
Shifting Into Teams

Abstract
After a service desk merger that caused the Access 
Services Department to take on additional responsibilities 
and student employees, student supervisors felt the strain 
of trying to manage a larger team with tools and 
procedures that were developed for a group half the 
size. Following the initial transition period, supervisors sele
cted Microsoft Teams as a comprehensive student 
management system. Using Shifts and other 
related applications facilitated scheduling, improved comm
unication between supervisors and 
student employees, and enabled students to easily access 
important information. This poster will share specific tools 
and techniques we used to help manage a team of over 25 
student employees staffing a single service point.

The Access Services Department at UNT has about 50 
employees who work different schedules to provide library 
services 7 days a week. There are some hours that student 
employees are working without a supervisor present and 
are responsible for addressing a range of emergency or 
complex situations. Employees were using a variety of tools 
for communication including email, Skype for Business, 
and in-person conversations. After merging the service 
points and expanding hours of operation, we realized that 
more than ever effective, ongoing, two-way communication 
is essential for providing excellent services consistently. In 
search for a platform that supports better communications, 
the supervisors identified Microsoft Teams. 

• One-stop shop for communication and information
• Chat enables direct communication between all 

department employees
• Tagging individuals, channels, and groups
• Desktop, web, and mobile app
• Add-on applications
• Channels allow for organization of content
• Tabs allow important content to be pinned at the top of 

the relevant channel
• Highly customizable

• Shifts for scheduling, independent shift swaps, hours 
tracking

• Notebook for quick reference information
• Planner for daily task list and task completion tracking
• Wiki for project tracker and revised notebook
• SharePoint for simultaneous document creation and 

access
• Forms for polls and surveys

The Transition to Using Microsoft Teams and Shifts 
for Managing Student Employees
Introduction Microsoft Teams Tools

Lessons Learned & Limitations

• Shifts is used in companion with an Excel sheet showing all student assistants' work 
availability for the current semester. The app offers a visual representation of the 
schedule, automatically tracks weekly hours, identifies conflicts, and is easily adjusted 
for any sudden schedule changes.

• The Planner application contributed to the creation of a digital task list and the ability 
to copy it weekly. The app provides access to all students, easier to 
update instructions, schedule tasks, and is overall more efficient.

• Within a Teams group, tags can be used for a sub-group of people to be contacted 
instead of the full team. The tag can be used in posts and in chat. Our main Teams 
group is accessible by most of our department, but the Tag "Service Desk SA" allows for 
notifications for posts and chats be sent to Service Desk Student Assistants. This 
allows for more clarity when communicating in a large Team accessed by several units.
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Elements of Teams

• Notebook offers a digital version for the 
student assistant manual which could easily 
be updated and accessible. However, the 
program is slow, at times hard to locate or 
search for information, and has issues with 
allowing access to others for collaboration 
or updates. We are testing the Wiki app as 
an alternative to host the student manual.
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