
staff and nearly all of the bosses. The figure for a 10-year period should be
around 25% not 50%.

I decided to work with extensive courses and planned three big programmes
to span the whole of 2005: a Managers’ Programme, a Leadership
Programme and a Senior Programme. There were 28 people on the first two
courses and 15 on the last. I do not have time to go into detail here about
these programmes (but there is a report available if you would like to read
more about them) but I do intend to say something about the participants.
Participation in the Managers’ Programme was compulsory whereas
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Identity and
Individual
Roles

participation in the second programme was voluntary and open for anybody
wishing to learn more about leadership. The third one was open for anyone
over the age of 60. My idea with the Senior Programme was to tap into the
knowledge of older staff that the younger staff lack, in order to be able to
identify and avoid potential problems when the seniors retire.

I started both the Managers’ and the Leadership Programmes with separate
2-day sessions at different conference centres in January. Then the groups
met separately one morning a month for the rest of the year. These meetings
usually began with a 1 2 hour lecture followed by a group discussion trying
to establish the relevance of the subject of the lecture to our own working
situation at Uppsala University Library. The Senior Programme met
monthly for three hours on a Friday morning at a coffee house in Uppsala.

All three programmes were successful and appreciated but I learnt some
important lessons from them that have influenced the way I think about staff
development. Firstly, as a result of a major organisational change in 1999,
different groups were pulling in different directions. Secondly I learnt that
there is misunderstanding between generations that causes problems. And
finally from the Seniors I learnt that tacit knowledge is very difficult to
identify.

These lessons can be reconstructed into mission statements for the thrust of
my continuing work with staff development.

I have called this lecture Roles and Identity because this is what I think we
need to concentrate on. If you have an up-to-date professional identity as a
librarian, if your Library has a well-defined identity and mission and if you
are happy with your role in the organisation - then you will do a good job.
You will not need detailed instructions when a new situation arises in your
work. It will be obvious to you how to react appropriately. There are a lot
of “ifs” here but I believe they represent very concrete requirements for a
successful academic library.

1. library management must be clear about the Library’s identity and

mission

2. individual librarians need to have a strong, appropriate professional
identity

3. every member of staff must be comfortable with his/her role in the
organisation

So what do I mean by identity and roles? Well that first lesson I learnt - that
different groups were pulling in different directions - this is a question of
identity. It is not personal or professional identity but the Library’s identity.
In my view the problem is due to a lack of clarity about the Library’s
mission and each individual’s place within the bigger picture.

In 1999 Uppsala University Library went from being a centralised library,
consisting of a main library and branch libraries, to being a decentralised
confederation of libraries. All major changes like this affect the staff and
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their working situation. After a few years the intended positive effects were
in place but there were also unforeseen negative effects. Most important of
these was that individual staff members were identifying strongly with their
specialised library (Geology, Medical, Legal Archaeology and so on) rather
than seeing it as one part of the University Library. There was even (and
still is) some competitiveness and jealousy between the groups of libraries.
This is unfortunate because the major strength of a big university library
with a long history and a wide range of subjects is just that — the sum of all
its parts.

I am taking Uppsala as an example, but I am sure that similar situations
occur in all libraries because of changes in society, technology and methods
of using information for study or research.

The leadership or management team have a vital, central role to identify and
describe the Library’s mission in a way that is clear to users and staff alike.
If this is unclear then the organisation might well find itself functioning less
than efficiently or even in competition with itself.

The misunderstanding between generations is, I believe, a question of
professional identity. There is bound to be misunderstanding between
generations, but I am interested here only in trying to reduce the
misunderstandings in the Library setting. Much of the problem has to do
with identity, the identity we have as librarians and as staff in a particular
library. We know from stereotypes and fiction how librarians are portrayed,
often as quiet, orderly perfectionists. Some of us are maybe just that. I
know many of my colleagues are academics who chose librarianship as an
alternative to teaching. Thirty years, twenty years, even ten years ago we
did not teach. Now we teach, we communicate, we market our libraries, we
chat on various digital platforms, we type e-mails quickly without worrying
too much about how we spell or punctuate. Young librarians learn this from
the start. The rest of us have adapted as we have gone along. And we all do
adapt, but what we do not always do is to acknowledge the change of focus
and accept it as a new identity that we can be proud of. We are mediators of
information to information users who need our skills, and for that we have
to be good communicators. Perfectionism is an essential quality for good
cataloguers, but not for teachers. The one outstanding factor, over and
above librarianship, that the heads of academic and special libraries seek —
at least in Sweden - when recruiting new staff is good people skills.

We cannot change our personalities but we can learn to see and accept that
times have changed. Skills surrounding bibliographic control are no longer
the most important professional skills for most librarians. On the other
hand, we older librarians have a deep knowledge of the intricacies of
bibliographic catalogues that gives us a head start on understanding the
vagaries of computerised databases. It is a transferable skill that is useful in
meeting the needs of our ICT-dependent users. We can liken our users to
car drivers. They may know how to drive and where they want to go, but
when things go wrong they need a mechanic to identify the problem and
suggest a solution. This is an important aspect our “new” professional

-10-
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identity. My experience is that the younger generation of librarians has a
high regard for their older colleagues in this respect. The problem lies more
with those of us who have not re-adjusted our view of the once so important
skills of cataloguing, classifying and indexing.

I also see another more general cause for misunderstandings between
generations. With the move away from a strictly hierarchical organisation to
a more organic one both within the Library and within the Swedish society,
there is friction between the younger and the older members of staff. The
change has been gradual but the differences are dramatic. The younger staff
(under 40 years of age) have been brought up in families where both parents
have been in paid employment and they learnt very early on in life in pre-
school to work, play, plan and tidy up together. Later in school they did a
lot of group work. They are used to making group decisions and taking
responsibility for their own actions. To a large extent this group is active not
only in their own site library but also in cross-group activities such as
library instruction and managing electronic resources. This has caused some
tension between them and their bosses who are used to line control and
whose primary interest is the site library.

There are many roles and functions in a library. An individual librarian can
have different roles, roles which vary over time and place or even exist side
by side. What is important is that the role allotted to a group or an
individual should be positioned clearly within the framework of the overall
mission of the library. For instance if one of the missions of the Library is
to help researchers identify useful information, then this should be reflected
also at the individual staff member level. It involves the librarian at the
information desk, or in a teaching situation, being aware of sources not just
within the Library’s collections but in many other places including certain
freely available Internet sites or “on-line communities”. This is a relatively
new role for university librarians and unfortunately many feel insecure in
dealing with this tidal flow of often unstructured information.

My third lesson was that tapping into the tacit knowledge of the Seniors in
order to make it voluble and visible was no easy task. By gathering a group
together once a month, I hoped to find out what exactly they knew that was
important to retain within the Library after they have left. This proved to be
very difficult. 1 tried to elicit this information by various methods of
mirroring, questioning and documenting. However the only constructive
conclusion I came to was that the competences that we need to preserve
are primarily concerned with our cultural heritage collections. The
language skills of the older members of staff — particularly Latin, Greek,
German and French — are useful throughout the Library but they are
particularly valuable when working with our large collections of older
manuscripts and early printed works. So now we take this into consideration
when we recruit new staff.

The average age of the staff members in the Cultural Heritage Department

of our Library is high. Half will have retired within six years. There is not
enough funding for new staff to overlap so their unique knowledge about

-11-
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our older collections and collections of manuscripts, pictures and maps will
be lost if no measures are taken to ensure that they are preserved. This is an
interesting task for staff development — to capture tacit knowledge and
encapsulate it for staff development when the next generation takes over.

You may well ask what all this has to do with staff development. Staff
development is all about aligning behaviour patterns with organisational
goals. There may be a clear need for a change in work patterns because of
extraneous factors — such as new software. Sometimes however the shift is
so gradual that it may take a while before it becomes obvious that
circumstances have changed and work patterns have not. In either case
something must be done. Sometimes this is easy, sometimes not. When
there is resistance there is probably a need for some kind of staft
development. Our staff in Sweden, like the staff in all university libraries,
is very well educated; they have often a lot of experience and do not take
kindly to being told to change. They are used to a lot of independent
decision making and will happily change course if they are convinced that
the new direction is sensible. On the other hand you can expect a great deal
of resistance if the opposite is true.

So far I have talked at length about identity and roles, but how do you
change them? I think the answer to this is communication, communication
and more communication. It can be written or spoken, direct or recorded,
formal or informal. The way I have been working with staff development in
2006 is very different from 2005. I do not mean that it is better or worse, it
is just different. Last year there was a great deal of communication in the
group of managers and the participants of the Leadership Programme
during the morning sessions once a month. This year I have very few
courses but have increased other activities.

Part of my job at Uppsala University Library is to publish a staff newsletter
electronically every month. Initially this does not appear to be staff
development, but it is one of my most powerful tools. I only write about
10% of the newsletter, but I welcome articles from all parts of the Library
and encourage groups that are doing interesting things to write about them. |
have started a series called “Relay-Reports” where a staff member visits a
part of the Library that interests them and writes a journalistic report about
it with photos. They leave the “relay baton” there for the staff to carry on
the series with an article on another section. This way I am working with
the identity of the Library — not small parts of it, but a sense of belonging to
a large, internationally important university library. For the same reason |
started Breakfast Meetings where a workgroup invites anybody who is
interested to visit them for an hour one morning and learn about that part of
the Library. The newsletter is also a forum for new ideas and, for example,
one debate it carried resulted in management investing in software for a
digital platform for helping users.

In August, just before the start of term, I organised a Library Day for all the

staff for the second year running. This is certainly not a revolutionary idea,
but in Uppsala the entire staff had not been brought together since the re-

-12-
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organisation in 1999. Both years there has been a theme and outside
speakers.

Before becoming a librarian in the early 80s, I was a teacher of English as a
Foreign Language and now I have started teaching a little English again for
librarians, with short courses called “Library English”. 1 have had six
courses this year for small groups. I have built up a list of nearly 600 terms
which each participant receives with glee. But we do not just work with
words for describing computer screens, issuing machines and shelving
arrangements, we also spend a lot of the time talking — in English and not
Swedish - about various situations that arise with foreign researchers and
students. Many of these situations are the same in Swedish so there is much
discussion about different approaches to dealing with users and providing
good services. The participants are delighted to find other people who have
similar problems and discover how they deal with them.

It is, of course, not only me who initiates staff development activities. The
group that works with library instruction has been very active this year in
organising workshops and seminars around the “Bologna Process”. This is
a European initiative to standardise higher education in Europe, so that it
will be easier to understand other countries’ qualifications and for European
scholars to move between countries. This is an excellent forum for defining
the role of the academic library in its university setting and for us to talk
among ourselves about what we should be doing and why.

Yet another group has started a “Journals Club” which meets twice a term
and discusses two scholarly articles each time on a topic that is relevant to
our work, such as evidence-based librarianship and federated search
engines. The aim is to keep abreast of professional research and
development in the library field. Also at the same time, by using scholarly
texts from our databases and journals, we hone our professional skills by
critically appraising our sources. One important spin-off effect of this
activity, like other activities that that bring people together from different
parts of the Library, is that it helps to improve understanding between the
various groups. It highlights the similarities as well as the differences
between the way staff work, for example between the humanities and the
sciences.

Several of our libraries offer a service called “Book a Librarian” which
provides an excellent opportunity for librarians to understand their users
more thoroughly. The sessions are usually 45 minutes long and, in the case
of faculty, a librarian will often go to their office in order to help them in
their everyday setting. The librarian learns about the faculty member’s
specific research and interests and can advise them about sources and
services that might be useful to them.

We have also had discussion sessions with experts about meeting disabled
users (such as students with reading or mobility problems) about how these
disabilities are not always immediately obvious and sometimes are sensitive
issues for the person requesting help. “Library anxiety” is a phrase that has

-13-
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received considerable attention in recent years. It is by no means confined
to people with physical or neurological difficulties. I know from my
teaching experience with students of Library and Information Science, that
even a few of them had been reduced to tears by insensitive librarians. It is
not only the imposing buildings that can scare young students.

This term there has been great interest in group sessions run by a
psychologist on how to cope with difficult situations. I was surprised by the
extent of this apparent need - eighty people attended these sessions in
groups of ten. One group was reserved for managers and another for trade
union representatives, while the other groups were mixed.

We use coaching and are trying to encourage in-house job rotation. All
these activities help to define roles and identity.

Another part of my job description is to market the Library, particularly to
the wuniversity departments. This is definitely not traditional staff
development, and certainly has no direct connection, but it has led to several
changes that have indirectly affected our work on redefining roles and
identity. For example when Professor Itoh and his colleagues (Ms Fumiyo
Ozaki, Mr Hideto Morotomi and Mr Daisuke Ueda) first contacted Uppsala
University Library there was no good general information about the Library
on our website! There was a lot of information about the various specialist
libraries but nothing short and clear about the Library as a whole. I had to
send a link to a very boring webpage full of nothing but blue underlined
links. Now we have a page About the Library. It was not easy to get the
different parts of the Library to agree to the text and the process took many
weeks. However this is, for the present, the official description of our
Library — it defines us.

Next year I will continue with role and identity work but I am also planning
a general course which will probably be called simply “Uppsala University
Library 2007”. This is a response to a request from staff who did not fit into
any of the programmes in 2004. I will probably use the same format, one
morning a month with a lecture followed by a coffee break and then
discussion. The explicit aim of the course will be professional development
and the topics taken up will probably include: e-resources, cultural heritage
collections, a doctoral student’s situation, services to digital users and so on.
However, the chance for the participants to learn more about the University
Library as a whole and to meet colleagues from different sections will be an
underlying benefit for both the participants and the Library.

I hope I have been able to explain to you what we are doing in Uppsala and
why staff development is an important tool for management in their work
for change and for individual staff members in their continuous professional
development. By working with the identity and roles of the Library and its
staff, I am trying to ensure that our staff is self-propelling along a clearly
marked course and will be able to navigate round any problems they may
meet on their way.

-14-
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Staff Development in University Libraries in Australia

Liz Walkley Hall
Flinders University Library, Australia

Summary

This paper offers an overview of staff development in university libraries in Australia. Some
background to staff development in the Australian context is given, including factors that
have influenced staff development programs in recent years and trends for the future.

There are three main sections to this paper: the first offers an overview of staff development
at the national level; the second section explores state-based staff development programs with
three case studies; and the third concentrates on staff development at Flinders University
Library. At all stages the emphasis will be on professional library staff, although the complete
staff development program at Flinders University Library, which takes all staff (clerical,
paraprofessional and professional) into account, will be described.

Background

There have been several studies charting staff development activity in Australian university
libraries, often also including the State Libraries, National Library and research libraries
(Trask 1983, Gray 1986, Bridgland 1997, Smith 2001, Smith 2006).

The most recent (Smith 2006) found that the majority of such libraries had a formal
continuing professional development policy, offered a variety of activities — from training in
specific skills to broader professional development programs — and had shown an increase in
staff development activities over a five-year reporting period.

However, several factors have added to the importance of staff development in university
libraries in Australia in recent years. These include:

e The dramatic increase in electronic publishing and the changes in required staff skills
and knowledge;

e The increasing involvement of university library staff in teaching information literacy
and the requirements for skill development for those library staff taking on these
responsibilities;

e The impact of quality assurance initiatives (the Australian Universities Quality
Agency and Council of Australian University Librarians best practice initiatives);

e The impending or actual retirement of staff, especially senior staff, and the need to
undertake succession planning and development for leadership capabilities;

e The development of statutory compliance requirements, in particular Occupational
Health and Safety and Equity and Opportunity.

(Smith 2006)
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Libraries worldwide have faced significant changes in the last two decades, and will continue
to do so as the pace of technological change continues to accelerate. The situation in
Australia has been no different. In the university environment, there has also been a dramatic
shift in educational formats and opportunities, as evidenced by the move to online education
and partnerships with overseas institutions. This presents challenges for the library workforce
that need to be addressed by staff development and training.

At the same time, libraries are also facing the challenge of an ageing workforce and, in
Australia, one that will see many retirements in the next 10 years. This has significant
impacts for senior level positions, as most senior managers and supervisors in libraries are
over 50 (McCarthy 2005). This clearly has implications for staff development, in succession
planning for leadership and management capability.

(Median age for this occupation = 48 years)

45 - w04
40 -
35 -
5 30 A
25 -
20 -
15 -
10 -

235 838

15-19 20-24 25-34 B-4 45-54 55 and over

M Librarians = All Occupations

Source: ABS Labour Force Survey, Australia - average 2005

Another serious impact on staff development in Australian university libraries is the “tyranny
of distance”: the remoteness of our geography, not only from the rest of the world but from
each other. For example, the road distance between Adelaide and Sydney is 1427km. The
map below also gives an indication of the size of Australia in relation to Japan.

Australia’s size compared to Japan
Source: Geoscience Australia 2006

This necessitates staff development programs to be based within the institution for

geographic reasons, with collaboration only occurring with other institutions in reasonable
proximity. It can also mean — especially for universities not located in one of the larger cities
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on the east coast — that libraries need to look within their existing workforce to develop staff,
as it can be more difficult for them to attract staff away from other institutions to fill
vacancies (Smith 2006).

Staff development in university libraries at the national level

Three organisations serve university library staff development at national level, although this
is by no means their only responsibility. The Australian Library and Information Association
(ALTA) and the Australian Vice-Chancellors’ Committee (AVCC) both offer
staff/professional development programs, although neither are specific to university libraries.
The Council for Australian University Librarians (CAUL) is the only organisation that offers
targeted staff development to university libraries, albeit on a very limited basis.

Australian Library and Information Association (ALIA)

ALIA is the professional organisation for the Australian library and information services
sector. It acknowledges that training and development are integral “to ensure the high
standard of personnel engaged in information provision” and, as stated in its Professional
Development Statement, “library and information professionals have a responsibility to
commit to professional development and career-long learning” (ALIA 2005).

The Association offers numerous professional development opportunities, including:

e providing mechanisms which enable members to plan and undertake learning and
other development activities;

o offering a mentoring program to assist members in their ongoing professional
development;

e organising partnerships with other professional and training organisations to make
available learning activities and opportunities in library and information management
and other disciplinary studies;

o formally recognising members who participate in ALIA's professional development
certification scheme;

o facilitating forums where knowledge can be created, shared and disseminated to
enable members to better understand the dynamic environment in which they, as
library and information professionals, and their clients operate.

(ALIA 2005)

ALIA’s Professional Development (PD) Scheme is open to all Associate (qualified librarians)
and Library Technician members. This has been designed to broaden knowledge and skills
and to develop personal qualities to enhance career-long professional performance. It is a
structured approach which requires a formal commitment.

Professional development could take the form of any or all of the following:

e Formal education and training

e Informal learning activities

e Conferences and meetings

e Workplace learning
Participants must record and assess their PD in a portfolio. Points are awarded for each
activity, based on a sliding scale per hour. At the top of the scale formal education (tertiary)
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earns 30 points per semester, while workplace learning earns 2 points per hour. Participants
who accumulate a minimum of thirty points in their first year of the scheme are eligible to
use the additional Certified Practitioner post-nominal (CP). After three years’ involvement,
participants can apply for a Certified Practitioner certificate. This can, in time, lead to
Associate Fellow status (the highest level of membership of the Association).

Australian Vice-Chancellors’ Committee (AVCC)

The AVCC provides many services to Australian universities, including promotion,
consortial agreements and policy submissions. It also provides a Staff Development and
Training Program for university staff. It is not specific to librarians or library staff, but is for
all general staff. (Librarians are classified as ‘general’, i.e. non-academic, staff in Australian
universities.)

The 2006 AVCC staff development program has included:
e Leadership Program for Middle Managers: a two day workshop and three day course
(five day residential program) targeted at general staff at Level 8 classification and
above (in the library context, this would be section supervisors, branch managers etc).

e Change Workshop: a two day non-residential program targeted at general staff at
middle management level.

e Library conference: a two day non-residential program targeted at library staff at
Deputy/Associate level and middle manager level likely to move into more senior
roles in the future. It provides a forum for considering issues affecting the higher
education sector and the provision and delivery of library services.

The above examples show the diversity of courses offered by the AVCC, although the focus
is generally on management/leadership and the target audience middle to upper level
managers. There is also some variety in the delivery its program, from workshops and
residential programs to courses and non-residential options. While there is a specific
conference for library staff members, this is the only targeted option from a large number of
other courses available.

Council of Australian University Librarians (CAUL)

CAUL comprises the library directors whose parent institutions are full members of the
Australian Vice-Chancellors’ Committee. It “ensures a common voice and representation for
all university libraries, provide a forum for discussion, and promote common interests”
(CAUL 2005), but does not actively provide a staff development program.

However, the library conference held by the AVCC (mentioned above) is conducted in
conjunction with CAUL, and feedback to CAUL from the 2004 program indicated that
attendees found it very beneficial.

Within the structure of its biannual meetings, CAUL is able to focus on issues pertinent to the
sector by conducting mini-seminars for its members. These are held over a half-day, and
consist of a number of sessions on “hot topics” presented by different CAUL members
themselves, and also provide time for discussion. Recent seminars have included:

e The implication for users and staff of implementation of new technologies
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e The valuation of library collections
e The implications of the changes in learning and teaching for library collections and
services

e (Quality processes and outcomes.
(CAUL Report 2003-2004)

These seminars are only provided for the CAUL delegates; that is, they are not offered to
anyone outside these representatives, making for an elite audience. The advantage of this is
that the participants have the opportunity to discuss the topic in more depth with their peers.
Of course, the disadvantage is that those outside this elite group cannot participate.

All of these national schemes perform an important function in bringing together library staff
from across Australia. However, they do have their limitations, whether it be that they are
generic (eg AVCC) or for a specific audience only (eg CAUL). To find staff development
schemes which suit the needs of university libraries in particular, we must look at state-based
schemes.

Staff development in university libraries at the state level

Due to Australia’s small population relative to its size, organising staff development for
university libraries at the national level is not particularly feasible. It is far more practical to
do this at the state level, where distances that participants will need to travel to attend events
is not as great, both in terms of time and expense.

Each state in Australia has some sort of collaborative agreement between its university
libraries, and this includes collaboration in staff development programs. This could be a
formal agreement such as the creation of a company to run the collaborative arrangement, or
a memorandum of understanding between universities. Less formal arrangements are
sometimes negotiated, where university libraries agree to work together on nominated events
rather than their entire staff development plans. This paper will examine three case studies
rather than an in-depth analysis of all programs offered.

Case study 1: Cooperative Action by Victorian Academic Libraries (CAVAL)

CAVAL is an example of a formal agreement between university libraries. It is governed by a
board of directors who operate under the Companies Act, and operates as a Registered
Training Organisation which recognises that it meets national standards. CAVAL is owned
by 10 universities, all of whom are located in Victoria with one exception (the University of
New South Wales), and is located at the Research and Development Park of La Trobe
University, Victoria.
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Victoria, Australia

CAVAL maintains a Staff Development Librarians’ Committee, comprising of the senior
staff that hold the position of Staff Development Librarian within their institution’s library,
who advise CAVAL on the training and development requirements for their libraries.

In 2005, CAVAL offered 54 courses attended by over 1000 participants (CAVAL 2005). The
majority of courses are held in Victoria; however, as a commercial training provider they
regularly travel to the capital cities in each state as well as to regional centres in Victoria,
Queensland and New South Wales and to New Zealand.

The 2006 CAVAL training program has included:
e Legal Research for Information Professionals: a one-day course aimed at reference
and research librarians, library technicians, and library, knowledge and records
managers.

e Preserving Digital Information: Challenges and Solutions: a one-day course aimed at
archivists, curators, librarians and records managers with responsibility for digital
collections.

e Strategic Planning: a one-day course aimed at Library Managers, Information
Services Managers and Information Professionals with responsibility for strategic
thinking and strategic planning.

Case study 2: Queensland University Libraries Office of Cooperation (QULOC)

QULOC is a collaborative organisation which provides a framework for, amongst other
things, staff development in Queensland University Libraries. Their goals include a statement
on staff development:
[QULOC will] provide opportunities for staff development to meet current and future
workforce needs.
(QULOC Annual Report 2005)

QULOC comprises all university libraries from Queensland, two university libraries from
New South Wales and one from the Northern Territory, as well as the State Library of
Queensland. This is both pragmatic and geographic: there is only one university in the
Northern Territory, making it necessary for them to look interstate in order to collaborate;
and the two New South Wales universities are located closer to the Queensland border than
their other state colleagues.
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Queensland, Australia

QULOC’s inter-organisational programs in 2005 included:
o LibQUAL+ and Rodski: a comparative insight, attended by 41 people.
¢ Endnote Masterclass, attended by 29 people.
e Dealing with Difficult Behaviour in Customers, attended by 20 people.
e University Librarians’ Forum, attended by 60 people.

The University Librarians’ Forum included a panel discussion on “Managing up, down and
around” as well as presentations from five University Librarians. These were on various
topics, from quality assurance measures to services for the post-digital scholar.

QULOC also promotes an Inter-Organisational Experience program, where staff from
member libraries can gain work experience through a secondment at another library. The
program aims to provide participants with opportunities to:
e Learn how other organisations respond to business challenges to inform local practice
e Facilitate career development by enhancing their expertise and awareness of other
jobs, management and work practices.
(QULOC 2005)

Where appropriate, job vacancies are flagged by members as secondment opportunities, and
advertised on the QULOC website. In 2005, four people were seconded to work at different
member libraries.

Case study 3: UniLibraries SA

Unlike CAVAL and QULOC, UniLibraries SA has been founded on voluntary cooperation
and does not rely on a formal organisational structure, special staffing, allocation of funds or
membership fees. It consists of the three university libraries located in South Australia:
Flinders University Library, Adelaide University Library, and the University of South
Australia Library. Its success was recognised in a 1999 CAUL survey, which found that
ULSA compared favourably to the co-operative activities of the other states.

South Australia
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As with cooperative arrangements in other states, UniLibraries SA 1is responsible for,
amongst other things, staff development. The senior librarians responsible for staff
development from each university library meet on a regular basis to organise events for staff
for all university libraries. Recently, this committee has been joined by a representative from
the State Library of South Australia.

Each library is responsible for initiating and organising at least one training event per year, at
which staff from the other libraries can attend. This is held at the host institution, and could
be a half or full day event. The committee also organises one whole day seminar per year
with interstate or international speakers, who are often already in Australia due to other
commitments.

In previous years, seminars have included:
¢ Event management workshop — hosted by Flinders University Library
e Special Collections forum — hosted by the State Library of South Australia
e Establishing a digital repository service — hosted by Flinders University Library
e Supervision in a changing environment — hosted by University of Adelaide Library.

In 2006, seminars have been held on the following topics:
e Writing communication workshop — a half-day practical workshop offered by Flinders
University Library, focused on the writing of reports, guidelines and promotional
material.

e Managing Up — a half-day workshop offered by the University of Adelaide Library
which explored the keys to ‘managing up’ to influence your colleagues, managers and
team leaders.

e Integrated Library Management Systems — a presentation organised by the State
Library of South Australia. The Senior Manager of Digital Strategies from the State
Library of Tasmania gave a presentation on how their library was able to deliver a
new and improved OPAC (Online Public Access Catalogue) by ‘dis-integrating’ the
integrated library management system.

e E-repositories — a half-day presentation organised by the University of South
Australia. Four speakers (one from each of the university libraries in South Australia
and the manager of the ARROW (Australian Research Repositories Online to the
World) Project) discussed the challenges and implications of implementing e-
repositories in libraries.

Staff development Flinders University Library

Staff development at Flinders University Library is a multi-faceted process, with training and
professional development provided from a number of different sources. A senior librarian has
overall responsibility for coordinating staff development in the library. There is an internal
library staff development program for all staff, an orientation and induction program for new
staff, the University’s Staff Development Unit, conference attendances, job rotations, and the
trainee librarian program. Each of these components will be addressed individually.
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Internal Staff Development

The library’s internal staff development is managed by a senior librarian, supported by a staff
development committee. Their aim is to provide an appropriate mix of training for specific
skills and knowledge and broader development opportunities for all library staff, whether
professional, paraprofessional or clerical level.

The library’s staff development program runs throughout the year, with events offered
approximately once a month. The program is flexible, which allows events to be organised at
short notice as needed. All internal staff development is held during library opening hours.
This means that service points still need to be staffed, and that unfortunately not all staff can
attend all sessions. However, a copy of the Powerpoint presentation is usually made available
on the library’s website for those staff unable to attend. Recently, this has been accompanied
by a podcast of the presentation. If any training is deemed compulsory, multiple sessions are
offered to ensure all staff can attend. A register of attendees is always taken for both
compulsory and non-compulsory events.

The program is varied, and comprises of workshops, reports, hands-on training and
presentations. Each year, training and professional development needs are assessed by
supervisors and the staff development librarian, and appropriate sessions planned. However,
there are some permanent fixtures:

e The University Librarian reports once a year on future directions for the library

e The Associate Librarians report once a year on their sections

e An annual IT skills update, combining hands-on training and presentations

e Manual handling training, which is compulsory for all staff, conducted every second

year.

A recent initiative in the staff development program has been to schedule presentations from
the library’s liaison librarians. These sessions have given an in-depth analysis of the role and
duties of each liaison librarian, helping all staff understand this important front line role.
Planning is underway for other professional library staff to present reports, thus giving all
staff an ‘across the board’ view of the library’s various departments and functions.

Another important feature in the staff development program is the report-back sessions from
various conferences that staff have attended. Only a limited number of people can attend
interstate or overseas events, so it provides a means for other members of staff to hear
conference reports first-hand from their colleagues.

A full program of the staff development events for 2006 can be found in Appendix A.

Orientation and induction

The staff development librarian is also responsible for the orientation and induction program
for all new permanent library staff. This is in addition to the University’s orientation program,
which consists of five sessions usually of 1-2 hours’ duration and must be attended by new
staff within the first three months of their appointment.

The library’s orientation program usually lasts three days, and comprises an extended visit to

all sections of the library (see Appendix B for an example of an orientation schedule). All
staff — whether permanent, contract or casual — must also undergo OH&S (Occupational
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Health and Safety) induction and manual handling training if their job is physical. An OH&S
folder has been developed by the Library OH&S committee for this purpose.

University Staff Development Unit

Library staff are encouraged to attend appropriate courses offered by the University’s Staff
Development and Training Unit. These might be short courses (one or two hours) or a longer
commitment (half or full days), and are sometimes run over a number of weeks. For example,
all supervisors in the library must attend the ‘Introduction to Supervision’ course, which is
conducted as six half-day sessions usually held over six consecutive weeks. Other
supervisory courses offered include:

e Advanced supervision
Recruitment and selection workshop
Project management
Performance management.

The Staff Development Unit also offers training in communication skills, presentations and
public speaking, and meeting and administration skills, all of which have been attended by
members of library staff. They have also delivered customised training to the library.
Examples of this include:

e ‘Dealing with difficult customers’ for front-line staff

e ‘Train the trainer’ for staff responsible for training other staff

e ‘Teaching skills’ for staff responsible for teaching students.

Conference attendances

Professional library staff attend conferences regularly to keep informed of the latest
developments in the field. Many of these are conducted interstate, which means only a
limited number of staff attend any one conference. This makes feedback sessions, mentioned
above, all-important.

Flinders University Library staff have recently attended:
e VALA2006 (Melbourne)
The VALA (Victorian Association for Library Automation) Conference is the
Australian forum where the use of technology in libraries is discussed. VALA2006
featured invited overseas keynote speakers, plenary and concurrent sessions and an
exhibition featuring the latest products from leading suppliers.

e Information Online 2005 (Sydney)
Over sixty speakers from Australia, Europe, the US and Asia addressed topics on a
diverse range of themes, from content management to information architecture.

e International Evidence Based Librarianship Conference 2005 (Brisbane)

This conference has grown out of an increasing interest in using the best available
evidence to improve library and information practice in all types of libraries.
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Job rotation

In addition to the staff development program, all permanent staff are given the opportunity to
extend their skills, or learn new skills, through internal job rotations. This is conducted at all
levels, from clerical to professional staff, and gives both staff and management great
flexibility. It has also fostered a positive attitude to change in the library. There is of course a
significant training load for supervisors to accommodate new staff on a regular basis;
however, it is felt that the benefits of the program far outweigh this inconvenience. Recent
rotations have included:

e Senior Liaison Librarian to Electronic Resources Librarian

e Liaison Librarian to Acquisitions Librarian

e Subscriptions Supervisor to Circulation Supervisor.

Trainee Librarian program

Flinders University Library has adopted a trainee librarian program, specifically aimed at
employing new graduates in librarianship to begin their careers and gain broad experience in
an academic library. The program has been operating since 1994, and to date thirteen trainees
have been appointed, with a further two appointments likely before the end of this year.

Trainee librarians are appointed to permanent continuing positions and can expect to move
through a variety of postings during their three year traineeship. Most postings are of one
year’s duration, although this is of course subject to the library’s needs. There is no ‘typical’
pattern to trainee rotations, although many trainees have gained experience in the following
positions:

e (ataloguer

e (Circulation Supervisor (branch library)

e Reference Librarian

e Flexible Delivery Librarian

e Systems Support Librarian

e Acquisitions Librarian.

Many of the trainees appointed over the years have progressed by promotion to positions
several levels above their entry point. This has great benefits for succession planning for
management and supervisory positions, as well as opening up entry level positions for more
trainee librarians. The program has also created opportunities outside the university too, with
one trainee participating in an international job exchange as a part of her job rotation.

Past and current trainees — known as FULTXT (Flinders University Library Trainees and Ex-
Trainees) — meet once a month over lunch to discuss ideas and common issues in a relaxed
setting. This provides an opportunity for networking and informal mentoring for trainees new
to Flinders University.

Flinders University Library has a well-established and multi-faceted staff development
program. Professional development and training needs are both provided for by an internal
program, which is augmented by outside training and conference attendances. A job rotation
scheme allows staff to develop new skills while staying within the organisation, while the
trainee librarian program has facilitated an influx of new graduates to the library.
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Conclusion

This paper has examined the variety of ways in which staff development and training is
delivered to university library staff in Australia. National programs include those offered by
ALIA, the AVCC and CAUL. State-based training looked at three case studies: CAVAL,
QULOC and UniLibraries SA. The Flinders University Library’s staff development program
was examined in-depth to exemplify what occurs at the institutional level. It can be
concluded that, from national programs developed by ALIA to in-house training sessions,
library staff in Australia are well served in their training and professional development needs.
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Appendix A

Flinders University Library

2006 Staff Development Calender

Date

Time

Event

6 April

10.30 -12

VALA report back

Speakers: Matt Hooper (Library Systems Officer),
Tony Nicholson (Network Support Librarian), Tom
Snook (Metadata Services Librarian).

25 May

10.30-12

Liaison Librarian report
Speaker: Craig Brittain (Liaison Librarian for
Education)

29 June

10.30-12

Visits to offshore partners report back

Speakers: Bill Cations (University Librarian), Meg
Apsey (Sturt Librarian), Miranda Morfey (Medical
Librarian)

20 July

10.30 -12

Liaison Librarian report
Speaker: Jess Tyndall (Liaison Librarian for
Medicine)

17 August

1030 - 12

Social tags, blogs and wikis
Speakers: John Banbury (Systems Librarian) and
Kate Sinclair (Senior Liaison Librarian)

6 September
Repeat

10-11
11-12

Manual handling
Compulsory for all staff

14 September

10.30-12

Associate Librarian report
Speaker: Ian McBain (Associate Librarian for
Lending and Research Services)

To be confirmed

9-12
1-4

IT skills update
Demonstrations and hands-on with IT staff

6 November

10.30-12

Liaison Librarian report
Speaker: Gill Eldridge (Liaison Librarian for
Sciences)

7 November

To be confirmed

Using Microsoft Outlook (for Supervisors)
Compulsory for all Supervisors

To be confirmed

To be confirmed

University Librarian report
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Appendix B

Flinders University Library
New Staff Orientation Schedule

Date Section Contact person Time

Wednesday

30 August Cataloguing Tom Snook 9.15-10.45
Subscriptions Lynda Clarke 11-12.30
Document Services | Lynda Clarke 13.30 — 15.00
Acquisitions Tom Snook 15.30—17.00

Thursday

31 August Multimedia Ashton Claridge 9.15-10.15
Central Circulation | Peggy Brooksby 10.45-12
Central Liaison Kate Sinclair 13.00 — 15.00
Librarians
Law Library Helen Culshaw 15.30-17.00

Friday

1 September Special Collections | Gillian Dooley 9.15-10.45
Sturt Library Meg Apsey 11.30 - 14.00

(includes lunch)

Medical Library Miranda Morfey 14.30 —16.30
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New Zealand University Library Services and Staff Development:
Examples from the University of Auckland Library and
Current Issues from International Studies
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Summary

Services at university libraries must meet the needs of their users. The users are various and
have different needs depending on the individual and each university department.
Communication is the key to understanding them and to improving services. In addition,
librarians must keep enhancing their knowledge and skills to satisfy the user. As the
environment surrounding us keeps changing, we have to keep up to date from a variety of
sources such as training, conferences, readings and communication. Information
professionals must know not only their collection within the library but also outside
information such as, that on the Internet. Both the institution and the individual staff are
responsible for developing their knowledge and skills.

In this presentation, information service (enquiry desk) and information literacy services
provided for users at the University of Auckland library are introduced and professional
development and training offered to staff is described. Then, current problems and issues for
library services are discussed by looking at examples from the libraries around the world.

Library Services at the University of Auckland

Enquiry desk services

There is an information service so-called enquiry desk in the General Library for any enquiry.
This is different from the lending desk and users can ask any questions from the use of a
database to information about the university. When the question is specific to the subject and
requires in depth knowledge on databases and collections, the desk staff refers to the librarian
who is specializing in that subject. A large number of staff from all departments in the library
takes turns to serve at the enquiry desk using a roster. The desk is not staffed through all
library opening hours but open from 8:30 am to 9 pm on weekdays except Fridays closing at
7:00 pm, and 9:00 am to 5:00 pm on weekends. In the General Library, there is another desk
service called the Asian Languages Desk which provides services on Chinese, Japanese and
Korean (CJK) resources although the questions are not limited to CJK materials. It opens
8:30 am to 5:30 pm on weekdays.

The following shows the number of enquiries at the each desk this year.
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Table1: Jan.-Sep. 2006 Number of enquiries

General Library Enquiry Desk 2,785
Asian Languages Desk 955
Total 3,740
Average per month (approximately) 415

Information literacy training service for students

There are two types of courses, one is generic and the other is course training. All of these
courses are booked by the users through the library web site.

The generic training includes OPAC (the online catalogue), e-books, databases and Internet
use. Users can take any courses they want at anytime on any campus. The training handout is
usually available from the booking page on the web for use before and after the training.

The course training is integrated into the specific university course content and held within
the tutorial class schedule. The course training includes understanding citations, OPAC and
databases in the subject area using examples related to the assignments. In a number of
courses, assignments are given to the students after the course training and the mark is
credited towards the course work. For example, one of the undergraduate courses at the
School of Asian Studies, library assignment is worth 10% of the whole course assessment.

Information literacy training is increasingly conducted every year. The following records the
number of sessions and participants attending the library training.

Table 2: the number of information literacy training and participants

Year 2005 2004 2003 2002
No. of trainings 2,056 1,838 1,527 898
No. of participants 27,797 21,606 17,924 13,409

In addition to library training, we provide the users with reference and research consultation
services. It is not limited to, but research consultations are mainly for postgraduate students
and academic staff. Reference services include identifying and understanding resources they
need. Research consultations include helping the researcher to develop search strategies by
discussing the topic in depth with a subject librarian in her/his research area and considering
a broad range of sources.

Information literacy policy

The need for information literacy training is recognized in policies at the institutional level as
well as at the international level. IFLA (International Federation of Library Associations and
Institutions) Academic and Research Libraries Section states that their mission is to promote
and strengthen the development, cooperation and good management of academic and
research libraries in the world (IFLA Academic and Research Libraries Section, 2006). They
recommend integration of the library in the core institutional functions of learning, teaching,
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research and services. They also support that the library design, deliver and promote
innovative services that meet user information needs and expectations.

At the University of Auckland, the information literacy policy was approved in March 2006
by the Senate. The policy has been adopted from the Australian and New Zealand
Information Literacy Framework developed by ANZIIL (Australian and New Zealand
Institute for Information Literacy). Information literacy is defined as the set of intellectual
capabilities, knowledge and skills needed to use information (The University of Auckland,
2006). All students need to be able to recognize when information is needed and a capacity to
locate, evaluate and use this information effectively. Information literate person is described
as capable of critical, conceptual and reflective thinking and creating new concepts.
Objectives of the information literacy policy are to ensure that information resources are used
as effectively as possible in the teaching and learning activities of the University and to
ensure that information literacy is embedded into the academic curriculum of the University.

Within the University, deans of faculties and heads of departments and schools in
collaboration with the university library are responsible for students having the opportunity to
develop and use information literacy competencies in the course of their learning and
research. Academic staff are responsible for ensuring that information literacy skills have
been embedded in the curricula, teaching, learning and assessment processes. The University
Library provides leadership in policy formulation and planning for information literacy with
the university.

Library staff professional development and training

Library staff must keep developing their knowledge and skills to meet the needs of the users
to become information literate. There is training offered by the University targeting all the
staff and by the library for library staff only.

Training provided by the University is managed by Centre for Professional Development
(CPD). They offer a variety of courses such as teaching skills for lecturers and librarians, IT
literacy, organizational management. The library staff are encouraged to attend any
appropriate courses.

In the library, numbers of programs are offered in different formats such as follows;

1. Library perspectives - Once a year
Reports of current and future directions by university librarian and associate librarians.

2. Library updates — irregular but approximately 1-2 times a month
Reports from staff who have attended conferences and new developments in each section of
the library

3. Database and OPAC — throughout the year

Many of them are designed for students but there are a number of courses targeted only at
staff. Library staff can take any courses that they are interested in. The database vendors
sometimes visit and give presentations when they have new or updated products.

4. Reference and customer services training — each offered once a year before the first
semester.
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These are provided by the Information Services Librarians and Enquiry Services Librarian.

Reference training includes;
Non-verbal skills such as posture, smiling, eye contact and pausing
Verbal skills such as open and closed questions, clarifying questions
Reference desk etiquette for example, referring, dealing with difficult patrons and
international patrons
Telephone techniques

Customer service skills training includes;
Importance of customer services,
How to deal with customers,
Rodski Survey feedback,
Listening skill,

Cultural differences,
How to say “No”
Dealing with complaints
Difficult customers
Phone skills

Email communication

5. New presenters training

This training targeted at library staff who are new to teaching library training courses to
students. This course is taught by the librarian from Information Skills. It consists of 3 half
day training including teaching skills, demonstrations by experienced librarians and practice
sessions in which trainees give short presentations. It is a great opportunity for trainees to
have an experience to teach in a class setting before the actual training session. Trainers and
other trainees give feedback on good points and bad points to improve skills. For example,
when I took this course one of the presenters was advised not to say unnecessary words such
as, “Ummm” when she was thinking about what to say next. I was advised to speak louder in
the class.

Staff Assessments at the University of Auckland Library

There are two types of assessment for library staff. One is a developmental review and the
other is a salary review. Both are conducted once a year. In the developmental review, each
staff and her/his manager discuss the job description, achievements, staff development
activities that the staff has attended, strengths and difficulties over the last year and new goals
are set for coming year. Actions will be taken by the manager to develop skills or to solve
any problems. In salary review, each staff member and the direct manager of the section also
discuss job skills and knowledge, people skills and personal skills. The document is handed

to the Human Resources Librarian and Associate Librarian who make a decision for each
staff.

The international organization, IFLA Continuing Professional Development and Workplace
Learning Section has been developing guidelines for assessing the quality and effectiveness
of professional development activities, programs and events (IFLA Continuing Professional
Development and Workplace Learning Section, 2006). It covers the content, delivery, format
and instructional strategies and assessment techniques. They emphasize that libraries and
information service organizations need to be “learning organizations” to develop their staff
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by providing opportunities for continuing professional development and training in the
workplace because of new developments and trends in information and communications
technology and higher expectations of users. They also state that not only organizations but
also individuals are responsible for their own career planning and development.

Current problems and issues for library services from the libraries around
the world.

I would like to introduce a number of examples of information literacy training, reference
services and customer services from libraries around the world and discuss current concerns
in the information service industry.

Information literacy training

A number of university libraries deliver information literacy programs as a university
credited course. For examples, Chonqging University in China offers a course for each
bachelor degree and postgraduate degree (Li, 2006). The bachelor degree course includes
documentation searching and utilization which takes about 30 hours in a semester. The
postgraduate course covers information search and innovative thinking which takes 20 hours
a semester. Both are elective courses but 90 % of undergraduates and 100% of post graduates
take the program. The university acknowledges the importance of information literacy and
provides students with a course solely on information literacy. However, it may be difficult to
keep students’ interest because it appears to be unrelated to their areas of study. One study
conducted in the U.S.A. indicates that despite the information skill sessions provided by
librarians, students still appear to lack basic information searching and evaluation skills
(Broady-Preston, Felice, & Marshall, 2006).

Traditional information services provided the user only with information access but today we
include evaluation and creation of new knowledge which is called knowledge services (Ju,
2006). Knowledge services help the user transform data and information to knowledge. The
professional skills of knowledge services are increasingly becoming the greatest asset for the
organization compared to traditional physical assets. The concept of knowledge services can
be explained in the figure below;

Figure 1: Knowledge Services

Knowledge Services Creation of new idea Knowledge
‘r Evaluation A
Selection
Information Services Collection Data, Information
Location
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However, the knowledge creation can be achieved only by collaboration between the
student/users and the librarian. Without the effort of each party, information literacy cannot
be acquired by the student.

Reference services

Reference services are closely related to information literacy training. A study conducted at
the University at Albany in the U.S.A. shows that the transactions at the reference desk have
increased after information literacy was taught (Burke, German, & Xu, 2005). The University
at Albany offers a required information literacy course for undergraduate students. They
started the course in 2000 in response to a 1998 resolution passed by the State University of
New York Board of Trustees. This course is taken by mainly freshmen and about 300 to 500
students enroll in the course each semester. Before the information literacy course was
introduced, 40% of the students asked one or more questions at the reference desk but after
the course started it increased to 91%. One of the reasons is that students are required to use
primary and secondary materials from a variety of sources to complete assignments. Also,
students needed assistance for using a range of complex research tools.

Guidelines for reference services

Guidelines for reference services are set out by the American Library Association (Reference
and User Services Association, 2004). Library staff should be able to identify sources
appropriate to the patron's need that have the highest probability of containing information
relevant to the patron's query. The staff should be able to discuss the search strategy with the
patron and work with the patron to narrow or broaden a topic when too little or too much
information is identified.

When the quality of the reference services does not meet with the standards as above, staff
training is necessary. An example is shown in a study at the University of Nevada library.
The Business reference team needed staff training for a number of reasons (Tucker, 2004).
Most librarians come from arts backgrounds, business students are more demanding, time-
sensitive and carry high expectations about the result of a library visit regardless of their
individual fluency with libraries. Also, business information is problematic because it is
diverse, specialized and sometimes carefully guarded by the company. The librarians were
given trainings to;

1. increase their general knowledge of business reference

increase their knowledge of core business resources including content,
organization and searching capabilities.

know common business assignments

understand basic business terminology

5. have basic reference service competencies

W

These tactics can be used for librarians who are specializing any subject areas.

Customer services

Reference services deal with the library customers directly and other sections of the library
also provide users with services directly and indirectly. Libraries are regarded as a customer
service industry although we do not sell products and gain profit from them. Staff training for
customer services at the University of Malta and Coventry University libraries in the UK use
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two frameworks adopting from the business industry; one is the Customer Relationships
Management (CRM) and the other Relationship Marketing (RM) (Broady-Preston, Felice, &
Marshall, 2006). In the CRM concept, an organization needs to manage, create and enhance
long-term customer relationships to defeat competitors. Good communication strategies are
regarded as the key to successful long-term relationships and for defeating competitors. In the
RM concept, information professionals should take an active role to build relationships with
the users in cooperation from all stakeholders.

The study at University of Malta and Coventry University shows interesting views of
academic staff. They place a high value on good personal relationships with library staff.
Some academics expect library staff to take the responsibility for actively seeking and
maintaining successful relationships. A number of academic staff prefer librarians to visit
them within their departments to accommodate their needs within their work schedules.

In addition, using the CRM framework, librarians at the two university libraries above,
developed local services to meet local needs because what the user needs varies depending on
the individual and each university department. One example at the University of Auckland
indicates that there are specific local needs that Library staff do not notice within their usual
work practice. When the Asian Languages Librarian gave a presentation on information
literacy policy to academic staff at the School of Asian Studies, she was requested to organize
library training for language dictionary use. This request was striking because we have never
imagined that they want such training for students. We also attend seminars and conference
in the School of Asian Studies to understand the research areas of academic staff.

Good communication strategies are regarded as the key for defeating competitors. Some
library staff may think that the university library does not have any competitors as no other
Library exists on campus. However, other information providers, such as Google and
Wikipedia are our competitors. More and more students are using Google to complete their
assignments and this is causing a decline in university library service usage.

I would like to examine Google Scholar here as it is used more often than library databases
by the students. Google officially launched Google Scholar in 2004 (Neuhaus, Neuhaus,
Asher, & Clint, 2006). It is a search engine for scholarly literature that searches across a large
number of sources including commercial databases and free documents on the Internet.
Currently, results from Google Scholar can be connected to the library owned full text
resources. It is free, simple search interface and cross-searchable over different databases.

However, coverage is problematic. It contains non-scholarly items. One study shows that
there is six-month delay in updates (Neuhaus, Neuhaus, Asher, & Clint, 2006). Also the
content inclusion varies from database to database and from discipline to discipline. The
results of the coverage of the disciplines are shown below;

Humanities 10%
(eg. Art Abstracts, Historical Abstracts MLA bibliography)

Education and Social Science 40%
(eg. Education Full Text, ERIC, PsycInfo)

Science and Medicine 76%
(eg. BioMed, ACM Digital Llbrary)
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Thus, it is attractive for many because of the cross searchable feature with an easy interface
but information professionals should understand and explain to users this search engines’
strengths and limitation.

Net Generation customers

The generation of our users is changing. People born after the early 1980s entering university
are called the “Net Generation” because they have been raised with computers from infancy
(Mi & Nesta, 2006). They are visual learners and see text as supporting visual materials.
Although the Net Generation recognizes the value of libraries and library resources, search
engines beat these on cost effectiveness, ease of use, convenience and speed. Students
demand quick answers and rate convenience over quality. They prefer the global searching of
Google over separate searches for the catalogue, databases and “Subject Guides”.

However, they tend to overrate their information searching skills on the Internet. One survey
indicates that they waste much time when they attempt to find materials appropriate for their
research. (Mi & Nesta, 2006)

The library has started to serve users of this new generation. Libraries need to provide
seamless and one-stop searching for all the resources in the library across the catalogue and
subscription databases. Academic library could incorporate a number of Internet search
engine strategies. Libraries should also offer more direct access to non-proprietary sources
especially visual materials on the Internet. These solutions would make libraries more
attractive to the new users.

Conclusion

The enquiry desk services and information literacy services currently offered at the
University of Auckland library are introduced and programs for professional development are
described. Examples and studies from university libraries around the world clearly indicate
that information professionals must keep enhancing their knowledge to fulfill users’ needs as
the information environment keeps changing. Also, librarians should know their users well to
understand what they need. The key to success is communication with all stakeholders. Both
the University Library and the individual librarian are responsible for their professional
development.
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