OPEN HOLDS PROJECT at Madison Public Library

BACKGROUND:  Hold volume increased 183% from 2000-2006.  Checkout lines stalled as staff would move to pull items from hold shelves AND while customers would decide WHICH hold to check out (average holds/month in ’06:  17,500).

PLAN:  Create a space adjacent to Circulation area using existing shelves.  Staff would be available for shelving holds, offering assistance AND “monitoring” customers in the area.

SPACE DESIGN:  Created a u-shaped HOLDS AREA with six 3’x 42” shelves on one side, two 3’x42” shelves on end and six 3’x72” shelves on other side.  This space became efficient for staff to work in shelving holds AND to provide some security of items.

HOLD SHELVES:  

· Items placed on shelves spine down (makes it hard to “browse” the hold shelves)

· Colored slip (2”x4”) put in item...with hold customer’s truncated form of name (4 letters last name, 2 first name and 1 middle initial; SCH names get 5 letters from last name).  

· We had been cutting thin strips and writing FULL name (last, first and middle) and taping to the spines—so this method is faster. 

·  It is also faster to shelve the truncated name form; for example: ANDERS, ANDERSEN, ANDERSON are all shelved as ANDE and first name/middle initial

· Tag color changes on the 1st and 15th (helps to identify items that were missed being pulled from daily expired hold list)

· Three styles of laminated cards created for oversize items, photocopies/small items AND Interlibrary loan items that are used as “place holders” for the actual hold.

IMPLEMENTATION:  Staff came in on Sunday, July 16, 2006 and re-wrote all the hold tags to the new format and shifted the hold items to the new location.  No advance PR for customers. 

REACTION: 

· Less than 10 negative comments in the first week; virtually none since first month.

· Comments we have heard from customers:  

· We are happy to be able to help out.  

· We are concerned that you will lose your job (response to that: with the ever-increasing volume of holds, we could not continue to hire staff to keep holds processed; this change will help us to provide MORE staff assistance)

· It’s about time that you made this change

· I LOVE being able to pull my own holds

· This is the BEST change

Jane Grogan, Circulation Services Supervisor (jgrogan@cityofmadison.com) or 

608-266-6362.

