Access Managers’ Meeting
Meeting Date / Time: Tuesday September 19, 2017 – 1:00 pm
Meeting Location: Belle Isle Library
Attendees: Bridget Williams, Cameron Smith, Cassie Spindle, Chris Kennedy, Debbie McPherson, Eric King, Geraldine Adams, Glenn Webb, Janeal Walker, Jennifer Adkisson, Jill McFall, Julie Ballou, Karen Litteral, Kay Bauman, Kiley Ingram, Kim Rickey, Laura Sikes, LaVetta Dent, Meghan Attalla, Melody Kellogg, Natalie Currie, Risa Sargent, Tricia Sweany, Vanessa Spaeth, Zachary Branstetter
Outcomes: To discuss topics/tasks related to Access staff so that staff and members have a consistent experience across the system.
Welcome 
Risa welcomed the group and reminded attendees to take back information from the meetings to both Access and Engagement staff. 
Cancelled Holds Report

This report is problematic as it does not appear to reflect the dates selected when setting parameters. At this time Risa does not recommend using the cancelled holds report but asked for feedback if anyone is able to find a meaningful way to use it.
Feedback: Materials Procedure Change

A document with proposed changes for how we locally, and ultimately systemically, handle materials missing pieces was given to the group.  This change would allow for the gathering of data with reference to how long items are separated prior to the being reunited as well as establishing when the point of return is so low that is no longer effective to await missing pieces.  Discussion followed. Proposed changes can be found on the Access Managers Sharepoint Site.

Action Item: ASMs are to take back information regarding the recommended changes and deliver feedback by September 30th.  Unless problems are found with the process, it will change officially on 10/16/17.
Access Training

The group was asked the question: How do you implement METRO Way training into Access procedures?  A training plan is being developed with Milissa Copeland, Learning & Development Manager. In these early stages it has been proposed that there will be three sessions, consisting of two hours each. These sessions will cover: Library Accounts, Routine Circulation & Item Maintenance, Routine Tasks and POS. Learning and Development has eleven laptops that can be used for training at library branches. An additional training session will be provided for managers (specifically Access Managers but other managers will be welcome). However, it should be noted that a large number of features are to be added to CarlConnect, which will impact training dates. This forthcoming training is recommended for all Access staff due to the amount of new material; Engagement staff may also benefit from the training. Also discussed was the idea of Subject Matter Experts (SME) and the implications of that title. A SME was identified as the go-to person or persons who has the knowledge to answer questions in specific subject areas, but may or may not be identified as a trainer. Access Managers agreed that all ASMs need to be SMEs, but it would be beneficial to recognize highly knowledgeable frontline staff at each location as well.
Action Item: Meghan Attalla (MC), Jill Knoke-McFall (VI), Kiley Ingram (CL), Risa Sargent, Cameron Smith (AL), Bridget Williams (DN) will meet to develop a system-wide plan for training staff on Access related topics/tasks.

Hiring Guidelines for Access Staff

Risa is working with the ASM IIIs to establish consistent guidelines for hiring Access staff. They are currently researching the best way to establish consistency without affecting efficiency. Once these guidelines are established, an ASM III or Risa, along with the hiring manager, will be included in the hiring process for all Access positions.  

As a part of these guidelines, it was requested that this team evaluate and update the current application for Access job postings as they include outdated questions and do not clearly establish the customer service expectations of the position.

Action Item: Access Hiring Team will review the application questions and make recommendations for updates as part of process review.

Moving Forward

Interim Executive Director, Kay Bauman, spoke briefly but emphatically about the importance of continuing to do what MLS has always done...deliver great customer service. Moving forward, everyone is encouraged to be mindful of pace and being very deliberate with decisions. Administration is aware that there have been some unintended consequences due to a lack of clarity and understanding. If you have a concern bring it forward. If you are hearing something that is incongruent with customer service or what a public library is– bring it forward. Be aware. Be mindful. Be deliberate.

Internet Access Accounts & Guest Slips
After some discussion, it was decided by group that the feature that allows internet guest slips to be created will be turned off. As of July 1, all libraries began issuing Internet Access Only cards. At this point all locations should be fully transitioned to the issuance of IAO cards. Instructions for using PC Reservation when the ILS is down can be found on the Access Managers Sharepoint site.
Action Item: Risa will request IT to turn off the PCReservation guest slips feature and communicate to staff when it has been completed.

Progress Report: Holds on CarlConnect 
It has been identified that there may be a problem with suspended holds on CarlConnect. (The problem was reported to TLC after the meeting and now appears to be resolved.) Other known issues are:

· If a previous staff member does not log out of CC, Safari must be restarted.

· If you receive an Internal Server Error, the iPad must be restarted.

· The Found button is not always immediately responsive.

· Duplication of items to be pulled can occur at times. A refresh of the screen resolves this.
If you select Found, but do not actually have the item you must correct that manually as it automatically generates a status of Hold Pending and will not be generated on another pull list. If you select Not Found, the item request will be pushed to the next library.  ASMs were reminded that the Not Found list needs to be cleared daily.

Action Items:

· Bridget Williams (DN), shared how they use collection cards to prevent staff from duplicating one another's efforts when pulling holds on CC.  This file will be shared to the Access Managers Sharepoint site.  
· To lessen ergonomic risk factors of pulling holds with an iPad, Meghan Attalla (MC) has purchased a device that will hold the iPad stationary on book trucks, this creating a hands-free experience. After the staff has had a sufficient amount of time to test the equipment, Meghan will share feedback.
Discussion

We are one library system consisting of many branches. The group was asked to think about the following question: How can we, as access managers, become more consistent and knowledgeable?
Risa would like to make site visits to listen to access staff concerns/questions and to offer support.
