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Why we changed our 
reference model
▪ Our on-call system  was confusing (on call but no reference 

desk)
▪ Library renovations created a new area that we could use 

for research consultations
▪ Our students schedule everything else in their lives
▪ Better use of librarians’ (and students’) tim e

Presenter
Presentation Notes
The reasons for the change and goals for implementation
Why we changed and why we were able to change (relatively seamlessly)
Ask Beth for proposal/reasons 
No reference desk (even before the shift!)- we meet in consultation cubes






Implementation
▪ Shift occurred over the sum m er 
▪ First day of classes, Fall sem ester 2017 (8/28/17)
▪ Librarians m aintained the sam e num ber of reference shifts
▪ Talking points were distributed to ease the transition at the 

circulation desk

Presenter
Presentation Notes
In the old model, librarians were on call for 4 hours a week, and doing chat at the same time. Hours were set up by our division administrative assistant. Which meant that when a chat came up during an appointment it could not be addressed immediately. 
Now we have 1 two hour shift scheduled by the admin assistant, and 1 two hour shift we are responsible to schedule for ourselves. Which means there are weeks with more or less reference, and we have more flexibility and ownership over our schedules. 
One of the worries from the circulation staff and from our division, was that students would have to be turned down from the desk while the new structure was implemented. This was mitigated with clear talking points about the new structure distributed to our circulation desk staff, and outreach during instruction sessions. 



Infrastructure
▪ Appointm ents are booked on our website through 

Springshare LibCal widget
▪ 2 types of appointm ents: general (30 m in) and in-

depth/subject specific (45 m in)
▪ Multiple ways to sort: first available or by subject 
▪ Students get autom atic rem inder em ails and follow up 

assessm ent surveys 



Presenter
Presentation Notes
Make sure to describe the graphics before you go into analysis. 
Caveats of different assessment methods 
Fall 2018 is as of Thursday morning. 



Results!
Since the shift, we have observed: 
▪ Better use of librarians’ (and students’) tim e 
▪ Students and librarians arrive to appointm ents better 

prepared
▪ Clearer division of labor between library divisions and staff 
▪ Form alized structure enhances professionalism  on the part 

of librarians and students 

Presenter
Presentation Notes
Noticeable improvements to appointments thanks to the new model 
the shift to an appointment-based model has improved the quality of our research appointments, and is a better use of time for both students and librarians. Knowing about research appointments in advance has allowed both librarians and students to arrive better prepared. The change in reference models also clarified the division of labor between Research Teaching and Learning librarians and the front desk staff, and empowered staff and student workers at the front desk to provide basic reference assistance in person and via chat. �



For more 
information
kirsten.hansen@claremont.edu
charlotte.brun@claremont.edu
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