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Executive Summary

In fall 2010 Sacramento Public Library staff were wondering how they could find solutions for
dealing with usability challenges of Overdrive’s eBook and audio content subscription service —
staff were dealing with patron support inquires that were eating up 20+ hours a week —and
address the growing gap between library users that had access to e-content through smart
phones, eBook readers, etc. and those that didn’t, and the growing number of library users
accessing the library to use computers or borrow laptops. The lack of economic rebound both in
Sacramento County and California was driving more and more people into library branches, and
the Library was looking for solutions to continue forward momentum with emerging
technologies and addressing the digital divide.

A small team of staff formed to “Pitch an Idea” to the California State Library and in January
2011 we learned it had been accepted for full application. The key elements of the pilot project
that resonated with the State Library were partnering with a retailer, Barnes & Noble, and
developing best practices and assessment tools to share with other California libraries to
determine the extensibility of the pilot project methods. The pilot project was funded and
planning began in February 2011. On April 11™ 108 pre-loaded Classic Nook eReaders had been
delivered to 28 libraries in the Sacramento Public Library system and the bookmobile; 28 devices
were sent to branches for staff training and use; two devices were held for outreach services.

In July 2011 another 108 pre-loaded eReaders (Nook Touch) were delivered to branches, 60 of
which were Lucky Day Nooks (no holds, no renewals). In August 2011 remaining pilot project
funds purchased 70 additional Nook Touch devices for a total of 315, nine of which are being
held for replacement as damaged eReaders are evaluated.

Pilot project outcomes and benchmarks included staff training, pilot project launch goals,
training the public to use eReaders and increase their transliteracy skills.
e All staff were trained over 4 weeks in March 2011 - 234 staff and on-call temporary staff
e All eReaders were in circulation by the end of the first week of the formal pilot project
launch, April 22" and 321 holds already placed by library users by the end of pilot
project week one.
e The public heard about the pilot project through publicity at the library (41.8 percent),
radio, TV and print ads (10.2 percent) and other (29.5 percent) that included newspaper
articles (rather than ads) and the Library website.

Overall, the pilot project was overwhelmingly successful and exceeded each of its outcomes and
benchmarks with one exception - training the public. The goal of 20 training sessions was
achieved, but attendance only reached 80% of goal, 120 participants. However, library patrons
didn’t need training as we had anticipated. eReader borrow survey responses submitted by
August 31% (244 in all) informed us that:

o 76.6 percent were first time eReader users; 31.4 percent reported having used

eBooks before borrowing the eReader and 54.2 percent of them borrowed the
eBooks from Sacramento Public Library (via Overdrive)

o 69.3 percent were satisfied or very satisfied with the pre-loaded eBook selection
of the eReader
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o Most popular genres were: Bestseller (32 percent), Romance (14.8 percent) and
Fiction (12.7 percent)

o 82.1 percent reported the eReader being easy or very easy to use; only 14.6
percent reported technical difficulties

o 6.3 percent watched the demonstration video and 7.5 percent attended the
training

o 84.4 percent were likely or very likely to recommend the eReader service to a
friend and 67.1 percent were likely or very likely to continue borrowing
eReaders from the library

o 46.5 percent were likely or very likely to purchase an eReader after having
borrowed one through the library

o 44.5 percent of eReader borrowers prefer print books, and 40.3 percent had not
preference.

"Books will not disappear, but how do we get publishers
to realize that every American needs access regardless
of the format?”

Stacey Aldrich, California State Librarian

Introduction

The Circulating eReaders pilot project was made possible by the generous grant support from
the State Library of California through its Library Services and Technology Act (LSTA) grant
program, Pitch an Idea, the Institute of Museum and Library Service who fund the LSTA program,
and a generous supporting contribution by the Friends of the Sacramento Public Library.

The Sacramento Public Library Authority’s 28 locations and bookmobile serve more than 1.3
million residents of the cities of Citrus Heights, Elk Grove, Galt, Isleton, Rancho Cordova and
Sacramento, as well as the unincorporated areas of the County of Sacramento. The Library
Authority serves the fourth largest library service area population in California. The Sacramento
Public Library is a Joint Powers Authority, with the signatory agencies being the above-
mentioned jurisdictions, and is governed by a 14-member board. The Library Director serves as
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the Executive Director of the Authority. More information about the Library Authority is
available on its website at www.saclibrary.org.

Why pre-loaded eReaders?

Sacramento Public Library has subscribed to the Overdrive database and has been pleased to
offer free eBook lending to the patrons of Sacramento County. Much more is needed, however.
There are many patrons who do not have the means to purchase their own eReader and patrons
who would like to try out an eReader before they commit to purchasing one. The experience
with the Overdrive software has not been as positive as it could be. The database is difficult to
use and the eBooks are quite expensive to purchase. As of September, 2010, Sacramento Public
Library owned 1,086 eBook titles in the collection, less than 1% of the total collection and spent
more than $30,000 for eBooks and hosting fees in 2010. The Library sees extensive value in this
pilot project to serve these patrons and support several of California State Library's five-year
plan goals, including Literacy and Educational Support, Responsive Changes in Library Services,
Technological Access for All and Access and Accessibility. This pilot project also supports the
2010 eBook feasibility study (http://www.cosla.org/documents/COSLA2270 Report Finall.pdf),
which emphasized the need for public libraries to control the way patrons receive their eBooks
going forward rather than giving all power to vendors.

As part of our pilot project, the Library planned to circulate more than 100 pre-loaded eReaders
and use another 28 for branch-level roving reference and outreach. By the end of the pilot
project the Library was able to put 245 pre-loaded eReaders across 11 genres into circulation
and another 70 devices had been ordered and would be available by October 2011.

Increasing transliteracy skills

The Sacramento Public Library takes the issue of transliteracy very seriously and saw this pilot
project as an opportunity to help staff and patrons deeply learn one of many new technologies.
The Library partnered with Barnes & Noble to purchase Nooks and content for all 28 branches,
and Barnes & Noble has agreed to offer a series of trainings for both staff and the public. The
Library also was interested in investigating different models of service, such as the one offered
by music database company, Freegal, or parterning with Baker & Taylor on their future eReader,
Blio, or Ingram its eBook strategy. The Sacramento Public Library would like to be at the
forefront of the next generation of readers and this will require nimbleness and adaptability
both during the pilot project period and beyond.

Replicable model of service

An expectation of this pilot project was to form a model for other California libraries to move
forward with eReader circulation. Pilot project assessment activities gathered detail on a range
of benchmarks, patron feedback and expectations to understand device usability, content
readability and user adoption, as well as impact on staff to help determine if this pilot project
can be implemented in other California libraries. Library Communication Strategies Inc. worked
with the pilot project team to establish an assessment model that included feedback
mechanisms for eReader borrowers, public services staff and stakeholder, and to gather input
on internal procedures and collection development issues.
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Methodology

Pilot project Scope:

The initial pilot project scope was that Sacramento Public Library's Circulating eReaders pilot
project would provide more than 100 eReaders for library patrons to check out and read. The
pilot project would allow library users and staff the opportunity to use this exciting new medium
and help them become more transliterate. It also would bridge the digital divide as many library
patrons cannot afford to buy their own eReader. The Library would also be involved in a
stringent pilot project assessment to understand device usability, content readability and user
adoption, as well as impact on staff that would help determine if this pilot project can be
implemented in other California libraries.

Pilot project planning began in February 2011, the pilot project launched in April 2011 during
National Library Week, and the pilot project pilot period ended August 31, 2011. The start and
end dates were dictated by the grant funding period.

All library staff were trained in the use of the eReaders, as well as the circulation rules, and on-
call temporary employees were included in the trainings. Training sessions for the public began
in February 2011 and continued through August. After purchasing the eReaders and loading
them with content (see Pilot project Corrections), the Library immediately delivered them to
branches to circulate. Assessment began with the pilot project launch in April 2011.

Phase 2 was set for the pilot project mid-point, about June 2011, at which time a second round
of device and content purchases took place. The purpose of the refresh was to keep the pilot
project active in library users minds, and to support course corrections for both numbers of
devices, content, and policies and procedures adjustments. Assessement continued throughout
the pilot project and is reported in great detail later in this report. The pilot project concluded
on August 31, 2011.

Pilot project Outputs:

The Library formed a coordinating group that included stakeholders from many areas, including
a member of the public, IT staff, Collections staff, Librarians and Technology Specialists. The
coordinating group established training and assessment activities with outputs identified as:
o Conduct 20 public classes, training as many as 150 patrons throughout the
Library system in partnership with Barnes & Noble.
Conduct 6 staff classes, with a Train the Trainer component.
Each branch will receive at least one eReader to circulate, with more distributed
to busier branches.
o Patrons will be asked to participate in assessments: surveys and trainings, for
example.
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Pilot project Outcomes:

At the end of this pilot project, Sacramento Public Library would:

. Improve accuracy in estimating the percentage of the collection budget to dedicate to
eBooks and eReaders. This was achieved and collection services staff are now able to estimate
holds-to-eReader ratios and budget accordingly. It was learned that content refresh twice each
year was sufficient for genre eReaders and Book Club eReaders, and quarterly for Lucky Day
eReaders.

Increase patron skills with eReaders:

e Train at least 150 library patrons in using eReaders - 120 patrons attended training
provided by Barnes & Noble, 80% of our target. Generally, survey responses indicated
the eReaders were very easy to use, so training wasn't as critical as anticipated at the
start of the pilot project.

o 80% patron improvement of eReader skills after taking the trainings and using the
eReaders - 100% (18) of those attending training indicated the training was helpful and
they found the Nook easy or very easy to use.

o At least 60% of patrons trained to use eReaders will demonstrate increased transliteracy
skills - there is feedback evidence from 72% of training participants that they were more
confident using the eReader; 27% (5) participants indicated they weren't aware training
was available and one noted the video was too fast and could go into more detail. Of
those that didn't attend training, an overwhelming majority indicated they didn't feel
they needed it.

Increase Library staff skills to manage emerging technologies. 100% of staff will understand the
new technology and feel comfortable instructing patrons.

o All staff were trained, and on-call temporary staff also attended. Between 93-96% of
staff felt prepared for the pilot project launch and 81.6% reported they were
comfortable with the pilot project.

Increase understanding of patrons who embrace this technology. Gather detailed demographics
and assessment information from all patrons trained to use eReaders or who borrowed
eReaders to inform service and collection decisions.

e Detailed demographics was collected from patrons returning surveys or responding
online - about half (50.6% were under age 50 and 49.4% above; predominantly female
(78.2%); predominantly White (65.4%), followed by Asian (9.7%), Black/African
American and two or more races (7.4% each), and Latino/Hispanic (4.6%).

Increase Library registered card holders, attracting those interested in eReaders and digital
books.

e Due to the nearly simultaneous launch of Summer Reading programs, it is impossible to
know if increases in library registrations were a result of the eReader pilot project,
Summer Reading or another reason.

Increase circulation of all eBooks available through the Library, including those in the pilot pilot
project.
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Monthly data show an increase in Overdrive (EPUB and PDF formats) use during the
period, from just under 2,000 in February 2011 to just over 5,000 in July 2011 (the most
recent month of analyzed eBook data.

Sacramento Public Library also determined that the pilot project would be successful if it could

provide assessment tools and findings that inform decision making for other public libraries

considering circulating eReaders and downloadable digital books. Among the materials to be

made available via the library website are:

Planning documentation, title selections and strategies, and device log templates
Policies, staff instructions, trouble shooting guides, and procedures

Media ads, news articles, signage and related graphics

Assessment methodology and questionnaires for staff, public and stakeholder surveys,
interviews, and focus groups.

Summary results of surveys, interviews, and focus groups
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The Pilot project

1. Calendar

Activity Date

Grant letter received 2/18/2011

Documentation developed 2/18 —3/18/2011

Staff training 3/21-29/2011

eReaders received and content loaded 4/x -6/2011

Device delivery to branches; launch to public 4/7/11 - 4/xx/2011

Site visits for staff and public interviews 4/15 -21/2011

Stakeholder interviews 4/15 -21/2011; 5/24/11

Borrowers survey (paper and web) 4/7/11-8/31/11

Public training classes 1/15/2011 - 8/27/2011 (will continue
after pilot project period)

Mid-pilot project refresh (content and more 6/24/2011

devices; Lucky Day Nooks)

Site visits, focus groups, stakeholder interviews 7/27 -30/2011

End-pilot project additional devices 8/25.20/11

Pilot project end 8/31/2011

2. Pilot project planning

A pilot project team was formed of staff from collection and public services, technology training,
information technology (IT), and administrative services. The team met weekly, sometimes
more, throughout the pilot project period (2/23/11 —8/31/11) and focused its work on
establishing the policies and procedures required to launch and administer the eReader pilot
project, train staff and the public, identify content, establish schedules for content refresh and
additional purchases of devices and titles, and assess each component of the pilot project
throughout the pilot period (March — August 2011). Specifically, the team was tasked with
research that included: how to purchase eReaders and content, how to catalog, how to circulate,
patron rules, assessment guidelines, materials movement and training. Libraries already
circulating eReaders were contacted by the assessment consultant to understand their
procedures and about eight libraries in California, New Mexico, Arizona and lllinois were
interviewed.

The team developed a detailed task plan including staff and public training (all staff and 150
patrons); device and content selection and ordering (initially 108 pre-loaded eReaders for the
public, 28 for branch staff for training, and two for outreach services); evaluation design for
public and staff (surveys, interviews and focus groups); and, marketing and publicity (media ads,
articles, signage at branches). Lead team members were assigned tasks and deadlines to achieve
this plan for public launch on April 11, 2011 (seven weeks from grant award).
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a. Devices and content
Prior to applying for a grant from the California State Library Sacramento Public Library (SPL)
staff evaluated a number of eReader devices (e.g., Kindle, Sony eReader, Kobo, Nook, etc.) and
determined that based on Barnes & Noble supporting the extended use of titles on multiple
devices and the design and weight of the Nook, that Barnes & Noble would be the supplier for
the pilot project. Further, Barnes & Noble was very interested in partnering with SPL to provide
training to staff and the public, and provide technical and content support to staff.

Also as part of the pilot project planning prior to funding, the Library determined that issues
eReaders with pre-loaded content organized by genre was the best method for testing interest
among its users. Nearly 20 genres were identified initially, however only eleven were
implemented during the pilot project. The device log, titles per genre and total phase-one title
order are in the Appendices.

During the implementation stage of the pilot project SPL was alerted by Barnes & Noble that a
“schools and library friendly” device would be released in spring/summer 2011. Without a firm
date on release, the library decided to postpone as long as possible purchase of additional
devices and content as part of phase-two of the pilot (June/July 2011).

Barnes & Noble supports use of one title on six devices and, in the case of this pilot project,
content use was limited to Nooks. Staff input was solicited for content, and lending patterns for
both eTitles (available to SPL patrons via an annual Overdrive subscription) and print were
evaluated to identify genres and titles. Based on this feedback the team worked with collection
services staff to determine the minimum number of devices per genre and the titles preloaded
to each for phase-one of the pilot project (March-June 2011). It was determined that 20 titles
per eReader was a good number to begin with and content would be added during “refresh”
cycles throughout the pilot period and after.

Transporting devices between branches was an issue of lengthy discussion. Sacramento Public
Library allows holds to be placed on nearly all materials and delivers items to the branch of
choice of the patron. This means delivery delays of between 1-5 days depending on the location
of the branch in the county of Sacramento. The Library also was in the process of implementing
a floating collection procedure as the eReader pilot project was occurring. Balancing eReaders as
part of the floating collection will be assessed when the holds queues diminish (possibly never!).

b. Policies and procedures
The library established a series of policies and procedures before launching the eReader pilot
project, including a eReader use agreement for the public, circulation, troubleshooting the
eReader device, and frequently asked questions (FAQ) materials for staff (see Appendices). The
pilot project trainers prepared training materials and a presentation for staff, and relied on
Barnes & Noble training videos (YouTube) rather than develop custom SPL videos. The
procedures and FAQs were refined throughout the pilot project, and the circulation procedure
issued after staff training was completed remained largely unchanged throughout the pilot
project.

The user agreement was mirrored on an existing use form for in-library use of laptops and
included late fines and a replacement charge. It also requested that participants in the pilot
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project complete a survey regarding training and instructional materials, use of the eReader and
the content selection. The user survey was printed and included with each circulating eReader
carry case, and was available online via the library’s website.

Library staff was excluded from borrowing eReaders during the pilot project period (April-
August 2011). Any holds placed for staff were deleted (and there were more than we expected),
however holds placed for staff family members were retained.

The user agreement will continue to be used after the pilot project ends due to the high cost of
the pre-loaded device and its fragile nature.

¢. Working with Barnes & Noble
What was most interesting to Sacramento Public Library was working directly with a retailer to
establish a sustainable eReader program. Unlike subscribing to an audio book and eBook
aggregator service, such as Overdrive, the Library wanted to implement a long-term strategy to
establish its own eTitle collection, thereby increasing the range of formats available to its users.
Over time, it was anticipated the variety of content and mixed functionality (eBook with human
voice audio rather than computer text to speech) would grow and allow the library to phase-out
more costly and cumbersome formats and devices (e.g., Playaway, etc.). Developing a
relationship with a local retailer such as Barnes & Noble was the first step in that strategic
direction.

Why Barnes & Noble and not Amazon?

To put it simply, Amazon did not respond to requests from the Sacramento Public Library, nor
did they make Kindle-compatible titles available through eBook aggregator services such as
Overdrive during the period of the grant. During the term of this pilot project Amazon did
announce it was working with Overdrive. However, at the close of this pilot project Kindle-
compatible titles were still unavailable through Overdrive.

What about Borders or large book suppliers like Baker & Taylor or Ingram?

Borders was pending bankruptcy, so didn’t seem like a reliable retail partner. Baker & Taylor had
limited eBook titles, as did Ingram. This is not their fault, but rather lies with book publishers
and the consumer market versus the library market. In time most print book suppliers will have
the eContent libraries need and we will purchase from them in a more regularized way. For the
duration of the pilot project, that was not an option.

In developing the pilot project proposal, Barnes & Noble was contacted to determine the extent
of in-kind support, purchase discounts, technical support and the like to this ground-breaking
pilot project. It was agreed that Sacramento Public Library would receive a 10% discount on
devices and Barnes & Noble would provide a minimum of 20 in-library user trainings. The
retailer also agreed to provide extensive technical support given our requirements to filter
access to the eReaders. Beyond the devices and content, Barnes & Noble extended permission
to the library to reproduce instructional materials delivered with the Nooks and other materials
on its website, and provided the library commercial-grade graphics for use in training materials,
collateral for the public marketing materials and media advertisements (see Appendices).
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With permission from Barnes & Noble the library was able to use device images in both is staff
and public collateral, including media and marketing materials. Branding to the funders
(California State Library, IMLS, and Friends of the Sacramento Public Library) was included in
text associated with the pilot project but not in media images due to ad size limitations. Internal
signage does include funder branding and future advertising will include the logos of each
funding entity as appropriate. (see Appendices)

The pilot project methods developed between Barnes & Noble and Sacramento Public Library
has become a model for the retailer with other libraries and schools nation-wide.

3. Training Library Staff

Staff training was developed by Megan Wong, Amy Calhoun and Joe Spink and conducted March
21-29, 2011. All public services staff was required to attend, including on-call temporary staff,
and to respond to a nine question post-training survey. Staff in non-public service units also
were encouraged to attend and did so, especially collection services and logistics (delivery) staff.
Survey results immediately following the training indicated that of the 234 who attended 96.2
percent indicated the circulating eReader process was clearly outlined, 99.6 percent knew who
to contact with questions, and 95.7 percent knew where to find pilot project documentation,
and 93.2 percent thought the training covered their questions and concerns regarding eReaders
at SPL. About 84.2 percent were excited about the pilot project and about 81.6 percent felt
comfortable. Staff also listed 124 questions that could be grouped into 6 major categories:
technical issues, Nook content, damaged/lost/fines & fees, circulation, patron agreement and
survey, and training.

One challenge with the training was the short timeframe from grant approval and pilot project
launch, which meant staff didn’t have time prior to the launch to spend sufficient time using the
eReader. The pilot project team did consider this and allocated a device to each branch that was
to stay in the branch for staff use and to demonstrate to the public. Even with this, staff
commented that they would have liked more hands-on during the training session. This is
something for other libraries to consider as they move into making eReaders available for
circulation.

The staff training survey was conducted again in June to get mid-pilot project feedback
regarding the March training. Ninety percent (100 of 117 staff responding) indicated that the
training was helpful - very helpful, 61 percent watched the video after training and 88.2 percent
found it helpful - very helpful, and 85 percent felt they had enough information to answer
guestions from patrons. The drop in confidence in being able to respond to patron questions
was largely due to the infrequent interaction with the eReaders — they are in constant
circulation and some staff may only checkout a device once a month, decreasing their comfort
level. This result prompted the pilot project team to send reminder messages to staff about
where to locate documentation, etc. and to consider refresher training periodically throughout
the year.

4. Pilot project launch
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The team determined for the public launch that the first check-out of the eReaders would be on
a first come, first served basis. Holds could be placed, but were not applied until a device had
circulated for the first time. All Nooks were in circulation in the first days of the pilot project
launch.

The pilot project was “soft-launched” to the public during National Library Week. Media
announcements appeared in 15 regional newspapers and magazines, including The Sacramento
Bee, Submerge Magazine, Elk Grove Citizen, Laguna Citizen News, Rancho Cordova Grapevine,
and Galt Herald, and Inside Sacramento regional papers (for a full list, see Appendices). In
addition, articles appeared in Sacramento News & Review (SNR) [Goodbye, books?

Sacramento readers, writers and book-lovers respond to the electronic migration. Hugh Biggar
http://www.newsreview.com/sacramento/goodbye-books/content?0id=1953460], and the
Sacramento Magazine [Corinne Litchfield, publication date pending].

The library also ran radio ads with the public radio station (Capitol Public Radio), and placed a
panel ad on its delivery trucks. Table top signage was placed in each branch library and Nook
boxes were sent to each branch for display purposes. Other than training, no other advertising
was done for the pilot project. In hindsight, even this was too much. The team determined for
the public launch that the first check-out of the eReaders would be on a first come, first served
basis. Holds could be placed, but were not applied until a device had been circulated for the first
time.

All Nooks were in circulation in the first days of the pilot project launch. Many patrons saw the
ad in the Sacramento Bee on Sunday, April 10" and visited the two branches open that day —
Central library and the Carmichael branch. At Carmichael one patron was waiting when the
library opened (who later blogged about the pilot project and in early September prepared an
article for Sacramento Magazine and another placed a hold thinking that would secure the Nook
for him to pickup, only to find all had already checked out by the time he arrived. The 12
branches open on Monday’s reported all Nooks checked out shortly after opening, and Tuesday
when the remaining 14 city and county branches were open all Nooks had checked out.

"On launch day | had my first patron check-out a NOOK she was soo
excited. It was right at the time that Rivkah and other managers came to
sing to each branch [sic. National Library Workers Day]. Some how, this
only heightened the patrons sense of excitement.She loved loved loved it!
Her son ended up buying her one. She then scheduled a training on how to
download library eBOOKS. She came in the other day thanking me for me
helping her check-out her first NOOK and helping her with hers."

Belle Cooledge branch, Sacramento Public Library

The pilot project was so popular that 95 holds had been placed by April 12™; there were 223
holds placed by April 14™ and 411 by April 18". By May 2™ there were 753 holds and the queue
surpassed 1,000 holds during the week of May 23™ - about seven weeks after the pilot project
launched.
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Steps to our successful launch of an eReader collection
The following is a brief outline of how we implemented a successful eReader collection.
1) Determine your lending guidelines. See included sample.
a. Do you allow children to check them out?
b. Will you have patrons sign a document acknowledging the replacement cost?
¢.  Will you allow more than one to be checked out to the same patron?
d. Any other lending guidelines you would like to put in place.
2) Determine your budget for the pilot project.

a. Devices
b. Screen Protectors
c. eBooks

d. Carrying cases
e. Badge Holders
3) Decide how to structure the content on your Nooks.
a. Bestseller
Biography
Children
Fiction
Lucky Day (cannot be put on hold or searched for in the catalog. Content includes
fiction and nonfiction popular titles.)
Mystery
Non-Fiction
Romance
Science Fiction
Spanish
Teen
I. Urban
4) Prepare a list of eBooks to purchase for each device. See included sample.
a. Ask for input from your staff
b. Have a selector assigned to the task
c. Use an Excel spreadsheet to easily add up the prices for each genre
d. Include the ISBN in the spreadsheet
5) Create email accounts for your purchases. See included sample.
a. You will need one account for each group of six devices.
6) Create Barnes and Noble accounts for each of the email accounts.
a. Use the same password for all accounts to simplify the ordering and registering
process.
b. When you create the accounts, put the credit card information and shipping address
in.
7) Purchase the eBooks.
a. Split up the ordering between staff members to get it done faster
b. Login to the Barnes and Noble account you are ordering content for
c. Copy and paste the ISBN from the ordering sheet into the search bar on Barnes and
Noble website.
d. Buy the eBook version of the title
e. Be sure to verify the price of the title since it changes frequently. If it has changed,
update the spreadsheet to the new price.
f.  Return the ordering sheets to the selector

Poogo

~T & @ oo

Page | 16



8) Purchase the devices.

a. Order the screen protectors at the same time and ask Barnes and Noble staff if they
can put them on before the devices arrive. They did it for us since we ordered quite
a few.

9) Register the devices and prepare them for cataloging. See included sample.

a. Plugin the devices to charge the battery.

b. Turn on the Nook and step through the registration process. You must have access
to a wireless network to proceed through the registration process. The wireless
network must not have a splash screen that requires acceptance of the usage policy
to connect. SPL purchased and configured a wireless router for this purpose.

c. Download the eBooks to the device. The first five titles will download automatically,
but each title after that must be manually downloaded.

d. Turn on the purchasing password protection to prevent patrons from being able to
order eBooks on the library’s account.

e. Take note of the serial number, genre and email address that the device is
registered to. Leave the form inside the Nook box to help process the Nook when it
gets to Collection Services. If you are tracking the Nooks through a database, also
take note of the barcode that is assigned to the device in the ILS and include it in
your database. You can also include the checklist of things to do when registering
the devices.

f.  Turn off the wireless network to conserve battery life

10) Process the devices into your ILS.
a. Note the barcode that is assigned to the device on the form that is in the box
11) Create training documents and hold several training sessions for staff so they are
comfortable with the lending process.
12) Distribute the devices to the library branches.

a. Use a custom screen-printed carrying case to keep the device and charger in.

b. The barcode and a list of items that are in the bag are placed inside a badge holder
attached to the carrying case via a cable tie.

c. Use plastic bins with a sign indicating that there is a Nook inside to move the Nooks
through delivery. This helps delivery staff identify bins that need to be handled with
extra care. It also helps the receiving branch because they are aware to check that
item in first.

13) Routinely check the ILS to determine how many holds there are and whether Nooks are
overdue.

5. Training the public

Training the public began with the pilot project launch, and one branch held a Nook training
prior to the pilot project beginning due to interest of its patrons. Training of the public occurred
throughout the pilot project with 120 patrons trained by Barnes & Noble trainers, about 80% of
the target of 150 trained. Fifteen of 28 branches scheduled training and were distributed evenly
throughout Sacramento County.

Feedback evidence from 72% of training participants indicate that they were more confident
using the eReader; 27% (5) participants indicated they weren't aware training was available and
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one noted the video was too fast and could go into more detail. An overwhelming majority of
those that did not attend training indicated they didn't need it (e.g., simplicity of using the
eReader).

The following is detail on the patron training supported by local Barnes & Noble staff:

Branch Date Attendees
Arden-Dimick 4/15/2011 4
5/20/2011 2
Belle Coolidge 5/20/2011 6
Central 6/18/2011 3
Colonial Heights 6/24/2011 15 (teens)
Elk Grove 7/12/2011 5
Fair Oaks 6/22/2011 12
McClatchy 6/25/2011 9
North Highlands 5/22/2011 2
1/15/2011 11
North Natomas 5/22/2011 3 (Staff)
7/16/2011 2
7/12/2011 8
Orangevale
7/22/2011 and 6
7/23/2011
Staff training of
Pocket-Greenhaven 6/30/2011 public
5
Rancho Cordova 7/14/2011 3
South Natomas 6/25/2011 3
8/27/2011 4
Sylvan Oaks 6/23/2011 11
Walnut Grove 6/4/2011 2
Throughout
Bookmobile pilot project
period, staff 7
training the
public
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"Here’s a story | won’t forget. A woman inquired about our Nook eReaders. |
explained our lending program, and described how easy to navigate they are.
She said she never thought that she would have been interested in such
advanced technology, but that she was unable to hold books the way she had
when she had when she was young. She set down a copy of Ken Follett’s Pillars
of the Earth (all 973 pages of it). “I just can’t finish reading this: it’s so heavy,”
she said. Her hands were shaking. “Hmmmm,” | thought, and | quickly looked up
our Nooks, took a chance on the Nook Fiction offering, and opened up the
bibliographic information. There it was: Ken Follett’s Pillars of the Earth
available on a Nook! | asked her if she would like me to place a hold on the Nook
Fiction for her. She almost cried: she was so happy that she would have the
opportunity to finish reading the book without feeling pain in her hands. | said,
“Tell your friends about our Nook eReaders.” She said she most certainly would."
McClatchy Branch, Sacramento Public Library

6. Adding content to existing eReaders
The concept of “refreshing” content was determined to be the best method for updating the
title selection. Refreshing adds content to the eReader while leaving the initial title list intact,
and allows library staff to assess high holds queues and understand more accurately the life of a
title on an eReader. Refresh of content on phase-one Nooks was scheduled for the mid-point in
the pilot project (June/July) and it was determined that content would be refreshed on Classic
Nooks purchased in phase-one twice each year and Touch Nooks, purchased in phase-two of the
pilot project, updated quarterly. The decision to target content refresh differently by device type
was based largely on two factors:

o The difficulty encountered adding new content to the Classic Nook due to the splash

screen requirement for Internet filtering, a challenge not encountered with the Touch

Nook.

e Refresh of titles occurs at the branches and continues to be cumbersome. The pilot
project team continues streamlining the procedure at the branch to avoid recalling an
eReader each time content is refreshed, thereby increasing the time it is unavailable to
the public.

Phase-two of the pilot project

The pilot project was envisioned as a two-phase pilot project — (1) implementation and launch,
and (2) mid-point corrections in procedures and policies, purchasing more eReaders and
updating content. Although few changes were made to procedures, many changes were made
to the purchase of eReaders, content and distribution.
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7. Purchasing more eReaders
In phase-two of the pilot (June/July 2011) the plan was to purchase more Nooks and content. In
late June SPL was informed by Barnes & Noble that the new Nook was a touch device, black and
white with the popular and very readable E-Ink, and did not have an Internet browser. The local
Barnes & Noble Community Relations Manager, Laurel Fodor, delivered a Touch Nook to the
library to test and the pilot project team conducted a side-by-side comparison of the Classic
Nook and Touch Nook. The team determined that the Touch Nook would be the only device in
the phase-two purchase.

Also changed with the release of the Touch Nook was greater technical support from Barnes &
Noble as part of its Total Care solution. This service pre-registered the devices, allowed for single
accounts for unlimited Nooks, and provided greater flexibility in moving titles among devices.
The downside of the service was that a title could only be used on a one device rather than on
six devices. After much discussion, the team decided at this point in the pilot project it was more
important to make as much content available with the lowest cost to the grant and other pilot
project support.

Additional eReaders and titles were ordered in late June 2011 and delivered to branches
beginning July 18" and included:
e Recalling the 28 staff and 2 public circulating Classic Nooks to be repurposed as Book

Club Nooks and titles mirrored print titles purchased for book club collections;

e Purchase 48 Touch Nooks to increase the number of devices per genre and provide
relief for the holds queues;

e Purchase 60 Touch Nooks to create a Lucky Day Nook eReader collection (Lucky Day
collections existed for print materials). Lucky Day collections circulate to/from a specific
branch, and holds cannot be placed on materials so designated. Lucky Day eReaders
have best seller content only.

e Purchase 108 carry bags with pre-printed library logo

e Refresh content on Classic Nooks only once during the pilot project instead of twice as
originally planned (this was decided based on the difficulty encountered loading the
original content to the Classic Nooks due to the filtering requirements).

e Change desk signage in branches — “New Nooks and more titles coming soon”

Two-hundred-forty-five (245) eReaders were in circulation by July 18™.

Remaining funds were used in late August to purchase 70 additional devices and content
swapping out Classic Nooks for Touch Nooks (final total 315 eReaders purchased). Interviews of
the public and staff occurred in April and July 2011; focus groups were successful in July 2011;
patron surveys were collected throughout the pilot project period (244 received by August 30™).
Media at branches was updated with each refresh.

"My husband checked out a Nook with children's books on it for our 11 year old
son who is a VERY reluctant reader - he turns his nose up at pretty much any
book we have brought to him with only a few exceptions. The first day we had
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the Nook he read 3 books and over the course of our three week check-out
period he read 8 more books! Needless to say once we had to turn it in we ended
up buying one for him!" Staff member, Fair Oaks branch, Sacramento Public
Library

8. Holds, and more holds
As noted earlier in this report, holds queues were a challenge from the very beginnings of the
pilot project. By late June, about mid-point in the pilot project, holds on Nooks were:

Genre Holds Checked Total Holds Holds
4/18/11 out Nooks 6/29/11 per
(soft in Nook
launch Genre 6/29/11
4/10/11)
Best Seller 78 27 30 255 8.5
Biography 21 5 6 98 16.3
Children 19 3 6 101 16.8
Fiction 48 18 18 161 8.9
Mystery 47 5 6 199 33.2
Nonfiction 29 6 6 134 22.3
Romance 16 6 12 98 8.2
Science 25 6 6 95 15.8
Fiction
Spanish 6 2 6 17 2.8
Teen 20 4 6 92 15.3
Urban 12 6 6 61 10.2
Fiction
321 88 108 1,311 12.14

By August 22™, a week from the end of the pilot project, holds-by-genre had reached a plateau
of sorts and were:
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Genre Holds Checked Total Revised Holds Holds
4/18/11 out Nooks Nook  8/22/11 per

(soft in Totals Nook
launch Genre  (July) 8/22/11
4/10/11)

Best Seller 78 27 30 35 248 7.1
Biography 21 5 6 18 90 5.0
Children 19 3 6 18 144 8.0
Fiction 48 18 18 18 192 10.7
Mystery 47 5 6 24 111 4.6
Nonfiction 29 6 6 18 181 10.1
Romance 16 6 12 12 106 8.8
Science 25 6 6 18 120 6.7
Fiction
Spanish 6 2 6 6 13 2.2
Teen 20 4 6 12 140 11.7
Urban 12 6 6 6 71 11.8
Fiction
Lucky Day 60

321 88 108 245 1,416 5.8

As the pilot project came to a close and expenses were being reconciled, funds unspent on pilot
project assessment (about $13,000) were reassigned to purchase more eReaders and titles with
approval from the California State Library. This purchase put another 70 shelf-ready Nooks into
circulation.

"We have a patron that came in asking if she could check out our Lucky Day
Nook and take it on a European vacation. She was going on a tour of Germany
and Belgium by herself (with a tour group) and wanted to have books to read
without lugging a bunch of books with her. She’d never tried an e-reader before
and really wanted the experience. She picked up her Lucky Day Nook two days
before her trip and right now (Sept 21) our Nook is having the time of its life in
Europe. She called me from her hotel wanting to know if it was okay to charge
it up with her standard electrical converter. Joe Spink answered that question
that if her converter had already successfully charged her camera and cell phone,
then it would do fine with the NOOK. The only thing | wish | had asked her to do
was take a picture with the NOOK along the River Rhine in Germany, the Market
Square in Bruges or any other famous European landmark that she might visit. |
can’t wait to hear where it’s been when she returns it." I1selton Branch,
Sacramento Public Library

Page | 22



Pilot project corrections—wh at wor ked and what di dn’
The purpose of the pilot project was to test a range of operational activities to support a large-
scale eReader circulation program with the expectation that course corrections would be made
throughout the pilot project. Surprisingly, only a few changes were made and if the library was
to do it over again a few launch activities would have been different.

a. Technical issues
Damaged or non-working eReaders — A process was put in place to streamline time spent
troubleshooting technical problems with returned eReaders (e.g., book won’t open, low battery
causing reset of device, etc.). Dealing with technical problems was anticipated, but the extent to
which the public did not follow instructions included with the eReaders far exceeded our
expectations. Unfortunately, centralizing troubleshooting tasks to our technology trainer means
delays in keeping eReaders available for public use. It takes between 1-3 days to get a device
from a branch to the Central library for evaluation then, depending on the problem, another few
days to get it to the branch for the next patron in the hold queue.

Loading content and Children’s Internet Protection Act (CIPA) compliance — The grant from the
California State Library is from its Library Services and Technology Act funding, which requires
any Internet-accessible hardware or content to be filtered. To comply with this requirement
meant SPL had to develop a splash screen describing the filtering requirement and patrons using
the devices had to accept this use agreement to use the eReaders. The pilot project launched
with 108 Barnes & Noble Classic Nook eReaders. Using the SPL public wireless routers to load
the content created a procedural nightmare —turn on the device, accept the Internet use
agreement, restart the device, then log in to the Barnes & Noble site to accept the content
download. The first content load took hours per device. After two days of experimentation —
going to another branch library (traffic at branch didn’t speed up the process), going to the local
Barnes & Noble store (network could not handle the load) - SPL purchased a router to be used
specifically for eBook content that was off the public access wireless grid, thereby not requiring
the extra step of accepting the Internet use splash screen.

Content loading on the Touch Nook, released late in June as part of phase-two of the pilot
project was much simpler, but still required using the router off the public wireless grid. The
pilot project team and collection services staff was able to load content on Monday, when most
branches are closed to the public, and load all the new titles. It is important to note that Barnes
& Noble delivered the Touch Nooks pre-registered so all we needed to do was log them into the
library device database and load the content. No splash screen is required because the wireless
access is disabled and access is hidden in the registration setup not visible to patrons.

b. Media outreach and marketing
Pilot project marketing changed almost from the very beginning. The plan was to develop large
poster boards for branches to advertise the pilot project, but it was determined that smaller
signage would be more effective, and use of the Nook boxes as shelf place holders would be
more eye-catching. With the almost immediate trajectory and the massive holds, signage was
changed to reflect reserving a Nook rather than borrowing one! Mid-pilot project (July) signage
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was updated to indicate content refresh, downplaying the devices and focusing on new titles.
Examples of the signage appears in the report Appendices.

Next steps
Library staff and out patrons experienced a great deal with this pilot project and the following
outlines some of staffs’ learnings:

Staff training — all staff — is essential

Test implementation methods then test them again, and again

Documentation — keep it all, every revision

Advertising and marketing — we placed paid ads, but I’'m not certain we needed to. The
website, Friends/Foundation newsletter, signage in libraries and word of mouth seems
to be working very effectively for us.

Flexibility of staff and constant feedback is essential - to refine procedures, test/trouble
shoot devices, what works/what doesn’t work procedurally. Staff surveys were
invaluable for future planning.

Staff pilot project team needs to include staff from all units of the library, not just public,
collection services or communications/marketing.

e Forinstance, although we spoke with logistics staff throughout the pilot project
(they move materials around our system), they needed to be present at most of
the meetings to fully understand the impact their schedules had on the success
of the pilot project. The ability to move eReaders quickly through the system,
and without damage, was critical.

There is still much to do to continue to improve the program and the following outlines some of
the ongoing activities associated with the eReader pilot project:

Continuous refinement of procedures and policies

Investigate reasonable procedures for loading/delivering custom/patron requested
eBook content on eReaders

Methods for archiving and making accessible titles removed during content refresh
Device transition procedures — dealing with legacy devices

Color eReaders

Nagging vendors and publishers about the need for more audio-enabled eBooks — there
are insufficient titles available. This also is a problem with foreign language eBooks.

Assessment

In January 2011 the Sacramento Public Library (SPL) received an "LSTA Pitch an Idea Grant" from
the California State Library to spearhead a partnership with Barnes & Noble to circulate

eReaders. The pilot project is coordinated by Deputy Director, Denise Davis, and a ten member
staff eReader Team.
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Sacramento Public Library’s eReader program is now providing our library service communities
with more than 300 circulating eReaders that are pre-loaded by genres (best seller, mystery,
romance, science fiction, non-fiction, and others) that can be borrowed for a 3 week loan period.
People have embraced the opportunity to use an exciting new format and are being encouraged
to become more transliterate. SPL is pleased to help bridge the digital divide by providing
people, who could not otherwise afford this chance, with eReaders.

This innovate eReader program consists of two main components- the actual circulation of
eReaders by a public library, and, perhaps even more significant, a set of assessment tools that
will guide other public library administrators in making decisions regarding digital content and
the circulation of eReaders in their own libraries. In this endeavor, Sacramento Public Library
hopes to make the experience of other libraries smooth and seamless. Sacramento Public
Library remains committed to this assessment, as expressed in the initial proposal narrative to
the California State Library by focusing on three critical areas:

1) Device usability

2) Content readability, and

3) User adoption.
These variables, as well as impact on staff, will help determine whether or not other California
libraries can feasibly implement this pilot project.

The assessment portions of this report include the results of surveys completed by eReader
borrowers and three surveys of library staff. It also summarizes findings of the contract
evaluator who conducted on-site interviews of library staff, users, and stakeholders in 20 of the
system's 28 libraries and led two focus groups of eReader users in April and July 2011. In
addition, the staff eReader Team collected and organized information and materials as they
developed the pilot project's process, procedures and promotion.

Page | 25



Assessment Phase #1- Summary Report

Phase 1 of the assessment included: Staff training program survey; On-site interviews of library

staff, library patrons and stakeholders; and eReader borrower surveys

eReader Qualitative Schedule, April 2011

Public Focus
Date/Time | Library Hours Staff | Observation| Grp Debrief |  Staff
16Apr
9:0011:00 | NAT (1) 2901 Truxel Rd. 9to 5 Y Y N Denise
11:0012:30 | lunch/trave
12:3e2:00 MCC (2) 2112 22nd Street 9to 5 Y Y N
2:002:30 travel
2:364:30 CAR (3) 5605 Marconi Ave 10to 5 Y Y N
18Apr
11:361:30 | CHS (1) 4799 Stockton Blvd. | 10to 6 Y Y N Denise
1:302:00 travel
2:004:00 SOuU (2) 6132 66th Ave. 10to 6 Y Y N
4:005:00 dinner/trave
7340 24th Street arrive by
5:008:00 KIN (3) Bypass 5pm Y Y Y
19Apr
9to 12,1 to
11:0612:00 | WAL (1) 14177 Market Street| 5 Y Y N Megan
12:001:30 lunch/trave
1:362:30 COU (2) 170 Primasing Aveny 12:30to 6 Y Y N
2:303:30 travel
3:305:30 ELK (4) 8900 Elk Grove Blvd | noon to 8 Y Y N
20Apr
CEN (1) 828 | St 10to 8 Y Y N Manya
RAN (2) 9845 Folsom Blvd. | 10to 6 Y Y N
ORA (3) 8820 Greenback Ln | 11 to 6 Y Y N
Unknown
4) Y Y Y
21-Apr
9:0011:00 | NHI (1) 4235 Antelope Rd. | 10to 6 Y Y N Jonathar|
11:0011:30 | travel
11:301:00 RIO (2) 902 Oak Lane 11to 6 Y Y N
1:062:30 lunch/trave
2:304:00 NNT (3) 4660 Via Ingoglia noon to 8 Y Y N
4:004:30 travel
4:306:00 DEL (4) 920 Grand Ave 10to 6 Y Y N
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Staff Training Program Survey

Trainings for the eReader pilot project were developed and conducted for all staff in March 2011.
Seven staff trainings were offered over the course of two weeks, and more than 200 frontline
staff were mandatorily trained. At the end of each training seminar staff members were asked
to complete a six question yes/no evaluation form, also indicating their job title and including
guestions about the pilot project. The training program received very high marks. Evaluation
forms were returned by 234 staff members, and more than 80% indicated "yes" on all questions.
For example 96.2% said the process for the new service was clearly outlined in the training.
APPENDIX A shows the complete survey report.

On Site Interviews

Following the launch of the Sacramento Public Library's (SPL) eReader lending on April 10, 2011,
the contract evaluator conducted on site interviews of library staff, users and stakeholders from
April 16th- 21st, in 17 of the system's 28 libraries.

Library staff and users were interviewed in the following libraries:

-Carmichael- 5606 Marconi Ave, Carmichael

-Central- 828 | Street, Sacramento

-Colonial Heights- 4799 Stockton Blvd., Sacrament

-Belle Cooledge- 5600 South Land Park Ave., Sacramento

-Courtland- 170 Primasing Ave., Courtland*

-Del Paso Heights- 920 Grand Ave., Sacramento

-Elk Grove- 8900 Elk Grove Ave, Elk Grove

-Isleton- 412 Union Street, Isleton

-Ella K. McClatchy- 2112 22nd Street, Sacramento

-Martin Luther King- Jr.- 7340 24th Street, Sacramento

-North Highlands-Antelope- 4235 Antelope Rd., Antelope

-North Natomas- 4660 Via Ingoglia, Sacramento

-Orangevale- 8820 Greenback, Ln., Orangevale

-Rancho Cordova- 9845 Folsom Blvd., Sacramento

-Rio Linda- 902 Oak Land, Rio Linda

-South Natomas- 2901 Truxel Rd., Sacramento

-Walnut Grove- 14177 Market Street, Walnut Grove
*Only staff were interviewed at Courtland and Isleton because no users were in the library at
the time of the interviews.

These libraries were selected for the informal patron "intercept" interviews because of location
in the county, hours of operations and staffing levels, as well as communities served by these
libraries. These interviews illustrated that positive progress was evident even at an early stage of
the program.
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Interviews with public

These impromptu interviews with the public consisted of four questions. People willing to
answer these questions were asked to sign a brief consent form before responding. Only two
people of more than 60 approached by the evaluator throughout the week refused to be
interviewed about the new eReader program.

There is similar zeal among library users. While 65% of the 61 people interviewed had not heard
about the library lending eReaders, almost everyone enthusiastically volunteered that it's a
good idea. Even the users who prefer and are concerned about protecting traditional books
think it is important for the library to keep up-to-date with technology as one way to promote
reading.

Interviews with staff

The interviews of library staff were also unscheduled, although staff was aware of the days and
approximate times of the visit. Available staff members in every classification were asked to
respond to five questions (see APPENDIX B).

All the Nooks checked out on the first day they were available, which varied by branch
depending upon days of operation. The interviews with staff found 100% agreement that
lending pre-loaded eReaders is a good idea. The training for all staff was well received and has
helped create enthusiastic involvement and support of this new service. In the staff interviews
many mentioned that the eReader pilot project helps the library stay relevant and up-to-speed
on new technology. The procedures are working. Staff are telling their friends and promoting
the new service to library users.

Interviews with stakeholders

Phase #1 of the assessment also included interviews with stakeholders, among them Stacey
Aldrich, California State Librarian (4/14/11), Rivkah Sass, Director, Sacramento Public Library
(4/14/11), and Jan Lindstrom Valerio, West Coast Regional Community Relations Manager,
Barnes & Noble Booksellers (5/24/11). There were also meetings with the eReader Team
members, Berta Boegel, Jonathan Barber, Megan Wong, Manya Shorr and Amy Calhoun,
(4/18/11), and SPL Management Council (4/20/11).

The State Librarian, Stacey Aldrich, remarked that one of the outcomes of the grant pilot project
should be practical information regarding the development and evaluation of an eReader pilot
project. Aldrich referred to it as a model for partnership and noted the importance of Libraries
staying involved in the eBook debate and the relevance to libraries as-providers and
preservation of access.
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Rivkah Sass, SPL Director, added more outcomes regarding-changed perceptions about the
library and the goal of winning Library Journal’s Library of the Year award in 2013. She believes
the pilot project is off to a good start and gives the library a good opportunity to engage the
community and introduce new technology. She agrees that partnerships are vital. She is clearly
focused on involving all the staff in moving the library forward, building relationships, and
keeping the community safe.

Jan Lindstrom Valerio, West Coast Regional Community Relations Manager, Barnes & Noble
Booksellers also believe the pilot project has had a strong start and has enjoyed working with
the SPL staff. Other libraries have heard about the pilot project, and she is developing a model
template to share the SPL experience. The B&N team is also working on a process to make it
easier for libraries to do multiple book downloads. She recently made a presentation about the
SPL pilot project at a B&N corporate conference and got the attention and interest of their
company President. She wants to continue learning from SPL and is eager to continue providing
service to the library. "The sky is the limit."

A meeting with eReader Team members included a report that recent visits to all 28 libraries
found that staff in 27 of them had already been through the Nook check out process and all
understand the pilot project. The Team decided that when it is time to refresh the eReader
content that they will add new titles but not delete any already loaded. The most difficult part of
the pilot project has been the short decision making turnaround time. The initial round of
loading content onto the eReaders was also challenging due to the nightmarish process caused
because of Internet filtering. The eReader team is well into dealing with details of the pilot
project, is focused on upcoming decisions such as how many more eReaders to buy, and will
continue to involve all staff as required outcomes and assessment are being monitored.

The Management Council, a senior and executive SPL management group, sees the relevance of
the eReader pilot project to the future of public libraries and is pleased at its overall positive
reception and the visibility it has created. The group discussed future investment, the role of the
eBook vendor, the need to estimate the impact of the pilot project on staff and infra-structure,
and patron response.

Conclusion- Assessment Phase 1

The eReader pilot project showed immediate success, much of which can be attributed to staff
involvement and support. The partnership with Barnes & Noble Booksellers is strong. The
procedures are effective. Unforeseen details are discovered and then dealt with. The eReader
Team members work together amazingly well and are monitoring the expected outcomes. The
number of holds placed in the first weeks, 999 on May 23, 2011, makes it clear that more Nooks
are needed. Continued careful planning is essential.
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Assessment Phase 2- Summary Report

Date Time Location Focus | Site Interview Staff Assisting
Group | Visit
July 27, 10:00am CEN Meet with Denise CONFIRMED
2011 about pilot project
Wednesday assessment, schedule,
etc.
Noon- Arrive
1:00pm SPL/Lunch
1:30- CEN eReader team meeting CONFIRMED
3:00pm
3:00- CEN-DIR Meet with Rivkah Sass CONFIRMED
3:30pm about pilot project
outcomes, etc.
4:00- Dinner
5:00pm
6:00pm ARC X Barbera Bass Amy Calhoun
setup 2443 Marconi Ave, Sac
6:30-8pm
July 28, 9:00am- CEN
2011 9:30am
Thursday
10:00am CEN
11:00am CEN-CSD Meet with CSD staff
about processes, etc.
Noon Lunch
1:30- South NAT X Lana Adlawan and staff CONFIRMED
3:00pm 2901 Truxel Rd, Sac
3:30-5pm | McKinley X Shari Nichelini and CONFIRMED
staff, patrons
601 Alhambra Blvd, Sac
July 29, 9:00am Councilmember Sandy CONFIRMED
2011 Sheedy, 915 | St, 5™ Denise Davis
Friday floor
10:00am
11:30am- | LUNCH/
1:00pm travel
1:00- NNT Meet with Karen CONFIRMED
1:45pm Thomas, Friends of the | Karen A.
Library Thomas

North Natomas Branch
2500 New Market
Drive, Sac

www.NorthNato
masFriends.org

Page | 30



http://www.northnatomasfriends.org/
http://www.northnatomasfriends.org/

2:30- FAI Christie Hamm and CONFIRMED
3:30pm staff
Fair Oaks Branch
11601 Fair Oaks Blvd,
Fair Oaks, CA
July 30, 10:00am ELK Ray Stanley Vicki Rondeau
2011 setup Elk Grove Branch
Saturday 8962 Elk Grove Blvd
Elk Grove, CA
10:30am- | ELK
noon
LUNCH/
travel
2-3:30pm | NNT Suzy Murray, branch Confirmed
(North manager (out
Natomas) Saturday). Talk with

other staff.
North Natomas Branch
2500 New Market
Drive, Sac

By July 2011, the eReader pilot project was going strong and growing. Classic Nook content was
'refreshed' with 20 new titles and 108 new Touch Nooks were purchased and preloaded with

the original 20 titles and the new 20 titles. Sixty of the Touch Nooks were assigned to 'Lucky Day'

collections in the branches browsing collections that cannot be reserved. There are now 246

Nooks in circulation. By July 19, week fifteen of the pilot project, there were 1022 holds - an

average of 5.5 holds per Nook.

The pilot project assessment continued with:

- A Sacramento Public Library Staff eReader Survey

- A Sacramento Staff eReader Mid-pilot project Survey

- The continued Sacramento Public Library Patron eReader Survey- completed by

patrons borrowing eReaders

- A second site visit on July 27-30, 2011 to interview library staff, users,

stakeholders, and two focus groups of eReader borrowers.

Staff Surveys

An online Staff eReader Survey was administered in June 2011 and received 117 responses. As a

follow up to the training survey that included evaluation forms from 234 staff, this created
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somewhat of a "temperature gauge" of staff experience thus far. Although there were exactly
half as many responses to the June online survey, the thoughtful comments on many questions
suggest that staff are engaged and involved. More than 96% completed the eReader training
and 85% feel confident enough to answer questions about the pilot project. They definitely
want more staff Nooks and more hands-on training both for eReader lending and for helping
people download eBooks. Staff reports that patrons are excited about the eReaders and would
like more. The “buzz" is mostly positive, for example:

"Seems like a smoothly run pilot project. | felt ready to handle patron inquires
when we rolled out the Nooks. Even though | don't have my own yet, | love the
service we're providing our patrons."

The Staff eReader Mid-pilot project Survey, distributed mid- July through early August, received
74 responses and focused largely on the interactions between staff and eReader users. The
survey shows that 90.3% have enough information to answer questions about the pilot project
and 98.6% know where to get more information. They have received no negative comments
about the pilot project; 62.5% of comments are positive and 37.5% are very positive.

"People are thrilled to be able to try these eReaders for free, and they seem divided between
preferring paper and wanting to run out and buy their own. We've had a couple of early returns
because the patron purchased their own after trying it out for a few days (sadly they didn't get
to keep all the great titles that are loaded onto ours!!)"

"I think the hold list speaks for itself: many people are excited to try out a Nook from their
library. We have several patrons who liked it so much they placed additional holds. Patrons have
also reported that they like the loaded Nooks because the titles act as a library
recommendation: they end up reading things that they might not have tried otherwise."
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Patron Survey

By the end of July, 176 patrons completed the online SPL Patron eReader Survey with, overall,
favorable responses. Some positive results showed that 98.6% found library staff very helpful in
answering their eReader questions, 85.2% had no problems with the eReader, and 81.8% were
using an eReader for the first time. More than 95% of the eReader borrowers did not attend a
Nook training class or watch the instructional video. It is worth noting that 111 respondents
took the time to share comments about the new service, indeed, the whole survey report is
worth the read.

On-Site Interviews and Focus Groups
In late July, the contract evaluator conducted on site interviews of library staff, users, and
stakeholders and led two focus groups. The work took place in 7 of the system's 28 branches.
- Arcade- 2443 Marconi Ave., Sacramento
- Central- 828 | Street, Sacramento
- Elk Grove- 8900 Elk Grove Blvd., Elk Grove
- Fair Oaks- 11601 Fair Oaks Blvd., Fair Oaks
- McKinley- 601 Alhambra Blvd, Sacramento
- North Natomas- 4660 Via Ingoglia, Sacramento
- South Natomas- 2901 Truxel Rd., Sacramento

Interviews of Library Users and Staff

Sixteen library users agreed to informal/on-site interviews, signed consent forms and responded
to a brief questionnaire about the eReader program. Only two of the library users interviewed
(12.5%) had previously heard about the eReader program. All thought the program is a good
idea, and all are interested in borrowing the Nook, with the exception of the woman who has
her own.

Fifteen library staff in the branches visited also responded to a brief questionnaire. One-
hundred percent of staff interviewed said the eReader pilot project is a good idea, has been well
received, and continues to generate interest. They liked the training and don't feel like they
need more. Sixty-six percent find the pilot project less stressful that other new technologies
they've dealt with (compared to 95% in the first round of on-site interviews). Several comments
referred to the Refresh process as tedious and time consuming.

The Collection Services Department Staff gave the pilot project lower rankings (2, 7, 7-8 and one
10) than those given by the eReader Team. They're convinced the partnership is valuable but
needs work. The invoicing procedures have been least successful and downloading is time
consuming. "We have a 103 page American Express bill. It is all very complicated. There are 41
accounts in a system not designed for multiple sales. B& N could improve the system, but if we
have one account that would mean titles could not be used on six devices." In spite of these
problems there is general agreement that the pilot project is a good direction for the library to
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go in, but it shouldn't replace downloadable books such as are accessible through the library’s
databases and may appeal to different user groups such as children seeking material for their
homework assignments and people who use the library virtually.

Interviews of Stakeholders

The stakeholders interviewed in phase #2 of the assessment included Rivkah Sass, Director of
the Sacramento Public Library (7/27/11); Sandy Sheedy, Chair SPL Board and Sacramento City
Council Member (7/29/11); Karen Thomas, President, Friends of the Library, North Natomas
Branch (7/29/11); eReader Team (7/27/11); and Collection Services Department Staff (7/28/11).

Following the site visits were telephone interviews with Jan Lindstrom Valerio- West Coast
Regional Community Relations Manager, Barnes & Noble Booksellers (8/2/11) and Laurel Fedor,
Sacramento Community Relations Manager, Barnes & Noble (8/1/11).

The phase #2 stakeholder interviews provided a trenchant and timely report on pilot project
progress from a variety of perspectives. From the top, Rivkah Sass, SPL Director said the eReader
pilot project has exceeded the objectives and expectations, has been well received, and has
generated attention and improved the profile of the library. It has engaged trained and
energized staff. "The only area where improvement is needed is the complexity of managing
content......The last challenge is discovering how to make procurement more seamless."

Sandy Sheedy, Chair of the SPL Board and City Council Member, was positive about the pilot
project and said she has been telling people about it. "It is a service the library needed to
provide." She also noted that eBooks are cheaper than traditional books, which will be
considered as the library deals with budget cuts.

Karen Thomas, President, Friends of the Library, North Natomas Branch, also noted that eBooks
cost less and at the time of budget cuts the eReader pilot project has helped make the public
more aware of the library's relevance. "It’s a good idea, and it's good to have the library on the
cutting edge."

The eReader Team ranked pilot project progress from 8 to 10 on a scale of 1 to 10, and their
comments provide a good overview of some of the team’s observations regarding their progress,
for example:

-The Facilities Department (materials logistics/delivery) should be represented on the Team
-There have been some problems with the Refresh process.

-Staff training was very successful.

-Megan Wong and other team co- members have been very accessible and provide good
support.

-There has not been much need for or interest in the public training sessions.

-The Lucky Day Nooks are VERY popular.
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-The checkout checklist is essential and helpful.

-There are continuing issues with promotion...How much should be done when the hold lists are
so long? Are staff aware of all the materials available and how to use them?

-There is growing interest from other libraries and B&N stores.

-Only two Nooks have not been returned and have gone into the overdue collections queue.

Both Barnes & Noble contacts-- Jan Lindstrom Valerio, West Coast Regional Community
Relations Manager, and Laurel Fedor, Sacramento Community Relations Manager-- spoke with
great enthusiasm about their work with SPL staff. They describe the staff as smart and tech
savvy and are convinced that a strong pilot project model has been developed. "The information
sharing has been excellent." The pilot project has been featured in the B&N President's online
newsletter, and they are receiving inquiries from stores across the nation.

They believe the pilot project has been beneficial for Barnes & Noble financially while helping
the stores connect with their community. "We tell people they can borrow eBooks from the
library." Both also mentioned they are planning a district-wide fundraiser for libraries this fall.
They were initially surprised that the public training they provided in SPL branches did not
attract large audiences but have since come to realize that this may be because people simply
don't have problems with the Nook.

While it appears the B&N- SPL partnership has been positive and productive, there are still
issues with content management and acquisition. Laurel said, "We have worked to solve things
together." Additional collaboration in the future will benefit both parties

Focus Groups

Two focus groups were held at the Arcade and Elk Grove branch libraries, respectively. The
summary notes of the focus groups suggest they were spirited information exchanges about the
new service and eBook technology in general. Both groups were very positive about the eReader
pilot project and see it as an important direction for the library. The two participants in the very
small first 'group' offered some suggestions. They would like to be able to download their own
choice of books to the Nook and would like an easier way to see the list of titles available on the
Nooks. The second group of five participants was more interested in the device than the
collections, said they will help promote the service and suggested a link on the library's website
that they can use on blogs, Facebook etc. They think the pilot project should be advertised more,
and they were not aware of the library's existing eBook collection.

Conclusion- Assessment Phase #2

The pilot project continues to move ahead with momentum and has been very well received by
library users. Staff are involved, engaged and well trained. The partnership with B&N needs to
be developed, particularly around the issues of content acquisition and management.
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Assessment - Final Remarks
This paper has documented the overall success of a pioneering pilot project and provides the

tools to share the experience with other libraries. Note that three critical strategies made the
success of this pilot project possible within a very short time.

1. Strongly led by top management yet well deserving of the 'team’ title, the eReader team
represents staff from all library classifications. Constantly in contact with one another, the group
meets in person almost weekly and works well together. Staff comments attest to the constant
support given by the eReader Team.

2. Training was provided to all staff and focused on pilot project purpose and procedures as well
as the equipment. The assessment surveys and interviews found that staff are not only engaged
in the pilot project but also feel a sense of ownership towards it- caring enough to suggest
changes and improvements and understanding its value for keeping the library on the cutting
edge of new technology.

3. The library has explored innovative ways to acquire and own eReaders and eBooks, has been
able to provide training for the public as well as for staff, and has investigated different models
of service surrounding the role of eBooks in public libraries. This has all been possible because of
a strong partnership with Barnes & Noble.

At a time when the eBook marketplace is crowded with debate and uncertainty, the partners
continue to work together on issues of content acquisition and management. They continue to
share experiences that will benefit both libraries and bookstores nationwide.
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Appendices

1. Media Summary
Media schedule and contact summary http://www.saclibrary.org/file/579.pdf

Advertisement pieces

e Ad landscape http://www.saclibrary.org/file/574.pdf

e Ad portrait http://www.saclibrary.org/file/575.pdf

e Ad Spanish language http://www.saclibrary.org/file/576.pdf
Staff awareness, Friday Finale http://www.saclibrary.org/file/578.pdf

2. Questionnaires
Staff, public, focus groups, interviews (staff, public and stakeholders)
http://www.saclibrary.org/file/581.pdf

3. Staff Training and Support Materials (lnstru.
Training and support materials (http://www.saclibrary.org/file/586.pdf) include:
e Staff training schedule

o eReader operating instructions
e eReader YouTube video

e FAQ’s to staff

e FAQ’s to patrons

e eReader use agreement

4. Nook Staff Training Evaluation Summary
At the end of each Nook training seminar, staff members had the opportunity to complete a six
question (Yes/No) evaluation form that asked the following questions:
A Did this training address your questions and concerns regarding Nooks at SPL?

Do you feel comfortable about this project?

Do you feel excited about this project?

Do you know who to contact if you have questions?
Was the process clearly outlined?

> > > > > >

Do you know where all of the documentation is?

Staff members also had the option of indicating their job title and to list any questions regarding
the introduction of the Nooks.

Evaluation forms were received from 234 staff members. The table below provides the percent
of the respondents that indicated “Yes” for each question (listed in descending order).
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Question % Yes

Do you know who to contact if you have questions? 99.6%
Was the process clearly outlined? 96.2%
Do you know where all of the documentation is? 95.7%
Did this training address your questions and concerns regarding Nooks at SPL? = 93.2%
Do you feel excited about this project? 84.2%
Do you feel comfortable about this project? 81.6%

More than 80% of the staff members indicated “Yes” on all questions, and more than 90% of
staff members indicated “Yes” on four of the six questions. Based on these data, it is apparent
that the training seminars were very effective in explaining the process. The data also
demonstrate that most staff members are excited, comfortable and ready for this process.
Graphs for each question follow on pages 2-4.

Staff members also listed 124 questions, which have been grouped into the following seven
categories:
Technical issues

Nook content

Damaged/Lost & Fines & Fees
Circulation

Patron Agreement & Survey
Training

Other

All questions have been listed, even though many questions (for example, questions regarding
Nook recharge) are similar. Questions are listed on pages 5-8.

> > > > > > >

Question 1: Did this training address your questions and concerns regarding Nooks at SPL?
Yes =93.2%

100.0%
80.0%
60.0%
40.0%
20.0%

0.0%
Yes No Blank

Question 2: Do you feel comfortable about this project?
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Yes = 81.6%
100.0%

80.0%

60.0%

40.0%

20.0%

0.0%

Yes No Blank
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Question 3: Do you feel excited about this project?
Yes = 84.2%

100.0%
80.0%
60.0%
40.0%
20.0%

0.0%
Yes No Blank

Question 4: Do you know who to contact if you have questions?
Yes =99.6%

100.0%
80.0%
60.0%
40.0%
20.0%

0.0%
Yes No Blank

Question 5: Was the process clearly outlined?
Yes =96.2%

100.0%
80.0%
60.0%
40.0%
20.0%

0.0%
Yes No Blank
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Question 6: Do you know where all of the documentation is?
Yes =95.7%

100.0%

80.0%

60.0%

40.0%

20.0%

0.0%
Yes

Question 7: Title

List of 124 staff questions organized by category

LSA

ON-CALL

LIBRARIAN

BRANCH SUPERVISOR
CIRCULATION SUPERVISOR
N/A

MANAGER

ADMINISTRATIVE ASSISTANT

CsSb
LIBRARY ASSOCIATE

LIBRARY SERVICES SPECIALIST

LIBRARY TECNICIAN
TRAINER
VOLUNTEER COORDINATOR

Technical Issues

AN

Will the patron be able to re-charge the Nook? Will it be easy?

How long is recharging time?

How long does it take to recharge?

How long to recharge?

How long will the battery hold a charge?

No

20

40

60

Blank

80

How long do the Nooks hold a battery charge?

100 120
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7. How do you charge the Nook?

8. Canyou use the Nook while charging?

9. Airplane mode — check it. What to do if patron changes settings?

10. Airplane mode — can customer remove and set up Wi-Fi?

11. How can we regulate the actual contents on the Nook? Will the patrons be allowed to take
the Nook off airplane mode?

12. Can customers turn off airplane mode and surf the net on their own Wi-Fi network?

13. How can you make them “fiddle-proof” so content cannot be added or deleted?

14. Are customers able to add content? Do they need to be re-imaged upon check-in?

15. How will you know if the machine has been altered?

16. Is it possible for patrons to delete titles from the Nook?

17. Are the A/C adapter and other cords being barcoded?

18. Why is a USB cord included?

19. Can we have replacement USB power cords on hand at the branches?

20. Do the Nooks have RFID tags for security and check-out?

21. RFID tagging?

22. Can you wipe the Nook down to clean the surface of germs?

23. How do we clean the Nook?

24. Do we need to check the condition of the bag?

25. Do we want to send Nooks in delivery?

26. Are these being transported in the blue carts?

27. Will branch book drops be relabeled to indicate that all Nooks should be returned to
circulation desk?

28. Locked receptacle, where are we going to put it?

29. Can the video be saved onto the Nook itself?

30. What are the possible types of technical problems [can there be] on the device?

31. Does the font size allow for Large Print?

32. Liability on the patron if it just poops out — no negligence on their part?

33. To send requested Nook to another branch, put in banker’s box as opposed to blue bins?

34. Would there be any way to use the Nook “Lend Me” feature for the library at some point in
the future?

Nook Content
How many titles will be on each Nook?

How many books per Nook?

Title list?

Do people request a specific type of Nook or a specific Nook?

When a Nook is checked out, can patron read all books on it or is it restricted to just one?
Are there individual book Nooks?

If a patron wants to know that titles are on each Nook, how do | find that information?
How often will you add new content to the Nooks?

W e N R WNE

How often will titles be updated on Best Sellers?
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10. How frequently will they be recalled and re-loaded with new/different titles?

11. Will only the Best Sellers genre Nooks be refreshed, or will all Nooks be refreshed?

12. Will we keep those eBooks that are removed during refresh and where?

13. What happens to older content when Nooks are refreshed?

14. When are we getting more, and how many?

15. When will the second batch of Nooks arrive?

16. What will happen after August?

17. What happens in September?

18. Any languages other than Spanish available in the future?

19. Are the Nooks in English only at first?

20. Any other languages than English and Spanish?

21. Are Nooks going to be available in other languages?

22. Will you purchase the books through B&N? If so, may not have complete ownership of the
content — same as Overdrive?

23. Could we upload public domain onto Nooks?

24. How do | make the Nook compatible with both Overdrive and Project Gutenberg?

25. How about for patrons that already own Nooks? Will we add more “latest and greatest” to
Overdrive, or will there be a separate epub checklist?

Damaged/Lost & Fines & Fees

1. Do damaged Nooks get checked in?

2. If damaged, should Nook be checked in?

3. If damaged, do we place an “M Block” on their account?

4. What if the Nook doesn’t charge or “books” don’t open upon return? Is it damaged?

5. Damaged Nook — can’t check out more items? How long until $250 is reduced?

6. S$250 charge for any damage — i.e. frayed cord? Cannot use card until resolved? Make them
pay right then?

7. What if someone comes in and says it doesn’t work? Will they get charged for the damage?

8. Iflost or stolen, can a police report release patron from responsibility?

9. lunderstand that fines can be waived, but what about claims of theft of a Nook. Would the
replacement cost be waived if the patron filed a police report?

10. Claims stolen with police report?

11. How many days late until marked missing?

12. No claims return — should we have patrons ask for a return receipt?

13. Patron loses Nook. Patron pays for Nook. Patron finds and returns Nook. Does the patron
get refund, fewer fees?

14. Do patrons have one year to return a lost item for refund?

15. Can a patron replace with a brand new device?

16. How much are they to replace?

17. What will the penalty be for deleting books from the Nook?
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18.

19.
20.
21.

Is there a penalty if the device has been deauthorized? Can the device be reset at the
branch?

Do we charge them if they are returned with a low battery and there is a hold?

If not concerned about fines, then why even add it?

Should we take a credit card number upon check out?

Circulation

Nou ks whe

10.
11.
12.

13.
14.
15.
16.

17.

What should we do if it isn’t charged before check-in?

Shouldn’t the battery be fully charged after check-in?

Do we charge Nooks in between patrons or should we ask patrons to charge them at home?
Do we ask that they fully charge before return?

Woodland/Folsom patrons?

Can Nooks be returned to Folsom?

If someone from a partner library comes in the door, can they check out Nook with patron
library card?

Maximum per card?

Can the Nooks be renewed?

How many Nooks can be put on hold?

What the purpose of putting a hold when you won’t receive it until later?

Not clear on what branch ownership of Nook? Can it be requested by patron for another
branch? Will it then be returned to the home branch?

What will we do if the hold queues get ridiculously long?

How would you bring it up in a MilCirc search?

Can On-Calls check out Nooks?

This sounds like it will cause a huge problem with counting money every morning... will
there be leeway or how will that work?

Can we have a prerequisite for check-out that the person has to show up with very current
documentation of their address, so that we can bill them and affect their credit score if they
are late or lost?

Patron Agreement & Survey

1.

2.
3.
4

g

Are all the paperwork/surveys mandatory to be filled out?

Can a customer print out an agreement online for the Nook?

Is the policy/agreement available in Spanish?

If the Nook is checked out at one branch and returned to another branch damaged and
patron says they did not sign agreement, what is the procedure?

Why do they have to re-do the agreement every time? Why not keep on file?

Will you put the “address” of where you can download another copy of a form in the footer
of the form?

How does patron and branch find out after assessment?

Do patrons have to fill out the assessment? What if they refuse?
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9.

What if patron refuses to fill out survey?

10. What is on the customer survey?

11. Patrons will want to know how they can read more than 1 or 2 books in that amount of

time. Will this be extended later?

Training

1.

o N o wU

Will the “Navigating the Nook” video be available on the SPL website and therefore on the
catalog computers in each branch?

Feedback — | watched the video and (without a Nook in my hands) found it a little confusing.
Instructional materials — are these materials on the Nook itself? OPACs don’t have sounds — |
don’t recall the video having subtitles or captions.

FAQs should include information on checking charge and recharging. Information on how-
to, holds shelf, other issues that came up today.

Will training be provided for the updated Nooks?

If we already had one public Nook class, can we have another?

Will the public materials be in other languages?

Why don’t you teach us how to “refresh” the Nook?

Will the public training involve training for personal Nooks? For example, how to download
books?

Other

No vk wnNpR

How have publishers treated libraries?

What is Barnes & Noble gaining in partnering with SPL?

Isn’t Barnes & Noble going out of business?

Why the Nook instead of the Kindle?

Why Nook instead of competitors?

What criteria were used to determine how many Nooks a branch received?
Publicity in Spanish?

5. Summary of on-site interviews with SPL staff, Phases I-Il

Phase I, April — May 2011

Staff interviews

For pilot project assessment, 65 brief one-on-one interviews with Sacramento Public Library

staff were conducted in 17 libraries from April 15- 21, 2011. The staff interviewed included:
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Staff Level Nun'.lber
Interviewed
Branch Supervisor/ Manager 14
Circulation Supervisor 8
Fulltime LSA 18
Part Time LSA 2
On Call LSA 1
Youth Services Librarian 4
Adult/Teen Librarian 4
Children's Librarian 2
On Call Librarian 4
Shelver 4
Staff Meeting  at Central unspecified

1. What do you think of this new service?

There was unanimous agreement- 100%- that the pilot project of lending eReaders is a good
idea. Almost all staff interviewed used words like Great!- Exciting!- Awesome! Only two
expressed any reservations, i.e. they think it's a good idea but are not sure it will succeed and
still like books better. Many mentioned the pilot project's value in keeping the library relevant
and up-to-speed with technology. They also understand the appeal of eReaders for specific
audiences, such as travelers, those who might like to try before they buy, and people with vision
problems who benefit from adjusting type size. They are satisfied with the pilot project
procedures, and like partnering with Barnes & Noble. There is some concern that there won't be
enough eReaders to meet the demand, especially since they were all checked out immediately.
Not all said they had used the Nooks yet, but there is a strong sense of involvement and
ownership of the program. Many staff are telling their friends and are promoting the eReaders
to library users. The high percentage of staff support for and enthusiasm about the program
suggests that it was good to provide training for all staff.

2. Did the training give you all the information/answers you need? If not, what's missing? Are
there questions you haven't been able to answer?

Staff praised the training and said it was a very good introduction to the program and its
procedures. Most mentioned they would have liked more hands on with the Nook, and several
suggested that a demonstration of the check out process would have been helpful. Overall, they
said they received all the answers they need, and so far have not had many questions about the
program. Several praised Megan Wong as a good trainer who also responds quickly to questions
and requests for help. It was also mentioned that having the staff Nooks on hand is helpful when
users need assistance. The eReader program is not nearly as complicated as helping people
download eBooks from Overdrive.
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3. Is this more or less stressful than your experience with other new technologies you've
introduced?
Sixty of the 65 staff interviewed (92%) described the pilot project as LESS stressful. They said the
communication has been clear; it was good that everyone got the training, the device is simple,
the directions and materials helpful. There was a little confusion about the pilot project start
date and holds, but many more comments about how much easier the eReader pilot project is
than lending laptops or helping people download eBooks. The following quote captures the
overall staff response...."It is less stressful than downloads or lending laptops. Staff are excited
about the pilot project--even the person who doesn't like any change."

4. What kind of comments are you hearing from patrons?

There are not a lot of comments yet, but people who do hear about the eReader program are
surprised and happy. Some may have seen the displays in libraries or coverage in the newspaper,
but most have heard about the program from library staff. Questions are mostly about what
books are on the Nooks. "Mostly we're hearing, WOW that's cool!"

5. Do you have any suggestions/advice about our eReader project? Are the procedures working?
You're on the frontlines and your perspective is valuable!

Almost all said the procedures are working, but there were several requests for instructions on
putting the Nooks in delivery. It would be great to have MORE eReaders available...good to be
able to lend to teens....and good to provide an option for users to download their own choice of
titles. It was also suggested that the permission form be kept on hand so filling it out is required
only the first time. There were requests for more promotion... a simple brochure, bookmark,
banner, and a "Request an eReader" sign....Lucky Day Nooks...and other genres such as
Westerns, Russian and/or International Languages. There were many other comments and
suggestions, even though most said it is still very early in the program. All the suggestions and
advice are evidence of staffs' enthusiasm and involvement.

Page | 47



Patron on-site interviews

For pilot project assessment Phase |, 61 brief one-on-one interviews with people using the
Sacramento Public Library were conducted in 15 branches from April 15- 21, 2011.

Not everyone responded to every question, but the following list summarizes the demographic
information provided by the users on the consent form [57 signed the consent form; 4 did not].

Age Gender Race

Under 18 1 Female 34 | Black or African American 7

18-34 13 | Male 27 | American Indian or Alaska Native 0

35-44 14 Asian 7

45-54 12 Native Hawaiian or other Pacific Islander 1

55-64 9 White 34

65+ 6 Some other race 1
Two or more races 2
Latino or Hispanic

1. Have you heard that the library is now lending eReaders? And if so, how did you hear about
this new service? And what do you think of it?

Forty of the 61 people interviewed (65%) had not heard that the library is lending pre-loaded
eReaders, but almost everyone of them spontaneously said "It's a great idea." The 20 people
(32%) who were aware of new program heard about it from library staff, signs and displays in
the library, or information on the library website. A few said they saw information in the
newspaper, and one said she heard about it at a library Friends meeting. Almost all comments
were positive, though many people said they still love books and don't want them to disappear.
A couple expressed concern about the expense of the program --i.e. "It's good as long as you get
them back." Only one person interviewed had borrowed a Nook, and she said, "Yes, | have
borrowed one--the Fiction Nook. | like the selection and it is easy to use. | will only read about 3
of the 20 books, and may not borrow one again if the wait is long. -But | think it's a fantastic
service and I'm telling my friends about it. It's a comfortable way to read."

2. Have you used eReaders? Do you already own one?

Only 9 of the people interviewed (15%) currently own eReaders--mostly Kindles. The majority
have not had used eReaders.
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3. Do you plan to borrow one of our Nooks? If so, what genre will be your first choice? Best
Sellers-Romance- Biographies--Mystery- Science Fiction/Fantasy/Horror

While not everyone answered every question, 30 of the 61 people interviewed (49%) said YES
they will borrow an eReader, 14 (23%) said MAYBE, and only 11 or 18% said NO. Library staff
mentioned that quite a few of the people who were interviewed went directly to the circulation
desk to place a hold. Most of the people who said NO mentioned that they prefer reading "old
fashioned books." The choices of genres were extremely varied. Romance and mystery and non-
fiction received the most mentions- 6 each. There were many suggestions of genres not on the
current list, such as-- finance, war stories, classics, self-help, business, Russian and/or
international languages.

4. Do you think you will be interested in watching a video and/or attending a class about using
the Nook?

Not everyone responded to this question, but of those who did-- 26 of the 61 people

interviewed or 43% said they would watch the video, 11 or 18% said they would attend the class,
4 or 6% said they would do either or both, and 9 or 15% said neither. The people in the

"neither" group said they would be able to figure it out for themselves, and this included the

one person who had already borrowed a Nook and said "it's easy to use."
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Notes of Interview with Stacey Aldrich, California State Librarian- 4/14/11

The State Library invested in SPL's eReader pilot project because it provides a good opportunity
to try a new technology. It is a model for partnership, with the involvement of Barnes & Noble.
There were 10 proposals involving eBooks, and the SPL pilot project was the only one funded.

The outcomes should be practical information on how to develop an eReader pilot project, and
how to evaluate its success.

Libraries should stay involved in the eBook debate. She was on the Chief Officers of State Library
Agencies (COSLA) eBook Task Force, and the group is still working. They discussed building an
eReader for libraries, but she is not in favor of that idea. She believes there should be a platform
for neutral eBooks and an open source eReader. "Books will not disappear, but how do we get
publishers to realize that every American needs access regardless of the format? We need to
rethink copyright." She said that COSLA and the American Library Association (ALA) Office for
Information Technology Policy have taken on this pioneering work. COSLA has submitted an
Institute of Museum and Library Services (IMLS) grant proposal regarding eBooks, and is also in
discussion with an entrepreneur. Overdrive is expensive and leased titles are difficult to use.
There are many players in the eBook debate and libraries need a single voice. She has been
talking with California legislators. Access for all is the goal, and preservation is also an important
library role.

Stacey Aldrich said she has seen the article about the SPL pilot project in the Sacramento Bee,
and believes the pilot project is on schedule. The SPL staff has kept her informed. She
mentioned that eBooks add inter-activity and demonstrated an Alice in Wonderland book on an
Ipad that was almost animation. "We have to figure out what our role is--the role in storytelling.
Libraries are about storytelling."

The evaluation should answer questions about who is checking out the eReaders...Is it middle
class people or those without access? Do people just try it once, or do they really want to keep
using the service? Will the project create a bigger need? How will SPL gage how much more
service or how many eReaders are needed?

The pilot project will also provide information for other libraries, which will potentially benefit
from the SPL experience. The partnership is also very important. It will be interesting to see how
Barnes & Noble assess the partnership-- how they feel about working with the library, and will
the partnership continue.

She thinks the Nook is a bit clunky and the Kindle is easier to use. A lot of people want to use the

Kindle to borrow from libraries. Another role for libraries is helping people use technology.
Libraries have to pay attention to change. Streaming is another trend. In China people don't own
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anything. The digital world means not waiting. Overdrive is a concern because they are working
with eReader makers to require a tie in to Overdrive.

She would like to borrow a Nook.

Notes of Interview with Rivkah Sass- Director Sacramento Public Library- 4/14/11

How should we measure success?

Success equals changed perceptions about the library. We should be seen as a place where you
can play with and be introduced to new technology. We need to change attitudes and have
missed opportunities to do this in the past. For example, we missed the opportunity to rate
websites. We could hand a person a list of the best resources for their favorite topic. This pilot
project gives us an opportunity to engage the community in discussion.

What do you hope to get from it?

A story to tell. We want to be Library of the Year in 2013. Staff Day was a planning session. They
wanted to know about downloadables. Everyone has been trained about the eReaders. This
pilot project can introduce possibilities. We may also partner with Comcast-- the Comcast rep.
said libraries are an intrinsic good. Partnerships are our future. They make things accessible.

How does it fit into the libraries goals and plans?

It is capacity building for staff and the public. It is changing conversation among staff, and has
changed the perception of the library. There was some resistance at the training, but mostly
is/was very good and very well received.

How's it going?
It seems exciting. At Central the Nooks were all checked out on Sunday. People were waiting at
the door at Orangevale. The staff is excited by the reaction. The buzz has built.

What should be done about the eBook issue?

We should have answers for staff to use when they get questions...i.e. questions about Harper
Collins. The library staff should be able to answer questions and get citizens more informed. The
pilot project is a great opportunity to involve staff. They don't all understand their value. It was
fun to go out and sing to them on Staff Appreciation Day. It is great having Joe Spink, LSA, on the
eReader Pilot project Team. He provides good moral support. It's all about the story. It's all
about relationships. The library keeps the community safe.
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Notes of Interview with Jan Lindstrom Valerio- West Coast Regional Community Relations
Manager, Barnes & Noble Booksellers- 5/24/11

From the B&N perspective, what is your assessment of the project so far?

Jan said the pilot project has been extremely successful. Other libraries are calling them wanting
to develop similar programs. They have heard from libraries in Indiana and Florida. She said the
Sacramento Public Library has done a wonderful job, and other libraries are hearing about the
SPL program. She will be developing a model template for the pilot project to share the SPL
experience.

How is it working with Library staff?

She has enjoyed working with SPL staff. They have been good about calling with questions and
the relationship works well. "It's a win- win" The Barnes & Noble stores have picked staffers to
do the training in the library branches, and they have enjoyed it.

Would you have done anything differently (strengths/weaknesses, challenges)?

She mentioned that one of her colleagues went to the CLA Conference and talked about the
possibilities of libraries lending eReaders, and how much easier it would be than Overdrive. For
awhile their internal communication wasn't clear--i.e. who was saying what. She wants to build
a replicable model for the library projects so everything will be clear. She wants to be "on the
ground floor."

They are now working a new process that will make it easy for libraries to do multiple book
downloads--The process is being called a B to B Desk-- Business to Business solutions.

Has the partnership been beneficial for Barnes & Noble? If so, in what way(s)?

The pilot project has definitely been beneficial for Barnes & Noble. They want people to read
and buy eBooks. SPL is helping them reach more people. Amazon doesn't have in-person help.
SPL and B&N do help many people.

Has Barnes & Noble changed current procedures or developed new procedures after having
worked with library staff on this project? Please tell us what you have implemented or changed.
She said they have had calls from SPL staff and have been able to work through the details. She
will begin work immediately on the model pilot project guidelines and expects to have a draft
ready by mid-June. SPL's eReader lending is the first such library program she has heard of, so
will be a focus for the model guidelines.

B&N generously provided graphics to the Library. Have you seen/heard any of the publicity
about the pre-loaded Nook lending service? Is there any buzz among B&N staff about the
project?

They sent images for SPL to use. She mentioned seeing one newspaper story.

There is definitely buzz about the pilot project at Barnes & Noble. She made a presentation
about it at their recent corporate conference and pitched it to the President, who is now very
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interested. Someone has been assigned to develop a special website for libraries. They are
interested in partnering with librarians.

Have you heard comments about the pilot project from B&N customers in the Sacramento
County area? If so, how would you summarize the public opinion?

She is based in L.A., but will ask the Sacramento store managers what they have heard. She
believes the pilot project is doing well at promoting both Barnes & Noble and libraries.

Where do you see the partnership with SPL going in the future? Do you think this partnership
offers a sustainable model for the future?

The partnership with SPL should absolutely continue. It's a good model for building digital
libraries. They should focus on literacy and the promotion of reading. She wants to continue

learning from SPL, and is eager to continue providing service to the library. "The sky is the limit.
Anything else you want to share?

She would like to share/trade reports and information with SPL staff; for example, she will be
interested to know the age range of library users borrowing the eReaders.

Page | 53



Notes of eReader Team Meeting-- 4/18/11
Berta Boegel, Jonathan Barber, Megan Wong, Manya Shorr, Amy Calhoun

Key points:

Corrupted eBook files

Content refresh

Genres and selections for each
Library policies and procedures

When they visited branches, 27 of 28 understood the pilot project and had checked out the
Nooks. There has been good communication. It was a surprise that the Alice in Wonderland title
had corrupted the kids' Nook. They will take them in to fix it. It will be OK as long as they don't
read Alice.

When refreshing the Nooks they will add collection but not delete the books already loaded.
They will have to decide when it will be too many books on each Nook. The re-loading has to be
done by hand. The Team will do the first refresh and then the Tech Academy --one person per
branch-- will be able to do future downloads. The Tech Academy will start in June.

There have been requests for more genres--Russian, Westerns, and Science. They will need an
interface to pick these titles. This will be a question for Barnes & Noble (B&N). There should be a
new device available from B& N by June 2011. The team will need to make a decision about how

many more devices to buy. Key comments from the eReader team:

e The team has gotten good feedback about the non-fiction titles. Romance Nooks have
not been as popular--maybe because romance readers read in private.

e There should be comment cards about the pilot project (in addition to the patron
survey).

e Team will remind branch heads that Barnes & Noble will come and do training.

e The most difficult part of the pilot project has been the short time to make decisions.
Loading of content was tough. A dedicated, “unfiltered” router will be purchased and
should improve the download time.

e The Friends of the McClatchy Library want to start a Lucky Day Nook collection.

e Letting a branch fill all holds before the Nooks float would require buying 28 of every
genre.
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e It will be good to know what entices patrons to borrow an eReader. What genre is most
appealing?

e The first staff survey will be administered early May 2011.

e Branch staff will be involved in the first content refresh.

Notes of Management Council Meeting- 4/20/11

The eReader pilot project is a great idea and has been well received. They are talking it up,
outside the library. Even a local realtor knew about it. It is helping the library stay relevant.

In terms of future investment, it will be interesting to see what the response will be after the
first refresh. They aren't hearing a lot of comments about it yet. The article in the Bee was small.
It will be interesting to see if people just tried the Nook one time, as a test or if they will borrow
them regularly.

Management needs to estimate the time required. Is it worth it? What's the impact on the ILS
system?

Vendors need to be engaged in how patrons can find things. The Nook only searches by title.
Vendors should be pro-active.

What is the greatest challenge for each interaction?? For patrons--How many titles and what do
they want? For staff--Is it a burden or exciting? Is it comfortable? How are patrons receiving it?
Was the training good?

Phase Il, July-August 2011

Summary of on-site interviews with SPL users

Sixteen brief one-on-one interviews with people using the library were conducted from July 27-
30, 2011 in 5 branch libraries. Each person signed a consent form and the following list
summarizes the demographic information provided by the users on the consent form:

Age Gender Race
Under 18 0 Female 6 Black or African American 4
18-34 5 Male 10 | American Indian or Alaska Native 0
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35-44 4 Asian 1
45-54 3 Native Hawaiian or other Pacific Islander 0
55-64 2 White 7
65+ 2 Some other race 0
Two or more races 2
Latino or Hispanic 2

1. Have you heard that the library is now lending eReaders? And if so, how did you hear about
this new service? And what do you think of it?

It was rather surprising that only two of the people interviewed (12.5%) had heard anything
about the eReader service. One said the Library Director at his branch had mentioned it, and
another said, "l saw an article about it in the newspaper. It's a great idea to offer new
technology." -And as in the first round of interviews almost everyone spontaneously said, "It's a
great idea."

2. Have you used eReaders? Do you already own one?

Almost everyone, said "No"-- "No"--don't have an eReader and haven't used one. Only 2 of 16
(12.5 %) of the people interviewed own or have used an eReader. One woman has had a color
Nook since May and may come to library to get help downloading library eBooks...She has not
yet used the library's eBooks. One man said he has a Kindle, but may try borrowing a Nook from
the library to try it out. Two people mentioned downloading eBooks to their phones. One man
said his wife had bought an eReader but took it back.

3. Do you plan to borrow one of our Nooks? If so, what genre will be your first choice?
Everyone, except the woman who already owns a Nook, said they may or probably will borrow a
Nook. One man said his wife might. The choice of genres was all over the place. A gentleman
said he would borrow the Romance Nook to help him learn about women (honest!). Other
choices included Best Sellers, Biographies, Mysteries, Urban Fiction. There were also requests
for subjects not currently available including cooking, crafts, business, finance, classics, middle
school novels, books, and textbooks.

4. Do you think you will be interested in watching a video and/or attending a class about using
the Nook?

Six (37%) said they wouldn't attend a class or watch the video. Although these numbers are not
at all scientific, it is interesting that this percentage of people not interested in training is higher
than the 15% who expressed no interest in training during the April on- site interviews. Five
(31%) said they would probably watch the video. One suggested doing both the class and the
video.
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5. Have you talked at all with library staff about the eReaders? If so, did you get the information
you needed?

Fourteen of the 16 users (87.5%) said they have not talked about the eReader pilot project with
library staff or asked for help--most likely because they hadn't heard about the pilot project.
One said she spoke with staff, but didn't have any questions. Another said she has spoken with
staff and received help.

6. Any other comments or suggestions about your library?
This final question generated many positive comments such as:

"I love the library and can always get a computer here. And there are lots of books to choose
from. Can you reserve a Nook online? --Yes. The only problem is the author can't sign a digital

copy."

"I have used an Ipad and Kindle and they are pretty easy. | think the new service is an excellent
idea. Libraries have to keep up, and the city government needs to get involved. Teens will be
very interested. It would be good to have text books available on the Nook. Now is the time for

the library to be involved."

"I think this is worth trying. I'm starting to use the library more. I'm glad the library is still here. It
has come a long way.”

“I think the service is a good idea. I'd like the library to be open on Sunday."
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Summary of on-site interviews with SPL staff

Fifteen SPL staff were interviewed during site visits to 5 branch libraries. The staff interviewed
included

-Branch Supervisor/Manager 4

-Circulation Supervisor 3

-LSA 2 1

-LSA 2

-Part Time LSA 2

-Youth Services Librarian 3

1. What do you think of the eReader service? Has it been well received by patrons? Is there
continuing interest?

Every comment about the eReader service is positive--100%. - Although one part time LSA said
she thinks the service is good, but doesn't like the Nook. Overall there is agreement that the
service has been well received and there is continuing interest. The following quotes capture the
substance and enthusiasm of the comments.

"The eReader project is wonderful! -And it definitely should be continued. One of our patrons
heard you interviewing about the project and came and placed a hold. | wish we had more
Nooks. The Teen Nook has great titles, and it is good that the titles show up in the catalog."

"The new service is great. The more options we give our customers, the more likely they are to
stay our customers. | took a Nook to a Chamber of Commerce luncheon. It would be great to
have a color Nook with cookbooks. The interest in the project has continued, and many people
still haven't heard about it."

"The eReader service is wonderful. People are excited about it. | get about one question a week.
There have been no problems or complaints. | ask people what they think and some say they
still prefer books."

Other comments-- People want more classes about how to download eBooks. Fifty five titles on
an eReader is too many. It tends to be older adults who attend the training program. It would be
good to have money for more Nooks. A lot of people still don't know about the program.

2. What training is still needed for you and other staff?

There is general agreement that the staff training was good, and more is not needed. As in the
April interviews, staff mentioned that they would have liked more hands-on training. Several
staff also noted that the Refresh process was tedious and very time consuming. There was one
request for more training:
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"We could use some training on the touch Nook. It does not seem easier to use than the classic
Nook, and we have had complaints about the smaller screen size. Has the online training
changed?"

--And the following quotes best represent the overall comments on the staff training:

"The training covered a lot and we don't need more. We don't get many questions, but we do
hear that people would prefer to download titles they choose. The training was helpful because
we don't check out the Nooks very often. The checkout checklist is also helpful."

"We don't need more training. The project has gone smoothly, and there has been good support
every step of the way. With our current budget and staffing, the refresh took a LOT of time. Our
tech person was sick. The instructions were good, but it took eight hours. We had a lot of Nooks
that week. It was a problem to connect to Wi-Fi. We had to sit and do it all day. There needs to
be a better process."

3. Is this more or less stressful than your experience with other new technologies you've
introduced?

Ten staff (66%) said the eReader pilot project is less stressful than other new technologies, and 5
said it was about the same....though as the following quotes suggest...'the same' can also be
positive:

"It's the same. All new technology is stressful. ...maybe this is a little less. It is not difficult. But |
love books. They are beautiful."

"It's about the same as other new tech projects. As pioneers, it has gone remarkably well. We
have a notebook at the service desk with FAQs, forms, etc.

4. Do you have any suggestions/advice about our eReader project? Are the procedures
working? Should it continue? You're on the frontlines and your perspective is valuable!

All the responses to this question are positive and worth reading. Even when there has been a
problem, such as the Refresh process, the overall attitude is supportive of the pilot project and
its value for library users.

"The refresh was difficult- stressful, especially with our reduced staff. It took at least 20 minutes
per Nook. The eReader project should definitely continue. It happily shocks users. I'm glad more
Nooks have been added. Overall it has been easy--great."

Other comments...there should be more Nooks, Overdrive is harder to deal with, more Urban
Fiction is needed, it would be good to give people the option to download titles they choose, a
small business card size promotion piece would be helpful, it's great that the eReader Team
listens and makes changes. Two staff suggested that the pilot project promotes Barnes & Noble
and wonder if the library is getting its share as a partner.
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In summary, there is still evidence of the staff's enthusiasm and support.

"The procedures are working and Megan and her team are always available to help. The service
definitely should continue. The Nooks have been coming back in good condition."
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Notes of Interview with Rivkah Sass- Director Sacramento Public Library- 7/27/11

Have you continued to hear comments about the eReader lending service?

I am not hearing much from staff or the public about the eReader lending service. It seems to
have been integrated into our operations. There was a very positive staff response to the
addition of Lucky Day Nooks. Also, | have heard several mentions of the eReaders at community
group meetings.

At this point would you say the project has met its objectives?

Yes...It has exceeded the objectives and expectations. The response has been more positive than
expected, and there have been no complaints. | think it helped that Denise made the outcomes
clear. The only area where improvement is needed is the complexity of managing content. This
is very labor intensive for Collection Services staff. There is a lot of paperwork and record
keeping. For example, they have a 130 page American Express bill for the Refresh collections
that were added to the Nooks.

Use rates for the eReaders are high. Do you think the library should integrate eReaders into its
standard books and materials expenditures?

Yes...depending on the materials budget. We spend a lot on e-content that doesn’t get well used.
How the money should be spent is a digital divide issue. The grant pilot project has given us the
opportunity to circulate eReaders and we have learned things that will help other libraries, but
managing content needs to be easier. All the e-resources need to be considered for their value
and use...for example should we pay $20,000 per year for online legal forms?

What do you think has been learned? Should any major changes be made in project design
and/or procedures?

The pilot project design is excellent and the outcomes have been good. The last challenge is
discovering how to make procurement more seamless. At last year's Staff Day, the staff asked
for tech training. This pilot project has provided it. The eReader training was great. We have re-
invented Staff Day. The successful eReader pilot project has also raised the profile of the library
in the community, for example among elected officials. People are talking about the pilot
project at community meetings. They're saying they like eReaders. Only two eReaders have not
been returned. Staff training was great. As Howard Zinn said, "Change has to work from the
bottom up."
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Notes of Interview with Sandy Sheedy, Chair of SPL Board and Sacramento City Council Member-
7/29/11

Have you continued to hear comments about the eReader service?

| have heard comments about the good work Rivkah and Denise have done. Haven't heard much
more lately. | took an eReader on a trip to Italy, and it was great not to have to carry heavy
books. | have an Ipad and can download eBooks. | used to read more before getting on City
Council.

At this point would you say the project has met its objectives?
Yes...It is a service the library needed to provide, and it is good that there are now more than
200 Nooks circulating.

Use rates for the eReaders are high. Do you think the library should integrate eReaders into its
standard books and materials expenditures?

This is clearly up to Rivkah (the Library Director), who is also dealing with many budget cuts. Are
more grants available? There will undoubtedly be discussions of discounts and eBooks are
cheaper that traditional books.

Do you think the project is of value to the community?

| think it increases interest in reading, and provides more, good access to best sellers--especially
for people who can't afford to buy them. It is so good to make reading easier. EBooks are
cheaper and easy to use. | have been telling people in the schools about the SPL eReader pilot
project. | hope the grant will continue, and | will write a letter of support.
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Notes of Interview with Karen Thomas, President, Friends of the Library, North Natomas Branch
7/29/11

Have you continued to hear comments about the eReader lending service?

Friends and volunteers have checked them out for the experience. | checked one out, read from
it for three weeks, liked the portability, would have liked a lighted screen, and eventually will
buy one. There are a lot of choices. Most of our volunteers know about the eReader pilot
project, and adding eReaders to the Lucky Day collection is new fun. People are excited about
trying new things.

At this point would you say the project has met its objectives?

Yes. It is a great idea and it's good to have the library on the cutting edge. I've heard that
downloading is not easy. People will still keep buying books. The Friends sell many books. Even
teens like old books.

Use rates for eReaders are high. Do you think the library should integrate eReaders into its
standard books and materials expenditures?

They should be part of the budget. EBooks cost less, and we should have more of them. The
partnership with Barnes & Noble is a good idea.

What do you think has been learned? Should any major changes be made in project design
and/or procedures?

The procedures were clear and the instructions about how to use the Nook were helpful. | read
the permission form and hope staff can spend more time explaining it. The bag the eReader
comes in is nice too. | didn't need to take the training, but my husband might.

We have 65 volunteers here. Each branch has a Friends group and there is a county-wide
Friends Board. Rivkah would like the Friends to support the Lucky Day Collection. The Friends
groups vary in size of membership and size of budget. The eReader pilot project is a terrific
addition to library services. We'll lose parcel tax funding and need good things like this new
service to make the public aware of the library's relevance.

| just came on to the system-wide Friends Board this year. There is great support for SPL
Director, Rivkah Sass. There has been a lot of Board turnover and now better support for Rivkah.
The old Board had recommended punitive procedures and rules. We focused on improvement
for two years and now there has been change. We will soon have our first All Friends Dinner and
we now have a combined calendar. All Friends is the new name for the county-wide refreshed

group.

| would like to see the library exploring new uses and doing more experiments...maybe add
eReaders to home school packets.
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Notes of Telephone Interview with Jan Lindstrom Valerio- West Coast Regional Community
Relations Manager, Barnes & Noble Booksellers- 8/2/11

From the B&N perspective, what is your assessment of the project so far?
It has been really successful and has exceeded our expectations. The librarians have been great
and the communication is excellent.

How was it working with Library staff?

There has been only one small snafu...They bought some of the wrong eBooks and we had to do
a refund. We don't usually do refunds. The pilot project has been a model for other libraries.
Megan has been great. And there is huge interest from libraries. They are all analyzing it at this
point.

Would you have done anything differently?

Not really. We all have learned how to make multiple Nooks. Librarians are smart and have
asked the right questions. They are tech savvy and know what's happening. We now have a
whole new model.

Has the partnership been beneficial for Barnes& Noble? If so, in what way(s)?
The feedback I've gotten is that this has been a unique pilot project that B&N wouldn't have
thought of. The librarians are great customers, and the information sharing has been excellent.

Has Barnes & Noble changed current procedures or developed new procedures after having
worked with library staff on this project? Please tell us what you have implemented or changed?
We have rolled out a different process for management of content for the customer--the B&N
Managed Account Option. SPL has used this system but may switch. But if B&N manage it will be
one book to one device--not six uses as SPL has done. Kindle/Amazon just announced the one to
one.

Have you seen/heard any of the publicity about the pre-loaded Nook lending service? When?
Where?
| live in Los Angeles, so I've only been shown some of the ads.

Is there any buzz among B&N staff about the project?
There is definitely buzz in the home office. We had an article in our Internet newsletter and we
are getting many requests from our stores and from libraries.

Have you heard comments about the project from B&N customers in the Sacramento County
area? If so, how would you summarize the public opinion?

Books aren't going away, but | have heard that people are reading more because of the ease of
purchase of eBooks. The public opinion on eBooks is positive. Some people prefer traditional
books, but most want to have both. And | have heard from the stores that the SPL pilot project
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gets positive buzz. Our people didn't expect the partnership but see it as a good way to meet
the needs of customers and get them the help they want/need.

Where do you see the partnership going in the future? Do you think this partnership offers a
sustainable model for the future?

I think it will continue to grow. We will have a conference call with the SPL Team soon to discuss
next steps. We may do a fundraiser for the library...and come up with a way people can buy
eBooks and donate them to libraries. We'll be working together on new ideas.

Anything else you want to share?

| would like to read the report, and see whatever might be helpful for other libraries. There has
been no down side to this program.
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Notes of Telephone Interview With Laurel Fedor, Sacramento Community Relations Manager,
Barnes & Noble- 8/1/11

From the B&N perspective, what is your assessment of the project so far?

People within the company are amazed about the pilot project. There has been great interest in
B&N nationwide. The pilot project has been featured on the website that managers see daily.
That was about six weeks ago, but within two days we got 20 or 30 phone calls and are still
getting them.

How was it working with Library staff?

It is really wonderful working with librarians. They are organized and detail oriented. It is an easy
partnership, and we will be giving Community Relations Managers across the country
information on what we have learned. We did the physical set up and we offer support. The
library staff keep us informed about patron needs.

Would you have done anything differently?

Things would be different next time around based on what we learned. For example the power
cords can only plug in three Nooks, so we needed twice as many cords than we expected. It was
a transition time with Books set up (?) but it's not up and running and there was some confusion.
The second round should have been smoother. There will be a post pilot project meeting to
discuss changes.

Has the partnership been beneficial for Barnes& Noble? If so, in what way(s)?

Absolutely! It has been financially beneficial, but also helps bolster our place in the community.
Barnes& Noble needs to connect with the community. We need to be locally focused, even
though we're a big chain. It fits with our mission to promote literacy. Anything that promotes
reading is good for B&N. We work with the libraries and are planning a district wide fundraiser
for libraries in the fall. It's all good. Many people didn't know about the technology and other
classes at the library. B&N expects to be a credit to the communities and to give money back to
schools, libraries and art organizations. We're the world's largest bookseller with 705 stores plus
college and university bookstores, B. Dalton and airport stores.

Has Barnes & Noble changed current procedures or developed new procedures after having
worked with library staff on this project? Please tell us what you have implemented or changed?
We took feedback from the first round to develop a new Nook system. Multiple sales were not
expected, but one school district bought 100 Nooks. Seeing the work it took to download the
books lead them to consider a pre-packaged deal so you buy them and they are ready to go. This
lead to creation of a new department for bulk Nook buyers. It's a priority--front and center.
Every Community Relations Manager (CRM) deals with this every week as a result of this pilot
project.
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Have you seen/heard any of the publicity about the pre-loaded Nook lending service? When?
Where?

We have had customers bring in ads about the library pilot project. | have even been asked
about the pilot project by my neighbors. Word has spread and clearly there is great interest

Is there any buzz among B&N staff about the project?
YES! The library pilot project was featured at the top story in the President's message in June. |
get a lot of calls. | am working on more Nook signage for libraries.

Have you heard comments about the project from B&N customers in the Sacramento County
area? If so, how would you summarize the public opinion?

Yes...a lot of people come in and say they tried the Nook and decided to buy. We tell people
that they can borrow books from the library. We have looked at California library eBook
collections and picked 20 libraries that purchase the most eBooks and tell our customers about
them.

Where do you see the partnership going in the future? Do you think this partnership offers a
sustainable model for the future?

We will continue to support SPL in all ways possible. With budget cuts we will probably sell more
eBooks to SPL because they are more reasonable. B&N stores already reach out and have
relationships with public and school libraries. B&N has gone from being a book company to a
tech company promoting literacy. eBooks are more reasonable, but we won't do away with
traditional books.

Anything else you want to share?

We support libraries with a summer reading program. Every child who reads eight books gets a
free book. We suggest that they borrow the books at the library. It's done at every store and we
send kids to the library. Owners of B&N are book lovers working for a literate society.

Part of the partnership with SPL is running classes about how to use the Nook. At the first class
only five people showed up. There were 500 holds on the Nooks but not big classes. We worried
but then realized the attendance was low because people didn't have problems with the Nook.
So...the fewer the people the better. Small attendance is positive.

We are doing training for all our staff about this pilot project. All over B&N the Nook is the big
focus. The library pilot project has been a learning experience for all...trial and error. We're all
doing the best we can. It is an incredible learning experience. We have worked to solve things
together. We are very involved.
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Notes of discussion with eReader Team- 7/27/11
Denise Davis, Deputy Library Director
Berta Boegel, Collection Services
Amy Calhoun, Electronic Services Librarian
Tamara Morcom, Information Technology
Vicki Rondeau, Branch Supervisor, Electronic Resource Selector
Manya Shorr, Qutreach & Community Services
Megan Wong, Technology Librarian

The group agreed that the Team is ESSENTIAL. The pilot project is complex and has many details
that touch on many library departments--front and back-- including Collection Development,
Public Service, Branch Management, Circulation Services, Technical Services, and Administration.

On a scale of 1 to 10 how would you rank the current project progress? Is it working?
The responses were-- 10, 9, 8.5, 8, 9, 9, and 8 There was agreement that staff and patrons find
the eReader pilot project easy. There have been some problems with the Refresh process.

What parts of the 'action’ have been most successful? Least useful/successful?

Awareness and circulation have been very successful. Set-up, registration and network issues
were least successful and took a lot of time. The classic Nooks were more difficult to deal with,
and there should be fewer issues with the touch screen Nooks.

How do you feel about work on the Project Team? Has it been OK? What could have made it
better?

They should have had someone from Facilities --Logistics/Delivery and Communication. Having
Denise- top management- on the Team has been essential and she has contributed expertise
and experience. Everyone brought something unique and they have been purpose driven. The
staff trainings were great. The checklist at the service desks has been really helpful, has taken
away fear and provided great support. Megan has been accessible and very helpful. The Barnes
& Noble staff at local stores and regional management staff have been very helpful. The B&N
corporate staff and digital rights staff have been disappointing and not helpful.

What do you think should be shared about the whole process to provide useful information for
other libraries?

The group agreed that they need to put their experience in writing, including how to order the
devices and content, and six uses per title. In a debrief on phase two, it was agreed that the
touch Nooks are easier to Refresh, so phase two went faster. -But the signage came after the
new Nooks and the branch staff didn't know how to display them and how to promote and
circulate the Lucky Day Nooks-- setting the box for display then removing when the Nook was
checked out. They shared suggestions for promoting the Lucky Day Nooks...using two boxes and
a picture.
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In continuing discussion it was noted that there is no limit on the number of holds that can be
placed, but patrons can only check out one Nook at a time. The assessment phase of the pilot
project will end August 31st. A permission form must be completed every time a Nook is
borrowed. Only two Nooks have not been returned. Will there be new procedures in
September? Will patrons under 18 be allowed to check out Nooks, and if so, will there be a

parental agreement form?

In a separate brief discussion, Denise Davis said they have received great support from the B&N
stores except on tech issues. She believes SPL has the largest public library pilot project with
Nooks. Amy Calhoun did an Infopeople webinar about the pilot project and received many
guestions from other library staff. There has not been much interest in the training programs for
the public, as it is apparently not needed. Only 14 libraries used the free training from Barnes &
Noble.
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Notes of Meeting with Collection Services Department Staff- 7/28/11
Michele Alvarado, Berta Boegel, Nina Biddle, Amy Calhoun

On a scale of 1 to 10 how would you rank the current project progress? Is it working?
There are 23 staff in the CSD and all have been involved in selecting and processing content for
the eReader pilot project. This group ranked pilot project progress with comments as follows:
7 or 8--There was some initial confusion about ordering and cataloging
7-- It has been very labor intensive.
2-- Invoicing is not working. We have a 103 page American Express bill. It is all very
complicated. There are 41 accounts in a system not designed for multiple sales.
B&N could improve the system, but if we have one account that would mean titles could
not be used on six devices.
10--cataloging. Tamara has kept a detailed record and is concerned about how much time
it will take.
They would like to discuss ideas for improvement with Barnes & Noble.

What parts of the 'action’ have been most successful? Least useful/successful?

Getting the Nooks ready has gone well. The packaging is good. Charging all the classic Nooks was
time consuming and delayed their release. The new Nooks have a longer battery life and now
get charged at the branches. The first round Nooks didn't arrive charged. The invoicing
procedures have been least successful, and downloading is also time consuming.

How do you feel about work on the Project Team? Has it been OK? What could have made it
better?

They may not all agree that the pilot project is what the library needs to do, but it is interesting
how the public is receiving it. It is good to be an early adapter. The pilot project is a good
direction for the library to go, but it shouldn't replace downloadable eBooks.

They want to improve the invoicing process...be able to put everything in a cart and get one
invoice. The whole order-billing process needs to be streamlined.

What do you think should be shared about the whole process to provide useful information for
other libraries?

The details, steps, lending rules, successes should be shared. Staff haven't been able to borrow
Nooks during the assessment period, but they did get their department to see the Big Picture. -
And they asked for CSD staff to be included in the staff training program. The change from
classic to touch screen Nooks has required a different catalog record and the content list with
each Nook changed. Each change means redoing procedures. Technology changes rapidly!
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Notes of Focus Group of eReader Borrowers- Arcade Branch, 7/27/11

Only two borrowers attended the focus group, but they had great enthusiasm and participated
in a good discussion. Both signed consent forms. Susan (S) is a retired teacher-- white, over 65
age group-- who has borrowed two Nooks. Corinne (C) is a writer who has been in Sacramento
one year-- white, 35-44 age group.

We briefly worked through the focus group discussion guide....

What do you think of this new library service? How did you initially hear that the library is now
lending eReaders?

S- goes regularly to reading groups at the Carmichael Branch, but is not sure how she heard
about the pilot project. She was the first eReader borrower at Carmichael. The first Nook froze
and there was a bit of a run around.

C- saw news of the eReader pilot project on Facebook and thought it would be a good
opportunity to try it.

What motivated you to check out the eReader? Were you most interested in the content on the
reader, the chance to try out the device, or something else?
Both said both.

What genre did you borrow? Were you satisfied with the collection on the Nook?
Both checked out Best Seller Nooks. S- now has the Biography Nook.

How was your experience with the Nook itself? Any problems with the device?
C- said she did OK. S- is not tech savvy, but has had very positive experience with the Nook. It
would be good to have the color Nook with audio.

Did you watch our video or attend a class at the library about using the Nook? What did you
think of the training program(s)?
C- No. S- Went to the class. | won't buy a Kindle because | like having real people help me.

Will you borrow an eReader again? Yes/No/Don't Know. If no, why not?
C- Yes..depending what's on it. S- | have already reserved five.

Do you plan to buy an eReader? If so, which one?
C- I don't have money to buy an eReader. S- | like using the library Nook. The whole process is

fascinating.

Have you talked at all with library staff about the eReaders? If so, did you get the information
you needed?

Page | 71



C- I was the first person to check one out, and | was patient. S- | have gotten excellent help from
the staff.

Do you like eReaders? Is this a direction the library should continue in?

Both said YES! The only frustration is they would like to be able to download. They want more
selection...more titles. S- It's good for people with arthritis...it's light and you can enlarge print
size. It would be good to include this information in publicity. | use the Nook at the gym.

What do you think of the process for borrowing the Nook? Did you mind signing the use
agreement?
Both said no problem.

Have you recommended borrowing the eReader to any of your friends of neighbors? What do
you think is the general public opinion about it?

C- | tweeted about it and got a response from the library. | will also put information about the
pilot project on a blog. S- Will you be getting more Nooks?

Have you downloaded eBooks from the library's website to a device that you own? Do you have
any comments about the process or the collection?

C- | have downloaded and found that there are many steps to go through. The YA and Children's
materials are all in one spot and you have to go through a lot to find anything. They could be
sorted better.

Any other suggestions or comments? We want to know what you think about the eReaders.

S- The dictionary link is frustrating and there aren't good definitions. People will have to wait to
borrow the Nooks and that's too bad....but | bet it has brought more people in. It's a win-win for
the library and Barnes & Noble. | will probably eventually buy one.

C- Itis hard to see what is on each Nook... A better looking list would help.

There were also questions for SPL staff and discussion about the most popular genres, holds and
other procedures
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Notes of Focus Group of eReader Borrowers- Elk Grove Branch, 7/30/11

Twenty five people signed up to participate in the focus group and five attended. Three of the
five had not yet borrowed Nooks. All signed consent forms and the group-amazingly varied-
included:

Male- 18-34 age group- Native Hawaiian or Other Pacific Islander- community college student
Female- 65 or older age group- White- city college student

Male- 65 or older age group- Two or more races- retired teacher

Female-55-64 age group- Black or African American- State employee

Female- 35-44 age group- Two or more races - Did not mention employment

The library branches they use include: Elk Grove, Valley Hi-North Laguna, McClatchy, Belle
Cooledge, Franklin, and Rancho Cordova

The discussion was tape recorded and the transcript was submitted to the State Library with the
final report of the pilot project The taping was not completely satisfactory and the transcription
service marked many sections "inaudible."

The discussion began with staff providing an overview of the eReader pilot project, followed by
a 'brief trip' through the prepared discussion guide and much general information exchange
about eBooks and the future of traditional books. Quotes from the transcript are included in this
summary.

What do you think of this new library service? How did you initially hear that the library is now
lending eReaders?

Three of the participants saw news of the eReader pilot project on the library's website, and one
person said he saw it mentioned in the newspaper or a magazine. All had heard about eReaders
and were interested in trying one.

And I'd been hearing about it, wondering what it is and the way you can find out is to jump in.
What motivated you to check out the eReader? Were you most interested in the content on the
reader, the chance to try out the device, or something else?

All were more interested in the device than the content. One participant said she owns the
Kindle, wanted to try a Nook and found she likes the Nook better than the Kindle. Other
comments:

So | saw something about eReader and I'd been interested in eReaders. But it’s like if you don't...
it’s new technology. If you stay the same, you’re like dinosaur, you’re gonna die. So you need to
learn the new technology. So | was eager to see how it works, so that’s why I’'m here.

And I'd been hearing about it, wondering what it is and the way you can find out is to jump in.
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For me... I don’t know, | never... | mean, I’'m a youth of this generation, so it’s like, oh,
technology that sounds cool. But | was very skeptical about it at first, honestly, because | like
books. | like... | like pages, | like turning them. So when | hear about just eReaders in general and
Nook and Kindles, I'm like, oh man, that’s taking the essence of the book away and really didn’t
care... but... but then | was able to take... to check it out. And like, oh, it’s okay. | guess it’s
helpful, but... so it was (inaudible) it’s, uh, just that drive to be up to date, | guess

What genre did you borrow? Were you satisfied with the collection on the Nook?
The group seemed satisfied with the collections and most interested in Best Sellers and
Romance.

I've gotten both the romance and the best seller but... and the content was fine. | just think that
the lending period isn’t long enough. | mean, there’s like 20 books on there. Three weeks is not
enough to go through...

How was your experience with the Nook itself? Any problems with the device?
Those who have borrowed the Nook were satisfied with it, although one user said he would like
to be able to highlight, copy and paste text.

Did you watch our video or attend a class at the library about using the Nook? What did you
think of the training program(s)?

| watched the video online and my sister has a Nook. With hers I've looked atitand I... I'm a
little envious. (LAUGHTER) ... It's easy and watching her download, getting books from Barnes &
Noble is really quite easy. | like the... the easiness of it. | liked the... you can go anywhere with it
to read. You can, you know, be on a bus or take a bus and read it. You can read it at lunchtime.
... I mean, it’s not the same as a book, | mean, the book you can do the same thing, but I...
especially if you’re like in a coffee shop or Starbucks and they have Wi-Fi. And then... and you
can connect it to that and you can download there. So | liked it. Like | said, I'm Nook envious,
so... (LAUGHTER) That's why I'm interested in this.

Do you plan to buy an eReader? If so, which one?
Two said they plan to buy, and others said they may wait because the technology is still
changing, there are many available apps that let you read eBooks, and the prices are high.

| wouldn’t... not yet. It’s not... it’s not cool enough for me yet.

One man said he may buy a Kindle because of their self-publishing feature:

Amazon is allowing or has created a subsidiary of sorts that a writer or not, but if you have
something you want to publish you can send a copy to them and they will finesse it into a form...
into a format and put it on their list of what’s available for sale. And then the author gets...
depending on the service, they get 60 or 70% of the sales.
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Have you talked at all with library staff about the eReaders? If so, did you get the information
you needed?

One person said she has not talked with staff. Another person asked if all staff have been
trained about eReaders, and was pleased to know that there has been extensive staff training.

Do you like eReaders? Is this a direction the library should continue in?
There was unanimous agreement that the eReader pilot project is an important direction for the
library.

If you don’t, you’re gonna be left behind someplace you probably don’t want to be.
It would be like having a black and white TV. Nobody has a black and white TV. Everybody has a
color TV. Everybody has... with six different remotes

Yeah. And theoretically, if we get a lot more involved with the whole eReader thing what
happens then to all the books? Like what would the future library be? Just... just eReaders and
no... no more five floors of paper or what do you think? Or...

At this point staff provided information about the purchase vs. lease of eBooks.

What do you think of the process for borrowing the Nook? Did you mind signing the use
agreement?
Those who have borrowed Nooks didn't mind signing the agreement....

The first time | did it was a little slow because | think the librarians were new to it and... but after
that it was fine. | didn’t mind signing the form. | mean, getting a $200 device, you know, plus the
content. So, | didn’t have a problem with that.

And at this point the discussion turned into an information exchange with library staff about the
whole eBook marketplace, including Amazon/Kindle, Overdrive, publishers etc. The focus group
participants had not been aware that the library lends eBooks. Several would like to be able to
borrow a Nook and download books of their choice, or request that specific titles be pre-loaded
on the Nook.

Have you recommended borrowing the eReader to any of your friends of neighbors? What do
you think is the general public opinion about it?

One of the participants suggested that a link be put on the library's website making it easy to tell
your friends. He said he would put the link on his blog and Facebook page.

Have you downloaded eBooks from the library's website to a device that you own? Do you have
any comments about the process or the collection?

Most didn't know about the library's eBook collection.

Any other suggestions or comments? We want to know what you think about the eReaders.
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Staff described the advertising done to promote the eReader pilot project, and the group said
they have not seen the advertising but will tell and show their friends--"showing is better than
telling."

| don’t think it’s advertised very well. | mean, as far as like | didn’t know what we were even
having the eReader program until | just happened to go to the home page. And... because |
normally don’t go to the home page, | just go directly to my account to see if my holds are
available. | just happened to go to the home page and notice that, oh, they’re having eReaders
now. Mmm hmm. So...

There was general agreement that the waiting time for Nooks is not a problem. Staff explained
the price of the preloaded Nooks, and predictions that the devices will change.

Information was also provided about the overall grant process and why color Nooks can't be
lent, because they include a browser and federal rules require filtering. B&N developed the
touch Nook in response to needs of schools and libraries, and perhaps in the future a color Nook,
without browser, will be available. Soon textbooks may be on eReaders and kids won't have to
carry heavy books. The group asked if more eReaders will be purchased, and staff responded
that they will have to see how the eReader pilot project is being received and balance
acquisitions to best meet community needs. There was a question about whether eReader users
can hack into copy, and staff said this is possible, but hasn't been a major issue yet. It was also
noted that staff are available to help people do downloads. You can schedule time with a
librarian.

In response to a staff comment about being a 'print person,’ a participant said:

| understand. I... I... like | said, | love the smell. I've gone to Borders or Barnes & Noble and | just
love the smell of a bookstore. But it’s... the new technology is like... you guys got to get with it
you’re gonna be like a dinosaur.

Staff briefly described the library's mission, the goals of the eReader pilot project and
partnership with Barnes & Noble. She thanked the five in the focus group for their participation.

6. Summary of eReader user survey responses
Staff Survey #1 http://www.saclibrary.org/file/583.pdf
Staff Interviews http://www.saclibrary.org/file/582.pdf
Staff Mid-Pilot project Survey http://www.saclibrary.org/file/584.pdf
Public Survey Summary http://www.saclibrary.org/file/585.pdf

Public Interview Summary http://www.saclibrary.org/file/580.pdf
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