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INTRODUCTION

ti

RPOSE

t has long been recognised that a comprehensive manualon reference service

would be beneficial in training new librarSans as well as familiarizing dll

"staff with the functions of our reference service and the duties of the

reference service staff. However, it was not until a move to a new library

imposed new demands on the reference service that..the need for a manual be-

' came imperative.

Thus, it is hoped the following information will clarify for all staff the

function and scope of our reference service as well as define the duties of

all refererice service personnel. Additionally, it will aid admi4striators

and city'offrcials in understanding the function of reference service and

enable'othe library administrator's to make comparativeevaluations of their

own operations. A manual 1f this nature' may also provide -nsefur infoimation

for case, studies in library school courses.
I

THEORY 6,
,

,

A library's reference service operates to meet the informational needs of it

public and to assist the, public in the case 'of the6Nlibrary's.resources. There *1

are two, types f reference service: direct service and instructional service.

\,-
Although the de ate continues as to which of these is preferable, most dibrar-

ies utilize both types of service -to meetthe requirements of each particular

situation. f
Direct service consists of providing the patron with the information requested,

without any attempt to teach the patron to utilize the library's resources #1-

dependently. Telephone inquiries are of necessity handled by.direct servic .

With in-person requests ,many types, of questions are more readily ansWeted

directly, althougrithe, patron may be directed to a paticullar reference book,

index; orthe public card catalog for information. Howevq, once the reference

',1j.brariandirects the patron t4 the source Of infor'diatiVh the librarian is re-

.
spansible *for insuriog the patron knows how to use the reference source and is

able to reteMve the information needd4. This is where instructional service

Ls. employed:

Instructional service attempts to teach the library patron independent use of

the various lii.rary ,resources such ag the public card catalog, periodicals in-.

dexes," and Iusiness services'. This service has as its' objective the emanci-

pation of the patron from dependence upon a reference service for all except

the most'COmplex queries; and consequehtly is greatly' favored by libraries

,with severely: lithited staff. Altho4gh teaching the patron to. use the various

reference toO,ls requires more time initially, in the long run it reduces the

demarldf8 s upon the reference staff for assts.tance.

5
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In all cases the reference librarian should strive to provide the best materials

for the particular inquirer, and this should also be a malar goal of 'all refer -

ence servicei. However, in addition to a'-library's public there are other factork

affecting the type and quality of reference service a library is able to give.

These factors, or limitations, include the size of the physical plant, the Size,

scope, and quality of the collection, ,staff, and budget. Most librarie's follow

the basic/principles of reference service; however, each must, make adaptations

for its on unique situation. The type of reference service discussed here is

that service which is actually provided by the Inglewood. Public Libfary.

4

7..
4

4

a



OBJECTIVES GOA AND ACTIVITI

.--.-

/ This section outlines the objective, goals, and activities of reference service

at the Inglewood Public Library. It utilizes a listing of uniform headings
(budget, personnel, resources, sjtrvites), originally- developed for a larger
goals study of the entire Libra*, in order to assemble goals and activities of

a like nature under one heading. "In its use 'of the uniform headings and cif

some goals and activities (e.g., budget preparation, attend" meetings) applicable

to all sections of theLibrary, this study will be similar to larger work.

HoweVer, these particular goals. and activities were developed augment the

specific Objective,of the_ flferen.ce Service.

.Except where noted other'ivise, the goals and activities relate to professional

staff: A few 4ctivities performed exclusively by non-professional staff are

identified. However,'those activities performed-by both professional and non--
professional staff (6.g.-, attend meetings, read library procedural manuals,

nemos) are simpilisted as prOfessional activities.

REFERENCE SERVICE OBJECTIVE
L.

-s
.

. .,,,e'm s.,

,..

The Reference Service will provide speciplized service to.the,pliftelic by assisting

them"to Locate and use adult library materials, and will p orm readers' advisor

ry service employing reference librarians. ,

ou.

4

REFERENCE SERVICE GOALS '

Budget

Recommend funding to enable the Reference. Service to perform its objvctive.
s

Make 'the most effective,use of the Reference Seralice_hudget allocation:

Personnel 1

. 1
..

s
,

Select ancrtrairi.a staff competent to utilize the Librarys resources in

'answering the public's!reque is for information.-

, -

Provide sufficient staff to m intain level of service responsive to the

public's needs during all hdur. the Library is open.

Resources

4Provide adult printed materials h reflect the interests aud needs of the

'community in accordance with the materials selection policy of the Library.1
P".."

t

Ensure that resources are,readily' ayailable'to the public.

1
InglNwood Public Library. Librar Mat rials Selection POTic

-6-
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Services

Provide thorough, knowleqeabie, apd accurate answers to patron requests

for information.

'Instruct the public in findingland using library resources.

Provide realciers' advisory service.
ti

Keep abreast of current national and local developments and evegts.

Keep abteast of community Information'needs.

. .

Promote public awareness of library resources and reference services.

REFERENCE SERVICE ACTIVITIES

Budget

. .

Prep ) re ReferenCe_Seivice'buciget.

Review budget periodically and adjust spending.,

Personnel.-

Interview applicants for Reference Service positions.

t-Steervise and ,train staff.

Prepare ,employee evaluations; counsel as necessary.

'conduct specialized inrservice training.

Schedule staff; 'maintain time

Conduct staff meetings.

Read professional literature.

worked records.

Read Library proceduralluanuals, memos, and reports.

Resources'

9

:Rec.° nd adult materials; review selection media regularly (publishe.um'

catal gs, vendors' lists,'book reviews, etc.); consult with vendors and

,publishers' representatives.,

Review new reference works as received in the Library.

Review and evalute resources -on a continuing basis to insulthe adult

collection is Current-and coitinues to reflect the needs of the-community.
n.
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File reference services.
-

Perform bibliographic checking.

Evaluate gift books.

Observe and report on stack conditions. r

Order and process information file materials (non-profeSsianal

, Maintain Library Service Collectibii (non-professional).

Services,

Interpret resources, catalogs, and indexes to the public.

Assist the public in the location of library materials.

Direct and explain to the public the use &f the Library_ facility.

Utilize the reference collection and other resources to answer

patrons' requests for information,

Assist the'public in the selection of appropriate fiction and subject
. -
reading material.

Read daily newspapers.

Visit other facilities and information sources in the community.

Prepare bibliographies and boOklists.

Attend Library staff meetings.and read departmentarcommunications
concerning City and Library policies and activities.

Give talks and demonstrations; conduct library orientations.

:Arrange displays of library materials.

Make studies and reports.

Compile statistics.

I.
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:STRUCTURE'
. '' -114;

- , _
...

\
!

r,..,

. . .

The Referenc-eService, as eflected in the library Department bl'd otiorgani!-

zation, ,; is a aectioti...of the Adult Divisibm The ,lnformatiOn Service/is also a-
section of that-/Dimision. The Head Adult:Division:supervises a staff-:,of

' '-full- time. and parEelme librarians, Librarian Train'ees, an&Senior Library
Cldks and

.
teports directly to the Library Directar:

-e.

c:-- Since, the bud44,,Jimitations'dp net allow :tor .4 sufficient number of librarians
-assigned exclugively to the Reference' Service, additional staffing is supplied
by other Library divisions. Various-division heads " (generally Senior Librarians)
and librarians from t e branch libraries are"-assigned several-hours a week on the
reference desk. They re under the Supervisiorf of the Head Adult Division when
fudetioning-as reference 1 rarians. Understandably, additionallibrarians on

. the Reference Service staff ould be preferable and would allow for some expanded
services. A benefit', however, is Olat reference desk work allows librarians from

A
.

other divisions to maintain contact with the public.

ORGANIZATION

IP

Librarian Trainees (i.e., students who are ,currently enrolled in library shool)
may -also be utilized to staff the reference desk. These are part-time positions.

-Part-time Senior library Clerks function as,Information Assistants, while. one
full-time Senior Library clerk divides time between-Information Assistant and
Reference Clerk duties.

,1>

IIIVORMATION.SEAVICE1

The Information Service was originally established as a separate section of -the,
,

Reference Service to meet the public's need for a source of general information',
within the Library. Previously, reference librarians had been meeting 4his need'
by taking initial, phone calls, giving directional assistance, etd. HouleverL.when
the public demands increased and this service began to impinge upon the reference
function, an Information, Service was initiated to reduce'these demands upon the
reference librarians, thereby allowing more time Ipt in-deptirjeference service.
The Information Service is, in effect, an extension of the Reference'Serviee.
The Information Service staff is also supervised by the .1-lead, Adult Division.

The InforMation Service, which is staffed by Senior Library Clerks rather than
professional librarians, reduces Ihe workload of the reference librarians. The

Information Service'staff is responsible'far screening all initial inquiries,
providing-directional informatioil; and.referriqg all requests for interpretive
information to the reference librarians. It serves the Reference Service staff
further by handling,selecEed ready-reference questions and requAts for searches
of the author-title card catalog.

Inglewood Public Library. Library InforMation'Servite, 1974.

-9-
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There are two $eparate,relationships between Reference'bnd Information Services
,personnel: publiC desk and information materials proces$ing (&dlon-public.
Junction).

At public desks, intercommunication between Information Assistants and refer-
ence librarians consists mainly in the referral of telephone calls and 'patrons

fromInformationto Xeference when more than directionaLor library holdings
information is required. Additional intercommunication betweefi the two sections
is necessary' whenever back-up help from one section to the other is needed or a
decision is called for regarding policy matters, emergency situations, or
Library operations when the Library. Administrative Office is closed. (The senior
reference librarian on duty, is in charge of the Library.when the Library Adminis-
trative Office is closed.)

Information materials, processing by Information Assistants is mainly regulated
and supervised off-desk by_the Head Adult Division through the Reference Clerk.

RELATIONSHIPS YWITH 'OTHER LIBRARY SERVICES.

4/1 Coordination with other Library divisions and' activities is important. Reference
and itifOrmation services and resources are interrelated in a variety of ways to
the entire Library's function. Indicated below are those divisions and 'principal
areas of'cooperation and; liaison:

Library'Administrative Office. The Reference Service and InforMation Service
budgets are prepared as part of the Library's Acjult Division budget in 'consulta-.
tion'with the Library 'Administrative Office. Supplies and maintenance needs are
requestedirom the Office. The Reference'and Information Services work.closely
with the Office concerning le-rsonnel: selection, evaluation,.personnel tranf-
actions, and payr 11. Publicity releases,and material to be printed mustiPoe sub:,

mitted to the'Off cep. Various statistics for the Library's qUarterly report are
.also submitted.

Technical Services Division. Constant liaison is required in ordering and vo-
cessing new titles, transfers, and withdrawal of reference books. Reference
librarians make recommendations concerning the-public 'card catalog. The Head
Adult Ditision consults with the Head Technical Services and Technical Services
Librarian iegardinfi scheduling on the reference desk. Between 9 a.m. and 5:30 p.m.
the.TechnicS1 Services staff assists the reference librarians by'searching the
depository holdings'for patron requests.

, a

Serial Publicationsand Documents'. The Serial Publications and Documents SeCtion
works closely with the Reference Service'in the. selection and periodic evaluation
of serial publicatid>ns and reference services. (Many of the Library's reference
works are serial pub-lications 7 yearbboka, indexes, etc.), The Head --- Adult

Division is also head of-the/Serial Publications and Documents Seceion.of the'
Adult 'Division.

Audio= visual edge librarians assist in interpreting audio-visual
s to the public when, required. The Head Adult Division

cqnsu 'ith the Head Audio-visual Division regardAg scheduling on the
ref- nce

-10-
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Young Adult Service. Reference librarians assist in interpreting young adult
resources wheh required.

Circulation and Circulation Control. A reference librarian is in charge of
Pacility when.the Library Administrative Office is closed and may be required to
make policy decisions -concerning the circulation function in the absence of the
1-1Lead Circulation Division. Decisions on the circulation of reference materials
will be made by reference librarians.., Library Aides assigned tb the Circulation
Division search the shelves for-patron book requests initiated by reference
librarians.

Community.Services. Reference librarians assist in interpreting Community
,Services'teSour.ces and services when required. The Head -7- Adult Division con-
sults with the Community Services Librarian regarding.scheduling on the reference
desk.

Children's Division. 'Reference librarians and children's librarians cooperate in
giving library tours pa school classes. Reference librarians should be aware of
materials available in :Children's Division. The Head Adult Division con-L

sults with the Head Children's Division regarding scheduling on the reference
desk.

Branch libraries. Branch libtarians may request the assistance of the reference
librarians in utilizing the adult collection at the main library to answer branch
reference questions. Reference librarians may also make-author, title, and sub-.
ject searches in'ehe public card catalog for branch library patrons. Coordination
of branch and T d-ain-library reference Collections and- information is required.-

The Head Adult Division consults with branch librarians regarding scheduling on
the reference deSk.

-c/7-7-C3.34aPOSITIONDSCRIPTIONS -

Position descriptions are 'given for thejollowing positions in the Reference.
Service: He'ad Reference and Information Services, Reference Librarian II,
Reference Librarian I, and Reference Clerk. -Although Informatio4 Assistantds a
position which works, closely with theReference Service, this position description
is not included since it has been covered in a separate manual, Library
Information Service.

"

The four positions noted in this-study follow the standard patternof listing the
various duties required in ,the Position. 'In order to give a fuller picture, of
the positi,on, the percentage of time spent on each-duty is indicated and the -7--\
duties ranked by this petcentage, which indicates only "time spent" and has no A
direct relationship to the iportance of the duty. : .

./..

Listed under duties (if they apply) are responSibility relationships that 1.1/.

the Librar AdminiSttative Office. 'Each duty has, theref&e, been analyzeirwith.
the relati mship to another area of activity such as the Children's Divison-6r

11
respect to perSonnel, in ano .r a'rea of activity who (1) must ile'consulted(2)
maybe consulted, and (3) thu be' notified. These responsibility relationships

-

do not include (1) the person (in-Cne! Rp/ference Service) to whom the employee
reports,, (2) those the employee may Supervise, or (3), anyone else in the Reference
Service.

-1i-
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Job Title .

Class Title
Reports to
Supervises

Location

HEAD REFERENCE AND INFORMATIOWSERVICES1

Senior Librarian -

Library Director
Reference-librarians, Reference Clerks,
'Information Assistants

Main library

Summary. The Head Reference an Information Services directs the Reference,
and reformation Srvices, including selection of reference library, materials,
coordination of the adult book collection, and supervisidh of reference and
information personhel.

Duties-
)

1) Reviews and coordinates selection of adult books and ,

information file materials.'.

consult branch librarians.

2.) Supervises eference librarians, Reference Clerk, and
Infrmation 'ssistants; makes assignments and work
schedules; c ordinates reference schedules with other
divisions.-

3)

MuitconSult division heads..

Selects, evaluates, and counsels personnel

Must notl.fy Library Administrative Office.

4) Assists and recommends to the Library Directo+ policies
and procedures relating to the reference and information
services.

v

Must consult Library Administrative Office.
.

. .
.

75y Rqp9OW on problem areas and rerCommendS procedural
chanes. .

May consult Library Administrative Office.

6) Works regular assignments at the reference deg.

7) ,

Attends conferences and meetings; reads profess -ional
litorture; is aware of mew library reso4rces trends,

and practices.
.

1
This' osition is one of tt-ie functions of the Head, Adult Division.

Percent

50

10

10

6
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41.

Dude's

Directs in!service reference and information trai
of new librarians, Librarian Trainees, Reference

Percent

8)

Clerks,. and Information Assistants. 3

9) Supervises maintehance of the:adult book collec ion. 3

Must consult Technical Services Division personnel:

10) Prepares budget; reviews ane,repoits on budget;
periodically. 3

Must.consult 1,ibrary Administrative Office.

-13-



Job Title' REFERENCE LIBRARIAN II

Crass Title Associate Librarian
Weports to 'Head Reference and Information Services
Supervises .

Location Main library'

Summary. The Reference Librari n II assists the public in theeinterpretacion
of library resources; evaluate and deve.16ps the adult subjecticollection4
conducts reference training.

Dutirs Percent

1) Assists thee; public in locating and interpreting
library resources.

May consult children's librarians, young adult
librarians, anl other specialized librarians.

.

45

.. 2) Instructs the Rublic,in the use of the card catalog,
indexes;, and other finding aids. 10

,
.

3) Evaluates`' the adult-subject collectipn and. recommends
withdrawal, replacement, oruRaa-C1-mg 10.

-----..._ .

4) Provides readers' advisory service.. 7

May consult children's librariang, young adult'librarians,
and other specialized staff member's.

5) Instructs librarians in the reference function.

6) Makes recommendations for, acquisition of.library materials. 4

7) Interpret Library policies and procedures to the public. 3

May Consult specialized staff'members.

8) Attends conferences and meetings; reads professional
literature; is aware of new resource materials and,
technological developments.

9) Assists the public in the use of library equipment. .3

10) prepares studies and reports as assigned. 3

11) Performsor assists in projects as .required. 2:-'. 3

4

-14--
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Wr

Duties Percent
.

.

in Recommends an efers library users to additional sources
. f

for library .materials. .2 '

13) Prepares bibliographies.

li

. 1

14) . Reports on problem areas an recommends procedural changes.
.\

1 d5) Is in charge of the.main libriry in the abstnce of a
reference librarian senior in tank.

16
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Job Ti*le

C1Sss 7}i le

ItepioitS to

Supervises
Location

Jr

'REFERENCE LIBRARIAN I

Librarian
Read Reference and Information Services

Main library

Summary. The Reference Librarian I assists the public in the interpretation
Qf library resources.

`D.ut.4

J)

4

Assists the public in 1ociting and interpreting library,
. resources.

Ma consult children's olibrarians, young adulE librarians,

1
and other specialized librarians.

4

Percent

40

2) Instructs, the pubic in the use of the card catalog,
indexes, nd Other finding aids. 12

3) Performs off-desk functions as assigned. 10

4), Assists in prOjects 'as required. 10

5) Makes recommendations for acquisition of library materials. 5

t

6) Attends conferences and meetings; reads professional
literature; is aware of neck resource materials and

. technological developments.

7) Prepares.studies'and reports as.assignen.

8) Interprets Library policies and procedures to the,public.

May consult specialized Aaff members.

9) Preparesbibliographies.

10) Supervises maintenance of public bulletin boards.

11) Assists the pugiic in the use of library equipment,

12) Provides readers' advilory:service.
r

May consult chi dten's librarians, young adult librarians,
and other speci lized staff members..

-16-
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C ;

Reports on problem arse ',and recommends procedur
changes .

0
14) 'Rev ews reference collections,and makes recomme dations.

15) Is in .charge of the main' library in the absenc of a
reference librarian senior in rank.



Job Titld

Class Title
Reports to
Supervises
Location

\ .

\ . ,

Summary. The Reference Clerk provides general clerical atsistanceto he

professional refeeence staff and maintains reference records and files..t

REFERtNCE CLERK
a

Genicir Library Clerk
I. Head Reference and Inf rMation Services

Temporary personnel as a signed
Main library

4, ry
4

Duties

1) Maintains information files for the main.libAer,and.
branches, whiCh ineludesrequest14 or ordering;
ceiviOg, classifying, proieessing, editing, routing, and '

filing of 'adult', ctlildren's,:and_Spanish information.
materials. N,40

\I

4')

Percent

. cr-----,--
.

Initiates; consolidates, aind types correspondence; main-
tains reference tffiee, files; records statistics; does
related clerical work. / ' :.

SchedUles:InformatiOn Assistants.
.

May consult other division heads and staff.
\

,

!Conducts in.-S.ervice training'of Information Assistants in
public desk,dUties aro information files.

r*-

12

10

10 -

5) Supervises and.trains`temporary personnel as
. \,

assigned. 8

. .
.

6) Receives and routes materials sent to Referen e and
Information Services.

7) PrOvides clerical aSaistanceto other library ivisions.

8) Maintains the Library §ervrce Collection.'

9) Prepares and types InformaXion Assistants' pay toll
information.

May consult Library Administrati.ve Office.

io) Requests Reference and Information- Services sup lies.

Must consult Library Administrative Office.-

1SeniorLibrary. Clerks-holding this position are also Info mat,ion Assistants and-
the amount of time spent as Information Assistants is no included in the per-
centage account of the position:

4

2

-18-
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11) Assists
writers
masters

Sury

main

a

J Pt rcent

he public in the use of photocopiers and type-
makes service requests, and changes paper,and

suit Library Administrative Office. .

s the reference and information areas to determine,

enance requirements.

its on pr.oblem areas. 1

t

qp.

AO'

APO

-19-
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REFERENCE ACTIVITIES

In the previous discusion of position descriptions, a summary of the duties
required was included with each potition in an effort to delineate further the
respective positions. (Those du ies identify various end rdsults which the
person filling the position is esponsible for achieving. Here Ehe focus is
.on the activities or methods by which th endresults are to be achieved.
Activities are listed' for the fOur positions previously identified: 'Head
.Refepence and Information Setvices, Reference Librarian I, Reference Librarian
I, and Reference Clerk.

There are both public activities and non-public activities? The non-public
activities are further identified according to the positions they comprise.
.Public activities are performed by the librarian at the reference desk regard-
less of the position filled by that person within the Library system.

Non-public activities .are those tasks, performed by the Reference and4Infoihna-
ition Services staffs when functioning in their respective positions within the
library system and not.staffing a public desk. Thedeare generally referred to
es "off7deyk!' activities. ,'

Generaal reference activities: The folY
,

ing. activities will.be performed by all
librarians9whileserving at the reference desk.

1) Anwar telephone.

2) Assist and-inStruct the pgblit in the use"Of periodicals indexes.

3)' ikssisct and instruct the public in the use of special reference services -
business, consumNr, etc.

Assist and instruct the public in the use of the public card catalog,
both author -title adesubject.1 ,:

r

.

57 Assist the
i

public in the use of reference materials.
.-- ..

.

6) Assist the public in the use of specialized library equipment.

7) Explain Lii.brarylpolicies and procedures to the public.

v '8) File reference service's.

9) Giv directional information as required. .

10) Ide tify library materials from telephonerequest s.
N.: A . /-

11J -.Cibs rVe, report on, or torrecC\tck conditions and.maqerials.
..,

,
.........er , _

12) Per .orm readers. advlsory service. '

13) Pr videlizeference service to telephone inquiries.

t

4,
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14) Receive, edit, and complete materials requests.

15) Report, any malfunctioning equipment to the Library kOministrative Office.

16) Review new reference books.

17) ,Supervise the closing of the library.

Specific activities Head Reference and Information Services. The following
activities are performed by the Head Reference and Information Services as an
integral part of this position.

. ,

1) Attend meetings and conferences.
f

2) Conduct and,arydngt library. tours.

3) Confer with Library staff/City employees;

4) Confer with representatives of organizations (including vendors).

5) Coordinate adult book selection.

-6) Coordinate reference service with other divisions.

7) Give talks and demonstrations.

8) Pe,rform activities related to professionalaffiliatA.Ons.

.9) Plan overall orieration of'the Reference and Ihformaeidn Services.

'10), Prepare and review the Reference and Information Services budget.

11) Prepare studies and reports.

12) iiRead correspondence.

lio&pyr,focsional literat re.

14) Review and initiate correspondence.

15) Review, and select referen e materials.

16) Select, evaluate,- and'Co nsel personnele,',.
<3

'17) Supervise and train refe n,Le filtians, Reference Clir s, Librarian
Trainees, and Informatio Assistants. e

A

18 Supervise preparation of:schedules and payroll.

19) Visit libiaries, schools, and other facilities,

22
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m Spddlific activities Reference Librarian I and II. The following duties are an
integral part of these Reference Libiarians' positions and wouilid, be performed by
anyone otcupying these pOsitions on a full-time basis.

"--1) Assist the Head Reference and Information Services in the selection
and evaluation of adult,books an8 infermaCidn file ialmaters.

2) Attend.meetings-and conferences.

t

3) *Compile bibliographies.

4), Conduct library tours and school class Visits.%.

o5)' Confer with Library staff/City employees.

6) Oversee the operation of thedivisipn in the absencg of the Head
Reference and Information Services.

7) Perform activities related to professional affiliations.

8). Prepare studies and reports'
'T I

9) Read professionaLlierture,

10) Review and initiate correspondence.
e_ 4 A.

11) Review and up-date reference collection, ,;

12) Supervise the .Library Service Collection. ,

Specific' activities Reference 'Clerk. These activities comprise the eff:dest,
work of a Senior Library Clerk whose on-desk time is spent. as an InformatiOn
Assistant.

1) /Answer telephone,

2) At-fPrid /meeting,

.3) Compile statistics on public information files.

4) Confer with Library staff/Cityemployees:

5) Coordinate and schedule non-professional personnel.

,t

6) Maintain and operate photocopiers, including making service reques
and changing paper and masters.

7) Maintain public information files, including requesting or orderi g,
'receiving, classifying, processing, editing, routing, and filing ref
pamphlets, - college catalogs, commercial catalogs, occupations mat ials,

annual eepoits, travel materia s, geographical and topographical naps,

)"

organizations information, Cal fornia cities and copnties materials,
and telephone directoxies.

-22-
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8) Maintain reference office'files and perform related clerical work.

9) Maintain the Library Service Collection.

10) Observe, report-on, or correct stack conditions.

11) Perform bibliographic checking.

12) Prepare payroll information.

13) Receive, edit, andeomplete book requests.

14) Receive,,process, and route-mail.
a

ny Request Reference and Information Services supplies.

16) Route materials...

'17)-'- Supervise and train-temporary personnel.

Ar

18) Survey thegreference area to determine maintenance requirements.

19) Train ,Information Assistants on pubM desk duties and public.
' information, es.

20 Traim personnel in telephone usage.

21) Type correspondence, memos, schedules, time-sheets, reports, etc.

PHYSICAL-FACILITY

Two major factors affeCting the organization of the Reference and Information
Service, at the Inglewood' main library are the design of the building and a"
change in population with Many patrons generally having little prior experience
In the use of a library or lacking facility in theEnglish language.

The building is large ancrispacious, encompassing three public.ldvels. 'An infor-
matian desk is on the first level with the fiction collection, large print
collection, and children"s library. Another information desk Aand the reference,.
service -area are on the second level. along with the public card catalog, serials
area, and the first half of the subject collection covering the Library of Congress
classification-system from A through H. The last halfof the subjest collection
covering J through Z, he foreign language' and yoUlig adult collections, and the ,

/ -
audio-vigual area are on the third level.

Effective reference ervice depends upon\the'User securing the information needed.
. .

Frequently, with p ons who are not familiar witfi library classification schemes,-
the reference librarian must assist the user inlocattng the material needed from
the subject 011ection. However, vith the adult subject collection located on two
separate -le ls, thereference librarian has limited access to'thia collection,
especially at4part of it located on the hird leVel. consequently, theseffective-

,.ness of,the reference service will be reduced to the deg ee that a portion of the

24



.subject collection is not accessible to t ef rence librarian for interpre-
tation to the user. One very popular a ea of th- subject collection, compris-
ing examination preparation books, has been relo ated to fhe second level to
help overcome this problem.

Also,,it is more difficult for the paty
4

who is not -n experienced library user .

t o utilize fully all a library; services w thes are spread over three levels,
Recogpizing this problem., the Library has organ its reference' - service to pro

o de directional service as well as informational assistance." A separatessettion;
Information Service,1 was established. within the Adult Division to handle all
iqitialcontacts with.the public.. While'the reference desk,is staffed by librarians,
Information Assistants.(Seninr Library Clerks)-staff-the information deske. Their
function is, 'primarily to provide information as opposed to the inter .

pretive or problem:sblving information provided by the librarians.

STAFFING

The Inglewood mai n library is open Monday through Saturday from 9-a.m. to 9 p.m.
and Sunday from noon to k p.m: A reference librarian and an Information Assistant
are on duty and Available to the public at all times the library ie open 78 hOUrs
weekly. This is possible on a limited budget with the judicioU6 use of part-time
'personnel: The utilization of part-time'staff allows greater flexibility.in
scheduling and broader coverage.

, .

Because Of trteexacting demands of being constantly alert to the, public's" needs,
interpreting requests, and physically locating resources, these positions are
scheduled on a shift basis. While full-time librarians and Information Assistants
are generally scheduled o4thedesk for two hour shifts, the part-time staff may
be schedu,led an the desk for longer periods of time, ..up to four hodi shifts,.

, additional staffing is scheduled for especially busy' periods.. Thelatter'occUr
weekdays between 2_ and 4 p..m. and'Monday through Thursday evenings. At these times
there will-be two librarians on duty in the reference service area as well as two
information Assistants on duty at their respective desks.

r. .
,

1
Inglewood Public Library. Library Information Service, 1974.
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REFERENCE SERNICE'

The Reference Service is a'phblic service.established to meet public needs.
Generally, these consist of information requests, interpretation of library
resour ces, and. instruotion in the use of the Library's resources. Although
requests for directional. information will usually be answered bj, 4nformation

'Assistants, it is not unlikely some of these queries will be directed at the
reference.ii8rarian. Consequently, reference litfrariansahould be familiar
with the physical structure of the building0.mcludtng the location of other
divisions, public restrooms; public telephones, conference and study rooms,
typing rooms, etc..

While on desk duty, service to the public, takes precedence over any other
duties, and service to the patron in the library takes precedence over tele-.
phone inquiries. Frequently, i,,t is not suffidient'for the reference librarian
to wait for a patron to requesi assistance. Since many patrons are reluctant
to request aid, it is the responsibility -of thd reference librarian'to antici-
pate public needs and offer service when it appears needed.

AttentiveritsEsjo the public is of utmost importance, and any work of a personal
or distracting nature shodld be avoided while serving at the reference desk.
This would include reading, knitting, doing homework, etc.. Personal phone.
calls should not be made from the referpnce desk,:_and personal calls received
should be kept to a.minimum. When working with the public it is helpful to
remember to always be courteous, polite, and sensitive to each patron's request
and the problem the patron may have had in formulating an inquiry.

/

A large part of reference service consists of interpreting. the-library's re-
21421.sources to the user. This includes the general collection as well as the refer-

ence works. The depth to which a reference librarian will be able to interpret.
the Library's holdings in any specific subject area will depend upon the

flibrarian's knowledge of the subject,, The more knowledgeable a librarian - -is in

a subject area the more extensive tha'assistante should be. However, the
librarian should use discretion hen interpreting the meaning of a wok to the
patron.

Inter e collection, in this respect,,meana advising the u ser of-the
ibraryls holdings ih a subject area and assessing an individual work in re-
lationship to the other works available in the same area. This will include
dieeting the patron to the most appropriate format forthe infofmation he seeks,
'whether thig is a monograph, periodical, encyclopedia, etc.; assessing the
difficulty and comprehensiveness of a work and comparing it to other works.on
the same subject for ease of/use and pformation provicled; and determining the
location within the collection of a 'specific type of intormationN

When information is provided on any subject, including the mostlsomMon know-
ledge, the reference source for this information should alwayg be cited. The

reference librarian Should never provide information "off the top pf his-head ",
withclUt citing an authority;

-28-
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Although every effort should be made to answer all questions, there are some,
areas which are better left to the experts in the field. Generally, these are
considered to be queAtions requesting legal, medical, or consumer advice. ,Under

no circumstances should a reference librarian 'offer advice in these areas no
matter how commonplace the knowledge seems to be. The patron should be directed
to the appropriate reference sources and assisted-in'the use of these, if neces-
sary, until the needed information is secured. If this, is not available within
the Library's collection, the patron should be directed to a more spefializeds
library in the area Or advised to consult a, professional in the field,, e.g., a'
lawyerfor doctor. Again, no recommendation for a specific person Should be given
in this referral, but rather, a g'peral suggestion should be made.

Consistency in answers is also important. While many factors .may affect the
amount of information required to answer a patron's inquiry, every effort should'
be made to be as consistent as possible in the quality and quantity of the-service
given. Understandably, during busy periods the referencelibrarian will not be
able to spend as much time with each patron, alad,the information' given may not be
as extensive as it might be at another time. However, the information should be
accurate.atid the appropriate sources cited. It is also helpful, for the'reference
librarian to.suggest the patron return at a less busy time for additional informa-
tion.

Of course, any buAiness not included at the end 'of a reference librarian's tour of
duty at the reference desk is passed on to the librarian coming on to serve-at the
desk,. The patron should neverlieabandoned in the midst of a search for informa-
tion because the-reference librarian is going off duty. If there'is to be a change
of librarians assisting a patron, the patron should be advised of this by the first
librarian.

In answering a patron's request for information as many' resources within the
Library as needed should. be utilized, as should resources" within the larger communi-
ty when necessary.

The reference drea consists of the reference desk, which contains a limi d ready
reference collection within immediate reach for answering those questions most fre-
quently asked, and the adjacent reference collections'whiCh are maintainea separate-
ly from the general book collection..

.Also ,.ithin the reference area is the public card catalog. An understanding of the
public card catalog is probably the most' necessary point of information required-by
the reference librarian. Knowing the reference works an area is not sufficient to
aid the pubilic.kAowledgeably. Io tap the total resources f_the library one must

prely upon the public catalog, and.more importantly, thgst ect index to the
collection.



P

RESOURCES

,The complete holditigt' of t e Inglewood Public Library a multi-media collection

serve as a resource for the reference librarian,who has access to the collection

through the public card cat log. Whenever the reference collection is not suffi-

cient'to provide the informs ion required, it is necessary for the reference.

librarian Ito utilize the pub is card' catalog to gain access to the'total.library'

'collection.' The Library, of C ngress list of subject:headings used in the4lassi-

fication of the collection is vailable in the reference area to assist the xefer=

ence librarian in using the su ject catalog.

In addition to the subject catal g and its companion manual of subject headings,

the reference collection co sista\of several categories: ready reference, general

reference, newspaper and periodicals indexes, business services, tax services,

consumer information, teleph e diectories, college catalogs, and information

files.

READY REFERENCE
tr

This collectioh is located on a two-tier revolvini wheel at the reference desk and

is used to give.quick,short answes, usually to telephone inquiries. -Although he

collection listed here containamanyof the basic reference works one finds in m st

reference collections, it is not a fixed collectidn and may be changed as circum

stances require. The' works listed here COmpriseehe collection at the'time this

manual was prepared.

Baer's agricultural almanac
Bartletes,familiar quotations
California blue ,book,:,_

The California handbook
California information almanac
California legislature handbook
Califormia roster .

Chase's calendar of annual events
TIoleCplumbia Lippincott gazetteer off the world

\Congressional directory
Congressional index
Congressional pictorial directory
Congressional staff directory
Directory of post offices
Emily Post's etiquette
First aid manual
Granger's index topoet
A Guide to the use of. artlett's fam
Guinneast\book of world records
Guinness' Spor s record book'',

Home referenc books in print
Information p ease almanac
Celley blueb,aak.of prices

liar-quotations
,
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Los Angeles County almanac
Los Angeles handbOok
Modern English usage
National zip code directory
The Official Associated Press almanac
The Old farmer's almanac
Pocket'ata book, U.S.A.
Random'House dictionary
Reader's Digest almanac and yearbook
The Reader's encyclopedia
Reference handbook of grammar and usage
Robert's rules of order
Statespian's yearbook
,Statistical abstract of the United States
Supplement to the U.S. Government Printing Office style manual
Thomas' guide to Los- Angeles County
U.S. Zovernment Printing Office style manual.
Union listof periodicals
Union'liat'of periodicals in Southern California

.UniteT States Government.organfzation manual
Webster's biographical dictionary
Webster's collegiate dictionary
Webster's seographiCal dictionary
Whitaker's,almanac
World almanac-
The World in figures

In addition,*the readr7teference collection contains the following uncataloged
\

material:

Election literature (ephemera pertaining to cur elegtiont )
Federal, state, and local miscellaneous information
Inglewood Public Library's periodicals holdingt'lisi

:Local telphone directories
. , .

-:"Periodicals directories.for-tbe surrounding area 7.
-:,.

Souyces for personal statistical information --JArth,. death,--Imarriage,.
and divorce records . ,-- -.

Subject .guide to ,the Inglewood Public-ribrarys periodicals hol ings_
-

/

This collection is maintained separately from the circulating book collection and
is located close to the reference desk. Iticontains standard reference works, such
as general' and subject encyclopedias, almanacs, Wholt:Who and biographical directo-
ries, Inglewood Municipal Code,-California State Codes, a, United States Code,
building codes, dictionaries in English and foreign languages, medical, scientific
and other specialized dictionaries, handbooks, directories, literary and other
specialized indexes, atlases, gazetteers, eta. However, many works commonly found
in reference collections elsewhere are included in the circulating collection at. :
the Inglewood Public Ligrary..,The actual reference collection Is purposely,kept
small to facilitate its use.

o.
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NEWSPAPER AND PERIODICALS INDEXES.

4.

The Library,subscribes to the'New York Times Index, Los A ele

California News Index (which indexes six newspapers and seven
library also subscribes to the following major standard period

-.Access,: Applied Science and Technology Index, Art Index.11Usirf
Index, Education Index, Humanities Index, Index to Government P
Periodicals Index, Public Affairs Information Service, Reader
Literature, and Social Sciences Index.

BUSINESS SERVICES,

Times Index,and
agazines). The
cals indexes:
s Periodicals
riodicils, Popular,

Periodical

This c lection has been separated from the general reference co lection since it .

is M re usefully handled as a separate collection. Most of the tems,contained

he are lorial publications. Included are

Almanac of business and industrial financial ratios.
American encyc,lopedla of international information

- -
Annual. survey of manufactures
Arizona directory of manufacturers.
Arizona economic indicators
Barclay's overseas survey ..

Best's key.iating guide, property- liability
Best's recommended life insurance companies,
Business conditions digest
Business service checklist
Business'statistics
California export service. andguide
California international business directory
California manufacturers register
Census o,f agriculture

- Census of business (California)
Censkis of manufaccures
'Census of retail trade (California)
.Censub of wholesale trade (California).
Containers and packaging
Copper, quarterly report,
-Corporate affiliations
county business patterns
Current business reports: Annual retail trade
Current'blibiness reportb: Monthly retail trade
Customs regulations of the 13%S%
Dictionary of Stock market terms
Directory of American.firms operating in foreign countries
Directory of American importers and exporters .,

Directory, of companies filing annual reports with the Securities and
Exchange ComMission -

ffirectory of foreign firms operating in the United States

EIA guide
Economic indicators

' Economic prospects
Electronics buyers' guide _
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Electronic News financial. fact book and directory.
Federal Reserve historical chart book
Federal Reserve statistictal release
Federal Trade Commission news
Federal Trade Commidsion news summary'
Fintnce facts .

Financial tactics and terms for the sophisticated internationa
Foreign commerce and navigation of the/United States
Foreign economic trends and their implications for the U.S.
Importers and exporters trade prothotion guide
The Inger letter
Inglewood business
International petroleum encyclopedia
Investment analyzer '

Investment companies: muttltrl funds and other types
Jane's major companies of Europe
Kelly's manufactu ers and merchants directory
kipl1nger Califor is letter

iKiplinger Washing oh letter
fe insurance faet book

thly summary of business conditions in the c etrel vtlley of California

L

k'
g...tgrm economic growth, 1860-1965

investor

Monthly summary of busikess conditions in 8out rn California ..

Monthly summary of business conditions in the orthern coastal, uconties oi\
. . iCalifornia,

o
Monthly.wholesale-trade sales and inventories
Moody'S bank and finance manual

"D
.Moody:s bond record

-.'
Moody's bond sur.Oey' .

,..

Moody's convertible-bonds-
Moody's- dividend .record
roody's handbook Gf common-stocks
'Moody's industrial manual
Moody's municipal and goverNent manual
Moody's OTC industrial manual
Moody's public utility manual
Moody'p transportation manua
'ftitual fund fact boo

44....7.--

Mutual fund i' fthent planni __.,

Nationa od Bro rs Associttion directory
Na '.nal fr ise directZry

......,

Official ummary of security transactions and holdings-
Overseas, business reports

.

1...

.

PerformanCe profiles, private electric.utilities in the United States, 1961-19
Pulp-,-paper and board i
Quarterly financial report for manufacturing

,---"

The R.H.M. warrant and stock survey:.
Regional Planning Commission. ,County of ,Los Angeles. 'Quafterly bUlietin.-

members

Savings and loan fact book
sSecurities and exchange Commission docket
Securities sand Exchange Conimission news diget't
Secufities and Exchange Commission'statistiaal bulletin
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Small business bibliography
.-A

Small business publications
.

\A,
Sourern California business directory and buyers guide

,Sou kern California repaTt
Standard at d Poor's industry surveys
Standarea d TOor'S outlook

':

Standard and PAr's-register of corporations, directors and executives
Standard and Poor's security owners stock guide 't_ .. .

Standard and Poor's stock report;,
Survey. of current business
Tariff schedules of the United States, annotated.
Technical aids for small manufacturers
Television sponsors directory
Thomas register of American manuTacturers-
frendline dally basic stock charts 7
Tuesday-spot market price indexes and prices
5,000 leading U.S..corporationei .

U.C.L.A. business forecast form twine nation and_ California
0.S. Bureau of the Census 'current. industrial reports'
U.S. direct investments abroad ',

U.S: government security yieldara d prices
U.S. 1ndustrial outlook " 1,i

The Value Line investment surve+ '.

,Walker's manual of Western corporations and securities
The Wall.Street thesaurus ,

/I

Who's who in finance and industry
World aviation directory

. / .

\ .

World monetary Conditions-in relation to agricultufal tra
Yearbook 'of international trade statisti s rP

SEAVICES'

This.
since
Inclu

material is maintainedsepa0rately from the general reference collection,
it,i too, :&.blore readily accessible to the public as a separate- collection.
ed are: .

--
:,

c, ,..\

rnia personal income' th,Claw i"
:.,

rnia property tax laws
ue of forms, form letters, notices (U.S. Internal Revenue'Service)
Federal regulations, Title 26, Internal Revenue

unty of Lob, Angeles tax'payer's guide
'

.0L:----7...ring's California codes: revenwand taxation
rat tax dbook (Prentice-Hail) -.., ,

,

x-dig : supplement system- (U.S.Internal Revenue Service)
local taxes (Prentice-Hall) ,.

or small-businesses (U.S.. Internal Revenue Service)

Cali
Calif
atalo

Se of
\C.

be
Fe
Ind
-Stet
Tax
Tax r
U.S. I
Your Fe

ternal Revenue Service publications
eral income tax for individuals
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CONSUMER INFORMATION
m

,This material, like the busitess services and the tax services, is maintained as
a separate collection. It-contaios the following items:

CPI detailed repivt
Caveat emptor
Consumer affairs
Consumer aid series a

Consumer digest ' 1

Consumer information
COnsumer legislative monthly peport -/
Consumer hews ::
Consumer, . 4-- ,,
Consumer pric4 index Pacific cities and.U.S.''averfigt . :v

----,--, " r,

Consumer reports

Dir ctory of state, e'ounty city.gove nMent consdMer officest
Con umer's research i n '

-1--

Estimated' average retail food prices Pacific region
Estimated retail food prices by oi y
FDA consumer
Guide to Federal consumer services .

.

..

TRL ONE DIRECTORIES

This' collection is very comprehensive. The Library has telephone directories
frai all of, California, most cities inthe other states, 'and important,-cities in
foreign c n ris. . . .

. ,
, 1

. f 0

COLLEGE CATALOGS

The college 'catalog collection, consists oUcatalogs.of (1) general universities'
and colleges 'on microform,- and.(2) specialized colleges and correspondence schools,
Microtorms are available at the reference desk-for use 0n theinieroform.reader-
printers located in the se'rials:area, while the'jpecializeeCollege and corres-
pondenCe 'school catalogs are shelved tn the,reference area for non7stpervised uSe°
within the library.

NRMATION FILES
-

Information filesrea most important adjunct of.reference service and pre located
adjacent to the reference desk. State and Federal government doeUments comprise a
large percentage of the material in these files. The filed are subdivided into
several areas; subjectmatetial,'annual reports CRederal, stateiand hon-govern4,
mental), California ci4es and counties (general.andhiatorical information).,
occupations or careers, travel, (foreign; United' Statesh California, maps antrOam,'
phlets), comMercial,catelogs,,organiiations-infprmation, and geographical and topo.-
graphic:map file. In contrast to-the ree'of the reference collection, the material

.--

in the information files does circulate. 4' e
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ORGANIZATION

' BRANER LIBRARY REFERENCE SERVICE.

Branch librari s are maintained to provide a first level of library 'service to a

community. ', nAlthough the branch library collectiois tailored_to meet-the need\s'

4

of the surrounding community, it will generally be duplicated in the holdings. of.
the main library. A branch library is organized under the.direqtion6f-a"branch

. .

.,-librarian with one additions librarian and Several clerical assistants. itts

staffing is liimited,.many are s:of responsibility are not.mainfained, within
stri?t liin but/tend to overlap. A high. degree of cooperation.among the staff
isnecessary f. the.smobth func;ioning of a branch library.

.
.

The librarian On ty, whether this is the branch librarian or an assistant, is
responsible forthe reference function at Oe branch library. In the absence of
a librarian,-which do .occur occasionally,during lunch hours and emergencies,

_--the Cirlculation Supervi or or next highest clerical person on lity'is responsi-
ble for assisting the/pa ns with their requests as much as possible. If addi-°
tioaal service isrequiredthe_person on duty will contact the reference dealt
at the main library for assist ce. The reference librarian at the main lib.rary
will then either provide the infor .n requested over the telephone or advise
the patron to come to the main library re ce desk for further assistance.

The branch librarian re Bible for the overall nperation o the branch
library as,well as referenc service. When another librarian is'as :ned to the
'ranch-library, that librarian-ls Primarily-reapcit-Sible_fbr-re-fereline---Se ice

.- and supervision of the library in the absence, of the branch librarian. As
branch libraries do not have Information Assistants, their general functiofi is
performed by 'both librarians and clerical staff at the branch librar : The
librarians have more responsibility tot'answering:directional questions, com-
pleting title searches, answering the telephones, etc., than their counterparts
at the main library.

Anatkier service shared by the librarians and-clerical staff is the eaders' ad-
Visory service, Due to the intimacy of a branch library, the'cleri al staff,
especially the Circulation.Supervisor, has regular contact with the patrons and

,.comes to know their reading interests.. -Increasingly, the clerical staff will
assis ,the patrons with their reading selections, especially in the reeof

tibri and new books on the best seller'lists.
--

. ------1
Br rich library reference'service (assisting patrona-,0their re est for,infor-
ma 'ion and their use' of the' library's resources). iesimilar-tcythat provided at
th -Main-library,- with the major limitation being the limited coile do,/and re-

-iiii-rces of a branch library'. As a result these limitatios s ns e- b Stich

-----. librarian' w' ,

,

at times, call on the reference service_at -tha main libra72p6--
assis n answering a.patron''s inciarx. .

s;



Also, ina branch, library the separation of adult and children's services is not
as clearly defined as at the main library. Although children's librarians do
serve in branch libraries ona regular.basig'(several times a week)rthera'are
no children's librarians assigned to the branCh li.brarieS on afulltime
Consequently, branch librarians will frequentiy'provide e erence service and
reading guidancetdschildren as well as adults.

RESOURCES

0

Blanch reference service is perhaps more depe.odent urion,the total library col-
,

lection than 4s reference service at the main library. This is due primarkly.to
limited funds and space' which impose-restrictions upon the size of the reference
collectionA

....
-...

As at the mai* library, the public caed catalog is a major resource in providing
. .

reference service to the_public, and'familiarity with,the card catalog is eaT''
.

sential for pod reference service. , The referenceAesk is located adjacent to
the public card catarog, thereby.facilitating,the use of the catalog in assist-
ing the_patrons.,

-. / .

, . . .

Reference collection. The reference coluection'corisists primarify of thabirsic
reference tools: general encyclopedias, Several-specialTencyckipediks and .

,-

dictloneries, almanacs', biographical dictionaries, directories and indexes,
,

several idreign'aanguage diationaries,latlases and gazetteers, etc.-.

Communiey information xi:purees. Since the branch liprariedonot have an
Information Service to maintain information on community activities'and resources,:
this is done by the reference librarian., This information constitutes an irepor-
tent eesource. Information comes, in from many sources within the community. A

major,,source ip t6 City of_Inglewood, which proiiicks_bcttb tfleLmain_libraryarld., _____

the branch fthraries
A
with information it wishes disseminated to the public.' /

Of

v,

Telephone ditectc>rieS.. Branch- libraries havelimited collections of telephone
d-irectories for the Southern California area. Inquiriet for other areas are re

. .

ferred to the main library. .
...

..d. ,.

College Catalogs: This collection -is also more limited. ,It is generally:re-
%stricteccto colleges, universities, and vocational schools in California and
neighhoring sfatea'. However, due!to the large,nZbee,OIElack patrons,seIrvea by
the brandh libraries, an exception is made to include catalogs from formerly all-
Black Schools regardless of-their lOcatiOn within the United States.

Information files.- The branch libraries'also maintain information files of pam-
phlet material. Ihese7are 'onsidered an important resource for reference service.
AlthoughthefildSat the bran libraries. are not as comprehensive as those at
the main.libraryl the'same genera eas.are Covered: 'sdliject material, Califor-.
nia cities and:countieS (generR1,And hi ical informationcupations or
career, travel (foreign, Un d States, Cpl. is maps, and -patphlets). The
one arennt coveted dt the branohlibraries is,the annual reports.' As at the
main library the material in 'ilte informatiod ci.laa does circulate' 7 I

V
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EVALUATION AND FFECTIVENESS OF REFERENCE SERVICE

.

REFERENCE LIBRARIANS
,

As with other position- within the Library, some evalnation of the perforMance
of the reference librarian is required. All reference librarians -serve a Pro-
bationary period'of up to one year, and it is necessary to evaluate theirper

anoe during `this period. Aso, if a library is tb maintain an effective
'constantly be alert tg,the.needs 'of the

ry's resources.,Periodic evaluations-and review
performance will help to maintain an awareness 4

eir respons'ibilitie's and functioning on the job. -

4

.form was deVeloped by the Library to meet this need.-
a

'service does not lend itself to qUantitative
stablisb an effecti e set of criteria for

t/that thp format final
vier several-major

to knowledge
forts to p

' refer nce service, the staff
public and aware of the libr
of each Feference
among the staff members of
The accompanying evaldation

.

Since the major aspect
measurement, it w s diffi
evaluition.. Howe' er,.itis-
by'the IngleWOnd_Public Libra
The employee is evalaated
sources,:especfally there
ence service. The refer
performance of referen

To date, the Inglewnod Public Libraiy has not , developed an accurate mea
measuring the effeCtiveness!of reference service either by individual refer
librarians or the division'as a whole. To do so would inevit ably require some
meaSureMent of user, satisfaction However, mucnthat is measured.. is related to
serving the public.- It must be assumed, that thorou knowledge of the library
collections will affect the reference librari s ability to provide effective
refereneeservice."The same may be said out the reference librarian'4 ability
to understand and interpret users' que ions and. the librarian's wiilingneasto
assist the'patron in the use,of the brary's resources.

eferenc
It to

doe

r marily.accor
erence collection, an

ce librarian,'s relationship w
maintenance duties_ are also' include

.

eveloped and employed
ects of the job.

the Library's re--
vide good refer- .

s and
uationl

other mploy.

the eve

of

Also,'. no measurement of the effic
' Publte -Library is included in thi

ency of reference servicest the,inglewood
evaluation. This would require the estab-

lishment of fixed criteria for measuring reference service; such as: Wbw many,c'
_ -.,

queStions are answered per hour, how many title'searchea 6omPleted, how many, -.
,

items. filed,.._etc. Although thistypeof measurement has its pdtposes and could .

be used effectively by the Library administration, It only measures the quanti- '1
tative factors of "reference service and fails to consider the qualitative aspects.

s

, REFERENCE
.

Incaddition to evaluating ersonnel,'it ,fs also important to evaluate the refer-
ence collgaion periodical y., Since reference service is dependent upon the
resources avail blec theWmust be maintained atan,effective level. is the
responsibility of the. Head 'Reference and InfOrmation ServiceS to eval ate and
maintain the ref rente collection\HOwever, every reference, librarian is esponst-
ble Oi..making s ggestions and recommendations for uPdating the collectinn.''

S
a

\

e.

*

1
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If a reference collection is to be of use' to the reference staff and the pub116-,
it must meet the informational needs of the public. This should be a major con-
sideration in defleloping and maitainnig.OR reference collection., 13efdre works
canbe_selected and areas of the collection evaluated, the Head Referenceand
Information Services must know the kinds of.information the public is requesting
and should then attempt 'to develop the reference collection to satisfy those
`requests.

There are several tools utilized in evaluating and. developing,the reference
collection. Major sources for recommendations are the lists, of significant
reference works publioted in Library,Journaland by the California State Library.

,
and puhlisHersYannouncements. -Subject Guide toi3ooks In Print is a ulseful
source fot lista'.of works in a particular subject area which may'need itti,be'de-

f-, .,

veloped or expanded. ' . . .

,

)

It is alio helpful for the Head Reference Andjnformation ServiOs to be^awa e.-.;

ofof the holdings of other libraries in the area.! This.can.be done, by periodica ly 7

-visiting these: libraries c011ections.'-
, .

-,

In addition to expanding the reference collect n t meet` new requestsoand,inter-
ests, ,it is also necessary to keep the collection Cirrent.,, Much of
this is do autpmitically with-subscriptions to annual pbblications.- HOWever,
there are many ks which are updated irregqarryandeonsequently, will not be

1

*.included -n the annual subscriptions: It'order to itsurthat the Library has-'
the lates issue of these works, ehe reference collection must_bereviewed.peri
odicallyHWith this purpose in mind,

44
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The ef iciency of reference ervice can be greatl
,

enhanced by the arrangement
.

of the reference area. The' `re rence desk,shoU18,6 situated in a prominent lo-
"cationw h full public ekposure.- It should ,also &fiord access to,both-the
public car catalog and the:reference collection, enabling the reference libri-
rain to_assis eetrons in both areas withoutllosing contact with the reference
desk.

,,
,.

,

. :.

t the Inglewood
at the eastend of
floor, easily accessi
lopated,within the%.refe
ente colleCtOn.

.

'The ready referenCe collection.is

ain'Library the reference area is located on the second level
he building. An information desk-is,in the center ofthe N.

e to the public. The reference deal( is elao prominently N'
ce 'area, near the public card catalog,and the refer--

. '

ated on a reVOlvi wheel at the,re
\deSk sh the ref rence librarian can use without t leait the deOc.

especially * fu when answering telephone inquiries.

11/

1
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RgFERENCE:DESK WORK EVALUATION

" Da ts%

Knowledgsof the
circulating dollections

Itiowledge of the
reference collections :

3. ' effort .to increase
4

,knowledge of collections

4,
. .

Ability to interpret
user's questions

S. Willingness' to help library,
users; enthusiasm

.

Effort to recommend
additions to collections

7. Willingness to file
reference serv,ices-

8. Punctuality

9. Courtesy"

'10. AppeararIce

11.

./

Attitude toward other
employees

t'

12. Considering all reference
librarians ,that You haVe
known,.what is yOur over-
all rating of this employee?

Employee's name '

Employee's class title
1

OUTS,TANDING GOOD FAIR 'UNSATISFACTORY

J'

,r

COMMENDS
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FORMS

,
.

SeveraLjorms may be used at the-i'eference desk. Those most used include:
(1).Call slip, (2) Postal reserve, (3) Book order suggestion, (4) Special, Use
slip,and (5) Request for free informational materials The Reference Librarian
should know their function and use. The following section prOvides examples of
these forms and abrief explanation of their use.

CALL SLIP

\

It.

CALL SLIP

Depot oYy 'Ec:3 011 shelf El Magazine

Book n .T1_540 14373 A33 Author MAY ER. Toll
Title g4/13 foR rge. EVE- A//A/G STAR.
Bort 'sitame

B. ks available after
(circle e) *,k

EJ

Date ri 26 Hour/A; 3a

am 11 ash I I 8 pm

S =n4 to Xl

PL 10/73

X2 ED Not, available Reserve requested 121

,The cal slip io,used when library rlaterials ate paged. Materials cannot always
be imme lately searched for upon t.7440t When paging is necessary,. the call
slip i ,filled out as above. and the patron is askedtto call back at the time
indicted. 'If the book is in, it is reseived'for the named patrtnif not avail-
able the patron will be sat inforined by he Circulation'Divislpn.

V

fib
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P0S,IAL RESERVE

ma,

POSTAL RESERVE J O
used for books listed in the Public Coto lost

PRINT YOUR NAME AND ADDRESS ON REVEtSE SIDE, Your Phone 4 H'1-µ257
Not Requited ()fief

Call No. a" 4_6i K33 Today's Dote I/2.///4

Author Last Narle.Ffrst

Title

KEE, HOWARD C..

MAKIN 6 ETHICAL DECISIONS
Material is being held at Library on return

address until

15q drat' Nhe. natPi,3 s are clail"ed

D Not AvailatIle

INGLEWOOD PUBLIC LIBRARY
101 West Manchester Blvd.

Inglewood, California 90301
649-7380

YOUR NAME

AND ADDRESS

Ms. jik 11.1 E RIcPt

200 ,171/141DRY AVE.

ZnaGt_EwoopeC 10/301

This postcard ft:Pm is, used for reserving books listed in the public catalog. It

may be filled in from a telephone request, or in the library by a patron. If
the request is filled' out by a patron,`. the card should be checkedqor accuracy
and initialed by the librarian or clerk receiving it.

43,
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BOOK ORDER SUGGESTION

(---,

CALL ID. AL II1C1 i 1.0t case first'

Li E HA A N ') RIG 14 A A. to w
MLR

A 8L-

4.95

. ''or.57-Aynetipararaarz_*
MD. YEAR

1974
ID. SEA in.

, 0'
PUBLISHER 0

,,VrcToR b6 Ks.

.

'.

QUARTS IN VENDOR

0

.

ISSN

C".198207709.'04"

CIRCLE 6) X1 X2 EX I YA ADDL

101 11 OOF a

DATE

PC 0 STATE

DATE ifil7 NO
DATE air/74
INITIAL )1D

SOURCE' rs irw a) SIT 91r one
' MAW IUND

INITIAL

1PL I/14

MAXI & ADDRESS

riVA sax nos
.1,6 / s/5 AvE
Z141 4g CA TO .940 i o

The book order suggestion form fs used when there is no card in the public catalog
for a requested item. Complete bibliographic information is needed, source of in-
formation must be indicated, and whether or not a State request is desired (box
marked "State') should beshown. The call number is shown if a newer editiOn is
requested or a book is to be replaced. Generally, t e public catalog (PC) and
bibliographic source are the only files that can be ecked from the public area.
All forms:shoul be initialed when complete for furth processing.

5.

SPECIAL`Uh SLIP

-7,

SPECIAL USE

MUST BE RETURNED BY 0/74
FERENCE

CALL NO. E 1 7 6 . 1 T2.24 AUTHOR rAy4.10 RITIM
TITLE BOCK 9F Pit ESIDENrS
NAME a PiEt. DROWN

LIBRARY CARD NUMBER /---3/34-94-

ADDRESS ,41157 / 9 " .97; 1-414/771ORNE

TELEPHONE 6791- Ale- 7 76
DATE. //17174

AUTHORIZ BY

,
. .

_y'S 'The special' us slip is s means, of allowing reference materials to circulate.
Since such mate iSls are not pocketed to receive transaction cards, this slip can
be photographed and the book 'charged out it.t the discretion of the librarian-on

% .,reference duty. -
\

-.
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4,

REQUEST FOR FREE INFORMATIONAL MATERIALS\

PLEASE SENDUS FREE COPIES OF

4

SOURCE:'
If these items are not .free, please let us know as

we cannot pay on receipt without prior purchase
order.

This postcard. form may be completed by reference librarians and routed to the
Reference ClerkluTho coordinates requests'for informational materials.

p
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