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Presentation overview

* Context of the digital environment
® (Collections and content

* Study facilities

® Service design and delivery

* User support

® Summing up
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Old model

External
providers

External
providers
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New model

Other providers




U University of
Hertfordshire

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

The digital citizen

* Anytime (24/7), anywhere

* Easy immediacy

* Integration & Personalisation
® Presentation

® Security & privacy

® Consumer with entitlements
* Non-linear approach

* Texting, MySpace, YouTube, instant messaging, etc
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If digital is the norm
and print the exception .....

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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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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NO. OF
PRINTED
EBOOK LOAN LOANS 21/10/06
PUBLICATION DETAILS "LOANS" COPIES - 20/12/06
Talbot, John ; Waller, Patrick | John Wiley & Sons, Ltd. | 047084552X | 0470092653 | 22 September 2004 | 540 3 0
5
Hudson, Dr Alastair | Routledge-Cavendish | 1859417299 | 1843145170 | 01 July 2003 | 303 0 0
Mason, John | RoutledgeFalmer | 0415248612 | 0203471873 | 25 October 2001 | 1 288 2 2 (15 renewals)
Slapper, Professor Gary; Kelly, Dr David | Routledge-Cavendish | 1859419453 | 1843147440 | 01 July 2004 | 264 2 0
Cohen, Louis; Manion, Lawrence; Morrison, Keith | RoutledgeFalmer | 0415195411 | 0203224345 | 30 March 260 11 16 (75 renewals)
2000 | 5
Focardi, Sergio M. ; Fabozzi, Frank J. | John Wiley & Sons, Inc. | 0471465992 | 0471674230 | 15 March 2004 253 1 0
I
Harris, John | Routledge | 0415040329 | 0203005600 | 30 May 1985 | 1 253 11 0
Stone, Marilyn ; McCall, J.B. | Routledge | 0415314178 | 0203499522 | 15 April 2004 | 1 177 9 6
Barrow, Charles | Routledge-Cavendish | 1859415636 | 1843144492 | 20 March 2002 | 172 8 1
Watt, David | Routledge | 0415274575 | 0203380606 | 02 October 2003 | 2 163 11 3 (8 renewals)
Nawalkha, Sanjay K.; Soto, Gloria M.; Beliaeva, Natalia K. | John Wiley & Sons, Inc. | 0471427241 | 156 0 0

0471737445 | 31 May 2005 |
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New approach to collections & content policy

Management challenges

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

® access & resilience (eg LOCKSS)

* metadata standards

* different supply chains (eg Serial Solutions)
* rationalisation of database services

* residual print collections
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Using our 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? Librarian 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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Study facilities
(A physical place for learning and research)

* Why will users go to a physical location?
-

* Social inter-action

- working together

- noise, food and drink

- other activities

* Continuum with teaching
room, home, workplace

® Synergy between e-spaces & physical spaces
(cf JISC Project, Blended Learning)
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Study facilities
(Spaces for learning and research)

® |earning space design

* Managing diverse behaviours
and expectations

* Using a wider range of facilities
eg laptops, media presentation

* Sighage

* Continued clearing up and tidying!
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Services design and delivery

e Extending self-service

through web services
(eg on-line payment,
shopping cart, personalisation)

N4 T
e s, ;
LENDING SERV

* What will happen to printed
book lending services?

(eg downloads, print on demand,
digital delivery, pay per view)

* Delivery services for sources
only available as print

* Demise of photocopying?
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User support

e What will your users be
asking you?

® Integrated helpdesks?

e Will you see your users?

= What will you use face to face
sessions for?

* Adding the virtual helpdesk

(eg remote support, discussion threads,
chat sessions, blogs, podcasts)
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User support
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The i-spy skills framework

i-skills enable you to manage activities that
involve finding and using any kind of
information. i-skills underpin all your
learning activities, and increasingly your
social activities too.

The i-skillz guides are grouped under three
main aspects of infarmation management:

Connecting with information

Search for and use infarmation in order to address
personal, academic, professional and societal
izzues

Interacting with information

Engage in independert and collabarative learning
through constructing nesw meaning, under standing
and knowledge

Making use of information
U=e information responsibly to fulfil & purpose

Evaluation, monitoring and reflecting
Recognise that the process is evolutionary and
revize the development process appropristely
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Why?

It can be useful to consider WHY the infarmation you are warking with has been produced.

Key factors to consider here are the andience it was intended for and whether there is any perceptible bias.

Audience Bias
Who are the intended I= the information biased in
audience? favour of one view?
Is the material at a level Can you locate a counter
suitable for use in university argument?

assignment?

Are there obvious omissions?
Is it selling sormething or does
it carry lots of advertising? -

Can you easily distinguish
between fact and opinion?

) Work through the examples in Information and lts Counterfeits: Propaganda, Misinformation and
- Disinformation from Johns Hopkins University which discusses bias.
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Understanding our users

* (Going beyond satisfaction surveys

/

i

* Market research

® Customer relationship
management

e Data mining
& statistical analysis

* Business intelligence
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Staff roles and skills 1

* Information management

® Customer relationship management & market research
* Marketing & PR skills

® Customer service / Helpdesk support

* Understanding of learning teaching and research
environments

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

* Technological skills

® Legal issues, rights management, negotiation, contract
management skills

* Resource management
® Learning spaces management
* Flexibility and initiative
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Management challenges

* QOrganisational structures and working patterns
* Relevant policies

* Business process re-engineering

* Building partnerships and alliances

* Revising values, KPIs and critical success factors
* Putting users first

* New financial models
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Trends

* Upskilling

* Focus on people, not technology

*® Focus on activities and services, not place

® Less ‘precious’

* Business-like

* More alignment with roles in other types of organisation
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