
Calculating the REACH of 

Engaged Librarians: 
A Lesson in Poka-Yoke Error Proofing 



2 

UNIVERSITY LIBRARIES 



3 

UNIVERSITY LIBRARIES 



4 

UNIVERSITY LIBRARIES 



UNIVERSITY LIBRARIES 

TEACH  

Database 



6 

UNIVERSITY LIBRARIES 

PROGRAM Database 



7 

UNIVERSITY LIBRARIES 



8 



9 

UNIVERSITY LIBRARIES 



10 

ÅService Provider 

ÅTask 

ÅTreatment of customer 

ÅTangible elements of the service 

ÅCustomer 

ÅPreparation  

ÅEncounter  

ÅResolution 

Poka-Yoke = Fail Safe 
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ñWhile the 
customer is always 
right, he or she is 
also frequently 
error proneò 

Chase and Stewart,1994 
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TEACH, 
REACH & 
PROGRAM 

UNIVERSITY LIBRARIES 
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Database Type of Activity Definition 

TEACH Course-related 

instruction session 

 One-time bibliographic instruction 

sessions for credit courses taught by 

others 

 Assignment-based instruction sessions 

TEACH Credit course  Entire course for which the librarian is 

the instructor of record 

TEACH Online learning 

object or program 

 Established instructional content or 

assignments that can be repeatedly 

used in courses. (e.g. net.TUTOR 

online tutorials or Make the Leap 

program 

TEACH Orientation / Tour  Examples: first-year or international 

student orientations to library 

resources, tours in the Thompson 

library, sessions for new graduate 

students in a specific discipline 

TEACH Workshop 

(continuing 

education) 

 Session that was developed for a 

group (internal to OSU or external), but 

is not related to a credit course 

offering. (e.g. Refworks Basics 

Workshop) 

PROGRAM Program  Independent library program not 

associated with a specific class. 

PROGRAM Exhibit  Library sponsored exhibit or display 

PROGRAM Tour  Library tours not associated with a 

specific class 

TEACH = 31 OPEN & CLOSED QUESTIONS 
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PROGRAM = 13 OPEN & CLOSED QUESTIONS 
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ÅIdentify reporting requirements and questions of interest 

ÅIdentify opportunities to leverage pre-existing university data 

ÅDetermine mechanisms to combine TEACH and PROGRAM 

database fields 

ÅDevelop a prototype for a revised data collection mechanism 

ÅSolicit feedback from Teaching & Learning committee 

ÅRevise the prototype and work with IT to identify the best platform 

for the database 

ÅShare the redesigned TEACH and PROGRAM database with 

faculty and staff and solicit feedback 

ÅIncorporate feedback and suggestions into the redesign 

ÅLaunch the redesigned database 

TEACH/PROGRAM REDESIGN 

UNIVERSITY LIBRARIES 
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