West Midlands Heritage IV Users’ feedback

Support/support website

The group welcomed the new support website, which Peter described during his session.

Responsiveness of support is improving (especially telephone) and there were no examples of really long waits. 
Email was regarded by the group as the best way of contacting support, as there is a written record and the user can explain better “on paper”.

**One improvement suggested was that when the automated email response is sent, could this include the text of the query? If you submit several queries, you have to guess which reference number relates to what. 

Lea XX, Robert Perkins and Neville XX were particularly highly praised by the group. 

WebX continues to be a very useful way of resolving problems, with the help of Support. 

**Price of training. Several people still think this is pitched too high. One suggestion is that the overall support charge could be increased and the income used to lower training costs. 

Suggested new features

The group particularly welcomed the new developments in the OPAC, especially the book cover displays, which are encouraging tutors to link directly from VLEs and helping staff to direct learners to copies of items. 

**E-procurement: this is of interest to a large majority of the group and it was felt that current options are not really doing the job?

**Reference loans. Other systems (e.g. OLIB) allow you to simply scan an item to add it to usage statistics (with attaching to a reader record), this would allow users to record reference use of items (perhaps left on tables/trolleys in study areas).

**OPAC. Scrolling through a long list, 10 records at a time is slow. Could we have a display number of records options (e.g. 10, 50, 100, 200) or a page display such as in Amazon?

Problems

There is still dissatisfaction with the Serials module (management, not cataloguing aspects). Users generally feel it is over complex and confusing and have had better experiences with other systems (e.g. Talis) which take a simpler approach. 
