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01.
Background
Bond & ch ch ch changes
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Digitisation requests

 Small institution: Approx 6000 FTE students

 Small Library Team: Around 24 staff members

 Traditional operational mode: in-person classes, 
personalised customer service

 Strategic Directions: long history of innovation 
with technology & big focus on the student 
experience

 Resource Sharing is free for students and staff

Covid pandemic triggered the use of 
digitisation requesting via Primo/Alma 
workflows in 2020. Previously users came to 
library and scanned or photocopied what 
they needed for themselves.  This service 
stayed after lock downs ceased to support:

• Isolating students & staff

• Enabling students & staff to minimise 
visits to campus during Covid waves

Digitisation service is now a standard 
offering.

Bond University Quick Facts

0 1  – B A C K G R O U N D
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Let’s set the scene

• RapidILL Implemented in 2020
• Rapido in July 2021
• Chief driver was improved user experience 

for requesting items not held at Bond
• Default Primo search set to include Rapido 

titles from January 2022

Rapido for resource sharing requests
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02.
Synthesise Rapido + Alma 
Digitisation
Simplify the experience

6/09/2022 6



CRICOS Provider Code: 00017B   TEQSA: PRV12072 

Why?

• Can you spot the request option when 
using Alma digitisation in Primo VE?

• When Rapido is turned on in Primo, users 
who are familiar with seeing the big 
request tiles will be on the look out for 
one of them, rather than a tiny little text 
link.

• Requesting a digital chapter/article 
should be a consistent experience 
regardless of whether the title is held 
locally or at another institution

• When our local copy is out on loan or 
missing, we can quickly request from 
another library
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02 – SYNTHESISE RAPIDO + ALMA DIGITISATION
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03.
Implications

What does this change mean for the library team?
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Whose task is this?

One Resource Sharing Library

• One campus – same team 
(Customer Services) working 
across two libraries + storage 
library for Resource Sharing

• Same team  (Customer Services) 
undertaking digitisation of local 
holdings

• Since both libraries are so close, 
all resource sharing items are 
borrowed from the Main Library

6/09/2022 9
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Monitoring 
Fulfillment 

requests

Pick from 
Shelf

Rapido 
Requests

Rapido 
Requests

Scanning Workflows

Consolidation

• Fewer places in Alma to process 
requests

• Eliminated need for pick from shelf 
and transiting items

Before                                 After

0 3  – I m p l i c a t i o n s
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User Experience

Goals

• Users understand how the request 
process operates

• Users aware of © limits

• Users’ expectations about supply 
times are managed

• Fewer interventions and “bad news” 
from the Library

6/09/2022 11
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Reporting

Change of analytics subject area

6/09/2022 12

• Digitisation requests data is now in 
two locations

• Up to Feb 2022 in Requests
• After Feb 2022 in Borrowing 

Requests (and Lending Requests)

• Potential impacts on key 
performance indicators

0 3  – I m p l i c a t i o n s
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04.
Rapido Features
Key Rapido features and how they are adapted for local requests
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Borrowing 
Copyright Rules
• Calculated on isbn for books, or, ISSN, 

volume and issue for articles

• 12 months seemed a reasonable duration 
– main goal was to stop users requesting 
all or several chapters at once eg a 
whole textbook

• Request type specific to borrowing 
resource sharing digitisations – applies 
to local digitisations in our scenario

6/09/2022 14
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Display Logic Rules
• Rapido offer type (digital vs physical) 

• Independently hide either one or both of 
these for selected user groups if you need 
to

• Hide the Alma digitisation request for 
everyone – the little text link that appears 
in Primo

• Hide Rapido physical offer for local 
ownership

• Hide rapido digital offer for certain 
resource types/record types*

*we also use a general electronic service to ensure videos are 
not requestable

6/09/2022 15
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Fill Locally
Manually fill a digital request when resource 
is readily available:

• Open access

• Grab the book/journal and scan in a few 
minutes

• Request is completed and requester 
receives notification with download link

6/09/2022 16
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Digital Access 
Measure
New Num of Digital Accesses added to 
Borrowing Requests analytics subject area

• Previous digitisation request data are in 
the Requests subject area – no way to 
see if files were accessed by the 
requester

• Since implementation we now use 
Borrowing Requests data for reporting 
digitization

6/09/2022 17
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05. 
Impact on services
Analytics illustrate the changes
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Digitisation 
requests
Change implemented 14 February 2022

6/09/2022 19

0

10

20

30

40

50

60

20
21

 M
ar

ch

Ap
ri

l

M
ay

Ju
ne Ju
ly

Au
gu

st

Se
pt

em
be

r

O
ct

ob
er

No
ve

m
be

r

D
ec

em
be

r

20
22

 Ja
nu

ar
y

Fe
br

ua
ry

M
ar

ch

Ap
ri

l

M
ay

Ju
ne Ju
ly

Au
gu

st

No. of requests

05 – IMPACT ON SERVICES



CRICOS Provider Code: 00017B   TEQSA: PRV12072 

Digitisation 
requests
14 February – 31 August 2022

Source of request - UX

6/09/2022 20

API 
10%

Blank Form
4%

Rapido tile 
84%

Alma
2%

HOW USER REQUESTS 
DIGITISATION

05 – IMPACT ON SERVICES
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Digitisation 
requests
14 February – 31 August 2022

Bond is the partner

Team only digitise Monday-Friday but still 
averaging <1 day
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I particularly like that 
digitisation requests are now 

eliminated from the Pick from 
Shelf list. This has stopped the 

confusion for desk staff when 
processing click & collect items 

– one less option to select! 

T a n i a  W o r t h y  – T e a m  L e a d e r
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I like Rapido’s ability to catch 
duplicate or copyright 

infringing requests, and 
requests for copies of our local 

holdings. 
There were more steps when 

using standard Alma 
digitisation.

0 5  – I M P A C T  O N  S E R V I C E S

A m y  L e o n g  – C u s t o m e r  S e r v i c e s  T e a m
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06.
Consider This
Tips and lessons
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Are you interested?

Think about…
• Both Borrowing & Lending 

requests will exist
• Do you need Pick from 

Shelves?
• Review information options 

in the request form
• UX improvements may see 

increase in requesting
• Digitisation requests are 

not visible in Manage 
Patron Services anymore

• Review your copyright click 
through agreement

• Rules for copyright
• Test that the tile is hidden for 

certain resource types
• Consider continuity of reporting 

digitisation requests

0 6 .  C O N S I D E R  T H I S
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Wishlist

More consistency

• Hold Requests should also 
use tiles

• Resource Sharing digital 
requests should be visible 
in Manage Patron Services

0 6 .  C O N S I D E R  T H I S
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bond.edu.au

Peta Hopkins phopkins@bond.edu.au

Jessie Donaghey jdonaghe@bond.edu.au

Digital Library Services Team

Bond University, Gold Coast Australia.
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