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	School/

Unit        LIS

	Faculty/Service Area
LIS
	Person responsible for the assessment 

Malcolm Jones
	Who was present at the EIA? Please list    Malcolm Jones; Eithne Barry; Laurence Patterson; Isabel McLeod

                                 

	Name of the proposal to be assessed 
	LibraryLive
	Date of Assessment  24th June 2009
	Is this a new or existing proposal? 
New service proposal

	1. Briefly describe the aims, objectives and purpose of the proposal
	Provide a real-time online enquiry support service, providing another gateway to our existing enquiry services using an alternative medium – this is a “quick response” service representing an online equivalent to the existing over-the-counter enquiry service

	2. Are there any associated objectives of the proposal, please explain
	Widen access to our enquiry service 

Facilitate inter-campus communication within the Library

Provide additional gateway to enquiry services

Support retention

Develop graduate attributes

Part of a rollout of the Library e-strategy, it will have training benefits for Library staff
Contribute to the international University agenda



	3. Who is intended to benefit from the proposal and in what way
	All customers, but particularly distance learners, international students, those at work, placements, with mobility restrictions or hearing impairments and those studying abroad.  Also for  those more comfortable using this medium on an existing University platform.

This service is not available to the public i.e. non-University members

JISC survey indicates over 90% of pre-tertiary students use instant messaging on a regular basis



	4. What outcomes are wanted from this proposal?
	An exciting new service helping students use our services via a medium many use in their personal lives; better informed customers; developed use of e-pedagogy; further staff development; promote further use of our online services; higher customer satisfaction; higher library profile

	5. What factors/forces could contribute/detract from the outcomes?
	Contribute to outcomes: real-time help while students are online, so in the same environment where much teaching and learning takes place; the increase in blended learning experience of students, with a drop in footfall across the physical libraries; development of self-help mentality already well advanced
Detract: technological downtime; user resistance; split between staff and student portals; external service provider might withdraw service; queuing; false customer expectations; enquiry complexity and referral problems

	6. Who are the main stakeholders in relation to the proposal
	Students; academic staff; library staff
	7. Who implements the proposal and who is responsible for the proposal?
	The LibraryLive group will be responsible for the service and also develop and monitor it, and carry out all training.  The actual service will be delivered by Information Assistants.

	8. Is it likely that that the proposal could have a positive or negative impact on minority ethnic groups. 
	Y
	
	We expect that the service will be of particular benefit to those students for whom English is not their primary language and who might prefer to deal with written rather than spoken English.  Additionally it might help with negating the need to travel to campus, or telephone from overseas.  Being an anonymous service it could prevent any subconscious discrimination or assumptions


	What existing evidence (either presumed or otherwise) do you have for this?
	Some students have expressed a preference for written information instead of face-to-face – with accents, language speed etc sometime causing difficulties.

	9. Is it likely that that the proposal could have a positive or negative impact due to gender. If so, please outline what the impact might be.
	
	N
	This service is available to all registered Library members, regardless of gender, and being anonymous it will be impossible to tell what gender an enquirer has.

	What existing evidence (either presumed or otherwise) do you have for this?
	

	10. Is it likely that that the proposal could have a positive or negative impact due to disability. If so, please outline what the impact might be.
	Y
	
	Positive for those with mobility issues, hearing impairments, mental health problems and any physical special needs that means physical travel to campuses is difficult.
Negative possibly for those for whom typing is problematic...though it is stressed that this is an alternative option to the other strands of the enquiry service

	What existing evidence (either presumed or otherwise) do you have for this?
	

	11. Is it likely that that the proposal could have a positive or negative impact on people due to sexual orientation. If so, please outline what the impact might be.
	
	N
	No impact due to sexual orientation 

	What existing evidence (either presumed or otherwise) do you have for this?
	

	12. Is it likely that that the proposal could have a positive or negative impact on people due to their age. If so, please outline what the impact might be.
	
	N
	No impact due to age

	What existing evidence (either presumed or otherwise) do you have for this?
	

	13. Is it likely that that the proposal could have a positive or negative impact on people due to their religious belief. If so, please outline what the impact might be.
	
	N
	No impact due to religious belief

	What existing evidence (either presumed or otherwise) do you have for this?
	

	14. Is it likely that that the proposal could have a positive or negative impact on people with dependants/caring responsibilities? If so, please outline what the impact might be.
	Y
	
	Positive impact in that carers can use the service without leaving their homes

	What existing evidence (either presumed or otherwise) do you have for this?
	

	15. Is it likely that that the proposal could have a positive or negative impact on people due to them being transgender or transsexual. If so, please outline what the impact might be.
	
	N
	No impact due to uses being transgender or transsexual

	What existing evidence (either presumed or otherwise) do you have for this?
	

	16. Can any adverse impact be justified on the grounds of promoting equality of opportunity for a particular group? (For example, the proposal may be deliberately designed to promote equality for disabled people but may run the  risk of this being at the expense of non-disabled people).
	Y
	N
	Although this service is available to all customers, it is an additional, alternative way of accessing the enquiry service – it doesn’t replace other means of asking us questions e.g. online (not real-time), telephone, in person, email, in writing etc.  It is to enhance the ways the service can be accessed and to provide alternative choices to our customers.

	17. Is a full Equality Impact Assessment necessary?
	
	N
	18. If Yes date on which full impact assessment is to be completed by
	N/A

	
	
	
	19. When will this proposal be reviewed?
	Pilot reviewed December 2009

Full service reviewed June 2010


Signed: _______M.P. Jones________________________ (Job title)______Head of Information Services______________________________
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