DOCUHERT RESUNE
ED 129 238 IR 004 074

AUTHOR Klassen, Pobert

TITLE Tvolution of Guidelines for Information Services,

PUB DATE ~-Jul 78

NOTZ 5p.; Paper presented at the American Iibrary
Association Anrnual Conference (95th, Chicago,
Illinois, July 18-24, 1976)

EDRS PRICE MF=350.83 HC=%$1.67 Plus Postage.

DESCRIPTCES Tvaluation; Guidelines; #Information Services:
*1ibrary Peference Services; Library Standards;
Speeches

IDENTIFIFES ALA 76; American Library Association

ABSTRACT

Despite the frequency with which library reference
services are evaluated, there is a dearth of guidelines for the
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- Evolution of Guidelines for Information Services
Paper Presented at the ALA Conference, July 20, 1976
) by Robert Klassen, U.5. Office of Education
Background

The measurement and evaluation of reference services have been well discussed,
even at this conference, and written prolificly about since the evolution of
an active information service concept in libraries. There are the great ref-
erence studies on measurement by Bernard Berelson, Margaret Hutchins, Louls
Shores and Joseph Wheeler. But these studies did little in the way of focusing
attention on the gualitative and quantitative factors in providing information
services for which the profession began clamoring in the 50's and 60's. Others
such as Leon Carnovsky, Lowall Martin, and Samuel Rothstein wrote about the
compelling need for guantitatively-based appraisals and offered practical
guidelines for reference services. Yet the reference librarians remained un-
convinced of the worth of such studies and uncertain of their methodology.

The incentiwve to evaluate reference services, however, continued to be there,
particularly by the library administrator who needed to know something about
the effectiveness of an institution's publie information service outreach to
justify the budget. Admittedly, the task to evaluate public services was a
formidable one for researchers. When compared with other 1ilrary activities
such as cireculation, acquisitions, and cataloging, reference service vwas con-
sidered too difficult to quantify. There was little agreement on its Ffunctional
definition. Questions often asked were: Were interlibrary loan activities an
integral part of reference work because reference librariang handled it? Was
formal instruction in the use ¢f books and libraries part of reference work?

1f, after having finally decided what the reference librarians did, the question
remained--how could anyone readily determine the impact or the effectiveness of
their service? One of the purposes of this session then is to focus on this
lack of definition--as a management problem and to determine whether there is

a body of reference theory upon which guidelines can be formulated.

The evaluation of reference service, whether within & single library or with
respect to groups of libraries, is a rarity indeed in the reference literature.
area of library science has been more deficient in such standards than reference
services, A review of official statements cof standards reveals that they
usually say little or nothing about specifications for reference sexvice than that
there "should be such services available." One of the writers notes that "the
evaluation of reference service can bes? be depicted as a closed circle of
futility". Perhaps there are those here who would agree. The clearest con-~
clusion that can be made from the literature is that reference libgarians, in
failing to provide an adeguate means for a base for judgment of their contri~
bution to library services in the last 100 years, have run the serious risgk

of having their work not appreciated by cost=-saving budget analysts.

What Was the ALA Initiative

In 1960 ALA created a new Reference Services Division Committee on Standards headed
by the venerable Louis Shcres. The Committee was given the charge to reexamine
the nature of reference work as a prelude to their developing reference standards.
All types of libraries were to be considered and examined. As a first step, the
Committee prepared & preliminary statement concerning the nature, scope, and type
of reference activities which served as the base for the statement in the preseént
Committee's guidelines. It outlined some componénts of information service and
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a conceptual framework of service for all types of libraries. Let me read from
some excerpts taken from the Committee's report in RQ, June 196L: [pick up from
attachment#1] . With this effort the Committee, one notes, was unable to go any
further in identifying other desirable service elements or quantifying these
activities which had so long eluded previous library science recearchers.

A reactivated ALA Committee in 1968 once again attempted to provide another
building block to develop guidelines for effective information service in in-
creasingly diverse institutional settings.

That Committee commissioned a study in 1970 to identify current reference measure-
ment and evaluation devices and technigues being used by all types of library
institutions prowviding reference services in one major metropolitan area--—
Atlanta, Georgia: (1) it noted the use made of reference statistics; {(2) it
surveyed +“he levels of user satisfaction with the reference services available

to them; and, (3} it attempted to determine the library interest in standards

for zeference services.

The $tudy showed that only 1/3 of those entering a library felt impelled to ask
the reference librarian for informational help., Two-thirds of those using ref-
erence services were doing so in connection with scme organized study activity.

81% of the users were 25 years of age or younger., The users were pleased generally
with the information provided, with the acaasmlg library user much more critical

of the information service than the public lLibrary user.

Available to this user group were 108 libraries, 50% of which were open 40 hours
a weeh or less. M@ré Gften than r@t, garagrgfeasi@nél Peisﬁﬂnél were manniﬁq

Reference statistics were kept by nmore than 50% of the libraries, with most of
these keeping simple counts, similar to circulation statistics. Interestingly,
nearly 50% of the libraries participated in sone couperative program which pro—
vided a library reference backup for information resources. On the other hand,
only 18% of the libraries had ever completed any kind of user analysis. Of these,
only 10% moted specific information on usex satisfactison. ‘The most clearly de-
fined tremd observed in most of the libraries was that there was no written in-
stitutional policy for reference service. Most institutions seemed to have
accepted the routine of providing library informatiem service for which no
institutional goals or objectives vere spelled out.

1t appeared obvicus to that Committee that the development of practical guidelines
for the operation of good reference services was a reasonable beginning building
block on the road to consideration of reference standards. Here were some of the
conclusions reached on the basis of these cbservations:

1. Libraries needed to define and publish their service objectives so t.at
their clientele will know the types of sérvices available to them.

2. The closer the reference desk was to the main flow of parton tréfficg the
more effective the information service was.

3. User reaction to the reference service was most insightful, and might
have altered many existing patterns of service, such as the location of the
reference desk, if only these reactions wereé known by the librarian.
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4. Key to user satisfaction was the staffing existing at any one hour;
weekend patterns of professional staffing were weak and correlated with
higher user dissatisfaction.

5. Most reference <~llections were da=veloped with no selection policy to
.

govern its expenditures or, move basirally, to reflect the user clientele
interests.

6. Formal and informal instruction were clearly effective in increasing

uger satisfacticn in the use of the library's rassources.

What Was ALA's Hesponse

It was obvious that the focus of any reference service planning must be accom=
plished in the milieu of a changing user interests in most of ouxr libraries. In-
formarion retrieval systems required rethinking the established methods of
reference services. Levels of reference services, particularly ia relation to
library networks for reference backup, needed to be defined where libraxies were
committed to reach out beyond their traditienal institutional users to provide
informational services. '

"A passive reference sexvice just won't surive in our aconomy" was a phrase that
appeared in these deliberations. It was also felt that a good reference librarian
must also have the instinct and knowledge to megotiate the gquestion and ansver
process as well as deliver the needed information. From these rather obvious
insights, it was felt that a philosophic concept of reference sexvice which Z=s
clearly expressed in guideline statements could be developed.

New with this background, vou have some information service guidelines about
which the next speaker will discuss in some further detail.

I would agree that this profession needs the measurement tools by which we "fine-
tune" our service activities. Hopefully, we can discuss some tested quantifiable
measures which have proven so elusive to the early pioneers of referemce study,
such as Louls Shores and others. Recent research is heginning to show us mome
new measures of service activity. It would be nice to say that sexvice guidelines
could be developed in tandem with these efforts, all designed to galvanize the
profession to a higher level of good information service. But, I don't believe
we have arrived. These guidelines can only provide the framework for improving
those services. After a century of attempts, the work toward developing standards
appears to be well said in the musical refrain - "we nave only just begun'.
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Attachment #

. Beference services in a library should be _recognized as.a critical chcpim'sibﬂiw
nf hbraq administration, spaucxhullx ur;,,mm-d tw ensure the optimum use of the

hbrar} s collection.

-2 E:lnce all Functions of a library mav be viewed, in ultimate terms, as geared to
facilitate nse of the librarny's collections, the distinguishing Feature_of reference serv-.
ices is in its I'L];ln.mﬁ‘ahlp to. ;hc hbmry s patrons. These services are af L0 f;ssg.nnﬂ!

typeﬁmdlfﬁcl ‘and indirect.

Dxrth aefcn?m.t‘ service consists of pepsonal assistance provided to library pa-
trons in pm‘sui; of information, Dircct reference service may take one of many forms,
cach of which may consist of 2 number of activities, nl which only the most frequent

and representative are cited below:

(a) [nstruction in the use of the library and in the use of itemns in the lihrary’s
collection. This service may nnge from demonstration of how to 6l out a call
shp 1w Exg]amnlun of the use of catalogs, hlhlmy.uph;uf and reference works,
to assistance in interpreting the contents of materials i the library's eollections,
The central feature of this struction, irrespective of its level or its intensity,
is to provide guidance and direction in the pursuit of information, rather than

providing the information itself.

(b), Information Service. This service may range from answering an apparently

simple question through recoune to an
abvious reference source, o supplving
information hased on scarch i the caol-
leetions of the library, combining com-
petence in bibliothccal tgdmlquu with
competence in the subject of zmlum
The character and extent of library in-
formation service will vary with che
kind of library, with the patron the
library is designed to serve, and with
the skill, competence, and professional
training of the reference librarian pro-
viding the information scrvice. Charac-
teristic funcrions of information service
ase finding specific data or facts, inter

preting the material or information
found, translating, abstracting, literature
scarching, and others. The central fea-
ture of information service, irrespective
of its level or its intensity, is to provide
an end product in terms of information
sought by the library’s patwon.

4, Iuchrut refeyence  scrvice  com-
prises. the preparation and c;!g.velupmem
of catalogs, bibliographies and_all, other
reference aids which help in Pm\udnng
access 'to "the library’s collections and
which ““extend " the library’s services
through cooperation with other, or
larger, or more specialized liburies. This

recognizes the significant role of the
technical or processing scrvices of the
library as indispensable to the reference
Function,

General Note: Nu schematic rational-
ization of the reference Function in li-
braries can truly urrmpﬂml 1o the real-
ithes of dav- [udd\ work with the l!hrar\zs
public. The lud charcter, and variety
of reference service that has been tradi-
tionally offered by libraries is a fum_tmn
of many factors, mchlﬂm& the_size ol
the Tibrary, its physical and fiscal r
sources, as well as its philosophy of sery-
ice. The foregoing outline offers a con-
cept of reference servicd 'which js broad-.
er jn scope than many libraries can
achieve. It recognizes, however, that the
reference functions, as deseribed, are in
fact provided by libraties large and
small, without necessarily being recog-
nized as such, Efftective undcrsmndmg
of the nature and the role of reference
service in libraries should lead to more
cfficient and effective development of
such service in a climate of total coop-
eration within a library, and of admin-
istrative rELanltmn of its eritical role in
the overall mission of thc library.




