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The Challenge

The UNF library added multiple user
interfaces rapidly over a two year period
creating a maze of resources

Multiple user entry points to interfaces

Single discovery system lacked some resources
Some interfaces existed in silos

Inconsistent routing back to library website
Variety of metadata entry methods
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THE CHALLENGE
The UNF library added multiple user interfaces rapidly over a two year period creating a maze of resources
Each interface had multiple user entry points and pointed to various other interfaces which were not consistent
Many resources could be accessed through one discovery system but others were excluded and less visible
Some interfaces still existed in silos
Some links to resources clicked outside the library interfaces but did not route users back to the library website
Some interfaces had multiple metadata entry methods involving more than one library department


The Questions

How can we reduce silos and increase
exposure to resources?

Can we improve our customer journey?

Can we use our interfaces to increase library
relevance and impact?

Multiple ERM workflows: Who does what?
What can we stop doing?
What should we start doing?
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THE QUESTIONS
How do we reduce silos and increase exposure to resources?
Customer journey—how do users find our resources, where do our links take them, and how do they get back to our library website?
Library relevance—can we use interfaces as a marketing tool to redirect users to our website and services?
Multiple workflows for adding data:  Who does what?
“Turning on” data in discovery systems
Acquiring, preparing, and loading metadata records
Setting up off-campus access/authentication
Maintenance: Who does what?
Checking on accessibility, display, updates, and changes
Tracking usage data and customer journey
Fixing display, searching, indexing and link issues
What can we stop doing?  What should we start doing?



User Interfaces For Library Resources

 UNF Mango — UNF classic catalog interface

 SUS Mango — All state university libraries catalog interface
e PALMM - All state university digitized Florida materials
 UNF Digital Commons — UNF digital repository

e UNF Selected Works — UNF faculty pages

e OneSearch — EBSCO Discovery System (EDS)

e EBSCO A to Z — List of electronic journal and book titles
e Library Website (Ektron CMS)

e Database Locator — Library website full list of databases
e LibGuides

 LibAnswers

e Social Media (Facebook, Pinterest, YouTube)
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PALMM: Publication of Archival Library and Museum Materials

http://unf.catalog.fcla.edu/nf.jsp
http://union.catalog.fcla.edu/ux.jsp
http://palmm.fcla.edu/
http://digitalcommons.unf.edu/
http://digitalcommons.unf.edu/sw_gallery.html
http://www.unf.edu/library/
http://atoz.ebsco.com/Search/13098
http://www.unf.edu/library/
http://www.unf.edu/library/databases/
http://libguides.unf.edu/
http://libanswers.unf.edu/
http://www.unf.edu/library/

Maze of UNF Interfaces

UNF Library
Home Page

OneSearch

(EDS) |
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Putting the maze in a picture or visual map helps clarify the relationships between interfaces.  MS Visio was used for this diagram.
For example:
All of Selected Works is included in Digital Commons, and all of Digital Commons in OneSearch.
However, not all UNF Databases are in OneSearch.  Then can be accessed through the EBSCO A to Z list and library website Database Locator.
The UNF Library Home Page can be reached through Social Media.
A OneSearch search box is embedded in the UNF Intranet for employees and Blackboard for students.



Analyzing the Maze of Interfaces

For each interface, ask:

e What is the source of the metadata?
e What resources does it include?
e What does it not include?

e What should it include?

e Where can it be accessed?

e Where can it not be accessed?

e Where should it be accessed?

e Where else does it point?

e Where does it not point?

e Where should it point?



http://www.google.com/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&docid=z-SFIfi2Nx6EbM&tbnid=lMyJ6rj0I9uHCM:&ved=0CAUQjRw&url=http://www.forbes.com/sites/work-in-progress/2012/03/27/how-to-develop-5-critical-thinking-types/&ei=67DAUcGCJ4b89QS764DACA&bvm=bv.47883778,d.eWU&psig=AFQjCNE_fjKZaVV84N5VMM6AMRUBCPNYsg&ust=1371669074669225

Maze of Interfaces—UNF OneSearch (EDS)

e UNF OneSearch (EDS) can be accessed through
— Library home page
— EBSCO website
— Selected LibGuides (no direct link)
— LibAnswers (via search, no direct link)
— Search box in MyWings (UNF Intranet)
— Blackboard widget
e UNF OneSearch (EDS) cannot be accessed through
— UNF or SUS Mango
— UNF Digital Commons
— UNF Selected Works
— EBSCOAtoZ
— Google Books “find it in a library”

e UNF OneSearch (EDS) does not include ALL library databases and
electronic resources
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When you try to analyze with words only, the relationships between interfaces quickly become confusing.
Creating a visual map is much more effective in finding opportunities to improve the customer journey among interfaces.



Maze of Interfaces—UNF OneSearch (EDS)

e UNF OneSearch (EDS) includes or points to
— UNF Library website home page
— UNF and SUS Mango
— UNF Digital Commons
— EBSCO A to Z List
— UNF Database locator (complete list of databases)
— LibAnswers
e UNF OneSearch (EDS) does not point to
— LibGuides
— PALMM
e UNF OneSearch (EDS) metadata comes from
— UNF direct MARC record loads
— Contracts with vendors “turned on” in EDS
— UNF traditional catalog daily MARC record loads



Maze of Interfaces—UNF OneSearch
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The visual map helps quickly identify silos and missed opportunities to point to resources. For instance:
UNF chose to market OneSearch as the primary research starting point while excluding the classic catalog.  However, the classic catalog and all other major research interfaces need to point to OneSearch.
Although OneSearch does not include all UNF databases, it points to interfaces that provide access to them.  NOT pointing to subject help through the LibGuides needs to be fixed.
Some narrative is necessary to interpret the visual map.  For example:
There is no direct link from LibGuides or LibAnswers to OneSearch.  This interface should be a subject tag and have a prominent link from both library help interfaces.
It’s apparent that PALMM exists in a silo.  This is a deliberate choice, since UNF has very little content in PALMM and it is easily accessible through MANGO.



Maze of Interfaces—UNF Mango

UNF Mango (classic online catalog) can be accessed through
— Library website Research Tools (not home page)
— OneSearch (EDS)

— SUS Mango
— Google “Find it in a library”

UNF Mango cannot be accessed through
— Database locator
— EBSCO A to Z list
— LibGuides/LibAnswers
— UNF Digital Commons/Selected Works

UNF Mango metadata comes from
— OCLC MARC record loads
— Other university library records in shared catalog
— Batch vendor record loads
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Once again, the verbal analysis can be a bit daunting.



Maze of Interfaces—UNF Mango

e UNF Mango includes or points to
— EBSCO A to Z List
— Hathi Trust API (links to print titles owned by UNF)
— PALMM
— SUS Mango
— UNF Database Locator
— UNF Library website home page
e UNF Mango does not point to
— OneSearch (EDS)
— UNF Digital Commons/Selected Works
— LibGuides or LibAnswers
e UNF Mango does not include
— Most UNF e-book packages, e-journals, or articles



Maze of Interfaces—UNF Mango
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UNF made a conscious decision to downplay the classic catalog in favor of OneSearch as the primary catalog.  The visual map immediately identifies several missed opportunities to follow-through with this design.
Users click into Mango from OneSearch, then:
There is no clear link to get them back.
There is no clear link to get library help. 
They do not have access to all e-resources, but have a link to Uborrow (state-wide ILL).
Mango does not include recent e-book packages loaded directly into EDS.
Google Books “find in a library” points to Mango, not OneSearch/EDS.



Maze of Interfaces—UNF Digital Commons

 UNF Digital Commons can be accessed through
— Digital Commons website
— Google and other internet search engines
— Library website home page
— OneSearch (EDS)[includes Digital Commons materials]
— Selected LibGuides

e UNF Digital Commons cannot be accessed through
— Database Locator
— EBSCOAtoZ
— LibAnswers
— PALMM (only selected Florida materials)
— UNF or SUS Mango
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I hope you’re beginning to see how valuable it can be to step back and take the time to do this type of map for ER maintenance.



Maze of Interfaces—UNF Digital Commons

 UNF Digital Commons includes or points to

— Selected works

— Indirect subordinate page link to Library home page
 UNF Digital Commons does not include or point to

— Database Locator

— EBSCOAtoZ

— LibAnswers

— LibGuides

— PALMM

— UNF OneSearch

e Metadata comes from direct entry



Maze of Interfaces—UNF Digital Commons
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I think it’s immediately apparent that our instance of Digital Commons is living in an unintentional silo.
Google drives a huge amount of traffic to Digital Commons. There have been over 96,000 full text downloads from our site in the 28 months since we started the institutional repository.
We are missing the opportunity to drive this traffic back to our website and other library resources.
And that leads us to the whole point of this mapping exercise: improving our customer journey.


Customer Journey
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How does the user get to a library interface?

Does
Cant
Cant
Cant
Cant

the user know they are using a library resource?
he user get back to the starting point?

ne user get to other library interfaces?

he user get help from a librarian?

he user get to the library home page?



UNF Customer Journey
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A customer journey shows the user’s experience at each step in a service process.
In this visual map, I’m only showing how the user can and cannot navigate among the library’s interfaces.
A full customer journey would include the user’s emotions and motivations during the search process.
The visual navigation map indicates where a user might get lost, frustrated, and not be able to find help from a librarian.
This leads to some questions about how our customer journey might impact the user’s view of our relevance, and how we might use our interfaces to market our library services. 



Library Relevance and Marketing

Food for
thought (and
more research)

Can we optimize our visibility by
pointing to the Library home page
from our interfaces?

Can we increase our relevance by
connecting to our LibGuides and
LibAnswers from our interfaces?

Can we market our resources by
maximizing access from outside
interfaces like Google?

Can we maximize our impact by
embedding in university interfaces?
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We don’t have quantitative answers to these questions, but I think they are ripe for a research project.

The process I’ve been showing you is time consuming, but I believe necessary.
The need to track, design, and maintain our customer journey leads to another question: Who is going to do all of this?



Workflows: Who is Responsible for What?

e Arrange database trials

e Select resources for purchase

e Licensing/vendor contract

e Invoice/payment

e Set up EZProxy or other authentication method

e Acquire metadata (MARC load or “turn on” in discovery system)
e Vendor site: brand display, set up open URL

e Link in other user interfaces (Database Locator, A to Z, etc.)

e Test accessibility

* Notify library staff and users of availability

e Track usage data

 Troubleshoot link, display, and search problems

 Update subscription adds, changes, deletes, platform changes
* Analyze usage data for renewal decisions
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These are the tasks already being performed by our Technical Services and Systems division staff.


Workflows: Who is Responsible for What?
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With a visual workflow map, you can easily see that some tasks require involvement and interaction among several departments.
The other thing immediately apparent is that ER workflows are very complex and require lots of steps, each with their own set of subtasks (many are not even shown here).



Workflows: Redundancy

Duplication of ER Maintenance tasks
occurs in three major categories:

e Verification of access

 Troubleshooting
e Adds, changes, deletes
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The workflow map identifies several areas of ER maintenance redundancy (more than one person doing the same task):

Verification of access
Depends on how content/metadata is acquired
Spot checking only due to time constraints
Departments unaware of duplicate tasks
Troubleshooting
EDS “help” goes to Systems
Staff reports of broken link vary 
Staff reports of search/display issues vary 
Adds, changes, deletes
Involves multiple departments due to workflow variations
Redundancy driven by password access to admin modules



Workflows: Challenges and Lessons

Collection statistics are constantly evolving.
Collection analysis is time intensive.
Duplication of tasks is natural.

Public services staff confused by complexity.

nternal library communication is key.
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Collection statistics are a moving target out of our control due to vendors changing packages.
Collection analysis is time intensive. It requires constant diligence and vendor cooperation.
Duplication of tasks evolves naturally from differing metadata workflows.
Public services staff reporting issues are confused by the complexity of ERM workflows.
Cross-departmental communication is a key to success.



Recommendations

Use a team approach to ERM problem-solving.

Clarify ERM work assignments and communicate these to
public services staff so they know where to report issues.

Be intentional about improving the customer journey.

Give users clear paths to report access, display and search
Issues.

Use interfaces for library marketing. Make sure every
interface points back to the library home page and ways to
get help from librarians.

Reduce information silos wherever possible.
Deduplicate ERM workflows.

Ask for help: more staff to handle additional tasks and help
from public services staff to verify search, display and
access.
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Use a team approach to ERM problem-solving.
Clarify ERM work assignments and communicate these to public services staff so they know where to report issues.
Be intentional about improving the customer journey.
Give users clear paths to report access, display and search issues.
Use interfaces for library marketing. Make sure every interface points back to the library home page and ways to get help from librarians.
Reduce information silos wherever possible.
Deduplicate ERM workflows.
Ask for help: more staff to handle additional tasks and help from public services staff to verify search, display and access.



Questions and Discussion

Please feel free to share your insights and potential
solutions to electronic resource maintenance and
marketing opportunities.

 Contact information:
Susan A. Massey
Head of Discovery Enhancement
Thomas G. Carpenter Library
University of North Florida
susan.massey@unf.edu
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