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The helpdesk grows up
Last year, a new desk model was introduced at 
Queensland University of Technology [QUT] libraries 
at their Gardens Point and Kelvin Grove campus 
branches, reflecting a new 
approach to staffing and 
design.

R e fu rb ish m e n t p ro je c ts  a t  
b o th  c a m p u s e s  p ro v id e d  us 
w ith  th e  o p p o r tu n ity  to  re v ie w  
th e  d e s ig n  o f th e  desks. In d e s ig n in g  th e  n e w  
desks, th e  d e s ig n  o f s e rv ice  p o in ts  in p ro fess iona l 
a n d  re ta il se ttings  w a s  c o n s id e re d . In such  se ttings 
pro fess iona ls  a n d  c lien ts  sit a d ja c e n t  to  e a c h  
o th e r  to  discuss serv ices. O u r a im  w a s  to  re f le c t 
a  c o n te m p o ra ry  se rv ice  p h ilo s o p h y  fo r  p ro v id in g  
c lie n t s u p p o rt th a t  is b o th  tra n s p a re n t a n d  in v itin g . 
C o n s e q u e n tly , th e  n e w  h e lp d e s k  has m o v e d  
b e y o n d  th e  tra d it io n a l la rg e  c o u n te r  in fa v o u r  o f a  
‘ p re c in c t ' c o m p r is in g  th re e  s e rv ice  p o d s  a n d  tw o  
c o n s u ltin g  s p a ce s . To d e liv e r a  ra n g e  o f se rv ice  
to  c lien ts , e a c h  o f th e  th re e  s e rv ice  p o d s  has th e  
c a p a c i ty  fo r e ith e r s itting  o r s ta n d in g  in te ra c tio n s  
b e tw e e n  c lien ts  a n d  L ib ra ry  A dvisers a n d  a llo w  fo r 
discussions w ith  a  g ro u p  o f s tuden ts , as w e ll as w ith  
in d iv id u a ls .

The desks, la u n c h e d  in th e  first se m e s te r o f 2011, 
a re  n o w  s ta ffe d  p re d o m in a n t ly  b y  L ib ra ry  Advisers, 
ra th e r th a n  Liaison L ibrarians. This sh ift w a s  s ig n if ic a n t 
in th a t  fo r th e  first t im e  w e  h a v e  a  p o s ition  w ith in  
th e  lib ra ry  s tru c tu re  th a t  is re c ru ite d  s p e c if ic a lly  fo r 
s e rv ice  d e liv e ry  a t  o u r h e lp d e sk , ra th e r th a n  desk 
d u ty  b e in g  a n  ‘ a d d it io n a l d u ty '.  L ib ra ry  A dvisers 
a re  g ra d u a te  lib ra rians o r g ra d u a te s  fro m  o th e r  
d isc ip lines . O u r o b je c t iv e  is fo r th e  he lpdesks  to  
b e c o m e  le a rn in g  a n d  s tu d y  s u p p o rt desks -  th e  
e m p h a s is  is on  p ro v id in g  a d v ic e  on  in fo rm a tio n  a n d  

s tu d y  skills, as w e ll as e ffe c t iv e  
w a y s  to  a c c e s s  o u r c o lle c t io n s  
a n d  serv ices. QUT L ibrary has 
fo r  s o m e  tim e  b e e n  respons ib le  
fo r  p ro v id in g  b o th  in fo rm a tio n  
l ite ra c y  a n d  a c a d e m ic  skills 
s u p p o rt so th e  in te g ra t io n  o f th e se  
tw o  fu n c tio n s  a t  o n e  desk  w a s  a 
n a tu ra l p rog ress ion . W e h a v e  a lso 
re n a m e d  th e  he lpdesks  to  re f le c t 
o u r s e rv ice  g o a l. T hey  a re  n o w  
k n o w n  as L e a rn in g  a n d  R esearch  
Desks.

The in tro d u c t io n  o f th e  n e w  
m o d e l in c lu d e d  th e  d e c is io n  to  
d is c o n tin u e  L e n d in g  Services 

LEARNING AND desks. This d e c is io n  w a s  a
RESEARCH DESKS response  to  th e  d e c re a s e  
IN ACTION AT in le n d in g  a t  o u r b ra n c h e s  -
QUT KELVIN b e tw e e n  2005 a n d  2009 loans

GROVE LIBRARY

d e c re a s e d  b y  25% a n d , like m a n y  libraries, QUT is 
a c t iv e ly  in c re a s in g  its e x p e n d itu re  on  e le c tro n ic  
resou rces w h ic h  n o w  a c c o u n t  fo r a p p ro x im a te ly  
80% o f o u r c o lle c t io n  a llo c a t io n . To b e tte r  m a n a g e  
s ta ff c lie n t in te ra c tio n s  w e  a lso  m a d e  so m e  c h a n g e s

"...THE NEW HELPDESK HAS MOVED BEYOND THE !"  2 0 1 0  ln c lu d ln g  sim p lif+y in g
b o rro w in g  rules a n d  s e ttin g  a

TRADITIO NAL LARGE COUNTER ta rg e t  o f 95% fo r  self c h e c k o u ts . 

IN  F A V O U R  O F  A  ‘ P R E C I N C T ’ "  re a c t io n  fro m  lib ra ry  s ta ff to  th e
n e w  m o d e l. A  s ta ff su rvey  w a s  

c o n d u c te d  in la te  2011 a n d  b a s e d  o n  this fe e d b a c k  
th e re  w ill b e  s o m e  c h a n g e s  to  th e  desks. O ve ra ll, 
h o w e v e r, th e  n e w  d e s ig n  has p ro v e n  to  b e  p o p u la r.
It is a c k n o w le d g e d  th a t  o u r d e s ig n  is n o t u n iq u e  
-  s o m e  un ive rs ity  lib raries w ith  s im ila r desk  designs 
in c lu d e  G riffith  University, U niversity o f M e lb o u rn e , 
a n d  U niversity o f N e w  S outh W ales.
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