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One-stop repository C lient service:
shop for University of com petencies and
W ollongong com m unication
The library's extensive collaboration with the U O W  Research 
and Innovation Division is making possible a 'one-stop shop' 
for the collection of publications used for both the university's 
HERDC (research data collection for DEEWR) and ERA (Excellence 
in Research Australia) processes, as well as for deposit within 
Research Online, the UOW  institutional repository.

Changes to UOW's Research Information system (RIS) w ill allow 
academics to enter metadata describing their publication and 
also attach relevant files. The files could include a copy of the 
published version of an article, an open access manuscript version 
for the repository, and electronic files containing evidence such 
as proof of peer review. The benefit w ill be the capacity to store 
publication information electronically and remove the large paper 
burden that presently exists.

Research outputs tagged for the repository will be transferred via 
an XML link, enabling library staff to upload verified metadata 
and associated full text files. This development will provide a fillip 
in adding to the over 4800 full text items already archived in the 
UO W  Research Online repository. UOW's institutional repository 
was established in 2006 with usage now approaching a million 
downloads. The range of items archived in the repository has 
since expanded to include research theses, university-published 
journals, and electronic books.

Michael Organ 
Manager Repository Services 

http://www.library.uow.edu.au

Long recognised for its philosophy of quality and service 
excellence, the University of Wollongong Library recently restated 
and simplified its key client service goal to read exceptional 
service. Achieving this bold promise included revisiting our 
commitment to training and developm ent and improving 
sustainability through initiatives and innovation. Two recent 
developments are ensuring that this promise is being met.

Significant increases in student numbers, bringing with them 
highly diverse needs and expectations have challenged established 
approaches to service delivery. The Client Services Division (Loans, 
Short Loans, Information Desk, shelving) and Roving Helpers 
articulated a need for more up-skilling and flexibility in service 
provision -  particularly at point and place-of-need. We recognised 
that our earlier approaches to staff training, such as on-the-job and 
core training workshops, were no longer sufficient.

An initial step was the identification of a range of client- 
centred service behaviours e.g. welcom ing, courteous, clear 
com m unication, problem solving, and m istake resolution. 
These were then coupled with task/function competencies. 
Hands-on learning modules were designed to develop the desired 
behaviours, attributes, and competencies essential to fulfilling our 
goal of exceptional service.

The competencies were identified by library staff process or 
product 'experts' who also delivered training in a classroom 
setting. Additionally, relevant core training workshops were
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A  one-day meeting with the theme of 

maintaining the relevance o f libraries 

and focusing on:

• System advances

• Social influences

• Libraries Australia developments
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www.r .html

RSVP: 23 O ctober 2009

N A T IO N A L
LIBRARY
OF A U STR A LIA ;

22 i n c i t e Volume 30 • Issue 9 • September 2009

http://www.library.uow.edu.au
http://www.nla.gov.au/librariesaustralia/aum/laf0-9/rego.html
mailto:librariesaustralia@nla.gov.au
http://www.r

