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Apps in your “toolbox”

• Holdings

• Policies

• Deflections

• Availability

• Automation

• Fee management

• Reporting
• Resource Sharing 

community



Optimizing the use 
of ILL Fee Management 
(IFM)



ILL Fee Management (IFM)
What is it?
• IFM lets you reconcile ILL charges and payments through your 

monthly OCLC invoice—and eliminate invoices and check writing 
for individual ILL transactions. 

Why would you use it?
• Time and energy savings
• Improved decision-making around budgets and ILL partners
• Collection development
• Potential to offset ILL costs



• Use IFM to pay for ILL requests that cannot be filled by 
LVIS or reciprocal lenders.

• Strive to maintain a net zero balance with IFM.
• Debits = $100.00
• Credits = $120.00

• Know which lenders charge you so that you will know to 
charge them
• Check your IFM reports monthly. Note which lenders charged you.
• In your Custom Holdings path, put these lenders in your last group 

so they are used only as last resort.

IFM: Some basics



IFM fun facts: 2023

Rank Amount
1 15.00$    
2 10.00$    
3 20.00$    
4 25.00$    
5 13.00$    
6 14.00$    
7 11.00$    
8 7.00$      
9 12.00$    
10 17.00$    

Most Common 
Lending Charge

0.50$ 616.50$ 

Smallest and 
Largest Fee

United States USD
 Canada CAD
 British Pound GBP
 Euro EUR
 South African Rand ZAR
 Austalian Dollar AUD
 New Zealand Dollar NZD

Currencies Supported



Use IFM to pay for lost or damaged items
• Avoid the headache of getting a check cut. Use IFM instead:

– Borrower contacts the lender via email to alert them about paying 
for a lost or damaged book

– Get the lender’s approval to use IFM and the lender’s replacement 
cost

– Send the lender an ILL request:
• In the title, clearly state this request is to pay for a replacement
• Be sure the request type is set to COPY
• Maxcost = Replacement Cost
• Check IFM box



Using IFM for lost or damaged items 



You now can request OCLC to turn off 
IFM for your library
• If your library is not allowed to use IFM
• To prevent accidental use of IFM
• Contact OCLC accounts receivable: acctsrec@oclc.org 



Ensure your holdings 
are accurately 
represented in WorldCat



Accurate WorldCat holdings let the 
world know what your library owns
Holdings are like inventory
• They let everyone know what your library can lend/copy
• They have a significant impact on what requests come into 

your library’s ILL queue



Quality data is important
Streamlined holdings update improves fill rates
394 ILL libraries
Jan-June 2022 versus 2023:
• The total of “Not Owned”

dropped by 14,465
• 56% decrease

• Some large libraries saw
decreases of 90+%

oc.lc/holdings-request



WorldCat knowledge base integration
What is the knowledge base?
• Manage your e-resources and automatically maintain WorldCat 

holdings
How is the knowledge base used in ILL?
• Used by automation to assess coverage and license terms when 

building smart lender strings
• Displays an article-level link to requested content in staff interface if 

holdings are in WorldCat knowledge base
• Also displays terms of use and any specific instructions for ILL use



How do you set up the WorldCat 
knowledge base integration?
• You need to use WorldShare Collection Manager to 

manage WorldCat knowledge base collections
– Collection Manager enables you to set WorldCat holdings 

for those collections to which your library has access
• If you need access to Collection Manager, use the link 

below to get started

Learn more at oc.lc/getCM



Configure your 
Institution Settings to 
maintain holdings in 
WorldCat for any 
selected collections.



Search for collections.



Select 
collections.



• Set collections you want to 
lend as ILL allowed = Yes.

• Select any additional 
instructions from drop-down 
menu.

• These terms and instructions 
can appear in ILLiad for you 
as you process lending 
requests.



Next: Turn on kb integration for ILL



Lender view in WorldShare ILL or Tipasa



Lender view in ILLiad



Improve turnaround time with 
WorldCat knowledge base integration

Leanna Pagano
Manager of Resource Sharing and Course Reserves, 

California Lutheran University

“My recommendation is to make sure your 
collections are in the WorldCat knowledge base. 
That way, you get seamless integration between 
your holdings and ILL, ensuring you can quickly 
and efficiently locate items in your collection.”

oc.lc/sf-stories



Clearly communicate 
your lending policies



Check and update your lending policies
• What do/don’t you lend?
• What do you charge? Do you reciprocate?
• Include notes for clarification

illpolicies.oclc.org



Keep your contacts up-to-date
• Provide ways to reach 

your team.
• Include entries for

borrowing, lending,
billing, and shipping,
as needed.

• Delete outdated 
information (e.g., Ariel).

illpolicies.oclc.org



Communicate hours of availability
• List your department’s 

regular operating hours.
• Let other libraries know 

when to contact you or 
when your team is 
processing requests.

• Inform borrowers about
closures.

illpolicies.oclc.org



Say “no” quickly



Speed your “no” response
• Set up real-time availability (auto-no)
• Automatically deflect specific types of requests 
• Shorten your Days To Respond
• Set supplier status to “no” when your service isn’t available



What is it?

Connects to a lender’s local catalog 
to see if an item is on the shelf

Responds “no” automatically if item 
is checked out or unavailable

Complete this form: oc.lc/realtimeill

Say “no” automatically 
with real-time availability

WorldShare ILL, Tipasa, ILLiad

Gets requests to lenders that can 
supply the fastest

Speeds borrower turnaround time 
systemwide

Reduces time as a lender spent 
looking up item availability

HOW DOES IT HELP?



Since January 2021, RTA has saved libraries
935,000+ manual lookups, 

plus moved items faster on network

Real-time availability in action



Minimize staff intervention with 
real-time availability

“At Ohio State, we saw a reduction in 
ILL requests for checked out items 

reduced from 30% to 5%. That’s a huge 
savings in staff time.”

oc.lc/sf-stories



Deflect specific types of request

illpolicies.oclc.org



Shorten your Days To Respond
• How long do you want a 

request to “sit” in your 
queue?

• Find the balance that
gives you enough time to 
fulfill the request but also 
keeps requests moving 
to the next lender.

illpolicies.oclc.org



Set supplier status to “no”
• Go non-supplier for extended 

closures or staff shortages
– Change supplier status from 

Yes to No (but remember to 
change back when you reopen/
are fully staffed)

– Set up scheduled closures in 
advance on the Schedule tab… 
and go non-supplier automatically

illpolicies.oclc.org



Say “yes” quickly



Speed your “yes” response
• Check your lending queues at least twice a day.
• Set up WorldCat knowledge base integration to speed 

processing of article requests.
• For WorldShare ILL and Tipasa libraries:

– Use Lending automation to predictably apply constant data.
• For Tipasa libraries:

– Use Lending priorities groups to highlight requests from particular 
borrowers.

• For ILLiad libraries:
– Use routing rules to speed processing.



Lending: what can you automate?
• Define a match based on elements in the request.

– Who is the borrower? 
– What type of request is it (copy v. loan)? 
– What is the requested format? 
– Where does your library hold the requested item (branch or shelving 

location)? (Tipasa only)

• Take these actions on matching requests.
– Apply constant data (add a charge, lending notes, due date, different 

return address)
– Add a request tag (Tipasa only)

WorldShare ILL, Tipasa



Lending Automation: Configuration
• Set it up in OCLC’s 

Service Configuration
– WorldShare ILL > 

Automated Request 
Manager > Lending



Basic lending automations
Examples
• Charge a certain group of lenders $10.
• Assign a shorter loan period for AV materials than for books.



Advanced lending automations
Example: Charge some libraries $0, charge others $20, and 
charge everyone else a default $15 charge, regardless of 
request type.



And if you speed your lending enough…

• Earn an invitation to the Express Digital 
Delivery Program!



Copies get delivered fast
through the Express program

average turnaround times for copy 
requests among Express libraries.

WorldShare ILL, Tipasa, ILLiad



Express library collections

1,000+ libraries 
make up the Express group 

580,000,000+
WorldCat Holdings

25,000,000+
unique Holdings



Achieve impressive borrowing 
turnaround times

Ashley Cole
Associate Director of Collection Strategies, 

Eastern Kentucky University Libraries

During the first six months of 2022, 
30% of their Express requests were filled in 

one hour or less, 40% were filled in two 
hours or less, and 10 requests were filled 

in two minutes or less!
oc.lc/sf-stories



Let the system process 
standard borrowing 
requests with borrowing 
automation



What is it?

Automates ILL workflows based on 
library’s configuration

Enables libraries to determine how 
patron-generated requests are 
processed

The only way to get ”smart lender 
strings”

WorldShare ILL, Tipasa, ILLiad

Automated request manager (ARM)

HOW DOES IT HELP?

Ensures patrons get resources quickly

Processes more requests faster

Helps staff focus time on more 
complex needs



Automation: smart lender strings
Strings built with automation utilize and consider:
• Deflections
• Electronic licenses
• WorldCat knowledge base holdings and coverage ranges
• Print serial holdings
• Custom holdings groups and profiled groups in custom 

holdings paths
• Turnaround time
• Load leveling
GOAL: Faster turnaround times

oc.lc/sf-get-started



Recommended: two basic automations
• One for loans
• One for copies

oc.lc/sf-get-started



ILLiad setup for 
automated request 

manager



Customization Manager
– Borrowing | Direct Request | DirectRequestEnabled
– Set to Yes



System | Custom Queues | CustomQueues
• Add record for Awaiting Direct Request Sending

Customization Manager Keys



Routing Rules
Not required
• Recommended for most automated workflow

Send only those items with ISSN, ISBN, or OCLC Number 
in request

Rule number should be low
• Prioritize the rule to run before all others



Make smart use of groups 
to fulfill your requests 
quickly and accurately



Types of groups

• Available for use by all libraries
• OCLC-managed membership
• Up-to-date membership every 

24 hours

PG CHG

• Only used by your library
• Library-managed membership
• Requires on-going 

maintenance by your staff

Profiled
groups

Custom
holdings
groups



Profiled groups
Lists of OCLC symbols for libraries associated by geography, 
membership in an organization, subject matter, or other 
attribute. Examples:
• LVIS – Libraries Very Interested in Sharing (oc.lc/lvis)
• LONG/LLLL – Libraries with loan periods of 12+ weeks
• FILM – Libraries supplying AV materials free of charge
• EBOK – Libraries that lend whole e-books
• Regional groups

For more information: oc.lc/support

PG



Custom holdings path examples
When free is the priority and distance matters for shipping 
time (loans):

When fast is the priority and electronic delivery makes 
geographic location irrelevant (copies):

Consortium LVIS
Other 

reciprocal 
lenders> > >

Express

Region

>

Country>

Consortium World>



Fill copy requests faster with automation

“All the new smart fulfillment features 
work together for a superior experience 
for our library users and more effective 

use of our ILL staff’s time.”

Laura D’Amato
Head of Access Services and ILL, 

Baldwin Wallace University
oc.lc/sf-stories



Monitor for improvement 
opportunities



Review your ILL stats
Standard and customizable reports
• Analyze borrowing, lending, and document delivery to:

– Refine staffing, as needed
– Review workflows
– Update policies and preferences

• Show your stakeholders how much your users and other 
libraries rely on your ability to support ILL

WorldShare ILL, Tipasa, ILLiad



OCLC Usage Statistics

www.stats.oclc.org



Sample: Borrower Activity Overview Report

Sample: ILL Fee Management Lender Report

Sample reports



Sample: Resource Sharing Lender Reasons for No report

Sample report



Contribute to the 
RS community



The resource sharing community: 
Sharing with colleagues worldwide
• What you do at your library impacts other libraries
• What you do at your library impacts the network’s 

speed
• You can have a positive impact by:

– Taking advantage of IFM
– Updating your library’s holdings
– Using real-time availability
– Setting up automations and deflections
– Keeping your policies, contacts, and hours 

up-to-date



OCLC Community Center
Learn from peers in online discussion boards

Stay informed with updates from OCLC on 
releases and events

Collaborate on new ideas and product 
enhancements

Get involved with focus groups and feedback 
sessions

oc.lc/community



Questions?



Summary: Today’s tools help you…
• Save time managing ILL requests.
• Extend your library’s collection with the world’s largest 

resource sharing network.
• Obtain items for your users faster with smart fulfillment 

capabilities, like automation.
• Illustrate the value of your ILL services with reports and 

statistics.
• Learn, collaborate, and share with the resource sharing 

community.



Jenny Rosenfeld
Product Manager

Thank you!
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Pre-Conference: Colorado Resource Sharing Conference

Product Manager
Alena Miller

Email: oclcresourcesharing@oclc.org
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