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Transforming Workflow Pain 
Points into Smart Solutions

Elise F. Thornley



About me…
Elise Thornley (she/her) is the Senior Associate Head of Resource 
Sharing at Binghamton University. She oversees the Resource 
Sharing department, directly supervises its 5 employees, and 
provides functional oversight of Resource Sharing at all Libraries’ 
locations.

Elise started at Binghamton as a student employee in Resource 
Sharing in 2008. After graduating in 2012 with a BA in Japanese, 
she was hired in the Resource Sharing department. Elise 
completed her LIS at Syracuse University in 2017. 

Elise serves as an IDS Project Peer Advisor, is incoming Chair of 
the SUNY Access Services & Resource Sharing Working group, 
and serves on the SCRLC Resource Sharing Advisory Committee. 

Her professional interests outside of Resource Sharing include 
leadership development, and supervision/staff support.



➔ Located on unceded ancestral land of the Onondaga nation, members of the Haudenosaunee 
Confederacy

➔ 18,000 FTE (Undergraduate & Graduate)
➔ 4 Libraries: Bartle, Science , University Downtown Center (UDC), Collection Management 

Facility (CMF) 
➔ 5 staff supporting Resource Sharing at Bartle & staff at all other locations
➔ ILLiad (OCLC, RapidILL) & Alma Resource Sharing
➔ Fiscal Year 23-24 filled requests stats:

◆ Borrowing: 12,980 (88% fill rate)
◆ Lending: 14,204 (65% fill rate)
◆ Document Delivery: 6,899 



1. Library Use Only 
2. Alma Fulfillment & Resource Sharing notifications
3. Improving sustainable paper practices
4. Communicating scanner issues across units
5. ILL mail schedules 

Workflows we’re covering today



Library Use Only (LUO) 



Old LUO Workflow

➔ All requested materials were held at 
hold shelves behind desks; LUO 
held until due date 
◆ ALEPH - could check in/out
◆ Alma - materials remained 

checked out
➔ LUO materials had a pink band; 

regular ILL’s green band 

Before Summer ‘20



Old LUO Workflow

➔ Hold shelf policies
◆ Bartle & UDC - materials on 

open hold shelves
◆ Science - materials behind desk

➔ Patrons notified via Alma email 
notification

➔ Approximately 100 LUO items 
borrowed; 37 microform

Summer ‘20- Spring ‘24



Workflow Goals: Timeline: Fall ‘23 - Spring ‘24
➔ Discussed workflows/goals with Resource 

Sharing staff
◆ Gathered feedback & created a to-do 

list with assigned tasks such as 
testing workflows, creating email 
templates, supplementary materials & 
updating documentation

➔ Met with peers in the Public Services 
division to determine potential impact to 
larger workflows

➔ Worked with ILS & Discovery Coordinator to 
test new TOU & Item Policy in Alma 
Sandbox

Programs/software:
➔ Alma, ILLiad Client & Customization 

Manager, Google Suite (Docs), Canva, 
Tango

1. Clearly communicate LUO 
policies/expectations between the 
patron, our office, and service points

2. Ensure the safety of materials
3. Make the materials as accessible as 

possible



New LUO Workflow
Spring ‘24 - present

➔ Patron receives email detailing LUO 
policy
◆ Must confirm they will accept the restrictions

➔ Material is received in ILLiad; banded in 
yellow with a LUO sticker & bookmark

➔ A Quick catalog record is created in 
Alma 
◆ Under LUO Item Policy (4 hour 

loan, no renewals) 
➔ Patron receives email that material has 

arrived
➔ Kept behind desk on designated shelves 

at Bartle
➔ 21 LUO items received since April ‘24







Alma Email Notifications



Old Notification Workflow

Before Spring ‘24



Workflow Goals: 
Timeline: Fall ‘23 - Spring ‘24
➔ Met Public Services peers to 

brainstorm potential solutions
➔ Discussed  potential solutions with 

Resource Sharing staff & gathered 
feedback

➔ Met with Alma letters team to 
share suggestions for Alma letters

Programs/software:
➔ Alma

1. Communicate clearly with patrons 
when their materials are available for 
pick-up

2. Give Resource Sharing staff 
appropriate/flexible time to process 
incoming materials

3. Reduce back-and-forth between Patron 
Services & Resource Sharing staff



New Notification Workflow
Spring ‘24 - present



Improving Sustainability



Old Sustainability 
Workflows

Before Spring ‘23

➔ Document Delivery
◆ Printing Resource Request Slips & 

Hold Shelf Slips

➔ Lending
◆ Printing Resource Request Slips & 

Shipping Slips

➔ Borrowing 
◆ Printing 1-2 Hold Shelf Slips

➔ Limited recycling bins



Workflow Goals: Timeline: Spring ‘23-Spring ‘24
➔ Resource Sharing staff initiated 

conversations and started brainstorming 
solutions

➔ Looked into leveraging tools (macros) in 
Excel

➔ Worked with ILS & Discovery 
Coordinator to make changes to code in 
Alma letters

Programs/software used: 
➔ Alma, Microsoft Excel

1. Reduce paper waste & be more 
aware of our usage

2. Spend less time sorting through 
paperwork/processing



New Sustainability 
Workflows

Spring ‘23 -Spring ‘24

➔ Document Delivery
◆ Excel Macro

➔ Lending
◆ Excel Macro

➔ Borrowing 
◆ Used patron

➔ More recycling bins









Scanner Technical Issues



Old Scanner Workflow
Pre-Summer ‘24

➔ Report technical issues to 
ticketing system used by 
Library Technology & Digital 
Strategies

➔ Different procedures on who to 
contact based on location
◆ I.e. in Resource Sharing, we would 

contact all staff who use the 
scanner at that location



Workflow Goals: 
Timeline: Spring ‘24
➔ Communication between Resource 

Sharing & Library Technology & Digital 
Strategies

Programs/software:
➔ Google suite (Gmail, Docs), LibApps 

(LibAnswers)

1. Opening lines of communication 
across all library locations

2. Keeping better records of new & 
recurring technical issues



New Scanner Workflow
Summer ‘24 - present

➔ Use clipboard at scanners to 
track smaller incidents

➔ Continue submitting tickets; cc 
me & Workflow Coordinator on 
the email

➔ Updates are made to 
dashboard (with notes) in 
LibAnswers







ILL Mail schedules



Old Mail Workflow
Fall ‘23 & Spring ‘24

➔ Staff assigned 1 day a week to 
keep an eye on, and open 
incoming ILL mail

➔ Student employees primary 
duties include opening mail, so 
they take point when in for their 
shifts



Workflow Goals: 

Timeline: Spring - Summer ‘24
➔ Discussed potential workflow solutions 

and goals with Resource Sharing staff 
(individually & collectively)

Programs/software used:
➔ LibApps (LibStaffer), Google Suite 

(Calendar)

1. Ensure that mail is being opened in 
a timely manner to be processed for 
patrons

2. Create shorter shifts so staff can 
pivot more easily

3. Make it easier for everyone to be 
more accountable



New Mail Workflow
Summer ‘24

➔ Using LibStaffer to assign hour 
shifts to staff
◆ 8 a.m. - 10 a.m. & 2 p.m. - 4 p.m.

➔ Student scheduled between 10 
a.m.- 2 p.m.





Takeaways
➔ Small changes to workflows have big impacts on patrons & our 

colleagues
➔ Intentionally ask for input from your colleagues, especially on the pain 

points in their workflows
➔ Try new things, & celebrate the wins!



Resources & Links 
➔ Library Use Only 

◆ Creating ILLiad Email Templates 
◆ Canva 
◆ Tango 

➔ Alma Fulfillment & Resource Sharing notifications
◆ How do I configure hold notification delays? 

➔ Improving sustainable paper practices
◆ Unlock efficiency with macros for Excel

➔ Communicating scanner issues across units
◆ SSM: Add and manage products in the System Status Management tool 

➔ ILL mail schedules 
◆ Scheduling 101: Create a schedule, add shifts, and manage staff assignments

➔ Contact me at thornley@binghamton.edu

https://support.atlas-sys.com/hc/en-us/articles/360011820614-Creating-Email-Templates
https://www.canva.com/
https://www.tango.us/
https://sunyolis.libanswers.com/faq/274815
https://docs.google.com/presentation/d/1aEoHeQK5T8mQPVXKSstLnz6ogdfa8QK_/edit?usp=sharing&ouid=100821056283387305234&rtpof=true&sd=true
https://ask.springshare.com/libanswers/faq/1671
https://ask.springshare.com/springboards/faq/2097
mailto:thornley@binghamton.edu


Questions? 

Thank you! 
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