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. The role “of .the library has traditlonally been book

or collEdtzon oriented. There is need for the university library to

become service-oriented. Integrated collection management means. the
.development and use of resources in the provision of services to meet

the total information, needs of ‘the user community. Any resources

vhich supply the required information should be utilized. cQoperatLve
netvorks should be considered as a method of augmenting the
information capacity of an individual library.to meet the needs of

users ghiqp are outside the traditional scope of the library's

servic

A university library should provide service to those

formally associated with the institution and those citizens who are .

not connected with the university.’ Libraries typically Iack o
gration of services. They are yindered by their organlzatlon and

staffing patterns and a hospitable atmosphere are essential. . |

Librarians also need to learn the politics.of budgeting and

participative integrated managenent to back up thexr services.

(JG)
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- ONE LIBRARY, onecomum'ry o A
HOW MANY SERVICES? .. :

) ’

o Ty ! . D. A. REDMOND ‘. * -
e .\’ ., ll ‘
. An Amerlcan, Richard Eggleton, writing &f the Brltish .
. ' ncene in the Library Association Record, says: -

There seems to be great dlscontent..;and a fundamental
phllosophlcal difference among lzbrarlans ‘aboat’ the -
' | ~ role’ of the library in an evgf: “hanging society. This
- ! : phllOsOphlcal difference appears o be, ag in America;‘
based primarily upon the age¢of e individuals in-
\volved."It is, in fact, a ' neration gap'.of'in-
“soluble'proﬁortions. ‘Because of the nature of the .
) differences between generatlons...nothing short of the
S <hanging of the guard wxll brlng peace... +This peace

\/ﬂ-;:> w1ll last only until another such’ crisxs develops over

the role of the llbrary in soc1ety._’ . ) -~ e

* ILib. Assn. Rec. 75 no. 3 p 66 (March 1973)

Taken in Eggléton's terms, the problem of'the role of
the unlver51ty library 1n its community may. be insoluble.
The .problem of the library's role is related to the whole.
problem of the compositlon and role’ 1n’sodiety of the academic
community. © . . - : .. . A
?, o . ‘ W1111am Ramlrez, rev1ewlng Paul Wasserman s The New
lerarlanshlg, calls the public library "an 1ncomprehen51vely

~ conventlonal, passxve, and complacent 1nstitut*on in splte

.

. . .
Lh’
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of constant rgmlnders that furly twofthlrds of our hatlon s .-
IR ' péople are v1rtually untouched by . lt. I wonder whetbcr we -
N T . - T
~ *Lib. J. 98 no. 8 p. 1257 (April 15 1973) “ Ot ’
. 'Y un«:.verslty librarians. can- avoxd w:,nc:Lng ‘a llttle at t‘nac, or -
‘C  can afford to "call any kettles .black. Janice Ladendorf says,
f\' -*  "Most people.regard 11brariesjhs allen and forblddxng plac;s*-
mere storehou es from whlch books ‘can be borrowed. Harold

- 4

) r\\\~ - Bes1des academic llbrarles, about the oniy places
R know of vhere dignity ds stressed are doctor 5
- 4 bffxces, ‘churches, and cemeter;es. None of ihese’
’ BT are- N@gces\ln whlch people spend ‘much time.??; .J._,; )
There we s1t, in front of the works Of Mark Twa}u, . -
Bernard shaw, and Dick Gregory, attempt1ng to get
. patrons to love the glace, the while putting them ‘

. ..Ettelt comments that , . A T

a4

funder the necess;ty of«belng dignified and tryxng

_to be so ourselves. SOmetlmes I think eveq’the .

books are wlnking at us. oo e IR
b r O A >

T Lib~ Jc 98 no. -9 p.l412 (May 1 71973) ; L e

X . '!/ - 0T -"', (
. “Uhlver91ty llbrarxes, under- the~p¥ess1ng and vocal'.' ~
guldance oﬁ.faculty members, have always been book-dlrected--— .

. collection-orlented. The faculty member,.to‘make a“gross’

Y
[}

generallzatlon, wants the books “he wants when he Wants them.
. If the university 11nrary has major prob;ems,’thls is the
ﬂ' ~bI§§est one,'and the‘hardest to optlmlze. ~I do- no* expect, .
- . to find a solutlon and proclalm it in thls brief study today.
_ That is why I' 11 propose a narrower title for thls
.. talk: One berary, One Commun1ty,, How Many Servxces? N
. Déan Tudor says in Sgec1al Libraries for last
November. "The obJectlve is not to fill a library with bd®ks .
1%;, but to see that information gets into the hands of those who

SN _ need it." Michael sinclair, of\Queen s, who puts’ everythlng
in economic terms, says the objective. of any %1brary is.to

maximize'tﬁe;;g;ﬁrn,on the users’ expenditures on {qurmatioh. Setting

. . " . . . o 4 N . . . ’
B , 3.
ERIC o . . e . C
PAraiitex: provia ic ) N . . . . . . .
- . vy
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F(t | obJectlves for“a llbrary 1s dlfflcult, and settlng a system -
~+ of obJectlves for aéynzver ity library, within the hlghly "
S complex and unrationalized’ system that is a uq*yerslty, f‘ .
©is’ doubly diffréult———or perhaps only a thetorical exerclse.
- Let us then be pragmat;c and emplrlcal; and slmply ignore:
o the settlng of objectives for a whlle. N
Money . is the basic problem. If we. had no money ‘
;problems, we'd have féw other insoluble problems-~-or at’
: - ; (yleast no need to optlmzze among them. Lacklng money, in’
a clirfhate of static or receding budget support, the worst

... of Vhlch we may yet have to see, the set of problems, those, .

.
~

[ ‘ c

‘, - which give rise to the top1c of thms workshop, 1ntegrated _
'.colleétzon management, rmust be Juggled slmultaneously. T : e
PR 'the title of-a recént book. by - chkey, Problems in fﬁ ;:',
, .« Ogganlzlng lerary Collectlons, suggests ‘that it m;ght be .° ‘..
1(T - :\';'relevaqt“ The tev1ew of chkey's book 1n the Sprlgg 1ssue"
- " of RQrsays: ,»' ' i " ‘ . s
.7*‘7’"(’/ . The book should be subtltled "Propiems in running
SRS ) . a technlcal servxces departmeﬁt" with emph@sis on’
L 7 - the human factor. Underl:m;.ng all thé) ca_s ~stud1es )

.o e PR rs the.problem of managemenp...‘. T

@ .
B -
‘ ’

* Q 12 no. 3 p.316. (Spr1ng 1973) ', S S y

lIntegrated collectxon management then, should mean '

By - ,Just that: a mana ement.probllm, in which collectlons ‘and . ‘
* gervices are 1ntegratea~--that is,. brought together 1nto - o
* . one, over some wide base._f . " o ) '
‘ ; shall d1rect myself to the néed for the: un1vefsxty
B ..' llbrary to be/servzceoorlented. This' is not to say it must .
“Lo. v ot be collectzon-orzented, but that the objective oﬁ-a

library, as a service agency, I"to supply. the 1nformat1on

‘_' needs of users. Serv1ces which are approprxate to their .
needs---not necessarxly tradztzonal lzbrary servzceir-- -
et .‘ must be supported by approprlate collectzons. C




LY Ad

, S Librarxes ‘are. not the only agencles w1th this pxoblem 4~ o
, . of bexng 1nsu£f1c1entf& servxce-orxented. The medxcal R } /“\\
) professxon'has had a poct 1mage, tor being dxsease-centered |
M™\.  zather than patxent-centered. L"That broken leg,xn Room 2218
' . is complaxnzng-agaxn.‘b The ‘result hds been, in Ontarxu, a;

. government stresq on the development of 'health care units' . | ‘
close to the communxty, and the rise of 'famxly practxce unlts'-h-”
the delxvery of health care, and thought for the patient. o -

Un;versxty libraries may wellﬁfxnd that schemes for their co-

« ordinated development will be acopted and funded by government, 4&’
‘in order. to direct them simxlarly to sérvices rather than o
resources. Th1s will certainly happen if they do not self—. .
direct toward cooperatxve'Shd comprehensxve serv;ces. A

_Here's a definition: SRECII o -

| oo Integrated collectxon management means the development ot

' an~7use of resources in the provision of services o y

- designed, possxbly by user and lxbrarxan working e

. K ' . together, to meet the total 1nformatxon needs of the o :

- ./ .. Jser commanity in both the_ local and w1der sénses.'.
o~ This delxnxtxon really begs some others What are R

rQQOurces? What are total 1nformat10n needs that is the . = . \'

* ., user community? 'and then the servxces,'and whether lxbrarxan

and ‘user must work together, will cause argument. S 2 : T
N : Resources must be taken in the wxdest sense. Not long B
ago‘I asked ‘one of our 1nformat10n serv1ces~sta£f to get me
K ' the name of the chairman of a local servxce club._ When she :
" came up with it I asked, just out of curlosxty, where did you '
fznd hzs name? From Informat;on Klngston, was the reply.
. Informatxon Klngston ls the‘local storefront "center, supported
by an' L.I.P. grant. That's cheatxng. X sa1d, but I-didn't, -

A

L really believe. it..,
- v . Rule Number One must be._ Taﬁh\resources ﬁhere they come,
T in wha form they can be ﬁound. Resources are everythxng that

'-supplxes Lnformatxon. Let's not make a hard formal defznltlon,zf

of "collectxon"'or ‘of ‘collection management. & The anISlble SR




R ¢, * "o, * .
L college stfll doed more research than.all the rest. N
¢ . 7 Resources'may be tﬁe books on your she]ves, or,thdse on
" N \other shelves elsewhere---or the knowledge in people s heads. °
- o :f Ceee Thzs is. a- reason why'we have'so many ﬁlearnzng resource '
R centers"' "é;ta centers" media centers" and what have'youc-; .
x As tie old Scots said "New presbyter is but old ptiest writ B
- large. . “Library" has a limzt;d connotatzon to. many peOple. Coa
A 1ibrary is’ where you' get books, not 1nformatuon.‘ Ah o R
- winformation analysis center‘ sounds .mpressxVe, Jbut it }
. does ngphing which 11brar1es could not do if they trled, ;
', and thxngs 11brar1es should be Hoing if they set about ity -

. . _

::i' ‘ ‘,, EQ strable, out901ug president of SLA, says,'"JUSt H‘%-:
R . watch—thc hackles rise 'as the 1nfornatlon center ir, de~= ', -
..+ .. .scribed as ‘innovative', 'non-standard" 'dy ;c‘; ', . - -

i‘ . -'outreach;ng and 'mode&n'ﬁ as it is compared to-the. "‘:'fj'{" 3"

'archlval' 'tradltzonalj 'standard’, 'limited', and
"record-centered' spec1a1 lzbraryr"* N

. * sEec.»Lzbs. & no.ll B7A (Wev.1972) e,

.
- . . . ' . '

“potal 1nfonmatlon needs is a phrase which. could get me
_ in trouble.- ‘The 11brary need b__ be, like 'St. paul, all :.;Q

',/ ) “»thzngs to 2ll men,, ‘There wlll be/llmlts placed, by whatever . |
" mechanig of ratlonallzation (that 8 acdzrty word, you know), "

' ﬂ J\\Eas whzzh w111 be covered or at. leastkon the level |
.- " of 1ntensxtx or depth to whzch{any toplc will be- covered 1n
-7+ + .. the resources of a glven‘)lbra ST S
| . We shall have a matrix o dlsc1p11nes or of spec1f1c,f,‘“€’~’
f \’éfeas of 1nte§gst, and of mate ials and levels of 1ntensrty |
We.shall not refuse to handle requests for ;J.

. on the

g .0 within them, ;

' ) serv1ces or resources out51de this matrlx-JLwe shall set iy

‘ motion some network of- supplementary servzceq and. ::esource«‘l .
"The user w111 have to be prepared for the cost, in .time and ' g
’ money, of h1s needs beyond the agreed5lhpits of the,matrix. ‘ '

; e In, order for such. a schTme to hucceed ‘several ideas: -’

. 'must be sxmultaneously put in

 The 1dea that not all needed resources will be hére, now, - SR

.is mot new---lt 1s-s1mp1y a change iﬂ the users' definltlon

motion and sold t? the customers.

*.
‘e

R s . . . . . .
Q ’ L : i ’ _ 4
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. u‘f‘_vof what resources ‘are. essentlal here apd now,. The efééctive Ff3§7
B system’ of.supplementary resources and serv1ces w111 be @if:. B ?
._fucult to gchieve. For many 1nst1tutlons, cobperatlon ‘costs 5.£{f o
: someth1ng——-unrequited love maybe, or hard cash from a. o
St ‘llmLted budget. Thls must be relmbursed by'an agreed and
- effecteve mechanlsm. But be prepared to; pay, we’ must.

No one should suffer,’ because of - cooperatlon, unless :

e Tt

v o he 1s/a real llbrary masochist.* Inst1tutzons don t suffer----.“57v
' they creak. ' If there is no fznancxal 011, the bearings ' .- B

seize and the wheels stop turnlng,. The user must be ‘g ' -
v f

. assured “that % hetwork .exists ahd operates efﬁeatlvely; to'vi"u:{‘
" peet his chgs‘ be‘ore'he wlll agree to 11m1tatlon of. local
‘I&SdurCES. . I shall say somethlng more about'cost to the
, _'user 1n a moment . I ce T -7':7t/¢ 4{;.

The minor cause célébre .in Callfornla is an example. ey

.,Q‘H ‘. As reported in ‘American Libraries and Librarylaournal.
' .‘.'_ ) "lerarlans at Callfornla s two systems of ‘
- m ' hlgher eaucatlon are- comblnlng effhrt to block u‘}
R : a proposal that, they consol1date research facilltles.f;:
Ve 1 j{ »“The proposal waa developed after gn’audlt conducted '

e by the oﬁflce of- state Finance D1rector Verne Oorr..."
_ The proposal -was that there be’"two reg10nal 1ntersegumental
" consortia- for llbrary cooperatlon" w1th headquarters a€
.~Berkeley and ucLa, each of which , } ’
"would contlnue to malntaln*huge research llbrarzes,
'but each of the other twenty—flve llbrarles would
' purchase low-use material. only 1n‘the areas in which it
is spec1allzlng,(1f any) . Spec1alt1es would be arranged
. by subject area,. so that the total range of subjects’
' ”recéﬂwes coveragé, but not dupllcatlon, within each reglon "f‘
"Thé-document stgted that the f1rst pr10r1ty of . all \ B
‘unxverslty llbrar1e;?should be ‘the acquisition and
malntenance of serv1ces supportang author1zed under—_
-graduate and graduate ;nstrtctlonal programs; but it
then narrowed lts focus, recommendzng differing roles

'for the two research llbrar{es...and the campus

- . Sy S

. — — . - -y i

o AmerJLiﬁs}’Q_noiB p.129;30 (March 1973 'i_f o &

s
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- ’.; "_’.‘ . ’ }(n ' é . .
) lJ.brar:Les 1ike .Irv1ne 'S . é:.v:.ng top' prlorlty P _~'
s ’T"‘ ) “ to the two, researdh faczlltles" PO | ' '
Y g'a--—and that is not what the story Sald in the 1mmedlately
SN e precedzng sentence.--- o R .
' ’ '?'M "the report recommended that unlver81ty-w1de .0 'j;
- rt,f‘, llbrary resources be malntalned in these .

e R fac111t1e . and it said tﬁat each ofvthe o V '
- ;ﬂ h.lzbrarles hould maintain a growth rate of / T . »
four percent of the1r‘collectlons...u..uf !

. "Rate: as a thlrd_xesource allocatzon przorzty. e
t 1mproVed access and exchange of llbrary materlal ‘
« - %* . :
T . among the ﬁc llbrarles." " -“:; ”F' .
C L1b~J. 98 no. 7lp. 1070 (AerIfI 1973) N
. A ’ o .t - ‘ e
s -

‘(1 Page Ackerman sa s in erican L1brar1es for May’thatv~
. Y ______jL_.______,__

the plan . "dlvorces the- development of llbrary collections
from- the development of the campus academlc programé’“

. ¢ 1 N \-' : L

* Amex .. les. 4 no: 5 p 282 {May 4}973) S

! -t

[d g . . . » "’

‘At this. dlstance and secondhand tﬁrough the.preSs, I .
trust the details no more ‘than I cred1ted‘L3's reporting bf the
Robarts leragy hassle ‘at - the . Un1Ver51ty ‘of Toronto 1ast year, ’
'but I wollld guess that faculty made the loudest outcrlese RS
These seem emlnently reasonable and masslve suggested praorzt;es,

_ much as we 1ack detalls. Yet ‘the report was reJected out of
IZJ . hand by the Academlc Senate of the Unzverslty of califqrnia
' T at Irvzne, for. one, and. by llbrarlans and presldent s offlces R
in the Callfornla system. The pOlntS that may be made are, e )
first, that names’could be’ changed---readt"Ontarzo" for
_i‘Callfornla" and it can. ea91ly be seen that it's verszon of
. - that popular Upper Canadlan game called "Let's All Hate Toronto"; !
- Secondly, 1nterrated systems, belng masslve changes, A

fd” . must be carefully conszdered, with- ample psychoioglcal as well

h as techdical preparatlon.; Acceptablllty to the, academlc
'system---w1ll the faculty-buy 1t?---1s the prlmary tOUChStOne._ﬁ<-
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1‘f ‘.': This may”well vary from dne unlver31ty to. another, but @
Yol ‘model is still true. An 1ntegra1ed, network-based llbrary
s ﬁ system w:.ll probably give: better service, and is. prdbably
1nev1table---but it must be expected hnderstood, manted,
“and- *mved with. Un1vers1t1es are(1nst1tutlons with massxvely )
oulxotzc 1ndependence and re51stance to change. W1ll they
e accede. to a llbrary network,‘however 1mposed? e LG -
_ The second 1tem in the deflnltloh which I proposed is - -’
.:e the user communlty, 'Who ‘are they? To what pr1 1leg=as are "
' . they entitled? These questaons are akin - fo thx\e\of the
I Luke s Gospel, who asked "Who 1s my nerghbor?"

N \1awyer in s

T Perhaps the p‘;able of’ the Good Samarltan, whlch s the e \ o

~answer he gotﬁ 1s not baslcally at odds with éhe message e
in* that,modern-day parable of Archie - Budker, who f1nds it

'N. "all in.the Famlly"“ It's the argument, not the énswer, that
‘ dlstracts S Peck, 1n ‘pec1al Llhrarles for December, says,‘

"Each ' type of 11brary uses the word ‘commun1ty to’ deplct some
part1cular mads groupang of soczety whlch generates varylng
degrees of, demand -for 1nformatlon service by 11brar1es.“*r

. _ -

ook Spg Libs;.gg.no. 12 pm550 (Dec.l972)' T
s j_. . : A un1verszty lLbrary has a prlmary and a secondary com—')f;(

' munzty. The prlmary communrty con51stq'of those who are
5formally part of the eduéatxoﬁ%l 1nst1tutlon. faculty, staff _
and students. The agreed resource matrlx must be de51gned for
their needs. The secondary communlty is deflned, if: at all,
in the way the parable deflned "nelgthr" In Ontarlo, the
Comm1551on on Post—Secondary Educatlon has - glven us a
reasonably s;mple deflnltlon in 1ts Recommenddtlon 25:

Cits zens of Ontario should, subJect to reasonable
, . rules and regulatlons, have access to all libraries,
/ o including ‘those in universities, -colleges of applled
’ arts and technology, and secondary schools.* .

- . . - N

o w Ont.Comm. on.Post-Sec.Bduc. The learnlng soc1ety.

.Tor., Mln.of'Govt.-SerVLce;, l972.,p 55._

a : L - A
; - p‘.j' James B. Dodd, in & paper pre&ented at the Spec1al . ﬁ“'.
, ' '. | L1brar1es Assoc1atlon conference 1n Plttsburgh descrlbed a -
(00 e .
O . ‘



K Q 12 no. 3 p.269 (8pr1ng 1973‘-, 'fj _,.*.u’

1

v which must
_to poxnt out, the po

"Pay-As-Ybu-Go Plan for Satmlllte Industrzal L1brar1es stng
Academ:Lc Fac111t1es"‘ The idea of 3 a::*ndpmxc 11brary o
prov1d1ng indystrial- serV1ce 1s not new, but the. ldea of

o
-

open-ended segvice, in which the - academlc 11brary supﬁllgs'\

Tl

310 -

serv1ce to“many comers, as a matter of course, 1s. Dodd says:. .

-

Who aye our off-campus users? ... We serv our.
communitjes ... The first sense of c inity. wod
is the g o-polztical one in whlch ‘we are located
and to which we owe our ‘existence because it.is
the major source of ... funding ... The second
communlty which we.endeavor'to serve is that of

sczence, "technology and management, and there ' “7

‘are ho. boundarzes on that community es. Cross- o

country’ access. to* this library is as convenient - 4

as crcss-town and almost as, ¢onvenient =z cross-. ./

Campus - . « We are not and Go not. intend' to be .=
- in competitlon with any public library. We want = |
- our service to be a supplement to the services ' .

that anyone can get frum their own public library.*

ﬁ . . . » ° . J’

- * From advance prlvate copy,‘abstract 1n - .
Spec. les. 64 ‘no. 2 p. 107 (Feb 1973) _ ‘ _\, s

o

thn Colsdn discusses the complexzty of the socxety in
whlch llbrarles operate,fln the. sPrlng issue ‘of R _Q. R

. ses The un;verslty'ls composed of and 1nvoﬂved '-J]/,
g ‘with 2 wide range of communities; from departmental

faculties to graduate student councils' to under- . e

graduate social .groups; from federal research P
and executive agencxes...down to...local volunteer A
-fire departments...and 1egot1at1ng groups of local :

. businessmen who want- their university to stop

o doxng one thlng and start doxng another.™”

s

However tife p1cture may Le. spread out, the secondary

.
o\

or external community,is 1mportant to the unlver51ty lzbrary,-

2

znial resources espec1a11y of archlves

{the library.. /' R . o

which it can give t? i
- 3. Now, "reasb%}, ~rules and regulatlons" “for exterhal

'users, in the words of the COmmlsqlon on Post-Secondary

uratlon, can go all the way frdm . a flfty-dollar fee for
servmqes, to 1n—11brary readlng pr1Vrleces only. Whether

‘ ; e ' l' ‘ . e

recognxze not only its needs, but as COlson goes on -t
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BN ~ Recently I tned to work out the re}atn.ve demand for

. .;/ * An ironic -footnote° T’ne situation in Ne' York c;.ty/is
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e respécted univer s:l.ty l:.branan ongce carled “smell“brats"

) I doubt. W’k\etner it: 1mp11es 1nundat1dn of" any klnd,.aI doubt..
Ce— J:t would be 1nstruct1ve ko aalculate how many.'serg.cms users ' |
’ of a research llbrary would be generated in. the cOnmmx.i.r,y ~}-"‘.}--,

. surroundxng a um.vers:Lty library. McMastqr Univers:.ty, in a
much large’r urban. czomrm.tm.ty tﬁan Queen's, has: 1ssuec]. about
t'housand courtesy' borrower's cards---about ‘the  same - < ,_'7‘. -'f
number as Queen s.‘ And most of the.,Queen 8’ co%mn‘i:ty . ‘j
re91dent borrowers are Um.versa.ty dependedts. ,f' g 3

y &

AN ,,seaﬂ:s Ain-the Metropolltan%'roronto CenLral L:.brary, tg
N publi.c research library iin Capada wh:i.ch st 3
unJ.vers:Lty l..brary,*: and whlch ‘lS not ct swamped Cno}t I8

completel,y) w:.th would-be users. BNERE

P N 5.7 -

*
R T .

v . *Library is the monumental second support for -
« . ' university libraries 1nadequate locally, and eve
e natlonally. The differencde in scale of! course
. . makes’the,analqgy inapplicable-to Canada.

s ¢ . - CE; "The Library murder case," by{, Ellen Moers, -
T N.Y.Review of Books no.7 p.31-35 (May 3, 197 ),

¢ % 'reviewing Phyllis Dain's The New A!ork Publ:. 'j . ’

./~ . ' almost exacfly Feversed; where.the New York Pul:_-Zu:

_Library (N.Y.P.L.,1973) = ¢ Cohn .

\'\.. ~ The pencil figuring was not concluswe, but ‘;.I%trongiy suspect

., /
\ for its prlmary commun:.ty w:.ll not be swamped })y- the dema{xd

(1nadequate resources) or of facilities (1nadequate reader:
and staif space) may be unfounded ~without| caxe%ul study of p

.

e\x:LstJ.ng use patterns. - How -much does each’ llbrary sta 'qw‘-’ =

e
.

Ters 1t 1mp11es a- rlsk p.. m.mdat:.on under what a. late_ g"nd e ST )

N that the unlversa.ty llbrary which has adeﬂate f~acil:|:t1es., .‘.

.« . \ from any\secondary commum.ty. Fear of a shortage ‘of - supply

| - about thie ways and extent ‘to“which its ubrary ‘is )actua} y <

-used? “And- whether it is actually, as the old Haﬁpy Gang soné‘

usedo to have J.ﬁ a case of "Tha room is full“ and w0n't hold o

/" any'more.t M . o~ Tt : cefe L
The bas:.c "fllterlng"'precautlon is of éour%e the ‘5-

‘ "reasonable 1>‘egulatmn" that the secondary user should exhaust

Ay T
publlc and ot}rér\llbrary resources nrst. 'I;he text of,é'the RN

report on Post—Secondary Educat:.on ‘makes’ thJ.s clear. v f’f\;l__.

- o

.
- Py
- 8
—
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‘e "~ "By access we mean that any c1tlzen of Ontarlo

" -has the right. to ask for and recelve the serv1ces

of any publlcly supported llbrary, if he can’ . = o .~-“

.demonstrate a particular need and ff this need

canhot be met hyra llbrary of przmary direct o 2

(4

. publ;o access. ... A c11ent cannot functlon,zn
his own. dlstinctlve learnlng process unless a ..
. * -special lzbrary offers him resources that he .
| . cannot otherwise obtain." ° o
* Ibid. p 47 . . - . f. Lo
. . - . S joe
~Dbodd, speaklnq of Georgia Instltute of Technology, says-
' w"gervice o the publlc for a faculty member, is ndt
all public relations: 1n£knded to keep the level of
public support hlgh. ees All the research work and
a1l the professxonal reading . that one an find time
- for wlll'not do the JOb unless’ there is a contlnual\“)
dxalogue with the “real world" outside the classroom
i_ and laboratory. Th\ rocess of stayin rofessxonallx

' a&1Ve is just: as 1mportant to- the_llbrary on_campus

.as it is to the teachinq faculty.’ (Emphaaxs mine---DAR)
On our campus, the 11brary is cors1dered a research

facxllty and as such is avallable.to off-campus use

L ’ on much the same basxs as are other research tools...

such as the nuclear research reactor... Here is :the )
. 31ngle most slgnlflcant asggct of service to business A
and 1ndustry from.any acad

begrudgzngly and .worked on whenever there was time for

coudld be glven to faculty and students.?_ L

the deflnztlon which I suggested stresses the provxslon
of services, and I said the university llbrary must be service-
‘oriented. Tradltional reader services can be roughly catego-

Al

e

: : ic llbrary. No . longer was =
ng‘ -~ such serv1ce something to be handed out under the tabile
&

. w;lt, or prov1ded at the Cust of some other servxce that

-
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Form-11m1ted for example, peg;ggicals, arch1ves .

T ‘rate books, aud1ov1sua1 mater1als, m1crqforms LT

‘ ) Use-11m1ted- such as reserve books, b:pwsxng, ' g

. " reference, undergraduate, even faculty ‘
) . reading rooms . ' . ’

- 'f_ Purpose-l;m1ted’ student or1entat1on, referehce (aga1n),

c:chu lax 1Cﬁ'l

A}

: Are.you surprlseﬂ co'have circulation listed as "purpose-
limited"? But it is. The trad1tiona1 circulation service
’confines {tself to fetching from the' stack, or accepting ;y_\ i,
what the user finds in the oped/stack,land keeping records .
.of volumes which users:take hOme---and wh1ch43re not in any‘
.‘ . ‘'of ¢he form- or use-linzted serv1ces. This can be endlessly
confusing to the user, especially if the!réﬁerence desk or .~
the special-service desk‘id closed at certain hours. Either

the circulation service must enlarge its capn/ﬁlity, or the ‘;n'

. * :
This 1list includes no unlinited, one-stop-shopping services.

Lee Regan, also in the Spring issue of R Q; is. talk1ng

! . user‘'s frustration will grow.

4 about reader's advisory'servzce, SOmeth;ng which many unxversxty
11brar1ans may conszder ‘a slxghtly qu nt public 11brary )
service, but he rccalls the words o%/zzhn chancelloru--not
the television John Chancellor unless he Sgld thls when he
was seven years old: : - : Y '

Let us set about to remecy th1s somethlng that "
makes the public feel uneasy and hurried in a .
library; let us arrange that there., shall be ati
least one corner and one individual in each
library to whom a person can go and tell perhaps
a long tale to déscribe a vague need or desire, | v
- without- feeling that he is interfeéring with_ the L R
{ 1ibrar1aF and the runnlng of the business. - :
N * <" In the May-June 1973 canadian Library_aburnal,,uorth descrikes
N “resource islands" in the Mount Royal Callege library
/ as a "one-stop-shopping” servide. -'I am.pleased tha
- we quite independently hit on the same phrase and
- concest, and that such an example of the fexrvice
can he shown. 'I had no% seen the articlé the
‘time of writify and deliivery of .this paper at the
‘CLA Conference in June 1973 ’ .

"V, #x Ara_ Bull. 25 no. 4 p. 137 (April '1931) - .
:?uoted in RQ 12 no. 3 p.228 (Spring 1973)

re

.\)’« - “_’/" l - ;‘/ < et _'k
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Iook at the tradltlonal reference department.' I do
*not 1ntenﬁ to flog the reference horse out of any splte or
anrmosxty, in general or -in particular. I would guess that
most reference librarians consider it entirely'reasonable’
that they will not lxsten sympathetlcally to the bew11dered
‘student ang: gulde h1m by the hand through all the 1ntr1cacies
of collectlxg the material he needs. They'll refer him, at
some point, to. other services or departments, and/or push
hlm\ng on his qwn. They'll offer-service so far, then®
leave ‘him. “hey'll say. it's part of the learnxng*yrocess.
Learning what? “They will not listen sympathetlcally to the
_intricate problens of a faculty member/’take the whole - e
problem Off»hls hands and eventually produce a‘finrshed )
information package for him. _ Why'WOn't ‘they?  The. special
librarian will, and I would guess that the rat1o of specizl
llbrarlans ta thelr users is-not dramatically lower. than Jhe
’ ratlo of pr&fess1onal staff in a unlver51ty llbrary to the ™
total faculty. Un;vexsrty llbrarles have much to learn from-
special llbrarles, where the motto is "Putting knowledge to
wor " and serv1ce is the reason for being. ,
There is no slngle persén to whom an 1ndiv1dual member -
of the .academic community---except probably the president--- K”
can turn, and relate (there's that overdbne word, for his
1nformatron needs. I believe one of the magor reasons, at
}Iéast, why such studies as Task- Force ABLE, conducted by ‘the °
National Agricultural. lerary in 1965, could show the low

ranking of traditional library services among sources- of

1nformatlon,used by its respondents—-—and there are many such
studies;—-is that there is inadequate wide-~spectzum oneéstop
one-person service avallable.v

B |

* U.S. National Agrrcultural lerary. Report of Task Force ABLE,
Agricultural Biological Literature Exploitation, a
V.systems study of the National Ag'lcultural' lerary
and its dsers., "March 1965.. 477p.

- The possxble range of academic library. services goes £rom the
negllglble, through the traditional, to the "llbrary-college"
in whish faculty and librarians become 1nd15t1nguirhab1e, the
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learnlng process is carried on in the llbrary, and Louls Shores _
-110 v1nd1cated. It has been "claimed there is no true 100%
llbrary—college operatxng. I shall not try: to guess. In the
‘one .situatioh where this: should be entirely: feasible, however,
R in the llbrary schools, we do not really sée 1t. Is the "
lxbrary school lxbrary a paradox, and an undesxrable onhe? . °
*Disregardlng the extremes, what'change of service
patterns can be seen? The sub;ect-divxsxonal llbrary
avoxds the form-llmited, use-l;mited and: purpose-lxmlted
breakdowns, but introduces a new one. - In the subJect- . -

divxded library, the user whose interesta range across

dxsciplxnes-»-and there are many such in the university---

“trips, frequené\y,over those little invisible fences between

divisions. 1In a research library which shall be nameless,

but whiéh has a noted stackful -of bocks and a grist of subject
- divisioﬂs, I not long ago had three of these quiSIOR*‘E}}

dxsglaim any responsibxlity for tracking down a book which 1

‘wanted from the main stack. Thxs is not any optimal ‘improve-
7Z _ - ment in service. And when it comes to mechan1cally complex v

* forms ‘of resources--—microforms or audiovisual mater als-~

i

the form-llmxted plan._, i

D) - L
A »

" an ~example “of "an unlimited service is very difficult -~
to find. 7 At Queen's we have 1ntroduced~an experlmental '\—4*’
Bibliographic: ReJearch Serv1ce, which offers the serv1ces »

of a senlqr b1b110grapher for an extendéd -time, 1f need be an
couple of weeks, for projzcts which’ cannot behandled by the
regular Informat%on §eruLces staff—--the regular reference
" desk service. Thls b1blxographer would work closely with the
user, discuss hxs project and problems- and tap all the.
resources of thé library" system.” However, when you' conslder'
who can best use such a serv1ce, it tol becomes user-limited.
It can pandle erhaps a score of users per . m@nth at the outside,

- ‘and is limite fto -users ‘with serious énd extenslve pro;ects.;

It does not help the beginning user, 'the,bethdered student,
, or the man~i9‘the.street who needs_a7hackup for‘the public 11brarg2

‘ o 'o

< o "

'\)‘ | j\ “\'- . ' - | ! | ' . /‘
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' .'_ Another‘ldea has been that- of des;gnatlng a 51ng1e . - of
| library staff member as liaison person for a particular.
teachlng department. Thls is still no: the same as every-

user one-stop servﬁce. The use of blbllo aph1c assistants

for faculty members, reported in L1hrary ollege. Journale-~-

whlch has now done a cop-out by renaming 1tself Learnxng ‘ .
Today~---somewhat resembles our Blbliographlc Research
., service, but does not prov1de every-user service.' ThP
literature reports that the blbllographlc asszstants tended
to sink ‘into cheap lxbrary labor for the lucky faculty member,.
rather at the level of graduate student research assistants,
instead of professlonal blblxographic asslstanne. o :\\
qpould all kinds of service be provided from one
- o _ * library faclllty, serving all levels of users both primary
- and secondary? Examples could be cited such ds thehew = \’ .
pvoston Public lerary complnx of which IiVe heardvent5351~'\\
ast1c report. it could be asked, What's SO new? Arendt
unxverslty Ilbrarxes, and major public libraries, now fgiving
.all kinds of services under one roof? Thﬂ‘ is not th!éabsh .
My own llbrary ‘has been characterlzed as/very difflcult to
(if you' re*g,dzssatzsfled user) even under oné' roof --'
fo reasons of lack of 1nteqrat10n---lack of a aystemfplanned .

&

approach ‘to serv1ces. We' re worklng on that problem, but
it takes money, to . renovate. an exis! 1ng buildlng. To prov;de .
slmultaneously séveral levels of serv1ce——-resEarch, under-
\;) Sy T graduate,'and what academxc lxbrarlans\sometimes refer to,
Jjust not-qu1te-contemptuously, ‘ag . "publlc llbrary stuff"
~ even 1n a ‘support role---1s qu1te 'a ‘team of horses to ride' )
three abreast and, bareback---but not that much harder than k
., ~- riding two, wh1ch we' already try tp do. Dodd adds this warnlng'
. The academié library gets 1tself in Jeopardy
when it givés or makes available better servxce
to off-campus”people than it doés to its - own
faculty. and students. ... The sturdier posture

: of service to_off-campus users has beena . - .
//" factor in develOping service to on-campus users. v

In proposing some kind of apprbach---I\sh;ll not call
it a solutlon--—these necessary criteria could

¢

e set out"

<

1. lerary orgénxzatlon. A responsxve, flex1b1e, organ1zat10n

, : . and management structure, sensztlve to the neeSs of the
QO NS b

o . e A I W
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users, d1st1nguish1ng situation from opinion and : ©3.17 -
.-pressure, making the best use of staff ability and
resources through participative management. If ,
that's too much of a pat phrase,;explore modern
theories of organlzatlonal management. ' L

2. an approach to adequate 1nst1tutlonal funding support.
_ Here is the real. job---selling: the value of .the .
. llbrary system to those who, supply the money. . "

- f Within the limits of the money which can be . ,
: supplied, the purse-holders must be convinced '
R .of the library's oblectlves, and of its ability
" * to'use the dough. R

3. COIlectlons developed for the llbrary's prlmary :
community, at lpvels, and in areas, rationally .~ - | ~,
delineated to match the un1ver§1ty s activity. '

S . The corollary to th1s is that if addltlonal reSources are
’needed for service to the secondary community, outside funding
should be supplledowhen the requirement is 'imposed that serv1ce be ‘.
provxded .The outstandlng examples are the New York state -
v reglonal schemes, the 3-R's and NYSILL.

4. services des&gned to maximdze usefulness of resources 3 CL 4
to the indxvidual users- in the prlmary community. ' -

F)

" Ma¥shall Field .put it in that almost oldest of all -
merchandising adages, "Give The Lady'What she Wants". I Haven' t
‘been able 'to bring in the famous Canadian slogan,, "Goods Satis-
. factory or Money Refunded", we do have. to remember that user
satisfaction 1s‘a prime ObJe ve.

"'-‘ I At the “same, tlme I repeat the discla;mer. The llbrary need .
'not necessarily. meet ail the demandb of 1ts prlmary usexs. ‘
Go back to poxnt 3 above. collectlons and servxces, both
ratlonalldeellneated to match—the tniver91ty s act1v1ty.,
Thzs should not be construed’ to confllct w1th an idea of
: "tota1 1nformatlon nends of the user communlty ., Optlmlz-' . -
atioéon will be necessary. . ’ - ‘. p
To give a very minor examplé. Our majér record collections
sat Queen s are. 1n our Music lerary, ‘which supports prlmarlyy
" the Bachelor of Music proYram and students taking nbn-major'
music courses, and 1n the Educatlon L1brary as part of its .
Resource- Center. 0cca51onally I w1sh we could develop a'~.‘~‘ e

| record collectlon in the main llbrary, for noncurrlcular

student use. Should we waxt unt11 there is outcry‘axd demand?

- N - K"

.
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I reluctantly dedlde we will chance 1t, and do wlthout a

thlrd unit, even if this 13 1ess than optimal for all users.
We" do not know enough about the psychology of interrupted

supply.c A person seeking 1n£ormatzon tends to.use the, '

- easiest path. The 1nv151ble college is the ea51est, the

llbrary is lesg easy. He ggy.use a difficult path if the
payoff in Speed 1s suffxcient. He may not like it, and -

we, know very llttle about thé d1ff1culty ‘he will bear w1th
to\get a certain payoff.' we know very. llttle about the real
‘cash value of'the ‘user' s txme, and thé time he is prepared
_to wait (h1s cost) for 1nformat10n serv1ce—--as dlStlﬂgﬂlShed,
please’ note, from the thlngs he says, about how fast he needs

g 1t, ‘'when he as}s for an 1nter11brary an. Experlence has .

shown that despztecprofessions of haste, the user may not

. be in a’'hurry to pic up an ‘interlibrary loan when it ~

L

<arr1ves. SOme znvestxgation would be. useful, 1nto the = .+

decay in urqency .of need with time. . .
How many of our failurescto prov1de library serv1ce are
based on the pr;nc1ple of “1gnore ‘the users and. ‘they'11l go -

[ . M ) v

away"? K by
There was much talk about Plannxng-Programmxng Budgeting
..Systems. in previous CACUL workshops. ' There -has b\en some’

k)

"“argument whether PPBS‘ls viable in’a university. ° Dean Tudor,

who approprlately is the librarlan 1n the. Ontarlo Treabury,_ e
ha? the szmpleSt---maybe the only understandable--—artlcle :
about PPBS, in Spec1al lerarzes,for Nbvember 1972. ,. '

\
* Spe . les. 63 no. ll~p’5175527 (Nov.l972) o \

The steps seem 91mple enough- '
" 1. ‘Analyze clgarly dnd state objectives. -

2.’L1st obJe tives in order of prlorlty and attach

~]/4/*’/f/

-‘\
unlverslty, to’ quantzfy and coss them, to measure output of a’
llbrary system. Is the beneflt of a llbrary measurable-—-\ o

p



_ any‘more‘than‘the benefit of a fountain in'the park? Yet.
¥.. 7 . this hatd costing must be done. Surrogates, or quantifiable
< measures of the unquantzfxable, mast be foun%. Worst come
. to worst, this may mean delxberately reducing the amount
of ‘grease’ on the wheel_untzl the wheélsqueaks---rather than
aeak of itself. At such a poxnt, .

wa1t1ng for~the whéel to

however, it can be told how muc rease is needed.

@ .

Collection and: services, to eat endlessly, are
interdependent.' Budgetlng in a 11brary is not an eitherlor
51tuat1on-—-e1ther books or servxces---for that reason.  °
There is in. addztlon what the electr1cal eng1neer wouIH
call hysteresxs, in the provision of llbrary services: .
that is, increased’ services lead only slowly to 1ncneased

/ d apprecxatzon by users. When services decrease, hOWever,

&

. different . psychologzcal path 1s followed, and user opxnxon

‘can change very rapxdly. There ig a v1cious cycle created‘_——f_—_

by 1nadequate servzces' which beget Certaxn user attitudes'
and'a poor expectatxon of ‘the llbrary. Thxs in turn«could'
lead to lower support, or refusal to 1ncrease support, and
4 codsequently ;tzll poorer servxce. Yo forestall this, the
' | lzbrary must have clear plans and prxorxties. There may bej..
. situations in wh1ch no money can possxbly be forthcomxng,_
. % -/ and the lxbrarxan, as McAnally arid*Downs have’ indicated’

¥ Coll Res les. 34 no.2 p. 103-125 (March 1973)

1s caught between Jthe upper millstpne of academic opznxon and -
the nether mxllstone of finance. ° tBudget becomes a policy in a
,ddy -of financial str1ngency. The unlver81ty lxbrarlan must
learn the politics of budgetxng. These polxtxcs may 1nclude v
< the threat of charges for serv1ces rendered w1th1n the ‘
'1nst1tut10n—--not solely to another 1nst1tutlon. How many 1
computxng centefs glve free servxces beyond a certa1n ba51C'
level? T S s
~ Dodd, in describing the'off—campus services and .,
charges of the Georgia'Tech library, says “The concept oOf v
the unlversrty'lxbrary as an on-campus research tool provxdes l
 one precedent for the fee/basxs for serv1ce rendered."

-~
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NE I g Dodd's ‘Ppaper: suggests, in the words of the abstract, that ’ B

I £lex1ble organization, érend-séttlng methods, strong

- ‘collections, and a maudate to serve make remote access to

7§f,; . thms academlc llbrary/dat bank practical." They also make

j i *>&;\; strong on-campus services poaslble, ‘but. the concept‘suggests
> that.pr1ce tags might apply for at-home ‘users as well.

g Lack of adequate staff looms 1 ge in’ “the: path of
deve10p1ng new patterns of serv1ce. How can a small stafff- "v,f
cope slmultaneously with the technlcal problems of acquiring

. .and organleng a collectlon, with assisting growing crowds |,
-~ of new users at the undergraduate level -and yet at the 'same
txme 1nterrelate the development of the- collectxon with
L sophzsglcated-one-po;nt ask-me-anything-and-l'll-tell-you- :
o-11es services to all levels of users---and w1th outside ;f
¢« users added as straws to the camel's back? @
A Maybe it can't be dqne. In plannlng a reorganized
. l;brary admlnistratlve structure at Queen's, we quickly
agreed that for adequate collect1on-development-cum- .,
b1blxograph1c-serv1ce, a staff of nine to twelve. profes-.

_ _ slonals was. needed. Our six. 1nformatiOn services staff
! * could hardly cope ‘with a ‘full-scale collect1on-development *
| ~ program on top Of thexr normal load of underg*adn(te desk.
o serv1ce, 1nter11brary loan, and student or1entat1on. The '
| ' blbllographlc research service whlch I have mentloned tapped
o new demands, rather than s;ﬁﬁﬁg&ng off more. than’ a few
» ~ difficult requests, and the load 1s still such that we o
o have barely scraped at the h1de of the collection develop- :
) | ment elephant.a LT P o -
NevertheleSs, a maJor barrier to the 1mplementatlon of "
_ " this concept of “1ntegrated collectlon management"---or what
"¢ ,+ I should llke to call inteqrated- informatlon management--— *
' 1s our existing services and organlzatlonal patterns. Heenan .
1n _Q_asks, "Why not make reference less of a place and. more

: *
of a servzce?" someone in our preparatory sessions sa1d

- ¥EQ 10 no.3 p.217 (SprJ.ng 1971) | |
o, j "éhe of the b1ggest pltfalls is seeing publlc servlce in terms-. -
: A /éf the reference room.nghen you get students and faculty

‘ r. L _ ‘.
b Q T y . : . A
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., . ','hwalkxng into the technlcal serv1ces areas you make them . _
' reallze ‘that all these are parts of the. library service." e
' Suppose we were to ‘reduce the library to 1ts asic -
' elements- 1nforma*10nal m,ter1als, organlzed by, some;sEheme,,.
a catalog,‘and a master serlals record; a lzbrarlan to- ac quzre
. and to organize and to asslst the’ user‘ In the one-man .. e
. nllbrary, one-stop serv1ce 1s possible. Our troubles start - )
- when we get b1gger. Assistants’ don't help us———they get in .
the way.. . Ybu, .as well as I, know more than one 11prar1an 5
. '»who'd rather ‘do "it all aloné; than have to’ tra1n,'supervise ';'
and,agonlzé‘over assistants.' It's our profess1onal falling. - .":4
' . ‘We have 1nher1ted ouﬁrstaffzng patterns, 11ke as non, ;' -
and, inherited the services in our l1brar1es, just as: much as
. ' . 'we as individuals inherited the ‘colot of our eyes. We have

even inherited termlnology that turns.people off. Why do we

call’. 1t "reference service"? BOth Queen's and the Kingston '
Publxc lerary'changed that term to "Informatlon Servzces" -7é3
If these’ f%w things age the baszcs, and if one person ?.'
can provzde the serv1ce, why’doés size play such a negat;ve
- role? It should make poss1ble many new, excztlng serv1ces..
,Surely file length ‘cannot be thp sole problem.- I shall not
malzgn catalogers for compl;cated systems.' I shall not blame
_ the order staff or ‘the book trade ‘for.slow response. We can . ... S_
'f'even learn to l1ve*w1th backlogs, 1f they can be converted o) '
to what the 1rrepress1ble Dan1el Gore calls "Fasteat" -and h"
someone else a "frontlog". Blame—plac1ng is frultless. We |
have a snmrl of Gordlan spaghettl, or barbed wzre, whlch

"’must be cut.‘ e / .;» - S . : | -~»egsw¢wm

o / <
»#i . % Lib.Jd. 9_1_ p..2693-5 (?ep.1,1_972) o
o SN o
" We must place /ourselves in the user's: shoes. " We -

oo care off potent1allusers with compllcated systems,'lmpersonal ,
e ’bulldlngs, and forbiddlng regulatlons., Atmosphere, a congenlal;\ B
o "env1ronment, and approachabllzty are needed. in both library ""
faczlitles and llbrary serv1ces.f An atmosphere which someone ‘

in our. group descrlbed as a "w1de open welcome"---not neces~ -
sarily a concentratlon of sexr v1ces-around’the front lobby—-—--;




',should greet the: user enter1ng the 11brary. 'we have much to

learn from marketlng research.; Recently*we were dlscusszng

a: short course 1n management, belhg offered hy our buslness'fi.
school, whrch a number of our’ staff attended."someone sald,
"The marketlng sesgzon won't be of much.znterest.f“ On: the*

- -cohtrary, 1t_should be of a,great dealtof %gterest. Janlce

Ladendorf Sdys in'RQ ‘that llbraries.;;- ,
.  "share ﬁany characteristics with agy retail . .| ,
. - organxzatlon -which has to dell its products.:h_ Ch e
People may be forced to‘go‘to doctors or ' .
'fawyers, but they usually have to.be '

pks . persuaded o juse lzbraries. Overlooklng‘*,iﬁf - T T .
'* " these facts "has 1nh1b1ted librarians from D e ;
:?fﬁ o 3 'applyzng market analysis or salesminshlp to’ ﬂ:_ N o
— u'z,thnlr_customer_relatlon_problems " ~— ~ :
. * _Q ll no. 4 p.337 (Summer 1972Y S, k - . 7-; a ‘fi'j;f
o -  ‘There’ is .no basic differbnce~in user psychology between f'-
’ 3 .an academlc and a: publlc 11brary.» Some, the faculty, are: more i
' aggre551ve, but the proportion of avid users as probably no. :
h1gher than .the. seven percent cxted by Ladendorf~--wh11e 45%
: of students probably are. "hard—core non—reahexs“é Gt -
o ‘. Users must be encouraged. If "they are lonely, T S
P depressed, repelled, confuséd, or overwhelmed they will ,fff":4$:‘
| -»reject 11brary serv1ces.j A pla1nt1ve questzon appeared in a- B
. fat report 1ssued recently from the 11brary school at western _
ontario: : o . LT T
- : Why are 11brar1es approached only reluctantly? A
F}]"“"“T”Is it because the 11braries are'not good, or \
. -because there 19 someth1ng in” human dature “f*f”“fﬁ'““W“““”
8 : that'. prefers not to use libraries? : '
fl* Universzty of Western. Ontarlo. School of L1brary and e )
.  Information Science. .. - .
_Medical information network for Ontarzo, 5) T
- determination of need. 1 . .
- Iondon, 1973. p.62-63. )
o i
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r - I think 1t's even Smeler---salesmanshlp and frlendllness."

. air tpelr problems. cbmmunlcatzon Shﬁgid be an- essent1al \\
- service in 'the llbragy, "Rap™ is* the nonce word, and it
means. rappg t, not "knock"'- was.. 1t 13 New York that a pr1est

s obtalned permission ‘o work as a bartender because he found
that people communlcate to a: ‘bartender more freely than to
a przest? . _ g 3t S~ ';q Y o

(s

c.ornmun:mat . Relate.: Ga.v\ one-stop service. . There are

practlcal llmlts, perhaps, where intensive speexallzatlon is
\ needed. ‘Unless every staff member is trained to'know about ;
Lo o everythlng, sooner or later the user will have to be handed ’
t"’ on from one person to&gbother.J The general medxcal pract1—‘wx,‘

t1oner doesn't hesitate to call in the speclallst.')éh;;\does -

Some users may,not even want serv1ce-——they may Just want to A,w

]

-,

———_——————not—inval;date_the_ldea_of_sympathetlcmnne_stop_se.v1ce- if .

both staff members relate effectively to thi user. Lt
; : Scrap hll ou; publlc SerVLCES,”lf need be, and redeszgn
from scratch. . 5 ot Ty o
/ - It .is easy to glve such advzce. It is easy to be an
E 1conoclast.- All you need is: 1gnorance and a hammer.,oUn-
'fortunately, that is not enough when you must: stay around 'ﬂ;
'afterward to plck\up the pieces., Recommendatlons for substitute
‘ 1dols, or at least substltute patterns, are therefore in order.
"As I sa1d at the beglnnlng, I m not sure I ban offer solutlons
this _afternoon. N ‘
I doubt that there wlll be much sudden demand for hammers
. at’'the hardware store tomorrow, as Canadzan 11brar1ans com-
mence demollshlng thezr patterns of" serv1ce and rebulldlng '
at my urglng. Canadlans ‘are seldom eager - espousers of

theoretzcal causes, 1f old ways have long worked—--however

creaklly. ‘The th1ng for whlch Canadlans are most ' noted is
‘app01nt1ng commzsslons .and ignoring thézn reports. Canadlan
“llbrarlans are model cltxzens in this respect. ) -i L,

" Yow will say that our public serv;ces are dedlgned to serve'
W oo o&!‘llbrary users ‘with llbrary'materlals most easily.. But is,

., Fhere somethlng wrong with our physical system of arranging .-
) materlals, with dlfferent forms of mater1a1 separated? Is °p~~
Q ) _" . S " R L o L .

P



frnd;ng tools---but ‘from a resfarcher.s podnty-of view they

'QWe have hopes,

p——

,\this for the convenlence of tie cus;od1an, and not the user? .
, - " our main llbrery has.- seven publlc serv1ce p01nts. /ﬂf §5 .
. Don't: ask me why it was built that way--—ask the arch1tect--—;

;who hasnrecentlz completed another mausoleum in TbrOnto.! .
ith f1fty thousand dollars in xenovations, .’
to ‘do awa; with at’ least two or three publlc servzceJdesks.'.

' The reason for all these? Each physxcal form of ‘material ’ o

has been J.solated and served by a -sebarate un:Lt, &ne. unit-
head said, "Thls bulldlng has split. thlngs up sQ badljkthat

a

users,\partlcularly 1n Canadlan~stud1es, can get tbtall;\‘\\m\:,l<}:
£ strated trooping from one.reference desk ‘to another to

another, Ip Archives,’ Documents, . Specxal COllectxons, R\;“
d1fferent forms of materlal rgthre d1fferent acqulsltlons ‘
procedures, dlfferent methods Of processln anﬂ_d1fferent

are one. - Therefore we should work, by physlcal and- admznls-,«
tratlve changes, toward havxng one reference p01nt and. one “f'
-reference room where all these materlals may be consq} ed,

and reference staf£, subject specLallsts,‘who can\Prov e )

/

'1ntegrated' serv1ce, pOSSlbly runnlng it as a separate 7
_ p)
division." ' \ 9,

o
There is a further.pOLnt in planning for’1ntegrated 1S

collectlon management. Integrate management first. Integrate,
’ péradoxxcal as 1t may edund by, diverslfying.‘ Place the , ’
responslblllty on.a group=- w1th a responslble 1nd1vrdual " ;i}.
to be referee, but ‘give the group. the responslbzlzty.o ‘The i_lfk
~group m&s%‘ﬁgt be too Targe---half a dozen is hbout rlght. PR
: Let them see problems as,system-related, not as un1que;and

' separ‘te, and let them br1ng a totallty of v1ewp01nt%\to bear

L)

on- solutlons. When they become famxllar enough wmthgeach other
to develop mutual'trust,.and learn: not to waste tlme ob]ectxng

to each other's ideas but,to’ think of better- ones._ they'll" ‘:.;\
‘7 oL

become’ effectlve manag&ment gro;ps. It takes~t1me. As -fg
Ralph stzerwalt said 1n descr1b1ng such a. part1c1pat1ve

’""For awhlle this was the meet:ngest plade 1n the world."

. . " . - e . e : i
1. . / . e o . Y. - . e , ) “
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"%" That was at a Toronto worhshop held by the'In;txtute

«@

: of Professmonal lerarlans of-Ontarlo,VJn llbrary admlnlstrative,
‘structures and management patterns, In the lerggz Journal et

| el ot
report are the foilowrng sentences., " - ‘wﬂ'-ﬁk TR
' ...openlng up communlcatlon onﬂboth thé‘Iaterdf“ﬁ RS ”:'{3

N N
) .

: _ and vertlcal levels and prOV1d1ng 1n1t1at1ves at,'
S if_. . .all 1evels of deczslon maklng, posslblyvby}

delegat;ng respon51bzbtty to progresézvely .
‘'smaller unlts. - The “team’ approach at North‘gotk}iy‘
| . ‘Public- leraryn-awhere e&ery employé% hds tpe
S status of,a‘manageryand where decentralzza 1on
- 5 is a key concept---was strongly supported.ah

' b—.u‘

' ) \ Ot . DM
BN SER % Lib L1b J.98 no. 8 p 1936 (Aprll 15 1973 ‘{. Cr a_‘

.“ ',
N . - .
. e fp Lt e -

. e Davxd Sellers has 1n the: February _p;clal 1braries; N
R . a slx-page artlclefwhzch I commend tb you._ It 13 tltleg jf:-’? “
.~ “Basic. Plannlng énd Budgetlng Concepts for Specxal Lil AP
Ce a -but 1t 13755 concxse\and meaty a étatement of llbrary,""“
B .ment as I ‘have- read.. Pérmlt me to read.the abstract and a f?:f

: couple of sentences of text: . '._l',‘ ;”ﬂs . »f-ET?QH

o ' Many admlnlstrators 1n speczal llbrarles-have i
AR '. ~no formal tra1n1ng in. the technlques of strategic

' management but are' dis overrng that these" Q;,_;{f'
technzques muStfbe u;iz;to §olve thelr currant *w
flscal problems.‘ of prlmary 1mportance 1n planningﬁ,

is a- clear statement of a fzbrary 's. miss;on, %rom /;
.‘ o .

. Y whick can’ ‘be drawn guldlng prlncxples/and COntlnuous ;{faw-q,
--f o ObJectlves- Only;the cons;stent o) 1c1patloﬁ,of ;_?ﬁvz;”p';
".*f_ o all personnel in the plannlng proczys- however, K . .

. will make plannlng effectlve. Once'a plan is. seﬁ
\ up and operatzng, budget can reflect goals as We B
I as expendltunes.3 e o ,4‘2:275 '“
. Y e If the admlnlstratlon has not{told people,wherewj;",,;f;>
L the llbrary xs g01ng,.and hopefully aleWed them to ‘}?;ff :

- take- part in this- deczsxon-maklng proéess, then the' .
.;};" admlnlstratlon should not be surprlsed if the peo '

":] have done some thlnklng for themselves as; Eo thg

»
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~ ' vlead time so ‘that people can tie tﬂt:r personal ¥
' ¢’ objectives in some reasonable ay to the obgectives L ‘
Y }f set for the library.-’ Hopefully, by a feedhack
S ‘process, they may be able to provide input to ' .
adjust the library objectives .and to adjust their -

A own goals to those formulateﬁ by the organizatrﬁ;/

c\
fju -, -v.* Spec.’ Libs. 64-no. 2 p.70, 7l (Feb. 1973) ',,

CLe One of‘our staff falt our first session on this workshop

T topic'had been negative-—ethat'it had said not enough.was;being
S .l' done in public relations and student drientation.. He said, ;
.7 wghe use of our department has increased phenomenally since .
I started here.'* We discussad the question of whether or ‘not
G o the threshold of diminishing returns has been approached 'in
¢ “our outreach efforts. ‘Bven if this were not the case, there

are only so many hours possibly available for this activity--- .-
- and the way things are set up, and the extent of the workload,

4

have exhausted the time resources."« The emphasis is ‘mine. LA
. ' He's right, of course. ‘But the answer is contained in /(A
*hat he gaid. Each unit has been wxrking away by itself. :

Our’ physical setup has been less than good, and our staff R

. '.' have, been exhausting themselves---needlessly. The next step

“9"1'must be to build on the groundwork of ‘goodwill which this and
other staff members have built up among users, and to develop '
' .integrated services. He went on: ‘ '
‘ '“Hardly a week passes that nearly all.,. don't use our .. °

LI

"\ o resources, be they 1n sc1ences,/eng1neering, health scienoes,
] _' arts, ox soc1al sc1ences, Use is also made of our unit by’
i ~°% " businessmen, professional people, government offices, high i. __'-:gg

school students, university " administratozs, and community -
. groups. +++ This has oot interfered with our primary serv1ce .
,' " to the-university community. There is the" spectrum of users,
cA e ~and the ability to cope with diverse needs. ‘
;o Tl.;' ' ‘Library Journal for March 1 describing the "background o
' "~briefing" for Ehe National Commission on Libraries and Informa-
. tion Serv1ces reported Eli 0boler as saying that libraries, :
“* Lib. T _g,no.s 5 p.683 (March 1, 1973) .

\‘ ‘ ~:‘ X o ) — ) . e . v‘ X . 0 \
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'and sszlistic staffing. o « : :
7. vt Carmon in Special Lib: Libraries for February talks'.
: "about "A Campus-Based Information Centei" - -THat title
reveals wiat this business‘ should be a1l about. He says:

n.ignored the "exigencies of the present. He urged the Com-
- mispion to councentrate on the libraries and the problems

of oday, instead of zeroing 1n on the mechanical and

technological potentialities of libraries. .Cooperative ¢’

measures which;fid not redquire ultramechanizétion were _just
as important as gadgets. The will for cooperation was the
mgst important single factor. which needed the cOmmisslon s

-*»
encouragement. T L R
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caught up in a ¢loud-cuckoolaand of the future, have almost

r

Oboler went on - to urge a national 1ibrary network, and,.

fede:al subszdies for ‘support resource centers.- Cecily J.
Surace criticized the objectives of cooperative 1ibrary

_systems, saying that most systems tend to prov1de a. -
~'steppcd-up version of existing servzces at a greuter cost,
“when a different kind of library effort mighb be needed. - It-
would be more useful and efficient for libraries being. pres-
| sured to follow the "local needs” approach, yo attempt
‘instead to provzde guidelines and objectives to, further

intertype developnent. The f:l.rst' sentence is more
importa or my point than the second. L .

I have not in this rambling discussion m%ntioned :

_hardware. Hardware is -useful but it is' not the essential :
"great;long-sought answer to all our problens.; Many of our
problems lie in our own adherence to patterns of past days'

-

Many users indicated that the computer-based

" services have brought them back into the
liﬁrary and made them aware o many sources
of 1nformation which were pre; 1ously unknown
to them. And the subsequent ease of use of the
library was stressed sufficiently often to
postulate that it was the reference materials,

<




*—————‘“—‘this-week—at—sLA——dxscussed—”The~Scienttst‘Veraus Machine
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including such resources as the indexes and \
abstracting ﬁournals (and perhaps the card

'catalogs) which -were the ‘bottleneck in

: efficient and easy use of the library materials.
-

* Spec. Libs. 64 no.2 p.68 (Feb. 1973; : L

Computerized systeﬁs bump manual systems, not neces—,
sarily because compute rized systems are better, but sometimes
because the, manual .systvms have so many intricacies in use

t users become impatiant. There'are other reasons as
well, but let's not forget this one. Joan Maier in the same o
issue of Special Libraries, in another paper’ presented . %

Search SerVices- ‘We Are the Missing Link":
The' scientist needs contintious personal assistance
. by a'librarian or information specialist in order k

retailer, the 1fg;arian has’ an,accordingly ' R

-« Yto make effective use of data bases... As. local
)

important role to pldy now and in the future,
a role at present generally ignored.. , | o
. ~ * spec.Libs. 64 no.2 p.111 (Feb.1573) . -

There is the marketing analogy again.
To sum up: - | | A
Look, at what we are doing now. 'Scrap it if necessary.
Integrate resources, integrate services. Use'marketing -‘
research if neceasary, to plan how to sell our services. |
Cooperate. Budget.J , s .
‘But first and foremost, decide on obJectives and priorities.
Look at management‘practices and structures. This is -
basic to Fverything.- _ ' -
-See if it doesn't make a difference.

o

»

Quoting Ramirez again' : sserman reminds us
that society's primary d nd is thau. lJbrary
leaders and practitioners. actively relivrect " A
‘their attention and concerns from librzary buildings #» .
and.collections to a more proper/ int:rast in the ,
informational needs of people. Along with the author,

I feel that this is long overdue, and we must act

o F
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1f we are to keep pac with a/changzng soczety
and a changing complex Qf 1nformatzona1 and
educational- needs. I, ALor one, would deplore
a' place.on the shelf etween a dinosaur and
“ . . oo .‘ ‘_

-
°

_ . a passenger plgeon."
Lib.J.98 no. § p. 1259 (Aﬁk}&c\g,,1973)

' |

The unzverslty s role in 1ts communzty is as an actzve

1nforymtion resource, with actzve/ser .vices from a concerned

staff. Informatzon doesn't come pre-packaged gﬁy more--- e
pon't’ let the lzbrary ‘become a supermarket,

if it ever did. i
C:::iand your clrculatzon desk simply a checkout counter, where
no one knows the value of anythzng and all - the customers» : )
~So ’ S

grumble at the soaring figures on the cash register.
what if your ‘circulation is 1ncreas1n9? People wxll go

where they can get 1n£ormatzon most easily, and do witnout
it if they can't get it Zészly. Take’ lessons from Informa-;;;’*
tion Kingston and from the bartender priest. Don‘t worry . o
about "outside" users. We may/not be serving our primary S A
When we- succeed in dozrg so, we can - o

users well enough._
probably take the secondary users 1n stride. - o
: e

e




