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Roving help pilot using the Apple iPad

Background to pilot

The implementation of self service, comprising self-issue, self-return and self-payment of fines,  is planned for January 2011. This will enable us to invest staff time in delivering services in a more flexible way.  There is an imperative to move away from transaction-based processes at fixed service points, towards supporting users with discovering and using resources throughout the Library building, hence adding value to the student experience.

ISS have recently acquired a number of Apple iPads, with a view to testing their potential benefits to the University.  We took the opportunity to borrow an iPad to trial as part of the pilot.

A team of ten volunteers took part in the pilot, and their feedback has formed the basis of this report.

The Pilot

Roving help was scheduled for Monday-Friday w/b 18th October 2010. Two periods were scheduled each day - 10-12 & 2-3.30.
Roving was also attempted in the evenings on Monday 18th and Thursday 21st,  but the counters were too busy most of the time to release staff, and once the desk had quietened down the Library itself was too quiet for roving to be useful.  

Bookmarks were set up on the iPad browser in advance, including catalogue, IT help and locational pages.  The notes feature on the iPad was used to record enquiries and observations as the roving progressed.

Staff walked around the whole building, including Short Loan. Most response was found on B and C Floors, and particularly the area near the wall map between the two parts of the building.  This might be a useful place for a fixed help point to which staff could return periodically in the course of roving.

A number of approaches were tried. We found that the positive "Can I help you", especially when accompanied with a brief description of the roving trial, brought more positive requests for help than a casual "are you alright there"   We were also approached pro-actively by users, especially if we were seen helping others.












Statistics

	Date
	Total enquiries
	iPad used
	Stock location iPad not used
	IT/copiers
	Self issue & A Floor
	Other

	18/10/2010
	27
	5
	10
	4
	7
	1

	19/10/2010
	21
	11
	7
	2
	
	1

	20/10/2010
	22
	8
	5
	3
	1
	5

	21/10/2010
	21
	10
	4
	4
	
	3

	2210/2010
	7
	4
	
	2
	
	1





In addition to these enquiries, staff also took the opportunity whilst roving to tidy shelves, collect lost property, and report any building snags which were noticed, e.g. loose carpet tiles.  

The iPad

Prior to the trial, Jonathan Day, who is responsible for mobile technology, advised that ISS have not so far identified any business use within the University for the iPad, and do not envisage supporting it at the moment. 

· the device can't handle applications globally. An individual's iTunes account is required.
· word processing etc. is quite hard to use.
· there is a lack of printing and filestore functionality.
· the iPad reads ebooks if in PDF but not other formats.
· other tablets are being released which may have better functionality for a business environment.
· the iPad has been developed primarily for personal use. Apple will not develop for business use unless there is demand.
· Aleph could not be installed on the iPad (although JHK advises that it could be accessed using the remote desktop facility).

Having said that, the iPad did attract interest and admiration from several students. It worked for most of the enquiries we had, mainly catalogue, locational, showing users how to log in and place requests and showing details of printers.
Some rovers found it a little heavy when carried for long periods, and it was difficult to accomplish other tasks without putting it down, e.g. when filling a printer.  A shoulder bag may be useful.

Recommendations

The pilot has shown that there is a definite need for support away from the fixed service points in the building.  It is early in the academic year, and users need help in using the catalogue and in locating items, and in basic directions around the building.  Staff took the opportunity in the course of locational enquiries to give tuition on the use of the catalogue and the "my library card" facilities, to explain how the classification works and to raise awareness of the Short Loan Collection.  The user can be shown on the spot how to navigate the stages of finding material on the catalogue and then locating it on the shelves, or placing a reservation.  Some users may not go to the Enquiry Desk for help, for example one student  was very positive about the pilot and said that it was "tiring" to walk to the Enquiry Desk for assistance.  When asked, most respondents said that they thought roving was a good idea, and even "cool".  We will hopefully pick up on users who have difficulty in finding items, but for whatever reason may be reluctant to approach a member of staff at a service point.

It was also reassuring that many people were already confident in using the Library and declined the offer of help.

It could be that there are times of the day/week/term/ year when roving is not a good use of our resources.  It should be targeted at times when we know that library use is medium to high.

It is important that we establish a protocol for roving which is proactive, but does not disturb users.  We did have several people decline help, and one rover commented that people may get uneasy when we pass by the same place several times.  At exam times we would have to balance the need for help against the possibility of disturbing people.  Having said that, the presence of regular roving might also deter people from excessively inconsiderate behaviour.

We should publicise what we are doing and ensure that "rovers" are identifiable as being approachable for help. It was felt that the Library badge does not identify us as being specifically available for on-the-spot help. This needs to feed into the Marketing Group’s survey on methods of identifying staff.  There could also be a fixed information point where rovers could regularly report, and which is identified as somewhere that users can wait for assistance.

Roving could usefully be combined with regular checks of copiers and printers, ad hoc shelf tidying and noting of building snags.

We definitely need a portable device to access the catalogue, web and electronic resources.  It will also be useful to be able to access Aleph.

Finally, although this did not come within the scope of the pilot, it would potentially be useful at times of high demand, to allocate staff resource to act as roving IT support.












