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	Key Themes: 

The presentation described the process of setting KPIs for a new service that aimed to streamline enquiry handling, and covered:
· Use of enquiry data in creation and communication of new KPIs
· Service transformation according to business needs
· Staff development and stakeholder buy-in
· Challenges of partnership working with departments outside the library



	Summary of presentation: 

The University of Westminster set up a Student Centre to act as a ‘one stop shop’ service for enquiries across 38 different teams, on 3 campuses, incorporating 40 staff members.

They used Salesforce/Compass as their Enquiry Management System, with live-chat on their web pages, so had quantitative data for tracking and investigating usage.

In 2024 this data was reviewed and some perceptions and assumptions could be challenged with evidence, for example expecting to miss Service Level Agreement targets at busy times.  
3 main points were identified: 
· There’d been 15,000 duplicate enquiries
· Some enquiries had a 2 week response time
· 32% of digital engagement was live-chat

In order to optimise the service, it was decided to devise some KPIs and use these in stakeholder and cross-departmental collaboration:

1. KPI – 1:  45% of digital engagement to be live-chat (emails were removed from the process, and stakeholder support and robust rota management would be key to success)
2. KPI – 2:  67.5% of enquiries answered at 1st Line (increase from baseline 50%, with more stakeholder support and training required here, to track ALL enquiries even the smallest)
3. KPI – 3:  Staff to answer 4.5 enquiries per hour (“The Controversial One” - aiming to tackle the fact that majority of enquiries were answered by a minority of staff.) 

The presenters described how they sold the idea and brought all team members on board, resulting in a 30% growth in enquiries answered.  

Finally they recommended the continued use of staff training (“culture change takes more than 1 year”) and ongoing investigation of data to really know – not assume – what’s going on in your service.



	How Might it Apply to CS in libraries:

Some form of ‘one stop shop’ is becoming a more common feature in Universities, and this inspiring presentation was very helpful and honest in outlining some of the experiences involved in setting up such a service, and the measurable steps taken to improve it.

And lo and behold, a week ago, the words “’One stop shop’ for student enquiries” appeared on one of our Vice Chancellor’s slides.....
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