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Good... better... best
O n the road to best practice at the NT university lib rary

I n July 1995 th e  N o rth e rn  T e rr ito ry  
u n iv e rs ity  lib ra ry  becam e the  firs t 
non product-based, non p ro fit-d riven  
o rg a n isa tio n  to  rece ive  fu n d in g  
th roug h  the  A us tra lian  Best Practice 

D em onstra tion  Program.
D u rin g  the  six m onths s ince the last 

site assessment v is it the  un ive rs ity  lib ra ry  
has engaged in a range o f ac tiv ities  a im ed 
at em phasis ing best p ractice  both in a l i 
b rary  w id e  setting and s p e c ifica lly  w ith in  
research and in fo rm a tion  services. M a ny  
o f the ac tiv ities  b u ild  on the recom m e n
dations w h ic h  cam e o u t o f  a series o f fo 
cus g ro u p  m eetings c o n d u c te d  by the  
best p ractice  co o rd in a to r w ith  academ ics 
and postgraduates fro m  th e  m a jo r ity  o f 
d isc ip lin e s  ta ugh t at the  u n iv e rs ity . The 
focus group  meetings w ere  cond uc ted  at 
the be g inn ing  o f the p ro je c t as a means o f 
ascerta in ing  w h a t o u r c lien ts  considered 
the ha llm arks o f a q u a lity  research in fo r
m a tion  service to  be.

A li lib ra ry  staff have a ttended  best 
p ra c tice  and team  b u ild in g  w o rksh ops . 
The w orkshops iden tified  areas and p ro c 
esses w he re  staff fe lt im provem en ts  cou ld  
be m ade. Those processes s u ita b le  fo r 
b e n c h m a rk in g  w e re  no ted  and a 
benchm ark ing  p ro jec t in the un ive rs ity  l i 
b ra ry 's  pu rch as ing , c a ta lo g u in g  and 
processing branch has n o w  com m enced .

In February, an in fo rm a tio n  te ch n o l
ogy  needs assessment w as un de rtaken . 
A ll staff attended four, on e -h o u r in fo rm a
tio n  te c h n o lo g y  aw areness sessions 
w h ic h  c ove red  W in d o w s , e -m a il, w o rd  
processing and the w o rld  w id e  w eb . N ew  
PCs have since been a lloca ted  to  a ll staff 
m em bers  pro gre ss ive ly  on  th e  basis o f 
need.

Progress in im proving  
research  services
P a rtic ip a tio n  in C A U L  and o th e r e le c 
tro n ic  tria ls  and th e ir p ro m o tio n  o f the t r i
als to  research c lie n ts  has been a h igh 
p r io rity . Access to  the m a jo rity  o f services 
on o ffe r is p rov ided  th rough  the un ivers ity  
lib ra ry  hom epage.

The N T  un ive rs ity  lib ra ry  hom epage 
w as la u n ch e d  in August 1995 . The 
hom epage co m m itte e  is c u rre n tly  estab
lish ing po lic ies, standards and gu ide lines 
fo r the c o n tinu ed  deve lop m e n t o f the li
b ra ry  hom epage  and to  p ro v id e  a best 
practice  m ode l fo r o the r parts o f the u n i
versity.

The a p p o in tm e n t o f an in fo rm a tio n  
skills c o o rd in a to r w ith in  the research and 
in fo rm a tio n  services branch  has fa c i l i
tated the p ro v is io n  o f a h igh q u a lity  in fo r
m ation  skills  program  a im ed at teaching 
c lients  h o w  to  access and e ffic ie n tly  use 
the ever increas ing range o f e lec tron ic  re
sources ava ilab le  in the library.

In A p ril, the re la tionsh ip  betw een the 
un ive rs ity  lib ra ry  and the N T  Trade D e
v e lo p m e n t Z o n e  A u th o r ity  w as fo rm a l
ised w ith  th e  s ign ing  o f a service 
agreem ent. The c o m m e rc ia l V e N T U re  
service w as also launched  and is be ing 
used by the N T  business sector.

In July, reference staff p rov ided  e lec
tro n ic  expertise fo r the te ch n o lo g y  p lay 
g ro un d  d u r in g  th e  8 th  N a tio n a l lib ra ry  
Techn ic ians  con fe rence  hosted by  the NT 
un ivers ity .

R ecen tly , the  u n iv e rs ity  lib ra ry  re
dra fted its stra teg ic p lan  based on inpu t 
fro m  a ll b ranches. The upda ted version 
links ob jectives  to pe rfo rm ance ind icators  
and, w he re  re levant, to  those w h ic h  fo rm  
part o f the best p ractice  program . The l i
brary is also using the three perform ance 
ind ica tors  deve lop ed  by C A U L to  meas
ure fill-ra te  and tu rnaro un d  tim e  in d o cu 
m ent d e live ry , custom er satisfaction and 
m ateria ls a v a ila b ility . It is hoped th a t data 
co llec ted  fro m  the ind ica tors  w il l  fo rm  the 
basis fo r the  fo rm a tio n  o f be nchm ark ing  
pa rtne rsh ips  w ith  the  a cad em ic  lib ra ry  
c o m m u n ity  in A u s tra lia  and, h o p e fu lly  
overseas.

The recom m enda tions  o f the  Report 
on performance standards in reference 
services deve loped  by the C A V A L Refer
ence In terest G ro u p  w i l l  be adop ted  as 
the standard fo r reference at the NT u n i
versity lib rary .

In M a y  1995 , a C A U L  survey on 
be nchm ark ing  was c ircu la ted  to  all Aus
tra lian  un ivers ity  libraries. The results in 
d ica te  that benchm ark ing  as a techn ique  
fo r im p ro vem en t is be ing  cons idered by 
m any o f the  un ive rs ity  lib ra ries  bu t fe w  
have a c tu a lly  engaged in b e nchm ark ing  
ac tiv ities . The N T un ive rs ity  lib ra ry  p u r
chas ing , c a ta lo g u in g  and process ing 
b ra nch  is c u rre n tly  in v o lv e d  in 
be nchm ark ing  the m o nograph  receipt to 
c a ta lo g u in g  process. O th e r processes 
id en tified  fo r be nchm ark ing  in c lu d e  cata
lo g u in g  to  a v a ila b ility  on th e  shelves; 
m o no g rap h  o rd e r to  re c e ip t; seria ls 
processing; do cu m e n t d e live ry  and shelv
ing.

N e tw o rk in g  and p re lim in a ry  
be nchm ark ing  site visits have been made 
to  a num ber o f un ive rs ity  lib raries in Bris
bane, Sydney and M e lb o u rn e  by NT u n i
ve rs ity  lib ra ry  staff th is  year. In 
N ovem ber, the best p ractice  coo rd in a to r 
w il l  spend tw o  w eeks v is itin g  academ ic  
libraries on the w est coast o f the U n ited  
States w ith  the spec ific  purpose o f lo o k 
ing at the in no va tive  de live ry  o f research 
in fo rm a tio n  services. Areas o f p a rtic u la r 
interest in c lu d e  d iffe ren t m ode ls o f refer
ence service; use o f te ch no logy  —  teach
ing lib raries ; e le c tro n ic  reference room s; 
e v a lu a tio n /m e a s u re m e n t o f re ference 
service.

A d d it io n a l in fo rm a tio n  a b o u t the 
p ro jec t is ava ilab le  from  the p ro je c t c o o r
d in a to r, A nn e  W ils o n
(a n n e @ lib ra ry .n tu .e d u .a u ); phon e  
089 46  6758 ); fro m  the  N T un ive rs ity  l i 
b rary  hom epage (h t tp / /w w w .n tu .e du .au / 
lib ra ry /b e s tp ra c .h tm l) and v ia  the  
listserver w he re  the texts o f various  d o cu 
ments re la ting  to  the p ro jec t are housed 
(lis tse rve r@ lib ra ry .n tu .e d u .a u ). A n y o n e  
interested in q u a lity  issues in re la tion  to  
lib raries  can subscribe to  the  q u a lity  list 
by send ing  a message to  
lis tserver@ library .n tu.edu.au

Anne Wilson, Best practice 
project coordinator, N T U
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