
H ig h  p e r fo rm a n c e :  
e f fe c t iv e  d o c u m e n t d e l iv e r y
S killed staff and autom ation are critica l for m axim ising 

the perform ance of interlibrary loan/document delivery 
(ILL/DD) operations accord ing to a new  report released 

by the N ational Resource Sharing W o rk in g  G roup .

Users of ILL/D D  services w ill benefit greatly from the im 
plem entation of the five key strategies identified in the study 
(see below ).

T h e  most efficient libraries stream lined their workflow s, 
introduced autom ated systems, had well-trained staff, added 
and m aintained up-to-date holdings inform ation about their 
co llec tio n  on a union cata logue, and utilised co-operative 
agreem ents w ith  their m ain ILL/D D  partners,' exp lained  Dr 
Toby Burrow s, cha ir of the w ork ing  group.

T h e re  is great potential for libraries to im prove and ex
pand ILL/D D  services to their patrons w ithou t increasing the 
cost to their organisations.'

The report is the result of nearly tw o  years w ork  by the 
w ork ing  group w ith  the assistance of m ore than ninety par
tic ip a tin g  lib raries from around  A ustra lia . N a tio n a l, state, 
university, special and p ub lic  libraries provided  detailed in
form ation about their ILL/D D  operations as part of the larg
est study of ILL/D D  undertaken in Australia.

The results of the study w ill be used to deve lop  training 
and sem inars on ILL/D D  issues.

'L ib raries can also use the perform ance data included  in 
the report to benchm ark the perform ance of their ow n ILL/ 
D D  operations'.

The In terlibrary loan/docum ent delivery benchm arking  
study can  be dow n loaded  from the N ational Library of Aus-
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tra lia 's  w eb  site at: http://www.nla.gov.au/initiatives/nrswg/ 
benchm arking.htm l.

Key results and recommendations
The factors that m axim ise perform ance are listed in Section  
5 of the main report. There are five recom m endations based 
on these factors:

E x a m in e  w o r k f lo w s  to  e n s u re  th e r e  a re  a s  fe w  s te p s  
as  p o ss ib le
The most efficient libraries had the least num ber of steps in
vo lved  in obtaining an item. This m ay in vo lve  patrons cre 
ating their ow n requests e lectron ica lly , and a im ing  to obtain 
o ve r n inety  per cen t o f items from the first lib rary  ap 
proached.

I m p le m e n t a n  a u to m a tio n  p a c k a g e
Autom ation  was a d ec is ive  factor in every  perfo rm ance c ri
terion, litera lly saving days in turnaround tim e and reducing 
unit costs. Autom ating  any part of ILL/D D  operations w as 
in fluentia l in increasing  e ffic ien cy  and effectiveness, from 
having  the patron create the request to de livering  e lectron ic  
cop ies to their desktop. Autom ation  is a m arginal cost co m 
pared to staff costs. Large gains can be m ade for a re la tive ly  
sm all investm ent particu larly  w hen  autom ation is com b ined  
w ith  the stream lin ing of processes.

E n s u re  IL L / D D  s t a f f  a re  w e l l - t r a in e d  
in  re s o u rc e s  a n d  s y s te m s
Staff are the m ajor contributor to unit costs. M ax im ising  their 
co m p e ten cy  and e ff ic ien cy  has the potential to create  the 
greatest savings. Investm ent in tra in ing  to p ro d uce  expert 
searchers w h o  are know ledgeab le  about key resources co n 
tributes to a faster and m ore e ffective  service . It m ay also 
p rovide opportunities to offer n ew  services w ith ou t increas
ing costs.

A d d  a n d  m a in ta in  h o ld in g s  o n  u n io n  c a ta lo g u e s
Libraries are more efficient suppliers w hen  requests for items 
they do not ho ld  are minim ised, and are m ore e ffec tive  
requestors w ith  access to up-to-date inform ation about other 
lib raries' co llections. Both are ach ieved  w hen  libraries add 
accurate and up-to-date holdings information to m ajor union 
catalogues. A  com m itm ent by libraries and encourgem ent by 
the library com m un ity  to contribute in this w a y  is required.

I n v e s t ig a te  c o - o p e ra t iv e  a g re e m e n ts  
w it h  k e y  l ib r a r ie s
W ell- regu la ted  co-operative agreem ents assist the efficient 
d e livery  of an effective service w here :

• there are no fees;

• holdings are easily  and e lec tro n ica lly  a va ilab le  and other 
co llections are w e ll know n to members;

• a sing le e lec tro n ic  system is used to enter and  track re
quests;

• a m ajority of requests are filled w ith in  the agreem ent;

• transactions are reasonably high and fairly distributed; and

• members co-operate to ensure the system works smoothly.

Benefits inc lude reductions in adm inistrative costs and a 
greater a va ila b ility  of material for patrons w h e re  there are 
m ore liberal lending po lic ies in p lace betw een libraries. ■
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