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Going with the Flow!

CSIRIS:
• Medium-sized, special SET library
• Just-in-time vs. Just-in-case
• Low volume, high specialisation
• Costs debited to Business Units
• Personalised approach



Reasons for Introduction of a new 
system

• Current document delivery management system 
developed more than 13 years ago.

• Outdated mainframe system. Need for new 
system

• Very little technical support

• CSIR moving away from mainframe applications 
to an ERP.



Reasons for Introduction of a new 
system (cont)

• Clients wanted more feedback/information on 
the status of their orders

• Avoiding duplication of orders
• Avoiding unnecessary re-inputs into 2 or 3 

different systems
• Better statistics for CSIRIS on services rendered 

to BU’s



A workflow system

• Drive towards an “e-CSIR”
• Many administrative functions (e.g leave, 

S&T claims, training requests) already 
“workflowed”.

• Staff familiar with the system
• Accessible to all CSIR.

• Experienced Computing Services staff 
available for development

• Interface with ERP financial module 
possible.



Specifications
• Data capturing –quick & 

easy
• Intuitive as far as possible
• Requests should 

automatically be directed to 
right department

• Equal distribution of 
requests to available staff

• Allow for direct 
communication between 
CSIRIS and client

• Allow approval of costly 
items e.g. highly technical 
books.

• Be compatible with ERP 
financial module

• Allow clients to see status 
of requests

• Provide patrons with 
complete record of 
requests

• Show outstanding orders 
to staff for follow-ups.

• Management information



Implementation

• 6 months of developing – Oracle database
• Testing: CSIRIS information specialists 

and selected end-users
• Training of CSIRIS document delivery staff
• Manuals compiled for requestors and 

CSIRIS staff 



Marketing

• News item on the CSIR Intranet
• CSIRIS newsletter (e-mail) to the entire CSIR.
• A “road show” - presentations and training sessions at 

every business unit.
• One-on-one training 
• Monthly Information Competency workshops for current 

and new CSIR staff.
• Manuals for both clients and CSIRIS staff 
• “Brown Bag” training sessions.
• Patrons submitting requests via e-mail or paper were 

informed of the new process and directed to workflow. 



Problems

• Resistance from patrons to “self-help” 
system.

• Complaints of too much communication!
• Patrons often ignore messages
• Approval process causes delays
• Technical problems.



Future developments

• Interface with financial system
• Direct links from catalogue and databases 

to workflow request system.
• Enthusiastic buy-in from all CSIR staff!







































Any questions?


