A barcode on steroids, revisited:
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Overview

RFID basics
EPL & FMPL: facts & figures
General project management

What we've learned
Q&A
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REID?

Not Really Frightening
Not Remarkably Freaky
Not Relatively Fearsome
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REID primer

Storage/retrieval for identifying information
Microchip and antenna

Data: Identifier, security
Read by passing through field of radio waves
Wireless
Contact-free
Orientation-independent
Passive

Proximity A
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Basic REID equipment.

* Label
Antenna
Chip

[tem data

|2 =
Security bit r .
* Reader/sensor ——
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Perspective

Edmonton ﬁ
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Comparison & contrast

EPL* FMPL
Locations 16 1
Population served 730,372 85,396
In-person visits 5,413,008 210,385
Collection size 1,607,290 103,425
Annual circulation 9,508,185 221,516

Annual circ increase 5.7% 7% (after trending down)
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Comparison & contrast

Technology selected * Tags * Tags
e Readers e Readers
e Self-check e Self-check
e Handheld scanners e Handheld scanner
e Automated check-in e Will institute automatic

e Automated sorting* sorting at new facility in
* Some locations only 2008

Project timeline Planning: Fall 2004- Planning: Summer 2004-
Implementation: 2005
January-June 2006 Implementation: August
(documents, selection) 2005
September 2006-
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Presenter
Presentation Notes
EPL investigation team struck 2004

Jan 2006 start (RFP, business case)

Sep 2006 start (implementation/roll-out) 


Why RFID?

EPL

Increased city population
Increased circulation
Increased visits

Increased public demand for
value-added services

Increasing staff soft-tissue injuries

Need to work smarter, not harder

Need to increase staff visibility

Need to automate what can be automated
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FMPL

Increased city population
Increased visits

Increasing staff soft-tissue injuries

Staffing issues — need to cut down on time-
intensive processes

Shift towards proactive customer service

Positioning the library as a forward-looking
institution

Timing was right, given upcoming move to a
new facility




roject goals

Increase self-service options

Increase customer independence

Increase customer privacy

Increase F2F time with customers
Increase value-added services

Increase speed to locate items (inventory)
Immediate check-in

Reduce check-in errors

Reduce line-ups & time spent in them
Reduce invisible staff doing invisible work
Reduce physical handling of items

Reduce soft-tissue injuries
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A multifaceted project

* Political (something to be Pointed to with Pride)
* Philosophical

* Ptechnological

* Practical

® Preparation

Policy

Procedure

Personal
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Presenter
Presentation Notes
Political: funding sources; something for governing bodies to point to with pride

Philosophical: What is library’s approach to customer service, self-service, technology in general. Change needed?

Ptechnological: equipment selection, acquisition, installation, integration with existing hardware and software

Practical: Getting customers & staff to accept and use

Policy: What are current underpinnings? Will new tech require changes to existing?

Procedure: What physical motions change? What can be discontinued? What must we start doing? Desk design? Where do we tag different item types? When do we tag them? What is the replacement cost? What happens when a metal-hub CD is encountered? Etc., etc., etc.

Personal: How are staff and customers affected? Bottom line: “What’s in it for me?”

Publicity: 


Visibility
Up-front and personal
Self-service
Off the radar
Tags
Most staff equipment
Somewhere in between

Automated check-in
Sortation
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Presenter
Presentation Notes
Much of what we’re talking about with regard to customers is self-service checkout – it’s what will be most visible to them.

They likely won’t be aware of changes to staff workstations/procedures or handheld scanners

Some libraries have sortation equipment set up so people can see it at work – the cool factor


One library’s experience (YMMV)

® Preparation * Execution
Background research Policy work
Business case Procedures/manuals
RFP Tagging
Development Equipmentroll-out
Release Staff training
Site visits -
Customer training
Evaluation _
_ Promotion
Selection _
Troubleshooting
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reparation

Foundation documents
Policy review

Sound bytes
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Foundation documents

® Business case
® Request for Proposal (RFP)
* Budget
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Presenter
Presentation Notes
You need to get your ducks in a row.


Business case

Description of project

Strategic alignment
Environment analysis
Alternatives

Business & operational impacts
Project risk assessment
Cost/benefit analysis
Conclusions/recommendations
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Presenter
Presentation Notes
EPL’s justification and plan for the project – 26 pages

Touchstone: Why are we doing this, again? What do we hope to achieve, again?

Background

Problem/opportunity

Current situation

Programs and services

Occupational health & safety

Project Description

Objectives

Scope

Out of scope

Anticipated outcomes

Stakeholders

Strategic alignment

Environment analysis: General, Canada, USA

Alternatives: all, viable, partially viable

Business & operational impacts

Project risk assessment: risk of project and each viable alternative; risk of not proceeding (status quo)

Cost/benefit analysis: Quantitative (financial), qualitative (non-financial), assumptions

Conclusions & recommendations, including project responsibility and accountability

Implementation strategy

Review & approval process for project




RE

We require X, Y & Z... Show us what you can do
Stand on the shoulders of giants

Site visits?
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Presenter
Presentation Notes
Formal expression of need; invitation to vendors

EPL required site visit


REP evaluation/shortlisting

® Vendors may look similar on paper
* Weighted evaluation criteria

Value % Criterion
10 7  Firm or individual’s qualifications
10 7 Relevant experience and references
10 7 Comprehensiveness of response
25 17 Response to requirements
20 13 Total cost of ownership (TCO) over 5-year period
20 13  Project schedule
20 13 Impact on Library operations
15 10 Training
15 10  Support/warranty
) 3 Value-add & other relevant information

150 100 Total
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Proof of concept testing

* How successfully (or not) technology & ILS interact

* How easy (or not) equipment is to use, for staff and
customers

* Ease (or not) of:
Physical installation
Software interaction

* Allows vendor to demonstrate responsiveness

® Surprises = bad
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Presenter
Presentation Notes
Vendors look good on paper – you may have more than one strong contender. POC helps to distinguish them.


olicy review

How are services changing?
What to add

What to delete
What to amend

Remove the barriers
To PIN or not to PIN?
Require card?
Receipts?
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Presenter
Presentation Notes
Card requirement

PIN requirement

Item limits

Fine limits

Circulation bylaws (all customers provided with printed receipt)


Sound bytes

* Simple
¢ Uniform

* Memorable

%ﬂ.ﬂ” Fort McMurray L il @
y Public Library m \"’ > ' Edmonton

Public Library



Presenter
Presentation Notes
Phrases to help staff explain or describe the technology, providing immediate clarification

Uniform: Not “resistance is futile; you will be assimilated,” but ensures the same message heard throughout from all

Memorable: NOT geek-speak. Best sound byte to describe RFID is the title of this presentation: A barcode on steroids

Others: “Health risks are limited – like working next to a radio that’s on all day.” Express Check is “So simple even I, the manager, can figure it out!” 


What we’ve learned
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Mind your P’s and Q’s

* Ask lots of questions
* And get lots of answers
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Library, know thy technology

® And its limitations
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Presenter
Presentation Notes
E.g., radio waves are blocked by metal


Acknowledge limitations

* EPL Business Case states RFID won't:
Result in position losses
Increase/improve item security
Result in less-visible security tags
Replace barcodes
Result in discontinuing use of locking cases
Eliminate staffed check-out desks
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Presenter
Presentation Notes
Limitations of both the project and the technology


POC testing Is essential

® Would you buy a car without a test drive?
®* Would you buy a house without an inspection?

%ﬂ.ﬂ” Fort McMurray == Al @
&F rublic Library I~ 4 pAmoin

Public Library

Sl r
-



OC

Really put the equipment through its paces

Single items

Multiple items

How are exceptions handled?
[tems with special status (transits, missing, lost, CR)
[tems with holds (individually /multiples)
Card expiry during loan period

Size of RF field surrounding all equipment

[tem orientation

Handheld

Data massage required?
How do hardware and software interact?
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Presenter
Presentation Notes
Special status = anything that pops an alert in the ILS, e.g. already checked out, lost, missing, in transit, whether or not that alert requires an override


Plan early, plan often

* Site visits
® Master list of capital work required
® [ssue work orders early

* Get work done early
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Have sound receiving procedures
* or, The Case of the Missing DLA
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Space: The final frontier

* Big

* Bulky

* Heavy

* Moving?
® Storage?
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Consider partnerships

® The Costco model
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Presenter
Presentation Notes
Buying in bulk saves $

Leverage what you can!


Consider alternatives for tagging

® or, The hidden costs of DIY
Time = money
Selection, training, retention, replacement

® Volunteers?
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Library, know: thy collection

* And its special requirements
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Presenter
Presentation Notes
Hub tags overtop of existing – foil backs

Uncatalogued items, e.g., government publications


Weed early, weed often

® Time = money
¢ [s it worth further investment?

® [nvestment:

Time
Thought
Physical manipulation
Supplies
A
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Remove the barriers

® Procedure
* Policy
® Alerts/overrides
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Presenter
Presentation Notes
What are we doing now that we should stop doing?

What policies get in the way of adoption?

What alerts will stop transactions? What alerts do we override as a matter of course? What alerts can we get rid of?


Not everyone is initially a fan
o Staff (all levels)

® Customers
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Presenter
Presentation Notes
What’s in it for me?


Promotion to staff

* The Macintosh approach
® Message from the top
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Presenter
Presentation Notes
Macintosh: T-shirt first; EPL: mascot first

Promotion message consistent, and from the top: Linda Cook introduced early, reassured re. no job losses. I visited staff meetings at all service points & reiterated Linda’s message

Once most staff see it in action they’ll accept and promote enthusiastically


Promotion to customers

* Seeing it
* Seeing it being used
* Signage
* Bribery?
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Presenter
Presentation Notes
Bribery: contests, offer to waive fines

Some will adopt initially; others will need some encouragement; some will need to be dragged kicking & screaming; others will never adopt.


Location, location, location

* Physical placement is critical
* People won’t use what they don't see
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Self Checks as Percent of Checkouts
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hilosophy.
“Don’t
make




Customers will keep you honest

* E-mail receipts
* “No receipt” option
® Screen saver text/graphic
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Customers care

* And they make assumptions

e Communication is critical
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Staff care

Locking cases

Communication is critical
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Delays are inevitable
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Don’t be afraid to take risks

* Fear not the unk-unks
® There will always be unk-unks!
* Prepare for the worst; hope for the best
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Presenter
Presentation Notes
Donald Rumsfeld, February 12, 2002: ‘Reports that say that something hasn't happened are always interesting to me, because as we know, there are "known knowns"; there are things we know we know. We also know there are "known unknowns"; that is to say we know there are some things we do not know. But there are also "unknown unknowns" — the ones we don't know we don't know.’


Time wants to be free

* Plan for it, or it will disappear
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Questions?
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Contact us

Adrienne Brown Canty Craig Shufelt

Manager, Strathcona Branch Library Director

and Representative Project Owner, Fort McMurray Public Library
RFID 9907 Franklin Avenue
Strathcona Branch Fort McMurray, AB T9H 2K4
Edmonton Public Library (780) 743-7800

8331 - 104 Street NW Craig.Shufelt@woodbuffalo.ab.ca
Edmonton, AB T6E 4E9

(780) 496-3953

acanty@epl.ca
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