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Best practice: 
the NT 
approach

Sta ff members at the NT University Library had 
long been concerned about its capacity to ad­
equately support research. The library has had 
marked success in acquiring form ed collections o f  
monographs and back-sets o f  journals.

In com mon w ith all other university libraries in 
Australia, it has begun to take advantage o f  new tech­
nology to access a wider range o f databases, order docu­
ments electronically, search library catalogues overseas 
and search worldwide networked inform ation services.

But the staff felt that research inform ation services 
could be improved more dramatically, so the library’s 
project focuses on developing best practice in research 
information delivery. It aims to take a lead in provid­
ing relevant, prompt and cost-efficient research infor­
mation with its main objective continuous 
improvement in the quality, effectiveness and cost effi­
ciency o f research information delivery.

It shifts the paradigm for information services in sup­
port o f research from a 'just in case’ collection-centred ap­
proach to a 'just in time’ service-oriented operation.

A key challenge in the project is to change clients’ fo­
cus to emphasise quality service rather than access to col­
lections.

$ 1 5 0  0 0 0  w in  
s h o u ld  n o t b e  
ta k e n  fo r  g ra n te d

In the wake o f the Northern Territory University Li­
brary’s recent success in winning a $ 150  000 grant to 
take part in the Australian Best Practice Demonstration 
Program, a seminar on quality management in Austral­
ian academic circles is to be held in Sydney next month.
Sponsored by the Council o f Australian University 

Librarians and the Australian Information Management 
Association, it will take place in Sydney on 27 October 
and focus on the range o f issues that surround the sub­
ject o f best practice.

The seminar highlights the importance o f best prac­
tice as an issue not only in the library and information 
industry but in the private and public sectors generally.

It also underscores the NT University Libraiy’s un­
deniably excellent achievement in beating stiff competi­
tion from companies around the nation to win the 
grant The library also is the first non-trading organisa­
tion to participate in the demonstration program.

This article aims to bring you the background to the 
NT’s approach to best practice, as well as some defini­
tions o f the area and a look at the Australian Best prac­
tice Demonstration Program.

Quality and the Northern Territory 
University Library
The University Library has a threefold mission to provide 
quality information services and resources to support

learning through Northern Territory University courses, 
research and independent study by University students and 

staff and activities in the wider North 
Australian community.

W ith a long-standing commit­
ment to improve its own performance 
and participate in regional and na­
tional initiatives to improve informa­
tion service deliver, the library has 
achieved much, particularly in the de­
velopment o f electronic information 
services and in the improvement o f  
services to support coursework. Crite­
ria include fitness for purpose, respon­
siveness, timeliness, cost efficiency, 
accessibility and support.

A  com m itm en t to serv ice p am ph let 
provides students with an unambigu­
ous statement o f the standard o f serv­
ice they can expect from the library. 
The Council o f Australian University 
Librarians’ key performance indicators 
for document delivery, document 
availability and client satisfaction will 
be implemented shortly.

Information technology permeates 
every aspect o f the library’s operations. 
For example, the searcher service offers 
and extensive range o f electronic infor­
mation services to students in the li­
brary’s four branches, elsewhere on all

T h e  A u s t r a l i a n  b e s t  p r a c t i c e  d e m o n s t r a t i o n  p r o g r a m

The best practice program aims to 
encourage Australian companies to 
adopt international best practice, 
identify effective methods and ap­
proaches for its implementation and 
to promote a more widespread un­
derstanding of best practice in Aus­
tralian companies in general.

Administered by the Department 
of Industrial Relations in association 
with the Australian Manufacturing 
Council, the program aims to pro­
mote the enhanced international 
competitiveness of Australian indus­
try. Organisations participating in the 
program commit themselves to dem­
onstrating to wider industry the 
methods and approaches to best prac­
tice they identify.

In the first two rounds since its 
inception in 1991, the program has 
provided project help to 43 enter­
prises to accelerate the introduction 
o f their change projects and their 
move toward international best prac­
tice. Thirty other enterprises, includ­

ing the Northern T erritory Univer­
sity Library, are being funded in the 
current small and medium enter­
prise round.

Over 400 firms submitted pro­
posals for the first two rounds and 
267 for the third round. The pro­
posals were considered by an expert 
panel and selected on the basis of 
each organisation s record o f change 
and the potential o f the organisation 
and its project to act as a demonstra­
tion model for a wide cross-section 
o f Australian industry.

During the life o f the project, the 
successful organisations are evaluated 
regularly by a project management 
team. The organisations also must 
demonstrate aspects o f their projects 
and overall improvement processes 
to other organisations through site 
visits, seminars, participation in net­
works, publication o f articles and re­
ports, provision o f information 
materials and participation in Aus­
tralian Best Practice Week.
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the u n iv e rs ity ’s cam puses an d  o ff  cam p us th rough  d ia lu p  
or n etw ork  access.

T h o se  serv ices in c lu d e  a ran ge  o f  databases on  C D - 
R O M  m o u n ted  in  the lib rary , lo ca lly  developed  databases 
an d  resources elsew here in A u stra lia  an d  overseas w h ich  
are accessib le th rough  Internet links.

O f  p a rticu la r note is IN T A N  M A S, a b ib lio graph ic  d a ­
tabase on eastern  Indonesia , developed  by  the lib ra ry  an d  
access ib le  w o r ld w id e  v ia  In te rn e t. D atab ases on  N o rth  
A u stra lia  and  A b o rig in a l issues also are b e in g  developed .

W h ile  the  lib ra ry ’s m ission  focuses on  supp o rt for re­
search an d  s tu d y  in  h igh er educatio n , the u n d e rly in g  is­
sues an d  p rinc ip les addressed  are com m o n  to m an y  service 
o rgan isation s, p articu la rly  to o rgan isation s d e liv erin g  p ro ­
fessional and  in fo rm ation -based  services. T h e  processes to 
be fo llow ed in  the best-p ractice  pro ject therefore w ill have 
w id e  re levance an d  not o n ly  to o ther lib raries.

T o  id en tify  the  k e y  characteristics o f  a  q u a lity  research 
in fo rm atio n  service, the p ro ject in it ia lly  w ill invo lve focus 
groups to id en tify  the h a llm arks o f  q u a lity  research in fo r­
m atio n  service from  the c lien t perspective.

T h e  focus groups w ill help  id en tify  perfo rm ance in d i­
cators, p erfo rm ance levels, b en ch m ark in g  an d  se ttin g  o f  
target levels to  ach ieve best p ractice  in research in fo rm a­
tion  delivery .

For m ore inform ation please contact A nne W ilson , best 
practice co-ordinator, Northern T erritory U niversity L ibrary, 
PO Box 41246 , C asuarina N T  0811 . Ph (089) 4 6  6758 , fax 
(089) 46  7033 , e-m ail anne@library.ntu.edu.au

W h a t is
'...best practice'?

Best practice is a comprehensive, integrated and co-op­
erative approach to the continuous improvement o f all 
facets o f an organisation’s operations, it is the way lead­
ing-edge companies manage their organisations to de­
liver world-class standards o f performance.

Best practice is a moving target: as the leading or­
ganisations continue to improve, the ‘best practice’ 
goalposts constantly move. But some general principles 
have emerged from the experiences o f firms which are 
pursuing best practice in Australia:
• Shared vision for world class performance.
• Strategic plan, developed in consultation with work­

ers.
• Commitment to change throughout the organisation.
• Flatter organisational structures, often involving team 

approaches.
• Co-operative and participative organisational culture, 

with innovative human resource policies.
• Commitment to continuous improvement and learn­

ing.
• Focus on customers, both internal and external.
• Closer relationships with suppliers.
• Innovation in technology, products and processes.
• Performance measurement and benchmarking.
• Environmental management in all operations.
• Networking with other organisations to enhance 

competitiveness.

S T O P  T H I E V I N G ! !
w i t h  Micro Tag
L i b r a r y  S e c u r i t y  S y s t e m s

N O W  O F F E R IN G  O U R  N E W  M A G N E T IC  
S Y S T E M  F O R  F U L L  C IR C U L A T IO N

T H E Y ’R E  E F F E C T I V E .. .
The M ic ro  T a g  Security Systems have a documented record of 
reducing book losses by an average of 80-90% by offering the 
latest in radio frequency and electromagnetic technologies.
T H E Y ’R E  S I M P L E . . .
By far the most trim, least complicated of all existing systems to 
install, operate, and maintain. Protecting your collection is quick, 
easy and very economical.
T H E Y ’R E  R E L I A B L E . . .
No embarrassment due to false alarms. An alarm means an 
attempted book theft. Excellent detection.

Put a

to
BO O K T H E F T  

IN Y O U R  
L IB R A R Y

T H E Y ’R E  I N E X P E N S I V E . . .
We market these systems to be within the budget of every 
library or media centre.
Phone M ic r o T a g  now for an obligation free quote:
Melbourne (03) 525 2757 Canberra (06) 2816940
Sydney (02) 398 9088 Brisbane 1-800 339 473
Perth (09) 276 4056 Adelaide (08) 270 1553
For all other areas phone 1-800 339 473 (freecall)

M ic r o T a g
S e c u r ity  S y s te m s  (A u s t) P ty . L td .
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* L ib r a r ie s

* L e g a l  a p p l ic a t io n s

* L i t ig a t io n  s u p p o r t

* R e c o r d s  m a n a g e m e n t

* I m a g e  s to r a g e

Trimagic Software
Authorised INMAGIC Dealer & Training Centre

Ph: (0 2)4 13  1799 
Fx: (0 2)4 13  1710 

Freecall: 008 267 937
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