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Rationale for Adoption 

• Integrated modules for organizations, 
resources, licenses and usage data 

• Centralized repository for interrelated data 
previously distributed…widely among files, 
platforms 

• Focus here on workflows in Resources 
module, not entire e-resources management 
system 
 

 
 



Why Workflows? 

• Opaque, disjointed processes for acquiring 
and renewing resources 

• Scattered responsibilities for tasks among 
acquisitions staff 

• Timely access to new resources provided 
inconsistently 

• Needed better support for renewal decisions 
 
 

 



How Workflows Work 



Database Purchase 



E-Journal Package Renewal 



Multi-year Renewal, Payment Only 



Degree of Difficulty 

• Cost – free = easy 
• Technical  - ? 

– Reportedly easy, good support network 
– Our guy is good (and very pleasant) 

• Personnel 
– Conceptual challenges 
– Customizing processes 
– Practical approaches 

 



Meeting Our Needs? 
 • as a central repository for data – YES 

• to make transparent workflows that trigger 
task for responsible staff in timely manner - 
Mostly. 

• as tool to support renewal decisions...To a 
point, but we need more data and awareness 
(adoption) 

• Still a work in progress. Next up: individual e-
journal subscriptions 
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Trello 

Free visual project management tool 

Web based, simple download, Trello or Google account required 

https://trello.com/ 

• No IT support needed 

• Accessible from mobile devices 

• Integrates with Google Apps 

 

 









Integration with Google 
Apps and Email.   
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USING GOOGLE APPS AS AN ERM 

• Google Apps suite, particularly Mail, Sheets, Calendar and Docs 
• It is available for free online  
• For greater security, we did not move forward until an 

institutional Google Apps license was purchased 
 



LIBRARY SITUATION 

• WMS ILS system 
• Serials Solutions 360 Link Resolver 
• LibGuides 2.0 
• Shared drive for documents and title lists 
• Wiki with ERM admin notes 
• 4 staff members in the department, 1 librarian 
• 150,000 e-books, 75,000 e-journals, 18,000 print items 

 
 



• Never implemented task management or alerts in ERM 
• New packages and title updates in the catalog and the 

link resolver 
• Workflow to update titles and new packages poorly 

defined 
• Inconsistent assignment and follow up on package and 

title updates 
• Multiple people involved in licensing and in ERM tasks 

led to lack of communication and no prioritization 
 
 

1 MAJOR WEAKNESS: COMMUNICATION 



MAIN ITEMS: GOOGLE SHEETS 

• To Do List, created from template 
•  Tracks tasks, staff member, started and completed, 

and includes links to title lists  
• ERM Admin list 

• Administrative information for resources 
• Statistics Tracking 
• Invoice Payment Tracking 

 



TO DO LIST 



ERM ADMIN 



STATISTICS 



INVOICE TRACKING 



ALSO: DRIVE AND GCAL 

• Google Sheets and Google Drive are a great place to 
load or link title lists 
•  Doesn’t take up space on local drives, all lists are 

kept together, manages versioning problems 
• GCal is also very useful 

• Helps to schedule yearly tasks and provide reminders 
of projects coming up 



GOOGLE CALENDAR 



ADVANTAGES 

• Available off campus 
• Allows multiple simultaneous editors 
• Eliminates version problems, no read only spreadsheets 
• Password protected 
• Easy to control access to sensitive information 

 



IMPLEMENTATION 

• Cost: $0 to the library, $someamount to the institution 
• Personnel: learned the system very quickly, as they are 

used to Google and to spreadsheets 
• Getting all staff logins to the institutional Google 

Apps was the hard part 
• Technically: simple to implement.  Required a few days 

to implement fully 
• This is a small department and staff were excited 

about the new process.  Your mileage may vary. 
 



DOES IT WORK? 

• So far: YES! 
• Great as a manager, when surprise tasks come in can 

easily add them to the to do list 
• More efficient: staff aren’t waiting for me to set up 

projects, delegate and train, and follow up 
• Staff feedback: 

 



FUTURE PLANS 

 Explore budget analysis tools in greater detail 
 Expand statistics collection and tracking 
 Schedule monthly projects to make workflow processes more 

clear 
 



OTHER LIBRARIES ON GOOGLE AS A TOOL 

 England, Lenore. "ERM Ideas and Innovations." Journal of Electronic Resources 
Librarianship 26 3 (2014): 193-202. 
 Hartnett, Eric. "Using Google Apps through the Electronic Resource Life 

Cycle." Collection Management 37 1 (2012): 47-54. 
 Jensen, Karen. "Managing Library Electronic Resources Using Google Sites." 

Journal of Electronic Resources Librarianship 25 2 (2013): 115-23. 
 Murray, Adam. "Electronic Resource Management 2.0: Using Web 2.0 

Technologies as Cost-Effective Alternatives to an Electronic Resource 
Management System." Journal of Electronic Resources Librarianship 20 3 
(2008): 156-68. 
 Rathemacher, Andree. "Serials Spoken Here: Reports of Conferences, 

Institutes, and Seminars." Serials Review 39 3 (2013): 202-05. 
 Shapiro, Steven. "Using Google Calendar as an Email Alert System for 

Electronic Resource Renewals." Journal of Library Innovation 1 1 (2010): 52-56. 
 

 



QUESTIONS? 

Thank you! 
 
 



ALCTS/LITA Electronic Resources 
Management Interest Group 

Visio and JIVE 
Lenore England, Assistant Director,  
Electronic Resources Management 
UMUC Library 
 
lenore.england@umuc.edu 
240-684-2030 
Saturday, January 10, 2016 
1-2:30 pm, EST 
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Visio and JIVE with ERM 

• Visio – 
Brainstorming 

• JIVE – Get 
Organized 
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Visio 
• From Microsoft, 

2010 Professional 
version 

• Paid by UMUC (no 
cost to Library) 

• No maintenance by 
Library 
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Visio 
• ERM staff needed 

to online tool to 
track 
brainstorming, 
project planning. 
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Visio 
• Brainstorming – Chart example; early stages of 

planning for a project. 
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Visio 
• Brainstorming – Chart example; final stages of planning 

for a project. 
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Visio 
• Very easy to use. 
• Works very well -  

repurposing as a 
planning tool. 
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JIVE 
• From JIVE 

Software 
• Paid by UMUC (no 

cost to Library) 
• No maintenance by 

Library 

44 

Some rights reserved by foreverdigital 



JIVE 
• ERM staff needed 

to online tool 
organize projects, 
workflows and 
communicate with 
UMUC. 
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JIVE 
• Organize - Projects 
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JIVE 
• Organize - Workflows 
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JIVE 

• Harder to use. 
• Works very well - 

repurposing as an 
organizational tool. 
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Visio and JIVE with ERM 
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Questions - Brainstorming 

Let’s 
discuss… 
Later 
 

50 

All rights reserved by acvita 



LibAnswers w/LibChat 
A Solution for eResource Ticketing and Workflow Management 

Kelly Smith  
Coordinator of Collections and Discovery  

Eastern Kentucky University Libraries 
kelly.smith2@eku.edu  

mailto:kelly.smith2@eku.edu


About LibAnswers/LibChat 

http://springshare.com/libanswers/ http://libanswers.eku.edu/  

Consortial cost: $2,400/year + $99 per additional queue  

http://springshare.com/libanswers/
http://libanswers.eku.edu/


Why did we need this tool? 



Why did we need this tool? 
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Under the hood… Dashboard 

 Answers 
o Tickets are problems or questions submitted via webform, email, 

Twitter, SMS, manual staff entry, etc. and managed in one staff 
interface 

o FAQs are public-facing and can be generated from tickets or manually 
created 

 Stats include basic data about numbers of questions answered 

 Analytics are more customizable, based on locally defined metrics 

 LibChat is the chat service provided with LibAnswers 



Under the hood… Dashboard 



Under the hood… Dashboard 



Under the hood… Tickets 



Under the hood… Tickets 

Example Ticket screen capture – page 1 

 
Chat turned into a ticket 

 



Under the hood… Tickets 

Example Ticket screen capture – page 2 



Under the hood… Tickets 

Example Ticket screen capture – page 3 



Under the hood… Tickets 

Example Ticket screen capture – page 4 



Under the hood… Tickets 

Example Ticket screen capture – page 5 



Under the hood… Chat 



Under the hood… Chat 



Under the hood… Analytics 

EKU Reference 
Group Topics 
For Distance Learners 
For Faculty 
Printing 
Research Help 
Resources 
Services 
Spaces 
Technical Help 
Technology 

Collections (eResources) 
Group Topics 
Discovery 
Enhancement Request 
EZProxy / Authentication Problem 
Link Resolver 
Metadata 
OCLC System Outage 
Subscription Problem 
User Technical Issue 
Vendor Platform Problem 
Workflow Mangement 

Tags - apply to all queues in system 
* Urgent * 
Awaiting Vendor Fix 
Help - Directional 
Help - Research 
Implementation testing 
IP / EZproxy 
Linking - A to Z list 
Linking - Discovery 
Linking - link resolver 
Metadata update 
Open access content 
Platform problem - access denied due to excessive downloading 
Platform problem - incorrect metadata 
Platform problem - missing content 
Platform problem - system down 
Subscription - activation needed 
Subscription - canceled 
Subscription - change of pub/platform or title 
Subscription - coverage change 
Subscription - lapsed 
Technical support - browser 
Technical support - faculty laptop connectivity 
Technical support - media player 
Technical support - other 
Unresolved - problem cannot be duplicated 
Unresolved - referred elsewhere 
User error 
Workflow - cancelation 
Workflow - new resource 
Workflow - renewal 



Under the hood… Analytics 



Under the hood… Analytics 



Under the hood… Analytics 



Under the hood… Analytics 



Under the hood… Other Features 

Twitter Integration Resource Status Update Widget 



Under the hood… FAQ 



Under the hood… FAQ 



Public portal… FAQ 



Benefits 

1. Ease of implementation 
2. Customizability 
3. Integration with existing Libguides 
4. Intuitive interface 
5. Ability to transfer tickets / assign ownership 
6. Ability to merge tickets 
7. Centralized management of ERM 
8. Unique FAQ functionality 



Q&A 
 

https://www.polleverywhere.com/multiple_choice
_polls/pqhvlHVEKFQQTUi 

https://www.polleverywhere.com/free_text_polls/f
qEtj1vK3hTYTnY 
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Robert Heaton and Buddy Pennington, Cochairs 
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