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“My	  POL208	  [Introduc=on	  to	  

Interna=onal	  Rela=ons]	  professor	  told	  

the	  class	  we	  would	  have	  to	  buy	  [the]	  

course	  pack	  for	  nearly	  double	  the	  price	  it	  

cost	  last	  year	  due	  to	  the	  termina=on	  of	  

the	  Access	  Copyright	  license.” 
 

Not  the  Story  I  Want  Told 



 

Spiked	  costs	  are	  unacceptable 

 

Losing	  the	  narra=ve	  is	  as	  well 
 
 

The  Journey  Begins 



 

Syllabus	  Service:	  Clearing	  syllabi	  for	  

compliance	   
 

Licensed	  resources	  in	  coursepacks 
 

A  Solu8on  Appears! 



 

Clearing	  syllabi	  for	  compliance	   
 

Licensed	  resources	  in	  coursepacks 
 

The  Zero  to  Low  Cost  Courses 



 

Licensing	  fee 

 

Coursepack	  fee 
 

The  Zero  to  Low  Cost  Courses 



 
Dr.	  Sharon	  Farb,	  UCLA 
 
 
Affordable	  Course	  Materials	  Ini=a=ve 

Great  Librarians  Steal 



 
 
Affordable	  Course	  Materials	  Ini=a=ve 
 
Funds	  available	  to	  compensate	  faculty 

Great  Librarians  Steal 



 
Pitch	  to	  Exec? 
 
No	  money	  for	  us…	   

Great  Librarians  Steal 



 

Without	  funding	  we	  had	  to	  rely	  on	  

concept 
 

Outreach	  to	  faculty	  and	  marke7ng 

 

 
 
 

Time  to  Sell 



 

How	  do	  we	  convince	  instructors	  to	  

change	  their	  ways? 

 

Start	  by	  ge>ng	  our	  house	  in	  order. 
 

 
 
 

Stories  to  Tell? 



Outreach	  to	  	  
Internal	  Staff 
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Students:	  84,556 

• 68,114	  UNDERGRADUATE 

• 16,442	  GRADUATE 

Faculty	  and	  Staff	   

• 13,239	  Faculty	  Members 

• 6,470	  Staff	  Members 

• 141	  Librarians 
 
 https://www.utoronto.ca/about-uoft/quickfacts 

Who  are  we  working  with?   



A blended family: 44 kids, many parents 

3  
Campuses  

6  
College 
libraries 

St. George Campus:  
13 libraries with central 

system 

22  
Departmental 

Libraries  

44  
Libraries  



Varying	  service	  levels	  across	  campus.	  
Some	  Libraires	  provide	  the	  following:	  	   
• Placing	  print	  material	  on	  reserve 
• Providing	  permanent	  links	  to	  syllabi 
• Scanning	  assigned	  course	  material	   
• Uploading	  content	  directly	  to	  Blackboard	  
via	  ‘course	  builder’	  status 
Solu=on?	   
• Establish	  service	  level	  agreement	  internally	  
that’s	  eventually	  expanded 
 
 
 

Decentralized  Course  Reserves  Services 



• Copyright	  compliance	  verifica=on	   

• Purchase	  of	  transac=onal	  licenses	   

• Scanning	  of	  assigned	  material	   

• Linking	  to	  eResources 

• Placing	  books	  on	  short	  term	  loan	   
 

What  does  the  service  offer?   



Engages	  faculty	  in	  the	  assignment	  of:	   

• Open	  access	  or	  public	  domain	  

content	   

• Content	  used	  under	  the	  fair	  dealing	  

excep=on	   

• Already	  licensed	  library	  content	   

…the  extra  added  level     



• Transparency	   

• Respec=ng	  the	  collec=ve	  agreement	   

• Establishment	  and	  modifica=on	  of	  

scripts	  and	  rou=nes 

• Availability	  when	  help	  is	  needed:	  one-‐

on-‐one	  approach	   
 
 

Selling  to  staff   



Customer	  Service	  
Strategies	  &	  	  

Faculty	  Outreach 
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“Convening	  community	  conversa2ons	  has	  
helped	  us	  shi7	  our	  focus	  from	  outreach,	  
which	  entailed	  “selling”	  our	  services,	  to	  
engagement,	  where	  we	  learn	  our	  
community’s	  aspira2ons	  and	  concerns” 
 

(Kranich	  et.	  al,	  2014) 



Faculty  Outreach  Strategy 



Crea8ng  a  Culture  of  Service 



Recognizing  Mistakes 

• Ownership	  of	  mistakes 

• Follow	  through	  to	  solu=on 

• Ensure	  mistakes	  are	  not	  
repeated 
 



ZTLCC  Ini8al  Touchpoints 

• Email	   
• Newsleder 
• Face-‐to-‐face	  consulta=ons 
 



Compliance	  
checking 

Contact	  
made	  with	  
instructor 

Syllabus	  
received 

Transac=onal	  
licenses	  

purchased 

Short	  Term	  
Loan 

Scanning 

Linking 

Content	  
emailed	  to	  
instructor 

Ticket	  
closed	  on	  

JIRA 

Project	  Workflow 



Assessment	  and	  
Marke=ng:	  Feeding	  
What	  You	  Do	  Back	  
Into	  The	  Story 
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Assessing  for  impact 

• Test	  a	  hypothesis 

• Build	  empirical	  support	  for	  
your	  services 

• Don’t	  shy	  away	  from	  speaking	  
the	  language	  of	  $ 
 



Building  the  ability  to  assess 

• The	  “Tool”:	  star=ng	  from	  zero 

• Looking	  at	  a	  piece	  of	  the	  
larger	  puzzle 

• Method:	  item	  level	  tracking 
 



Building  professional  development  into  your  project 

• Reach	  out	  to	  others	  with	  
exper=se 

• Build	  in	  =me	  for	  learning	  and	  
experimenta=on 

• Prac=ce	  with	  real	  data 

• Commit	  to	  an	  outcome 
 



The	  Numbers 
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Iden8fying  and  Reducing  Double-‐Payment 

Yes No 



Leveraging  the  Value  of  the  Collec8on  for  
Teaching 

Yes No 



Saving  Students  a  Lot  of  Money:  $107,177.51 



Finding  the  Value  of  Library  Management  of  © 



Defining  the  Limits  of  Fair  Dealing 



“Coffee	  is	  for	  
Closers	  Only” 
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We	  have	  to	  SELL 
 
Not	  just	  selling	  a	  service,	  selling	  a	  story 
 
 
 
 

The  Leads  are  Good 



 
 
Use	  the	  leads	  you	  have 
 
Complimentary	  service? 
 

The  Leads  are  Good 



 
 
Use	  the	  leads	  you	  have 
 
Complimentary	  service? 
 

The  Leads  are  Good 



 
 
Instructors	  care	  about	  their	  students 
 
We	  care	  about	  our	  instructors 
 
 
 

The  Leads  are  Good 



Thank	  you!	   
 
 
 
 

copyright@library.utoronto.ca 
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