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A LITLO GOES A LONG WAY: DISTRIBUTED IT SUPPORT IN THE UNIVERSITY OF QUEENSLAND LIBRARY

DENISE FROST AND MICHAEL MANNING

Library Technical Service, University of Queensland Library

Abstract:

In an environment of increased reliance on networked resources, the University of Queensland Library (like many geographically dispersed institutions) found it difficult to provide effective centralised support for more than 1000 workstations.  The solution was to develop the Library Information Technology Liaison Officer (LITLO) Program.

The program has as its overall goal the maximum availability of workstations for customers and staff

of the Library. This is achieved by the following strategies -

· decentralizing basic workstation support to branches of the Library;

· creating a group of local staff who understand the basic operation of workstations within a networked environment and who can provide first line support;

· ensuring the communication of more challenging problems up to the Library Technical Service.

The program requires commitment from Library Managers, IT staff and the LITLOs themselves. The criteria for selecting LITLOs include skills in interpersonal communication and problem solving, as well as enthusiasm for learning new technologies.

LITLOs are supported by an extensive training program which equips them with a basic understanding of workstation software and hardware, the networked environment and troubleshooting techniques. Documentation is maintained on a staff webserver and LITLOs communicate via an internal discussion list.  The program is evaluated and modified on an ongoing basis.

The result? The Library provides better service to its customers in a cost-effective way; technical upgrades are implemented efficiently; LITLOs feel empowered and Library Technical Service staff no longer spend time on low-level problems. 

The Context:

The University of Queensland Library has as its vision- “We link people with information, enabling the University of Queensland to achieve excellence in teaching, learning and research.” 

The Library’s clients include over 29,000 students, approximately 20% of whom are postgraduates, and 4,500 academic and general staff. Clients access Library services in the branch libraries and from office, laboratory, home or other locations.

The Library comprises thirteen branches located on the St. Lucia, Gatton and Ipswich campuses and several teaching hospitals. The driving force behind the structure of the Library is the distributed nature of its service delivery, combined with centralised planning and policy development. All branch libraries provide similar services and facilities. These include inquiry services, loans of materials, photocopying and printing, displays of new materials, information skills programs, computer help and training, personalised updating services and document delivery. Approximately 230 staff deliver service at over 20 service points up to 84 hours per week. 

There are approximately 1,000 personal computers within the Library system.

The Library Technology Service (LTS) is a centralised unit responsible for the planning, implementation and support of the Library’s information technology infrastructure. In addition, LTS manages AskIT, a University-wide computer training and help service for students.

Library clients navigate in an information environment potentially confusing in its complexity. Not only does the Library have one of the largest print collections amongst Australian academic libraries with over 2 million volumes and 18,000 journal titles, but its provision of electronic resources is extensive. There are more than 7,500 electronic journals, over 120,000 e-books and 450 networked databases as well as digitised exam papers and theses. Local and remote resources are delivered via an appropriate mix of technology including the Library’s websites and remote websites, SilverPlatter WebSPIRS searching software, Citrix Metaframe Thin Client, and Adobe Acrobat.

The Challenge:

Providing customer-focused quality services is the Library’s driving force. The effectiveness of the Library in service delivery is strongly influenced by the effective implementation of information technology.

In the final analysis, the delivery of these services in branch libraries is dependent on over 1,000 networked workstations. Something as trivial as a dirty mouse has the potential to prevent the delivery of the innovative information products, services and programs necessary for leading edge research activity and excellence in teaching.

Library branches are geographically dispersed and Library Technology Service staff few and centrally located. Branch library staff in general do not have the level of skill or time required to troubleshoot IT problems. In strategic planning sessions, Library managers have consistently pinpointed technical support as a priority issue.

Yet, client expectations of the Library as an IT environment are high. A 1999 University survey showed that 60% of University of Queensland students still used computers in libraries despite the fact that 88% had access to a computer at home. A Library customer survey in the same year revealed that having electronic equipment in working order was one of customers’ top ten Library priorities. The survey also showed that pressure on existing workstations was intense and that a perceived lack of computers caused frustration.

Clearly, it is always vital to keep workstations running efficiently, to maintain and upgrade software and implement consistent standards. The challenge is how to do this with a small central group of staff operating in distributed environment.

To increase the degree of difficulty, the IT environment at the University of Queensland Library has always been both diverse and complex. Workstations within the Library use Microsoft Windows 95 operating system.  They connect to Netware servers which provide file and print services.  Where possible, information services are provided via a web interface to a range of servers with different operating systems and server software – UNIX (Digital, Linux, Sun Solaris), NT, Novell Netware, SilverPlatter, Citrix Metaframe, and Innopac. Customers  use a range of email programs and application software including Microsoft Office.

The Solution:

The response to this challenge was to develop the Library Information Technology Liaison Officer (LITLO) Program.

The program has as its overall goal the maximum availability of workstations for customers and staff of the Library. This is achieved by the following strategies -

· decentralizing basic workstation support to branches of the Library;

· creating a group of local staff who understand the basic operation of workstations within a networked environment and who can provide first line support;

· ensuring the communication of more challenging problems up to the Library Technical Service.

The Program requires commitment from Library managers, LTS staff and the LITLOs themselves. Managers select staff, generally at HEW Level 3 or 4, to participate in the LITLO Program. LITLOs are supported by an extensive training program, visits from LTS staff, an internal discussion list and a repository of documentation on a staff webserver. LITLO duties are performed in addition to usual duties, with LITLOs and their managers negotiating the mix. Library managers recognise the contribution of their LITLOs in formal and informal ways, but there is no additional financial recognition. 

The Key Responsibilities and Duties for LITLOs:

· Provide low level installation and maintenance for workstations, peripheral devices and applications. 

· Provide first line support for IT related problems. Communicate problems beyond their level of expertise to LTS. 

· Maintain and enhance their IT skills by attending meetings and training courses.

· Provide effective communication on IT issues to LTS staff and to staff within their own Branch/Section. Communicate with other LITLOs via a discussion list. 

· Ensure workstation standards are maintained on all workstations within the Branch/Section. 
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Maintain accurate documentation on the configuration of workstations and maintain a log of problems.

Figure 1. LITLO at Work

Creating a LITLO – the Recipe:

Selection:

Library managers are provided with guidelines for the selection of LITLOs (see Appendix A.) although some staff approach their managers volunteering for the LITLO Program. An effective LITLO has the following qualities - 

1. a high level of interpersonal skills, communicates well with managers and workmates;

2. enthusiasm and interest in change or new ideas;

3. skill in problem solving;

4. some skill and knowledge with computers. 

The last is the least important qualification by far. LITLOs spend time assisting people as well as troubleshooting machines. Furthermore they need to be self-starters, curious about change and not intimidated by it. The range of skills and knowledge among the LITLOs on entry to the Program is very great. Some can barely turn a computer on, while others already have or are undertaking formal qualifications in IT.

Training:

LITLOs enter a comprehensive training program which equips them with a basic understanding of workstation software and hardware, the networked environment and troubleshooting techniques. To work through the full cycle of workshops takes 10 to 12 months. This is partly because of staff workloads and partly because to assimilate so much new and detailed information requires reinforcement over a period of time.
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Figure 2. LITLOs in training

The program has changed a good deal since its inception in 1996 as information technology itself has changed. Then, Library computers used Windows 3.1, so LITLOs learned DOS and even how to write simple batch files.

The 2000-2001 program includes mandatory workshops – Introduction and Systems Overview, The Basic PC Environment, PC Maintenance, Documentation, Printers and Network Printing, Broadcast Imaging, Problem-Solving, The Security Environment, Working with Web Browsers and The Internet Environment. Supplementary workshops (which are optional) are offered on Windows 95, Hardware, Multimedia and Plugins, Viruses, Microsoft Excel, Microsoft Word and Microsoft PowerPoint.  (See Appendix B.)

The emphasis is on learning sufficient theory to provide a context for practice. Each class involves hands-on work, usually cases studies and exercises derived from real situations in the Library. For example, LITLOs learn to clean mice, perform scandisks, defrag disks and check for viruses. More significantly, they learn why such procedures are important. In the problem-solving clinics, LITLOs work through a troubleshooting process. They then pair off to diagnose and solve problems set up by their trainer. The range of problems is almost infinite - faulty network cables, incorrect printer drivers, lost files, wrong proxy settings. The LITLOs learn as much from the process as they do from the outcome.

In addition, regular updates are offered, to cover new procedures or changes in the computing environment. 

An important factor is that LTS staff participate as trainers. They present information, do demonstrations and prepare documentation. In so doing, they open lines of communication with LITLOs and establish their credibility as IT support staff.

Support:

Documentation for LITLOs is maintained on a staff webserver. This includes information, procedures, FAQs, updates and workshop handouts. Also relevant to LITLOs is the AskIT website (http://askit.uq.edu.au/) which hosts a glossary and tips, together with ITAnswers to frequently asked questions.

Because LITLOs operate as a first line of support, problems beyond their expertise are passed up to LTS staff. As the Program has developed, the degree of trust and confidence in this relationship has increased. LTS staff make point of including the local LITLO when they call in to troubleshoot. In recent years, members of LTS staff have been assigned special responsibility for particular branches, visiting at least once per week, building a long-term bond.

When the LITLOs were first surveyed three years ago, they were most appreciative.

Workstation support have been very supportive in those sticky, embarrassing moments and deserve blue costumes with big red S’s on the front.

LITLO comment, 1998

This year, the theme is the same.

LITLOs rely on support from LTS personnel, and we get it – well done!

LITLO comment, 2001

It is also true to say that the LITLOs support each other. LITLOs communicate via an internal discussion list, where they ask for help and celebrate their triumphs. LTS staff use the list to communicate urgent information, publicise new procedures and organise training. On the job, the LITLOs look after each other. There is tremendous camaraderie among them. 

Recognition:

The LITLO Program has always had the support of Senior Library Management. Line managers support their LITLOs by accepting the hours they are away being trained, acknowledging their new skills formally in performance reviews and informally with personal thanks. After attendance at the Training Program, LITLOs’ achievements are celebrated at award ceremonies.
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Figure 3. A graduating LITLO

It is harder for some managers to accommodate the LITLOs’ need to practise, while other managers are conceding that fixing and upgrading computers is not an instantaneous process. 

Library staff acknowledge the expertise of their LITLOs by depending on them. On occasion, their expectations are not only high, but actually burdensome.

Also because you are an LITLO you are expected to know how to fix everything and how to use all software applications  ie. unrealistic and demanding expectations.
LITLO comment, 1998
Evaluating the LITLO Program:

LITLOs and their managers have been surveyed separately in both 1998 and in 2001 (see Appendix C and D for the survey forms). The purpose of the surveys was to obtain both quantitative and qualitative data on perceptions of the LITLO program and the workload experienced by LITLOs. The data presented here is from the 2001 survey, but some data from the 1998 is also shown to indicate trends over time.

Survey forms were sent to 39 LITLOs and 31 were returned. Instructions sent with each form indicated that all responses were confidential and that the survey forms should be returned anonymously. 

A separate survey form was sent to branch or section managers, team leaders and librarians responsible for IT within the branch. Of the 23 survey forms distributed, 13 were returned.  Analysis of the responses from both groups revealed the following perceptions.

Benefits:

The LITLO program is an excellent way of distributing the workload and ensuring low level problems can be solved quickly at the local level.

Senior Manager comment, 2001

Benefits perceived by managers show that the LITLO Program is directly addressing its objectives. The major gain was considered to be speedy onsite solutions to basic problems. This was especially appreciated by branches located on sites physically distant from LTS staff. There was a higher degree of customer satisfaction – both among Library customers and Library staff members.

It is also important that our patrons see we are confident with IT (and have someone who can troubleshoot simple IT problems, if called upon), particularly if they are only learning to use it themselves. Staff need to inspire confidence in those who are new to IT. 

Librarian with IT responsibility comment, 2001

Both managers and LITLOs highlighted an improved understanding of IT issues across the whole Library system - demystifying the “black box” - and the dissemination of IT skills among staff. In addition, they identified better communication with LTS and improved understanding of the issues facing LTS staff as benefits.

While both groups noted that the LITLO Program was an excellent form of staff development. It is hardly surprising that the LITLOs themselves were highly enthusiastic about this opportunity for personal and professional development. Positions in the Program have always been much sought after. 

Overall the program is a fantastic opportunity to gain new skills needed in the new age of computing, which didn’t exist when we were at school. It gives us a chance of keeping up with the kids/young adults finishing school. It’s great that the Library supports this kind of training.

LITLO comment, 2001

The LITLO Program has a great record as a career springboard. Graduating LITLOs commonly move on to librarianship and IT positions. As noted later, this can be perceived as a drawback as well as a benefit. The majority of LTS support staff have previously been LITLOs. 
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How do you feel about being a LITLO?

[Survey 2001]


Table 1. How do you feel about being a LITLO?

Drawbacks

The most significant disadvantages associated with the LITLO Program, as far as the managers are concerned, were the turnover of staff combined with the time required to complete the Training Program. Branches commit resources to LITLO training, and when staff move on the loss of this investment is felt deeply. Furthermore, training is not always available at the time of need, thus leaving the branch with an inexperienced LITLO or none at all.

The LITLOs perceived an increase in their workload, many felt overworked and a few unappreciated. (See Table 1.)

The only problem I have is getting time allocated to perform the duties. As I’m sure you’re aware, being a LITLO (while beneficial to myself) means I have another duty on top of my core duties – ie more than other staff. If I’m rostered on desk and there’s a LITLO problem, some staff don’t understand priorities. Let’s face it, I love the program and appreciate the training sessions, sometimes being a LITLO is a pain in the behind.
LITLO comment, 2001

Cost Effectiveness

On a 5 point scale, managers rated the cost-effectiveness of the program as 3.9 with 5 as extremely cost-effective and 1 being not cost-effective at all. Suggestions for improving the cost-effectiveness of the program did include additional support from LTS staff (4 respondents), but what the managers wanted most was “just-in-time” training, so that they would never be stranded without a LITLO. 
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Table 2. Perceptions of Actual and Ideal time Devoted to LITLO Duties (Survey 1998 & 2001)

When the LITLOs were first surveyed in 1998, there was a discernable difference between the time they estimated they actually spent on LITLO duties and the ideal amount of time that would be required to complete them. Clearly, LITLOs wished they had more time for technical support. In 2001, pressures have increased. Some LITLOS are fitting technical support around their other duties. LITLO management models differ from branch to branch, with some managers assigning a higher priority to technical support than others.

Branch staff often have the mindset – I need to get my branch work done and if I can do an IT job…great! When really we need someone whose priority is IT.

Team Leader comment, 2001

When the managers were asked the same question this year, there was little difference between their estimations and those of their LITLOs.

Training Program:

The LITLO training program progresses through a constant cycle of design, evaluation and modification. In response to the 1998 survey, workshops were made shorter, but more frequent, with as much hands-on learning as possible. LITLOs now spend less time solving operating system problems and more time helping colleagues and customers with the Internet and applications such as Office. The training program reflects this change.

LITLOs and managers certainly perceive the training program as effective. When LITLOs were asked to estimate the degree of improvement in their technical skills on a 5 point scale before and after completion of the training program, they rated their improvement at 80%. 

It is a great programme - Highly relevant and things learned from the training are put into practice daily.

LITLO comment, 1998

Excellent workshops – content, presentation, handouts give a firm basis of knowledge and skill.

LITLO comment, 2001

Given that the time required to complete the training program is a major issue, it is not surprising that most LITLOs would prefer that it took less than 6 months. But it is interesting to note that most of them acknowledge the pressure of real life workloads in their responses about what is feasible in practice. However, it should be pointed out that they have not as yet been presented with a feasible alternative. This is something we hope to do in the near future as part of the modification of the LITLO Program.


[image: image5.wmf]0

2

4

6

8

10

12

14

16

9 to 12

6 to 9

4 to 6

2 to 4

less than 2

Months Required for Completion

Duration of the LITLO Training Program

Survey 2001

Ideally

In practice


Table 3. Duration of the LTLO Training Program

Modifying the LITLO Program:

No one surveyed suggested discontinuing the LITLO Program. Managers and LITLOs demonstrated their commitment to the system by the thought they put into their suggestions to improve it. They offered ideas about communication, training and staff development.

As a result of the analysis of the 2001 survey, we are considering modifying the LITLO Program in a number of ways.

Communication – or more precisely, timely communication – is an issue. LITLOs need to know what is happening and why. An ideal vehicle for immediate communication and weekly updates exists in the form of the LITLOs’ discussion list. The survey indicates that the discussion list is under-utilised by LTS staff and LITLOs. With continued encouragement this shortfall can be met.

LTS has always kept a database to track current and completed jobs. Work is in progress to give LITLOs web access to this centralized job log so that they can check on job priorities and projected completion dates. In addition, LITLOs will keep their own records of jobs they complete within the branch. 

Regular face-to-face meetings are a luxury. We have tried LITLO lunchtime “forums” previously and few LITLOs were able to attend. Now may be the time to institute monthly meetings between LITLOs and LTS staff on a more formal basis.

Having experienced the difference that having onsite technical support can make, the imperative driving Library managers is to maintain that level of support by having LITLOs on hand at all times. Unfortunately, it takes more than adding water to create an instant LITLO! Immediate expertise in IT is a contradiction in terms.

Nonetheless, to accelerate training, LITLO Intensives are planned. LITLOs will be fast-tracked in small groups through a five day block which combines concentrated training sessions and “buddy” time with LTS staff.

Attendance at all the training programs has always been sufficient to qualify one as a LITLO. Competency based testing, on the other hand, is ideally suited to a program in which practical skills are paramount. The next generation of LITLOs to graduate will have completed a straightforward test of their competency in skills such as handling viruses or installing a networked printer.

A number of survey respondents suggested rotation of LITLOs through LTS. This is another avenue to be explored with managers and HR staff.

Conclusion:

A measure of the perceived success of the LITLO Program is the commitment to it from Library managers and staff across the whole organisation. LITLOs are highly valued members of staff because they make an observable contribution to the delivery of customer focused quality services.

There is room for improvement in the LITLO Program, but we believe it remains the most cost-effective way of ensuring the maximum availability of the IT infrastructure for use by our customers in accessing the resources they need as part of their teaching, learning and research. 

Returning to a model of centralised support in a time of budget constraints is just not feasible. 

A LITLO does indeed go a long way!
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Appendix A.

Guidelines for the Selection of LITLOs

An effective LITLO has the following qualities - 

1. A high level of interpersonal skills, communicates well with Managers and workmates.

2. Enthusiasm and interest in change or new ideas.

3. Skill in problem solving.

4. Some skill and knowledge with computers. This is the least important qualification by far!

How can you tell which staff member will make an effective LITLO?

Watch them in their daily work. Even if they don't spend long hours at the computer, the following characteristics are critical.

· Curiosity and a tendency to explore - 

· may know more than others about software used in the branch

· may have suggested a new approach to tasks

· has been known to read Procedure Manuals and FAQs.

·  A methodical approach to the work flow.

· Detailed work is accurate and complete.

· Persistence in the face of difficulties.

· Workmates ask for this person’s help in their daily work.

· Stays calm under pressure.

· Always patient and courteous with Library customers, whatever the circumstances.

· Always seems to know whom to ask.

On the other hand, a staff member who shows the following characteristics in their daily work is not likely to become an effective LITLO.

· Reluctant to move out of their “comfort zone”. “That’s not my job”.

· Tendency to panic.

· Gives up early on problems and calls for help.

· Finds change threatening – especially rapid change.

· Inaccurate or sloppy work.

· Slow to understand and follow instructions.

· A computer “guru” in his or her own time, but doesn’t share these skills at work.

Appendix B.

Workshop Learning Outcomes – Sample

 LITLO01  Introduction & Systems Overview

Duration:

3 hours 

Goal: 

  to introduce trainees to the concept of the Library Information Technology Liaison Group. 

  to give LITLOs an overview of the Library's network, its structure and resources. 

  to ensure that LITLOs have an understanding of the fundamental functions of computers. 

The Training Contract:

You will be able to:-

  describe the duties and responsibilities of a LITLO. 

  distinguish between the University of Queensland network and the Library network. 

  list and explain the services, resources and backup offered by the Library's network. 

  describe the major components of a computer, hardware and software. 

  obtain help from technical manuals, books and websites. 

Documentation:
  Cover Sheet - Goals & Training Contract [Word - 1 page] 

  Introduction to the LITLO Program [PowerPoint] 

  Key Responsibilities & Duties for LITLOs 

  References for IT [Word - 1 page] 

  Making the Connections - A System Overview [PowerPoint - 21 slides] 

  AskIT Glossary of Computing Terms http://askit.uq.edu.au/glossary/

  AskIT Ten Tips for Trouble-Free Computing http://askit.uq.edu.au/itanswers/tips/

  Extension Tasks [Word - 1 page]
Appendix C.

Library Information Technology Liaison Officers (LITLO) Program

Feedback Form
Please complete this survey thoughtfully and return it to Denise Frost, Library Technology Service, Level 6, Duhig Tower.

Your responses will be used to improve the LITLO Program.

NOTE: Please do NOT write your name on the form!
1. Have you completed the LITLO Training Program?




Yes



No

2. Is there more than one LITLO in your section?




Yes



No

Learning as a LITLO:
3. Circle the number which indicates your level of technical skills/knowledge when you entered the LITLO Program.

	very high
	
	
	
	none

	5
	4
	3
	2
	1


4. Circle the number which indicates your level of technical skills/knowledge now.

	very high
	
	
	
	none

	5
	4
	3
	2
	1


5. Circle the number which indicates how much of your learning as a LITLO has taken place in LITLO workshops or as a result of LITLO workshops.

	all
	
	some
	
	none

	5
	4
	3
	2
	1


6. Circle the number which indicates how much of your learning as a LITLO has taken place through reading workshop handouts/notes after the workshop.

	all
	
	some
	
	none

	5
	4
	3
	2
	1


7. The proportion of hands-on practice in LITLO workshops is - 

	too much
	
	just right
	
	not enough

	5
	4
	3
	2
	1


8. The amount of theory in LITLO workshops was - 

(By “theory”, we mean background information, generally relating to connections between the parts of a whole - eg a network, a computer.)

	too much
	
	just right
	
	not enough

	5
	4
	3
	2
	1


9. What content areas would you find most helpful in future workshops/update sessions?

10. In an ideal world, how long do you think the LITLO Training Program should take to complete?

	(
	9-12 months
	(

	6-9 months
	(

	4-6 months
	(

	2-4 months
	(

	less than 2 months


11. In practical terms (that is, taking into account factors like your workload, other duties, practice time and holidays) how long do you think the LITLO Training Program should take?

	(
	9-12 months
	(

	6-9 months
	(

	4-6 months
	(

	2-4 months
	(

	less than 2 months


12. Circle the number which indicates how much of your learning as a LITLO has taken place through working with the LTS Workstation Support Officers.

	all
	
	some
	
	none

	5
	4
	3
	2
	1


13. Circle the number which indicates how much of your learning as an LITLO has taken place through working with another LITLO or IT Librarian.

	all
	
	some
	
	none

	5
	4
	3
	2
	1


Working as a LITLO:
14. How helpful is the LITLOs’ discussion list in problem-solving and trouble-shooting?

	very
	
	
	
	not at all

	5
	4
	3
	2
	1


15. How helpful is the LITLOs’ discussion list in keeping you in communication with other LITLOs and LTS staff?

	very
	
	
	
	not at all

	5
	4
	3
	2
	1


16. While working as a LITLO, how often do you refer to the handouts/notes you received in LITLO workshops/update sessions?

	always
	
	sometimes
	
	never

	5
	4
	3
	2
	1


17. How often do you refer to the LITLO documentation on Sirius?

	frequently
	
	sometimes
	
	never

	5
	4
	3
	2
	1


18. How often do you refer to documentation on the AskIT website?

	frequently
	
	sometimes
	
	never

	5
	4
	3
	2
	1


19. Overall, what proportion of your LITLO problems and queries do you refer on to the LTS Help Desk?

	(
	Over 75%
	(
	50%-75%
	(
	25%-50%
	(
	10%-25%
	(
	under 10%


20. Overall, estimate the proportion of your work time you spend in LITLO duties.

	(
	Over 75%
	(
	50%-75%
	(
	25%-50%
	(
	10%-25%
	(
	under 10%


21. Ideally, what proportion of your work time would be needed to complete your LITLO duties?

	(
	Over 75%
	(
	50%-75%
	(
	25%-50%
	(
	10%-25%
	(
	under 10%


22. How do you feel about being a LITLO? Mark as many boxes as you wish.

	(
	proud
	(
	enthusiastic
	(
	too hard

	(
	ho-hum
	(
	useful new skills
	(
	harassed

	(
	interested
	(
	apprehensive
	(
	good for my career

	(
	overworked
	(
	love the challenge
	(
	too easy

	(
	unappreciated
	
	
	(
	alone


28. What other comments can you make about the LITLO Program?

Please attach another page to continue your comments.

Appendix D.

Library Information Technology Liaison Officers (LITLO) Program

Feedback Form for Managers

Please complete this survey anonymously and return it to Michael Manning, LTS. Your responses will be used to improve the LITLO Programme.

1. Are you a –

	

	Manager

	

	Team Leader

	

	Librarian with responsibility for I.T.


2. There are costs involved in training LITLOs. For example, the mandatory part of the training program totals 16 hours of Level 3 or 4 staff time. Given these costs, how cost-effective has the LITLO Program been in your branch?

	extremely cost-effective
	
	
	
	not cost-effective at all

	5
	4
	3
	2
	1


3. If you believe that the program is not cost-effective, what alternatives to it would you suggest?

	
	improving the cost-effectiveness of the LITLO Program



	
	staff in LTS provide support



	
	outsourcing I.T. support to an organisation outside the Library



	
	other - please provide details




4. What have been two to three major benefits of the LITLO Program for your branch?

5. What have been two to three major drawbacks of the LITLO Program for your branch?

6. Overall, what proportion of their work time do your LITLOs spend in LITLO duties?

	(
	Over 75%
	(
	50%-75%
	(
	25%-50%
	(
	10%-25%
	(
	under 10%


7. Ideally, what proportion of your LITLOs’ work time would be needed to complete their LITLO duties?

	(
	Over 75%
	(
	50%-75%
	(
	25%-50%
	(
	10%-25%
	(
	under 10%


8. What perceived differences has the LITLO Program made in your branch?

9. How have you recognised your LITLOs’ contribution to service provision in your branch?

10. What suggestions can you make to improve the LITLO Program?
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Q.22

		How do you feel about being a LITLO?

				1998		2001

		proud		11		14

		interested		16		23

		enthusiastic		18		21

		useful new skills		20		27

		love the challenge		16		19

		good for my career		13		21

		overworked		11		8

		unappreciated		3		1

		apprehensive		4		5

		too hard		2		2

		alone		3		2

		too easy		0		1
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		0		0
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1998

2001

How do you feel about being a LITLO?



Q.3&4

		Level of Technical Skill before & after the Program

				1998		2001

		On Entry to Program		53		66

		Now		88		119





Q.3&4

		0		0

		0		0



1998

2001

Self Assessment of Level of Technical Skills/Knowledge



Time

		

				Actual time 2001		Ideally 2001		Actual time 1998		Ideally 1998

		Over 75%		0		2		1		2

		50%-75%		1		2		1		1

		25%-50%		2		6		2		11

		10%-25%		18		16		15		5

		Under 10%		9		4		6		5





Time

		



Actual time 1998

Ideally 1998

Actual time 2001

Ideally 2001

Proportion of Work Time

Perceptions of Actual and Ideal Time Devoted to LITLO Duties
(Survey 1998 & 2001)



Doco

		

				Workshop Handouts		LITLO Resources on Sirius		AskIT Website

		Frequently		10		15		5

				24		28		8

		Sometimes		63		45		42

				4		10		24

		Never		1		1		2





Doco

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Workshop Handouts

LITLO Resources on Sirius

AskIT Website

Sources of Documentation



Disc List

		

				For Problem-Solving		For Communication

		very		30		30

				28		36

				36		27

				10		14

		not at all		1		0





Disc List

		0		0

		0		0

		0		0

		0		0

		0		0



For Problem-Solving

For Communication

How helpful is the LITLOs' Discussion List?
Survey 2001



Training

		

										Hands-on Practice 2001		Hands-on Practice 1998		Theory 1998		Theory 2001

								too  much		0		0		0		0

										4		4		8		4

								just right		66		27		57		81

										10		36		6		4

								not enough		2		3		1		0

		Months for Completion		Ideally		In practice

		9 to 12		7		16

		6 to 9		3		7

		4 to 6		12		5

		2 to 4		7		1

		less than 2		1		1





Training

		0		0		0		0

		0		0		0		0

		0		0		0		0

		0		0		0		0

		0		0		0		0



Hands-on Practice 1998

Theory 1998

Hands-on Practice 2001

Theory 2001

Structure of LITLO Workshops 2001
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		0		0

		0		0
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Ideally

In practice

Months Required for Completion

Duration of the LITLO Training Program
Survey 2001



		

				1998		2001

		Workshops		84		117

		Handouts & Notes		79		99

		LTS Staff		79		92

		Another staff member		73		90

		Working by Yourself		81





		0		0

		0		0

		0		0

		0		0



1998

2001

Learning as a LITLO
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2001

How do you feel about being a LITLO?
[Survey 2001]
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Time

		

				Real time 2001		Ideally 2001		Real time 1998		Ideally 1998

		Over 75%		0		2		1		2

		50%-75%		1		2		1		1

		25%-50%		2		6		2		11

		10%-25%		18		16		15		5

		Under 10%		9		4		6		5





Time

		0		0		0		0

		0		0		0		0

		0		0		0		0

		0		0		0		0

		0		0		0		0



Real time 1998

Ideally 1998

Real time 2001

Ideally 2001

Proportion of Work Time

Time Devoted to LITLO Duties
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				Workshop Handouts		LITLO Resources on Sirius		AskIT Website

		Frequently		10		15		5

				24		28		8

		Sometimes		63		45		42

				4		10		24

		Never		1		1		2
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LITLO Resources on Sirius
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Sources of Documentation
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				For Problem-Solving		For Communication

		very		30		30

				28		36

				36		27

				10		14

		not at all		1		0
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For Problem-Solving

For Communication

How helpful is the LITLOs' Discussion List?
Survey 2001
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										Hands-on Practice 2001		Hands-on Practice 1998		Theory 1998		Theory 2001

								too  much		0		0		0		0

										4		4		8		4

								just right		66		27		57		81

										10		36		6		4

								not enough		2		3		1		0

		Months for Completion		Ideally		In practice

		9 to 12		7		16

		6 to 9		3		7

		4 to 6		12		5

		2 to 4		7		1

		less than 2		1		1





Training

		0		0		0		0

		0		0		0		0

		0		0		0		0

		0		0		0		0

		0		0		0		0



Hands-on Practice 1998

Theory 1998

Hands-on Practice 2001

Theory 2001

Structure of LITLO Workshops 2001
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		0		0

		0		0
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Ideally

In practice

Months Required for Completion

Duration of the LITLO Training Program
Survey 2001



Chart1

		Level of Technical Skill before & after the Program

				1998						2001

		On Entry to Program		53		25		2.12		66		31		2.1290322581

		Now		88				3.52		119				3.8387096774

								166%						180%
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1998

2001

Self Assessment of Level of Technical Skills/Knowledge
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		Workshops

		Handouts & Notes

		LTS Staff

		Another staff member



3.7741935484

3.1935483871

2.9677419355

2.9032258065
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				1998		2001

		Workshops		84		117		3.77

		Handouts & Notes		79		99		3.19

		LTS Staff		79		92		2.97

		Another staff member		73		90		2.90

		Working by Yourself		81
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What resources do yo use to learn?



		How do you feel about being a LITLO?

				1998		2001

		proud		11		14		0.4516129032

		interested		16		23		0.7419354839

		enthusiastic		18		21		0.6774193548

		useful new skills		20		27		0.8709677419

		love the challenge		16		19		0.6129032258

		good for my career		13		21		0.6774193548

		overworked		11		8		0.2580645161

		unappreciated		3		1		0.0322580645

		apprehensive		4		5		0.1612903226

		too hard		2		2		0.064516129

		alone		3		2		0.064516129

		too easy		0		1		0.0322580645
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		0

		0
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2001

How do you feel about being a LITLO?
[Survey 2001]
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How do you feel about being a LITLO?
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		9 to 12		9 to 12

		6 to 9		6 to 9

		4 to 6		4 to 6

		2 to 4		2 to 4

		less than 2		less than 2



Ideally

In practice

Months Required for Completion

Duration of the LITLO Training Program
Survey 2001
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				Real time 2001		Ideally 2001		Real time 1998		Ideally 1998

		Over 75%		0		2		1		2

		50%-75%		1		2		1		1

		25%-50%		2		6		2		11

		10%-25%		18		16		15		5

		Under 10%		9		4		6		5





Time

		



Real time 1998

Ideally 1998

Real time 2001

Ideally 2001

Proportion of Work Time

Time Devoted to LITLO Duties
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				Workshop Handouts		LITLO Resources on Sirius		AskIT Website

		Frequently		10		15		5

				24		28		8

		Sometimes		63		45		42

				4		10		24

		Never		1		1		2
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Workshop Handouts

LITLO Resources on Sirius

AskIT Website

Sources of Documentation
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				For Problem-Solving		For Communication

		very		30		30

				28		36

				36		27

				10		14

		not at all		1		0





Disc List

		



For Problem-Solving

For Communication

How helpful is the LITLOs' Discussion List?
Survey 2001



Training

		

										Hands-on Practice 2001		Hands-on Practice 1998		Theory 1998		Theory 2001

								too  much		0		0		0		0

										4		4		8		4

								just right		66		27		57		81

										10		36		6		4

								not enough		2		3		1		0

		Months for Completion		Ideally		In practice

		9 to 12		7		16

		6 to 9		3		7

		4 to 6		12		5

		2 to 4		7		1

		less than 2		1		1
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Hands-on Practice 1998

Theory 1998

Hands-on Practice 2001

Theory 2001

Structure of LITLO Workshops 2001
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Ideally

In practice

Months Required for Completion

Duration of the LITLO Training Program
Survey 2001



Chart1

		Level of Technical Skill before & after the Program

				1998						2001

		On Entry to Program		53		25		2.12		66		31		2.1290322581

		Now		88				3.52		119				3.8387096774

								166%						180%
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Self Assessment of Level of Technical Skills/Knowledge



Q.5>

		Workshops

		Handouts & Notes

		LTS Staff

		Another staff member



3.7741935484

3.1935483871

2.9677419355

2.9032258065
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				1998		2001

		Workshops		84		117		3.77

		Handouts & Notes		79		99		3.19

		LTS Staff		79		92		2.97

		Another staff member		73		90		2.90

		Working by Yourself		81
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What resources do yo use to learn?



		How do you feel about being a LITLO?

				1998		2001

		proud		11		14		0.4516129032

		interested		16		23		0.7419354839

		enthusiastic		18		21		0.6774193548

		useful new skills		20		27		0.8709677419

		love the challenge		16		19		0.6129032258

		good for my career		13		21		0.6774193548

		overworked		11		8		0.2580645161

		unappreciated		3		1		0.0322580645

		apprehensive		4		5		0.1612903226

		too hard		2		2		0.064516129

		alone		3		2		0.064516129

		too easy		0		1		0.0322580645
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How do you feel about being a LITLO?
[Survey 2001]
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