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FRONTLINE SERVICES: Responding to a changing landscape  

Belinda M L  Sua, UNSW Library, Client Services Team Leader 

Online Training Program (OTP): 
Learning can be interesting and fun. 
  
It is just like the real thing for staff 



Background and rationale 

1 

UNSW Sydney Library’s Client Services Unit (CSU) has had a 
successful intern Program since 2012.   

 



OTP Objectives 
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To design an OTP that: 
• makes learning content more 

accessible  
• is adaptable to various 

learning styles 
• makes learning more 

interesting, interactive and 
efficient 

• can be easily modified as 
required 

https://ap01-a.alma.exlibrisgroup.com/mng/login?institute=61UNSW_INST&auth=local


The OTP Project Team 

3 

Once the project team was set up, 
the following criteria were 
developed in order to assess 
various software programs for 
their suitability in relation to 
this project: 

• Ability to host content 
• Software interface and 

navigation 
• Screen capture capability 
• Potential for quiz functionality 
• Ease of updating content 
• Aesthetic 
• Software cost and licensing 

restrictions 



Software trials 
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OTP Timeline 

5 



OTP Focus Group 

OTP Online Survey  

https://docs.google.com/forms/d/1s-0L2vrW2HX9N-TmFx0lIEfqipds2cH43NLi1JX7pW8/editresponseshttps://docs.google.com/forms/d/1s-0L2vrW2HX9N-TmFx0lIEfqipds2cH43NLi1JX7pW8/edit


OTP Timeline 

7 





UNSW Library 

Client Services Team – Alma Training (CAT) 

Alma Library Management System  

Next 



Welcome to Client Services 
Alma training 

  

Completing this training will familiarise you 
with the basic tasks of UNSW’s library 

management system which is called Alma. 

 

This training is designed to be completed 
flexibly, whenever you are assigned time on 

the roster.  



Main Menu 

Click on the menu to jump 
to a specific section of the 

program 

1 
Circulation 

Topic 1: 
 Logging in and quick 

links 

Topic 2: Loaning items 

Topic 3: Returning 
items 

Topic 4: Placing a 
request 

Quiz 

2  
Patron 

Services 

3  
Patron 

Account 

4  
Resource 

Investigation 
Topic 1: 

 Loans list and returns 
history 

Topic 2: Renewals and 
extending due dates 

Topic 3: Modifying 
client requests 

Quiz 

Topic 1: Client 
information 

 Topic 2: Notes and 
blocks   

Topic 3: Fines/fees 
and attachments 

Quiz 

Topic 1:Title search 
and making items 

missing 

Topic 2: Request 
queue on an item  

Topic 3: Item history  

Quiz 



Module 1 – Circulation 

Learning Outcomes 

During the course of this module, you’ll learn how to: 
 
• log in to Alma and add quick links  
• loan items 
• return items 
• place a request on an item 



Circulation - Topic 1 - Video: Logging in and adding quick links 

  



Circulation - Topic 1 - Alma practice:  
Logging in and adding quick links 

Now that you’ve watched the demonstration video, the next step is to put these instructions into practice using the Alma 
sandbox, which is a test account. Click here to access the sandbox, then log in using your zID number and password. 
Once logged in, you can practice the following steps: 

1) Setting your location to Main Library 

2) Setting up the following quick links from the Fulfillment tab on the Main Menu Navigation Bar: 

  ◦ Manage Patron Services 

 ◦ Return Items 

 ◦ Scan In Items 

 ◦ Expired Hold Shelf 

 ◦ Active Hold Shelf 

 

 

 

https://sandbox01-ap.alma.exlibrisgroup.com/mng/login?institute=61UNSW_INST


Circulation - Topic 2 - Video: Loaning items 



Circulation - Topic 2 - Alma practice:  
Loaning items 

To practice loaning an item in 
the Alma Sandbox, use your 
zID number as the client 
number in the Manage Patron 
Services field and loan Bryce 
Courtenay’s book, Jessica, by 
using the barcode number on 
the picture to the left. 

https://sandbox01-ap.alma.exlibrisgroup.com/mng/login?institute=61UNSW_INST


Circulation – Quiz – Question 1  

Question 1: 

Which of the following is NOT a recommended Alma quick link? 

 

 

Pick From Shelf 

Return Items 

Monitor Requests and Item processes 

Expired Hold Shelf 



 

 

 

   



Circulation – Quiz – Question 2  

Question 2: 

Once you are logged into Alma, what is the first step you need to complete in order to loan 
an item?  

 

 

 

 
Scan the client’s card 

Desensitise the item 

Scan the item to be borrowed 

Select Manage patron services from the menu 



Circulation – Quiz – Question 3  

Question 3: 

A client returns a High Use Collection (HUC) item to the Help Zone at the Law Library. The 
correct location to choose in ALMA is, currently at: 

 

 

High Use Collection - High Use Collection  

High Use Collection - High Use Collection 
LAWR 

General (General Services) – General (General 
Services) 

Law Library – Law Library  



Circulation – Quiz – Question 4  

Question 4: 

When placing a manual request in Alma, the request type that should be selected is: 

 

 

Booking request 

Patron digitization request 

Patron physical item request 

Staff digitization request 



 
Congratulations,  

You’ve completed Module 1. 



What we’ve achieved…and feedback… 

24 

Genevieve Freeman, Client Services Intern 
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                THANK YOU 
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