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• Library visits 

• State and regional conferences 

• OCLC Member Events 

Introductions 
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Advocate for Tech Services 

Session goals: 
• Introduce strategic communications: develop a strong 

message, then tell a persuasive story 
 

• Highlight examples that demonstrate effective 
communication. 

 

• Get you to think about how you will adapt these ideas 
to your workplace. 

 

• Brainstorm, share and compare your Tech Services 
elevator speech! 

 



The world’s libraries. Connected. 

What have you 
done for me lately?  

Presenter
Presentation Notes
To help us focus our message, I will refer to the immortal words of Janet Jackson: this is a central question that we’ll keep coming back to in this session:Its about results.
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• Streamline technical services to focus on hidden 
collections  

• Merge acquisitions and cataloging departments 
• Get value from your vendors: use vendor records, 

implement shelf-ready for print materials 
• Define “good enough” bib records (and stick to it) 
• Evaluate patron driven acquisitions 

 
• With thanks to David Whitehair, OCLC 

 
 
 

Trends: Charleston, ALA, ALCTS, 
 OCLC events  

Presenter
Presentation Notes
So what are people doing differently in tech services these days. Streamline: Use special skills selectively. Work across traditional silos. Investigate using vendor records, and using pre-processing services. Take a long hard honest look at your cataloging practice: are you sure that everything you’re doing is absolutely essential for meeting demonstrated needs? We talked about merging Cat and Acq, let’s throw in Collection development and Collection Management – and here’s one very good reason: PDA.
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• Attend and participate in conferences and professional 
development networks 

• List out a few websites or blogs to keep tabs on 

• Volunteer a few hours on the ref or circ desks 

• Look up your stats, analyze them and ACT 

• Visit another library 

 
• With thanks to David Whitehair, OCLC 

 

 

 

Over and above?  
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http://www.oclc.org/us/en/news/events/goodpractices/default.htm 
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• 11 FTE staff 

• $11M budget 

• 430,066 items ordered 

• 407,600 items received 

• 2,162 POs issued 

Pam Matthews, Cuyahoga County  
Public Library 

2009 (January-September)  2011 (January-September) 
 • 8 FTE staff 

• $9M budget 

• 430,531 items ordered 

• 454,342 items received 

• 2,903 POs issued 

 
Good Practices for Great Outcomes: Cataloging Efficiencies that Make a Difference, 21-10-11, Dublin OH 

Presenter
Presentation Notes
Trawled through invoices to make sure that negotiated discounts were appliedRenegotiated for better discounts; consolidated vendorsPrefix POs for fast-track ‘hot’ items – so it shows up on the box. Suffixes for AV etc.Reduced standing orders – esp direct to brances SOs – not checked in, not wanted. Also centralized receipt of serialsEvidenced based buying --- eg 150, instead of 500 copies of latest James Patterson. Increase based on Holds placed. Fewer holds, b/c of elecCat, acq processing, coll dev: communication. Reduced silos. Duty sharing, backup – cross training.  Luck – catalogers bumped in. Constraints: strong union environment – no outsourcing, ever. Reorganized, reduced team
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• ‘Outside in’ inventory mgmt to ‘inside out’ scholarly comm 

• Weeded 80% of print journals and 10,000 monographs 

• Staff shift: from 8.5 to 6.5FTE; from 35% to 85% 
professional 

• Workflows: automate with WCP, approval plans, batching 

• Culture: regular staff meetings, documenting procedures 

• Training! 15% of time on training across the board 

Laura Smart, Caltech 

Good Practices for Great Outcomes: Cataloging Efficiencies that Make a Difference, 23-03-11,  San Marino CA 

Presenter
Presentation Notes
Traditional acquisitions and descriptive cataloging workflows, to metadata optimization. Spurred by university librarian – realize that inventory control is not the future at a science inst. Mandate to make the IR is the pre-eminent library activity --- but when? No time. Weeding – to reconfigure physical space for human collaboration, not storage and management of printStopped doing whatever they could; automated traditional workflows as much as possibleDocumented policies and procedures to reduce ad-hoc decisions and time spent figuring out, or improvising, how to do stuff. Regularized database maintenance and quality controlStaff shift: need higher-level educational background and technical savvy to move forward. Took advantage of downsizing. Business process analysis: all stakeholders work together to diagram the entire start-to-finish for a process, then aim for bottlenecks. Ongoing. Keep learning. (applied to withdrawals, ordering, receiving, database maintenance and QC). Resulted in more time to do stuff. Training: eg get systems coordinator up to speed on all the advanced stuff they can do with their ILS, can create Load tables so less clean up after batch loads, because things are tweaked as they’re ingested. Acquire and sharpen Linux, MySQL and pearl skills for IR Results: Citation services – developed code for profs’ publications. Thesis workflow – AARC2 and DC. NACO certification. Very into Linked data. VIAF. 
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Ice, Ice, Breaker… 

• Tell your neighbor about 
something you’ve worked on 
recently that you’re proud of, 
and why.  

 

 

Dish! 
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Change Curve 

Source: Duck, J. D. (2001). The change monster: The human forces that fuel or foil corporate transformation and change. New York: Crown Business. , pgs. 16-17 
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External factors can enable change,  
but can’t do it for you 
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Why do organizational changes fail? 

39% 

33% 

14% 

14% 

Contributing causes of 
failed change 

Employee Resistance 
to Change 

Management behavior 
not supportive of 
change. 

Miscellaneous 
obstacles 

Inadequate resources 
or budget 

72% of change 
efforts fail due to 
a combination of 
resistance and 

ineffective 
management 

behavior  

• Keller, Scott and Aiken, Carolyyn, “The inconvenient truth about change management”, “The McKinsey Quarterly, 2009 
• Isern, Joseph and Pung, Caroline, “Organizing for successful change management: A McKinsey global survey”, “The McKinsey Quarterly, June 2006 
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 As a change agent, can you encourage colleagues to ask 
some variation of these basic questions? 
 

1. Why are we doing this? 

2. Do we still need to do it? 

3. What would happen if we skipped it? 

4. Would it be better to spend that time doing X? 

 
With thanks to Lynne Jacobsen, Pepperdine University 

Precondition for re-evaluating  
workflows and processes… 
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Quick wins paradox  

• Todd Safferstone and Mark E Van Buren., “The Quick Wins Paradox”, Harvard Business Review, January 2009 

Presenter
Presentation Notes
Surveyed 5400 new leaders and their managers. Found that top performers all had quick wins in the first 6 months. The findings became more interesting when they examined the struggling leaders. In that group, they saw a high incidence of five problematic behaviors: focusing too much on details, reacting negatively to criticism, intimidating others, jumping to conclusions, and micromanaging the people reporting to them. Looking over this list, they realized these are traps that leaders could fall into if they were hell-bent on securing quick wins.What confronts us, therefore, is a paradox. The relentless pursuit of a quick win is what ultimately prevents new leaders from benefiting from it. Knowing that they must rack up quick wins to prove themselves, new leaders often trip up during the quest for early results. In some cases, they manage to get the outcome they were seeking in a narrow sense, but the process isn’t pretty, the fallout is toxic, and their ability to lead is compromised.Having identified this paradox, they were all the more impressed with the feat the high-performing leaders had pulled off. Looking closely at the patterns in that group, they found that there is a right way to go after quick wins, and it taps into another of the strengths these leaders shared: excellent change-management skills. 
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What have you done to: 
 

• Encourage others 
• Enable others 
• Enthuse others 
• Support others 
• Stimulate others 
• Energize others 
• Clarify something 
• Be pro-active? 

Be accountable 

Presenter
Presentation Notes
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Good communication    Not-so-good communication 

• Listen 

• Invite questions 

• Start with what people know 

• Be specific / don’t overload (but  
don’t hold back) 

• Motivate people 

 

 

 

How do we communicate?  
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• Who? 
 

What audience(s) are we trying to reach?  

What do we know about them and their understanding, 
their information needs and their preferences?  

What secondary audiences are we also trying to reach? 

How can we get the message across?  
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• Why? 
 

What purpose do we have in mind?  

What are we trying to achieve?  

What do we want the audience(s) to do?  

What are our objectives? 

Develop a communication strategy  
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• What? 
 

What information or messages – what content – do we 
want to convey in order to achieve our objectives and to 
motivate and mobilise the audience(s)? 

Develop a communication strategy  
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Who – What – Why – Bullseye 
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• How?  
What communication channels or media will be most 
effective in doing this? What combination of channels will 
work best? 

• When?  
What critical timing is involved? Are there key windows of 
opportunity? Are there key dates by which something needs 
to happen? 

• Where?  
In what settings will our communication be used? Do we 
need to adapt our approach for different settings? 

Tactics:  
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• What’s happening? 
Is the communication working?  

Is it achieving what we hoped it would?  

What feedback are we getting from our audience(s)?  

How can we improve the feedback to ensure that the 
communication is working? 

 

Evaluate! Learn! Iterate! 

Presenter
Presentation Notes
Communication strategies need to be reviewed regularly. Circumstances change; objectives change; audiences change. The main reason for developing a communication strategy is that it moves attention away from a single communication products (a conference session, a speech, a leaflet, poster, websites, video, workshop, or event) to communication processes (how interacting, networking, involving, participating, encouraging, enhancing, empowering can best be achieved).



The world’s libraries. Connected. 

That thing you were proud of?  

• Who needs to hear about it?  

• Why?  

• What message and what 
communication tool will be 
most persuasive to them?  

 

 

 

 

Dish! 

Presenter
Presentation Notes
Consider: who needs to hear about this? How can you get your message across to them?
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QUESTIONS? 
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