Public Libraries, Personal Technology

Which Metaphor Fits? 
NEKLS Tech Day Discussion

Geek Squad Metaphors Pros/Cons:

· Geek Squad is still a business not a public service

· Service model to increase customers (not teaching you how to fix it, but just fixing it for you)
· Uneven staff-patron ratio in libraries—so we often just do it for them, too

· Charge? Revenue!

· Keeps patrons coming back to us

· Quick fix (and then they leave)

· Consistency?

· Available all the time: train all staff at an equal level

· How much staff training? How specific does training get per device?

· If staff are getting that much training, they don’t have time to work with the public

· 50 years in the future: We’ll  need to be more like the Geek Squad…Patrons will continue to need help with new tech (mind melds are hard to trouble-shoot)

· Geek Squad has good branding

· My lightsaber won’t connect to your wi-fi

A Good Fit?: Cons outweigh the pros for Geek Squad

Do No Harm Pros/Cons:

Cons:

· Patron frustration

· Example: hand patrons a sheet of directions for how to connect to wi-fi, but we don’t actually touch the machine—afraid to do more harm

· Tech person isn’t always available to help

· It depends…

Pros:

· If reference can’t help, it goes to “tech” person

· Tech person can’t know everything—need to refer to other specialists (Sprint store)

· It’s good people know they can come to us first and then we can send them to a specialist if needed

· We’re the free clinic, but we refer to specialists who cost money and aren’t available when they need the help

A Good Fit? Sometimes it’s the necessary fit…we would like to do more, but not always possible

Home Depot Pros/Cons:

· Love “You can do it, we can help” Very Library-like
· “We can help” assumes a lot. 40 years ago what staff had to  know wasn’t what it is today. 

· Can all staff members on your floor use the tech just on your floor? Just on your PCs?

· It’s our role to teach literacy, and tech is a type of literacy

· We empower!

· Encourages staff to keep learning (online tax forms as example: staff have to learn it to help patrons)

· It’s time consuming. 

· They expect more than what we know

· Make appointments and take advantage of expertise of staff 

· Volunteer geek idea (high school kids)

· E-readers? New ones pop up everyday…

· Training staff to be generalists not just specialists

· Expectation that we know stuff

· What happens when it’s “You can’t do this, we can’t help”
A Good Fit? Yes—it doesn’t have to be perfect. We don’t do it for them

Whole Foods Pros/Cons:

· No Cons?
· Tech is important source of info—not just in books

· Access to info (downloadables, Web sites) means we should support our users as much as we can

· Provide authoritative sources for patrons via the library for tech issues

· Tech toolbox really helps get staff experience with those devices they might not have at home

· Getting tech as gifts—being connected is part of information

· Training for the public in class forms efficient. Have specific times when expertise is available

· Yesterdays’ problem: access to info. Today’s problem: managing information through Tech

· Like AARP: bring in other experts who can help with tech. Tech volunteers to staff during certain times to be helpful and provide advice

· Teen volunteers! Upgrade computers and help patrons with tech (high school kids identified by computer science teacher)

· Whole Foods doesn’t just sell the big-name brands. Organic options. It’s not just PCs and Mac

· Treat employees well
A Good Fit? Yes! At least this would be the goal
However, a Mixed Metaphor might be the answer: 

You can do it, we can help, but if we can’t, we’ll refer to you someone we can.

