
BUILDING OUR PROFESSION

Rovers: a new library role 
and a new way to market the 
profession
O n  the 12th o f M arch  th is year, the R over Team  at the S w in b u rn e  
L ib ra ry  w o n  a V ic e  C h a n c e llo r 's  a w a rd  in th e  c a te g o ry  o f 
L e a d e rsh ip  an d  S e rv ic e  E x c e l le n c e , an  a w a rd  fo r  d is p la y in g  
o u ts ta n d in g  c u s to m e r  s e rv ic e . W h a t  th e  te am  p ro v id e s  is 
a f ro n t lin e  IT  an d  g e n e ra l p ro b le m  so lv in g  su p p o rt s e rv ic e  to 
students using  the lib rary .

"I love the Rover Service! It's incredibly helpful. When I have 
a problem I feel confident that my issues w ill be managed."
-  S u san , Ju n e  2 0 0 9 .

T h irty  seven per cen t o f a ll queries being  asked  n ow  at the  lib ra ry  
a re  fo r  h e lp  w ith  IT  s e rv ic e s . T h is  e q u a te s  to  w e ll  o v e r  2 0 0 0  
q ueries each  w e e k  and  th is n um b er has itse lf g row n by 7 6 %  in 
the last tw o years. In an en v ironm en t w h ere  students used the 300 
lib ra ry  desktop com p uters o ve r 4 6 7  0 0 0  tim es last year, having  
IT  h e lp  re a d ily  a v a ila b le  has b e co m e  e ssen tia l to the e ffe c tive  
runn ing  o f the lib rary .

"You guys are amazing, I do not know what I would do without 
you, thank you very much, my internet has not worked for 
ages. Keep up the amazing work, we need more of you people"
-  R e b e cca , A ugust 2 0 0 9 .

In ad d ition  to m anag ing  th is reso u rce , the lib ra ry  a lso  m anages 
the lo ans o f o ve r 3 0 0  lap tops and  p ro v id es at an y  o n e  tim e ove r 
500  w ire le ss  con nection s to support use o f both these laptops and 
o f students' personal lap tops w ith in  the lib ra ry . T h e  R o ve r Team  
p lays a  m a jo r ro le  in en su rin g  that everyth in g  runs sm oothly, and 
a lso  in a id in g  students to use these reso urces m ore e ffective ly .

"Rovers are extremely helpful to me! My computer crashed and 
I couldn't open my files so I went to the Rovers and they fixed 
my software issue and I got my files back"
-  Z u b a ir , N o vem b er 2 0 0 8

S w in b u rn e  has a rg u a b ly  o n e  o f  th e  best w ire le s s  n e tw o rk s  o f 
an y  A u stra lian  un iversity , but co n n e ctin g  to a n y  secu re  n etw ork  
can  be tr ic k y  as there  are  a la rge n u m b e r o f v a r ia b le s  that can  
cause problem s. The Rovers have connected  lite ra lly  thousands of 
student laptops and have turned w h at cou ld  have been a potential 
cau se  o f frustration  into a  po sitive  e x p e rie n c e . O n  the firs t day o f 
sem ester one  201 0 , the R over Team  co n nected  ove r 3 0 0  laptops, 
iP h o n es , an d  o ther po rtab le  d e v ice s .

T h e  IT  h e lp  itse lf , h o w e ve r , is o n ly  o n e  o f th e  m an y  b e n e fits  
derived from  th is se rv ice . The serv ice  im proves student satisfaction, 
h e lp s  to  m ak e  s tu d e n ts  fe e l m o re  su p p o rte d , an d  e n h a n c e s  
the  reputation  o f S w in b u rn e  as a g reat p la c e  to study. A n o th e r 
e q u a lly  v a lu a b le  benefit is that it has proven to be a  great w a y  to 
recru it peo p le  into the profession  w h o  m ay neve r o th e rw ise  have 
co n sid e red  w o rk in g  in a  lib rary .

S tud en t sa tis fa c tio n

Being  a  U n iv e rs ity  o f Tech no log y , tech n o lo g y  support is v ita l in 
m ainta in ing  and strengthening the university 's reputation. W h eth e r 
a  student re lates to fa m ilie s  and  fr ie n d s  th e ir e xp e rie n ce s  e ithe r 
positive ly  o r negatively has a long reach ing  effect on future student 
e n ro lm e n ts . R a th e r than students b e co m in g  frustrated  b e ca u se  
they are struggling to con nect the ir laptop to the w ire le ss  netw ork, 
having  d ifficu lt ie s  using  the p rin tin g  system , o r th e ir  laptop has 
ju s t  c rashed  and  th ey  h ave  lost a ll o f th e ir  w o rk  on th e ir  latest 
assig nm ent, they  instead  w a lk  a w a y  from  the R overs fe e lin g  ve ry  
grateful fo r the  support that S w in b u rn e  has p rov ided  them  w ith .

"Service is very good and the staff are very friendly too. It's the 
best IT service I received so far"
-  Ja son , Sep tem b er 2 0 0 9 .

A s a peer support se rv ice  w h ich  is provided in a m ore f le x ib le  and 
student-centred  w ay , the R overs m ake  a  s ig n ifica n t con tribu tion  
to the general sense that "S w in b u rn e  is a  great p la ce  to stu dy". 
H a v in g  f r ie n d ly , a p p ro a c h a b le  h e lp  a v a ila b le  m a k e s  a rea l 
co n tr ib u tio n  to th e  g enera l sen se  o f b e ing  safe and  supp orted  
w h ic h  is e v id e n t in the w a y  that students use the lib ra ry  sp aces 
at S w in b u rn e .

"The Rover IT help desk are helpful and have successfully solved 
all the technological problems I have faced while at Swinburne"
-  M ic h a e l, O c to b e r 2 0 0 9 .

P rio r to the R over se rv ice , students cou ld  ca ll the IT  S e rv ice  D esk  
te le p h o n e  n u m b e r fo r h e lp , but fo r m an y  studen ts, p a rt ic u la r ly  
th o se  fo r  w h o m  E n g lish  is n o t a f ir s t  lan g u ag e , th e  c h a lle n g e  
o f w o rk in g  th rough  a c o m p le x  te c h n ic a l p ro b lem  v ia  a p h o n e  
w a s  e x tre m e ly  d aun tin g . T h e  fr ie n d ly , face-to -face , peer support 
provided  by the Rovers has s ig n ifican tly  enhanced  the e xp e rien ce  
o f th o usand s o f students and  m ade them  fee l m ore va lu e d  and 
in c lu d e d .

"Many students like myself don't have many knowledge 
about computers so the Rovers help a lot in these cases"
-  M o n iq u e , N o ve m b e r 2 0 0 8 .

"To the Rover desk: What a fantastic service -  quick, expert and 
friendly. Keep up the great work -  I'll be back"
-  V ita  , June  2 0 0 9

M arke tin g  the  lib ra ry  as a p lace  to w o rk

T h e  R o ve r te am  has p ro ve n  to  be a fa n ta s t ic  m a rk e tin g  too l 
fo r en co u rag in g  students to a c tu a lly  c o n s id e r the  p o ss ib ility  o f 
w o rk in g  in a  lib ra ry . T h e  rovers today a re  d raw n  la rg e ly  from  the 
ran ks o f S w in b u rn e  stu den ts , m an y  o f w h o m  h ave  g one  on  to 
o ther ro les w ith in  the lib rary .

"I am very comfortable with the Rovers. I suggest we have more 
people assisting the Rovers coz their job is way way too excellent"
-  S ake e n a , N o ve m b e r 2 0 0 8 .

In the tw o  and a  h a lf years that the se rv ice  has been runn ing , five  
p eo p le  w h o se  firs t jo b  in the lib ra ry  w a s  as a  rover, have gone on 
to m ore sen io r lib ra ry  positions. There  have a lso  been a fe w  rovers 
w h o  have s in ce  started th e ir lib ra ry  q u a lif ica tio n s .

T h e  lib ra ry  c o n s is te n t ly  an d  re g u la r ly  re c e iv e s  v e ry  p o s it iv e  
fe e d b a c k  ab o u t th e  s e rv ic e . S in c e  Ju n e  2 0 0 8  th e  lib ra ry  has 
rece ived  3 0  w ritten  feed b ack  fo rm s s p e c if ic a lly  about the Rovers , 
2 8  o f w h ic h  w e re  co m p lim en tin g  o r th ank in g  the R over Team  for 
he lp  they  had p ro v id e d . O n e  w a s  ask in g  h o w  the student co u ld  
h im se lf becom e a Rover and the single co m p la in t am ong the thirty 
form s w as that there w eren 't m ore Rovers around the cam pus. Tw o 
years after the se rv ice  firs t started , w e  are  still reg u la rly  rece iv in g  
fan ta stic  fe e d b ack  lik e  the com m en ts b e lo w :

"Exceptionally awesome. All the Rovers"
-  C h an d ra , N o ve m b e r 2 0 0 9

"Excellent efficient & friendly staff fixed my laptop problem. 
The Rovers did an excellent job"
-  T e x , M ay  2 0 0 9 .

Ben Conyers
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