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The Set-Up
(2019-2021)

• Strategic Plan – more cuts to academic 
programs

• Rumors – significant cuts to library staff
• Renovation –  significant loss of physical 

space
• Advocates – few
• Morale – poor
• COVID
• May 2020 – a timely resignation!
…..but is the danger over?
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Presenter
Presentation Notes
Return with me, if you will, to time not that long ago and a place not that far away.  In the late 2010's, my institution seemed intent on throwing a lot of change my way. 

 <click>The new college president had just released his strategic plan that mentioned the Library only once, as the new home for the Tutoring and Disability Services offices. Other academic programs on campus were worried about their survival.  Three major programs that the library served (theater, philosophy and religion) were to be shuttered at the end of the 2019-2020 academic year and other programs were being reviewed.  <click> VP's in the know told me to brace for staff layoffs in the library. <click> Massive renovation was in the planning stage to make room for tutoring services within the library.  I found out later that we were to lose additional space as the IT department, a large classroom, and a new Presidential Board Room became part of the renovation, none of these were mentioned in the strategic plan.  <click> My supervisor, the Provost, seemed out of the loop on construction plans and staffing cuts.  His hands were full with academic program closures. Faculty were preoccupied and not informed about changes happening outside their sphere. <click> As you can guess, my morale was poor, but we had to vacate a floor of bound periodicals and weed 25-30% of the collection in 2 years. I had been working on this project already, but had not assumed that we were losing so much shelving space.  Construction was slated to begin in May 2020.<click>  Well, we all know what happened in the spring of 2020.   My weeding project was about 75% complete and I had hoped to throw massive energy into a final sprint after spring break to reach the deadline.  Instead the University closed on March 17,  but since we were closed and the contractor was free, why not start demolition right away?  Thanks to the BVU maintenance crew and my own family that I put to work, we packed up the final book shelf on May 20, 2020.  <click> In early May, there was a timely Presidential resignation that didn't delay the construction <click> but, maybe kept further staff layoffs at bay?




The Crisis
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• Lack of administrative 
support.

• Significant loss of space.
• Declining use.
• LIke everyone—lack of 

budget.
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Presentation Notes
The Library seemed to be more highly valued for its real estate than it's resources and services by the current administration.  The renovation plans were reassigning large portions of library space to other uses beyond the planned move of the tutoring center sort of willy-nilly. <click>
Besides reducing shelf space to about one third of what it was, the library also lost significant workroom, conference, and breakroom spaces, and the uncooperative director lost a lot of office space. <click>
The administration could point to our own lagging use as justification.  We did need more space for tutoring, we all agreed.  But our student body was also smaller than it had been 15 years before.  Faculty were less inclined to assign traditional term papers.  We no longer needed to staff the library on Saturdays—use was down for many different reasons (and this was before we had A.I. to blame). <click>
And like everyone, I didn't have budget to bring in new splashy services, hiring extra staff was out of the question.  I was just trying to hold on to the staff I had.  However I addressed this, I had to do it with the resources I had.



Guiding 
Philosophies

• Increasing reliance on technology leaves 
a void that human outreach can fill. High 
tech, high touch.

• Serving online students is hard but is 
critically needed.

•  See beyond the deficits and serve the 
student you have.
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Presentation Notes
Here are some thoughts that guide me, calling them philosophies may be overblown, but I think these encapsulate some of what I've learned after 40 years.
We rely on technology, but there is still a need for human to human interaction.  AI may get there some day, but in terms of emotional attachment and trust, a competent human can't be beat—so far.
Online students are often treated as a revenue stream by the main campus.  They are underserved academically.  Serving them is difficult, but it is critical that they are served.  Serving online students well may be a way to distinguish your online program from the rest of the pack.
Avoid deficit-thinking.  We hear it all the time—students don’t read, students can't write, students don't know how to study, or converse, or socialize.  Isn't it good that they ended up at your college or university then? How then can you educate them to meet those skills?  We don't serve ideal students in most cases. You've got to serve the student your institution has enrolled.




What is a 
concierge?
Personalized service

Anticipates needs

Available as a luxury

Knowledgeable, with 
connections
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Presenter
Presentation Notes
Let's put some definition in place.  We think of concierges most commonly at swanky hotels.  This is the person who can get your reservations at the best restaurant in town or suggest an outing you may not have considered. A concierge is knowledgeable and can quickly sense and anticipate your needs. My family never vacationed in hotels that had concierges.  We went more toward the pink road-side motels where my mom would go in and check under the mattresses for bed bugs. I had my first encounter with a concierge when our Central College modern art survey class went to Chicago to spend a day at the art musuem.  The van dropped us off at the nearby Palmer House Hotel. The kindly concierge directed us to the nearest bar, Trader Vic's, on a lower floor of the hotel.  How did he know we'd spent seven hours in a crowded passenger van driving through thick fog to reach Chicago?  Concierge Magic! His recommendation was just the ticket after a long day of travel. He was knowledgeable, knew what we needed, and offered us detailed instructions to find the bar without turning us loose on State Street to wander aimlessly.



Concierge services beyond libraries
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Presenter
Presentation Notes
While concierges have typically associated with high-end hotels, we are seeing more concierge or "boutique" services popping up. <click> .There is now concierge health care (no more long waits for appointments or schlepping to a clinic—they'll come to you!), <click> concierge financial planning or travel planning, <click> concierge hotels, and <click> even concierge shoppers at high end retailers.  Let's face it, everyone wants to be a VIP. Some people can pay for special treatment, but we all want it.



Concierge Industry Growth
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Presentation Notes
The concierge industry is growing steadily in the U.S.  Annual growth of 7.5% is predicted over the next several years.  Grand View Research says this growth is due to 'time-constrained lifestyles" that lead people to look for ways to simplify daily tasks and reduce their cognitive and administrative burden. The dark blue portion of the bars on the graph represent the hospitality industry and the light blue part of the bars represents the transportation industry. Here is a quote from the industry analysis report, "As wealth levels increase, consumers demonstrate a greater willingness to pay for personalized, high-touch services that enhance lifestyle quality and provide exclusivity. Concierge services align well with this trend by delivering bespoke experiences, priority access, and tailored recommendations that go beyond standardized service models."  So how can we leverage this desire for exclusivity and bespoke experiences in the Library World?



What are 
concierge 
library 
services?

• Personalized services designed 
to build a relationship, not just a 
transaction.

• Anticipates patron's needs.

• Scaffolded support that is easy 
and convenient to access.

• Proactive.
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Presentation Notes
As you'd expect, wealth is not a part of LIBRARY concierge services, but there is no firm definition.  Here are some common attributes of services that libraries use when they speak about "concierge or boutique" services. <click>These services don't just involve an exchange of information, they aim to build relationships. <click> They anticipate what the patron will need, before the patron is aware of that need.  You may already be anticipating need when you not only show students how to find articles, but also how to cite them. <click>
Because of their one-on-one format, concierge services can more easily assess individual need.  Because of the relationship-building focus, that support can be scaffolded as the patron's skills grow and change. Concierge assistance is offered in a way that is equitable and accessible to each patron at each step. <click>
Finally, concierge services are proactive. Regular public service can be passive—waiting for patrons to come to you.  A concierge assumes need and makes themselves easily available.  When it comes to serving students, we all know that the students who would profit the most from an interaction with a librarian are the students least likely to approach us.  A concierge encounter can be added as a required gateway on the research path, so that every student must participate, but it allows them some flexibility to select the timing (by scheduling in advance) and mode (F2F or virtual) of that interaction.  



Why offer these services?
1. Build advocates and good public relations
2. Not much to lose! New president = "continued 

improvement" mindset.
3. Prove relevance—to myself, too.
4. Connecting people with needed information is a 

passion.
5. Positions the library on the ground floor to shape 

curriculum for new and updated classes and 
programs.
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Presentation Notes
Why am I doing this to myself and my staff?  <click>I was very close to losing a lot of staff once and I don't want to be in that situation again!  We do this because it builds advocates and proves that we are relevant.  Our other usage stats were (and continue to) slowly decline each year. <click> I didn't think I had much to lose. Our new president, who was the former Provost that I reported to, embraced a philosophy of 'continuous improvement"  as President, which gave me the freedom to try new things. These ideas were budget-neutral and at least initially, only involved my time, not that I felt that I had a lot of extra time, but my own effort was really the only resource I could control. <click> I needed to prove to myself that the library still had an important role to play and could provide service that no one else could. <click> Conecting people to needed information is a passion of mine.  To me, this is not extra work, but a calling. <click> With the implementation of these services, we were able to shape curriculum and partner with faculty and students.  These services go beyond simple support and include the library more intentionally in the educational mission of BVU.



What Makes BVU Unique? 
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• Long history of remote 
education. First site opened in 
1975, by 2005, we had 17 sites 
most at Community Colleges.

• Most of our students are 
online, not on campus.

• Entrepreneurial spirit.

10

Presenter
Presentation Notes
There are a few things about BV that you need to be aware of. Besides the pronunciation, which is Byou-na Vista (Buena rhymes with tuna and there is a Raygun shirt to prove it).  As you may have picked up, we often just say BV or BVU, to avoid annoying our Spanish-speaking friends.
<click>
BV entered the remote education market in the 1970's.  In those days, that involved a faculty member teaching all day, and then driving to a nearby community college campus an hour away to offer night classes to place-bound students who had their associate's degree (or the 60 hour equivilent) but who wished  to earn their Bachelors degrees.  Eventually local adjuncts were engaged to teach, our sites expanded and technology improved.  At the height of this model which you see on the map on the slide, we had 17 "sites" operating at community college campuses throughout the state, serving over 2,000 students.  We were heavy users of the old Iowa Communications Network (ICN) when that came along. We were already transitioning to online instruction and phasing out the older "site" model in the 2010's.  When we started graduate programs in the late 1990's, those were entirely online, although some programs bring students to campus in the summer for Residency Weeks.
<click> Another unusual thing about BV is that most of our students are online, not on campus.  Right now, about 55% of our students are online and may only see campus if they participate in graduation exercises.
<click> I don't know if this is unique, having spent my entire career at the same place, but BV has always had an appreciation for entrepreneurial risk-takers. Many buildings on our campus are named after Harold Walter Siebens, who was kicked out of his military high school before he graduated, but who had a knack for buying tracts of Canadian land that just happened to be sitting on oil and natural gas reserves.  There is an institutional tolerance for trying something new or unproven. Mr. Siebens endowed many entrepreneurial focused programs on campus.



Faculty facing services—Textbook searches

OER promotion ---> Textbook searches
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Presentation Notes
What are the concierge library services offered at BV. No doubt, they are very similar to services provided at your library. One of the first services we offered, which grew organically out of the assistance I was already providing to faculty is textbook searches. I was already helping interested faculty find OER textbooks.  I have a research guide set up with links to key OER publishers and providers, but faculty look at the list and lose heart, and ask me to do it.  It was little additional work to add commercially published textbooks for the faculty who weren't interested in OERs or who had a very shallow pool  of OERs to choose from.  This service is promoted through the library newsletter, our research guide, and my visits to our New Faculty Academy and visits with faculty.  Word of mouth is also bringing faculty in.  Faculty who are relatively new take advantage of this service the most often.  I do about 6 textbook searches a year.  Each one takes 5-7 hours to complete.  I love that this service creates awareness of open educational resources even among the skeptics.



Research Consultations
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Presentation Notes
Research consultations is a student-facing service.  It is not unusual to see students begin the session like the picture on the left! We started offering Research Consultations many years ago, but it didn't really take off until faculty started requiring students to schedule them. We started using the Microsoft Bookings module as a way for students to schedule sessions themselves during COVID.  The Bookings module coordinates with our calendars so students can select the time and the librarian that they want.  We can meet with students online (using Teams) or in person. About 3 years ago, the director of our graduate clinical mental health counseling program added two required consultations into each cohort's first class, so that the students could learn to use our library resources and as a resource for students who needed help with APA-style citations and references.  Adjunct faculty did not want to be the APA police! So we became the APA tutors. This is our busiest concierge service, but there is room for growth because grad students use the service most heavily in July and August, an otherwise quiet time of year for us.  We are hoping to get this model adopted by other graduate programs and by other undergraduate classes with a research component. Two of us, myself as a former reference librarian and Holly, our research librarian handle these appointments, but Holly does the lion's share.  Total consultations last academic year: 62, 72 so far this year.  We allot a half hour to each research consultation.  We enjoy getting to meet the students and partnering with them.  Some of them really form close relationships with us.



Online course 
consulting

Working with Course Content 
Experts
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Presentation Notes
 The final concierge service we offer is available to Course Content Experts (CCEs).  CCEs are people who are hired to create or update an online course.  They are not necessarily members of BVU faculty.  Because they have no knowledge of what our library offers, our Instruction Design team (IDs) started bringing librarians into conversation with the CCEs to talk about our available resources, the importance of EZProxy links, and copyright best practices.  Sometimes the CCEs have very specific needs, sometimes they give us a course outline and tell us, "See what you can find that will work with this course."  This task is very labor-intensive and could take a couple of weeks to complete, but much depends on the CCE's deadline and projected launch date for the new or updated course.  I take care of most of these requests, but our Research Librarian also does some of these. I rely heavily on the IDs to let me know what courses are in the development pipeline.  At our busiest, we worked on 10 courses in a year.



Personalization vs. technology

Magi & Mardeusz article
• Clarifies assignment and topic
• Model research skills

 Search terms
 Suggesting resources
 How to read, save, and use what is 

found.

• Introduce library resources
 Librarians are also a resource!

• Changes attitudes about 
research

Reiter & Huffman article
• Can the staff handle the load?

oBenefits of F2F outweigh 
workload

oWorkload is predictable, based 
on when assignment is due, so 
plan for it.
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Presenter
Presentation Notes
Let's address some concerns here that I continually struggle with—is personal F2F the best use of our time, and how do we meet the increased demand of new services?

There are some valuable intangibles built into F2F interactions.  Having a block of time set aside to work with one student is powerful and it shows students that we take them and their work seriously.  Magi & Mardeusz wrote an article entitled, "Why some students continue to value individual, face-to-face research�  consultations in a technology-rich world." They mention how librarians model researching behavior to students. We first clarify the assignment and give students feedback on their chosen topic—is it too broad?  How can it be narrowed down?  We model research skills in real time.  We show them how to use the thesaurus to find relevent search terms, how to save records for closer review, we suggest alternative resources, and we become a resource ourselves.  In just a few minutes, we can offer a pathway through the thicket of resources that helps a students feel empowered and less overwhelmed.  

Reiter & Huffman is their article, "Yes, Viriginia: It Will Scale!" Prove that 4-6 librarians were able to handle in-person consultations with up to 1600 undergradates a semester by staggering the assignment due dates for different sections of the class. They quickly realized that the highest number of appointments were scheduled the week before the assignment is due.  With that knowledge they could adjust  schedules accordingly by bringing in additional staff to help during those weeks and clearing their schedules of other appointments.  Compiling data and using that to marshall your resources will help IF one-on-one consultations are your priority.



Concierge or Boutique Library Services at other institutions
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• Ozark Technical Community 
College – Open Admission, 
Springfield, MO

• Philosophy: Our students are 
vulnerable and need support to 
complete a degree and escape 
poverty.  We'll do research for 
them.
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What do concierge services look like at other institutions? You've heard about how I structure services to fit the concierge model.  Here are five other examples of concierge services that I found in my literature review. I found one case study from Ozark Technical Community College in Springfield, MO.   Authors Fancher and Mabee noted that their community college was open to all and it was in an area of high poverty. Their students faced considerable economic and societal challenges. The librarians felt compelled to help students conquer this one assignment that so many of them struggled with, so that they could be successful, graduate, and pull their families out of poverty.  This was best accomplished, they felt, by finding a few articles for the students.  If you are wondering about the picture, the article was entitled, "Fish, not Fishing Lessons," a twist on the old proverb about eating for a day or eating for a lifetime.  They felt that it was more important that their students get the degree they needed rather than become better researchers.  



Research Data Concierge Service/Kent State

• Need to streamline data 
service offices on a large 
campus—UL, CIO, IT, VP-
Research—established a 
"cross-unit" group.
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Presenter
Presentation Notes
At Kent State, the University Library formed a coalition with other campus offices (Library, Chief Information officer, InformationTechnology, and VP for Research) to streamline the data services available to researchers and Ph.D. students on campus. They created a "one stop shop" and dubbed it the Research Data Concierge Service. For every example I've found that I'm showing you today, there are three or four from R1 universities dealing with data, so this represents a more common use of the conceriege moniker.



Wayfinding 
Mobile 
Concierge – 
Oregon State

Reduce anxiety

Temporary
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Presentation Notes
Oregon State library staff used a mobile dictionary stand to create a "pop-up"  concierge kiosk near their entrance during the first couple of weeks of each semester to direct students to their destinations.  Library staff volunteer to  be available at the kiosk and make maps and brochures available. They say this service  helps decrease student anxiety and it may plant the seed in student's minds that the library is a good place to get information.



Texas A & M Policy Studies & Economics 
Library
• The "Liaison" model on 

steroids
• Remote from main 

campus.  Full services for 
nearby faculty.

• Fill in for professors at 
professional conferences.

• Provide cited reference 
searches for tenure & 
promotion.
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Presenter
Presentation Notes
Policy Studies & Economics Library at Texas A & M University formed a special relationship with faculty in Political Science, Economics, and the Bush School of Government and Public Service simply because they were adjacent, but remote from the rest of the campus.  So the three librarians in the PSEL library work closely with those faculty to take proactive service to new heights, a sort of "liaison service on steroids" if you will.  They would volunteer to teach classes when those professors were attending professional conferences. They knew their research interests. They would provide cited reference searches of a professor's publications when they were up for tenure.  They felt that their services to nearby faculty was the best way to serve students, who were more difficult to reach.



California State Library Digital Concierge Program

• Help other state 
agencies identify and preserve 
important state history 
collections.
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Presenter
Presentation Notes
Here's an example of a state library that set up a concierge service specifically so that other state agencies would have a resource to identify and preserve historically significant documents. This was the only concierge service I found with an archival focus. Notice the tuxedo built into their badge.



Strategies for Personalization/Relationship 
Building

Welcome and follow-up email.
Be first online.
Be aware of nonverbals—yours and theirs.
Ask questions.
Personalize the library orientation.
Gauge anxiety level.
Vary hours to accommodate working adults.

20DRCT: ACRL/IPAL2026

Presenter
Presentation Notes
Because personalization is part of the package, here are some things that I try to do. <click> I begin my personalization by following up the Bookings email that contains the link to join the scheduled meeting with a personalized email to the student or CCE.  Hi, I'm looking forward to meeting you on Wednesday afternoon at 2.  I may also address their preliminary questions if they have some on their appointment form. <click>
 When possible, I try to login about about 5 minutes before our scheduled time.  That makes it easier for them to join a meeting if I've already started it and saves them from scrambling for the link to join. Also, give them leeway if they are late. There are computer glitches, wifi outages, or commuting difficulties that make people late, so I will wait quite a while before closing down the session and asking them to reschedule.  <click>
Be aware of your nonverbal communication and theirs!  if you are rushed or stressed those mannerisms are easily picked up by the person you are meeting with.  Likewise, if they are trying to settle a pet or small child, give them a few extra minutes to re-focus. <focus>  Ask questions to put people at ease.  I once had a long conversation with an adult student who was wearing a Des Moines Choral Society tee-shirt.  I commented on it and asked if he was a singer.  That simple question really opened  him up to tell me about his passion.  <click>
As you can imagine providing an orientation to library resources for grad students one at a time can be very repetitve for us. We try to personalize the library orientation presentation by asking them to suggest a topic that is of interest to them.  That keeps me engaged and on my toes! It also allows us to model how to use the Thesaurus, how to alter the search to get better results, how it can sometimes be a struggle to find what they need.  It forces us to be vulnerable, because we don't know the answer, but I think demonstrating the process is valuable, and I narrate my thinking and strategy as I go. <click>
The whole time, we are trying to be aware of student anxiety.  Our online graduate students feel overwhelmed resuming their education, sometimes many years after finishing their bachelor's degree.  They need reassurance that their questions and their struggles are not out of the ordinary.  <click>

  Another important factor to consider, especially if you are serving working adults, is that it is very helpful to offer meeting times outside of the usual M-F 8-5.



Challenges we've faced

• Partner turn-over.

• Keeping the plates spinning.

• Time-sensitize needs.

• Over-reliance on librarian.
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Presenter
Presentation Notes
We have our struggles.  When an instructional designer I worked with left, I was cut off from the CCE's.  I'm trying to establish ties with her replacement, but so far he always has other more urgent tasks and deadlines to attend to.  
At times I feel pressure about competing projects and other work that I need to do.  I sometimes need to bring in other librarians to help, which means I need them to buy-in to the services we are offering while being aware of the demands on their time to do their own jobs.
Inevitably, there is the link that fails or the video that is no longer available or a subscription lapse that needs fixed.  That is just part of the normal noise of everyday library work, but it is a distraction when working on these longer-term projects.  Again, if your whole team is on board, you can divide and conquer.  If you ARE the whole team, you perform triage and do the best you can to fill the most urgent request.
We do have students who become what some would characterize as "overly reliant" on us.  I don’t have a good way to wean them and this is something that I may need to address.  Why can they still not cite an article correctly after a year in the program?  I don't know—and because I don't know I just keep putting suggestions in their papers.  "Remember to italicize journal titles!"



Interested in starting your own concierge service?
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If possible, align with your institutions 
strategic plan.

•   Honestly consider the demands.
• Define the population.
• Talk to the stakeholders andfind their 

pain points.
• Offer individual sessions that are 

easy to access and schedule.
•   Keep coworkers in the loop.
• Market/advertise, then do it some 

more.
• Evaluate, get feedback from your 

stakeholders, revise for next time 
around. 
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If you want to begin your own concierge service (or market existing services this way), here some factors to consider. 
If possible, try to align your efforts with your institutional strategic plan. It will reflect well on you.
Be honest about what you can realistically take on. Your physical and mental health as a librarian are key. If you don't have your oxygen mask on, you can't help others. I had administrative stress, but in my case working with students and faculty fills my cup in a way that budgeting never will.  But honestly? It took me two or three years to get over the hurt I felt before I could think about moving forward. If you want to start, start small and if you don't want to start, that's OK. You know your limits better than anyone else.
Think about the population you want to focus on. Remember that you are finite and not everyone on campus qualifies for special services.  What population is getting attention on campus?  Transfer students?  First generation students?  Students in one specific program or class?  
Talk to the stakeholders and see what they need. What can you take off their plates?  For our clinical mental health counseling faculty it is APA referencing that they didn't want to mess with.  Can you take that on?  If so, make yourself indispensable.  
Next, make it as easy as you can for people to find you and schedule your services.  Having a dedicated time with distractions minimized is important. Encourage faculty to require student participation.  I've never had a student indicate that the session was a waste of their time, although I have worked with many initally unwilling students.  
Make sure your boss and your coworkers know what you are doing.   Get support from your colleagues if you can. 
Advertising your new services is so important! Keep stats, let other faculty know what you are doing.  Give a lunch & learn presentation.  Send out emails, write up articles for your student newspaper.  Whatever you can think of.  And do it repeatedly.  

Finally evaluate how you are doing, get feedback from your stakeholders and revise for next time.



We continue to evolve...

• Assess services
• More proactive outreach to CCE's
• Get more graduate programs 

involved in 
consultations/orientations

• Add embedded librarian to online 
courses (or on campus)

• Continue to market services
• Look at ways to meet increased 

demand.
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What's in the future for our concierge services?
I'd love to devise a survey to capture some feedback and assessment from our concierge patrons.
I need to re-establish contact with our IDs and our CCEs.
We are in discussion with other grad programs about adding research consultations to their programs in their initial courses.
Holly and I both enjoy being the embedded librarian in courses, where we can interact with students within the LMS about research paper development. I've mentioned this at my last meeting with School of Liberal Arts faculty—we'll see if anyone bites.
Continue talking up our services to new and second-year faculty especially and maybe marketing directly to grad students for whom it is not required, but who might recognize the benefit is getting a library orientation.



Concluding Thoughts
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"Concierge Service is not a term I use publicly.
It does allow me to "re-cast" our patrons differently, thinking 

more about long-term relationships and research skill growth.

Concierge services work WITH other types of library services.

One-on-one nature of concierge interactions helps us address 
misinformation, defuse anxiety, and serve each student equitably 
at their point of need and understanding.

Each of us is one administrative hire away from doom.
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<click>First, a confession. You will see no mention of "concierge services" on our Library website. This phrase has been kicking around in my brain for several months, but I am not marketing these services this way, nor do I plan to. 
This phrase got me thinking about references services more deeply and providing service to audiences I hadn't considered serving before. Now, I'm thinking more about relationships and less about skills and content. We know that there is a strong correlation between library use and academic achievement.  Will the relationships we form with them entice our patrons to engage so that they become proficient researchers and thinkers?  I don't know yet, but this seems like a good approach.

<click>There is still a place for classroom instruction. Concierge services are not a replacement for, but work in tandem with classroom instruction. There is an economy of scale to classroom instruction that we can't ignore and should not abandon. 

<click>The more private nature of one-on-one consultations helps us address misunderstandings at their root (like understanding that the book collection is not arranged by ISBN, for example).  The pre-scheduled and longer-form interaction invites questions, especially from students, who realize that this time is devoted to THEM.  We often end up discussing other assignments that students are working on, or talking about other library services.  (By the way, how do I get signed up to get the Wall Street Journal?)  Concierge services that  REQUIRE PARTICIPATION help us serve the student or faculty who would not normally seek us out, whether that is due to unwillingness or ignorance. It helps us ensure that all patrons are aware of the wide range of resources available to them, helps us lower their anxiety, and allows us to serve patrons equitably.

I should end with upbeat advice, but this is instead a word of warning, each of us is just one administrative hire away from doom. When it was happening to us, I was shocked at how thoroughly faculty were distracted by programs closure and how little they knew about what was going on in the library.  This may have been by design. Happily for us, we were able to stave off the threatened staff layoffs, but we did go through the planned renovation, which was not painless. Libraries are associated in people's minds with physical collections. When our collections were down-sized and moved out of sight, I had to find something else to represent the LIBRARY in people's minds. I chose SERVICE because it was the one thing I COULD offer. Some days, I walk around muttering my mantra to myself, "infinite bandwidth, infinite bandwidth!" But I feel that over time, we are impacting the education of students at BV, especially the online students who are so easily forgotten, and proving our relevance with these services.




Questions?

Thanks for attending!
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What questions do you have?
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