
Customer Service C u s t o m e r  S e r v i c e

C u sto m e r-F o c u se d  Innovations at Deakin 
University L ib r a r y
D e a k in  U n iv e rs ity  L ib ra ry  c o n tin u a lly  

seeks n e w  and  im proved  w ays  to 

support o u r students and staff in the ir 

teach in g , lea rn ing  and research  a c tiv it ie s . 

C o n tin u o u s q u a lity  im p rovem ent cy c le s  

are  supported  by b en ch m ark in g  and other 

research  a c t iv it ie s . O n g o ing  c lie n t su rveys, 

user testing  and  on line  feed b ack  in form  the 

L ib ra ry  o f se rv ic e  gaps and op portu n ities . 

A n a ly s is  o f these w id e-ran g ing  se rv ices 

co n tin u e s  to g row  and at the sam e tim e, 

student lea rn ing  needs to be supported 

w ith  co lla b o ra tive  and con tem porary  

lea rn ing  sp aces . Th e  L ib rary 's  d irectio n  is 

be ing  in fo rm ed  by the trends observed  in 

o u r d ive rse  c lie n t groups lo cated  across 

m u ltip le  cam p u ses , and urban and rural 

lan d scap e s . Fo llo w in g  are som e recent 

in it ia t ive s .

Online library
O u r redesigned  w eb s ite  a c t ive ly  prom otes 

n e w  se rv ice s . Staff frequen tly  undertake 

b road  en v iro n m en ta l scan s for new  

te ch n o lo g ies w ith  se rv ice  e ffic ie n cy  

p o ten tia l, and  a n ew  'in d ica to r w in d o w ' 

a lerts m anagers to chang ing  p erfo rm ance  

w ith in  ou r o rg an isation  over tim e and in 

re la tio n  to o u r b en ch m ark in g  partners. O u r 

W e b P A C  has had a com p le te  m akeover, 

w ith  search  and d isco ve r en try  po ints 

beg in n in g  at the hom epage; a feature  for 

u nd erg raduate  students being  an easy 

search  for co u rse  resources and exam  

papers . D e a k in  is a key d eve lop m ent 

pa rtner w ith  Innovative  In terfaces Inc 

in the c rea tio n  o f Enco re , a n e w  search  

tool w ith  e lem en ts of W e b  2 .0  so c ia l 

n e tw o rk in g  fun ctio na lity .

Online real-tim e help
Th e  L ib ra ry  laun ched  L ive  H e lp  v ia  instant 

m essag ing  on 16 Ju ly to c o in c id e  w ith  the 

busy  seco n d  sem ester. L ive  H e lp  en ab les 

a ll staff and  students to ask  lib rary-re la ted  

q uestions and  obtain  o n lin e  he lp  from  

1 0 :0 0 a m  -  4 :0 0 p m , M o nd ay to Friday. 

Instant m essag ing  com p lem en ts ou r other 

fo rm s o f a ss istan ce : e m a il, phone , o n lin e  

form  and in-person se rv ice s . L ive  H e ip  is 

a lre ad y  ve ry  p o p u la r w ith  over 2 0 0  users 

reg istering  D e ak in  L ib ra ry  as a 'bu dd y ' in 

the first fo rtn ight, and assistan ce  has been 

sought on d iverse  top ics from  students

near and far —  from  w ith in  the L ib ra ry  

bu ild in g  to S ing apore , C h in a  and the 

U n ited  A rab  Em irates.

Social networking software
Th e  L ib ra ry  is investigating  w ik i and blog 

tech no lo g ies . O u r  key o b je c tive  d uring  

the in itia l phase is the d eve lop m ent of 

lib ra ry  staff sk ills  and e xp e rtise  and the 

d eve lop m ent o f in -house ap p lica tio n s . 

These in c lu d e  a w ik i to share  w o rk  

p rocedu res, a w ik i to co llab o ra tive ly  

d eve lop  w eb  content and a blog to 

re p lace  our o n lin e  staff new sletter. As 

ou r und erstand ing  o f the tech no log ies 

d eve lop s w e  w il l seek feed b ack  from  

D e ak in  staff and  students regard ing 

ap prop ria te  lib ra ry  ap p lica tio n s  to support 

teach in g , lea rn ing  and research .

Launch at Deakin o f Learning 2.0
The L ib ra ry  is u nd ertak ing  a sk ills  aud it, 

id en tify ing  co m p e te n c ie s  requ ired  n ow  

and lo oking  fo rw ard  to 2 0 1 2 . A  key 

in itia tive  for th is year is the laun ch  o f the 

Learn ing  2 .0 : 23 Th in gs program . D e ak in  

U n ive rs ity  L ib ra ry  has partnered w ith  

S w in b u rn e  L ib ra ry  and the staff o f both 

o rg an isations w il l  be und ertak ing  th is 

program .

S tu d e n t g ro u p  w o rk in g  on  a co llabora
tive p ro je c t  at D eakin U n iversity  Library

University students and s ta ff need 
books too ...
A co m m o n ly  held  a sso c ia tio n  w ith  the 

w ord  'lib ra ry ' is the w o rd  'boo ks' and yet 

c ircu la t io n  o f ou r p h ys ica l co lle c t io n s  is in 

d e c lin e . A w are  o f the sm a ll but s ig n ifica n t 

research  interest in the long ta il o f our c o l

lec tion s, D e ak in  is co llab o ra tin g  w ith  five  

other u n ive rs itie s  (B a lla ra t , M e lb o u rn e , 

N e w castle , U n ive rs ity  o f Tech no log y S y d 

ney and V ic to ria ) to aggregate ca ta log ues 

and m ake  the c o lle c t io n s  a va ila b le  to o u r 

co m m u n itie s  o f users v ia  the B O N U S

sch e m e . Inn ovative  In terfaces Inc .'s  IN- 

N R e ach  so ftw are  is en ab lin g  ease  o f a c 

cess to the c o lle c t io n s  of partner in stitu 

tions for undergraduate  and postgraduate 

students, and staff.

ILL  se rv ice s  rem ain  a key se rv ic e  for 

ou r g row in g  and  d iverse  co m m u n ity  

o f researchers and  the V D X  (V irtua l 

D o cu m e n t X chan g e) so ftw are  so lu tion  

is be ing  im p lem ented  to exp e d ite  the 

request p rocess.

Learning spaces
F u lly  aw a re  o f the in creas in g  fo cus on 

student-centred  p rob lem -based  lea rn ing  

and  the lim ited  su p p ly  of p h ys ica l spaces 

and  eq u ip m en t a va ila b le  to students 

to u nd ertake  such  lea rn ing , D e a k in  

U n iv e rs ity  L ib ra ry  prepared  a d eta iled  

bu siness case  for red eve lo p m en t of lib ra ry  

le a rn ing  sp aces. A ll fund ing  b ids have 

been su ccessfu l and  m ajo r lea rn ing  sp ace  

red eve lo pm en t for undergraduates and 

for research  postgraduate students w il l 

c o m m e n ce  in 2 0 0 8 .

In-person assistance
A ll D e a k in  U n iv e rs ity  lib ra rie s  n o w  offer 

in fo rm ation  ass istan ce  from  a s ing le  

se rv ic e  po int fo llo w in g  the reso und ing  

su cce ss  of this m odel at ou r W aterfront 

C a m p u s Library . Loans desk staff p ro v id e  

the in itia l po int o f co n tact for an y  lib ra ry  

query . For co m p le x  q ue rie s , staff w ith  

s p e c if ic  kno w led g e  of our se rv ice s  and 

reso u rces are re ad ily  a va ila b le  to assist 

further. A llo ca tin g  resources in this 

w a y  re leases lib ra ria n s  to p ro v id e  m ore 

o u treach  se rv ice s to a c a d e m ic  staff and 

postgraduate students and  to d eve lo p  

and  d e live r m ore in n o va tive  in fo rm ation  

lite ra cy  program s using  n e w  tech n o lo g ies . 

Fu n d ing  has been secu red  to in tro d u ce  

a student rov ing  se rv ic e  d uring  sem ester 

tim e in 2 0 0 8 .

W ith  a c le a r  focus on cu sto m er needs and 

a keen ear to the m essages co n ve ye d  in 

feed b ack  and p e rfo rm an ce  in d ica to rs , 

D e a k in  U n iv e rs ity  L ib ra ry  is on tra ck  to 

a c h ie v e  its v is io n :T h e  L ib ra ry  in te rco n n ects  

p eo p le , tech no lo g y  and in fo rm ation  to 

a cq u ire  kno w led g e .

Sue O w en 

so w en @ d eak in .ed u .au
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