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Agenda
● Example Partnerships

○ G eorgia Southern - C onducting "rollouts" for new and revised resources.

○ U niversity of G eorgia - C ollecting and sharing patron reports of e-resource problems using 
L ibC hat and L ibAnswers.

○ G eorgia State - C ollecting and sharing 360° feedback on E DS customizations.

○ G eorgia T ech - T raining public services staff to help with troubleshooting technical 
services issues and collaborating on implementing and marketing a 
virtual browsing product ( Syndetics U nbound) .

● Questions &  Answers with the Audience and Panel M embers



Georgia Southern

New Resource Rollouts - Audience &  M essage

● T echnical Services
○ C onsistently promote awareness of new resources and services.
○ E nsure personnel have needed information as rollouts expand to university community.

● L iaisons
○ Provide notification of changes early for reference and liaison work.
○ E ncourage promotion and feedback with faculty.

● Patrons
○ C elebrate the new; avoid confusion or disappointment.
○ Increase use through early awareness and buy-in.



Georgia Southern



Georgia Southern



Georgia Southern



University of Georgia
Managing e-resource problems with LibChat and LibAnswers

Departments: Research & Instruction (Reference) and Acquisitions & Serials

Previous workflow:



University of Georgia
Issues:

● Incomplete information made replicating the issue difficult
● Patrons sometimes had to explain issue a second time to a different staff 

member in a different venue
● No centralized location meant the same problems were repeatedly reported
● Reference librarians unclear on how problems are handled



University of Georgia

New workflow



University of Georgia

Public Status Page



Georgia State
Culture change for Ebsco Discovery Service:

● Transitioning from a maintenance 
mindset to a focus on the user 
experience and enhancement

● Creating a participatory, inclusive, and 
iterative culture for improving EDS

Photo by David Travison Unsplash

https://unsplash.com/photos/WC6MJ0kRzGw?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/photos/WC6MJ0kRzGw?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText


Georgia State
Initial Timeline:

Fall 2018 Spring 2019 Summer 2019 Fall 2019

Site visit with Ebsco 
Engineer for demo and 
brainstorming

Series of short surveys for library employees 
regarding potential EDS enhancements

Gather student input: use Library Advisory Council; 
informal walk-up testing at all 6 campuses

Formation of Discovery 
Advisory Group (actual 
time tbd)



Georgia State



Georgia State
Stage 2: Librarian surveys-

Early challenges:

● Soliciting participation
○ Improve communication channels?
○ Survey fatigue?
○ Lack of time?

● Resistance to using/teaching discovery 
search 

Early successes:

● Collected good comments - on topics 
directly addressed in survey and about 
EDS in general

● Participation from all campuses

● Good representation from public services:
○ 35% reference or R&E
○ 8% circulation or USTS
○ 4% each from admin and collection 

development
○ 38% did not specify an area/department



Georgia Tech
Virtual browsing with Syndetics Unbound

T eam

● T echnology Program M anager
● M etadata Strategist
● C ommunications M anager
● Subject L ibrarian



Georgia Tech
Timeline 

● Fall 2014: M igration to AL M A/Primo
● Spring 2015: V irtual Browsing task force 

formed
● Spring 2016: L SC  opens housing 95% of G T  

C ollections
● Fall 2016: Portfolio M anagement, V B project
● Fall 2017: G T  L ibrary implements new 

Primo U I
● Spring 2018 : Syndetics U nbound released, 

G T  implements trial
● Fall 2018: Focus groups w/undergrad &  grads
● Spring 2019: video tutorial



Georgia Tech
Staff and user training for OpenAthens

T eam

● IT  DevOps M anager
● C ommunications M anager
● M etadata Strategist
● L icensed C ontent C oordinator
● Subject L ibrarian



Georgia Tech
Strategies

● T rial
● N ewsletter announcements
● FAQs
● L ibrary Faculty Advisory Board demo
● T raining for public services staff
● T raining for subject librarians



Questions & Answers

● What are the emerging points of contact between technical and public services, and 
technical services and patrons? 

● H ow do technical services personnel provide education, promotion, and support for library 
resources? W hat practices work well, and what can we do better?

● H ow does technical services’ participation in patron education and support impact 
technical and public services roles library-wide? 
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