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ABSTRACT

In response to learning gained during Macquarie University’s FYE conferences of 2000 and 2001 the Library initiated a coordinated response to provide user-friendly services for first year students that meshed with the university-wide Transition program. The Library’s response was many-faceted ranging from simple changes to the implementation of major service delivery strategies.  JustAsk! was created as an ongoing campaign of process improvement to provide friendly approachable and seamless services in answer to the challenges.  Existing services are being reviewed and realigned so as to make them easily accessible from a student perspective. 

In re-thinking our services from a student’s perspective we are trying to find effective answers to these questions. 

1. In the first weeks of university students are overwhelmed with a mass of information in a new and for some, intimidating environment. How do we make the Library friendly and easy to use?

· Initial service points staffed by trained students providing a first tier level of service

· Staff wear distinctive T-shirts and badges

· Roving IT help

· Activities to take the Library to the students

· Express tours of the Library conducted by students

2. Students are attending university less frequently because of work and other commitments.  How can we fit into their schedule and extend our services when and where they require them?

· 24 x 7 IT support service provided in collaboration with global partners

· IT help managed by support tracking software

3. How do we streamline our services making them more attractive and compelling?

· Funky multimedia presentations during orientation

· JustAsk! email service

· Co-coordinated marketing approach devised to reflect the new service philosophy (range of materials including T-shirts branded with new logo, redesign and simplification of print publications) 

4. Students are increasingly taking courses offered in a flexible mode.  How can we support them in their IT and Information Literacy development to access these resources?

· Computer Kick Start – a special 2-day program for those needing base level skills required to cope with university study (offered in Orientation week and on Saturdays)

· Information Literacy courses repackaged 

· Pathways brochure devised to suggest a training path through the wide range of course offerings provided by the Library

· JustAsk! drop in service

5. How can we provide Information Literacy training that is meaningful and just in time? 

· LIBSonline (Library Skills Online) course was developed in conjunction with the Centre for Flexible Learning and academics.  Offered and integrated, discipline tailored information literacy development online.

