To: 
Brian Quigley (UCB, lead), Frank Gravier (UCSC), Michelle Jacobs (UCLA), Dana Peterman (UCI), Jayne Dickson (CDL)
From: 

UC-OCLC Implementation Team

Subject: 
Request for assistance (Charge) – Help & End User Support
Date:

 September 14, 2007
As you know, the University Librarians have given us the go-ahead to explore the feasibility of using the WorldCat Local service as the basis for a Next Generation Melvyl and to work toward the creation of a pilot for evaluation system-wide. They have appointed an Executive and an Implementation Team charged with coordinating the effort and asked us to proceed without delay. While the Implementation Team is sufficiently resourced to guide the process, it is clear that we will need additional expertise to analyze, plan, implement, and evaluate the complex bibliographic and technical and public service issues and workflows involved in the creation of this pilot. Moreover, given the tight schedule and UC’s wish to embrace the concept of rapid development, we need to develop an organizational structure that is capable of working in parallel and provide the above teams with rapid analysis and feedback in an iterative manner. In keeping with these objectives, we have broken the project into discrete tasks and assigned each to a small group of individuals for rapid study and response. 

As recognized experts in the field, you have been selected to serve on the Help & End User Support task group charged to investigate and recommend the types of help and end user support that will be needed for the Next Generation Melvyl Catalog, both for local and union catalog implementations, in the pilot and should the pilot move to production.   Brian Quigley (UCB) will lead the team and Ellen Meltzer will be your Implementation Team liaison to facilitate communication with OCLC and filter questions that may have to be answered by OCLC. Your team may call on others for help, as needed, provided that the above caveats about rapid turnaround time and flexibility are kept in mind. We also need to ask all groups to remain as flexible as possible since priorities will shift as details of the UC-OCLC collaboration emerge.  The details of the tasks and the charges may change, and new tasks may arise that need to be addressed.

For this team, the project tasks we’ve identified so far are listed below, in priority order. 

  
Charge:
The goal of this group is to recommend how to provide help and end user support in a shared system, and working with a partner, OCLC.  Questions to consider: Will help be consistent for all views? In what situations would we allow for local variation in help, if any?  A key question is what role will the campuses, CDL and OCLC play in providing help?  
The group will provide input into a Joint UC-OCLC User Assessment and Help Support Workgroup and will react to queries from it.
Before the pilot:  

a. Examine and evaluate the current Help and User Support in OCLC WorldCat Local (http://worldcat.org/) and in the University of Washington’s WorldCat Local (http://uwashington.worldcat.org/ ) and other instances as available.  Also examine Help in current Melvyl as an example of what is now available to users. 
b. Recommend what UC should choose as the 3 custom Web links allowable in WCL banner  (such as Ask a Librarian), what they will be labeled, what URLs each should point to, and where the feedback link email addresses will go for the 10 campus views and the UC-wide view of the Next Generation Melvyl Catalog based on WorldCat Local.   What role, if any, should the current CDL Melvyl Help desk play?   What role might OCLC play?  How should information be shared and coordinated among the 10 campuses, the CDL and OCLC?  The recommendations made here will be fed into the Joint UC-OCLC User Assessment and Help Support Workgroup.
c. Identify areas where additional help is recommended, e.g., basket feature; export to citation management software; explanation of how relevancy ranking is determined; Request.  What other functions, such as email, chat reference or other capabilities should be present? 
d. Contact other OCLC WorldCat local partners as appropriate to understand their plans for Help & End User Support via the Implementation Team Liaison.  Also, explore how Help and End User support is handled by other institutions with multiple campuses and a single catalog.  
e. Develop a draft UC support plan, with recommendations on online help, practices, and procedures.
During Pilot

a. Evaluate the Help & End User support as the pilot unfolds.  Make any recommendations as appropriate to provide an intuitive and responsive support system.
b. Assess whether end users can use this product without an education program or if this needs to be devised for the campuses. 

Target Completion Dates:   
Recommendations for banner Web links by October 15.
Status report on November 15.
Final report identifying a UC support plan with recommendations on online help by December 15.

NOTE: It is outside the scope of this group to address end-user communication, as there is a separate workgroup addressing that issue.  
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