Help & End User Support Task Group

Interim Report: End User Education for Pilot
09/15/2008
As part of its charge, the Help & End User Support task group was asked, during the pilot, to assess the need for an end user education program if we go into production. However, over the summer, task group members learned that many campuses were providing staff training on Next Generation Melvyl. The need for staff training indicates that we should offer instruction to end users during the pilot as well.
Anecdotal evidence suggests that instructional workshops are not well-attended, and they would not reach all end users anyway, so the task group recommends that the focus be handouts, web guides, and video tutorials.

Findings
· OCLC has already developed some materials for WorldCat Local:

· WorldCat Local Quick Reference (for library staff):
http://www.oclc.org/us/en/support/documentation/worldcatlocal/WCLrefcard.pdf
· WorldCat Local Tutorials
http://www.oclc.org/us/en/support/training/worldcatlocal/tutorial/default.htm
· While the Quick Reference guide provides useful information, it is intended for library staff. It is too long and detailed to be helpful to our end users.

· The WorldCat Local Tutorials developed by OCLC are well-made, informative, and useful. However, each one tends to be too long and addresses too many topics. Video tutorials should ideally run no more than 3-5 minutes. In addition, some sections of the “Get the Item” tutorial are too generic to be helpful to our end users.
· A quick survey of instructional contacts at each campus identified several potential topics for video tutorials and other instructional materials. For each topic below, we indicate which group is likely responsible for it, and whether a video tutorial already exists about it.
· Explanation of coverage, what is and is not included, and the wealth of additional article databases available (UC campuses)
· Basic searching with examples (OCLC: Done)
· Using facets to refine your search (OCLC: Done)

· Search results (local library first) and relevancy (OCLC: Done)
· Using advanced search (OCLC: Done)

· Using Boolean operators (OCLC: Done)

· Using wildcards and truncation (OCLC: Done)

· Using phrase searching (OCLC: Done)

· Editions tab: finding specific or other editions (OCLC)

· Item availability including local and group holdings (OCLC: Done)
· Placing a hold on an item (UC campuses)

· Requesting an item using UC-eLinks (UC campuses)

· Getting electronic resources through links in record or UC-eLinks (UC campuses)

· Printing and emailing records with an explanation of the limitations (OCLC)

· Benefits to creating a personal account (OCLC)
· Using the Lists feature (OCLC)

· Other social networking features including RSS, Share It, and reviews (OCLC)

· Explanation of “Buy This Item” with recommendation to look for it in the library or request it on interlibrary loan instead (UC campuses)
· Most campuses will be mentioning the Next Generation Melvyl pilot, but not teaching it, in orientations and workshops this Fall. Some campuses will be developing workshops on it.

Recommendations
For OCLC
· We strongly encourage OCLC to develop a 2-4 page guide for end users, which distills the most pertinent information for end users from the Quick Reference.

· We encourage OCLC to keep their existing video tutorials for end users who want a detailed overview in one sitting.

· We strongly encourage OCLC to break out each section of their tutorials for end users who want easy access to specific topics. While end users can navigate to specific sections using the Menu within the tutorial, this is not obvious.

· We strongly encourage OCLC to take primary responsibility in developing short video tutorials on other specific topics.  

For CDL
· We strongly recommend that CDL use the Digital Library Instruction List (DLINSTRUCT-L@LISTSERV.UCOP.EDU) or similar venue to promote these recommendations and encourage campuses to share any instructional materials developed during the pilot.
· If we move into production, we strongly recommend that CDL consider using the Digital Library Instruction List (DLINSTRUCT-L@LISTSERV.UCOP.EDU) or similar venue to solicit and coordinate campus library volunteers to design handouts and video tutorials.
For Campuses

· During the pilot, we encourage staff to mention the Next Generation Melvyl pilot and survey in instruction sessions where they are already discussing or teaching Melvyl.

· Campuses should feel free to develop their own handouts or web guides based on the WorldCat Local Quick Reference guide during the pilot. These should be shared with all campuses through the CDL Instructional Materials page: http://www.cdlib.org/inside/instruct/. 

· We strongly encourage campuses that develop workshops to share their presentations, scripts, and/or activities with all campuses through the CDL Instructional Materials page: http://www.cdlib.org/inside/instruct/.

· While we appreciate OCLC taking primary responsibility for video tutorials, we encourage campuses to develop their own video tutorials on topics specific to the University of California Libraries. These should be shared with all campuses through the CDL Instructional Materials page: http://www.cdlib.org/inside/instruct/.

· We strongly encourage campuses to intermingle links to specific OCLC and UC video tutorials on their webpages as appropriate, in order to create the richest source of support materials for their end users.
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