
U N I V E R S I T Y  L I B R A R I E S

Be aware of the appropriate procedures and lines of authority, 
particularly if you have been accustomed to making your own 
decisions.

Being bold
For me, working in the university sector has turned out to be the 
most rewarding career move I've made. It is immensely satisfying 
to help students and academic staff find the information they 
need. In my first few weeks I couldn't believe how often and 
genuinely I was thanked for my help. The opportunity to increase 
my own skills base by learning from colleagues and attending 
conferences and workshops has also been a major professional 
benefit. I highly recommend working in the university sector to 
any librarian looking for a career change.

Tracy Tees
Liaison Librarian (Arts & Social Sciences) 
Southern Cross University Library, NSW 

tracy.tees@scu.edu.au

University libraries -  
a great place to be!
It sounds like a cliche, but it is a very exciting time to be working 
in a university library. Technological developments such as web
2.0 and tools that allow online collaboration, wireless access, 
handheld devices, and more powerful computing storage and 
infrastructure are some of the forces transforming the learning, 
teaching, and research activities of universities. In response, 
university libraries are reviewing, refreshing, and reinventing 
themselves so they can continue to add value in this new 
environment.

Opportunities exist for university libraries that can identify where 
there is a need, and provide the skills, services, and resources 
required to meet that need. University culture, university structure, 
staffing arrangements, and budget are some of the local factors 
that impact on a library's capacity to develop new services, and 
to provide leadership within their organisation. At QUT, the local 
factors have come together to create an environment where the 
university library has been able to embark on new initiatives that 
support the strategic direction of the university.

Research support
University libraries have always been in the business of supporting 
researchers by acquiring resources, and assisting with information 
searching.

The research support portfolio has greatly expanded in recent 
years and the university library now has a much greater role to 
play. Libraries are, more than ever, collaborating with research 
computing services and other areas of information technology 
to provide a range of new services supporting and leading the 
e-research revolution taking place in universities.

Librarians are providing researchers with services including 
assisting with writing grant applications, publication management 
(selection of journals and conferences in which to publish), 
citation analysis, open access publishing including the use of 
institutional and subject repositories, research data management, 
the use of content management systems, design of research centre 
web sites, and the use of online collaboration tools to facilitate 
communication with other researchers.

Librarians are going to need to develop a whole new range of skills 
if they are to be placed at the forefront of the e-research wave. 
Researchers also need to develop these new e-research skills, and 
librarians at QUT, through their recently formed Research Support 
Service, will be there to help and lead the way forward.

Learning support -  an integrated approach
In 2008 Q U T Library expanded its learning support services to 
include academic skills support. The types of services badged

as academic skills include assistance with note-taking, exam 
technique, writing and reading skills, and time management. Q UT 
Library is progressively integrating the library's information literacy 
services with academic skills services to offer a 'client- focused' 
learning support service. After all, undergraduate students do not 
differentiate between a librarian and an academic skills advisor 
when seeking assistance. Student queries typ ically span both 
professional areas with the student wanting help with finding 
information resources as well as assistance with interpreting the 
assignment question or getting started with planning the essay. 
Academ ic skills support and information literacy support are 
usually offered by different organisational units within a university 
and from different service points. Q U T  Library is aiming to 
improve the student experience by providing an integrated service.

The integration of the two service areas is taking place across 
all domains of learning support; at the Library Help Desk, in the 
e-learning/e-services environment, library orientation and training 
sessions, and in the work associated with embedding literacies 
into the curriculum.

Librarians and academic skills advisors are located in the one 
work unit at each branch library with a rolling staff development 
program in place to ensure all staff have the necessary skills.

Inquiry m anagem ent
Improving the student experience is a priority for Australian 
universities operating in the highly competitive higher education 
sector. Service innovation in the form of well designed, interactive 
online student services, available 24/7, is one way to address this 
priority.

AskQUT (using RightNow Technologies) is QUT's online enquiry 
management system. Students can access the FAQ database 
anytime. If the answer to their question is not available, they can 
submit a question which is directed to the appropriate area for 
action. All questions are tracked and the student is guaranteed of 
an answer within a few working days.

AskQUT is managed for the university by the library's eServices 
Group. It is maintained as one of the library's suite of e-services. 
The library's AskQUT Service Manager works across the university, 
negotiating the input of FAQ content from all faculties and 
organisational areas, training university staff in using the system, 
and reporting on system use and the types of questions being 
asked, to inform service development.

The library was well placed to manage this service for the 
university because of its well-established links with all faculties 
and divisions, expertise in managing information, and reputation 
for having a strong client focus.

Access to information
Exciting developments for libraries are not restricted to new 
services. The provision of information resources is core business 
for all libraries, not just university libraries. Information can now 
be made available via the web without delay and in a number of 
ways. The traditional publishing model is no longer necessary tor 
disseminating scholarly information, and the old business model of 
traditional publishing as the only source of scholarly information 
is being challenged. Many libraries are offering institutional 
repositories that enable researchers to make their scholarly papers 
available to the world. Indeed, the future of the scientific journal 
article as we know it is being questioned by some. No group is 
better placed than university libraries to provide the leadership 
necessary to explore and develop new ways of making research 
outputs available to the world for the greater good. No other 
group is going to lead these new developments. What a fantastic 
opportunity!

Judy Stokker 
Director, Library Services

j.stokker@qut.edu.au
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