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1. Improve customer service

2. Bridge communication gaps among 

departments

3. Relieve technical services’ overload 
and/or improve workflow
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Sample Worksheet Questions





Results

• Better communication

• New perspective

• Increased efficiency

• Improved understanding



3 (Reverse) Cross Training Projects at
Kennesaw State University

Public Services staff helping Technical Services

Sandra Barclay
Special Formats Cataloging Librarian







About 55 employees of library system + student assistants

5 Technical Services Librarians and 3 staff in Technical 
Services

3 projects in the last 5 years

Overview at KSU



2013 Project – Big Cataloging Backlog

• Idea from new Library Director

• Director asked for volunteers to help

• We also had 2 interns at different times who helped



2013 Project – Big Cataloging Backlog
Statistics

June June-
Errors

July July-
Errors

August August-
Errors

Intern 1 65 20% 188 -

Intern 2 229 7.9% - -

Hank 84 7.1% 141 -

Sophia 77 6.5% 162 49

Madelyn 40 20% 218 -

TOTAL 495 10% 709 15% 49 1253

1253 books cataloged was worth the effort!



2013 Project – Big Cataloging Backlog
Lessons Learned

• Too many errors

• Training plan

• Catalogers needed to change their mindset on what was important



2015 Project - Data Review

• Consolidation

• Volunteers from Public Services to serve as back ups

• Trained together with Technical Services staff











2015 Project - Data Review 
Lessons Learned

• We used Public Services staff who had been trained

• They worked off spreadsheets “assigned” to other staff

• Their time was limited – their priorities were different than 
ours

• Helped to have treats around

• No way to evaluate accuracy



2016 Project – Special Cataloging for Centers

• Director asked for 2 volunteers from library faculty

• 7 months, 4 hours per week



2016 Project – Special Cataloging for Centers

Cataloged Errors

Volunteer 1 235 6%

Volunteer 2 364 4%

Total 599



2016 Project – Special Cataloging for Centers

Things came up

• Family issues/Vacations
• Another job
• Fizzled out



2016 Project – Special Cataloging for Centers
Lessons Learned

• Takes a lot of time to train, review, reinforce, and maintain quality
• Better training made a big difference in errors
• Public service people get to see and appreciate what we do
• They like doing something different



Challenges from 3 Projects 

• It took a lot of time to quality check the work – was it worth it?

• It took a lot of time to set up Voyager and OCLC authorizations, 
Connexion and Voyager preferences on workstations, 
organizing who was expected what day/time and which 
workstation they would work on, and making sure there would 
be work for them to do



Positive Outcomes from 3 Projects 
• We learned that good training makes a big difference

• We got to know each other better

• Helped Public Services in their job duties: understanding call 
numbers better, details in the MARC fields, understanding time it 
takes to copy catalog, better relationships with Technical 
Services

• Helped Technical Services: improve our documentation, develop 
better relationships with others, 1852 books got cataloged that 
might still be waiting, data got reviewed that would not have



Participants said
“It was an incredibly valuable experience!”

“This helped me understand the catalog, subject headings, and book 
acquisitions better”

“I was able to understand some of the challenges related to this type of 
work and the time and knowledge it takes to make sure the records are 
accurate and helpful to our patrons”

“It was a great opportunity to experience the work of a different unit of 
the library”

“Reinforced my belief that library staff who work in 
public service areas and technical service areas truly 
benefit from spending time in each others jobs”



Broadening the Reference 
Interview: Teaching E-Resource 
Troubleshooting to Front Line 

Staff
Kate Hill

Electronic Resources Librarian

University of North Carolina at Greensboro





The Problem









Ulterior 
Motives

dailyotter.org/2011/08/14/plotting-otter-plots/



The plan: Let's do a 
workshop!











erhelp@uncg.edu (Your Best Referral!)

• Provide:
• Name and contact info of the patron

• Name of resource and what access method they were using to get to the 
resource (Journal A-Z? Database? Google Scholar? The Catalog?)

• Error message received (if any)

• Description of any methods you used to do initial troubleshooting.



A Chat comes through…

• Hello, I am trying to access an article in the International Journal of 
Nursing Education Scholarship, and the library website says we have 
access, but when I click on the link to the article there is only an 
option to purchase the article or sign in with a username or 
password. Please advise.



Lessons Learned



More group 
work



Drawing by Sam Garton.



This time with 
librarians!

Illustration by Kit Chase 
“Bookish Otter” 



Actual computer lab!



More group 
work



Assessment

Illustration by Sam 
Garton



Positives

I really like the explanation 
of how things are handled 
on the backside. 

the flow chart of 
sorts on how to 
diagnose technical 
issues was great!



Negatives

spending more time on 
the flowchart(especially 
the bottom boxes) for 
clarity with solid 
examples would have 
helped clarity.

More time for the 
practical side of training 
as it was helpful but my 
partner was not able to 
give it a go because of 
time constraints



Improvement in erhelp emails
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Next Steps

Photography by 
Jack Clegg for the 
BBC



Bridging the Technical Services Gap for Subject Liaisons

Krista Schmidt
RIS Librarian/STEM Liaison

Western Carolina University



Problems Categorized

Workflow Confusion

Language Disconnects

Information Overload



Underlying Reasons 

Philosophy vs. Practice

Training

Routine vs. Rare



Framework for Liaison Guidance

To start: Brainstorming session; main processes and main issues

Questions ONLY.  No answers
Practical, not philosophical in nature

Later:  Fine details and specific questions; nitty-gritty

Combed email, minutes, etc.

Finally:  Refine questions and detail amount



Examples:  Main Process Categories

Collection Development

Budget

Ordering

Acquisitions

Receiving & Processing

Cataloging

Collection Maintenance
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Question Examples:
Budget

What happens to money from fees and fines; does that money come back to the library? Does money for lost 
books go directly to replacement funds?

What is the process for requesting additional continuing resources of for making changes to the suite of 
continuing resources to which the library subscribes?  How does this affect allocations?

Acquisitions

How long does pre-order searching take?  Am I responsible for any of that?

Does acquisitions prioritize how orders are placed?  If so, what are the prioritization criteria?

Receiving & Processing

Where are approval plan items received and processed?  Are our approval items shelf-ready or not? In either 
case, at what point are they comingled with non-approval plan items?

When is the majority of collection designation done at this library?  Who is responsible for it?  Do liaisons have 
any say in where things go (reference, stacks, leisure reading, etc.)?



What about You?

• What cross-training initiatives have you tried in your library?

What worked?

What didn't?

• What kind of cross training would you want to try in your library that 
you haven't done yet?

• What do you think are the biggest barriers (both real and perceived) 
to implementing cross training in your library?

• Do you think any of the cross training initiatives presented could work 
in your library?



Jennie E. Callas - callas@uwp.edu

Kate Hill – kmhill6@uncg.edu

Sandra Barclay – sbarclay@kennesaw.edu

Krista Schmidt – kschmidt@email.wcu.edu


