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‘ABSTRACT - * “ | .
This report summarizes the achievements of the
Nelghborhood Information Centers Project on a national basis. .
-{Summaries for each of the.five citie&-Atlanta, Cleveland, Dptr01t,
Houston, and Queens Borough, were submitted separately.) The purposes
of the Project are to research the feasibility of the branch llbrary
as a Neighborhood ‘Information Center,. to determlne .criteria for
planning such a center, ‘and to present an 1mplementatlon plan for
establishing a demonstration center in each city. After describing
the background for the project, work products of main project phases,
and interim progress reports from each library,. comments an
_-recommendations are made about four areas: the question of privacy,
the project staff, the publicity and image, and the current status
and future prospects. Attached to this report is an issue of "The
Open Shelf", which features The Neighborhood Information Centers
Project. (CH) ' T



: THE NEIGhBORHOOD INFORMATION CENTERS PROJECT ISSUE

Thls issue off The Open Shelf is devoted to and. contributed by the National
Meighborhood Information Centers Project of The Cleveland Public Library, a
federally-funded project, unique in design and administration, and a national
"“first”’ for Cleveland. This publicatidn provides o capsule view .of the local
centers in Cleveland and the Library's Urban Services Department which admin-.
isters them.
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Guest Editor,{ Dorothy "Ann Turick, serves as National Project Officer and
wiote the original Project proposal, Miss Turick has had local, state and national
library and editorial experience, having held positions with the American and
California Library Associations, as- well as with the Cleveland Public Library.,
She has edited publications for ALA and CLA and has contributed articlies to
locial, state and national publications. She has also servad as o consultant to

the Cleveland fCommlsston on Higher Educaticn. A gruduate of Miami University,
Oxford, Ohio, Miss Turick received her degree in library sciencs from Case West-
_ern Reserve Uhiversity School of Library Science. . -

The Neiahborhood Information Centers Project is
. federally - funded under a grant from the Bureau
of Libraries and Learning Resources, Office of
Education, Department of Health, Educanon, and

Welfare, Wushmgton D. C. . , ' s

» Cover quotcmon is from Burbam Conroy’s report, pcge., 5-6, cited in thé footnote
on page 3 . : .
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T}‘E NEIGHBORHOOD INFORMAT[ON CENTERS PRO]ECT
by S
s Dorothy Ann Turick

é

A
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Eorly in 1973,. The Cleveland Public Library estabhshed two Neighborhood
Information Centers in two branch libraries, Langston Hughes Branch Library,
East 79th Street and Quincy Avenue, and’ Jefferson Branch Library, 850 Jefferson
Avenue. ThesqjNebghborhood lnformahon Centers provide information, referral,
follow-pp, ond general informational assistance, utilizing an Agency Resource
file, nenghborhood resource {iles,and resources of The Cleve!and Public Library.

During the first three and one half months of operation, the centers responded |
to 698 information requests, with 250 requests related to ‘employment being the
major ‘'need’’ category.

‘This correlates with the 10.1% unemployment rate in Cleveland and the even
higher unemployment rate in the |nner city.

Such information needs are reported by staff in weekly statistical and monfhly
narrative reports and are studied by the Director of Urban Services. He, in turn,
confers with directors and representotives of other agencies such as the Feder-
ation for Community Planning, Cuyahoga County Welfare Department, Social Se-
curity Administration, United Torch Services, County and City Departments, for

- co-ordinated ways of a“evtahng or meetmg the needs indicated by the requests.

A Special Committee on Co: ordlnated Commounity Information and Referral
Service, sponsored by the Federation for Community Planning, was formed in May,
and is working on futyre plans to co-ordinate efforts. The Cleveland Rublic
Library is represented on this Commlnee, as are repsesentahves of other infor-
mation/service agencies, .

s

The bronch library seeks to be a vital force in daily l;vmg by prov;dmg “sur-
vival'' and health .care information to those who may be unfamiliar with the in-
formation resources and services freely GVG/llele to them. Those who have diffi-
culty in reading or interpreting lnformatlcn are assisted.

The,_statf of the Centers explaln o?her ltbrary services, resources, programs
and activities pnd*refer residents’ to services for the blind, hospltulned, shut-in,
ond institutionalized, y )

AN

The Cieveland Public Library serves as~the chief/planner/co-ordinator for
a consortium of five major public libraries /simtjltcmeously implementing operations
of neighborhood infermation centers. ‘ -

The Cleveland Public library was selected as’ the national colordinater for
the project, a tribute t6 the national leadership and reputation of the institution,
its Board of Trustees, its Director, and its Department of Urban Services, unique
in major public libraries in the United Sfates

The Centers are maie possible by a federal grant, the first’awarded to @ public
llbrary for a research/development conortium project. The award of this graat,
July 1,71972, and its continuation to May 1,/ 1974 honors both the Library and the
City. . C. : : .

. ~ e

Detgiled informatiod” conc the local proiect‘l‘;nuy be found in the Final
Report of Phase !, Clevelan Project, which is available in all branch li-
‘braries and in the<General farence Department of the Main Library. A limited

number of free copies are avipilaljle on request from the National Project Office.

O B . . } - .
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The summer issue of RQ, o quarterly publication of the Reference and Adult
Services Division of the American Library Assaciatian, is devated to a.national®

. overview of Neighborhood Information Centers.Copies may be ordered from ALA;

free reprlnfs of the special section are ovmlcble from the National Prolect Office.

. dn thns issue of The Open Shelf, Carolyn Mcintosh and Beth Rader Co- ordln-,

ators of the Centers, describe their experiences in this new endeavor. Mrs. Jewel
H. Harris, who served as National Research Officer and Cleveland Implementation
.Officer, offers her personalized essay concerning nelghborhood intormation.
Wiifred Isaacs, Director, Community Information Services, Federation for Commun-
.ity Planning, descrlbes information services of CIS. Jomes E. Rogers, Director
of the Library's Urban Services Department, describes the varied activities of
his Department, which administers the Neighborhood Information Centers.

The Director ofsThe Clevelcnd Publlc L:Brary, Wulter W Curley, serves
as National Project Director for the five-city consortium of Atlanta, Cleveland,
Detroit, Houston, and Queens Borough Public Libraries.

Mr. Curley, with the Directors of the Detroit and Queens Borough Pubhc Li-
braries provided the lncenhve and innovative leadership for the project to be
propssed. ‘ oo

The existence of this project and the lasting imptct it has upon library devel-
opment is a tribute to his local and national leadership. Mr. Cu[ley values this

-

quotahon A » 4 .
““Librarians and libraries can be (and in <some cases, are) agents of planned

.social’ change in their communities. They con facilitate planned change +in a

‘community by employing creative and useful means of distributing information
resources, by broadening the potential of the libtary as & community fafility undn
by exercising community initiative and support through personal and ingtitutional
actions. Moving from traditional to outreach servicé patterns requires change
and understanding of change for the individual and for the library. Initiating that

shift and sustaining it mgans working through the ever-lasting process of growth
.which is change. Consfructive ev'oluhonary growth comes from responsible in-
dividuals and institutions respondmg to the issués presented by their environment.
An important capability for a lasting institution, as well as for a healthy indivi-
dua!, is the ability to change--to plarn for change and to accommodate changes
that occur, rather than be bypassed, or destroyed by the impact of those .changes.”’

Walter W. Curley

] PR . 4

Barbara Conroy, Leadership For Change:; A Report of\t\ﬁe Qutreach Leadership
Network, Durham, New Hampshire, University of New Hampshire, New England
Center for Continuing Education, 1972, p. 7-8.
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THE NEIGHBORHOOD INFORMATION CENTER IN

- JEFFERSON B__x;z;NCH LIBRARY
-

Beth Rader

.

PN

The Neighborhood Information Centers Project in the Jefferson Branch Library

opened January 22, 1973. Jefferson is the only branch library within walking -

distance of a large populotion. The ared in which the NIC and the branch are

> located is unique: lowsincome und poverty families, @ large population of senior

citizens, Appalachians, Blacks, Puerto Ricans, and American Indians. It is also -
an old ethnic neighborho’o(d with half of the population being ethnic families who

- have lived in this neighborhood for years.’. in the Tremont area, there are dlso

O

9,

fifteen churches within this '‘isldnd’’ type community.
! R .

The day-to-day struggle and information needs are great. Olider individuals
who have transportation problems in getting out of their hdmes just to get.fo doc-
tors,  medication, focd, laundry, and to see a friendly face or someong to talk
with are numerous. Fgmilies moving into the area fram wther.neighborhoods in
in Cleveland of from out'pf State are not awere of the neighborhood cenffers, clinics,
agencies for meeting f"mergency needs, local schools, and the library. There
are families on public/assistance and struggting to make ends meet who are sud-°

“denly hit by serious frises. They ‘mgy have one or two weeks ygt befare welfare

checks arrive and fdod and milk are needed for the children. In other cases, the
gas is being turned-aff because of o gas leak which has been runping the gas™

~bill up beyond'their means to pay.

© . o
A . . T
Thesejare the types of circumstances which we aere dealing with on a day-to--
day bqsi,s._/ Information is one of the most imgoftant needs in" a community, in
any community, and perhaps even more so0 in @ neighborhood such as Tremont.

The Nejghborhood Informafion Center is growing and becoming a-strength in
the community.—}tis a strength in the sense of being a vital source ofinformatien,
service, case follow-up-on each individual, and community inputsuch as our neigh-
borhood advisory board. The .neighborhood agencies and community organizations
are becoming very important to the success of the Neighborhood Information Cen-

-

serv{ce the people of Tremont.

ter in the area. ‘Their cooperation and support play a vital part in helping stoffs

We, ‘in turn, -call upor the ag'e_nciés with @ much more relaxed feeling than be-
fore. Individuals are very wary of new services and new agency staff in their
neighborhood, often with.good reason. In ‘many cases, people, more often poor
peaple, have the attitdle, ‘‘don’t-talk to me about the services you have, show
me!”’ That is just what the NIC Project has be8n providing: information and re-
ferral services. .We are not counselors, or lawyers, or a service agency in the
sense of solving their problems. |t is very vital to have agencies and service
centers within the area with efficient staff and services to solve, or at least
lessen, the problems of the individuals or families. B

1 .

Within the NIC staff, two of the three staff members are neighborhood peaple
who live withjn the area and work d’s community information aides. As the third
stoff member, | have worked in this drea for the past three years with orherliob :
assignments. The staff is very supportive' of each other and spend as much time
as possible getting to know agencies; staff, store owners, and femilies within
our community. - : ' o

MC ‘ ) : .
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+ | believe that in order for us to be successful as o neighborhood information’
center, we must be more than a service in a building, a phene number on o poster
or flyer. We must be involved in the community beécause we feel. we are o pari
of the neighborhood, and a vital part of betfering the commumty The staff of

"the Nelghborhood information Center“in Tremont shop in the local %iores, eat

ERI

Aruitoxt provided by Eic:

funch in the neighborhood luncheonettes, and attend community meetings “and
special events in the area. The community people see us; they don’t just hear
about ‘“that new center up at"the library’’. They know what the NIC staff looks
like and that we are concerned about all activities and changes in the neighbor-
ho?d. The more the community sees us, the easier it will be for them to accept
us and our services. Families and |nd|vndua|s who have never before walked

tbrough the doors of their library are coming now. They are coming for much-
neéded information' because of a problem or crisis and bem ~exposed, many for
the first time, to the fuscinating materials, informaiion, and programs their ii-

brary has'td offer.~

&

A number of comments have been made in reference to the friendiiness of staff,
the relaxed atmosphere within the Neighborhood Information Center offices, and
comdients such as, ‘‘go on up to that llbfary information center; those folks will
take care of getting you to the right place.’’ We have spent four months proving
burselves, and now all our work, patience, and learning are beginning to pay off.
We have an information center and neighborhood library united together to lend*a
helping hand and a ?unde to infarmation and services to fulfiil the many needs of
the people.

"

Success ‘can be meosured best by Jistening to those individuols ond fomilies
wha, are 'served. They ore the peaple who, much better than pamphlets and flyers,
help to publicize the agency. As they let others-in the neighborhood know that
the agency can help fhem and-as those people in turn let others know, the usage
of our center will grow as each day passe.,. N N

Gail Knight, Mrs. Velma Jobnson, Beth Rader
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THE NEIGHBORHOOD INFORMATION CENTER /
IN LANGSTON HUGHES BRANCH LIBRARY .
by
/
- Carolyn McIntosh

A Neighborhood Information Center in a L:brury" What is fhat" Are you doing

$ocial work in libraries? These are questions or responses that are often nheord
by staff members of the Neighborhood information Center at Langston Hughes
Branch Library, East 79th and Qumcy Avenue.

Aher threa-and-one-half monfhs of operation, it can be said NIC is many ?hlngs
to many different people.

i

Staff members have-times of frustration, too!! Anxieties are somefir.ne's flowing
freely. We-receive phone calls requesting food for a family of nine or more. W-ith-~

in recent months some of our resources have seen overused in the area of emer-
gency food. We have, had requests for furniture and clothing which .have been
de(lcu!tto locote

People who have used the -service, and have been satisfied, often call back
to. thank staff members for helping them., Sometimes staff members will meet
hoshhty when an individual has geen disillusioned by the ‘‘red tape'' involved
in locating the service needed or sought. However, I, feel our track record has
been above average in quelling feors and hostilities.

In a neighborhood area where there are 44 agencies, the need for information

on available services is great. The Neighborhood Information Center in the Lang-

ston Hughes Branch is providing this information. Our job is to bring peop-le
and services together.

For example, we provide information” concerning agenCIes for employment,
welfare, food ‘and food stamps, clothing, education, financial aid, and housing.
Since we opened, in rebruury, we have dealt primarily with adult probiems. Many

people who come to uvs have not really defined their basic problem. One man
came in needing transportation help. e had to travel across town to have his
injured knee treated ot Metropolitan Generul Hospital. We were able to.help him

with his transportafion problem, but we discovered his basic problem was really
lack of information. He was also being treated at St. Vincent's Charity Hospital
for eye problems. He was gratefu! and happy to learn that the Hough-Norwood
Center, much claser to his home, could provide comprehenswe care. not only
for him, but for his\family. _
N 3
Sometimes people know the type of agency they need; sometimes they do not.
An individual may say, ‘| need eriergency food.”', Sometimes he is eiigible for
food stamps, havmg been iaid off his job, but he may not realize his etigibility.

We help people define their information problem, and then direct them to the
dgency that can supply the service.or counseling needed.

We help people to understand their bos;c\Jnformahon probiem and point them
in the "'right’’ direction. The type &f requests we receive touch upon dll phases
of human problems: in a large inner city, where help is often available but not
always understood.

t
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Examples of the type of information’requests range from the elderly persén
who has waited over a year to move into a Metropolitan Houting unit, and the
veteran whg needs toknow vhere help is avallable to him. We can help ’rhe elderly
person through the confusing maze of red tape and inform the 'veteran so he under-

- stands his alternatives. Helping the individual throtgh the. complexities of identi-
. fying and locating,agency Sé’TViceS is one of the most important services we offer.

-

People really seem to be genuinely amazed that we are donng this in the branch

-

library. We stil feel that we have not reached everyone in the comunity. The

staff ai this Center, to date, have spoken to approximately thirty graups: PTA's,
Golden Age clubs, and churches. We hate personally tdken .posters and flyers
to" stores, schools, churches and barber shops. The program has been publicized
in newspapers and on radio, <
Ll W - kS

in fact, after a newspaper story we had-a woman come from a great distance
on a bus for information she'needed. We have also received calls after news-

‘paper publicity appeared, from people giving us information about available jobs

RS

Aruitoxt provided by Eic:

and housing. We have had visits from ssaff of agencies such as Community -Edu.
cation’ Service Center which' is part of Project Search of Cuyahoga Communlty
College, tq acquaint us with their'services.
. N - o>

We ste a.potential for growth in our informational services. People still do
not realize the extent of-our files and our involvement. . This community does
not yvet use the Neighborhood Information Center to its maximum potential. In
the coming months we will be extending qur efforts to publicize and explain our
information services so that all residents in our aréa will know that this informa-
tianal service exists to help them. *

-3%imﬂﬁ
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. Carolyn Mcintosh, C. Tyrone Cofield, Jr., Chgrlotte l.ennon®
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i . AND THE CHANGE GOES ON .
by . o
James E. Rogers
R
If we have a work slogan in the Urban Services ,

Department, it is - “‘the Change goes on''. Reports v
- o from individua! members of the staff describing their

ajctivities clearly illustrate the innovative work going
~0n in relating tc these constant changes in/tg,a-\)

community. _ /

ST

““Many ‘people have talent to give us on a volunteer basis. We, in turn, give’
these pﬁgople the . opportunity to give the best of themselves in behalf of their
community.. This serves as a_bridge of g@mmunication.and without this we could
not he effective.’l Dr. Lydlo Amigo, a Community Worker in the Spanish Library
at the Coinegie West Branch is réferring to the Adv‘iso’ry Committee for that project.

/
“ Advisory committees for somé of the Urban Services Department branches and
programs have been a very effective ‘‘bridge’’ between the library stoff and the
people”in the surrounding commUnity./\Advisvory committees draw on .different age
groups, depending on the progrém. In the Spanish progrgm the twenty four adult
members are elected by the Spanish community. They wprk hard.on a variety of
projects, such as: selection, helping to develop new prpgrams', aith being gon-
cerned uboyf'-fhe“educotionol__needs of their community. ' They meet once, a month.

Across town we see the same principal working effeictively as .Toni Pierce,
Community Worker, meets with the Advisory Committee lof Blossom Hill Schoal.

These are Junior and Senior High School girls who volunteer. Adupting to the™

style of the participants, these:meetings are colled when they feel the need for one. -

Ms. Pierce says, ‘‘They let us know what contemporary things relating to their
lives need to be presented to them in class. They help give direction to the li-

‘brary and contribute o ot of volunteer help.'”” These young people really let the

library know what they are interested in, so again the ‘‘bridge’’ of communication
is built, ) : ’
~ Advisory committees have proven to be a useful and effective way of acaieving
real involvement ond dialogue between our staff and the communities they serve.
The groups are organized by the {oint effarts of the library staff and -residents.
We try to'involve the area of the community that seems most receptive to the idea.
Some groups work better than others, of course, but as with all Urban Services
programs, we strive to remain open to'changing the format if another possibility
for reaching our goals presents itself. Where these groups have been effective
there has always been o staff person hard at work in lﬂu; background contacting
people, keeping in touch, stimulating their interest and motivating them.

. - : /e TN
¢, Two years ago, when the Urban Services Department was ofganized-to develop,
some non-traditional methods of relating library services to t?le comfunity, the
goal was clear. We were 1o continue.to serve our library users and to extend our
services to non-users. How do you get people who do not know what you have
to come in and use your materials? One way is to go to them. That is what we
hgve been attempting to do with many of our programs.

. r
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“The feedbcck we receive from‘ pdtrons is mcreusmgly positive and f0ces -

that were new to us a few months ago are now regulur!y seen in the library,”

reports Bonnie Landgrabe, Carnegie West Librarian. “‘People are choosmg to

attend classes- ot the library becaus® of the informal atmosphere and approach
that gllows them to learn-at their own rate and.enjoy what they are learning. The
volunteer teacher concept has worked extremely we” here and- future plans’call
for more recruiting of these n'elghborhood peopie. Ms. Lundgrg}:e continues,
"'The response from the’ public fo our Suntdpy.Concert Series has exceeded all
expectuhons The concerts hgve be?n held jn\the referehce room so a listener

L

could browse while listenjng to the music.”’ “Their programs have included bossa .
- nova, rack, jazz-blues, recorder music, the’ Hungurlun Singing Society, a Hurigarian

.

E
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Gypsy violinist, @ sh‘mg quartet and 0 fecital by piano students. The staff here
see mgny peuple reivrning for books that first came.to the library fQr one of the
musicol programs. _

The chifdren’s: room at Corneqle West has become a popular spot for games in
the daytime and #vening, and arts and craft$ “continue to attract youngsters. At
least five pre- s¢hool -groups. are using aur services here an a regular basis. Ms.
Londgrgbe describes the library community, !‘..~the present population is largely

American Indian, Appalachian White, Black, Hungarian, and Pderto Rican - the

Blacks bemg the sriallest, and most recent group; although -their number is in;

creasing.’” Thisvcontinuing sfate of change demands that we remain open to new’

needs as they develop.and maintoin o willingness to be innovafive and flexible
n*’l?ur programs. ) - ) : 8- ,

Roberto Rodriguez, Commumty Worker in the Spanish lerury, reports, ‘‘The
Spanish Library continues to increase in popularity among the Spanish speuklng
people....... Although it does not have the facilities (of a branch) its baok cir-
culation and other library services are at the same levei as severa! of the smaller
wrban branches.” Spanish classes for English speaking people and Enghs.,h as-a
Jecond Language for residents are both well attended.

. J

The Spanish Library staff works wnh‘schools in the area, day care centers,
and the Spanish American Culture Club of the Mansfield Reformatory. During
the last quarter several lL.atin-American groups worked together-on a splendid
program of dances and songs for the benefit of the'victims of a recent edrthquake
in Central Amer.ca.” The program was given in the Carnegie West u’udltorlum und
over 250 attended. S . 4 ¢

-y .

members have become an 1dqnh\‘|cb|ﬂ friend for this commumfy, represenhng an
institution that recognlzes its social role.

One of the most populur programs in the American [ndian Project was a series
of Indian and children’s films. The Community Worker, Victoria Wade,, comments,

““This provided an excellent way for indian children to get together and reinforce.
cultural ties ig discussions following the film showmg It also gave us an oppor-

tunity to survey the children’s areas of interest.”” This staff coordingtes efforts

" There are upproxlmutely 20,0006 members of the Spunlsh commumfy " Our staff _

with the Cleveland American Indian Center, Cleveland Board of Education, Cleve- |

land Foundation, and private businessmen. Personal contact in relating to this
community is essential, and Ms. Wade says, ‘‘In the Indian community, direct
confact must be made for programs.’'’ : :

- K

. &, . \
Work has been going on since November on the new. mini-library for the Appa-
iachian Project at Calvary Reformed Church. It will open on June 10, 1973. The
Appalachian Project hos played a' vital role in providing library services to one
of the large'st minorities in the innér-city of Cleveland. There are approximately
60 000 Appuluchluns living in ?he inner-city and over one hundred thousand moun-

K

Q . ' (continued)
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2ain p‘eopletin Greater Metropolitan- Cleveland. NIC Coordinator, Beth Roder,v
reports, ‘Callege students, lacal schaols, an'h neighborhood agencies have found

‘the Appalachian Project collectron a valGable resaurce tool. This collection is

the only public cnrculatrng coilechon within o publi c library system to-our know-
ledge."’
\ N .
< An Appalachlon Fair held at the éalvary R/formed Church in Februar/ receivad
cxty -wide attention aopd ‘attracted over,2,000 people. Ms. Rader says, ‘‘Ancther
goad aspect of the Fair from the lrbrary point of view was that these were the
people we wanted to. reach. . Thréugh the Fair they heard of the new mini-library
and -were excited at the‘prospect of having a library of their own.”" Many volon-

teers from the communijty will help staff this library. Ly v

Meehngs have- been heid with the church staff to avoid duplication of programs

and to use the resources effectively. Some of the possibilities under discussion -

are: film programs, book dlscussnons, programs. f" the elderly, pre-school story
hours, crafts and rap-sessions.. ; _ ' . ~

This staff presented a progiam for the teachers at Waverly Elementary School.
The principal wanted‘the teathers to know more about the Appalachian’ culture.
The Advisory Board concepf has been very effective in this project.

At Lang fon Hughes Branch the’ fuven;le room has a variety of activities'in-
cludin pre/%school story hour, needlecraft classes, cookrng classes and fitm and
game burs Ms.. Crayton} ‘l.ibrarian, and Ms. Srmmons, Chitdren’s Librerian,
report, "‘Pre-school story hour remains one of our most successful programs. We
go-to day care centers to show films and tell stories. We visit seven centers a
week and four centers come to the librory one day a week. Another service to the
centers is the institutional loons through. which we have been delivering books
to the centers once a month. There is a great demand f0r picture bobks &nd we
cannot keep enough on the shelves. , E

“in the knitting classes th‘? girls knitted shoes, and in macramé class they
made‘belts. Girls are iearning™he basic stitches in crocheting. The program that

was highly sucdcessful was our cooking class. For a long.time we have needed.

something for boys, dnd weé decxded that a.cooking class would be a good begin-
ning. We had so many boys interested in ‘the program that we-decided to have twg,
sessions to-last. 10 weeks each. ‘The Chef's, Corner started with 12 boys and. they
met once a ‘week at the library. They worked in groups of three with a group
captain, and they were given outside assignments that required the circulating

“-of library books. They had to mdke a scrapbook, but the best part was that thay

Pel
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cooked. The Chef’s Corner received a special treat on Presidents’ Day when
‘they toured the Crayton Meat Company w:th refreshments,belng"serveg after the
tour.’’ i

The Neighborhood Information Cénters represent’ a real boos?t to 1he library.
There isa disfinct need for this type of service for the people of the neighborhoods.
It has proven to be a reference. resource for thé llbrary as well a5 the community.

r i

Community Worker, Toni Pierce, reports, '‘For Black History Week, the Haugh
Multi-Purpose Center Library in coniunchon with the; Sunbeans and the Girl
Guards, presented ‘Changing Tlmes on’ the evenings of February 14th,. and -15th,
1973. - This effort is an\example of excellent cgency cooperation. We had very,
good attendance with 34 children and eight adults aftending on the 14th, “ond
54 children ond five adults attendipg on thP 15th. Several phonodiscs were bor-
Yowed from Main Library afd the Black reference collection at HMPC was relied
on heavxly forinformation presented by the participants.

«© e N ’
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Black spirituals and “Ben’ Athe theme song from the motion picture of that

name, were sung by everyone near the termination of the program, followed by «
group d(scusmon of various'eminent Black lnleIdUOlS- .

.

The HMPC L/brary is usdd for a multitbde of purposes -»from golden cgers
working on craft prajects to pre. -schoolers playing. The Librarian ot HMPC 1is
or individual who is capuble of communicating-with a!! kinds Bf people and of
any age group. There have been times when the game room, arts and crafts room,
and skating rink were all closed and the Libfry was overflowing with youngsters
of all ages. Among the activities this resourceful Librarian has introduced are:
deveiopment of various crayon techniques, drcv&mg boats, drcwmg children, crea-
tive drawing, making Valentine cards, making’ construction paper booklets for
the pu'puse of housing creative 'writing done by the children, practicing writing

skills, asesisting with- homework rapping with the golden agers, making paper
Howers' wnh golden agers, tutorlng, practicing reading skills, storytelling, reading
te chiidren, listening to children read (practice reading), counsellng teenagers

wth Defso'wl problems and |us? listening to Yhem when they had something they
1shed to mik about.!’ .

v

For the Spring, one speciol fvroiecf is planned: every person, young or old
will grow a plant from seed. There ore several requirements for obtoining the
seeds und planter: .

1. Recd an-article in Child Craft on seed ~germination. and. a sumilcr article

in Ail About Seeds. '

2. Write g short report explcmmg fhe process of seed germination and “plant.

srowth, and discuss this report with a library staff persari. -

3. Reod about the care of plcnh in general and discuss same with llbrory

personnel. -

4. Come to the library several times a week to care for plants.

The purposes of these requirements are:

1. To give the individual some knowledge of what he is geﬁmg 1nvo|ved in
vefore gerting involved. . )
To develop-skills in written ond oral reports. T
To develop a sense of responsibility fowards a iong range goal.

This pragram is planned for 50 participants. Those too young to recd w‘ll have
the growth and care of plants explcmed ta, i}\em.

(RN

N

Tut Lady of Fgtima pre-school program is a volunfeer project where white
suburban mothers ond their children (along with Black, Hough pre-schoolers)
meet every lTuesday from nine amm. to noon for a playschool type learning ex-
perience. Attendonce is usually 12 to 18. \

\\A‘i

cn the Community Worker started reading to the children here, they were
relucient to ieove the group and go to a separate room alone, with a strangerand a

tcok, a strange object. She reports, “‘After the first few weeks the children be-

~ome friends with the worker’ and /oved. the books. The next development was
that one book wasn't enough; a few of the children wanted” to have two, to four
rooks read to them at one sitting.’ '

The children were obviously successful in getting the parents to read to them
because they had become very familiar with the books they had taken home.
Thesexhildrea hqve learned in o short period of time to love and appreciate books.
They never wag't to return a.book and get a different one; they tend to cling to
“‘my bock™ and do not want to give it up.

(continued)
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. The Community Worker there brgnched out from just reading to the children
to having them identify various pictures or images and illustrations in the books
being read and working on word pronunciation .and vocabulary building. This
approach was experimental, but in just a few months, ‘she has seen how with-
-drawn, fearful children, unsure about the whole concept of a bock have learned
to love being read to and have made new friends. This approach has been very
successful and she plons to continue at Our Lady of Fahma :

<o

At the Urban League Street Academy the film programs conhnue to be well

received. . Sometimes they are shqwn during the lunch hour. We help' students

with reference materials for their homework and have advised and’gssisted stu-
dents preparing for job interviews. The help and attention the Community Worker
gives these,sfudents on a one-to-one Jbasis is of immense value.
& One of the real success, stories in neighborhood involvement has been the
" Junior Achievement Progrcm When we began the branch participafion two years
-~ ago we tyrned away over 300 students because of space limitations’ Today we
_have 139-students involved and 28 adult advisors from the business community
working with us. > .

Junior Achievement Companies are active at the: East 131st Street Branch
four nights a week. The ages range .from 15 toc 19 years and boys and girls par-
ticipate from John Adanis) J.F. Kennedy, Jane Addams, East High, and Marymount
‘High Schools “The average attendance is fifteen at each class,’”” Community
Worker Charles. Vaughn reports. ‘‘The products prodyced include table .lamps,
‘incense candles, wooden decorated wall plaques, memo pads, stainless steel
serving frays, dlscotheque key chains and three dimensional plastic Tic-Tac-
Toe games. Our training in management, production, and sales are tiedin with
the Books and periodicals to help them imprave their programs and set realtshc
and meanpngful goals. The students self their products themselves, door todoor

At ‘L"angston Hughes the products made in two companies include: plastic
match box covers, plastic 5alt and pepper shakers, and two-sided plastic picture
frames. " The average attendance is fifteen at meetings, as at East 131st Street.

" - The Cleveland Public Library sponsors one company at each location. The athers
are sponsored by local business people. All of these programs offer the partici-
pating students the opportunity to work for one of the “scholarships offered by the

"‘Natidnal Junior Achievement prgan!zahon (fast year we had two scholarshlp
winners). '

’
n We conhnue to conduct the library books service to all the Doy Care Centers
in the area. Field trips-are often coordinated with the reading material; for ex-
ample, books on airplanes may be tied into a trip to visit the C.leveland Airport,
and reading about nature and seascnal chenges may result in a trip to the country
to see. the leaves changing color and falling from the trees. These childrenrange
in age from thrze to five years. The Bingham Day Care children . have been taken
on various sight-seeing tours around the city such as: the Cleveland Hopkins

Airport, along the lokefront shipping docks, and the Metropolitan Park. A tour

of the.Health Museum was arranged for Day Care children studying health.

The other two programs this Community Worker supervises are the popular
Photo Club at Glenville Branch and a new service to Black Unity House. In the
Photo Club. students from twelve to eighteen years of age o tlvely participate
and some of the more experienced photographers’even conduct tfaining for younger
sfudents The books on photography fechniques in picture fokmg and developing
., -are an important part of the activity. They have their own /dark room here and’
develop the pictures they take. One student recenily took pictures of all of the
Urban Services:locatibns for use in the Department. The Community Worker has
also developed an oudio-visual progrem ond reference library with the staff at
Black Unity House, a social service center. We supply ?hem with books on Black
Q@ “story, Black dev elopment, cnd current events, .
ERIC : : :
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The East 1315t Street Branch serves o lower middle-class neighborhood that
i4 predominantly Black, but has pockets of Whites and Bohemian ethnic grgrjps.m,
The economic status of the clientele does not permit long-range commitments to
.extensive volunteer service, but does allow for short term activity on a limited
‘'scale. This is a reading community. While non-traditional out-reach efforts are
encouraged, the traditional services of recent best sellers, aodequate research
tools and a qualified library staff are necessary to maintoin community infeiest.

"+ The library is recbgnized as-a center for furthering one’s progress through
individual effort, and recently as an established institution that recognizes its
role as an ‘active participant in neighborhood affairs.

The weekly meeting of the Koffee Klatch continues 16 be a major program at -
East 131st Street Branch. During the past three months the members of this group
have made extensive use of the resources available in greater Cleveland. The’
head of Clevelend Public Library’s Audio Visual Department has visited the group
to discuss the effects of media on children. They have visited the Afro-American
Coltural and Historical Society. The three councilmen with wards closest to the

. branch visited the group to speak on the uses of community power. The Koffee
Klatch has had rap sessions on consumerism, sex education, and narcotics gbuse.
This group of 25 mothers of pre-school children also composed the advisory board
for the Branch., :There are four monthly oral reports submitted to this committee
concerning branch- activities and a quarterly written report-including pictures
of programs and statistical data. These mothers form the nycleus of our neighbor-
hood support in the branch area and help to represent the Branch at churches,

PTA meetings, and in street clubs. _ a

The Traveling Storyhour progrom, promoted by Eost 131st Street Branch, has met with
great'success. The Children’s Librarian visits eight neighborhoed nursery schools, tell-
ing stories and cKonging book deposits. There are several nursery schools that transport
children to the branch and these are scheduled weekly. This willingness to travel has led
to regular book talks at the Women's Detention Home where sessions generally draw 20-30
participants. ' ; -

N N " Ty

In the month of March the East 131st Street Branch was given the Good Neigh-
bor Awdrd from the Corlett Efementary School. This certificate was given be-
couse of an B50-volume book deposit established at the school to aid their small
library., “Saul Sunshine Principal, felt that this effort deserved special merit and,
for the first time, their monthly award was presented to the East 131st Street
library. \ : '

. 3

A volunteer has been tutoring students in the Branch club room on Thursday
afternoons. We hope this contact will lead us into a summer tutoring program '
that will involve more students and instructors. :

The Community Worker, Elizabeth Young, reports from Friendly Inn, ‘‘We had
a Black author's program for a group of writers who are housed, at Karamu. They

read stories to the children and.displayed theit written materiql, getting reactions

from both parents and children. ‘

The Cohrnunity Worker reports, ‘‘Volungteers in recent weeks have included
people from the Mainstream Program and the School Neighborhood Youth Corps.

"*Our main users are children who participate in the Reading .Club, Storyhour,
and games like checkers and chess. We tried a project of reading and discussing
ontiques with a field trip to antique shops for the Golden Ager Group.

““A Community Worker has been working with the Hough Area Development
Corporation assisting in developing a bibliography, setting up a catalogue system
o helping train o staff member for the H.A.D.C. librqr):." ‘

ERIC , o )
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These reports of firsthand experiences tell the Urban Services Department

story better than an ?rgonizutioncl description. The change goes on - everywhere.
The .people in the Jibrary communities ~hange, so new needs are creafed, The
best way we know to relate to this constgnt change of peopie’s needs with our

librgry services is to make every effort to'remain flexible, open-minded and well
aware that - the‘ghange goes on.



COMMUNITY INFORMATION SERVICES
. by
& .+ < Wilfred Isaacs

-
<

Community Information Services is a afmprehensive information and referral
- service which offers assistance to ail residents of Cuyahoga County wha' have
problems or questions about health, social welfare, recreational, educational,
vocational, supportive, legals or financial services. Our objective is to enable.
and assist people with unmet needs to receive help from the most appropriate
resources in the shortest possible time. Community Information Services receives
financial support from the Cuyahoga County Welfare Department and United Torch
Services, and is a central service of the Federation for Community Planning.
C.I.S. maintains a downtown office located at 1009 Huron Road, which carries
out administrative. functions and handles inquiries coming from those living in
the central city or in suburban aréas.

. In addition, eight neighborhood outreach offices, located in the Glenville,
‘Central, Goodrich, Near West Side, Clark-Fulton, North Broadway, Corlett, and
Collinwood areas, each employs an Information Specialist and an Information Assis-
tant to serve the needs of those living in these low income neighborhoods.. The
downtowrn-offices also house. the Senior Information Center, which provides spe-
cialized information gnd referral services in answer to the unique set of problems
experienced-by senior citizens. In addition, the Senior Information Center main-
tains seven outreach offices in churches and public housing estates throughout
the city, which employ retired low-income senior citizens on a part-time basis.

During 1972 Community Information Services received a total of Bwer 25,000
inquirlies. About o third of these inquiries were handied by the main office of
C.1.S. with the other two thirds being faiily evenly divided between the neighbor-

shood centers, the Senior Center, and the Senior Outreach project offices. During
“the first quarter of 1973, C.1.S. has received over 8,900 inquiries about community
health and welfare services indicating that the total number of inquiries handied
in 1973 should be substantially greater than the 1972 figure. A
During 1972 and the first three months of the current year, the highest number
of client inquiries has consistantly been related to financial needs; primarily
the need for food stamps, public welfare, and/or emergency assistance, with over
one quarter of the inquiries falling into this category. Self referrals have can-
stituted approximately 45% of the sources of inquiries we receive. Much of our
work involves providing agency or comm.nity information to-callers. However, a
large number of direct referrals to agencies or organizations are also made, “and
often direct services or short-term coynselling is provided.

| Commuynity information Services publishes ¢ monthly statistical summary of
ithe activities broken down according to the sources of the inquiries .received,
ithe kinds of problems presented, case dispositions, the number of contacts muads,
‘and the number and kinds of situations in which no resources couid be found to
"meet the needs presented. The monthly reports also include an analysis of the
statistics and a report about the month’s special activities. C.1.S. also periodi-
cally prepares special in depth reports focusing upon one particular type of pré-
blem for which there has been a particularly large inadequacy of services avail-
. gble to meet the needs ¢of pecple in ‘he community. Tkese kinds of reports ar

in Keeping with the new thrust of Community !nformation Services, which is to no
only provide information and referral services, but to also become an integra
part of the community's plonning processes. C.|.S. is in a vnique position t

provide othar sogial service and planning agencies with data on the needs of the
‘people in our community, and we hope that our reports will stimulate discussion
and further study by those who examine needs and plon new services.

-

&
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In order to provide help with problems us auickly and effectively as possible,

. Commiunity Information Services maintains an extensive resource file of service

agencies and organizations which offer assistance to people throughout Cuyahoga

County. This file is kept as up-to-date os possible and new resources are added
as they are found. .

- A twenty-five member Community Information Services Committee Nelps guide
the service through operating policy decisions and assists staff in the develop-
ment and operation of C.1.S. The Committee, currently chaired by Les Biebl,
Public Affairs Directot of WWWE Radic, is cun.ased of representatives from all
segments of the community: men, women, Blacks, whites, Spanish speaking people,
businessmen, social workers, church representotives, and inner-city residents.

In recent months the Committee has also taken on fhe role of being an advocate
on behalf of clients and their unmet ngeds which are brought to the attention of
Community information Services. - [,"

Wilfred A. Isaacs
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WHAT PRICE...INFORMATION?
by
. Jewel H. Harris ;

A

The Clecei’ond Public Library has long been a leader in innovation within the
tield of public librarianship. The staff of the Library is dedicated. Most have
worked many, many years for the system arid have seen many changes--in Library
goals, policy, administration, and organizational structure--and changes in clien-
tele--take place; most have coped well with these changes. - :
~ . A

Clevsland Public Library’s present effort in information and referral services
is but one more avenue by which it is strivipgto meet the needs of a fast-changing
society. . ‘ ‘ T

Realizing that its clientele has also changed, to one whose information needs
and demands are vastly different from these of o decade ago, the Library hascom-
mitted itself, through the Neighborhood Information Centers Project and its con-
cepts, to seeking otiginal ‘and more effective ways by which this “‘new’” public
can best be served. o ¢ ' '

It has been said by someé members of the profession that the Library as on
information and referral agency is a concept neither new nor unique--librarians
9 . . . 1y . .

have been giving | & R type services all along.”’ | agrke that this is so--to
a point; but what is new and different is the level™und vafiety of this .service, -
and the fact that the service--as an information and referthl one--is being pub-
licized by the Librar{‘ to the people whc\: need it most, the disadvantaged and
minority segments of the community. - N T :

One argument by some members of the Library professi gainst the concept
of information and referral is that "'librarions are not social workers’’, and there-
fore should not be expected to give advice; or counsel to their patrons. The pro-
ponents of the | & R concept agree with this argument; we feel that the | & Rstaff
should be a mixture of both ?ibrurians and individuals with cemmunity and/or
social work” backgrounds. Accordingly, ik recuiting staff to work in.the NIC pro-
ject in Cleveland, we looked for persons who had previous experience indealing
with people as social workers, .case workers, community group workers, ‘and 'the
like. But, above and beyond this, we recruited people who had a basic warmth
in personality and a sincere desire to help people in need of the type of inform.
ation we ware prepared to offer. We sougﬁ?individunls who possessed o firm
belief in the goodness of their fellow human beings--and a belief that all pecple
regardless of their age, race, color, social background, economic status, or physi-
cal appearance, have needs and are entitied to information to aid them in getting
those needs fulfilled. ’

Other qualities for which we looked were strength, courage, perseverance,
diplomacy, perspicaciousness, and tact. These qualities are all essgnﬂgl in
order to effectively deal with | & R clients and with agencies and organizations.
To have an | & R stoff possessing these quaiities, backed by a staff of llbrariaqs
with expertise in the collection, organization, storage, and retrievol, of data, is
to have a winning team perhaps unparalleled by other agencies offering | & R
services. Both the librarian and the individual with community or secial m{lork
qualifications are necessary ingredients. \
!

The law of averages suggests that there are librarians who also have (all
the other necessary qualifications to be successful | & R specialists. .Cleve| nd
Public Library is fortunate in having on its staff such individuals. |t is my pi‘-
sor.al hope that, as the NIC concept expands and extends within CPL, these in-
dividuals 'will recognize, ond be recognized for, their worth and ability, and take
an active role in what is surely an exciting and meaningful new venture for the
Library and the profession.

Q
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‘tally retarded child has a bed, and a lon

|$ is my contention that ‘‘nothin wohhwhile is ever achieved without some
degree of pain’’. The most wonderf% miracle which God has given is life itself--
the birth of an infant by its mother info the world--and yet, for many women, fh:s
is the most pomful ever experienced by a female in her lifetime.

Change, too, can be painful. Many of us are gomior?oble with the status quo--
with processes and procedures with which we are fomnl iar. For those librarians,
then, who are faced with an, almost totaHy "'changed’’ clientele, receiving ¢ man-
date to serve by way of a changed service concept, while al'so having to work
with a "changed’’ staff composition, con be o mindblowing experience.

Therefore, it should be made perfectly clear that, although new concepts of
library service delivery ¢emand the support of stoff from other disciplinary helds,

librarianship will not be sacrificed or desfroyed in the process. The 'new’’ will
not be effective without the ‘‘old"’.

? .

The swccess of the Neighborﬁood Informcmon Centers Project, as with any
project which is different in its make-up, goals, *and concepts from the established
norm, depends upon the support ond cooperation of all our staff working together
toward achieving success. It will not be an easy task, nor will it be a painless
one; but the fjoy of knowing that, through our afforts, a baby has milk to drink, a
man has a job to support his fam'ly with dt?nny, a foundnng has a home, @ men-

ely old woman has a friend, certolnly
makes it all very worthwhile.

’

Mrs. Jewel H. Harris
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‘GARDEN VALLEY 7006 Kinsmar Rd.

- Neighborhood Infurmatl.on Center

THE CLEVELAND PUBLIC LIBRARY SYSTEM
MAIN LIBRARY

~

AND

BUSINEéS AND SCIENCE BUILDING
25 SUPERIOR AVENUE v {

-~

8839095
GLENVILLE 660 Parkwood Dr. 681-20‘10
HARVARD-LEE 4125 Lee Rd. 7519955
JEFFERSON 850 Jeflerson Ave. 2417527
Neighborhood Information Center 687-0080

LANGSTOWN HUGHES E. 79 St. & Quincy Ave.
& 431-6118

3315075

) 241-1020 \
by . .
PUBLIC ADM_l_NlSTRATlON LIBRARY, CITY HALL 1 Lakeside Avenue 694.2655 .4nd 6942657

S

-~ BRANCHES
ALTA E. 135St nesr Mayfictd Rd. 7216396 LORAIN 8216 Lorain Ave, 6314961
ARLINGTON 1233 Arlington Ave.  451-0306 MARTIN LUTHER i'(mc-}k. 1962 E. 167 St.
) N 7954111
B E . -
BROADWAY 3318 Ease 55 5¢ 8838652 MEMORIAL 15212 Lake'Shore Blud. 5315860
BROOKLYN W.15St. & Mapledale  661-6178 MILES PARK Miles Pack & E.93 S, 6414990 -
CARNEGIE WEST 1900 Fulcan Rd. 9610998 MT. PLEASANT 14000 Kinsman Rd.  561-4790
CEDAR 10112 Cedar Ave. 795-4644 NOTTINGHAM 760 E. 185 St. 815588 -
CLARK 4620 Ciack Ave. 651.2652 RICE 2820 E. 116 St. 2315062
COLLINWOOD 856 E. 152 St 541-4220 ROCKPORT 4421 W. 140 St. 2514466
EAST 131s¢ STREET 3830E. 131 St.  561-613 SOUTH Scranton Rd. & Clatk Ave. 781-16%0
EAST 79th STREET 1215E.79St. = 831.7266 SO. BROOKEYN Cor. Pearl Rd. & Henrltze
, A * 7 6615700
EASTMAN 11500 Lorain Ave. 251.9433 . -
) . STERLING 2200 E. 30 St. . 6215768
§5¢h - EAST 5510 Superior A vse. 381-6232
. SUPERIOR 1347 E. 105 St. 795-4249
FLEET 6511 Fleet Ave:, 641-5666 -

TREASURE HOUSE Crawford Rd. & E. 66 St,

795-4383
UNION 9319 Union Ave. 6414961
WALZ 7910 Detroft Ave. 651-0051

WEST PARK W, 157 St. & Lorain Ave.

9413730
WOODHILL 2973 Woodhill Rd. 121-7970
WOODLAND 580% Woodisnd Ave. 361-7255

OTHER: SERVICE AGENCIES

SCHOOL SERVICES

-

\
BOOKMOBILE AND EXTENSION SERVICE

HOSPITAL. INSTITUTIONS AND SHUT-IN SERVICE

LIBRARY FOR THE BLIND - BRAILLE AND TALKING BOO;( SERVICE

AUDIO VISUAL DEPARTMENT, '

URBAN SERVICES DEPARTMENT e

UNION TERMINAL MINLBRANCH

)
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AUTHOR'S ABSTRACT

This report serves as an annual report for the Neighborhood Information
‘Centers Proiect summarizing the first year, July 1, 1972 - June 30,
1973, of the protect on a national basis. Reports summarizing ;
achievements on a local basis in each of the five cities: Atlanta,
Cleveland, Detroit,; Houston, and Queens Borough have heen submitted

as separate annual reports from each . library. - The proiect was proposed
to research and design criteria for the implementation and establish-
ment of two neighborhood information centers in two branch-libraries in
each city. The proiect successfully accompllshed its goal. and has
‘becun a continuation period, July 1, 1973 - April 30, 1974, with ten
additional months of federsl fundinz. Detailed 1nformation on aspects
of the project may be gouzht from the National Project Office in
Cleveland; and/or from each of the Directors of the project libraries

Dorothy Ann Turick
National Project Officer
Cleveland, Ohio
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PREFACE .

‘The survival of the nublic library, as such, is presently ir
jeopardy. As a soctal ingtitution, its functlon is.to provide for the
informational needs within 4ts community. Presently it is often found
wantinﬂ in meeting this function As a service agency, it is reazponaible
to its clients. In the most dormant instances {ts performance of thic
function 1s heing ignored or bypassed. In the most alive instances,

. libraries and librarians are being asked to look to new roles and new-
patterns of service in that community,

In theorv, .the library's clients include the entire spectrum of
individuals and'groups-in'the community, fIn actual practice, however,
utilization of librarv services is often sélective due to the method hy

. which.l1braryv services are delivered orrdue to the lack of community
_awareress of or responsiveness to the serviceg offefed.” Thus, both
implicitly and explicitly, the_needs of some segments of the community
are hetter served than others, Whatever the réasons, ineauity.of service
i{s the resunlt. All communities have overlooked, unserved citizens. Those
most often unserved by libraries include the “isadvantaced, the-aged, the
nonliterate, the minority groups,'the institutionalized--all disadvantaned
even further because of lack of adeauate information services.

The access to information, having it and using it, is a strong
" element of p power for individuals and groups .of people in a community,
The realization that haviny information is vital ta what people want and
need to do is a growing one. That realization translates into alternative
means of gettins information if public Iibrary .services do,not meet those
needs. - Some of the currgnt,alternatives include hotlines. government
information centers, husiress references services, etc,.

Jlowever they get it, citizens need information with which to make
decisions in meetiny their personal, career and civic responsibilities.
Current trends which are leading to sreater personal development
participative manapement. and citizen- oriented government make the
individialls decisions ever more si"nif{cant and the need for access to
and use of information greater. The growing demand for participation
{n ‘the decision-making on community issﬁeé_is becoming ever stronger.
Thus, these pressures promise to‘intensify rather than to lessen. They,
the pressures, also promise to be reflected in the demand for accountahility
_expressed by the ‘citizen who is asking for evidence that shows that:
important and useful services are actually being exchanged for the tax

:dollar ActiVe provrams 8 of providing infofmation in repsonse to community

»

1Conrov Rarbara, Leadership for Change: A Régg;t of the Oufreach

_Leadership Network, -Durham, New Hampshire University of New
Hampshire, New England Center. for COntinuing Bducation, December,
1972, pp. 4-6.," :
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CHAPTER I

RACKGROUND FOR THE PROJECT

v
~

The Neichborhood Information Centers Project is highly
signigjcanr nationally. .
Tt is the first research/develbpment proiect conducted by a maijor
public librarv as a nationaf research co-ordinator.

It is the first consortium project of five maior mublic librafies.

It is the first research/development proposal to be awarded a
nrant underp Higher Education Act, 1965, Title II-B, directly to
a public library for a consortium/research proiect.

.1t serves as a prototvpe for Tuture projecte awong coasortia of
public libraries, )

The concept of nefchitiorhood Information centers in branches of
public 11brarﬁbs wasg discussed by threg of the Directors of the five
proiect libraries in 1971: Mrs. Clara Jones, Director of the Detroit
Public Librarv, Walter W. Curley, Director of the Cleveland Public
Librarv. and the late Harold Tucker, Director of the Queens Rorourh
Public Librarv. The former Associate Commissionmr of the Bureau of
Libraries and- Learnine Resources, Burton Lamkin, was deeply interested
in these concepts. an’ supported the possibility of a regearch/
demonstration project to design and establish <uch centers.

A- neichborhood information center is a desicnated section or
office within a branch or a Main Library with 4 current a2dncv/
individudl resource card file planned so that staff, by usilnr the file,
mav refer individuals or organizations to acencies or indivhduals who
can assist them with information to resolve a wide ranre of human
problems. Staff mav be librarians &r: non-librarians with a background
in community and/or social work.

The centersg are considered part of Lranch library services and
their functépn, part of the administrative responsibility of the
branch 1librarian, -

~Durine the planning/research/implementation phase, libraries mav
varv the administrative arrancements ror establishing and operating
such centers until the mcst feagible method of administration and
staffing operation may be tested.

The difference in the neighborhood information center, from
customarv reference procedure is that it utilizes referral and



followlup techniques. The individual reauesting information is
eiven definite personalized service, may have his appointment made
for him, may be given bus fare or transportation service, and if he
is arreeable, is offered a follow-up check by telephone within a
designated time period, to determine if he received the information
and services required to resolve uis needs and/or information
prob]em.

Information and serxrvice gaps are compiled by staff and referred,
through the administration, to the proper community agency in the
neighborhood or area with whom the library has previously established
relationships.

The NIC Project, began as a twelve month project, July 1, 1672 -
June 30, 1973. 1t was proposed in a proposal from The Cleveland
Public Librarv dated March 21, 1972 entitled. "A Proposal to Research
and Design Criteria for the Implementation and Establishment of a
Neighborhood Informstion Center in Five Public Libraries in Five
Citlies: Atlanta, Cleveland, Detroit, Houston, and Queens Borough.”

1

The proiect was approved and funded as proposed. Funding level
was $324,000 for three phases for one year. Phase I, the Feasibilfty
Study in each city, provided $15,000 to each library. Phase II, the
National Planning Study, assigned solely to The Cleveland Public
Librarv was $29 000, .and Phase IIT, Implementation for six months
Januarv - June, 1973, gave $59,000 to each city

The five libraries conducted the project as propcsed with
local modification on the length of time for the local feasibilityv/
research study, proposad for four months, continued for five or six
months in several of the libraries. Implementation, to begin in
January, 1973, was also modified to late January or February 1972
if necessary.

Pro1ects funded by Federal funds receive funds nearly two
months after the initial date of the project. 1In certain cities, the
necessary delay in receiving funds and organizing accounts, thus
prevents actual expenditure of funds for staff and necessary wérk,
causing modification in dates of the phases.

For background information %nd understanding, the proposal
submitted by The Cleveland Public Library to the Bureau of
Libraries and Learning Resources is included in this chapter. It
was written at the reauest oi Walter W. Curley, Director, Cleveland
Public Library, who serves as National Project Director, by
Dorothy Ann Turick, National Project Officer. Henry Drennan,
Senior Program Officer, Bureau of Libraries and Learning Resources,
serves as Federal Project Officer. .



*3

THE_PROPOSAL FOR THE PROJECT. J

STATEMENT OF PURPOSES, OBJECTIVES OR NATURE OF THE PROJECT: To
Research the reasibility of the Branch Library as a Neighborhood
information Center, to Determine Criteria for Planning Such a
Center, and to Present an Implementation Plan for Establishing a
Demonstration Center in Each City,

EXPECTED CONTRIBUTION TO EDUCATION: To demonstrate the relevance

through research, studv, aud design for a Neighborhood Information
Center, }

DESCRIPTION OF WHAT IS TO "BE DONE: Cleveland Public Library,
scting as Chief Planner of a Consortjum of Five Urban Publiec
Libraries., will zerve as co-ordinating and wonitoring research
agent in arranging for the feasibility studies in each city to be
undertaken by Ce-ordinators, designated by the Directors of each
pubiic library participating in the project; will work in co-
ozeration with the other libraries in establishing criteria and
bread guidelines for research, study, and implementation of a
design and plan for a Neighborhood Information Center in each citv,

¥

RESEARCH TO PE_UNDERTAKEN /

4

PROBLEM

A branch lbrary as a "Neighborhood Information Center'" is a
concept not always, if ever. rzadily considered or understood by
people who livz 1., ilower {ncome. moveriy level, or welfare assisted
conditions within the inner-city neighborhoods.

To demonstrate the effectiveness of helplthrough free iaformation
resources readily available from a free branch publicylibrary and
disseminated by new specialized staff, grant funds are sought to
research, study, and develop criteria for a plan for a "Neighborhood
Information Center" in five cities,

OBJECTIVE: Tc demonstrate to neighborhood residents and the
community-at-large that the Urban Public Library can be a vital
force in daily living, will provide free information, will refer
residents to additional sources for information and assistance, and
that the Library can adapt itself in non-traditional ways to meet
the needs of those who have not previously used Public Library
services, and have neither experience, nor knowledge of the role
a Public Library can play in the daily life of the residents of the
community,.

puﬁgg§g; To provide survival information or referral information

-3 : ) N . l



agssigtance to people who may be in lower income brackets, poverty

level, welfare assisced, who may have little or limited education,
who may have difficulty reading or in understanding information in
printed forms ani need interpretation, to aid #nd enrichk the lives
of thess people and the 1lives of their children, to demonstrate
that a Public Library will play a meaningful role in dissemination
of information by esgtablishing an Information Center planned
specifically for a neighborhood, and by meeting the varied infor-

‘mation needs of the people served in the neighborhood selected,

DESGRTPTION OF PROCEDURES

The research study will be conducted in three phases, Phasgse I is
the Feasibility Study in Five Cities, conducted simultaneously.
Phase II is the Planning Study, parallel and overlapping with the
Feasibility Study, to review implications, research, and recommen-
dations arising from research in the five cities, and to develop
the broad criteria and guidelines for the profect in five cities.

Phase IIT is the actual Implementation Fhase,’based on regearch
and plans drawn from Phases I and I'I and conducted simultaneousaly
in five cities.

The significance of this research study is in its design and co-
ordination of a research program simuitaneously in five cities.
The implications for Urban Public Libraries across the United
States will be made through effects of the research and described
in reports, talks, ard publications, The research and plans
ultinately drawn may form a basic plan which can be utilized with
local adaptation bv public libraries in many c1tie3 in the United
States, and in other countries as well,

This 1is the first research program of this type;?g\be conducted by
a Consortium of five major public libraries. It may well be a
prototype for future planning for a variety of public library
program development needs. o

. The Director of each Public Library, Atlanta, Cleveland, Detroit,

Houston, Queens Borough, will .appoint a Co-ordinator for the
entire Project, to serve khrough the year on Phage I, II, and III.
The Director will aiso appoint the necessary 3ecretarial clerical,
professional and non- profpssioqal support staff to assist the Co-
ordinator. These staff mEmberq will undoubtedly work on re leased
time from their custqwﬂwv responsibilities. In circumstances
congidered necessary, “the: Dirgctor may wish to appoint a new staff
member on)a full time or partrtime basis for the local resgearch
Project. Conduct of the loc research Project and day-to-day
activities are the responsibility of the Yocal Director.

-l



The Director of the Cleveland Public Library. who serves as overall
Project Director, and the Assistant Project Director from the staff
of the Cleveland Public Library, will co-ordinate the research
program in the five cities, monitor research in progress, serve as
communication, 1iaison, and overall "design' agents to and for the
entire Project.

An initial Conference, funded by Phase II should be held pric:s to
Phase I, to establish study and planning criteria, and for
indoctrination

PHASE I

Phase I is a Five City Feasibility Study conducted by Co-ordinators
and supporting staff designated by the Directors of the five public
libraries in the Project, Each Co-ordinator will research current
needs, problems, materials avazilable, required or to be created,
staff requiremenis, location and facility and equipment requirements,
Each Co-ordinator will research, review, and determine current and
ongoing or proposed neighborhood information available and informa-
tipn referral agencies in existence and determine the most )
appropriate role and action for the public library to undertake in
relationahip to ongoing or anticipated activities. The studies of
needs in each city will be diacussed and reviewed through regular
meetings held on a rotational bagsis in each city with ¢he chief
planners, the Project Director and Asgistant Project Director from
the Cleveland Public Library.

Utilization c¢f computer techniques in compiling, arranging, or
making information available will be studied. Availability of
current information on computers in the respective cities will be
studied, in relationship to adaptability for library purpose,
needs, and use. g '

Phase I will begin in July and continue through.July, August,
September, and October. .

PHASE IT

Phage TII of the research study is the overall Planning Study
conducteﬁ’by the Chief Planner, The Cleveland Public Library, to
developg in co-operation with the five libraries participating,
the critet;a and broad guidelines necessary for the design for
the implementation of a Neighborhood Information Center in each
city. ° The research resulting from Phase I will be utilized in
.developing Phase II of the Project. Phase IT could indicate that
needs or problems differ in different cities or that differing
approaches and staffing patterns need to be developed. It is

A3
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possible one broad plan micht bte utilized for all five cities,
However, this cannot be known until research from- Phase I is
completed, c é
: \ s
Phase 77 will begin in September, overlaﬁping Phase L. Phase IT will
continue throug™ Septemnber, October, November‘ and December, Phasge II
will include meetines and travel to all five cities by the Chief
Planners from the Cleveland Public Librarv. Conferences with the Co-
ordinators and® Directors from ‘each Library, comprising a Task Force
group will be scheéuled to discuss planning, memoranda, results of
research in progress, and working papers arising from fesearch
conducted in each city. '

N
N

During November anil December the actual Implementation{Plan for each
citv will e developed and finalized, based on previous researcm

results, Adiscussion and recommendations. }

At a time considered most appropriate in each city, an Advisory Council
of community residents for the Implementation Plan for a Neighborhood
Information Center will be formed. Discussion of size, composition,
and*role of the Advisory Council will be discussed during planning
sessione during Phase I and Phase 1I. Each city, diffexine in
community composition, mav wish to take a differing attitude and
position concerning its advisory Council. The respongibilities of

the Advisory Council representing the community will be discussed and
become part of the Overall Plannine Guidelines.

PHASE_ITI

Phase III is/the actual Tmplementation Plan, based upon research
undertaken during Julv-November, an finalized during December so
that Implementation may occur effective January 1, 1973, Implementa-
tion will be funded in each city through June 30. 1973.

Implementation plans for each city arising from plans developed
throuch Phase I study and finalized through the Phase II study will be
developed so that a Neighborhood Information Center can be established
in each eity based on Criteria developed through research, discussion,
and comparison during the planning meetings of the Co-ordinators and
Directers from.each public librarv. '

Reports from this Project will be shared among the public librarfes,
state library agencies, appropriate Federal Govermment agencies and
profagsional librarv press.

EVALUATION

Self-evaluation by the Co-ordinators and Directors will occur.

Advisory Councils will be agked to assist in Evaluation. Actual

-6-



Evaluation procedures for a Project .of this type should be discussed
in Phase T and Phase II Plaonning.

EXAMPLE OF A PLAN

As an example of the type of plan which might be formulated for a
- Neighorhood Information Center in a branch library in each city, the
following information is included in this proposal

METHOD "

The branch library, as a local, friendly, helpful neighborhood informa-
tion center, should be introduced to neighborhood residents through
gservices, programs, activities, and events of immediate assistance and
value to them. Neighborhood Citizens Coomittees to represent the needs
and opinions of the local community served could be organized and will
be asked to advise and assist in planning the activities carried out
by the Information ‘Centers staff. Community Services Organizations

and Agencies could be an integral part of the program by being invited
to participate in Health Fairs, Citizens Fairs, and other programs |
which would introduce the neighborhood residents to the idea of the
Information Center and the varied types of information snd services it
will make available to them.

PROGRAM STRUCTURE

The program could be publicized and introduced by holding Community.
Health, or Citirzens Fairs, or other "introductory' programs. '

- Information of all tyg2s in free givzaway form could be gathered, o¥
orcanized. arranged and explained on an individualired, personal
pasis, The personal approach ro ‘the person aided i1g the heart of
this program. Informacion concerning City, County, Federal Programs,
and all forms of community assistance for daily living--such as
trangsportation information, medical information, drug abuse informatlon,
nutrition information, job referral information, education, job
training and retraining, draft, veteranu informaéion. consumer -
information, houging information, legal referral information., Model

Cities status information, could be organized. Referral filea for all

" organizations and agencies which can be utili zed, will be compliled
and arranged for easy use, Notebooks, files, racks, designed
specifically for this program will be purchased. Telephones\will be
installed for the Centers. Telephone or information “card réferral
for each individual to another specific individual in anothef agency
will be made if the resident assisted cannot be helped witﬁ{h the
branch library. 1In cases®of need 6r urgency, the Library staff could
accompany the individual to another agency in the city. Yours for
the Information Centers will probably coincide with branch library
hours. However, experiments with evening and Sunday hours will be
made to .determine the hours of greatest value and best suited to the




-
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local residents. All existing library services will be explained.
The Neighborhood :Information Centers could arrange and sponsor
Community Bulletin Boards. Meeting space for Community residents
planning '"swap" programs or "swap' ideas will be availsble in the
libraries. Meeting space for other community planning in co-
operation with the library staff or for organieations wishing to plan
or hoid meetines for the public in the library would be available.

" PUBLIC INFORMATION PROGRAM T

A logo and slogan for each city or one similar theme would be
designed and printed on news releases, flvers, brochures, postets,
displays, letterhesd, and signs. A public information program
utilizing radio, TV, newspapers, displays, speakers bureau to inform
organizations of this new program would be planned to inform the
community at large. This program would be planned and developed by
Library specialists in co-operation with other community service
agencies. As an adjunct to this Public Information Program, Annual
Workshop Institutes for Community Service Organizations and Agencies
would be planned by Library Staff specialists in co-operation with
agerncy personnel from these organizations, to introduce them, not
only to the Neighborhood Information Centers concept, but to explain
and inform them.of the total reaources, services, and staff
specialists available in the public library system in their eity.
Seminars or 'briefing" sesslons for community services staff could be
'scheduled and planned as necessary and desirable for project inter-
* pretation in the city. '

STAFF | ;

Staff would be employed for this program based on research ané\ﬁeeds
‘of each city.” Community residents could serve as "Information
Interpreters” for ‘their own neighborhoods, translating the needs of
the people for the Library, acting as a familiar contact for them,
and serving as liaisons between the "institution” and the neighbor-
hoods, Community Services' Specialists could be employad, who would
have considerable affinity for human relations, desire for innovation
and experimentation in new programs. The specialists and {nformation
interpreters could meet bi-weekly to exchange ideas, plans, problems,
and results. A mix of differing staff patterns frum the .customary

or "traditional' guarantees a flexibility in planning and action.
Differing approaches and differing profiles from staff will enable -
the planners, Advisory Council and Administration of each Library to
evaluate and assess the ongoing program and to benefit from ''lessons
learned" in future approaches to planning similar library services

as in making needed changes in established branch library services.

IN-SERVICE TRAINING

In-service tfaining would be planned, not only for new staff, but

-8-



for branch staff and other library staff who will necegsarily be
involved and working with the new program and for vther library
astaff who will benefit from human relations in-service-training.

The staff for the project will also attend sensitivity workshops

and other human relations seminars throughout the program's
existence and will 'also attend meetings, conferences, and institutes
of value to thelir work and this program. Reports, both oral and
written., will share experiences and knowledse gained from attendance
with other library staff.

RESEARCH INTERNS

Research student interns working as a team could be invited to
gather neighborhood information pertinent to this project and to
prepare reporis of assistance to the Project.

CONSULTANTS

L

Local experienced individuals with backOrouﬁd iﬂaCommunity, Health,
and/or Social Services could be retained from time to time to
agsist in planning, evaluation, and guidance.

SPECTALISTS

The Proiect would have the expertise and advisory and resource
assistance from library staff specialists in administration,
development, urban services, outreach, finance, accounting, pur-
chasing, audio-visual. branches, public relations, exhibits, and
reference gpecialists in each city's libiary sysiem, °

‘

MATERTALS PURCHASED
Materials appropriate and necessary_such as pamphlets, paperbacks,
reéqy reference tools. magazines, newspapers. films, brochures will
be evaluated and purchased. The Project will-stress free giveaway
information in easy to read format. . :

'MATERIALS TO BE CRFATED

When necessary or'ﬂesirable‘ the staff in each-city will plan, write,
and create printed information sheets for certain subjects or needs.
Where needs differ, materials will reflect that difference in '
language, if:necessary, or in other format. ’ -

EQUIPMENT

. Degks, staff chairs, comfortable chaifrs for library visitors, folding
chairs, racks to hold information, taulesb/typewriters file cabinets,
films, film projectors, screens. coffee urns, coffee cups, office and
art supplies, poster materials. '



MATCHING FUNDS

The eitv libraries would provide funds for light, heat, water - all
utilities - jaritorial scervices, and administrative sitaff time of

staff specialists, as well as providing all existing internal library
services and marerials

FINANCIAL ADMINISTRATION

After approval, the budgel, financial planning, purchasirj, accounting
and necessarv financial reports for this Project will be superviged in
eact library an? ty the Thief Planner, The Cleveland Public Library,
delegated to the Head of the Accounts Department.

MEASURABLE OBJECTIVES

Staff could write weekly, monthly, and annual reports describing and
appraising the Project. Interim reports mav be requested. Research
interns could write reports of value in assessing this program.
Records will be kept of those served, questions answered, referrals,
number of community agencies and type of community agencies involved.
. The. number of residents in the neighborhoods and the number using the

-services will be compared. Daily attendance records will be maintained.

"KEY PROJECT PERSONNEL

Project Director: Walter w. Curiey, Director of The Cleéveland Public
Library since Seotember, 1970. Mr, Curiey's experience includes
Director of Information “ystems, Arthur D. Little, Inc., Cambridge,
Massachusetts; first Dicector, Suffolk Co-operative Library System;
Agsistant Director, Providence, “hode Island, Public Library; a
Master of Library Science degree from Simmons College, Boston, and

a B.S. in Business’Administration from Northeastern University.

Asgiastant Project Director will be Miss Dorothy Ann Turick. Misa
<Turick is a Special Assistant to the Director of The Cleveland Public
Library. HKer experience includes positions with the American Library:
Association, California Library Association, Cleveland Public Library,
Consultant to the Cleveland Commisgsica on'Higher Education, Federal
Government, and Penton Publisghing Company. Miss Turick has a Master
of Library Science degree from Case Wegtern Reserve University and a
B.A. from Miami University.

Mr. Curley.will have responsibility as Chief Planner and overall
Director of the Project. Percent of time committed will be 807
Cleveland Public Library and 20% Federal grant time.

Miss Turick will serve as Assistant Director of the Project and will
davote 60% of her time to the Project.
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Co-ordinators {n each city will be degicnated by Library Directors in
each citv. The Director of each city librarv bears ultimate
responsibilityv for the Project in his city,

Co~ordinators should have a Master of Library Science Degrée and
appropriate experience in public library branch work, admianistration,
or related experience and s degree of interest in co-operating in
such a research procram.

Directors are as follows:

Cariton Rochell, Atlanta Public Library - 404-522-9363
Walter W. Curley, Cleveland Public Library - ?216-241-1020
. Clara Jones, Detroit Publfic Library - 313-321-1000
4, Tiavi? Heninvton, Houston Public Libraryv - 713-224-5441 ‘
5. Harold Tucker, Queens Rorouch Public Librarv - 212-739-1900

w DY ==

Fach librarv has the requisite office, staff, researcn, resources,
reference, and duplicating facilities necessary to conduct this
Project.
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CHAPTER 11
PROCEDURES

The Cleveland Public Library; as national administrator/co-
ordinator for the five city project, had administrative and co-
ordinative responsibilities for the conduct and completion of the

The Director, Walter W. Curley, who serves as National Project

proiect as proposed.
Director. assigned two Cleveland Public Library staff to national.
Dorothy Ann Turick, National Proiect Officer, and Mrs. Jewel

positions: N
"Harris. National Research Officer, and retained a management con-

sultant, Douglas Metz, Vice-President, Tooz-Allen-Hamilton, Cleveland,

for the first seven months of the proiect,
"Responsibilities of the national staff were administrative,

“co-ordinative. research, fiscal, professional relations, and public

relations.

. The Consultant prepafed snd issued a PERT, Program Evaluatioﬁ
and Review Techniaue Chart, which served as the preliminary work plan
The Chart delineated responsibilities and target
dates for completion of work, and is reproduced on pages 13 and 14.

for the proiect.
’ . . N
The Consultant also prepared and issued.six Work Products
Ry completing the work products and the reports reanuired

Qutlines. 1
for each one, profect lihraries were led through a logicsl
Ffoundation for implementation of the local proiect,

Six Work Products were: ’ ’ .

Description of Tentative Sites Selected
Inventory of Existing Nelghborhood Information Resources

I
IT
'IIT Description of Citizen Involvement
IV Initial Stétemeﬁt of Possible Library Role and Objectives in
Meeting Neighborhood Information Needs
AV Evaluation of Service Needs, Gaps, and Overlaps S :
’ VI Conceptual Plan for Neighborhood Information Centers
Work Products Outlines fallow on pages 15 through 22.
, | /
;411
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Neighborhood Information Centers Project

[

I. DESCRIPTION. OF TENTATIVE SITE(S) SELECTED

Location

w

Description of Neighborhood

g

Phvsical Characteristics
“ gocial-economic Characteristics

Neighborhood Branch Library Characteristics

<
3

Physical Resources (size, age)
Staff Resources (organization; numbers and types of gtaff)

e
r

Ratrionale for Selecting Site(s)

Work Product I



Netighborhood Information Centers Project Work Product II (1)

~

II: INVENTORY OF EXISTING NEIGHBORHOOD
INFORMAT.ON RESOURCES

1. Procedures Followed in Conducting Inventory

A, Description of Procedures Used

B. Evaluation of Procedures and Improvement Suggestions
2. Overall Summary of Findings on Existing Resources

A. Types of Neichborhood Information Services Offered in the
Community

. Numbers of Organizationng Involved

. Types and Categories of Information Provided
Levels of Service )
- Information only

- Tnformation and referral
- Information, reterral, and advocacy

B. Location of Services
C. Croups Served
Numbers

Characteristics
Location

D, Sponsorship and Organization of Services
H
Linkages with other orsanizations.

E. Z7inancing of Services
F. Systems and Eauipment Used in Delivery Services

G. Basic Strengths and Weaknesses in Existing Services and
Resources
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Neighborhood Information Centers Project Work Product II (2)

2.

3.

4.

5.

Name and Title of Staff Director: __ _ /

!
Backup Descriptionz of Individual Programs (using a consistant

format for each write-up such as that set out below)
|

Name of Crganization: :
Address and Telephone MNumber:

1. Description of Service Provided'J

e

Types and categories of jhformation provided
Levels of service, e.g.;

- Information cnly
- Information &nd referral
- Information, referral, and advocacy

@

Degcription of Phyaical Locatfons Used in Delivery Services

Clientele Characteristics *

Intended to be served
- Characteristics
- Locations (where they iive)

Actua11v~be1ng served
- Characteristics v
- Locations (where they 1live)

Policles governing access and avallability of servicea
(including fee stiucdture, if any)

Description. of Sponsorship, Organization, and Staffing
Organization chart, if available
Numbers and types of staff
- Part-time paid
- Full-time paid
< Volunteer

Description of Financing

Sources o; funding

b

-17-
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Neighborhood Information Centers Project ‘ WnglProduct 11 (3)

Amounts (total for current figcal year and prior year,
i f available)

Cost of service (per person and/or unit of service)

6. . Description of Information Systems Used

Systems for acaquiring, storihg, retrieving, and
disseminating information

Equipment used

~4

Preliminary Appraisal of Service

Strengths
Weaknessee
Future plans

£~

N
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Neighborhood Information Center Project : Work Product III

—t,

ITT. DESCRIPTION OF CITIZEN INVOLVEMENT

v/
\

\

e

1. Namea of Advisory Commi{ttee Members
2. Method of Selecting Coomittee Members

3. Roles and Responsibilitiés of Advisory Committee in the Project

-19-



Neighborhood Information Centers Project } Work Product IV

IV. INITIAL STATEMENT OF PROPOSED LIBRARY ROLE AND
OBJECTIVES IN MEETING NEIGHBORHOOD INFORMATION NEEDS*

1. Propcsed Library Role in Community in Providing ﬁeighborhood
: Information Services .

2. Prqpond Service Objectives for the Library

L

+

* To be subsequently refined after the needs assessment task is
completed (Work Product V).



Neighborhood Information Centers Project . Work Product v

3 *

V. EVALUATION OF SERVICE NEEDS, GAPS, AND OVERLAPS .

1.. Evaluation of Gaps and Overlaps in Existing Services Offered by
the Library and Other Community Organizations.(thia gection
would contain the results of an analysis of Work Product II)

Service Gaps
Service Overlaps
2. Description of Information Needs with Reference to Site(s)
Selected by Tibrary B &
A. Procedures Used to Determine Needs

B. Results of Needs Assessment
C. Suggestions for Improved Procedures

3. Recommended.Priorities for Neighborhood Information Services

-21-




Neighborhood Informsation Centers,?roject Work Product VI

5 .

VI. CONCEPTUAL PLAN FOR NEIGHBORHOOD
o INFORMATION CENTER(S).
(Reviged September 28, 1972)

'1. Summary'of overall community needs and priorities for
neighborhood-based information services

- ' . 'u\:‘
2. Proposed library role and objecf€;:; in providing neighborhood-
- based community information services

3. Description of proposed library-sponsored services

Type of information to be provided and level of service
proposed -

. Groups intended to be served

‘ Location of services
Policles regarding availability and accegs to service
Linkages with *and services to’ other organizations in the
community

4, Organirz tibn.and sfaffing requirements

Crgagization chart
. Role Of branch library and central l*brary
. Staffing : .

- Numbers

- Types

Plan for citizen involvement in implementation and evaluation

5. Proposed systems and methods for providing services .

Files and file structure
. Communications

Linkages with other community organizations

6. Orientation and training reauirements

7. TFacility and equipment requirements

8. Community Reiations plan

9.. Evaluation plan ,

10. Time and cost requirements

Time requirements--in the form of work plan for implementation
Preliminary budget estimate

h =]
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ADMINISTRATION OF THE PROJECT , L (

\\
\

A continuous flow of letters, memoranda, reports;\gnd telephone
calls from the National staff to project-library Directors and Co-
ordinators and from proiect library Directors and Co- ordigators
existed throughout the project, :

The grant to the Cleveland Public Library was shared in\regular
financial allocations by check, to each library, consistent with
the internal needs and fiscal procedures of that library. Eac
library maintained its own accounting records.

Nine project meetings were scheduled for progress reports, t&}ks
by resource persons, exchange of ideas and information, and discuseion
of problems. :

Research congisted of six site visits in 1972 to existing
projects in s8ix cities. Reports on each site visit were disseminated
and discussed during‘meetingg. A continuous,flow of articles; reports,
bibliographic citations, and material of interest and value to the
project libraries was reseai;hed duplicated, and mailed regularly in,

numbered research reports fo ‘iocal use,'adaptation and/or modification,

Project 1ibraries were required to send Work Products reports
to the National Office in Cleveland, to submit progress reports at
gpecified three month intervals, to submit an Interim Report based
on the Phase I feasibility study and to complete an Annual Repoét
as of June 30, 1973, for submission to the National Project Office-
prior tc submission to the Bureau of Libraries and Learning Resources.

4
v

PROJECT MEETINGS

Prior to the outset of the project, Walter W, Curley and Henrty
Drennan discussed the necessity of project meetings on a regular
basis as an important component of overall project administratiom.
Nine meetings in nine cities were scheduled and the group met
informally in a tenth meeting prior to the program presented for
the ALA/Laa Vegas Conference. :

A Summary of the Project Meetings held follows.
May 19, 1972 - Cleveland Public Library - Director 8 Office
To enable project staff to meet, exchanpe ideas, to review the
project and receive PERT (Program Evaluation and Review Technisue)

Chart. Henry Drennan and Mrs. Patricfa Smith representing
Assoctate Commissioner, Burton Lamkin attended.

-?23-
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June 25, 1972 ~ Palmer House, Chicago, Illinois

) To discuss the_ project, and tb receive coﬁies of the Work
Products Outlines. Project Staff met with Associate Commissioner,
Burton Lamkin and other Bureau staff.

a1

August 18,°1972 - Atlanta Americana Motor Hotel, Atlanta, Georgia

Review of Work Products, PERT Chart, research. and progress
to date.

The Regional Library Services Program Officer from Atlanta
and #he Assistant Director, National Reaaing Center=. Washington,
D. C. attended as observers as well as prciect and gelected
Atlanta Public Library staff.

P

September 28-29, 1972 - Queeng Borough Public Library, Jamaica,
New York ’ ,

Respresentatives of Brooklyn, New York, and Queens Public
Libraries, the New.York State Library, the Regional Library -
Services Program Officer, Editors from Library Journal and Wilson
Library Bulletin, and a Doctordl candidate, met with Project Staff

. and Bureau of Libraries an. Learning Resources staff. The
Executive Nirector of Administration and Management Research
Association, city of New York, working on a proposal for a similar
proiect. addressed the group as an invited resource speaker.

Novembher 2-3, 1972 - New Orleans Pubiic Library, New Orleans,
Louigiana :

Project staff reported on plans for the profect, heard
- presentations from resource speakers, exchanced ideas, A program
by a proiect staff panel was presented to a standins room only '
audience of 300 for The SELA .- SWLA Conference on November 2, 1972
at 4:15 p.m. in the Jung Hotel. o !

i Resource speakers were Dr. Nicholas Lonv, Director, Information
and Referral Project, Interstudy, Minneapolis, Minnesota; Mrs. Mary
Gonzalez, Mirector, Community Information genters Project, Kansas
State Library, Topeka. Kansas; Mrs. Allie Beth Martin, Director,

Tulsa City-County Public Library Svstem. . \

Guests included Willis Atwell, Assistant Commissioner, Admin-
istration on Aging; Miss Jessie S. Gertman, Adminfsiration on
Aging; Miss Virzinia Mathews, National Library Weck; Mrs.. ‘‘race
Stevenson, Tucson, Arizona, (retired Deputy Executive Director,.
American Libr.ry Association); Kenneth Brown, Asheville Public
Library, North Carolina; Brian Beattie, Kansas State Library;
Shirley Havens, Associate Editor, Library Journal; selected New
Orleans Public Librarv staff, and several observers.

ERIC o e




January 30, 1973 - Martin Luther King Memorial Public Libraty,
Waghington, D C.

Project Staff met to discuss implementatica plans and to
review status of the project and project continuation with Henry .
Drennan, Federal Project Officer.

March 1-2, 1973 - Miami, Florida
March 1, 1973 - Dade County Courthouse

Meetings with the Director and Staff Direétors of the Citizen's
Information and Service Program of Dade County, Florida, and site
visits to Dade CIS tenters.

) Project Staff, Florida State Librarian, Director 4nd Deputy’
Director of the Miami Public Library, Director of ‘the Community
Information Centers Project, Kansas State Tibrarv, and Consultant
for Evaluation attended. The Director and Directors Jfor Training,
Computers, Tranaportation spoke, and provided reports for study.

March 2, 1973 - Dupent Plaza Hotel, Stanhope Meecing}Rooml Miami
Floridg . .

Pr01ect Staff and observers met to discuss project status, and
evaluation plans.

May 3-4, 1973 - Houston Public Libr;;yL,Houston Texas

Project staff and a Consultant assisting with Evaluation,
vigite! *wo NIC sites in two Houston Public Library branches, held
informal meetings in the branches, met in Houston Public Library

‘May 4 for a project review meeting, discussion of Annual Reports.,
Evaluation, and future plans., A representative of :-he Community
Welfare Planning Association, and selected Houston Public Library
staff met with the group May 4.

June 26, 1973 - Cuesar's Palace Hotel, Colosseum Central Room,
- Las Vegas, Nevada

Project staff met informally prior to presenting a pAnel ,
program to an overflow audience of 400 dur*ng a 2:00-4:00 p.m, ALA
Conference program.

PROFESSIONAL RELATIONS

Professional relations were maintained continuously thrcugh
correspondence, telephone contacts, provision of information,
meetings with visitors, talks or programs for conferences at local,
regional, state, and national levels, and issuance of publications.

Liaison was maintained with national organizations, state
librarians, Bureau of Libraries and Learning Resources, Regional

-25-



Library Services Program Officers, various Consultants, and maior
public libraries.

Liaison contacts included, but weré not limited to:

Administration on Aging; Adult Continuing Education Center,

Montclair State College, Upper Montclair, Néw Jersey; American
Library Association; American Libraries; Bureau of Libraries and
Learning Resources; Brooklyn Public Library; Case Western Reserve
University, GCraduate School of Librarv Science; Center for the Study
of Information and Education, Syracuse University; Citizens Informa-
tion and Service Program, Dade County, orida; Community Information
Services, Federation for Communitv’ Planning, Cleveland; Connecticut
State Library; Consumers Association .of Canada; Council on Library
Resources; Council on Planning Librarians; District of Columbia
Publie Librarv, iCommunity Informatién and Referral Service; Drexel
University, Graduate School of Library Sclence; Enoch Pratt Free
Library, Baltimore Maryland, Public Information Center (PIC);
Foundation Center; eenwich Public Library, Connecticut, "Community
Answers' Service; I:?Brmat{bn‘Industry Assoclation; Interstudy,
Minneapolis; Kansas Community Information Center Project; Library
Journal; Library Research Project, Institute for’Research on Human
Resources, The PennsylvantaxState University; London Public Library,
Ontario, Canada, Crouch Neighhorhood Resource Center; Marquette
Unfversity, Urban Affairs Pregram; Monroe County Library System, -
Urban Information Center Project, Rochester, New York; National
Alliance of Information and Referral Services Phoenix, National Book
Committee; National Conference on Social Welfare; National Library
Week Program; Northern Interrelated Library System, Pawtucket, Rhode
Island; Ontario Institute for Studies in Education, Toronto; Peninsula
" Library System, Inventory of Community Resources, San Mateo, California;
Philadelphia Free Library; thladelphia Student Library Resource
Renauirements Project; Prince George's County Memorial Library, Maryland
Realing 1s Fundamental; Rockford Public Library, Rockford, Illinois,
United Way of America, Alexandria, Virginia; University of Toledo,
Department of Library and Information Services, Information Specialist
Program; Urban Information Systems Reports; Wake County Publie Library,
Raleigh, North Carolina; wastern Governmental Research Association;
Wilson Library Bulletin.




&

Visitors

Visitorc to the National Office includeds but were not limited to,
the following individuals.

July 14, 1972 - Jane Moore, Brooklyn College Library, Doctoral
Candidate, Cace Western Reserve library School

’
v

nJny”JBJ_lﬁzg - Phyllis Isaacs, Case Western Reserve University

student:

Pl

Julv 2?6, 1977 - Jay Seaton, Ohio Public Tnterest Action Group, Cleveland

October 1f, 1972 - Marcaret Monroe, University of U19c0n31n Library School

November 10 ‘1972 - Dr. Thomas Childers, Dr. Guy Garrison, Drexel
Universif:, ”hiladelphia,«Pennsyfvania

" Publications

January 25, 1973 - Mrs, 3vlvia Faibisoff, Center for the Study of
Information and Education, Syracuse University

March 30, 1973 - Dr Herbert Goldhor, Dean, University of Illinois
GradQete Library uchool .

April 25 1973 - Florence Tucker, Detroit Public Librgry

April 27, 1973 - Paula Murray, RosarquoIlegé student

May 10, 197% - Dr. Miles Martin, Dr. Douglas Zweizig, Dr. Terry
Crowley, Chairman and faculty, University of Toledo Library School

May 11, 1973 - Dr. Lawrence Sherrill, Dean,'Mrsi Mary Tuttle,
University of Wigconsin-at-Milwaukee Library School

May 21, 1973 - Mrs. Shirley Mills, Raleigh County Public Library, West
Virginia : .

June 13, 1°73 - Nr. Terry Crowley, University of Toledo Library School
and students .

Public Relations

-

The national public relations program encompassed programeand
forums at state,, regional, and national meetings, issuance of
information sheets, news releases, reports, response to questionnaires,
free, publications, response to inquiries by mail, telephone or personal
vi31ts, a mailing to Deans of accredited library schools, personal

Q

" contact with Editors, and contact with National organizations, Directors,

and Cq—ordinators.

October, 1972 - Project Folder brierfly describing the.project, includes
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a bibliography of fifteen citations representing "Relevant Reading"
and lists Project Directora and Co-ordinators. 5,800 copies.

November, 1972 - Program for the Forum held at the Southeastern-
Southwest2rn Library Association Joint Conference in New Orleans,
included in every conference packet; 4,000 copies.

December, 1372 - Houston Public Library, Phase I Report, A2 pages,
35 copiles.

January, 1973 - Detroit Public Library, Phase I Report, 55 pages,
35 copies. :

Februarv, 1973 - Atlanta Public Library, Phase I Report, 38 pages,
35 copies. , '

March, 1973 - Cleveland Public Library, Phase I Report, 83 pages,
300 copies. :

March, 1973 - Queens Borough Public Library, Phase 1 Report, 59

paces, 35 coples,

June, 1973 - RQ, official membership publication of the Reference
and Adult Services Division, American Library Association, special
{ssve featuring section on The Neighborhood Information Center;
fourteen articles: international -*rculation; 8,529 copies.

June, 1973 - RQ reprints published; 3,000 copies.

June, 1973 - The Open Shelf, auarterly, Cleveland Public Library

publication; épecial.issue featuring The Neighborhood Information
Centers Project; 8,000 copies.

FORUMS

Project Directors and/or Co-ordinators presented panel programs
at the Scutheastern-Southwestern Library Association Joint Regional
Conference on November 2, 1973, (400 attended), and at the American
Librarv Association Annual Conference in Las Veras on June 26, 1973
(300 attonded).

Project scaff psrcicipated in the statewide forum held by the
Connecticut State Library in Greenwich, Connecticut, April 4, 1973,
(125 attended). spoke to the Massachusetts Library Association
Annual Conference, May 17, 1973, (100 attended). addressed the
National Allianee~of Information and Referral Services on May 29,
1973 in Atlanta City (100 attended),

Seminars and/or talks were presented.to local, state, and
repional association or zroups by project staff members in their
"home' state or regions.



CONSULTANTS

June, 1972 - January, 1973 - Douglas Metz., a Vice-President of
Booz-Allen-Hamilton, Cleveland, retained to provide management:
consulting services to the Natiqnal Project.

Other consultants whose experience, research, or expertise was
of value to the national prcject were retained on a one day basis.

These consultants were:

September 22, 1972 - Dr. Carol Kronus, Sociology Degartméht,
University of Tllinois

September 22, 1972 - Mrs. Linda Crowe, faculty member, Rosary Coilege.
School of Library Science

3 .

Februsry Z1, 1973 - Ms. Carolyn Forsman, Pittsburzh, Librarian and
Researcher, Doctoral Candidate, University of Maryland

February-June, 1973 - Dr. William Folev, David W, Trylor, David D,
Thomson, Evaluation Center, The Ohio State University, Columbus,
Ohio - Consultants for Evaluation

' RESEARCH

Research efforts included identification, study, and provision
of over 200 copies of, or citations for, articles, books, manuals,
pamphlets, reports, {films, memoranda; inaquiry and investigarion of
existing information and referral centers iu ithe Uniied States.
Encland, and Canada; recommendations concerning planning and
implementatizcn decisions based on reeearch; and ‘site visits to six
information and referral centers in six cities.

o

Research visgits were:

June 12-14., 1972 - Philadelphia ~ Model Cities Community Information
Center

August 3, 1972 - Baltimore - Public Information denter, Enoch Pratt
Free Public Library ‘

August 11, 1972 - East Cleveland - East Cleveland Community Service
.Center : '

" August 11, 1972 - Cleveland - Community Information Service, Federation
for Community Planning ’
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September 19, 1972 - Washington, D, C. - Trinidad Area Model Cities
Information Center

November 13-i4, 1972 - Miami, Florida, Dade County - Citizens'
Information and Service Program

Evaluation

) Evaluation procedures for the national project were the respon-
gibilitv of the National Proiect.

Columbus, Ohio, were retained on an individual, personal basis to
provide an interim evaluation overview report based on study of
.documented reports and site visits to each protect library. Dr,
William Foley was retained as chlef consultant for evaluation and,
he in turn, retained David W. Taylor and David D. Thomson to assist
him. The consultants completed an evaluation report and submitted
it for study.

The Evaluation Center of Ohio State Univergsity was closed June
30, 1973. Despite personal and professional pressures during a
difficult period, the consultants completed their report, which
appears as “hapter TII. ' :
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CHAPTER III
- . INTERIM EVALUATION

BY

/ DR, WILLIAM H, FOLEY, DAVID W, TAYLOR, DAVID D, THOMSON

INTRODUCTION AND BACKGROUND

_In March 1972, the Cleveland Public Library submitted a proposal
to the Bureau of Libraries and Learning Resources entitled "A
Propogal to Research and Design Criteria for the Implementation and
Establishment of A Neighborhood' Information Center in Five Public

" Libraries in Five Cities: Atlanta, Cleveland, Detroit,; Houston

Queens Borough.¥ The objective of the proposed. activities was to
demonstrate to neighborhood residents and to the public-at-large
that the urban public library can, by means of the neighborhood
information cencer, effectively respond to the urgent and critical
informarion needs of those citizens who-have traditionally not used
the services of the public library. While the proposed services
would he avallable to all requesting them, they would be targeted
on the special needs of the disadvangryed the azed, and the non-
literat=,
i

The nroposal was approved and funds provided for the period
Julv 1. 1972 - June 30, 1973. Additiena’ resources were made .
available this year to extend the proiect through April 30, 1974.
The Project was designed to operate in three phases, Phase I was
devoied to preliminary recearch and planning in each of the five
cities. Originally scheduled for July-October 1972, it was
extended to the end of that year. During Phase II, which was
funded for the period of September - December 1972, the broad
criteria and-guidelines were developed by the Cleveland Public”
Likrarv in collaboravion with the four other libraries. - The
respongibility for overall coordination of the project, assigned
to Cleveland, will continue throughout the study., Phase III, the
implementation of NIC gervices, originally scheduled to-start in
the five cities in January, 1973, began in January in Detroit and -
Atlanta, in January and February in Cleveland, and in.February in
Houston and.Queens. '

EVALUATION ACTIVITIES

During February 1973, agreements weére reachad with Dr. Wiiliam
H. Foley of the Evaluation Center at The Ohio State University to
crovide, with the assistance of additional staff, evaluation services
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'NEIGHPORHOOD INFORMATION CENTER SERVICES

~

or the Neighborhood Information Centers Project. While each of the
ive libraries was encouraged to arrange locally for evaluation
services which would analyze their individual operations in depth,

1t was decided that an overall appraisal of the NIC project should
be conducted and that an interim evaluation report should be prepared
for July 1973 which would provide a mid-project critique and allow
for possibléd corrections and adjustments in NIC operations. It was
agreed that, aside from Dr. Foley's attendance at meetings of the
Project Directors, the evaluation staff would conduct a round of cne-
day inspection trips to project sites in each of the five cities. =
At ‘the conclusion of this round, an assessment would be made of what
additional evaluative services would be reauired. However, as a
result of schedule conflicts and other delays, the initial round of
visits could not be cowpleted until well into July, 1973,

The evaluation team conducted interviews and site inspections
as follows: William Folev met with the National Project Officer in
Cleveland on February 19th, with the Project Officer and Cleveland

-NIC staff on June 15th, and attended the Miami meeting of library

directors and project coordinators on March 1-2. Dr. Foley inspected
the Neishborhood Information Center sites in Queens on April 20th,
David Thomson met with proiect coordinators and visited the Housgton
NIC services on Mav- ?, 1972, David Taylor visited NIC operations

in Detroit qn June 12; Atlanta on July 13; and Cleveland on July 20.
Uith slighc variation the inspection trips consisted of interviews
with lihrary directors and proiect coordinators; an examination of
centralized files and servicgs; trips to the branch libraries housing
NIC services;, a hrief examinakion of NIC materials and records; and
discussions with branch and-NIC: staff.

While this single round of inspection trips is inadenuate for
a definitive assessment of the proiec? to date, we helieve that a
delay in the interim evaluation is unwarranted. Despite thelabsence
of empirical data on the quality of the services heing rendered, we

‘feel that an evaluation commentary at this time is essential--even

though such evaluation must, of necessity be “{mpressionistic." A
number of interim prozress reports have been issued by each of the
libraries as well as the National Project Officer. These reports
combined with the impressions of the evaluation team based on visits
and numerous phone discussions provide the basis for the following
overview.

In this section we will not at prt a comprehensive report on

Neighborhood Information Center profress to date. This detail has

been and continues to be documénted in interim reports issued by
each of the libraries and bv the National Project Director. Here,
we will cover some of the sienificant NIC. developments. These
comments are intended to provide background for the comments and
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recommendations we make in the final section of this interim report.

ATLANTA PUBLIC LIRRARY

The South Pranch 18 in the heart of a Model Cities Area the
southern part of the city. The Branch operates in tand with four
satellite gtore-front libraries in the area. The Kirkwood Branch
is located in eastern Atlanta. Activities conducted at the Central
Library support NIC hranch services.

Two primary Neighborhood Information Centers are i:agperatfon.

. Y

Three-way telephone adaptors have been installed in the two

branches and four store~fr0ng/11braries.
¢

Some dozen students from the Atlanta University Library School
asgisted in the expansion of NIC agency files bevond the base data
transferred from the Communitv Council of the Atlanta Area. The
transfer of files signaled the resolution of difficulties with the
Community Council which had caused delays during the planning phase.
‘the NIC public service staff have a social service background
and are not librarians.
° A considerable number of brochures describing city and éommunity
services and programs have been gathered by staff and are made
availahle free to the public at NIC locations.

The admiuistration of rhe Atianta Public Library hLas attempted
to merce NIC activit;es into a broad pattern of service which is in
keeping with the NIC orientation. The provision of voter registration
and notary public services are illustrative of this commitment.
However, these attempts have resulted in delays in NIC service
implementation. For example. activation of the Human Resource Center
at the Central Library was made dependent upon the authorization of
full-time positions by the city--assuring continuation of staff for s
NIC beyond the ending of federal support. While approval for the - '

positions was received in the beginning of August, the delay had - :
postponed the installation of improved telephone service at Central

which, when complete, circa September 1, will provide .a central ’
information and referral service for all of Atlanta. Of course,

publicity for the service, now imminent, has alsc had to be delayed.

, {

NData for the period February - Mey indicate that 144 NIC renuelts
had been received. Month-to-month fluctuaticns during this period'ﬁ
were up and down with no dJdiscernible pattern of incrzase in usage. *
We are informed that the data for June and July also reveal no trend
of increased volume. We expect, based on Detroit's experience that
the presence of a central telephone service combined,with a vigorous
publicity campaign--which is now being finalized-- will result in
an abrupt increase in service demand. ’
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CLEVELAND PUBLIC LIRRARY

The Jefferson and Langston Hughes branches of the Cleveland
Public Library house the NIC services in Clevelard. The Tremont area
‘which surrounds the Jefferson Branch is populated with many ethnic
‘groups including Ukranian (probably the larpest), Polish, Greek,
Russlan, and GerméQf Some Puerto Ricars and Appalachians have moved
in recent years. It is a lower income area of small homes and stores.
The popuitlation in the Langston Hughes Branch area is more tlian 907
Plack. The homes and multiple dwellings in the area are old and have
under-:one considerable deterioration. Most of the residents are:
renters. The Branch is near a main intersection with several small
stores and bus stops.

As a result of agreements reached in December 1972, the
Neighhorhood Information Center first ‘located at the Woodland Branch
in the Model Titleg nrra, was, in T“rbyreary 1977 transferred to the
Lan~ston Huches Branch allowing the Zommunityv Information Services
to occupy Woodland.* (in arrangement not completed--to date). These
arrangements were indicative of efforts to cooperate with €IS in the
joint planning of information and referral services.

The Agency Resource Card File contains 1in excess of 300
descriptive 5" x 8" file cards originally based on files provided by
the East Cleveland Center for Human Services and continuously up-
dated and expanded bv NIC staff.

Publicityv has included TV and radio spot announcements, news- %
paper coverage both city-wide and in the neighborhoods as well as i

the disrribution of more than 500 postarg and some 2,500 flvers.

Through July‘ NIC recuests totaled 1,509 with about 55% concerned
with emplovment. Food and nutrition was the second largest category.
Over 707 of renuests for job information have heen satisfactorily
handled according to follow-up data. Approximately 90% of the renauests
for other than employment information have heen satisfactorily
completed to the client's satisfaction.

DETROIT PURLIC LIBRARY

Neighborhood Information Center.services were first provided
by the Lothrop Branch in November 1972. Lincoin Branch services
started in late January 1973. NIC services were also ingtituted at
Bowen Branch and at Main ‘Library during the first weeks of June.

By the end of that month NIC files had been distributed to all
branches and all branches were providing services.

From January through May, 323 requests for information-had been
received. Beginning June 1, a large-scale publicity campaign was



/
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launched. TV and radio spots were broadcast and billboards, bus
cards, posters, brochures, leaflets, city-wide and community
newspapers carried publicityv describing NIC services. The installa-
tion of several phone lines along with off-hour telephone message
recording enuipment allowed the advertisements,!in the mass media,
to announce one phone number to he called by anvone in the Detroit
area. Murine June, telephone and walk-in requests at the Main
Library NIC desk totaled 1,200. During Julv, after curtailment of

~much, but not all of the publicitv, requests climbed’ to 2,300.

'

Murine that period the 30 hranches were averaging betweep 50-70
reﬁuests per month, Thus, over 4,000 NIC requests were received in
Jﬂiy alone. This increase was accompanied bv marked cains in book
“and other materials circulatior throughout the gystem.

The branch librarians reported that a great number of the June
and July library patrong appeared to be previous non-users.

Dhurine the planning phase a slogan and Joro for the NIC service ’
were selected: The Detroit. Public Library. The Information Place,
(TIF). The information and referral service at DPL is called the
TIP Service, and the slosan "We can help you" is utilized.

Detroit has used the services of a professor of the School of
Seocial Work of Wayvne State University and & community organizations
specialist to advise and train staff, almoat all of whom are librarians.
An orientation session was held in November, 1972 to acquaint staff
members of the Librarv with the NIC (TIP) personnel and services.

An effort {8 made hy Detroit TIP staff to contact each requester
in order to determi.e whether ‘the person 's problem has been -
alleviated by the information provided or by the referral given,

The staff reports that senerally patrons have been satisfled with
TIP services and that the patrons are usiually delighted by the
follow-up concern demonstrated by the library staff.

The initial uneasiness and/or opposition to TIP services,
reported as not infrequently held by librarians during the early
phase of operations, is now reported to have been largely dissipated.

HOUSTON PUBLIC LIBRARY

P4

T;o branch libraries house Neighborhood Information Services in
Houston. The Carnegie Branch in the Northside community serves a
low~-income area predominantly Mewxican-American. The Kashmere Cgarders
Brarich serves the community of the same name. Residents in this
aﬁea are predominantly low-income Blacks :

Tmplementation of the NIC project began February 1, (1973, after
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completion of the orientation and trainins prosiram carried t under
the auspices of the Zommunity Welfare Planning Association, a program
which included on-the-job instruction and additionhal training)
provided bv the staffs of the central and branch libraries. /
In July, a central telephone service was estnblished ﬁgr night
messanes which are recorded by dictaphone. : \
Publicity has consisted of a few newspaper notices, radio spots,
posters, flvers and involvement in community-wide activities. \\\
In the summer of 1973, two NIC staff members resigned and wire
replaced. Shortly thereafter, one of the replacements left. As\bf
August 1, the position was still open. -

For the period February - May. 1973, the total number of .
inquiries received from both branches (combined total) was A7‘ “ As

of August 1, 1973, the combined total was 652,

Top high-use subiect areas, from the initial period of 1mp1e-
mentation to date, have been Emplovment/Job training and Food/Food
Stamps. Medical/Dental, Legal Ald, and Welfare have beéen the next
highest caterories. Legal aid inquiries have increased markedly’
from Mav - August, 19773.

Telephone inauiries have consistently exceeded walk-in requests.
In the period February - Mav, 1973, records show 365 telephone
renuests and Al walk-ins.

QUEENS BOROUCH PUPLIC LIBRARY

Neighborhood Information Center services are provided in twe
branch libraries. The east Elmhurst Branch is primarily a lower
mldd1e~class residential community with about the same number of
black families as white. The South Jamaica Branch community is a
low-income area. Over 907 of the area's residents are Black.

Six information aides, all residing in the local community
provide the NIC services in each of the two branches.

The NIC files are an up-dating of and expansion of IRMA--the
New York City Information and Referral Manual--a 3,000-entry file
with detalled key-word index. e

Queens experienced severe delays during the planning phase and
was the last of the libraries to initiate service.

Very little publicitv was generafed for the NIC project -until
this summer when new posters and flyers were prepared and additional
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radio sbots were alred. Additional publicity efforts have included
the manning of information desks at area fairs. A Senior Citizen's
Fair will be sponsored by NIC during August,

During February ~ June 30, 1973, 439 renuests have been received
by NIC information aides. The current usage is reported to be ‘
continuing at about the same rate, with the East Elmhurst volume some
six times greater than that of South Jamaica. .

The reported high-use information subiect areas are: (1) Jobs/
Job Training, (2) Food/Food Stamps, and (3) Medical information,
particularly as relating to geriatrie problems. Housing and Trans-
porgation have also been reported as high reaquest-subjects.

All of the iibrary staff supporting the work of the sides do so
in addition to their full-time work loads.
No NIC telephonebor walk-in services are provided by the Central
Library. :

R
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COMMENTS, CONCLUSIONS, RECOMMENDATIONS

I. THE QUESTION OF PRIVACY

The evaluation staff found that in.general NIC information aides
did not have access to private nuarters in which to interview patrons.
The desirahility of such an isolated area was confirmed by NIC
personnel at the~Jefferson Rranch in Cleveland where such space is
provided. While a reception desk in public view and convenient to all
branck nsers s obhviously deefrahle. we feel that more private space
should also be available for those instances where patrons would be
otherwise inhibited. Added partitioning, as at Jefferson, need not
be remuired, A library work room or the branch librarian's office ‘
would provide sufficient seclusion. We are not unaware however, that'
such space is either regularly used or deemed to be desirable.

TI. PROJECT STAFF

In all liBraries the NIC branch personnel appeared to be both
committed to' the proiect and enthusiastic about theilr work.
Communication between ‘the administration and NIC staff appeared to be -
generally adenuate. In a few caseés, however, we received the ,
impression that contacts "from above' were rare and that NIC branch
staff were left to fend for themselves. The impression we were left
with wag that in these cases there was too much distance within the
bureaucratic structure between NIC staff and their immediate
supervispor who tended to be isolated by a husy schedule and the
press of. other responsibilities. As the proiect continues, it

' should be possihle for authority to be delegated to middle-level
supervisors who would have more time to oversee day-to-day
operations.

At Atlanta, Cleveland, Houston, and Queens, NIC staff working
with the public are of a predominantly social service background,
are memhers of minority groups, and reside within the service area.
While their employment is certainly desirable, we believe that the |
exclusfon of librarians from the proiect (many of the librarians
are also from minority groups) poses an obstacle to smooth librarian
and NIC staff cooperation. .

N

In each of the ahove libraries, the evaluation staff became
aware of the existence of tensions between librarians and NIC
employees. Many of the librarians, we were told, perceived the

. NIC staff as a threat of some kind. These librarians apparently
feel that the information services provided bv NIC staff are not
different in kind from those traditionally provided by the librarian
and hence. the Iimplication seemed to he, that a "separate' staff
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was unnecessary. While these feelings are predictable, and if
merely moderate--we are not in a position to know--they may not be
detrimental to the success of the project. However, we also believe
that in these 1ibraries, insufficient care was taken to orient all
of the staff to the NIC project. We recommend that in each of these
libraries a series of orientation experiences be planned irmediately
and instituted as soon as possible. Even where administrators are
convinced that they do not have a problem, exposure of the NIC concept
and especially the NIC personnel to the library staff should be’
beneficial, Such activities would not only provide "an opportunity
to restate the administration's comnitment to the project but would,
if NIC personnel were present, provide an opportunity for social
interchanse and help 11lay tensions.

We believe, also, that the absence of professional librarians
from front-line NIC services may endsnger the continuance of NIC
services beyond the period of federai funding. As we all know,
municipal public administrators are under severe and continuing
budgetary pressures. This, combined with the mounting need to
justify all public services, places new, "innovative" projects in a
vulnerable position. We feel that public officials, including
library board members, will tend to see library programs serviced
by non-librarians as ancillary, perhaps extraneous program. Such
programs, including NIC services in these four cities, may thus
fall prey to the budget axe, If the library profession were more
interdisciplinary in {ts operations and the public image of the
profession had shifted in keeping with these changes, we would not
be faced with such a problem.” We also wonder whether librarians
at the middle level of management are sufficiently aware of the
nature and thrust of NIC services to be able to serve as a support
for continuance of NIC. -

We recommend, in addition to improving communications between
1ibrarians and NIC staff, that librarians be assigned NIC gservice
respongibilities in which they function not as superiors but rather
as equal partners with the non-professional staff. In those
libraries where the administrative staff is committed to inculcating
the NIC service elements and ethos into the total library system,
the utilization of librarians in NIC operations now would provide
an important preparatory step.

ITI. PUBLICITY AND IMAGE

In Atlanta, Cleveland, and Queens the Neighborhoo&”fnformation'
Center services are provided at branches only with some support
services -rendered at the central library, but no direct public
services are provided there. At Atlanta, as we have stated, direct
central services are imminent. We are unaware of plans formulated
in the other libraries to offer central telephone or other services.
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We believe that. the provision of direct central services--if ’
only bty telephone-~-to be an essential element in NIC success. We
base this contention on the characteristics of free public-interest
advertising. Publishers and broadcasters are reluctant to provide
free space on & continuing hasis unless the majority of their
audience has access to the services described. As long as the
project clientele is limited te a few thousand persons surrounding
the branch Iibraries,‘access to the mas3 media on a continuing basis
will not be possible and the prestige and authenticity of public
service advertisement in the mass media will be forfeited. For
those libraries concerned with redefining their public image, this
gignificant opportunity will also be lost.

While the five libraries have all generated NIC community *
publicity, we feel that not all have utilized the indigenous
characteristics ¢f their communities in developing tke graphic and

. 1itrary components of good clientele-targeted publicity. Again,
the library has an opportunity to develop that "image' of greater
relevancy which we see implicit in NIC services. A well-planned,
appropriate, slick-free ad campaign can contribute to this., It
may be. that such prefessionalism cannot be generated from within
the 1library. We strongly recommend, in these cases, that the
library utilize outside assistance, even if to. do so would reauire
supplementing NIC monies with general library funds.

We cannot emphasize too firmly the need for extensive -adver-
tising. Detroit believes thyt the prodizious leap-in NIC requests
was directly related to the large-scale publicity campaign of June.

IV. CURRENT STATUS AND FUTURE PROSPECTS
1

An attempt now to assess the degree to which each of the
individual cities and the group as a whole have met the project
objectives 1s frauzht with difficultv., First, the project has not
been 1in operation long enough to provide a fair test of NIC
capability. Second, very little hard data is available and that
which is can be interpreted as merely indicative not definitive.
Since Detroit's total renuests now exceed all others in combination,
we might say that this indicates relatively great "success,' How-
ever, without data on the dezree of catisfaction obtained by NIC
users and without information on the differertial needs of residents
in the five cities even this relative statement i{s dangerous.

A more interesting problem provides still more difficulties.
There are differences among the 1librariee in theilr abilities and
willingness to commit resources to the project. While all of the
libraries have invested local monies in NIC at least enual to the
amount of federal support funds received, ther are wide dffferences,
Detroit’s commi*ment to serving the poor and disadvantageﬂ has,
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over the last few vears. been such as to reshape organizational and
operational patterns in pursuit of these objectives--and much of
this wag done prlor to NIC funding, Indeed NIC concepts are So.much’
in keeping with {ts phiibsophx,of service that gorting~out NIC from
non-NIC services in Detroit is becoming increasingly difficult.

Other libraries, have taken & no-less legitimate posture in
treatine the NIC project as a research/experimental effort which 1if
demonstrably successful, may’ provide the rationale and model for -
total system NIC expansion. We would note here, however, that this
coatrolled, step-by-step approach.must assure sufficient support
of NIC services to provide a fair test of NIC potential. Implicit
in this statement is our helief that the level of NIC federal
funding is at best marginal.

At whatever point on this resource commitment continuum a
library has placed itself, the measurement of project success will
be difficult. Certainly raw data on total reauests will be
sufficient,  We have no touthstone, no yardstick with which to
compare such aquantities. JWhen.gat the conclusion of the project
an analvsis i3 conducted we would hope that random sample data
drawn from the cities' populations will not only elicit the volume
and kind of use but will also attempt a measure of need satisfaction
and problem resolution. Such data would _definitely be preferable to
the more prevalent '"testimonials" which have ciﬁ? into much disfavor
in Washington, : : y

The evaluation team finds the Neighborhood Information Centers
project to be an exciting venture which has the potential for re-
vitalizin? and redirectins the thrust of municipal public librarv
services. Our impression to date is that considerable progress has
been made in that direction.
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CHAPTER 1V

RESULTS

National attention has focused on the project and the five
libraries participating in and implementing the project,

Ry serving as nz:ional administrator/co-ordinator, and as a
national catalyst, and offering a national administrative office
center for information, The Cleveland Public Library, has directed
artention to the need for research.and operational information
concernine the design and development of nefghborhood information
centers in public libr-ries.

4
F

Durin: one month, January, 19773, requests for information from
libraries and librarians, library schools, and individuals reached
200. Information on community information centers operational in
other public libraries and other community service organizations
has been researched and ffled. Available information has been
digsgeminated to inquirers:‘to the profession-at-large through
publications and conferences; and to the Bureau of Libraries and
Learning Resources for such dissemination to Federal agencies as
may be considered pertinent and appropriat;

Ten nei9hhorhood information centers, funded by the proiect
are operational, until April 30, 1974. Detroit Public Library
extended this service to all branches in June, 1973 and administers
a central administrative clearinchouse and a central public operation
in the Main Library, a commitment far bevond the grant funding and
one which will continue after the grant ends.

Each library will determmine the future of its proiect, either
maintain it as such, assimilate it into branch operations, extend it
svetemwide, or partially; or, should it be :.ecesssry, terminate
the proiect.

Curriculum development among librarv schools will reflect and
has reflected in several schools, the concepts of neighborhood
information centers.

The need for manuals and sharing of operational expertise is
known to the Project and to United Way of America, Alexandria,
Virginia, which has published Standards, and is planning a manual and
& national semlnar on "How to Operate a Neighborhood Information
Center," for December, 16717,

Administrators hav: had the concept called te their attention by

publicaticns. conferences, and personal communication. Study and/or
operations are underwav in many puplic library svstems and other
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systems may emulate the project in the future, R

Experience to date indicates strong need for in-service
trainine methods and seminars, necessity of retaining consultents
from other disciplines to improve library services to the publiec,
closer communication and co-operation with local community
organizations, both public and private, and need for improved public
and community relations. .

The principles of administration, communication, and staffing
patterns experienced are applicable to other projects and day-to-

day administration in all types of public libraries,

The overriding result of the project is quite simple: It°
accomplished exactly what the proposal of March 21, 1972 stated.
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CHAPTER V

CONCLUSTONS

The project estahlished two neighborhood information centers
in two urban branch libraries in five cities; maintained a national
office; Jeveloped professional relations; conducted a national public
relations prosram; and disseminated reports and publications J
describing research and implementation undertaken. /

Service philosophies and commitments of the five 1ibraries as
a consortium project were remnrkable and compatihle,. o

-
u

Information ig a service objective of all public libraries.
Its provigion, level of provision, and commitment vary.

Variationsg cdepend on orslanizational gtvucture, financial con-
straintg, current and past policles, attitudes of Boards of Trustees,
adminigtrators, and staff.

The strategy for change necéssary in &ny system varies. Cities
vary in neighborhood needs and reaction.

Primary difficulties which public libraries would encounter in
this project or in anv non-traditional project or new service are:

Staffinz Patternsg - New staff, 1f‘non-librarians, often are not
totally acceptable to other staff, particularly if their salary
levels are on par or hircher.

Risk-taking - Certain administrators, librarians, and trustees
dislike the risk of possible failure or time consuming difficulties
and relationships necessary for new proiects 20! new developments.
Financial Administration - Annual constrainte provided by limited
budnets or city administrations, 1if the 1ibrary 18 a city
department. have maior impact on gervices offered, and type of

new or additional staff emploved for project purposes.

Unions - Untons and/or CIvil Service regulations may play a re-
straining role relating to a’dltional or new staff allowed or
assigned for projects.

Community Relations - *¥an~ public libraries are notably weak in
staff assioned and amoint of budget assigned for community and
public relatfons activities. This has been decried by the
profession for the past generation and probably will be so for
the next. Unless the administration is able to assipn funds and
professional staff to develop, implement, and conduct community

RIC
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and public relations brograms, this situation will not change,

Regsearch and Development - Resedrch and developmental efforts are
usually scattered both in conduct and professional assignment *n
most major libraries. Until major metropolitan libraries
establish Research and Devclepment offices, research and develop- .
ment in public libraries will be weak, fragmented, or non-existent,
(Detroit Public Library has a current position of "Research and
Grants Co-ordinator").

Curriculum Development - Library schools must take cognizance of
‘the cited factors, as well as the need for selected librarians to
have public administration and community relations training.

This may mean another Master's degree or certificates for a year's
gspecialized graduate course work. |

Human Relations - Many librarians who deal with the public are
noticeably deficient in human relations training and undergtanding.

Until the public library is funded at optimum levels required
by user and service needs, conducts a well-organized community
relations program, utilizes research and development planning, has
"people oriented" staff, the percentage of use of the public library
will continue at the 257 of the population level it has been for
past decades.
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CHAPTER VI

RECOMMENDATIONS

Fifteen broad-based recommendations follow.

(1)

(2)

(3

(4)

(5)

(%)

(7

(?)

(9)

(10)

i

Research should be continued to study and review existing
services and staff, which provide information and referral
services.,

Further study is needed concerning the meaning of advice,
referral, and advocacy z2 it relates %o branch library

‘services and operation. .

The .1ibrary's role a8 a neighborhood information center and
a helpinz/outreach/referral agency renuires further clarifi-
cation. explanation, and study of staffino

Visibility of the public library has been extremely low in the
reports, studies and articles written prior to this project

.concerning the Neighborhood Information Centers concept.

Attempts should be made to ascertain why the public library
has limited, or non-existent visibility with social, welfare,
community, and other planning groups concerned with 1nforma-
tional needs of citizens of every status,

Recommendations should be made to improve the status.and
vigibility of the public library.
-

Study should be {nitiated with selected Graduate Schools of
Library Science to discuss the educational reaquirements for
staff in Neighborhood Information Centers and the criteria for
selection of library school graduates or others to be employed
ag staff for these centers,

A National Co-ordinating Office is needed to digseminate infor-
mation concerning the NIC Concert, and to provide consulring
services,

e elopment 0° *raining materials and training programs for
staff for Nelghborhood Information Centers in public libraries

is needed,

Liaison with national organizaticns such as United Way of
America should be continued, ‘

Federal Departments and agencies funding pfoiects of a similar
nature should co-ordinaete efforts,
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(11)

(12)

(13)

(14)

(15)

Réportsuor‘publications prepared for Federal projects of a
similar nature should be easily available and known to the
Bureau of Libraries and Learning Resources staff for dis-
semination to project staff.

A Color Film describing a Neighborhood Information,Center in’
a Public Library and its operatiocna should be produced.

Strategy for change among staff and implementation of new

.operations and services of a non-~traditional nature in

traditional major metropolitan libraries is difficult.
Seminars are needed on methods of introducing and producing
change among staff.

Consortium project 18 effective provided the National Office
is funded at a level to provide necessary staff and operational
support.

Reports from this project should be widely disseminated to the
profession-at-large, interested individuals, and organizations.



