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Introduction







Academic libraries 
of today…



Issues affecting academic libraries today

• Open access
• Digitisation (e.g. backfiles of journals)
• Shared and cloud-based catalogues
• Mobile applications  
• Library spaces
• Budgets
• Licence agreements

(ACRL, 2016; Posner, 2017)



Is ILL still relevant 
today?



What is Interlibrary loan services?

Borrowing

Lending
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Information needs, information seeking behaviour and 
information use behaviour of researchers at the Faculty of 
Veterinary Science, University of Pretoria and how these 

needs are being met by the information support delivered 
by the Jotello F Soga Library



Quantitative findings 
regarding access to 
information:

73% respondents said 
finding information 

that is not in the 
library or available 

online is what makes 
the library successful



Qualitative findings 
on what researchers think the library does well:

Help with article requests, help with database use, and providing 
online access to the multitude of journals we all need which is 
hugely appreciated!!

Unfortunately, I do my research in a remote area in the Free 
State, so I haven't been to the library yet. But I asked a couple of 
times for hard-to-find book chapters and she kindly and efficiently 
got the copies for me.

Speed of help with problems with obtaining articles or other 
information…

Finding articles, books, book chapters and so on when we did 
not have them... 



Qualitative findings 
on what researchers think the library does well:

Being able to quickly obtain copies of papers that I can't find

Quick inter-lending service

…if these journals are not available online, one can actually 
request the library to source it for them… 

They are tremendously helpful with getting reprints through 
interlibrary loans – especially old articles that are not available 
online. Obtaining old articles and other articles that are difficult to 
find electronically.



Qualitative findings:
what researchers think are the best skills of 

librarians:

She leads me to information need satisfaction; … 
knowledgeable …; 
…help to discover (difficult to find) information; 
They know all the different ways to find information; 
Their skills to sourcing information are so important …;
Her knowledge and skills to manage and locate 
information saves time and frustration …;
They are skilled to buy and provide excellent 
information sources; 
… knowledgeable in information management



In house survey on quality of 
document delivery
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13/14 (92.9%) of the users rated our service at  90% 
or  above during July 2017



2017 LibQual results
I used to worry about books I couldn't get from 
main campus, but since I learnt about Interlending, 
it has been easier to get the books I need. Big-up, 
Interlending is convenient and worth mentioning, 
among other great services provided…

I am very impressed with the library service and 
interlibrary loan service, there are just a handful of 
article or textbooks that I sometimes feel are 
lacking, but this is understandable as you cannot 
have everything available …



2017 LibQual results (cont.)
Very impressed with the interlending service, online 
system and wide access to journals which is critical 
to my research. Thank you

I would appreciate it if the library had some more 
books in my discipline.  Currently I rely a lot on 
interlending.

In general I am very happy with the service the 
library provides. Most literature is available through 
the library or can be ordered through interlibrary 
loan. 



ILL is 
definitely 

still relevant 
today!



Future of ILL



Future of ILL



Focus on user needs

Information 
available to user

Users have access to 
more information 
(e.g. open access, 
library collections)

Information sources 
discovered on shared 
catalogue (e.g. OCLC 

WorldShare Discovery)

Users discover more 
information sources 
to which they do not 

have access to

Request 
from ILL



Focus on user needs
• Focus on user satisfaction

– Speed of delivery (turn around time)
– Ease of access (delivery method, e.g. email, article exchange)
– “Walk the extra mile”

• Experts / specialists in finding information
– Need to develop skills
– Keep on learning
– Keep up to date with new developments, products, tools, etc.
– Need to be informed on copyright issues and licence 

agreements



Example



Collaboration and partnerships

Internal 
(other units, 

branches)

External



Examples of external partnerships

• Vendors (licence agreements)
• OCLC / SABINET (training, new 

developments)
• German library
• VetLibL



Embrace change

Technology is nothing. 
What's important is that you have a faith 
in people, that they're basically good and 
smart, and if you give them tools, they'll 

do wonderful things with them
(Steve Jobs)



Examples of how technology can assist ILL

• Digitisation of special 
collection items or theses

• New ways to communicate 
(e.g. Whatsapp, sms, 
Facebook, Twitter)



Conclusion



Thank you
Maria.mtsweni@up.ac.za
Rachel.mahlangu@up.ac.za
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