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Proactive Customer Service Events

« Delivering events for over a decade « Mapped to student academic calendar
« Staff from across the Library involved <« Clear message, target audience,
« Creative and engaging planned location



e Better understanding of
how the events support

Why? student academic success

e Resources
e Plan future events

t evidence

e Impact forms at events
e Staff feedback following on

H OW ? from events
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Autorenewals

“that’s really helpful,
as I’m only in one
day a week and it will
help me manage”

What worked well?

« Promoted new service outside

the Library

« Easy way to talk to lots of
students

« Captured student feedback

“

We'll renew for you! If you want it, Return on time,
You no longer need to remember request it! avoid a fine!
to renew your loans yourself. B t S Remember to chack vour Universit
All items* will now be renewed - S sk Sl

ks I items Iu |Iy important email for any mes ges asklng you
automatically for up to six tha ty puta h Id something t eturn your loans if they ar
months unless requested by you want if it's on loan to eeded by someone else.
someone else. someone else - don't just wait for W 'l only fine fy don't retur
*[except Short Loans, Laptop Loans and Interfibrary Loans). it to be returned! by e

Fines are £2 per item per day.

library.leedsbeckett.ac.uk library.leedsbeckett.ac.uk library.leedsbeckett.ac.uk

- YOUR YOUR
LIBRARY  LIBRARY

* Record the number of people
hearing about a service for first
time during a promotion
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What worked well? What did we learn?

« Working with the Students’ « Difficult to record data at busy
Union events
* Quality engagements « Use a bespoke impact form for
each event



Halloween

What worked well? What did we learn?

« Creativity of event « Collate and feedback data
« Encourages student captured following on from
engagement and feedback events to relevant LLI teams

| What's the scariest thing about writing ar essay?

-E i 1 k| i - E . Uh'clerst‘ahiﬁhs {{]e q;m-sﬁ&h D ¢
- g formtion - I need. more
. _ help with
|« Plarrirg ard structwirg  [] writin
[ . Something else L] |

portfolios’




Refreshers

What worked well? What did we learn?

« Activity involved collecting data
— wasn’t an interruption or
afterthought
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Moving forwards

We will continue to: We will introduce:

« Work with different teams

« Be creative

« Event focus, planned time and location
« Record engagements

Asking a key question (sometimes!)
A bespoke impact form

Formally record feedback

Focused information gathering



Questions?
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Thank you

Jane Percival
J.percival@leedsbeckett.ac.uk
Pippa Wood
0.l.wood@leedsbeckett.ac.uk
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