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End users require varying types and levels of support at different times, depending on their needs and preferences. This support can be direct (user-to-staff) or indirect (user-to-system); it can be contextual, answering a question at the point-of-need, or it can be informational, providing details just-in-case. Based on this model, UC can provide end user support for WorldCat Local in four general areas:
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1. Reference & Feedback

Reference and feedback services provide direct contextual support at the point-of-need: end users encounter problems using the interface and want to contact an expert. Services to provide this support for WorldCat Local should meet the following criteria:

· Be easy to find and use

· Be easy to implement

· Acknowledge receipt of the question (“open the loop”)

· Respond or refer in a timely manner (“close the loop”)

· Distribute traffic among CDL and campus libraries

· Take advantage of existing services and procedures

· Share knowledge among CDL, OCLC and campus libraries

UC can meet these criteria through the following services:

· Ask a Librarian
CDL and campus libraries already provide access to email, chat and phone support through their Ask a Librarian services. Take advantage of these existing services to provide end user support for WorldCat Local. Link end users directly to the appropriate Ask a Librarian service from the Get Help page in WorldCat Local.

· Reference Desks
Campus libraries already provide phone and in-person support from their reference desks. Take advantage of these existing services to provide end user support for WorldCat Local.

· Feedback Link
WorldCat Local includes a link to a Feedback form in its footer. CDL Help Desk already responds to queries and feedback from Melvyl and UC-eLinks. Take advantage of existing CDL workflow procedures and have the CDL Help Desk respond to feedback from WorldCat Local. Refer questions and feedback to OCLC or campus libraries as needed.

2. Help Documentation

Help documentation within the interface provides indirect contextual support at the point-of-need: end users encounter problems using the interface and want to solve them themselves. Help documentation for WorldCat Local should meet the following criteria:

· Focus on end user needs

· Be easy to find and use

· Be specific, succinct and streamlined

· Prioritize the most important information

· Address textual and visual learning styles

· Be easy to implement and maintain

OCLC refers end users to its WorldCat.org help documentation for support in WorldCat Local, but this help documentation does not meet all the criteria. UC can meet these criteria by providing its own Get Help page(s) in WorldCat Local, modeled on the best practices in these examples:

· Google Scholar Help
http://scholar.google.com/intl/en/scholar/help.html
· Evergreen Online Catalog Help
http://open-ils.org/dokuwiki/doku.php?id=evergreen-user:opac_help
Take advantage of web management skills, resources and practices at CDL to facilitate implementation and maintenance. 

3. Instructional Materials

Instructional materials in campus libraries provide indirect informational support just-in-case: end users want to learn about the interface on their own, generally before using it. Instructional materials for WorldCat Local should meet the following criteria:

· Focus on end user needs

· Be specific, succinct and streamlined

· Prioritize the most important information

· Address multiple learning styles

· Be adaptable

· Be shared

UC can meet these criteria by providing an embedded search page template that can be implemented by campuses. Based on the University of Washington (UW) and Peninsula Library System (PLS) examples, the template provides convenient access to the most important information about WorldCat Local, including search tips and evolving coverage.

· UW Libraries WorldCat Local Search Information
http://www.lib.washington.edu/about/worldcatlocal/what.html
· PLS WorldCat Search
http://www.plsinfo.org/features/worldcat.html
Campus libraries may also choose to develop their own instructional materials - such as web guides, print handouts and screencasts - but there is no specific plan for these materials during the pilot. The need for an education program will be assessed throughout the pilot. If campus libraries develop their own instructional materials, they should be shared with all campuses through the CDL Instructional Materials page: http://www.cdlib.org/inside/instruct/. 

4. Group Instruction

Group instruction provides direct informational support just-in-case: end users want to learn about the interface from an expert, generally before using it. The instruction may be course-related or drop-in.

There is no specific plan for group instruction during the pilot. WorldCat Local is intended to be intuitive and usable, without instruction, but the need for an education program will be assessed throughout the pilot.

Information-Sharing & Maintenance
To be effective, help and end user support needs to be based on current and accurate information. It is important to keep staff informed so that reference, instruction and web pages remain accurate. Take advantage of the existing CDL Users Council to insure that information is shared among CDL and campus library staff in a timely manner. 
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