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How are things going since the re-organization? 

 There are fewer people in the building to call upon than before. Steve or Brian was 

always in the building to assist if there was a question. Brian could help at the desk if 

needed or answer a question. Steve could answer admin or reference questions. 

 I miss the student workers having more responsibility at the front desk since we don’t 

leave them alone as much now (COVID). 

How many people do we need in Public Services if we were to run the front desks without any 

staff from outside of Public Services? 

 Some felt “one and a half” people at Herrick. “What we have now works.” 

 Others noted that an additional person on the team would help. The loss of the 

ILL/Public Services person at Scholes impacts Herrick as well since that person would 

come over and cover the desk sometimes.   

 Certain tasks really need “focus time”, like overdues and billing and timesheets and 

statistics, etc.  Some of the tasks are a good match for the remote day-but overdues and 

billing really need to be done in the building during “off the desk time”. We did not 

really have enough people on the team right now with the current vacancy.  

 Lunches are still hard. Even if there are two students, they need a point person 

sometimes to answer questions and deal with issues that arise. There should always be 

a point person. 

 Suggestion from a staff member: If we could design it from scratch there should be a 

fulltime public services person in Herrick during the day.  

 There is no redundancy now so coverage is more difficult when something pops up at 

the last minute. 

Are you able to get to everything? (your tasks, projects duties?) 

 One team member said yes. 

 One person noted: “I feel like if I am doing well in one area then I am not in another.”  If 

I give all the attention that the desk needs, then I have less time for other work and 

projects. If I am devoting a lot of attention to projects and off the desk work, then I am 

not providing the support, training and oversight that is needed at the desk. 

 Another person answered, no. There are lots of things that are hard to have time to get 

to and follow up on promptly.  The things we can get to are not being done as well. 

Training for all the students has suffered lately, especially the new students. 



 Staff noted they still don’t understand some of the aspects of the billing process 

because there has been to time to really sit down and look into it or talk about it as a 

group.  

What are your thoughts about having staff outside of public services work at the desk? 

 It’s not for everyone. It shouldn’t be required. 

 Anyone who wants the interaction with students is welcomed to work the desk and be 

trained. The interaction with patrons and the student workers is the biggest benefit.   

 It has been a great way for new staff and librarians to learn about the libraries, the 

campus and interact with students. 

 Public Services work is very “in the moment”.  If you have off the desk work, you can get 

pulled away a lot if there is not someone else (staff or librarian) designated as the point 

person. 

 Having Brian and Mechele in the Admin roles is great because they come from Public 

Service and understand the work and the demands.  However, we see that you have to 

divide yourselves between your administrative duties and the front desk work when you 

help.  We see it is not always easy or a realistic fit to rely on you (M&B) for coverage. 

 One team member noted: I love having others contribute to the desk coverage.  

However, staff maybe be out sometimes or have meetings during their shift time so I 

will end up covering those times anyway.  In that situation, I often close my door for my 

break and tell the student to call me if they need anything. I am often leaving the 

students alone for than I want to.  The newest student hire has not gotten as much 

training as they normally would have.  

 

Other comments 

 (COVID) Student workers are craving support and human interaction during this time.  

They are coming to us for that. I feel like a defacto counselor. It is a great opportunity to 

support their mental health and mentor them like we want to, but it is conflicting to 

spend time on this since we are so thin right now. It is hard to turn them away and tell 

them we don’t have time to talk and need to get back to work.  I want to listen, but I 

feel pressure that I put on myself to use my limited time to get things done.  

 The automatic overdue notices in Alma (overdues and pick up notices) Systems set up 

are great and save us time. 

 One staff person noted: I feel like in Public Services we are expected to be “yes” people. 

It is hard to say no to something new because it seems that it is assumed we will say yes.  

This could be from a patron or to a new project or work task.  
 


