
The Auchmuty Information Common: Implementation and Success at 
the University of Newcastle

Greg ANDERSON and Alison RIGBY, University of Newcastle, Australia



http://collections.ncc.nsw.gov.au/keemu/objects/common/webmedia.php?irn=45642&reftable=ecatalogue&refirn=55480
http://collections.ncc.nsw.gov.au/keemu/objects/common/webmedia.php?irn=45642&reftable=ecatalogue&refirn=55480




Presenter
Presentation Notes
University of Newcastle Autonomy Day 1967



• Student population of over 26,000 
• 3,500 international students 
• Only 40% of the first year intake are school 

leavers
• 27.4% of the student cohort is in the lowest 

socioeconomic bracket nationally
• Distance education students make up 4% of 

enrolment
• Indigenous student population is over 2% of 

intake, across all programs
• A research university with regional responsibility

Presenter
Presentation Notes
26,000 student population, with 3,500 international students based both offshore and in Australia.Only 40% of the first year intake in 2007 are school leavers.  We have shown similar cohorts in previous years.  This presents a huge diversity in our student body, in lifestyle, family and work commitments, and informs the level of services and facilities we need to provide.  For example, a trend to plan for  student cohorts as  Generation Y or Millennials in recent years would have led to our abandoning more than half of our student body.  We need to plan for diversity.27.4% of the student cohort is in the lowest socioeconomic bracket, compared with a national average of 14%.   Again, this impacts upon the level of support and facilities we provide.Distance education students make up  almost 4% of total student enrolment – small cohort, but one which requires exciting and supportive virtual learning spaces, as well as ( or instead of) physical buildings.  Strong support for indigenous teaching and learning.   The Wollotuka School of Aboriginal Studies supports the most comprehensive range of Indigenous studies programs in Australia, from enabling courses to postgraduate studies.  Approximately 2% of student intake is Indigenous, across all programs, not just Indigenous studies.  A particular area of strength is the Bachelor of Medicine, which currently has 25 Indigenous students enrolled.A broad community base – as a research university with regional responsibility we have strong community-wide links.  We are, largely by default, a regional archives repository, with large business, personal and institutional archives.  We support regional area health services, and regional schools, and are developing collaborative services with public libraries.



Presenter
Presentation Notes
Library is central to the University’s academic and community endeavour.Four library buildings, as well as a rapidly expanding online environment.  Heavily involved in supporting flexible and online delivery, with systems to ensure that students located remotely and internationally can readily access information resources, learning support  and information literacy services.  Joint libraries  with TAFE  at the Ourimbah and Port Macquarie campuses. Partnerships with the Hunter/New England and the Northern Sydney/Central Coast Area Health Services mean that we provide support to library services at the teaching hospitals and University Departments of Remote and Rural Health at various country locations.  This includes support for staff positions, and provision of a  catalogue system.  Through our catalogue, NEWCAT we have a union catalogue of the holdings of  the libraries of seventeen hospital and health service libraries, of the Hunter region, and more broadly across country NSW.  Over 60,000 journals are available electronically, and Short Loans Online ensures that essential coursework readings are available 24 hours a day. 



Presenter
Presentation Notes
In a series of restructures since 1996 we have progressively lost over a third of our staff. In 1996 the library staff profile was 155 EFT, providing a library service across four branches, opening for 83 hours a week.  There were no online resources, so access to information was restricted to opening hours.In 2006, 91 EFT staff operated significantly expanded services, with opening hours in one library of 24 hours a day, seven days a week.  Online resources account for the bulk of expenditure on information resources, so information is available 24 hours a day, either in the Library, or remotely from home. Total EFT population served in 1996 was 15,785 ; in 2005/6, it was 19,792, so approximately 42% fewer staff now provide more services and facilities to a population  group which has expanded by almost a quarter.  Staff to student ratio was 1 : 102 in 1996.  In 2006 it was 1 : 217



Presenter
Presentation Notes
The information common project began in 2002 & the common openend in  November 2003The time was right for the University of Newcastle to build an AICIncreased use of technology  to deliver  coursework to students . The University uses Blackboard to deliver the online coursesLibrary preference for online resources Converged service model for IT & Library Reference was already in place. The convergence of Library & IT commenced in 1998 so by 2002 the service delivery and processes was  smooth and processes were working well.When the combined information desk relocated from level 3 to the aic some new services were added to the existing range already offered.Feedback from students also suggested that  there was a lack of computing facilities on campus
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AIC Enquiries: Library Versus IT
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• 40% of courses now 
offered online



Facilities on Campus
• Poor facilities   
• Unfriendly Cinta Block labs
• Not enough computers



• Performance and benchmarking 
tool since 1998

• Communication; Service Quality & 
delivery; Facilities & equipment; 
Staff; Virtual Library

• 2004 -Newcastle’s performance 
was average/below average  -
availability of computer facilities 
set a new low level Awareness 
Campaign
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IN THE PAST

Poor response rates  led to questionable / 
unreliable results 

Fewer numbers tend to pick up people who 
are taking the time to make a complaint

TO THE PRESENT

The higher the response the more reliable 
the results – high degree of confidence this 
year 99% +/-3%

IN 2006 a large proportion of the staff and 
student population responded giving 
overall confidence in results (4,349 surveys 
returned)
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TOP 10 IDENTIFIED MOST IMPORTANT 
ISSUES

Adequate opening hours
Computer access
Access to electronic resources
Friendly & helpful Library staff
Easy to use catalogue
User friendly, informative web site
Adequate collection
Easy to find course specific resources
Photocopying & printing facilities
Treated fairly & without discrimination



Presenter
Presentation Notes
AIC PROFILEThe information common has  112 computers  ( including a 12 seat teaching lab, individual work stations, pods), seating for  200, laptop zones, wireless throughout the building30 staff rotate through the area  to assist clients Comfy seating CaféService counter /Information desk ( IT, Reference, Software sales)Adaptive technology 



ENTRY



NEWSPAPER 

LOUNGE



CAFE



PRINT AREA



LAPTOP BENCH



EXPRESS 

TERMINALS



• Facilitate collaborative work

Presenter
Presentation Notes
The pods are used differently  by  users . The pods were designed for collaborative use or single  study. For example  there often  3 students working at one machine. Each pod has more chairs than pcs The pod design provides a sense of space  to the user





• Enhance client experience
• Enhances the casual ambience
• Extremely successful from client service and 

commercial perspective
• Percentage of profits                                           

returned to the Library

Presenter
Presentation Notes
Café – highly successful !



• Rover provides elementary IT                                    
support proactively

• ‘How to’ enquiries; relating to                                      
software applications, IT devices,                                    
as well as general maintenance                                    
of equipment (including cleaning)

• Rovers are primarily students with                                
solid IT backgrounds

• Rover support is provided 
whenever the IC is open, 
including the late night shift 
between 10pm and 8am

Presenter
Presentation Notes
Role of the rover12 rovers who work  during the semester and weekends Range of shifts 8a,-1pm, `pm-5pm,5pm -10pm , 10pm -3am & 3am -8am  ( Monday –Friday ) Weekends  9am-1pm,1-5, 5-10pm)The rovers provide  low level It support , including printing, logging, basic software , saving, setting up laptops  The rovers also  sell the basic range of software sales ,  range of  filling paper, cleaning pods ( general housekeeping) and a range of  other tasks



• Library and IT staff provide more in 
depth assistance

• Enquiries may be referred by rovers
• Library staff have acquired sufficient 

skills through commitment to 
converged service model to assist 
with complex enquiries in the absence 
of an IT professional

• In depth consultation for complex 
enquiries

• Referred by IT and library staff to IT 
specialists at University service desk 
and Faculty Librarians

Presenter
Presentation Notes
Reference enquiries are handled by the librarian on duty , then referred as necessary to the subject specialistIT 2nd tier included  laptop protocols, complex software enquiries, standard operating system and network environment, 3rd level referrals include  system problems, university protocols, lab image , updates



• The Public  Face of the AIC  24 hours a day.
• The positions are casual  but recognised as being an 

essential part of the Information Common



• The relationship with the client drives the  philosophy of 
the AIC

• During any shift Rovers will encounter a variety of 
enquiries and demands

• As the AIC is the only 24 hour service on campus the  
Rover needs to be prepared  to deal with a range of  
customer situations.



• Recruitment 2008 – 100 applicants
• We train the ten successful applicants and the  five on 

the eligibility list
• Provides the opportunity to develop rapport between 

trainers & new rovers
• Transition from student to staff member



• 3 day training program
• Occupational Health & 

Safety  - Mop training
• Evacuation 
• Guest Speakers
• Client Service Training
• Orientation desk shifts 



• Effective communication with the group is vital
• Rovers are subscribed to an email list
• Blackboard course  which has ongoing training 

information, procedures and a discussion board for  hot 
topics.



• Staff provide support for Blackboard and Turnitin
• If the AIC expands  then a learning support area 

would be included in the new layout.



Library vs. IT Enquiries
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• Staff enjoy lively 
atmosphere and work 
environment

• Wider knowledge of 
University service 
environment is essential

• Ongoing training in software 
& technology

• Communication network on 
campus

Presenter
Presentation Notes
Rethinking the  service points in the building



• AIC officially opened November 2003
• Total visits to library increased by 22% in 2004, 

has increased to 30% in 2007 compared to 2004
• New AIC entrance accounted for 42% of building 

entries in 2004, increase to 55% in 2007 
• Approximately 3,000 people per 

day visit the AIC.

Presenter
Presentation Notes
In 2004 it was decided to close the general access lab Central computing building on weekends and after  7pm Monday –Friday because of the low numbers of students using the facilities. Yet the AIC was full.Students were enjoying the new environment and comfortable surroundings as opposed to the  traditional rows of computers in windowless rooms. The aic promotes a sense of community and also securityIN 2005  the door entry statistics increased again  by  X %



• 100 % capacity  9am -6pm 
• Dramatic decline in use of other                                        

on-campus labs resulted in 
reduction of their opening hours 
during nights,                        
weekends and vacations

• Operates 24 x7 during semester



24 x 7 opening

24 x 7 staffing

24 x 7 reference service via email, SMS and phone

Presenter
Presentation Notes
24x7 opening, and enthusiastic useOur community has been enthusiastic in the use of the Common, in particular the 24 hour, 7 days a week opening. 24 x 7 staffing A component of the success is that is always staffed.  During Library hours of 8.00am to 10.00pm the Common is staffed with Library information desk staff ,and frontline IT support staff (known as Rovers), with referral to consultancy for more complex or lengthy information needs.  From 10.00pm to 8.00am, a Rover is rostered on, so help is always available.  The rovers are all students, so are well aware of the needs of their clients – they are the same needs that they have.Support for distance  and offshore studentsThrough maintaining staff over the whole 24 hours of the day, we are also able to respond to  remote and offshore students in real time via phone,  email and SMS.  Much of the support needed is for Endnote and Blackboard, particularly valuable for off-shore students who don’t need to consider international time zones.This year the team behind the IC project received a Carrick Institute citation “For leadership and creativity in developing a round-the-clock information and learning environment that is flexible, innovative and inspiring”.This was extremely gratifying, but we also needed to know whether our efforts were actually supporting learning outcomes, or at least enhancing opportunities for learning. We conducted a survey this year, seeking student responses through open-ended questions which focussed on perceptions about links between working in the Common and learning outcomes.  



• A week in August:-
– 3049 people accessed the AIC after 5pm.
– 10pm to 2am, average 50-60 people per hour
– Quietest time between 6am and 7am



CLIENT SURVEY
788 patrons surveyed over 7 days

Who they are?

How they used the Common?

Did the service contribute to 
improved learning outcomes?



% Participant Position

Undergraduate Student

Postgraduate Student

Academic Staff

General Staff

Open Foundation

Other

2007
84% undergraduate
9% postgraduate
2% enabling programs students
1% academic staff
1% general staff
3% other (ie non-university)

2%
2%

6%

7%

83%

Undergraduate
Postgraduate
Staff
Enabling 
Other

2004
83% undergraduate
7% postgraduate
6% enabling programs students
2% staff
2% other (ie non-university)

Presenter
Presentation Notes
WHO ARE YOU?783 participants who responded to this question 84% (n = 656) identified themselves as Undergraduates, 9% (n = 74) as Postgraduates, 1% (n = 8) as Academic staff, 1% (n = 5) as General staff, 2% (n = 17) as Open Foundation students, 3% (n = 23) as of other identification.



% Participant Faculty
Bus & Law

Health

Engineering & Built
Environment

Science & IT

Education & Arts

Other

26% Health – enrolment 18%

24% Science and Information Technology – enrolment 14.7%

18% Business and Law – enrolment 17.3%

15% Faculty of Education and Arts – enrolment 26.5%

10% Faculty of Engineering and Built Environment – enrolment 11.6%

7% English Language and Foundation Studies – enrolment 5.3%

Presenter
Presentation Notes
Does Faculty location affect usage of the Information Common?  Health, Science and Business are located closest to the Common.  Education and Arts faculty buildings are the most distant from the Library. Engineering and B&L show closest correlation between enrolment and Common use.  This could be a useful argument for future Libraries – that centrality of location is an influence on use.



Frequency of Patronage

Daily

2-5 Times a Week

Weekly

Monthly

Other

29% visit the Common daily 
49% visit the Common 2-5 times a week
16% visit the Common once a week
5% visit the Common once a month
Average stay – 2 hours

Presenter
Presentation Notes
 



Presenter
Presentation Notes
We’re open 24 hours a day, so we needed to know  who came in in the less social hours.5. Do you visit the Common between 10pm and 3am? b) 3am and 8am?Of the 739 participants who answered Question 5a, 382 (52%) indicated they visited the IC between 10pm-3am. Of the 719 participants who answered Question 5b, 233 (32%) indicated they visited the IC between 3-8am. 



Why Patrons Visit During These Hours
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Presenter
Presentation Notes
757 participants provided a response to this question. Majority (170) used the facility between these hours for convenience10 stated  access to computer and internet resources (n = 150), 103 liked the good study environment 30 cited a difficulty completing work load during traditional hours 19 wanted access  to resources other than computer and internet18 respondents indicated other reasons for visiting during these hours. 



• “Its when I have the most free time and my best 
studious mind”

• “No internet access at home…fast net access”

• “Quiet location with no distractions ”

• “Necessary to my life style, free parking”

• “When I have a lot of work to do and when the 
deadlines are approaching”

• “stuff due, easy to get computer, can’t sleep”

Presenter
Presentation Notes
Sample Responses to 5c:‘It’s when I have the most free time and my best studious mind’ - 114‘I have no home internet access’ – 137‘No internet at home, good working environment, fast net access’ - 66‘Quiet location no distractions able to complete work peacefully’ - 438‘when I have a lot of work to do and when the deadlines are approaching. This service has been extremely valuable.’ – 139‘late night cramming’ - 547‘Sometimes to finish assignments or research’ – 144‘Engineering building closes early’ - 559stuff due, easy to get a computer, can’t sleep	necessary to my life style, free parking	I find I am productive at this time. Also I don't have internet access at home nor do I work well there.



Use of Information Common Facilities 
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What services or facilities do you use in the 
Common? List as many as you like.

Presenter
Presentation Notes
6. What services or facilities do you use in the Common? List as many as you like.761 provided a response – the most commonly used facilities were computers/internet and software by 706 respondents. Printing was the second most used facility, followed by the café. 56 responses included the Information Desk service.13 patrons included scissors as a facility!



What other activities (whether learning, social or 
leisure) do you use the Common for?

Other Activities the Common is Used For
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Presenter
Presentation Notes
7. What other activities (whether learning, social or leisure) do you use the Common for?649 provided a response to this question – the most commonly cited activities were socialising 273,227 included academic activities and 149 listed the café. 47 mentioned group work.A sample of the comments include:-Meeting with friendsResearch, study with friendsSometimes social, just general browsing of the internet.Meeting place - 40% of Programs are now offered online with some supporting blended learning options (face to face or online)-for those online students, there is less opportunities for socialisation due to lack of a classroom environmentCommon offers a place to socialise as well as the facilities to support online learning



How do you think learning & studying using the 
Information Common has affected your assessments & 

quality of assignments?

Aspects Information Common Positively Affecting Performance
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Presenter
Presentation Notes
8. How do you think that learning and studying using the Information Common has affected your assessments and quality of assignments?703 participants provided responses to this question. 238 responded that said the environment of the IC had improved their assessment performance. responses indicated a general positive effect of the IC on assessment quality but provided no specific information as to how. 211  responses indicated accessibility of IC services (such as IT and staff services) to have positively affected assessment quality. 104 responses indicated 24 hour availability of the IC had a positive effect on assessment quality.21 responses indicated provision of an environment in which to complete group work had a positive effect on assessment quality 7 responses indicated other aspects of the IC having positive effects on assessment quality.52 responses reflected a belief that the IC had provided no positive or a neutral effect on assessment quality. 



• “Improved - gives a fun place to study”

• “Staff always available to help out. With 
anything.”

• “Allows use of faster internet resources”

• “Amazing, easy info and access to help”

• “Its provided 24 hour access to a computer 
with internet access and printing facilities”

• “Has impacted in a positive manner on group 
work – individual assignments haven't 
impacted as all the resources I need can be 
accessed at home”
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Sample Responses to 8:Environment:‘Improved gives a fun place to study’ - 83General positive effect:‘Improved’ - 687Services: IT and staff (library and IT) accessibility:‘Allows use of fast internet resources’ – 271‘Amazing, easy info and access to help- 73Hours:It's provided 24 hour access to a computer with internet access and printing facilities’ - 125No positive effect:‘It has made it worse, Don’t concentrate’ - 285Group Work:‘Has impacted in a positive manner on group work - individual assignments haven't been impacted as all the resources I need can be accessed at home’ - 544Other:‘Would not have improved quality (as sometimes can get quite noisy) but quantity as everything is here (toilets, beverages etc.)’ – 567‘Easy access during breaks from class’ - 315



How does the Information Common contribute to  
collaborative work and learning ?

Aspects of Information Common Contributing to 
Collaborative Work and Learning
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9. How does the Information Common contribute to collaborative work and learning?783 participants responded to this question. 238 indicated a General, though unspecified, Positive effect of the IC on Collaborative Learning 219 reflected beliefs that the IC provides as good Environment for Collaborative Learning102 that the Computer Layout of the IC was conducive to Collaborative Learning 92 responses indicated technical resources made available in the IC contributed to Collaborative Learning  22 indicated the IC to be a good place to meet for Collaborative Learning. 21other relevant comments were made.87 responses indicated either that that IC had not been beneficial in this way because they were not involved in group work assignments or because they found the environment unsuitable for Collaborative Learning. 



“Make working in a group easier”

“It’s a very good place which tolerates talking, 
very good collaborative environment”

“Couple of friends can sit together with computer 
and doing assignments”

“Good, I come here to do group assignments, as 
we can all have access to a computer at the 
same time”

“The layout limits the potential for effective group 
work  - lounges along side wall are the only 
suitable area” 
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Sample Responses to 9:General positive comment:‘Make working in a group easier’ - 74Environment:‘It’s a very good place which tolerates talking, very good collaborative learning’ - 111Computer Layout:Couple of friends can sit together with computer and doing assignments - 3Technical Resources:‘Good, I come here to do group assignments, as we can all have access to a computer at the same time’ - 24It Hasn’t or It is Not Always Good:‘The layout limits the potential for effective group work - lounges along side wall are the only suitable area’ - 542Meeting Place‘Meeting Point’ - 11Other:‘Close to all facilities’ - 788



How the Information Common Could Provide Greater 
Support to Student Learning
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11 How do you think the Information Common could enhance its ability to provide greater support to student learning?654 participants provided a response to this question;-The most commonly cited area for improvement was the provision of more computers/less waiting time (263)However 142 responses included a positive comment about IC services.More space, private study rooms, faster internet, longer cafe hours, more printers were frequently cited.:



“More computers! At peak times the wait can be 
long” 

“Faster internet and more computers”

“Providing enclosed breakout rooms”

“Having done a degree at another uni that had 
NOTHING like the AIC I think it is FABULOUS!”

“Have signs asking people to keep noise to a 
minimum”

“Hammocks” 
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Sample Responses to Q11:“more computersHaving done a degree at another uni that had NOTHING like the AIC I think its fabulousProvide breakout roomsGet rid of the coffee machines and keep the café open to midnightMore space for the laptop areaWith the Information Common being open 24/7, there is no room for improvement – its awesome! So grateful that we have it!!!Hammocks



• Facilities which support different learning styles
• Client focused service for IT/Library support
• Availability of staff – always there to help
• Informal ambience of an Internet Café  - a 

pleasant place to do work in a community setting
• 24 hour availability

Presenter
Presentation Notes
Students use the AIC  as courses change    - Combination of online learning                                        	and teaching technologiesILecture, video streaming and                                              self-paced learning modulesReplacing face-to-face teachingLess socialization in a classroom                               environmentNeed to provide new services and facilities



• Vice-Chancellors Citation for Outstanding 
Contributions for Teaching and Learning (2006)

• Carrick Institute Citation for Outstanding 
Contributions to Teaching & Learning



• City Hub and Info Common
• Student Academic Hubs





“a campus heart and 
soul” 
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One of our students responded to the survey that the Information Common provides “Focus – a campus heart and soul”



Thank You

Questions?

http://www.newcastle.edu.au/service/library/aic/
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