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Background

● WPU has an FTE roughly 10,000 

● Lending Services (Circulation) department holds a small course 

reserves collection

○ No budget to purchase textbooks

○ Rely on library circulating collection & faculty copies

○ Hold roughly 400 items on reserve each semester

● Email departments each semester reminding faculty to supply 

class text/books



Initiative 

● Observed Fall 2017 Lending desk transactions

○ Students regularly request material library does have on reserve

○ Each transaction was a loss of valuable data to the library

● Shift towards a customer service oriented follow-up

○ Attempt to obtain desired textbook by reaching out to instructor

○ Show the student that the library will advocate on their behalf

● October 2017 semester

○ Paper form

● Spring 2018

○ Transition to a web form



Spring 2018 



Spring 2018 - Tracking at three service points

Lending Desk

Lending full time & part time staff

Reserve Desk

Student workers

Reference Desk

Reference Librarians



Workflow

1. Student approaches desk to ask if they have a book for their class.

2. Staff, student worker or librarian looks in catalog to see if we have item.

3. If not available, student is asked if they can collect information on request so library can follow up with their 

professor.

4. Staff, student worker or librarian fills out web form on behalf of student.

5. Workform data sent to Course Reserves email address.

6. Course Reserves Coordinator forwards request email to faculty member.

7. Faculty replies (or not).

8. When book is obtained, Coordinator follows up with student.









Results for Spring 2018

● 108 requests total

○ Plus cancelled ILL requests 

● Obtained 20 books from faculty in Spring 2018 

collected through web form

● 19% success rate 



Results for Fall 2018

● 154 requests total

○ Plus cancelled ILL requests 

● Obtained 32 books from faculty collected through 

web form 

● 21% success rate



Lessons learned

● Set realistic expectations 

● Likely won’t obtain all fields in form

○ Gently remind those filling out the form to obtain all fields, especially the students name

● Busiest period will be first few weeks of the semester

● Direct faculty outreach is more personal than a generic mass email

○ Faculty expressed appreciation for reminder

● Upfront effort worth it

○ Increase in course reserve usage and student satisfaction 



Questions?

hughess6@wpunj.edu

mailto:hughess6@wpunj.edu

