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Document Delivery update
Becky Ringwelski

In this issue of Resource Sharing News we’ve highlighted some of the good news that has
come to our attention. This includes the Association of Research Libraries (ARL) study
results that found the University of Minnesota (MINITEX) to be one of the top three
lenders of the 72 North American research, college and government libraries that 
participated in the study. The study results support the data we’ve reviewed internally that
show a high fill rate and shortened turn-around times over the past few years. We have 
continually examined our processes to streamline the steps involved in filling requests. We
realize we can always make further improvements that will better our service to your library.
We encourage you to contact us with feedback on our services. 

Association of Research Libraries study results are 
good news for MINITEX!
Carol Nelson

We are pleased to announce that in the recently released publication, Assessing ILL/DD
Services: New Cost-Effective Alternatives by Mary E. Jackson, the University of Minnesota,
(MINITEX) is cited as the only “High Performing Lending Operation” that ranks in the
top five of all three areas it measured: turnaround time, fill rate and unit cost. 1 At 
MINITEX we are very proud of our Document Delivery staff members and we feel the
study reflects their diligent efforts to provide great service to our users. They were honored
for their achievement at a celebration announcing the study results in our office on 
Tuesday, November 9th.  

The study of 72 libraries was conducted in 2002.  It was sponsored by ARL, and is the
association’s 3rd and latest study of interlibrary loan (ILL).  Its purpose is to identify the
characteristics of the best ILL performers, which could then be adopted by libraries 
interested in improving their own workflow and processes.  

One of the reasons MINITEX performed so well in this study is that we manage a high
volume of requests, an important characteristic of the best performers noted by the study.
However, even if your library doesn’t send or receive a lot of requests, you can take 
advantage of much of the study’s recommendations.  Here are some of the findings that
would be useful for most libraries in our region:
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Tips for improving borrowing Tips for improving lending 

Changes for OCLC ILL
Obinnaya Oji

Big changes are taking place for the OCLC Interlibrary Loan system. The newest OCLC ILL interface is called WorldCat
Resource Sharing. OCLC has announced that “all existing access points to OCLC Interlibrary Loan — ILL Web, Passport for
ILL, ILL ME and ILLiad 6.x — will be retired on May 1, 2005. Usage of OCLC ILL is being consolidated in a Web-based
‘staff view’ and version 7.0 of ILLiad.”2

According to OCLC the new name “better reflects the entire sharing process — lending and borrowing — encompassing not
just books, videos and material copies, but also electronic books, online documents, digitally preserved collections and much
more.”

The information summarized below is available via links on the WorldCat Resource Sharing migration Web site at:
http://www.oclc.org/ill/migration/. You can also sign up for e-mail updates at this site. The MINITEX Bibliographic and
Technical Services Area is offering Webinars on this new interface.  To register, go to:  
http://www.minitex.umn.edu/train-conf/webinars/upcoming.asp#54.

ARL Study Results continued from page 1

Use Ariel® and scan directly from the document.

Use student staff to help with processing, if available. 

Fill requests the same day, if possible.  All high performing
lending operations fill more requests the same day than
average performers.

For copies of the report:

Assessing ILL/DD Services: New Cost-Effective Alternatives
Mary E. Jackson, with Bruce Kingma and Tom Delaney
2004 • ISBN 1-59407-657-X • 154 pp. • $70

Shipping and Handling:
U.S.: UPS Ground, $10 per publication 
Canada: UPS Ground, $15 per publication 
International and Rush Orders: Call (301) 362-8196 or
e-mail pubs@arl.org. 

Order from: 
ARL Publications Distribution Center 
P.O. Box 531 
Annapolis Junction, MD 20701-0531 
Phone: (301) 362-8196 Fax: (301) 206-9789
Web site: http://www.arl.org/pubscat/order/ 

Begin implementing user-initiated requesting, whenever
possible.  The study found that this is one of the most
important things a library can do to improve borrowing.
Check out what is possible if you use VDX or another 
system that allows user-initiated requesting.

Use student staff to help with processing, if available.

For OCLC users, take advantage of the IFM and Custom
Holdings features.  If you need help getting started, contact
Carol Nelson at c-nels@umn.edu; (800) 462-5348; (612)
624-7879.

Use reciprocal agreements and consider placing the largest
institutions at the top of your rota or buddy lists when
appropriate.  It’s likely that larger institutions process higher
volumes of requests and will have more efficiency built into
their processes.

Receive copied documents electronically, whenever 
possible.  Use Ariel® if you own it.  If not, consider receiv-
ing some materials via MEDD if you aren’t already using it.
Contact Dave Paulson for more information at d-
paul@umn.edu; 1(800) 462-5348; (612) 624-7568.

1 Jackson, Mary E., Assessing ILL/DD Services: New Cost-Effective
Alternatives, Association of Research Libraries, 2004, 112. 

continued on page 3
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Updates:

ILL Web: End-of-life date – May 1, 2005
All ILL Web users should migrate now since all ILL Web func-
tionality is currently available in the new interface. Users
attempting to log on after May 1, 2005 will be redirected to the
FirstSearch logon page.  

Passport for ILL and ILL ME: End-of-life date – May 1, 2005
High productivity features and functionality will be added
between now and April 2005, including batch processing and
the ability to add local holdings information from your OPAC
to the request form. After May 1, 2005 users attempting to use
Passport for ILL or ILL ME will not be allowed to log on.

ILLiad 6.x: End-of-life date – May 1, 2005
ILLiad version 7.0, to be released in December 2004, will
ensure seamless interaction between WorldCat Resource
Sharing and OCLC ILLiad.

2 “OCLC Interlibrary Loan has been renamed ‘WorldCat Resource
Sharing,’” Web site http://www.oclc.org/ill/migration/ill_renamed.htm 
(19 November, 2004).

On October 13th, OCLC announced, “staff no longer have to
link their resource sharing authorization to a FirstSearch
authorization prior to using the staff view. All valid resource-
sharing authorizations now work in the staff view and in the
FirstSearch administrative module. Logon at: http://first-
search.oclc.org/.

A flat rate of $1.85 per request is in effect as of October 10, 2004
for libraries that have not moved to subscription 
pricing for ILL. Users of Passport ILL, ILLME, ILL Web 
or ILLiad 6.x will not see any changes for requests created on
those interfaces. Contact the MINITEX Bibliographic and
Technical unit for more pricing information 
(800-462-5348). 

Stay current with OCLC Resource Sharing news by 
signing up at: https://www3.oclc.org/app/listserv/sharingl/. 

Frequently asked questions about the migration process can
also be found at: http://www.oclc.org/ill/migration/faq.htm.  

Service improvements — staffing changes in delivery 
Fred Finch

The MINITEX Delivery Unit conducted a pilot project in
2002 called “The Overnight Staff and Sort.” During this
study the Delivery Unit was staffed until 11:00 PM, instead
of 4:30 PM, to determine if the later sorting times improved
turnaround time. The last two weeks of the process we per-
formed an analysis of the process, and determined that transit
time improved by one day for 77% of the materials traveling
on the Overnight Courier System.

Unfortunately, at that time, the budget was being cut and we
were unable to proceed with making staffing changes that
would have allowed us to make this improvement to the
delivery service. However, when MINITEX staff member,
Cecelia Boone won a drawing worth $10,000 from Velocity
Express at ALA in Orlando in June, we saw it as an opportu-
nity to use the funds as seed money to subsidize an
“Overnight Staff and Sort” position in our delivery area. 

The brave soul hired to work this evening shift, until May
31st, is Mike Dent.  Mike is scheduled to work from 2:15
PM to 11:00 PM processing the materials that Velocity

Express drops off at our office which were picked up that day
at MINITEX libraries in greater Minnesota.  

Mike sorts, packages and resends those items to their final
destinations.  He makes sure that everything is ready for
delivery by 11:00 PM so the courier can pick up tubs from
MINITEX by 12:30 AM.  This process will give us a better
idea of the long-term success and problems that might occur
during this project, and will help us determine if permanent
funding for this position is something we want to pursue
beyond May 31st, 2005.

In other staffing news, I am with heavy heart, reporting that
Richard Crandall, who was working from 11-8 PM, has
moved on to bigger and better things. On a brief personal
note, Rich has also been the voice of reason when we would
discuss changes in delivery. He would insist on a full and
complete discussion before any changes in processes were
made. His thoroughness and thoughtfulness is something
that we will miss.  Alex Berry, one of our former student
workers, has been hired to replace Rich.  

Changes for OCLC ILL continued from page 2
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MEDD user survey results
Dave Paulson

“MINITEX has been absolutely invaluable in
research and teaching, allowing me to provide 
students with materials and information otherwise
unavailable and to conduct research which led to a
book that will appear next month.”  
— Comment made by a faculty member at
Metropolitan State University.

This is just one of the responses that MINITEX staff mem-
bers are now able to see about the MINITEX Electronic
Document Delivery (MEDD) service.  We began conducting
an online survey of MEDD users on June 1, 2004, to collect
feedback about that service, as well as other end-user experi-
ences with interlibrary loan.  

MINITEX normally does not have contact with the patrons
who use our services, so we chose to survey MEDD users via
a hyperlink the patron sees when they retrieve their electronic
documents.

The survey questions are a follow up to the “Outcomes
Study” of MINITEX services that Document Delivery staff
participated in during 2003.  The study was designed to
identify and implement measurements of “end-user benefits,”
or “outcomes.”  The results of the survey can help us assess
our performance in ways that statistical analysis does not.

The survey collects information about the respondent’s 
familiarity with MINITEX, how the user may have benefited
from MINITEX services, satisfaction with services, and the
type of library with which the user is affiliated.

As of November 11, 2004, there were about 150 responses 
to the survey.  It shows that 84% of respondents are from
academic libraries, 6.7% are from state and federal libraries,
and 4.7% are from public libraries.  There are also some
responses from hospital and other library types. So far, we
happy to see that over 90% of the patrons are either
“Satisfied” or “Very Satisfied” with the MEDD service.  

In addition to user satisfaction levels, the survey also gives us
a general idea of how patrons use the material they get from
MINITEX.  Some respondents are providing information
about how they have used material received from MINITEX.
Here are some examples of the comments we have received
so far:  

“obtained data/studies needed to develop method
for measuring wetland functions and values.” — a
staff member from the Minnesota Department of
Natural Resources.  

“helped me find important articles to assist me in
making recommendations re: ergonomics in local
industries. A very amazing service.” — a patron
from Rochester Public Library. 

“ Access to book reviews of some of my favorite
books (going back more than 50 years!) is both
enlightening and satisfying.” — an anonymous user.

If you would like to see the MEDD questionnaire for 
yourself, go to: http://www.minitex.umn.edu/docdel/medd/. 

(See the survey results on next page.)
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MEDD Survey Results as of November 11, 2004

1. How familiar are you with the role of “MINITEX Library Information Network” in Minnesota’s system of local,
regional, and statewide partnerships for interlibrary loan?

18.0% Very familiar
52.0% Somewhat familiar
29.3% Not at all familiar

2. As a result of using interlibrary loan services over the past year, how did you benefit (check all that apply)?

10.0% Provided relaxation/enjoyment/personal growth
72.7% Provided professional or work-related growth
73.3% Provided information for education and studies
0.0% No benefit
1.3% Don’t know, I have never used interlibrary loan services before

3. How satisfied were you with the following aspects of interlibrary loan services in the past year?

Received in time frame that met needs
79.3% VERY SATISFIED
16.7% SATISFIED
2.7% UNSATISFIED
1.3% VERY UNSATISFIED

Information/item was relevant to needs
80.7% VERY SATISFIED
16.0% SATISFIED
0.0% UNSATISFIED
2.0% VERY UNSATISFIED

Overall process
72.7% VERY SATISFIED
20.0% SATISFIED
2.0% UNSATISFIED
4.7% VERY UNSATISFIED

Received in format desired
76.7% VERY SATISFIED
16.7% SATISFIED
2.0% UNSATISFIED
4.0% VERY UNSATISFIED

4. How valuable do you think MINITEX interlibrary loan services are to your community and the library or libraries
that you use?

96.0% Very valuable
1.3% Somewhat valuable
1.3% Not valuable
1.3% Don’t know

5. From which type of library did you request this material through MEDD?
84.0% College/university library
4.7% Public library

6.7% State/federal government library
0.7% K-12 school library/media center
2.7% Hospital/health sciences library
1.3% Other
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Custom Holdings lists updated on the MINITEX Web site
Carol Nelson

You are moments away from taking off on that well-
deserved vacation when the co-worker from cataloging,
who promised to keep ILL running smoothly in your
absence, finally shows up for training.  She already knows
how to search OCLC, but is there any way you can 
possibly explain all of the decisions that go into your
rationale for selecting the best lending locations for
requests in less than an hour?    

You won’t have to if you are using the Custom Holdings
feature on OCLC.  With a simple “DHC” (Display
Holdings – Custom) or “DHU” (Display Holdings –
Union List) command, your co-worker can choose the
best referral locations like a pro!  It won’t matter if you
only go to libraries that charge less than $10, lend AV
materials reciprocally, and allow a two-week loan period,
plus shipping time…  All of those options and decisions
can be automated in Custom Holdings.

How do you start?  The first step is to take a good look at
what you are doing now and then collect the information
to start building your “groups.”  If most of the informa-
tion is “in your head,” it might be a good time to start
getting that knowledge and expertise on paper before you
proceed.  

Consider all the factors that matter to your library, such 
as the lender’s ability to fill the request quickly, local 
borrowing arrangements, and costs involved.  Group
libraries with like characteristics together.  The smaller 
and more defined the groups are, the easier it will be to
prioritize them and use them in multiple paths later on.
Then, it’s just a matter of arranging those groups to create
your Custom Holdings Path(s).

At MINITEX, we assign referral priorities based primarily
on turnaround time. This can be impacted by the 
proximity of the lending library to our office, efficiency 
of the delivery method and response time of the library.
When applicable, MINITEX also considers cost (as in the
case of referrals to WILS libraries) to help us prioritize the
list of lenders.

Your library may be able to use some of the information
MINITEX has already compiled to help set up Custom
Holdings at your own library.  Here are some resources
that may be useful:

MINITEX Referral Priority Lists:
http://www.minitex.umn.edu/docdel/priorities/

View an archived Webinar describing how to set
up Custom Holdings: 
http://www.minitex.umn.edu/train-conf/webina-

rs/archived.asp#16

If you have any questions about Custom Holdings, please
do not hesitate to contact Carol Nelson at 
c-nels@umn.edu; (612) 624-7879; (800) 462-5348.
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IN CONSTANT DEMAND TITLES
November 2004

9/11 Commission Report—Final... 
URL: http://purl.access.gpo.gov/GPO/LPS51934
Against All Enemies . . . . . . . . . . . . . . . Richard Clarke
America (The Book) . . . . . . . . . . . . . . . . . Jon Stewart
American Soldier . . . . . . . . . . . . . . . . . Tommy Franks
Angels and Demons. . . . . . . . . . . . . . . . . . Dan Brown
Bergdorf Blondes . . . . . . . . . . . . . . . . . . . . Plum Sykes
Beyond the Deepwoods . . . . . . . . . . . . . . Paul Stewart
Can America Survive? . . . . . . . . . . . . . . . . . . Ben Stein
Chronicles: Volume One . . . . . . . . . . . . . . Bob Dylan
Da Vinci Code . . . . . . . . . . . . . . . . . . . . . Dan Brown
Digital Fortress . . . . . . . . . . . . . . . . . . . . . Dan Brown
Dress Your Family in Corduroy and... . . David Sedaris
Eats, Shoots and Leaves . . . . . . . . . . . . . . . Lynn Truss
Egyptologist . . . . . . . . . . . . . . . . . . . . . Arthur Phillips
Eragon. . . . . . . . . . . . . . . . . . . . . . Christopher Paolini
Founding Mothers... . . . . . . . . . . . . . . . Cokie Roberts
Full Cupboard of Life . . . . . . Alexander Smith McCall
Genghis Khan and the Making... J. McIver Weatherford
Gift . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Nora Roberts
Good Grief: A Novel . . . . . . . . . . . . . . . Lolly Winston
How to Talk to a Liberal… . . . . . . . . . . . Ann Coulter
Just One Look . . . . . . . . . . . . . . . . . . . . Harlan Coben
Last Season . . . . . . . . . . . . . . . . . . . . . . . . Phil Jackson
Memorial Day . . . . . . . . . . . . . . . . . . . . . Vince Flynn
My Life . . . . . . . . . . . . . . . . . . . . . . . . . . . Bill Clinton
My Sisters Keeper . . . . . . . . . . . . . . . . . . . Jodi Picoult
New Soldier . . . . . . . . . . . . . . . . . . . . . . . . John Kerry
Northern Lights . . . . . . . . . . . . . . . . . . . Nora Roberts
Plan of Attack . . . . . . . . . . . . . . . . . . . Bob Woodward
Plot Against America . . . . . . . . . . . . . . . . Phillip Roth
Power of Intention . . . . . . . . . . . . . . . . . . Wayne Dyer
Proper Care and Feeding of Husbands. . . Laura Schlessinger
R is for Ricochet . . . . . . . . . . . . . . . . . . . . Sue Grafton
Reading Lolita in Tehran . . . . . . . . . . . . . . Azar Nafisi
Sexy Years: Discover the... . . . . . . . . . Suzanne Somers
Two Swords . . . . . . . . . . . . . . . . . . . . . R. A. Salvatore
What’s the matter with Kansas? . . . . . . Thomas Frank
White Hot . . . . . . . . . . . . . . . . . . . . . . . Sandra Brown

Dear Del  ILLa, 

My patron is asking for a lot of genealogical items lately, so
we’ve been sending requests to the Minnesota and Wisconsin
Historical society libraries through MINITEX.  Most of the
time, those requests get filled.  How come our requests for
items at North Dakota and South Dakota Historical libraries
never come back filled? Please help- my patron is persistent!

Sincerely,
Howdy U. Findit

Dear Howdy,
MINITEX does not have access to the North Dakota or
South Dakota Historical Societies, so you are probably
receiving reports that say “50 – Location not accessible to
MINITEX,” on your unfilled requests.  

You can access materials for a fee by sending requests
directly to those libraries.  If your library does not provide
referral out of region that is free of charge, you might still
find that your patron would prefer to reimburse your
library for copy or microfilm lending expenses, rather
than incur the expense of a trip to Bismarck, North
Dakota or Pierre, South Dakota.  

Check out the Web sites below for more specific 
information on ILL and reference services available from
historical societies:

State Historical Society of North Dakota
http://www.state.nd.us/hist/sal/charge.htm

South Dakota State Historical Society
http://www.sdhistory.org/arc/arc_fee.htm

For more information on the Minnesota Historical Society,
see the article in the last issue of Resource Sharing News:
http://www.minitex.umn.edu/publications/rsn/rsn11.pdf.

Dear D
el Il

la,



CALENDAR OF UPCOMING EVENTS

December 7 Webinar “What’s up with OCLC ILL?” 
http://www.minitex.umn.edu/train-conf/webinars/upcoming.asp

December 24, 27, 31 Holiday
MINITEX office closed 

January 2005 Watch for the new Document Delivery Webinar schedule! Dates 
will be available at: 
http://www.minitex.umn.edu/train-conf/webinars/upcoming.asp

March 18, 2004 Floating Holiday
MINITEX office closed

For more calendar information, see http://lists.minitex.umn.edu/forums/calendar.php.

Resource Sharing News
is published irregularly throughout the year by

MINITEX Library Information Network
15 Andersen Library
222 21st Avenue South
University of Minnesota
Minneapolis, Minnesota  55455-0439

Phone: (612) 624-4002 
WATS: (800) 462-5348
Fax: (612) 624-4508

Carol Nelson Editor

Subscriptions are available free upon request

This material is available in alternative formats upon request.  Please call 
Elly Gustafson-Held at the MINITEX office for further information.
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Rhonda Wemark . . . . . . . . . . . . . . . . (612) 624-4388  . . . . . . . . . . . . . . wemar001@umn.edu
Joan Wollenberg . . . . . . . . . . . . . . . . . (612) 626-9239  . . . . . . . . . . . . . . wolle006@umn.edu
Yee Yang . . . . . . . . . . . . . . . . . . . . . . . (612) 626-1742  . . . . . . . . . . . . . . yangx144@umn.edu



Who to contact for Document Delivery request questions 
or problems For recalls, status checks, incorrect  items

received, negative replies, not supplied...

If you send requests to MINITEX via: . . . . . . . . . . . . . . . . . . . . . Contact:
e-mail . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Raquel Franklin, Agnes Lee
Fretwell-Downing VDX . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Raquel Franklin, Agnes Lee          
MINITEX Web form . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Raquel Franklin, Agnes Lee
OCLC . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Raquel Franklin, Agnes Lee
PALS (MnSCU, ODN, SDN) . . . . . . . . . . . . . . . . . . . . . . . . . . . . Kevin Kelley, Agnes Lee

Who to contact for other Document Delivery topics

Delivery problems. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Fred Finch, Zach Kelly 
Delivery Web site . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Zach Kelly
Document Delivery Web site . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Carol Nelson
Difficult citation problems, verification . . . . . . . . . . . . . . . . . . . . . Dave Paulson
Electronic delivery (Ariel, Fax, MEDD) . . . . . . . . . . . . . . . . . . . . . Joan Wollenberg, Dave Paulson
Hospital libraries. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Carol Nelson
K-12 school requests . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Agnes Lee
MnLINK issues . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Becky Ringwelski
Overdue & lost books. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Kevin Lian Anderson
Resource Sharing News . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Carol Nelson
Statistical information. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Obinnaya Oji
Visits to the MINITEX office, site visits. . . . . . . . . . . . . . . . . . . . . Obinnaya Oji


