Help & End User Support Task Group

Progress Report
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This progress report documents the findings and recommendations that have emerged so far in our discussions of help and end user support. These recommendations may change or expand based on further exploration and discussion, but the report reflects our current thinking. The Task Group consists of Brian Quigley (UCB, lead), Jayne Dickson (CDL), Frank Gravier (UCSC), Michelle Jacobs (UCLA), and Dana Peterman (UCI).

Findings

Help documentation for WorldCat Local is identical to that provided for OCLC’s WorldCat.org service. Since these two products may have different demands placed upon them, we were not surprised to note that there were some limitations to the documentation for WorldCat Local. This is especially noticeable in the case of a multi-library system like the University of California, where numerous libraries, in various locations, may have unique and distinctive methods of lending materials and providing other patron services. Instruction and research demands and expectations also highlight areas in OCLC documentation where further clarification and specificity could be seen to benefit and better serve the needs of academic users. While the available help documentation is useful, it is not sufficient to address some kinds of questions, especially about local services, from the end user perspective.

The group, in an effort to determine the extent of local customization that might be available, asked OCLC questions regarding, in particular, the ability to customize the links on the main search page. With the exception of deciding upon three web banner links for each UC instance, local customization of WorldCat Local help is not available. 

To meet the challenge of addressing the need for local end user help, additional documentation needs to be developed. Maintenance and upkeep issues are an obvious area of concern with this model. In a “perpetual beta” environment, where end users are becoming used to user-friendly interfaces and constant change, what is the proper balance between customized local information and sustainability? The group determined that the format that might be most easily managed and kept up to date would be a template providing highly selective help information and, when possible, making use of existing help resources from both CDL and the local campuses. The task group continues to discuss this issue and will provide further information in our final report. 

Recommendations
We recommend the creation of an “embedded search page template” modeled after the informational pages implemented by the University of Washington and the Peninsula Library System:

· http://www.lib.washington.edu/about/worldcatlocal/what.html 

· http://www.plsinfo.org/features/worldcat.html
Where the OCLC help documentation does not prioritize the most important information, these informational pages provide convenient access to the most important details, including search tips and evolving WorldCat Local coverage. A draft example is included as an appendix, but still needs to be discussed and refined by the Task Group. While we will develop an embedded search page template for our final report, and a method for disseminating necessary changes to it, the campuses will need to determine how best to maintain it and use it on their websites.
On October 22, the Task Group submitted its Web Banner Links Recommendation. Basically, we recommend a standard set of web banner links – Get Help, Off-Campus Access, and [Campus Catalog] – that will be customized for each instance. We believe that this will help end users get relevant information in the most familiar and efficient way. See the recommendation for details about link text and URLs. The Task Group developed the following mock-up to show how the web banner links might look in the Melvyl instance:
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Because we find that additional documentation is needed, we recommend creating a local help template for our Get Help links. The Task Group plans to develop this local help template for the Melvyl instance initially, followed by an evaluation to determine whether or not it will meet the needs of the campus instances. We foresee the possibility of system-wide and/or campus help pages. The results of our evaluation will be included in our final report. The topics under discussion for our local help template currently include the following:

	· Ask us

· What is included/not included in the catalog

· Search tips

· Keywords

· Truncation (?)

· Phrase searching

· Search results

· Relevance ranking & sorting results

· Refining your search

· Definitions of formats & other common terms
	· Record information

· Explanation of “Get this Item”

· Library location information, call numbers & circ status

· Placing holds & recalls

· Request (ILL) & document delivery

· Exporting to EndNote & RefWorks

· Borrowing services

· Eligibility

· Renewing books

· WorldCat account vs. Library account


Since this is a “perpetual beta” project, we also expect changes to the interface throughout the pilot. We recognize the need to maintain our local help page(s) so that they remain accurate and useful to our end users. We recommend that the Task Group monitor changes to identify necessary revisions to our local help page(s) and report them. In our final report, the Task Group plans to make a recommendation about how and where our local help page(s) will be maintained.

While we are recommending a local help template, the OCLC help documentation will also remain available to our end users in the Home menu and the footer. There are sections of the OCLC help documentation that should be revised for accuracy and clarity. We have compiled the following list of suggested improvements to OCLC help documentation as examples:

· Add information about truncation:  The truncation symbol is a question mark (environment? finds environment, environments, environmental, environmentalist, etc.).

· Add information about phrase searching:  For phrase searching, put quotation marks around your words (“space needle”).

· Add definitions of formats:  <new section – requires input from OCLC>.
· Add sources of the articles in WorldCat Local and refer to additional article sources:  This interface includes citations for articles from the following sources: ERIC (education); MEDLINE (medicine and health); GPO (U.S. government publications); and ArticleFirst (articles from a wide range of journals in all subjects). Links may be provided to articles available in full-text or print from your library. Note:  Your library may have a number of other article databases available for your use. Consult your library website or librarian for more information.
· Expand information about relevancy:  WorldCat.org's proprietary algorithm produces relevancy ranking for a standard, non-index-specific search by evaluating the appearance and proximity of the searched terms in the title, subject and author fields within WorldCat records. Primary weight is given to title; secondary and tertiary weights are given respectively to author and subject. The algorithm also matches against other bibliographic fields, but these three receive the most emphasis.

· Clarify the need to save records page-by-page:  Follow the steps below to create a list from WorldCat search results.

1. Click the checkbox next to one or more items on the results display page

2. At the top of the results display, select “New List…” from the “Save to” menu and click the “Save” button.  Note: in order to save to lists, you will need to create a WorldCat.org account (register).
3. Give your list a unique name (up to 75 characters)
4. Choose if you want the list to be public (viewable by other WorldCat users) or private (viewable only by you)
5. Click the “Create New List” button
6. Give your new list a description, and add notes to individual list item, if desired.
Note:  As you page through your search results, you must click the “Save” button at the top of each page in order to save any checked records from that page to your list.  If you continue on to another page of search results without clicking the Save button, your previously checked records will be lost.

· Add proxy servers and virtual private networks as options for connecting from home:  In order to reach the online resources licensed by your library, you will need to login to your library membership account. Some libraries use a proxy server or virtual private network (VPN) to accomplish this. Consult your library website or librarian for more information.
If our WorldCat Local implementations extend beyond the pilot project, we further recommend that the local help page(s) and web banner links be re-evaluated. Many possible improvements and decisions could impact these recommendations. For example, improvements to OCLC Help may make local help page(s) unnecessary or campus decisions to abandon local OPACs may make campus catalog links obsolete.
Our methods and final recommendations will be documented in our final report. Our final report is due December 15.
Appendix: Draft Example of Embedded Search Page Template

What Is This?

The UC Libraries are participating in a beta project of a new interface which:

· Features a simple search box (Basic Search); use Advanced Search to limit your search by language, format, etc.

· Searches materials at UC campus libraries, and libraries worldwide 

· Displays the availability of materials 

· Allows requesting of materials (Initially, the UC Request service [document delivery/interlibrary loan] will only be available via UC-eLinks.  Look for the UC-eLinks button in the “Get It” section of the record display.  UC’s Request service will not be directly available when the pilot version is first released, but should be deployed some time later in the pilot.)

· Finds research articles and provides links to full-text articles online 

· Links to your campus Library Account 

· Links to Get Help services 

Want to know more?

What does this service search?

· Resources that are fully cataloged in the UC campus (main) catalogs, including books, journals, media, government publications, maps, and more 

· Resources to which the UC Libraries provide access 

· Sample records for the Southern Regional Library Facility (SRLF), Shared Cataloging Program (SCP), the Mass Digitization Projects and from sample campus digital collections, the eScholarship Repository, as well as digital content from the Online Archive of California (OAC)

· Resources in libraries around the world, listed from a service called WorldCat.org.  This will include records from the California State Library, Hastings College of the Law, the California Academy of Sciences, the California Historical Society, the Center for Research Libraries, the Graduate Theological Union, the Lawrence Berkeley National Laboratory, and some campus affiliated libraries

· Citations for articles included in the following sources: ERIC (education); MEDLINE (medicine and health); GPO (U.S. government publications); and ArticleFirst (articles from a wide range of journals in all subjects). Links are provided to articles available in full-text or print from the UC Libraries 

What else does the service do?

· Material owned by your campus library is displayed first, followed by the other UC campus libraries, the region and worldwide

· The ability to mark, save, and email citations 
Searching tips:

· AND is implied between search terms 

· The truncation symbol is a question mark (environment? finds environment, environments, environmental, environmentalist, etc.) 

· For phrase searching, put quotation marks around your words (“space needle”) 

· Limit your search by using the Refine Your Search features on the left side of the display window 

What is not included in this beta interface?

· Listings for materials housed in some campus libraries that are not included in the main campus catalog/circulation system

· Records for books on order or in the process of being added to the collection 

· Article citations not found in ERIC, ArticleFirst, PubMed, and GPO 

