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ICE-TT  
-Improving Customer Experience 
Through Technology-  
Staff Training Initiative 

Pierce County Library System – Washington State 

Michelle Angell 
Youth Services Librarian 

Current Chair of ICE-TT Project Committee 
mangell@piercecountylibrary.org 



How do I get books for my reader?  

 Improving Customer Experience 
Through Technology, ICE-TT, 
committee was formed in June of 
2010. 

 Comprised of a mix of staff: 
 2 Youth Services Librarians 
 2 Adult Services Librarians 
 2 Senior Branch Assistants/ 

Paraprofessional Staff 
 1 IT Specialist 
 Staff had varying technological skill 

and comfort levels.  

 
 
From the ICE-TT Project Charter: 

 Problem Statement: Customers 
expect to be able to get 
information about current 
technology from their library so 
they can make informed choices.  
Technology is a constant in life and 
is always evolving and expanding. 
…in order to provide good 
customer focused service,  staff 
need to be exposed to and 
familiar with these new and/or 
existing technological tools. 
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Regular Business/Tipsheets 

 
 Tip sheets were created to have 

something for staff to give to 
customers that can get them started.  

 Tip sheets are complicated. For 
example: with Freegal, our free 
downloadable music service, we 
created four separate tip sheets. 
 Using Freegal, on library computers, 

with Windows Media Player 
 Using Freegal on an Apple computer 
 Using Freegal on Windows with iTunes 
 Using Freegal on Windows with 

Windows Media Player 
 

 

http://dl.dropbox.com/u/55719941/freegal.tipsheet.wmplibrarycomps.pdf�
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Downloadable Learning Kits 
 
  Goal: Give staff the time and permission to simply 

get started and practice with new devices and 
services. 

 Self-directed learning and hands-on experience.  
 Four kits created to rotate throughout the system. 
 Kits can circulate between branches through our normal 

delivery system. 
 Site Supervisors/Branch Managers check out a kit for 

their branch, for 3 weeks at a time, through Outlook 
calendars. 

 Supervisors schedule off-desk time for staff to spend 
with the kits.  

 



Anatomy of a Learning Kit 

 Laptop Computer w/USB 
mouse 

 Manual  
 Apple iPod Touch 
 Two MP3 players 

 Sansa Fuse 
 Creative Zen 

 Nook -1st Edition 
 Sony eReader 
 Adobe ID, Barnes & Noble, 

iTunes, and Amazon dummy 
practice accounts, specific to 
each kit.  

 
 Nook Simple Touch 
 Amazon Kindle  
 Nook 1st Edition removed 

because of space 
constraints.  

 

Original Kit Contents Items Added/Removed  



Anatomy of a Learning Kit 

Manual 
Section 
Headings: 

Getting 
Started 

Music 

Audiobooks 

eBooks 

Appendix 

 Learning Kit Manual: 
 Introduction that clarifies expectations and 

introduces self-directed learning. 
 Learning Objectives Check List 
 AudioBooks & Portable Listening Devices 

PowerPoint Presentation 
 E-Books & E-Readers PowerPoint Presentation 
 Appendix- includes device schematics and a 

glossary or “jargon decoder”.  
 Evaluation Form Can be submitted in paper 

or online through survey monkey, link on 
laptop desktop.  
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What We Have Learned So Far… 

 Allow adequate time for hands on training with the 
devices. 

 Each branch needs an on-call expert.  
 Committed managers are essential.  
 Many staff members had inadequate levels of 

computer knowledge for working in today’s library. 
 It’s not the destination, it’s the journey. 
 Self-directed learning was new to many people. 
 Learning something new, on a computer, can be very 

emotional and humbling.  
 
 



Emotional Barriers 

 
 Emotional Barriers- Any emotion that puts a gap 

between you and what you need to accomplish. 
New Learning Kit Introduction excerpt:  

 …The goal is to build your comfort level. If you are 
more comfortable using this technology you will be 
more comfortable getting our customers started with 
the process…every minute you spend playing with 
this kit is useful, no matter your starting skill level.  
 



Learning Objectives 

 Be able to get a 
customer started. 

 Download audiobooks 
using Overdrive and 
Netlibrary. 

 Download eBooks 
using Overdrive. 

 Learning objectives are 
now in a checklist 
format, to keep track of 
progress. 

 The checklist is long, it 
may take several months 
for staff to complete, 
and that is ok! 
 

Original  Revised 



Now …and the Future! 

 Updated kits are circulating to staff in the branches. 
 Librarians starting to use the Learning Kits in 

computer classes.  
 Ongoing evaluation and updates.  
 After the initial start-up costs, $1000 from our IT 

department annual budget is set aside for updating 
the Learning Kits.  

 eReaders for the public?  
 

www.piercecountylibrary.org 
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Resources 



Gadget Ecosystem (WebJunction) 
http://www.webjunction.org/mobile-devices/-/articles/content/127901692 

http://www.webjunction.org/mobile-devices/-/articles/content/127901692�


WebJunction e-Reader Policies and 
Procedures 

http://wa.webjunction.org/mobile-devices/-/articles/content/120643671 

http://wa.webjunction.org/mobile-devices/-/articles/content/120643671�


WebJunction e-Books and Digital 
Audio Books 

http://webjunction.org/collection-development-e-and-digital-books 

http://webjunction.org/collection-development-e-and-digital-books�


Maine State Library 
http://www.maine.gov/msl/libs/tech/ereads/index.shtml 

http://www.maine.gov/msl/libs/tech/ereads/index.shtml�


Documents and Digital Devices 
http://libguides.wsulibs.wsu.edu/edocs 

http://libguides.wsulibs.wsu.edu/edocs�


King County Library System 
 http://guides.kcls.org/ereaders 

http://guides.kcls.org/ereaders�


Pierce County Library System 
http://www.piercecountylibrary.org/books-materials/audiobooks-ebooks/overdrive/Default.htm 

http://www.piercecountylibrary.org/books-materials/audiobooks-ebooks/overdrive/Default.htm�


7 Things You Should Know About E-
Readers 

http://net.educause.edu/ir/library/pdf/ELI7058.pdf 

http://net.educause.edu/ir/library/pdf/ELI7058.pdf�


Setting Up an iPad Lending Program 
http://crln.acrl.org/content/72/4/212.full  

http://crln.acrl.org/content/72/4/212.full�


 



A Brief Look at Purchasing (and 
Managing) eReaders in Libraries:  
Going Beyond OverDrive 

Lorena O’English 
Washington State University Libraries (Pullman) 
oenglish@wsu.edu 
Skype, GTalk, Yahoo IM, Twitter: wsulorena 

Image from The Digital Reader 
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I Mean Brief… 
 Focusing on dedicated ereaders, not tablets (iPad, Kindle Fire, 

Nook Tablet) or tablets manqué (Nook Color, Pandigital Novel) 
◦ Expense 

◦ Entire new set of issues due to how they can be used 

 Very limited focus – just presenting some thoughts – your 
circumstances and mileage may vary… 

Chronicle of Higher Education 10/21/2005 p.  B22 



Ereader Expectations 
 Content: 
◦ Purchased content, classics/freebies/CC-licensed or open access/ 

or created content?  
◦ Content from a major DRM online store (i.e. Amazon or B&N 

or academic publishers such as EBL or Ebrary)? 
◦ DRM-free multi-format indie outlets (Baen, Smashwords, etc.)? 

 Patrons 
 Purpose 
 Nothing is set in stone: ereader functionality, ebook access, legal 

issues… 
 

All of these affect what ereaders  
your library may choose to purchase 

http://www.baenebooks.com/�
http://www.smashwords.com/�


The B&N nook (or NOOK) 
 Library-friendly; Outreach 
 Each B&N book can be on six 

devices at the same time 
 B&N ebooks extensive  
 Physical stores; tech support 
 Classic Nook 
◦ Can store B&N books;  sideload 

other EPUB/PDF books; works 
with OverDrive;  

 Nook Simple Touch 
◦ Works with OverDrive 
◦ Page turning is very smooth and 

easy 
◦ Page transition (flash) is spaced 

out (affects text quality, 
however) 

◦ Nice form factor and design 
◦ The touch navigation is intuitive 

 

 Simple Touch 
◦ B&N books can be downloaded 

only via wifi 
◦ “Limited” device space for non 

B&N books, though they can 
also be sideloaded to a SD card; 

◦ Touch interface may be 
awkward  

◦ Covers don’t always show 
◦ No headphone slot or speakers; 

no audiobooks or MP3s 
◦ Shows all books that you have 

in your account; not just the 
downloaded ones; must 
specifically click to see Shelves 
(a training issue for patrons) 

What about the Nook Classic? 
Clunkier, but more open 

 
Image from B&N 

http://www.barnesandnoble.com/p/nook-simple-touch-barnes-noble/1102344735�


The Amazon Kindle (1-4, DX,Touch) 
 Extensive ebook holdings; free 

content available  
 Does read alternative formats, 

including .mobi  
 Can sideload non-Amazon 

content ;  mostly indie-OK 
 Can manage with calibre 
 3G and/or wifi options; can 

always load anything via USB 
 Headphone slot, speakers, 

works with audiobooks 
(including Audible integration) 
and MP3 files. 

 Only shows what is on the 
device; all other content is in 
Archive folder; collections are 
listed first 
 

 Amazon-Libraries tensions 
◦ Legal and License ambiguity 
◦ OverDrive controversy 

 Proprietary format (.AZW) 
 Each Kindle has its own email 

address and each book 
purchase is associated with one 
Kindle 

 No SD card for additional 
space 

 Little enterprise tech support 
available 

 
 

 

Image via Amazon 

http://www.amazon.com/dp/B0051QVESA/�


The Others… 
 Sony eReaders (can share one book to six devices ;  good devices) 
 Kobo eReader 
 Pandigital 
 …and many, many more 

 
 
 
 

 

Image: Wikipedia 

http://store.sony.com/webapp/wcs/stores/servlet/CategoryDisplay?catalogId=10551&storeId=10151&langId=-1&identifier=S_Portable_Reader&facetlist=true&XID=O:eReaders:corp_readholfy11_gglsrch:p&k_id=275f144a-94f7-cb69-f369-00000b198d44�
http://www.kobobooks.com/ereaders�
http://pandigital.net/?PageID=357�
http://en.wikipedia.org/wiki/Comparison_of_e-book_readers�
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Accessibility Issues… 
 Who are your patrons? 
 Kindle  
◦ Speech-to-text (if publisher allows) 
◦ Font sizes, line spacing, limited typeface options; screen rotation 

 Nook  
◦ More fonts; margin spacing; line spacing; brightness 
◦ No speech-to-text or screen rotation 

 ADE 
◦ Issues with screen readers and more  
◦ Working on accessibility 

 
Upcoming .EPUB and Amazon standards/format changes  
will make a positive difference, but devices will still matter 

 

 

http://blogs.adobe.com/accessibility/2011/11/digital-editions-1-8-1-available.html�


The Purchasing Problem… 
 Breaking the bank 
 Kindles 
◦ Can order books via credit card or gift card; after books are 

ordered, can switch to a very low amount gift card 
◦ Can unregister after the device is loaded; if patrons register, must 

require them to unregister before returning 
 Nooks 
◦ Credit card information required  
◦ Can password-protect so patrons cannot order from the device 
◦ Can unregister device after it is loaded; if patrons register, must 

require them to unregister before returning 
 
 



 
Organizing your eReader Content: 
Nook Simple Touch 
 Use Adobe Digital Editions to move DRM and non-DRM EPUBs 

and PDFs to your Nooks from your desktop (each B&N book can 
be shared with six Nook devices at a time) 
 

 

 

 

http://www.adobe.com/products/digitaleditions/�


Organizing your eReader Content: 
Kindles (1-4;  DX,Touch); Nook Classic 
 Use calibre (move ebooks between computer and devices; organize 

with tags; keep track of metadata and info; solve the Patron Purchasing 
Problem, and more) 

 

calibre works with 
virtually all 
ereaders  
(major issues with 
the Nook Simple 
Touch, however) 

http://calibre-ebook.com/�


Resources 
*** Sue Polanka’s No Shelf Required blog (and two books and recent LTR issue) 

Accessibility 

 No Shelf Required Blog – Accessibility category (see especially Accessibility and eReaders: functional requirements) 

 Wired Campus: Education Department Clarifies E-Reader Accessibility Rules 

 http://blog.kellyford.org/ 

EReader Comparisons 

 2012 Best eBook Reader Comparisons and Reviews (TopTenReviews) 

 The Digital Reader: Reviews 

 Roundup: E-ink Readers (Wired; 12/2011) 

 CNet Reviews 

Kindle Lending  

 So you want to start a Kindle lending program  (Code4Lib,  post by Patrick Berry on12/14/ 2011 

 Mixed Answers to "Is It OK for a Library To Lend a Kindle?"  (Library Journal) 
Nook Lending 

 Sacramento Public Library : e-Readers @ your Library! [books purchased directly from B&N; library preloads most nooks 
by genre ; content is refreshed ; special book club nooks] 
Patron site: http://www.saclibrary.org/?pageId=1465  
Interested Libraries site: http://www.saclibrary.org/?pageId=1591 

Academic Libraries 

 Duke University Libraries (nooks and Kindle DX) 
Fairleigh Dickinson University Library (Kindle, Sony, iPod Touch) 
Oregon State University Libraries (Kindles) 
 

http://www.libraries.wright.edu/noshelfrequired/�
http://www.alatechsource.org/taxonomy/term/106/the-no-shelf-required-guide-to-e-book-purchasing�
http://www.libraries.wright.edu/noshelfrequired/category/accessibility/�
http://www.libraries.wright.edu/noshelfrequired/2011/11/14/accessibility-and-ereaders-functional-requirements/�
http://chronicle.com/blogs/wiredcampus/education-deptartment-clarifies-e-reader-accessibility-rules�
http://blog.kellyford.org/�
http://ebook-reader-review.toptenreviews.com/�
http://www.the-digital-reader.com/resources/reviews/�
http://www.wired.com/reviews/2011/12/roundup-e-ink-readers/�
http://reviews.cnet.com/ebook-readers/�
http://code4lib.org/node/426�
http://www.libraryjournal.com/article/CA6649814.html?rssid=191�
http://www.saclibrary.org/?pageId=1465�
http://www.saclibrary.org/?pageId=1591�
http://library.duke.edu/ereaders/�
http://view.fdu.edu/default.aspx?id=7467�
http://osulibrary.orst.edu/kindle�
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