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Question/Objective:

Many libraries like ours have also
moved to a single desk for all library
services. What can we learn from
their experiences to improve our
service to users?

Methodology:

Survey to AAHSL libraries:
http://www.uab.edul/lister/images/docs/
formsl/ispsurvey.pdf

86 responses

% of Respondents with ISP’s
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Circulation Desk (before) Reference Desk (before)

ISP known as HUB (after)

Services Provided at ISP

ISP Staffing

Respondent Advice before Proceeding to ISP

‘Involve all staff likely to provide services from the
beginning

‘Define roles, but be flexible

‘Define procedures, but be ready to change them if
needed

‘Focus on the patron's perspective

‘ldentify the needed competencies at the outset
*Provide opportunities for anonymous and
individual feedback and suggestions

‘Plan close proximity of reference help to the desk
‘Pair less experienced with more experienced staff
*Schedule continual training sessions for all

‘Hold regular meetings of staff to hammer out
triaging questions

Evaluation Methods

How have you evaluated the effectiveness of your
integrated service point?

LibQual

Other patron
survey

Focus groups

Staff suggestions
Activity mapping

Transactional
data

Secret Shoppers

Other: user input, daily diary, anecdotally, staff survey, observational data
9 reported no evaluation or evaluation pending
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