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Five major public library systems joined in consortium in 1972 to -+ .~ '
demonstrate urban library deyélopment with a.program using branch .
Jibrarjes as focal points- olr/énters offering basic information and 5

- " referral services for thg citizen. . Utilizing a $324,000 grant from the /

Bureau of Libraries and earning Resources the five cities: Atlanta, ’ -
Cleveland, Detroit, uston and Queens Borough planned and began
execution of the de nstration. The Cleveland Public Library served * .
as the national cogofdinating agency The local research and feasi~
bility study for-edch city represented the first phase of the project,
in Phase II the Cleveland Public Libraryspulled the results together "
" . -in preparation’for the actuab implementation of, service in.eaeh city, '~ \
/ The final part, or the Impiementation Phase, was planned for a six- '
month duration in which .each city was prov1ded funds to demonstrate .
' . intwo branch libraries the.effectiveness of offering-I & R Services to s y
' fhe neighborhood A second year continuation permitted the’ project's ,
+’  extension through June 30, 1974, Dorothy Ann Turick, the Natjonal =/
* Project Officer fI:om the Cleveland Publie Library, wrote the Pin(al /
Report at the conclusmn ,of the grant period‘ ‘The'evaluative study - -
of the proJect was conducted by Hardy Pranklin of Rutgers Universi
and WiLliam F. Summers Ir. of the University of South Carolina. J

AX

that the Nati,onal Office would’ move to Houston from Cleveland/ It K

report and evaluative” study s}iould be made by an outsi
pendent authority.' Because of-his broad experience a
area of information transfer, the consortium chose Th
from the Dreke I University, Graduate’ School of Libr
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the results but in no case,waS' the basic commitment of each diminished.’
It would be a mistake to judge an individual Mbrary's effectlveness
against another's in the project because of the w1de1y varying situations
“on the local scene . Whereone library had a year's lead time.on the
project and had bhetter insight into the problems of adequate informa-
tion preparation, others brought & uniqu’e vitality or approach to the «°
effort or a technical know-how which benefited the others. Each o
library contributed to the overall success of the project. It was .an
‘unusual experience where new ground was traveled successfully mamly
because of experienceé learned through mutual effort . .
The prOJect was not inte nded to offer research in the field but rather
L clearly to de monstrate that the urban branch library is umquely situ=-
¥ ated and equipped ﬁptbfffde information and referral services. The.
‘%pro;ect experlenc Shewn that the ublic 11brary can provide ef-
fective 1nfd?mat1c§n and refefral ser'\i'lc:qV ‘Mthln its existing organiza-
tional framework and without introducmg soph1st1cated and expensive
v techniques that other progra/s had shown. The methods used in each
city could be easily replicated’in most publlc library situations, Al-
though the project target neighborhoods were disadvantaged, it could’
4 be effective in the opp &ite situation as well as participants in the
‘  project have already sown by extending the service into all branches

Each library has experienced obstacles but certainly each library'is
viewed locally in a stronger light because each has proven itself to

be a part, perhaps for the first time.,, of the total local scene and the

. _brogram acted as a-catalyst for the,local system to bring.it new
‘vitality and purpose. Many have s&id the public library today is in
jeopardy. This project experience has shown the importance of
offering services, that are in response. to real user needs rather than
creating or continuing Services which‘are no longer valid, It is a local
answer to a local problem. a

- . . ©

. . David M. Henington, Director
Houston Public Library
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: T ., history ofI & Ris not very long, we wouéd expect e COncepts and
- M- ‘!languagd.assocfated with I & R to be rather unstable) That is indéed
N *  the case. Therefore some clarification 'is in order beiore beginning
to analyze the NIC pro;ect . , ' . \ DL f
dugl in touch

- : . a 2o

The- essentxal 90al ofI & R serv1ce is to put- the indivi
“'with the', servrce,, act1vlty, information or adv1ce that will satisfy’

any of his everyday needs. (Hereafter rather than ré,peat\ ;'serv1ce . .

, activity, lnformatlon or. advice° " we will refdr to them collectively
X . -a resources" or ‘"resource ") The service is desrl_gned to ring the
A o indlvidual into contact with a ‘needed; resgurce ~-- some t1mes in person,
; more frequently by«Way of telephone ~-sor to, givée him enough informa-
tion so that he can make contact on hlS own. o . \
) I P ). ,»i‘ . \\'

‘ Typtcallyl 1& R’consmts of a live . 1nd1v1duallzed Ies ponse to an
. 1nd1v1dua1 s mquiry.' 'Eyen though they may be considered legltlmate
o ‘adjuncts to 1 & R service, the distribution of directories, biblio-

L g aph1es _pamplilets or other pnnted matter and the provision of
" actugl’services or commodit1es do not lje at the heart of I & R.

over, while it may be- argued thét»the prows1on of 1nformatlo is a .
) : functxon of lxbranes;andmater&a‘fs centem ‘as well as 1 & RAgencies,
R thére is & fundame ntal dlfference' . theo lnformation servicg’in librarie
and fnaterials centers is overwhelnungly document bas
staff rely primarily on publlshed sources ‘of informati '

4

_trieved from those/ documents A major characteri tic of an I

. ‘ agency is that it ordinarily draws on an unpubl:/hed,
o . store of datafn rasponding to.inquiries., That store may
‘jfile a notebook or: the memory of the staff, "While, the

ot -

changing
a c¢ard.-

I & R. Intens_g \ : o .

P -
. . !

nwv‘g\\;‘ ) . ’ ’ V.

Wha;t is Jpracticed under the rame of "I & R" can \/ary greatly. The - \ B
range -of servioes offexed can include any orsall-6f the following. s o \ <
~;. - Steering. (Giving information about, whe to gor for a se rvice . ! \ .
. . actlvit,y, infqrmation or advice (that t ' a resource), and/or . BERY

. inform,atlon about how to secure ‘them &
rReferring. Makipg ‘contact-with a. resoluirce -on behalf of the - -
N < client.r lllis ¢an.include beinging the client: into contact with ~. .. . "™
'+ “adispenser of the éséurce in your/presence, or paving the A

. »way for the client priorito actual iavolvement, ]1 The under- . !
R Iying’ purpose is to facilitate the lient's acceSs to the needed
KA . / “Weim
R s o~ 7 - 1. t T c
. R S N 6 - -




resource by art1culat1ng the client s.needs and interpreting
S .- «° +_  the.activities, eligibility requirements etc. of. the dispenser
B L of thé resource. - ‘
, \ = Counseling. A form of advice | ' sometimes entailing dee proping
) of. the client's personal problems empathetic listening, and “
* ‘_,' ’ ’ advising on solutions to complex. personal problems., .
‘ 7 ~ Advising. Pr%ding the client w1th-1udgments about the re~ R "
sources availa,ble, in prder to speed the &lie nt's .selection /
of the proper resource or dispenser. . N
- Advpcacgy. Assuming a. p051tion as champidn of thé client's /
RS * ‘needs‘and rights, and worRing to sat1sfy those needs and T
) g secure those rtghts for the'client: It may nelessitate ad o/
» nt : ing an advérsary posture, vis-a-vis the relevant dispensers. ) i
' - Sbcial reporting. Providing feedback to dispensers “their ° ] > Y
governors or the public on the. effectiveness of Somal ¢ , ' .
) services, as gleaned from the process of steermg and \ |
% referrals \This particular, act1v1ty can range from the more *
AT neutral (disclosure of statistics about the success of
' . . referrals), to the politically 1nf1ammable (cr1t1c of individual
N service s) ¢~ -
/ ' ) - Follow~through. A.rather nebulous concept, 1mply1ng that the -
/ - N * I & R worker takes whatever steps are deemed neces; ry to
co bé reasonably sure tiat the client is beéihg steered or

o referred to the proper resource, - =-:=—&f—
- - Follow=-up. ASCertaininqwhether-opnot client has actually
" received what ht needed gubsequent to being stgered or .
_ _ - referred to a resource. . S \
T - Escort. Providing the client with transportation to the needed o
~. , ~ Tresource. When offered, it is usually limited to_the elderly, .
3 . extremely indigent or handicapped. S .
- Casefinding and "outreach." Promoting the,I1 & R serv1ce to
* thevtarget group population apd soliciting inquiries ‘and;
N determining their I & R needs. ’ [ - .. _ _
- hd o <
The relationships among I & R activities cf n be seen in the diagramm ' .
below. Steering, Referring, and Counselirg are the three basic I & R .
services. The remaining activitiés can bei viewed as levels of service
. _ that qualify.or enhance each of the basic services, depending upon. _
0 " -the m/tlination of staff of the particularI & R agency. - PREEE

%

u ' Steering | ' v

. ‘Advice .
cel e Advocacy . YL .l
: ’ : Follow-i,tthxighq ) - ]
. . Foldow=tp . S S,
‘ RN 83@!@1 Repor-ting\ i N/. .o i : ’




' *
Escort -,

‘ . . C.asefinding/Qﬁtreach ’ /-\
/° _Counséling ° " - S . Referring :

Of course’, 1. & R activitiés vary in the way i which they are
delivered, too. ‘It hardly needs to be said that they can be applied-

- with anythinb from _zea] to apathy, from Whole~hearted dedication
to the plight of the client to perfunctorY lip service!

-~ ’ 3

. -

1&R: Scope . Lo~
. -\

~

I & R services'vary in their: intended scope, as well as in'their *
intensity. They may be'limited o a specifi‘c topic, such as social
security or drug abuse; to a target group, such as the aging, the
poor, or adolescents; to a geographic area, such as ‘the (so~¢alled
odel Cities impact areas, or specific regions within a state’. Some

24§< R servioes purport to be omnibus agencies, covering all popula-
tion groups and a vast range of top1cs within a particular geographic
area, Examples of\ omnibug I & R agencies can be found in some

. municipal health and welfare councils, mayor's mformation offices,
and sometimes inp biic librarles.

T yoE -

It is safe to say ‘that|the vast majority of I & R services focus on

“disadvantaged targe populations of one kind or another. The aging

, and -the urbdn poor arc the two groups\ most frequently served. I & R

-/ service is rare ly _dh'ected specifically at midd¥ class, affluent,,
rural or suburban populations. Even if the disadvantaged are not
spec1t1cally singled out as the target of an I & R service, they are,
frequently the de facto recipients.of it, inasmuch a§ (1) most1 & R
services are cehtralIy concerned with directing clients to social
serviges that are de'signed to ‘aid the disadvantaged, (2) the dis=
advantaged to a greater degree than other groups in the general

. bopulation, lack kmewledge-about the resources in society that can
hblp themi cope with life, and therefore they appear'to have a greater
need for being directed to these resources, ‘and (3) the disadvantaged
often have fewer of the skills that facilitate their identifying, con-
tacting, and securing service {{om the dispensers.

-
\

‘_‘._;___,_,—1—————’—"’
- Problems vs. Opportunities -

- -

I is Hkely that'most I & R services were originally desi’gned to
solve. -problems‘among the Slient group, as opposed tQ increasing
their accgss to J)portunities. The line between problems and
opportunities is.a fine one at best. However, to t;he exfent that
‘1 & R has beeh problem-oriented this orientation may have been
o ""nnportant ip pre-detérmining who the clients WOuld be, and which




- . .. .
-t ' \ . 4 o A
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! . L resources clients would be most frequently referred or steered to. L

Thus P&R may have become established as a generally IOWer-c‘lass

service, associated with welfare, crises, and Ja disadvantaged

R style of life. The general populaticm may §ee “"Howtdo I get my

A ‘welfare benefits increased?" as a legitimats err;and onanl & R
service~ they may view "Where can I find an gdvanced pottéry course ,

o free" as an 1mproper demand . 7d N

(.‘i -

» Resource File e ) o s .
"; AnI & R service usually revolves around a d réctory, or n{asource
file, of-agencies, organizations, of individyals® (dispensers) who
) can provide ‘the seryices, activities, inform tion or advice (that
s, resources») that the clients need. The resource file is usually R
. either a published directory, a data Base aciccessmle through a
) computer terminal or a file of cards.\In fact, it may be a combina-" .
- tion of thesé,

«
N - ) . R4

-

-_ - of activities, either brief or detailed the ame of a contact person co T

v base on some o_utside saurce , ssuch as g health and welfare qouncil,
.pldnning group, or city departme nt, ’ :

¢
“

e m
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v ) II. THE PUBLJC LIBRARY'S POTENTIAL FORI-& R.
. V * v Lr'e
A rationale for proyiding I & R tl'uéough the public library has been
. developed i other publications Drawing from ex1st1ng ,
literature and from observations during, thé course of visits to the
five NIC cities, we can compose_a list of characteristics of ‘the
public Hbrary that make it a pote ntially desirable . site forI & R°
. ~ service, vis-a-vis other existing or as.yet undeveloped agencies,
- It would robably be most beneficial for the develgpment of ‘both .
. public libraries and I & R services if the followin agsertations ‘
were. t&l7en as hypotheses that require further testing.. ) .

'

-

l Librarians and library ass1stants are skilled in gathering, \
organizing, and retrzevmg information. Thetr greatest strength lies *
. in orgamzing and retrievmg. For the most part, moving into the
) community to collect information about the wide range of available
\ " resources is not part of their formal trafning, nor is it a standard
aspiration, This implies the -need for altering both the store of
1 skills and the prevailing attitude among librarians. - C .
2, Through.a system of carefully placed branches, libraries are
the most widely dispersed -- and therefore potentially community-
specific -~ municipal agency, pther than the police and fire depart-
‘ ments, As well, the library is often open many hours,. ihcluding
. . evenings and week=-ends, -

[V

3. In addition, the fact that each neighborhood branch is a
formal part of a city-wide systém offers the potential ofrapid system- .
- wide communication, uniform levels of training and.service-through= ’ v
out the city,-and a larger base of support (in terms of staff; space, )
and money) than a single branch would afford. .
4, The public library is dedicated to serving its, total public, To
o the extent that the public library is- concerned with reaching all] its
wcenstituency, itmight find promise in a:service like I & R, which
has the poténtial of reachmg currently unreached groupg,._,,p T

- * . I 5. The publie library is one of the ‘most neutral service agencies T
in virtually any town or city in the countrys This characteristic '

s ehhances its position when dealing with agencies that cover a broad { .
spectrum of political, cultural &nd 1deolo\;ical orientations,

‘ - 6. The public library is rich in some of the resources that can

aid in satisfying people's needs. The book and non-book materials. .

*already in libraries is an important source of information that can - . ' f

E-Y .

supplement the I & R resource file, . <N
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IIl. THE NEIGHBORHOOD INFORMATION CENTER PROJECT

-~

In July, 19 2 the Office of Education, Divis1on of Lib{ary Programs,
began funding a consortium ‘of five metropolitan public libraries:
Atlanta, Cleveland, Detroit, Houston and Queens Borough, The
consortium was planned as a one~year project. Its original purpose
was "to research the feasibility of the branch library as a neighbor-
hood information center, and to’Present an 1mplementation 'plan'*for

. establishing a demonstration center ih each city." Its major
"objectives were "to demonstrate to neighborhood residents and the
community at large that the urban public library can be .aw~ital force
in daily living, will pro\lide free information,rwill refer re sidents to
‘additional sources for information and assistance, and that the
library can adapt itself i Adn-traditional ways to meet the needs of
those who'have not previously used public library servmes and have
neither experience, nor knowledge of the role a public library can
play in the daily life of the re51dents of the community;" and "to
‘provide survival infermation or referral information assistance to
people: who may‘ be in lower income brackets. . .who may have little
or limited education. leo o X

The “consortium *provided a fo.rum for discussion and exchange of
ddeas, .Each of the cities remajned largely autonomous in its own

. execution of the project's missions. Initially, Cleveland.Public

. Library was to monitor and facilitate the project. In July 1974, °

. 'Houston was assigned this role, - g ,

°

The project consisted of three phases.’ In Phase I, each city undér-

. took'a feas1bility study to assess its communities’ information needs,
availability of information, established I & R services, the library's
desired role in providing I & R services and the readiness of the
library- to assume that role. :

-3 . . &
In Phase II, the coordinating city was charged with developing broad
criteria and guidelines for implementing ne ighborhood information*
centers. . o , .
In Phase III, actual implementation took place. Each city was charged .
with establishing neighborhood information centers in its library
branches., Originglly, this phase was to run for six months., Sub- "
sequent extensions of federal funding permitted this phase to.con- - — — ———
tinue £t an additionaI two years so that the period of impleme ntation
for some citits totalgd 2-1/2 ye ars, Funding terminated’ on June 30
1975, .

R

The following report will concentrate on the current state of imple~
mentation of I'& R service in the five city libraries, and the lessons . -
" that canbe learned and the questions that the experience has raised.

. , ¢ ’
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" IV.. DATA COLLECTION METHODS ; IR e

"Data" for this surrimary evaluation were collected in several dis-
~tinct ways: personal visits to the five cities and interviews with °
C o~ selected/staff members; existing narrative reports, minutes and ‘
evaluations; existing statistical reports; interviews of clients; and ° *
que stioﬁnaires sent to resource agencies, : v

o - N ’

Visits' to the Pive, Cities . ‘ _ , o

y n

. - t

See Appendix A for the list of sites visited and persons inte‘rviewéd.a A

. Interviews of NIC clients .o L W ,
L - . R
In an effort to collect some data about users of the NIC setvices, Coo
each city was instructed to conduct very brief structured interviews  *
with every other NIC client during two weeks in late March and el
early April, The interview form was pretested in Houstgn prior, to er T
application’in all five cities. The interview form and the, instruc- '

tions for interviewmg are reproduced in Appendixes B and C. o

[

iestionnaims €o Resource Agencies

The primary purposes of que stioning the ‘resource agencie's about

NICrrelated seriices wereto (1) establish the exteht to which other

service agencles ¥new of the 2 existence of NIC service, and (2) to

uncover. théir feelings about general I & R services.in the city. The.
"‘questiormaire was prefested in Houston. In Appendix E, F and G a
can be found the sample cover letter that each city sent out with its
questionnaires the questionnaire itself and instructions for .

administeémg it. - o~

% . N ™
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A THE FIVE CITIES:.THEIR NIC EXPERIENCES |

“ wb 4 ’ A
o-*‘

" In the following pages each city is described and evaluated separately.
Then follow summary observations, -~ :

ATLANTA< PUBLIC LIBRARY

1

Sérvice’ Objectives

- - —

|

The concept of the NIC that" emerges from the Atlanta Public Library
is a diffused and sometimes confusing one . The point of most

3 frequent agreement from 1nd1v1dua1 torindividual, 'top administration
to service personnel, is that the NIC was established to help people
get to the resources they need for coping with everyday life. Some
“.branth staff view this as a serv1ce primarily for disadvantaged
clieats; others feel that the service should be just as valuable to
middle clasg or affluent constituencies, Séme branch staff consider-

i advocacy to be a natural part of the service; others do not, Some
try to provide é"i‘scort servf ce, using their'own cars and gasoline;

others do not offer the service., \ ‘o

-~

'v

- Certain services that are outside the realm of pure information dis-~
semination are offered as NIC Serv1ces' voter registration is con- .
ducted in each branch; one person in each branch is certified as a
notary public; and an Adult Reading Development program has beenr *

\ offered from time to time. The first two services are frequently,\s% o
{"*but not universally, held by those interv1ewed to be bonafide com- ¥ S
ponents of the NIC program, Adult Reading Development was rarely ‘

entioned as an NIC act1v1ty. )

L ' a
. P
.

-

In some ways, the .concept of the NIC becomes more dmsed at the
“"very top .of the library system“Athan at the point of middle management.
'The Government Information- Ce"ffter,”,a repository. of federal and city
documents, is tonsidered by a num ‘fE the top administration'to
be a NIC activity. In fact; the central NIC and the Gavernment
Information Center are housed in the same roomg However, the
central NIC and® the Government Information"'Center staff see the ir.
serv1ces as only loosely related to each other. b

'Ihis dichotomy 41 the&ebn%t of NIC held by the upper, administra- ’
tion as opposed to the service staffis a function of an expanded
view of the Library's information-related objectives held by“some

of the top administrators.. The director of the library, particularly,
Sees the Lfbrary as the central information utility for the city of -
Btlanta, He envisions a strong infgrmation service that will gather
and disseminate information needed by citizens, politicians, and
¢ityplanners on the services, demographics, activities, and human

- -
o
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- A

resources of Atlanta., There are several parts planned for this

omnibus mformation function: .the Government Information Center, -

the Telephone Ready Reference (a more ‘or less standard book-based
information-activity), NIC, and two developing activities: the.
Integrated Information ‘System,and the Educational Options-Pile ..
The Integrated Information System consists of two parts.' The first
will be a compendium of ne ighborhood profiles deve loped from data
gathered by the library and other municipal agencies. The' second
is called the Citizens Part1cipation Information System, cornsisting
of a roster of neighborhood organizations throughout Atlanta, It is
intended that both these files will be computerize'd and will be
- accessible only through a- term1na1 in Atlanta Public Library's
central facility.

N N

The Educational Options File will be a computerized file of fofmal
and informal continuing educ%tlonal opportunities,

v

The d1rector particularly, sees the NIC as only a small part of
"the whole package of information ices that the library is aspir=
ing to provide, It did Hot appgr, however, that this particular
vision-is' shared by his\de

Siteg s T,
o . i
Pull-fledged NIC service is located in the central library and in the
Kirkwood and South branches., Both branches serve predomin.ately
black, low-income neighborhoods. The resources for answefing NIC ;
questions have been sent to all branches’in the system thus extend«-.
ing the gotenf.ia for NIC service to every part of the city, from im-
poverished to affluent. ’ .
ey . ; )
- Community Involve-‘ment o ) : ) ..
soutbrimmmes hav °
Both Kirkwood and Soutli*branches have community boards that advise
them on program planning, including the NIC., South's board is.
especiayyzactiveJ
advice on NIC m

tters for the rest of the. library system.

.o - . . -
£

Publicity ' ' - | ‘ <

"Publicity has’ consisted of flyers posters, newSpaper ads, and radio.
and television sgot announcements- Tﬁe level of publicity is con-
sidered "modest' by most o li)ose spoken to, Personal contacts by
the branch staff rovide ano/l‘["ler source of publicity. This varies
considerably, of

course, fyom branch to branch, , : .

.

e
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ere appears to be no formal means of community
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NIC in the Cantext of Other Library Services,

~

From all’ appearances, the NIC program i(as not caused much dis-
placement in the library systemas a whole, While it is obvious «
that a gertain amount of effort has’ gone into"its development, it is
~¢ also obvious" that the NIC program, per se, has net refocussed the
efforts of the total library staff in any significant-way. It seems
that, with the exception of the &rkwood and South branches (the
original NIC locations), NIC seWice ‘remains low on the listof
branch priorities, ‘ o

v N hd

e,

~ W

.The lack of vigor and unity surrounding APL’s NIC: program.can be .
explained by a number of possible conditidns: (l) the idea of I & R
is repugnant to the service staff; (2) without strong commitment to
NIC from top management, staff is unwilling to gamble on commit-
ting themselves; (3) the staff members hold differing views of what
"NIC"'is, because of the lack of clear definitions system-wide. It
appears “that all of these cond1t1bns come intorplay, to one degree
o)y another. . -

.....,~

-

Outside -of the staff wotking'in the central NIC office, one of the top
system administrators and the branch librarians &t the Kirkwood and
South Rranches, no one who was interviewed. suggested that the NIC:
activities were a very high priority for the ;,ibrary. There*was no *
suggestion by top management that NIC activities be absorbed into
the regular Library budget when federal funding ends; and both branch
and administrative ‘personnel (other than the NIC-designated staff)
seemed to spend far léss of their time on NIC activ1ties than on any
other single service activity. - : .

The NIC program £3r those outside the central NIC and the two full-
fledged NIC branches, remains a’foreign and nebulous thing. The
-librarian who, was inclined in the past to provide I & R service con=- -
-tinues to do so; the one'who was not so inclined has probably not

. ¢hanged significantly, .The immediate impact of the .NIC program
has been limited to the two full-fledged branghes, Kirkwood and
South. There, NIC service is fAirly closely integrated with other
library service and seems to be an important activity. This is most
Iikely attributable to the special c0mmitment of their respective
“branch staffss : ) . .
NIG staffing =~ .. . S ‘ .

o

The responsibility far NIC services in each branch rests with the
branch librarian. He or she may designate someone else to oversee.

.day to day operations, | . o
. ’ . S

»
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"+ the NIC project was first launched.'

as NIC staff members in the branches and at central., , .\
LTI } c . N '\
System wide , staff- training has been limited to those inv lved in the \‘

two original NIC branches and the central NIC, The trai ing consumed ;'\
approximately 1/2 day for each staff member. In additigh, 1 person |

\ ’ N A

Related to the NlC activities, /eight paraprofessionals under the ’: 4

* Model Cities program were trained intensively for.eight weeké by P
outside I' & R specialists. T;ey were concerned primarily with such - Lo

e

offtces and s»taff rooms are avaiIable for this purpose. . o ;

i i,

~ ‘\ . e

wv‘}.l" N

Theoretically, the foundation qf the service is the Rolodex file -that + Co
exists in every branch. It consists of 5 by 8 cards arranged by sub= | . -
ject:. The Rolodex is maintained by the céntral NIC.*There, new. . .
information is duplicated on Rolodex Gards and sent out't6 the .
branches. The file was prig{nally based orr the Directory of Com- _'

- munity Services, published by the Community Colincil of-the Attanta  *
Area, Incy "Additions to’the file and updating of entries are now the- =
responsibility of the Atlanta Public Library. " The actual use of thety -~
Rolodex file varies cons1derably. t best, it is used.irt moderation,

Some branches claim to have never-uséd it; rather; they claim to )
prefer their own home-spun community resource file, or the old .- s
Directory of Community Services or "what's in-my head."

ot

N
Rr

2
L)

Ad minis tration ’ ' ﬁ?“":‘ -

The style of administering NIC activities'is essentially laissez-
faire, from bran¢h to-branch. The branch librarians are given great
autonomy in defining, promoting and delivering NIC services.’

At the highest administrative level, there is some uncertainty as. to

‘where the responsibility-for NIC activities lies, This uncertainty T
is-apparent among some of the upper administration and some branch

personnel, alike, Officially, the library director is responsible for
"coordinatinig the NIC project; the Administrative Coordinator is in

charge*of statistics compilation and voter registration activities.

r ! - a IS . .
/ <.
. . N
v rra . > .
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above. This file ~- which/will'soon be computerized - w111 provide
demographic pro, i1es of tlanta s communities and a detailed roster

., Planning co tinues the development of a (perhaps) comﬁuterized
1 and informal continuing educational opportunities the
1 Options File, . N o

/g - - - -

Atlant&d's Departme nt of Community and Human Development is q-

—

ope now, arid one is planned for the near future., These agencies
‘contain branch libraries, along with other city services. NIGC
tivities are intended to be a’ major strength in these library out-"
fets. . . s
Y, .

There/are no concrete plans for the future of the NIC' S. Thejlibrary

adrmnistﬁation ho;ges that the city will pick up the funding.of thenfevﬁ‘l
f‘sta f positions now being carried by federal “funds. . , ~-;“ -

<.

Plans for the More Distaqt E'uture

/The long-term hope is that the Atlanta Pubiic Library‘ will become the .
single most important source of information for the citizens and
community leaders of Atlanta. . : ;

’

Ty

Evaluation -, .

+
. &

Atlanta's strengths in the NIC Project, compared with some of the
other cities, are few., The major asset is the,vision of the NIC as
- , a small part of a very wide-ranging information utility in the. Public
Library, yet this vision appears not to have been communicated much
beyond the director s office,
.  Several conditions at APL db pot augur well for the future of NIC in
? Atlanta. First, the comnitments of top management -- particularly
the director -- are fairly divided among traditional, new (current),
P and new (future) activities. The focussing of money, time and spirit
that is necessary to.nurture a: fairly revolutionary change (as I & R
4R public libraries is) is absent, A strong commitment to the concept
% of NIC would have probably been évidenced in the Library s publicity,
staff orientation and continual training, clarity of purpose anc?l gen-
eral staff enthusiasm == none of which were strong.

1
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CLEVELAND PUBLIC LIBRARY' * ’ /l
‘ ' ‘ Load )

. Service Objectives

k]

¢

Unlike the other cities, Cleveland's NIC service objectives have
changed substantially over.the course of the three years. While 7
the project has been constantly viewed as a link between the
citizen's need and the resources that can satisfy his need, the

. posture of that link has changed. Before Iuly 1974, 'the service con-
sisted of-a high proportion of referral, a substantial amount of advo-
cacy, occasional purchasing of bus tickets oyt of NIC funds for /
clients in need, and a goal of 100%,/followup with- both agencies and

clients. These activities were supplemented by the s1mp1est form of
- serv1ce steering.

3

' Between July 1974 and January 1975, a hiatus occurred. .During the
first part of the period NIC activities were curtailed, pending the
release of the third year's.NIC funds from the Office of Education,
During the latter part of .the period, staff at the central Hbrary beg%_\’“
. a compnehenswe updating of the system-wide NlefileS° branch.NIC's ™
/were still dormant awaiting the completion of the updating,
- ‘
Since January 1975, when the files were ready and NIC service was .
made available in all the branches of the system, it has been

significantly different in posture than it was in the original three :

NIC branches, . In essence it is now a.centrally maintained! directory
of resources in the greater Cleveland area. , The directory is used by
library staff to steer. clients to the -agencies that fit their needs, The
service does not include any significant amounts of referral, counsel-
1ng, advocacy, follow-through or follow-up. As is currently con-

. ceived the service closely resembles classical book based directory
* service, with the exception that (1) instead of prov1d'fng information .
out of published directories, the staff provides the information out of
a directory that is maintained in-house; (2) the directory is oriented
toward h€lping people cope, ‘with their everyday problems, and (3) on
rare occasions follow-up will be made,

Also included under NiC activities is a voter registration program,
now under way i all btanches of the’ system.

Sites i ’

“ .
" Before I\uly\l 74, NIé service was offered at the_]_ejgggoriLJSouth and
_Langston Hu hes brhnches . The communities in which these branches

are located are lo‘Ater-m"iddle class and poor neighborhoods, in keep-
ing with the original intention to provide NIC service to citizens who
are disadvantaged and who are not regular library users.,

7 |

Residents

r'




‘radio and television spot announcemen
-ments in church bulletins, and word-o mouth &

- of the neighborhoods vary from Eastem European, to Appalachian

immigrants, to poor urban‘blacks.” Two of the branches, -- ]effe¥$on
and Langstoﬁ Hughes -=- are béing considered for closmg n the riear .
future;. bookcirculation in these branches has begn plummnting ove,r
the past several years and is currently very low. Al

W'
el

Since j[anuary 1975 all branches have, received a copy of " up-
dated resource file, and are thereby empowered to offer NIC servj.ce .

(As an additional extension of NIC setvice, CPL has pro 1ded resource
files, along with continual updating service, to a11 the'¢ight other

'hbrary systems in Cuyahoga County. These systems h ve a1so been |

'

munities." Currently, there are Ino community groups actively concemed
with the NIC program, / . S - ' <

. ] ’ .5,. M
Publicity LS

Before July 1974, publicity consisted;/of
» bosters, flyers, announce-

ol o

L 4 L ’
Since July 1974, publicity has beén gparse, Sgs'tem-wide, the only
promotional effort has been the ?'fo frction of & flyer-announcing thés
NIC pfogram, distributed primarily/within thé branches. As well,
«Jdndividual branches have und en some advertisement of NIC
service- through neighborhood church bulletins, local papers and
community meetings. There are concrete p1ans for additional
publicity -- new pasters, handouts, public service announcements
through the media, and bus p1acards -- but the production and dis-
tribution of these items has been awaiting the release of NIC funds
from Houston,
- . . 4 '

NIC in the context of other library sérvices ©- )

N SIS = . . , <
When the NIC pregram underwent its donversion from a less conven-
tional to a more,conventional kind of program, its relationship to the
total libz‘ary proFram changed as well, : .

v

N

zvspaper feature articles, |
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, Orig’ina)l»fﬁ\’l}\service WAS méint’a}ine_d within the three NIC R v
branches ds-a Wholly autanomous services; . It was staffed by 'newly-
hired community aides and was housed in specially constructed
cubicles within the branches. Thé NIC staff were responsible to the
chief of the Department gf Ugban S“erv,ice's, not_their respective
branch librarians., Moreover, they operated under a loosér code of

.

conduct and a higher salary scale than the ,regulaf' library staff, -

It appears that the two services -- traditional library service and
the NIC -< were purposefully disintegrated. There was_ample .
evidence of disintegration: lack of communication between the two °

, staffs, bitterness over differential) salaries and codées of conduct, ’
and quite naturélly, lack of suppdrt or understa'hding of the NIC
program by the non-NIC staff. ' -

. . . y .

After quy 1974, the differentiation between NIC and other staff was
dissolved. Regular library staff is now responsible for the branch

' "NIC, and the"service_e is being offered from the régglar service
points (primarily, the adult reference de sk). - .

, ‘

The NIC program in Cleveland ranks high among the priorities of a
few staff of the Cleveland Public Library -- notably the staff who
have been most intimately attached to its development over the past. -
~ three yeags'. It'could be said, though, 'that neither the concept nor T
- the objecftives of NIC service are warmly embraced by the library
staff as a whole. At virtually every level, the staff interviewed
- expressed interest in the idea of NIC and willingness to do a little
extra in order to provide a new service., However, it is obvious -
-that top managers by and large view NIC service as an objective
secondary to the traditional library activities., It does not appear
likely that they.will redirect any significant resources to NIC
activities, heyond the possible continuation of a small office to
maintain a central NIC resource’ file. The middle mandgement and
“service staff who were interviewed appear to reflect the lack of . %
strong endorsement from above. They are willing to do something ) ’
new, but they are not willing to do anything that will displace the
ttaditional services and activities: several staff ‘expressed concern
’ovér being cast in the role of "social workers. " :

-

- ! .

NIC staffing ~ .

. - .

«
hd

Currently, the branch librarian is rdsponsible for overseeing NIC
activities within each branch. The reqular non-clerical public
service staff provide NIC service. Most branch librarians. have -
received an introduction to the use of the NIC resource file; in_
addition, most of them attend a system-wide meeting with a social
service agency representative, one a month. Branch librarians are

, 20 . q
18 ; L |
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expected to .train ‘their own staffs. The central NIC service is pro-
vided by the librarian who is in charge of the central NIC office o

.
3

Delive ru)LService

Y.
N .

. NIC service is available in every branch and the central library, by~

phone or in person. There is no capabi far three-way phone con- _
wersations. Each branch has been a%ikfo limit its outgoing calls

to about 225 per month, _ w ‘ '

N .
A single resource #ile serve§sall NIC outlets:, %A copy of that file is
located in every branch, at the central branch office, at two depart-
me nts. of the main library and in all public libraries in Cuyahoga
County. ) ,
1% -} iy v -

The central office is charged with developing the resource file Some
assistance is received from the branches in the form,of feedback; but
the branch staff carries no formal responsibility for maintaining the
re source file , except for adding and deleting the cards at the direction
of the central office. The file consists of 3 by § cards,’ ordered in
two ways: first, by subject, with a givén entry répeated as many
times as necessary under appropriate 'subjects; second, alphabetically
by agency name, As of April 1975, the file contains over 750 erntries
representing agencies, service outlets$ information sources, and
some commercial enterprises (for example, used clothing) in greater
Cleveland

Adminis tration

/

Since July 1974, when the concept of NIC was expanded to encompass
the whole library system, the Department of Branches has overseen
the system-wide development of the NIC. The director of the'Depart-
ment of Branches has delegated most of the NIC management activities
to the central NIC office, which cons1$.tswoinne»professional librarian
and one clerk, 4The% charged’ with updating and expandmg the
resource file; pl‘oviding new cards to all branches, ready for filing;
planning training events; producing brochures, and prov1ding central
NIC service. .

A very brief backggound of the library s administration may enhance
understanding of NIC service in Cleveland> The current director has
been on the job for only a half year, Preceding his arrival the library
was torn by a series of disputes among the library board and citizens;
and the director of the library and an administrative assistant -~ who
were, importantly, the Project Director and the Project Coordir7£tor

. for the national NIC Project -- resigned.. As one staff member/put it,
" Cleveland Public Library "had a nervous .breakdown, W /

li
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Activities on the Immediate ‘Horizon

- . T ‘: * . . .
A major competitor with the NIC service is the Federation for Com=

munity Planning's -Community Information Service (C1S). The NIC T

central office has made overtures to the managers of the CIS with S
! . ‘ regard to cooperating in file building. The real possibility of such s 7

cooperation seems to await CIS's updating of its own files. ' T e

' h L3

) - While the plans are not concrete giere is the desire (1) to expand

N the resource file to include more 'cSnsumer-related entries and 5
o " (2) to improve staff fraining. - @, ) \ e
e -Plans for the more Distant Future ' S A L
' \ : . ) . R ! L0
As far as could be determined, tlie plans for the future of the NIC L .
,are'very nebulods, There is a predominant feeding among the serv1ce o

staff and the administration that some ki*.nd of NIC activity will ton-
tinue; but there is. no- certainty about the level it will contihue at,

. Even the future of the small central NIC office is threatened.by. “ ‘ o
’ "~ impending fiscal crises. At.the present time, the best progno8is
ha would be for a weak and peripheral NIC service in Cleveland Public S,
. . Library. e . / > ) . .;, .
o Evaluation ' ' o ' .
<L Lo The strength in Cleveland s NIC program is primarily its resource

file. Since the fall of 1974 thé vast majority of epergy devoted to
NIC business has been focused on developing and maintaining a . . =
resource file that is broad in,coverage, accurate, current, and easy .
to use. The two people in the central NIC office who have been ‘
_resppnsible for this job have made impressive advancements:toward

: th1~s goal, - ] ‘ tk- N .
’ As with Atlanta, however, weaknesses outweigh strengths .Perhaps - AN
most important, there does not now exist a strong system-wide com- R

mitment -- either emotjonal or financial -~ to NIC by top manageme t.
" There appears, too, to he a need for considerable system-wide  or-"
) ientation and training in order to convey (1) a sense of enthusiasm for
- and commitment to the v@nture and (2) a consistent picture of what
NIC service is.* (Some staff:did not consider voter registration one
of the NI€ serviees, even thoudfi it is; some staff weré confused as
to what lengths they should go to.in responding to a client's query.) .

Publicity of Cleveland s NIC is far from vigorous. .This, coupled with
the lack of strong enddrsement from the top of the organization, may
; account for, very low volume éf NIiC transactions with the public.
Potential clients are unaware of the seryice, and-so do ndt ask for it.

. . \

-




. clined to promote it,

A more tangible weakness egists in the teléphone service available . )
in each branch. The mum I of outgoing ¢alls that each branch is- ,- ‘
allowed, under the isti y contract with the- telephone company, is ‘

quite limited. A number ¢f the=staff seem to be consciously restrain-

ing their telephoning, hile the Volume of NIC inquirtes currently

does not test the effects of such a limitation, it is clear that only a

modest influx of guerie that require return phone calls will«tax the

call-aut quotas The Anomaly of.such a l\imitation on a service that

> typically receiyes 90/ of its intake by phone and requires a sub-
stantial amouyit of re/turn calls to clients and calls to resource unjts, -
© s obvious. ) - .
o . )
-, It is clear that the Clevegland NIC p}ogram has little or no impact at
- *% - this time. Charges are in the making, and it may be tHat the im-

portance of NIQ will grow and that its 1mpact will eventually be felt

by Cleveland' sfres1dents if, however, the future of NIC consists

+ 7 merely of ma%tainmg acfivity at the current levels, it would be wise

e, to perform a simple analysis of the costs and outputs. For esample,
estimatmg th” t the cost of'mamtaining the central NIC affice is at
s Jleast $20,000 per year -- and ignoring other costs hidden in various
librarians' anpd clerks' energy throughout the system -- the monthly -
systemwide ntake of NIC questions would have to quadruple, with-
> . out additionpl expenditure, in order to bring the unit cost of NIC

queries down to $5 each; . . . -

- ‘ y vl : ¢ ] S~ :y' o
"t is possiljle that commitment to the NIC concept could grow and that }\
“ NIC servicgés would become an integral and important new dimension
of CPL's pfogri. However, considering the expressions of commit-
ment by the upper administration and the continuing erosion of the
library's scal strength, this is not-a likely turn of events in the

o ‘ foreseeab e future. \ S
L . o o .:}_:{ﬂ » . »—
R ET‘RQIT PUBLIC LIERARY - |
I
- Preface

Detroit Bublic Library's top administration f)‘egan talking about some |,
e kind of nformation and referral ‘service in Jul§ 1970; preliminary work
‘on s ch a service began early in 1971, NIC project funds did not
actus 11 commence until 18 months later, in July of 1972 “In early
1973/the I & R services'was expanded to all 31 branches in the system
and hefcentral library as well,

-~ . -
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Detroit's I & R service has been called TIP -~ The 1nformation Place -~

since its conception. In this report however, it will be referred to
as IINIC. "

Service -Obje ctives

x

&%

The magor_objective of NIC s\"e ice in Detroit appear to be consistent ”

throughout the system. It is conceived as a live directory to all the |
resources available in the city. ofthe\tate to the Detroit citizen,
From this directory, steering and referral’ service is provided

-

" The actial service that is delivered, however, varies considerably
from branch to branch Some where in the library system instances

can be found of extens1ve follov?*-up and neferrals and occasional
escort serv1ce advocacy and social reporting, Likew1se we could
identify at’least one branch in the” system whére very little referral and
follow-up service is offered and where escort, advocacy ard social’
reporting are pon-existent, It appears that these differences from
branch to branch have resulted from conscious decisions about the
needs of 'the specific constituencies of each branch and from the
abtual selvice demands brought to the branch by the NIC users,

While the| level of serv1ce undoubtedly varies with the commitment

of the individual branch librarian, differences from branch to branch’
do not seem to emanate from any confus1on about what TIP should or
~could be.| * . . . i
Some differences in serv1ce result from three branches' designation

as NIC demonstration branches. Their charge is to-experiment.with
new or expanded TIP services. The extent of their experimenting
varie's considerably. -Bowen is offering a very intensive kind of NIC
service. The staff there does some house. to housé canvassing -
handing: flyers% to res1dents and doing some case finding in the* proce'ss
About 50% of the time the staff actually-refers the client, and they
engage inrsome advocacy and social reporting. On the other hand,
Gray ig cu ently doing°®very little in the way of demonstrating ’
s1nce,:h’e ranch will soon be moving into a multi-service family
center t that point, they will begin experimenting with a new;. )
potentially. closer relationship with the other agencies An the cenb;r.

' At the-Lincoln branch the demonstration activities include a'series of

social service programs for senior citizens, high school equivale y

tablish strong“ relationships with the local police prec1nct and YMCA.
»NIC service is seen by most staff as primarily bénefiting the More g
disadvantaged people in Detroit. However, there is substantial
evidence in the Chaney branclr}that it can be of va).ue to middle-
class constituencies.; The success of the NIC in this middle~-class
community is probably attributable to beth the commitment and

e . - 2z %%
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’ diploma plasses ‘two days each week, and a concerted effort to es ~
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experi‘ence of the branch librarian, (She was one of the group-that
began the preliminary. work in 1971 and was previous ly attached to
Lincoln Branch, one of the ﬁirst branches with NIC service. )

Sites T < ’ et

-
»

NIC service -is availablte 4n all 29 branches and the central library,
, on both a phone and in-person basis. ' .

+ . *

S ] &

In Work Product III, submitted to the Research Officer for the national
NIC project in September 1972, the position of the Detrdit Public
Library on the subJect of community advisory groups was’ clearly laid
‘out, In brief Summary, it states that formal community advisory
groups are of little value,  at best, and at their worst, can deteriorate
into platforms for personal aggrandizement. 'The statement proposes
s that the most effective means of involv1ng the community in the plan-
ning and activities of the branch‘library is through other means, such
as community walks and frequent, informal contacts with key-individ-
. uals and groups in’the community.
. — ~ e . L
., To all appearances,. this statement has had the effect of policy, for
there is virtually no formal community advisory group that advises
on programming.or other activities in the Detroit Hbrary system. In-
volvement with the community, though is' quite strong in some areas |
of the city, by virtue of a number of activities, : :

Community walks have beerra part 'bf t!'ie'NIC program since the begin-
ning and are conducted by'all branches. They consist of branch staff
visiting the businesses and agencies in their catchment aréa, usually
along the major busine ss strips. The purpose is to sell the concept

. of NIC and other library‘services. Very incidentally, data for the °

-

a

\At some branchgs, there are extensiye efforts to attend mee tings of
* community organizations and agencies both to sell the idea of NIC
(and other library services) and to. understand better the nature of
local services and activitiés At least one branch (Bowen) engages
in canvassing -~ knocking on the doors of arbitrarily selected resi-
dences in the community, handing flyers to, the people who answer
the door, and talking about NIC. Occasionally actual NIC serviee
will be initiated during the canvassing, but the primary objective is.
to promote the new service .

A}
(%2

resource files may be collected on the walkss : L

[y

" Community Involvement * ‘ _ ‘ - . »
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As was reported by Pranklin and ‘Summers in an earlier report the
NIC was the focus of an intensive city-wideg publicity, campaign that
was donated by a Detroit advertising firm, Three hundred thousand
handbills and 100 posters, custom-tailored for each branch, were

" distributed throughout the city. Buses displayed over 1200 bus cards,
and- 15-billboards carried the NIC message. There were 30 twenty-
second telev1s1Qn spots, 7 telesv1sion news features, and 100 ten-
and ‘thirty- second radio spots. This publicity campaign was waged

. p’marily in the ﬁrs’% two years of NIC funding. While some publicity
continue$ to date the top administrtion of the 11brary acknowledges

!

p- . \g St 1%

“c

NIC ity ghe Conte>& of Other Library Se

Of all the five cities, the concept of NIC.s' best 1ntegrated into the
other library activities in Detroit. From the beginning, the top
administration (e speCIally the director and deputy director) were
strongly committed to the concept and implementation of the idea. -
They sought to make °it a reqular library activity, as indistinguish- .
able from other-library services as possipble. ‘During the early days
of NIC and continually reinforced into the presept this commitment

Publicity ‘ e \ -
. v . / A

«

__Was broadcast throughout the library system. It'was made clear z

th\t‘the NIC venture was “not merely an ephemeral project, but }ather
" a permanent expans1on of the library's m1ss1qn. . <

3
?

This levev} of c'ommitment is visible, for the most part, throughout
the-staff. Some staff who have been most resistant to thé idea have
left,” S#ill, it appears that there are some remaining in the system
with' a low-grade of resistance to the jgea of NIC. Yet the level of
commﬁnen to this s1gn1f1cant1y new kind of service is‘remarkably
high all thrgugh the system. NIC is seen by all service staff as’

the director's highe st priority. The service staff, too, consider NIC'
to be a very 1mportant service, Several of the branch librarians
1nterv'i<?vvea“‘é‘emed to be very strongly committed to the concept.
This is not to say that they did not see some prdblems with“the
management of various aspects of it; but on the whole sthey consider
NIC a vital part of the total package of libragy service. ;

NIC 'Staf'fing R '

- “
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In conformance With their objective of comple tely 1ntegrat1ng NIC into
. the other-tibrary awtiviti ies, NIC Service has been maintained by the

regular staff, with few exceptions. In some branches community aides.

e ¢ e

"have - ‘been hired.
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.
) T clerks and paraprofesslonals ) At Bowen and Gray community a1des,
—*)ust as all the staff are active in providing NIC serv1ce. \

At the central 11brary NIC service is not 1nte grated Vv;th other library
" Tactivities, Adistinct NIC staff is des1gnated Their sole respons1-

.
. :'

M «~ bility is to staff the NIC desk at the central library; no other central
’ =7 library staff provides the ‘service. The NIC staff consists of thnee

professional librarians, and one clerk. ' .

s

—
¢

ey : '
[ Also housed in the central Iibrary is the Clearinghouse, which pro=-
== vides major NIC support to.all the branches and to the central NIC
= ~desk. The four persons on this staff consist of one librarian and
- —=  three clérical workers. : ‘

-

At the pres&nt time, NIC funds gre belng expended on half of the
time of a li,g‘qanan and a community a;de at the Bowen branch, and ‘ s
——  half-of*thestinie of a- copmumty aide at Gray. L

= ,In each branch, the branch librarian is responsible for NIC service.
: - During the first two years of federa1 fund1ng, there was a 'relat1ve ly”
—— — high level of tra1n1ng related to NIC. An attempt was made to reach
- all professional service personnel.in the system with an introduétion
L " to the NIC idea and its i'mporta‘ ce, the technology upon which the
- - NIC is. built, and the technique d attitudes needed to provide
- e NIC service and maintdin commun1ty contact, During the past year
- there has been no purposeful training effort, system-wide. Some S5
branches do engage in their own training efforts, and al] branches
Aare free to call on the Clear1nghouse for advice and ass1stance in
T e any tra1n1ng needs. ‘ , . .

¢ . . -

"_"',,Deliverxét’*Sewice - . I

*---NIC service is offered by phone or in person,at'-every branch and”
=#-7"7 "7 at the central library, All branches have an extra phone line for = -
e - - NIC calls; however,. they can and do receive NIC inquiries on all
lines, The central NIC desk has several phone lines dedicated to .
o R NJC service alone. ~Ifls the central NIC number that has been ad=>
RS vertised as the system-wide source of the new service, Conse- N
M’J*’. quently, a number of queries that have the potential for being N
P answered at the ‘branch level afe-drawn to the central Jnumber. This
~ has the effect of magmfymg,,thq output of the central NIC while
L _ . diminishing the output of the branches, . . o Y, .
o ‘ ' *;y’;/ - '
Many branches have the capacity for three-~way conversat1ons among Mo
NIC worker the client and an’ agency. R . e




ey
v

=t

a- !:

The resource files for the whole system are developed Centrally in
the Clearirighouse., Ther,e are currently ‘in. thé central file over 1000
entries,. This same flle “on 3X5 cards, is duplicated in. every branch
and at the central=NIC branch Sorfie brénches have augménted their
les slightly with local entries that Aare not yet included in the.
o fi 131-NIC file . One. brancH’librarian/,\fe‘,Lt that such aLrgme.ntation
. was forbidden,;and expx%’ssed the wish-that it weren't, The develop~
ment of the resgurce files at Detroft illustrates more than in any other
NIC city the magititude ofsthe underta]ging ~the seemingly endless .
list of agen01es that rieéd to be contacted for the first time, and the
‘nged"'to pursue updatiig on a relq‘nt%ss schedu . After four yeari,
and working with a staff of e to tour people, several hundreds of
" candidate agencies have not been contacted and the updating of |

AR 2,

existing entries (by: phone) has fallen behind , * o

l BTt

Administration S e

Since June 1973 NIC service has been system-wide, offered in all ~
29 branches and at the central library. The branch librarians are

re sponsible £or the. service in the ir respective braf ches. They may
delegate supervision of NIC activities to another person, and other
branch staff are invariably involved in NIC work. At the central
NIC, there is a distinct NIC staff of four, people. The head of the
central NIC answers directly to the Associate Director for Public
.Services. - . PR <

= Lo )

Distinct from the-central NIC is the NIC Clearinghouse alsorhoused
in the central library. The Clearinghouse staff’has primary responsi&\

bility for maintaining the data base that forms the -resource files in

' the £ hes and at the Central library, “for initiating system-wide .

publi‘city, developing system-wide training programs and for

« ‘service back-up and Consult}ation to m&branches. The head of the

Clearing‘house answers di:ectly to the Associate Director for Public
Services., . ° . .

¢ -In a sense, Jhe funded NIC project is a~subset of Detroit's overall
NIC acttvity (Formally, %TIP")¢ Since WTIPY has pervadéd the,Detroit
Public Library system and appears to be relatively-well entrenched
the tHf‘eg~o ially desjgnated "NIC%‘I*anches have been charged. >

with experifienting with new information services. Two of the three

";s’* de signated bx*anches have staff paid for by federaMIC fundg"”

»

Ky

—,I”‘; . 1;;‘ .
System-wide the” Assistant'Directors for. Br‘anch Services carry
responsibility for NIC activities. Before 1975, the Deputy Director .

P a [¢ . »
-held this zespons‘ib’ility&@ o ot
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.the latter, more staff would permit additional training .

Y BMaluation

( substantial weaknesses in one or riore areas. -
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Plans for the Immédiate and ?i.ong-term Future

-y L Re .
The future of Detroit's NIC is promising.. That is, it will undoubtedly
continue to ex1st and, moreover, to be an integral part of Detroit's

library services), as long as the existing committed staff hold sway. .

The DPL staff 1s currently engaged in & renewed publicity campaign.
As well, branch files are being localized, so that each one includes
some local entries that are unique to that branch's file.

= ) \ . g *
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A number of other1 ide'as are being discussed. While there are no
concrete plans for'their 1mplementation, the ideas may. result in
courses of action:

-

1. Adding staff at the ‘central NIC and’the Tinghouse. In
system

personnel

2. Integrating Iimited NIC service into each df the ubject
departments at the central library. There would undoubfedly still
be a'need for a distinct central NIC operation, in ordey to fill the-
subject gaps that naturally exist among the departmen S. ?‘
3, Considering a way to switch some of the i
central library.back to the branches, in order to
more evenly,

stribute the load

By and large Detroit's NIC operation is strongest among the five

- cities. It has served as"a model for a nimber of public libraries \

that have moved in the direction of I & R sérvice. Libraries both
inside and outside the consortium have drawn on Detroit's ex-
perience in the development of their own NIC activities..

+ v
-

The only data that approximates a me asur'e of impact on the target '
constituency -- the statistics of use, ‘presented in the section on Ras

"' "Use and Users" --4ndicate that Detro‘?ft has had7far more impact

than any of the other cities. Previous evaluators’ and the current
evaluator have«consistently observed a high level of integration of
NIC service' into ex1st1ng library activities, and widespread ac-
cé'ptance and frequently, enthusiasm for the concept

o

3 L

What ‘are the features that contribute to such success'P At the present
time. we-can only speculate on.very limited data, It may be explained
by Detroit's"strength in all of the following areas. Other cities have‘ :
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- ‘ 1. Pub11c1ty has been Vigorous and, for the first two years,

sustained at a high level, - . :

“ - -

2. The re sourg?ﬁj]:e-is~uni~form,’widely‘distributed, -and pr‘ovides
i . broad cov‘erage. - ' .

s -

e T Al .
AT 3y / Commitment to the new service emanated from the highest
- of the iibrary s administration, and the director continually
rea _erts the high-priority nature of NIC service ,_, The .commitment .
has been-manifested in both_spirit and physical’ resources. If has s
, been made clear to the staff at all levels that NIC service is the e
highest service priority for the foreseeable future; and while top manage -
. ment has not reallocated the personnel, space and supplies of the .
system to reflect this priority to the extent of the spiritual commitment,-
“it has done so to a substantial degree. It may be.that top manage- ; O~
ment's commitment to NIC service was all the more credible because
' it was demonstrated -- again, both in spifit and wherewithal -- well
be fore the infusion of federal funds in July 1972, It was.clear then,
and continues to be more clear, that NIC service will be supported

through regqular funding sources, o

.

h

4, . It appears that a égie arer, more consistent definition of NIC
service pervades the staff of the Detroit Public Library than is the
case in other cities. Except for those three branches that have been )
deliberately charged with experimenting, there seems to- be a con-
_sistent idea of what NIC wquld be ar;.gi how it should be delivered.

. This is doubtless attributable- to the maJor e"f?&rt dufing the early Tyt b
stages of the Project té orient the totdl system ‘sfaff -- professionalﬂ -
and clerical -- to.the nature of NIC'ser¥ice and to keep them ap-

. - prised of its development o gl

N . M ” ' Y
. ~ . . -
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b ’ --5. Branch operations are backed up by a strong Clearinghouse,
which carrie’s significant responsibility ‘for publicity, file mainten- 3
ance and training -- ail of which are nparticularly strong eIements in

EY

Detroit's expE*rience._ Tm T ] £

- \ N . . \‘ 5 T f ‘0"
-

.7 6. The maJor service«strength of’ the: NIC lies in the central NfC
- : " setvice, JInitial publicity made this & highly visible service point; A
' and the--administration wisely decided to staff it*well, 3Consequent1y,
§ it is’a well known, h:.gh-volume operation, anggits staff is likely
o the ‘most expert in NIG servvc in the- whole systém. : :

3 v . <

w ' - N

v , It is natural to- consider Detroit's suc’ce ss'in lightof the fact that it
o E 1 began NIC activities approximately 1-1/2 years before the other
T L cities imr the consortium. HoyveVer, 1- 1/2 _years ago- Detroit was .
: . - - administrative ly more successful and was attracting more users than .

s
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any of the other cities today. It seems that the 1-1/2 year head start
does not completely explain Detroit's current level of achievement
,Comparative Iy, the weaknesses of Detroit’s NIC program are minor.

*~. There is room to integrate the NIC concept even more deeply into
-existing services; there are staff who,are still resistant to the idea
either consc1ously or unconsciously. There is a.need fot additional "
publicity and a renewéd training/orientation effort, Nonetheless, - ‘
DPL remains the exemplar of I & R service in public libraries.

HOUSTON PUBLIC LIBRARY."

Se rvice Obje cgve S

3

.The NIC concept of the Houston Public Library includes |t Lhe primary
objective of providing stee ring and referral for any problem or question
that a’ citizen may have. In addition, a program component comple-~
ments the steering‘and referral objective. Such events as Internal
‘Revenue Service workshops and blood pressure tests have been
offered in response to 1nqu1r1es that arise through the NIC service

. or to needs that emerge during community contacts ("canvassing").
More loosely tied to the NIC objective is an experimental toy lend=
ing sérvice coupled with a workshop on toys as educational tools.s °

All such events, and particularly the last one, appe ar to be accepted
as atieast related to NIC activities; some staff do not view them as
NIC services, per se but rather as "regular” branch activities,

~ of the’city-wide Counc1l of In rmation and Referral Servioes) but it\
_is not ah expressed purpose of the NIC service. ‘
. -
A limited amount of casé~finding accurs in the process of "canvass-
ing" the branch neighborhoods. 8 me escort service is provided,
‘on the initiative of the concerned staff member, - Translation dervices

are provided in neighborhoods with large Spanish-speaking popﬁlations .

It appears that the maJor obJective (steering and referral) is the com-
‘monly shared» concep; of what NIC is in Houston Public Library. The
other NIC-related activities are less consistently vietWed .as NIC
functions and’ are not consistently engaged in from person to person
or branch to- branch The service staff hold essentially the same view
. of NIC service as- the administrative staff _ ¢

-
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. Community Involvement. ' Ly
A 17

- ment 7‘ d where the NIC activities are shared more than sequestered

Sites ) . ' . .
Currently, all branches op;erate as NIC's..- The staff in each of these
‘branches-has received introductory training, and the resource files
are on hand-in each branch. Ne ighborhoods with NIC's range from
primarily black, middle class (Kashmere Gardens) to-affluent white

(Hillendahl) to lower middle-class Spanish—speaking (Camegie)

\Li

& g .o F
There is virtually no formal community involvement in the NIC pré= -
gram; such as community- adv1sory councils. An early attempt to
bﬁng the community together for a meeting on NIC service resulted -
in negligible attendance, and such efforts were abandoned. The
primary community involveme nt is through contacts with community
le aders.

%

Publicity . ,

- Publicity has included flyers, posters, library booths at shopping
centers, radio’and television spots*, short programs on the media.,
newspaper feature stories, and "canvassing The latter consists of
NIC branch staff going door to door in their neighborhoods, de scrib-
ing the services of the library, including the NIC, and occasionally
initiating seme I & R service at the same time, Obviously, con=
_siderable resources have been devoted to publicity over the history
“of Houston's NIC project. HPL has beerﬁortunate to receive as a .
public service donation the talents of a local a\dvertising firm °free.

N -

NIC in the Context of Othe.r Library Services

NIC set:vices are currently seen and practiced as distinct from other
library services Some branches have”ﬂesignated staff members who
- are assigned major responsibi‘i‘ity for NIC operation, These are thé
people who deal with the majogjty of NIC questions.= Integration
with other library“services ocedds-to the extent that (1) the NIC
service |is provided from the regular reference desk, (2) some non-
NIC staff do participate in community canvassing-and gathering data
for the local branch file ,-and (3).non-NIC staff do answe? Some NIC>
type stions. The degree to whiech integration occurs varies-from
bran¢h/to branch. Naturally, the branch with stronger NIC commit-
exhibifts closer integration of NIC with other Services. . - )
- ‘ B

hags attracted

*The leviSion spot. has beeh a most” successful one, a

_ national attention from t?h/ the library and the news reporting‘com-

munities.
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- over elimin

-.-staff expand their knowledge of the services and opportunities avail=-

/ . i ' 3

N ¥ . ,/
Resistance to the NIC concept appears to be quite low., This may be.
owing to the strong endorsement of the idea from the top administra- -
tion of HPL and from the mayor of Houston, In addition, there is a -
fairly w1despread feeling among some branch staff that they were
answering NIC~-type questions before the program started, to some
extent, There are undoubtedly some of the standard qualms about
adopting NIC service on the part of some staff: tanvassing the |
community can be fearsome to people who have not done it; there is
frequently a reluctance to perform "social work, " as opposed to
"library work;" and the responsibility of making accurate referrals for
.personal problems may be seen as an added.emotional burden. ’

. AN .
Among the people interviewed, the NIC appears to be a very high

priority service in the context of the total library program, At least

half of the.branch staff and virtually all of the top administrative ) o —_—
staff interviewed indica{ed ‘that theywould prefer cuts in other

services —- for example . children's services or program events --

ton of NIC activities. Throughout the system there seems

to be strong endorsement of both the NIC concept and its current state
of,réalization. .Convincing evidence of this commitment on the part-

of both the L brary ad istration and the city government is the fact

that all the de nateKN staff positions, including that of the

. Coordinator of the NIC ProJect have been irfcorporated into the

regulaf~library budget.

P

o -

Staffing ) ’ N

Responsibility for the NIC within the branch lies with the branch

librarian. In branches with an "NIC Lib}'g\rian," the branch librarian

‘ordinarily delegates the majority of NIC dperations to that "NIC"

staff member. He or she is most frequently a person with a bachelor's

degree and no formal library training. Each one has been through two
a\ys of NIC tralning under the direction of the NIiC Project Coordinator.

All other staff in the system have been exposed to a half-day training

session in which the concept of the NIC was introduceg and some

of the techniques of the service were discussed. - N

Another activity of the NIC staff might be viewed as ongoing training- ' .
The Council of Information and Referral Services. This is a corps of ) .
agencies concerned with'I & Rywork in the Houston area. It formed A .
after a successful first meeting of ‘such ‘agencies, convened in 1972 :
by the administration of HPL. fThrough regular Council meetingsf, NIC
able to Houston's citizens, ! .o

‘ AN
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Delivery of Service . . '
/ ¢

NIC service is delivered in all branches from the adult reference desk,

by phone or in person. There are no facilities for three-way phone '

conversations, GThree-way hook-ups were tried for over two years, .

but received little use. ) There are no spec1al faciliti€'s fomhe client's

privacy; existing offices and staff rooms are. used if privacy appears
warranted, - . c

' The major source from which the answers to NIC inquiries are drawn
is the CWPA, or "green"'manual: the Directory of Community -~
Resdurces and Services, published by Houston's Community Welfare
Plannihg Association, Updating jnformation is issued monthly. A

* roladex file in each branch, containing entries on local community
resources, was originally intended as a supplement to the CWPA
manual, However, for those branches with a substantial number of
community resource entries, the roladex file ha\f supplanted the use
of the CWPA manual to a_large ‘extent.

Another supplemént to the roladex file and the CWPA manual is the
bi-weekly NIC Newsletter, It includes updates on resource entries,
short essays on information and information resource s\((siuch as what

to do with a counterfeit bill), and news items related information

and -adult education, e

Administration

-

v y

The channels of commﬁmcatlon for the NIC Pro;ect m Houston
'arrayed fn thls’ way: SR

. ( Library -
’. . ) Director .

v

\~€ . /;

™,

s -

Coordinator | -~ z};gjéhief of
of NIC Pro= "[~====| Extension

-~ ject 2 ‘
- : ’
Branch ‘ Brancl'; . ‘Branch 1 - - Bréncl'}
Librarian 1* Librarian 2% {. Librarian 3 , ; Librarian "n'
Petson . Person ’ - : .

[




A reasonable amount of horizontal communication exists among the -

NIC branch staff by virtue of joint attehdance at meetings and the bi- -
weekly NIC Newsletter. More important to staff communication, how-

ever, is the recent establishment of a number of system=-wide NIC
committees: Information Gathering, Information Update, and Program-
ming., It is the purpose of these committees to work toward stronger
central support of various aspects of the NIC program, Coordinating
the buitding of system-wide and local files is viewed by many as a
high priority goal for these committées.” . 0

-

kA

Activities on the Immediate Horizon L

- - s L -y

.

Some plans for the future. of Houston's NIC's are quite concrete
First, there is the intention A of placing an NIC~designed person in

: every branch It seems desirable that, at least in the formative

years, disintegration of library services should exist to the extent —-
and only to the extent -- that the NIC program has designated staff.

. There is the possibility that the designation will be removed once

NIC services are well established and have merged with the tradi- .
tional library services.

Second, it is likely that a centralized NIC file will be developed

in the near future. .There is no eXisting blueprint for this eventuality.
Its accomplishment will probably wait until the new central library
building is completed, around December 1975, and an NIC office is
established there. . N

‘Ev aluation ' o -

¥ £

; Heuston's ‘strength is more potential than proven. While its NIC.

activities have not generated the flood of inquiries exper,ienced .by
Detroit, the NIC program has been managed in such a way that the “
attitudes and organizational structures surrounding the NIC program
augur well for a successful, high-impact future.

,/\ ° - ' ° .
The auspicious, "structures and attitudee" are evident in a number.of
areas: ; . . ~ . o ’
1. A vigorous publicity campaign. /§

2. Strong system-wide commitment, issuing initially from. the
director and later from the mayor of Houston, and eventually reaching
down to the service staff. : -

5

3. Strongly developing horizontal communication among the NIC

service staff in the various branches of the system. This typé _of

communication can be strengthened with the growth of centralized

"activities in the new m‘éin library building.

-
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. There are some areas for improvement. First, additional orientation
and training of all staff, systemwide, would be valuable in integrating
NIC-activities into traditional library services. Second, it would be
_wise to consider a unified resource file, consisting of what is now the

o CWPA Manual and the roladex fijle. Any development along these lines,

. however, should await the initiation of NIC service at the central

11brary. ‘ e e e = T N

Even w1th such minor wedknesses, it is 11ke1)L> given_ the strong

persongl and financial commitment to the idea of NIC at all levels

within the library, that I & R will continue to develop at Houston

Public Library irrespectiv o-f external funding. ‘

o QI_IEENS BCROUGH PUBLIC LIBRARY' \-J .

. \ . N A "

Service Objectives ' )

K The NIC service concept at Queens is the standard concept of pubhc
library I & R service, for the most part. The Service is conceived
of as directory-based steering and referral, designed"to help citizens
acquire 1nformation, counsel, services or activities from non-hbrary
resources in order 'to meet their everyday.needs. As well, the NIC
concept includes several tangent services that ate not strictly I & Ra
One is the compilation of a limited job-availability roster, especially
aimed at he lping youths -get summer jobs. Another is a municipal
service function: issuing Senior citizen reducedv-fare cards for
metropolitan transportatio . (Th'e,se cards are 1ssued from every branch
-in the system.) The @éleens service concept includes a limited amount
‘ of advocacy:of th@*Cllent'"s; needs o~ As is the case in the other cities,
intense soci;il/pe;‘sonal counsehng is not part of the concept; nor is
s001al reporting, although’one of the most successful NIC branches
has done sbmeh&tal re porting upon reque st from an agency. The
LSCA-funded“ Iob Information Center project has been 1ncorporated into
r the services of the nine NIC branches. . : .

.-

P
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Occasxonally program activityis closely tied o NIC activities. 'ForE

. instance, a flood of 1nquir?es about filing income tax forms*‘prompted

’ a- numberof hbrary-’sponS‘ored workshops on ineome tax computation,
and inresponse to the ris1ng number of requests for ]Ob mformation, -
brancfhes have begun increasing theirdlolding,s of the Arco training
manaals, Ir( fhese wags, NIC ‘inquiries ‘themselves sometimes become
“ input for ge cibions yelated to other library serviCeé' As might be
guéssed,” sucljx offshoots of NIC~service are viewed ambivalently. Some
staff sée them as NIC acti'eities, others%see them4as standard library
servmes. ! - o :; oy i
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;T e two original NIC branches East Elmhurst and South Jamaica,

., were located in quite different ‘neighberhoods,* Edst Elmhurst is a

f ix of white, black, Spanish} West Indian, East Indian and oriental

' of middle or lower-middle income. South Jamaica is an extremely ¢

d pressed neighborhood of very Tow income blacks, Within the past
ar’'the service has been extended to six other branches and is just .
ginning in the central library. Amont the new branches is one that

erves a relatively affluent middle-class commdnity (Auburndale).,

\

ommunity Involvement

here is very little formal effort to involve the community in the plan-
ing activities that surround NIC servide. One community group that _...
xisted before the idea of NIC was born, the East Elmhurst Library ¢
dvisory Board did sponsot“an open house to ladnch that branch's
NIC; that is the 'extent of.community activity.

—_—— e

Publicitx

Publicity to date has consisted of some newspaper feature stories, .
flyers,; brochures, branch windowdisplays, and community contacts
made at the initiative of local branch personnel. A few features and
)announcements have been aired through the broadcast media; a few
advertisements have been included in newspapers. Some attempt has
'been made to defray the cost of a substantial publicity campaign by
seeking.free assistance from advertising agencies. However, no such
assistance has been found. : ,

There is considerable agregment that pu 1icity for the NIC has been
inadequate from the beginning. It seems that this stems in part from _
some political opposition to the project and the library administration®s
consequent desire to remain unobtrusive ugtil that opposition diminished,
-Additional factors that inhibited publigity are (1) lack of money for a
substantial campaign, (2) inabjlity to secure contributions of profes-
sional advertising talent, and%) the fact that QBPL is but one oftthree’
1i~brary systems covered by the same broadcast media and newspapers

in thé New York metropolitan area which thus c0mp1icates advertis~

ing a service that is’ limited to just one of those: ‘library-systems,~

.
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) NIC in the Context of Other Library SerVices .

Ln Queens, the NIC is differentiated from other library services to

le extent that (1) NIC services and classical _ref.erence services are
provided from different de sks/joften at soine distance from each other;
(2), in some branches one person may assume primary respons1b111ty

phone line for NIC service. NIC activities are integrated [with other.
activities to the’ extent that most professional service staff
are i volved in one way or another with answering NIC: inquiries.

! . !
B’y and large the NIC is' more differentiated from than integrated with
other -services of;ithe library,  That is, the NIC 1s most often seen as.
a unique, experimerital, or alien kind of service, rather than as an *
extension of standard library sex\vices. NIC service is not viewed on*
-a par with the classical library services {offering programs, answer-
ing reference questions through_ documents providing materials for
young children, prov1dingimaterla1s for students, provrding materials
for light adult readiné prov1ding materials for serious indTiry, a
‘others). In one of the original -NIC branches commitment to the idea
of I & Ris very\strong, and the "NIC is’ consequently considered a
high. priority service. The other’'branch staff and the central,adminis=
trative personnel indicated, directly or i directly, that NIC activities
are ge‘nerally at a lower priority than-any f the other services, It
was genera]},l /greed that NIC service should continue, and that in
the eventuahty of a sevére budget cut it ﬂvould probably continue by
being absorbed into-traditional reference activities and would be
forced to suffer a.greatly dimifiished effectiveness. Reducing other
library services in favor of NIC service was suggested in only the

one branch:mentioned above.
ﬁ 1]

Staffing . 3 s
. !

: . %
NIC service within each branch is the responsibility bf the branch |
_ librarian, who" may delegate the job of day~to-day operations to.

" another staff member. In the case of .all but the two original NIC-
branches and the@gcentral library’; the person to whom the majority of
NIC operations is de legated is (naturélly) the NIC Aide.-*The Aide -
is a resident of the branch's community, who works I7 hours .a week
maintainin§ the files, contacting community resources and, usually, -
-answering NIC que stions In most branches the Aide answers the
majority of NIC que S'EiOI‘lS‘ however, in one branch the Aide answers -
very few, and the majority are left to the libr:arians. Aides range in

~ background from clerks to trained social‘caséworkers. The skills

of the regular branch Jpersorinel are available. to supplgmerit those of -
the Aides. In each of the two original “NIC branches where, there are

©

)
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not Aides as"such, there is at least 6ne staff membeJr who has

extensive experience with the NIC proJect

Delivery of Service : ey

Y

~

The primary formal training has occurred through a series of intro-
ductory workshops on the concepts, files and techniques associated

_ with NIC service, Everyone in the library systerg, including ¢lerical

«staff, has been urged ta attend. " There is no-ongsing-formal training
for either NIC or non-NIC staff. However, periodic meetings are
held, in which various social services are reviewed; by.outside
experts. As well, NIC staff visit other agencies for both formal
traming and informal observation on occasion. . w‘ R

.' .é,\;
N

LI

All but the central NIC are designed as both a walk-in and te lephone
service. Straight phone facilities are used; that is, there is no three-
way hook-up capac1ty. All NIC's provide service from a desk that is )
distinct from other service points in the library outlet, In the brapches
visited, tllere are no spec1a1 arrangements to insure privacy for the
walk-in client, Staff rooms and offices can be used for private dis-

Cussions. In the abstract, Queens' NIC's are founded on IRMA ’

in greater New York City. A, copyrighted in 1973, is disseminated

(Information and Referral M Manual), a microfiche'directoty of Fesourcey
I

by the office of the .mayor'oANew York City.. In reality, IRMA is
rarely or never used by NIC: staff, for a number of reasons: (1) "they
seem to have-left Queens. out " (2) it is out of date .and (3) it is
sometimes considered hard to use because of its complicated arrange -
ment and indexing, .and its unusual and cumbersome format (micro-

" fiche). _ -

LN

The resource files that were originally intended to suppleme nt IRMA
constitute, in"fact, the real foundation for the service. The se files
are: a community resource file on cards, developed by edch branch

directories published by non-library agencies, such as.Call for Action ,

prepared by WMCA radio station; the telephone book; an\_othars. The,
resources from which NIC questions are answered vary from branch to
branch; the devélopment of these resources is left prifarily to indi-
viduyal branch iniiﬂia,tive . Likewise each branch is res"bonsible for
updating its own resource card file. Updating, when done, is accom=-
plished. primarily by teIephone . There appea;s to bemo-regmen for

updating. - ' o : T
R . . IR C RNV )
The inadequaqie@ f the current resource files are among the ma;or -
problems expressed by NIC staffe . . o
G«NO i -l .
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+ Administration
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prnnr?

The Chief of the Extension Services ®epartment {Branch Systém)  °
oversees the NIC activities of the Queens Borough Qiblic Library. *=
The regional librar’ians carry responsibility for the 1mp1ementati‘on

of the NICfogram within their own regions, This re spon51b111ty
includes staff training and file development, among others \"The ,
regional librarian is the one tq whom the branch librarian turns most

often when he or she has an NIC-related problem, - .

¢

A substantial part of the time of. several top administrators (Chief of

the Extensmn Division, the Assistant Chief and the regional libranans)

is devoted to NIC functions, The prominence of these staff ,members . ,

v = and:the visibility of their att1v1t1es probably Jends some validity to ]
the whole NIC undertaking in the eyes of the branch staff, v,

¢ A “ .

Purther anchoring NIC service in the system is the fact that the
branch librarians in NIC branches"are given firm responsibility for
the succe ss of NIiC operations in_ the ir respective branches.

Activities on the Immediate“ Horizon o , o T e

~ There'is.some movement toward ~\m_,afinf:ainiljig a master file of all com=~
munity resolrce agencies at the central branch, and to make the’ , -
central branch a sort of clearinghouse for the other NIC's: The’ f’-’ T
préspective "clearmghouse " would have fewer systemwrde responsi-*' -
bilities and less strength than Detroit's. .- _ ..

. ' ¢

| . " There are~ concrete plans to provide an. NIC desk at the central branch .
e . ~ so that NIC service can be provided on a walk-in"basis.’ : '

A

. .
- . . . . s
s . ~’; l i °
- .
' .
"

;‘ . A related proJe ct, the "Media Information and Referral" program at’

| . the Langston Hughes branch, is expected to reinforce the NIC con-
cept 1n the library system. - This new project is intended to record

1 L. news, history, and .events of “the community on Some form of audids
.~ _.visual medium, such as v1deotape o s .
% . R S . %

’ Plans for the 1\7I’o‘re Distant Future - ' .

. ’ Punds are being sought to undertake a study of the feasrbility of
’ o computerizing the IRMA file. ' - )

There is some 1nt,erest in designing a special desk that will allow
S "traditional tefe rence serv1ces and NIC services to be combined at

o one of the most successful NIC branches. . % . R

« - FOE
Ata somewhat more advanced stage of planning is a proposal.afor—f.unds -
“ to develop some ‘information kiosks possibl.;c o be located at. strategic

v ., -
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en;ryyté to Queens. Such kiosks would not prov1de -all NIC-type
" services: raﬂ'ler, they would complement the NIC's with information
-ontravel routes, community events and a hotline to.the library in-
'\f mat1on services. : '
¢ P Dl

Currently there are no concx"ete plans for increased pubhclty.

' . -

» '
’,’ While there is a feeling on the part of some of the llbrary S top
admlnistratlon that the NIC concept should be extended to all
// branches at the moment there jis no timetable- fox; such expansion,

K ’ 4

< N v

Evaluation' . . ‘ C ( )
o

The maJor strength of t@ NIC prograﬁl at Queens Borough Pubhc '
lerarysls that a cons1derab1e amount of ehergy of the top manageys
is being devoted to the serV10e . Even so, the endorsement of. the
NIC from the library's highest administrators\ is not as vigorous &5
it could be. This may be explained by”several circumstances:
(1) NIC service is not seen as an overriding priority among QBPL‘
many serv1ces° (2) the original promoter of the NIC proposal and
former director of QBPL Haroid Tucker!, died well before the proJect
wasg under way; (3) the.curyent director is relatively new to the job;
and (4) the library is in /éfe midst of severe financial difficulties,
maklng new ventures"ap %ar more than normally nsky.

"m

re source file(s).

.on dlrectones that a

(IRMA) and more on fl/les _that are omp11ed at the local branch and

the Queens-area levels. This_indjcates the neeg r a serious data-‘t .
collectlon effort by the QBPL staff.\ . - ..

B
£

S -

directed' fo 11brary non-use rs. e

- [ o -

‘e i P '
Thll‘d communlcatlon and cooperation among the branches needs
1mproverhent NIC service in “the 1nd1v1d 1 brancl'[es would be




u o

iigg,.

Rl

- Aruitoxt provided by Eic:
CE

©

i .
NIC work and would brir%g even more proficiency and consistency to
NIC activities from brancg to branch.” Moreover, renewed training
and promotion will be essential beforeeNIC services can. spread to
the remaining branches. Thé"need in this area is clear to OBPL

staff; already plans are under way to engage library educators in a
compre hensive training effort- in,1975-76.
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VI. USE AND USERS OF THE NIC'S AR

The five cities were asked to supply data on the number of NIC »
v i"nqui‘ries received from October 1974 through March 1975, However,
; for one reason or another, the statistics actually delivered were
irregular in their coverage. Still, they offer a general, if sketchy, s
. view. Through selective use ef those statistics, we may draw a -
' more or less impressionistic picture of the intensity of NIC: activity .o
= in the cities . . . .

- - . . -

The number of "NICO" queries received ranged from a high-of more i = e
‘ " than'8000 in Detroit, system-wide, in April, to a low of 75 in~ 3 .
N Cleveland ‘system-wide, in March. oF .
.

Houston, without a central NIC operation, reached 661 in February.
_ The number of queries received by a branch ranged-from 0 (in nine
branche s) to 306. 'l’he mean number Jf querigs per branch for the
month of February was 28. Queens' Februar;faintake by branch,
L ranged from 8 to 72, with a mean of 41rper branch., .-
Atlanta achieved close to 5000 inquiries per month in the first three
months of 1975. This city sérves, however, as an exXcellent example
of one" wide spread problem associated with statistical reporting for *
e this project in'particular and for reference/information services in . »
B general. Specifically, Atlanta includes in\the figures the statistics
for its Telephone\_agy Reference Departmen Examining just a few
) of those requests, reveals that the queries. being received there are
! \ . quite gften "standard" reference questions, of the kind that have
been dealt with by public’libraries for decades’.

/\ -
s_%m_(

.
'

- "It is clear that, Jtraditional reference questions are being tallied in :
. A with the statistics of NIC service im all five cities, and vice versa.
e . Without a more‘::intensive invéstigation, 'we cannot be sure of thé ‘
‘. extent of the problem; but we can be sure that it obscures .our vision -
.of NIC activity. - In the case of Atlanta, the Telephone Ready Reference. ~
! . statistics accounted for over two-thirds of the "NIC" count for the.

7 . | period of IanuamMaMwot know how much of the total ———
' : statisfic constitutes essentia11y new intake for the library. .o

@

There are GeVeral explanations for this problem. First it may be . T

~ difficult - perhaps impossible =~ for librarians b distinguish Yrte

«  NIC queries from standard reference queries. Second, the-client P
. has an even harder time separating NIC and traditional queries .

- . (Advertising NIC service tends to bring in a substantial number of

- . standard qugions .) Third many libraries ‘had been responding to

PR , B A . - B
- ’ . ) * N B -
- N, 43 .o , .
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NIC-type demands iong before the project began’. Ordinarily this was

a function of an individual-Iibrarian's initiative; and it most often ¢
meant that the;hbranan engaged in ad hoc data-gathenng for each
query, as it was.received. ' ] e
«wa& . :
[ ~ '&:
Another problem dssociated with statistics.is that the five cities =

all used unique schemes for classifying their NIC intake. Comparison
of the subjects of inquiries from city to cify was thus thwarted. Study
along this line would be wegll warranted, in order to 1dent1fy topics of
most~frequent inquiry and to associate those topics w1th standard
demographic variables. ' : <

[ s

The most s1gn1f1cant stat1st1c> for the sake of evaluating the NIC )
experience is produced by DeuonMe&&aI unit, Unlike all other -
operatiors in Detroit and the other c1t1es Detroit's central NIC is
completely distinct from standard reference or information activities

at the branches or at the central library. Even though some "traditional™

queries are fallied in with the NIC statistics, the figures generated by *
the central NIC operation can- tell us somethmg about the potential
of NIC service,- In short, those figures hold-great promlse- the

central NIC desk currently takes in over 7000 queries per month -- :
far and away the bulk of NIC queries for the*whole Detroit system.v
Even those figures are not pure, though included aré an unknown o .

number:of standard referencegqhé’S‘ti‘ fhatfhad to be transferred -
elsewhere 1n the system to be answered -
- e m A

What can be known from the statistics of use in the five cities-is
re;gtwely llttlte' , ' " °

'1 . A substantlal number of NIC-type querles can be elicited from
a large urban populati,pn poss!/gly as many as ore quen; per month

_ x ’1 K -

2. 'I‘he public 11brary appears capable of overcomiing the prevail-
ing’{mage of a matenals-dlstrlbutor, and of effectlvely promoting
itself as a distributor of information. . T

. —

- . bl .

Considering the exploratory nature of this project, a substantive

.attempt to coordinate the. collect1on of data aboufuse: woulcf have. ‘been

very desirable., Such a simple thing as maintaining a, ‘uniform schéme
by which to elass1fy the subjects of the NIC queries would have been
of immense value to our level of understanding, - It Would have aided
future I & R efforts to attempt to clarify the differenceabetween NIC ...
and standard reference queries, and to count each type separately. The

:

L T \
*Based on a Detroit population of 1.5 million. -
. ’ I
) 42 A4 T
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responsibility for coordinating data collection should probably have
gone to the city that originally served as the national coordinator, : /‘
Cleveland It is hoped that in future exploratory ventyres, -the
Division of Library Programs will éxert more pressure on the principal
‘investigators to generate data that will advance our ‘'understanding of
the phenomenon under inve stigatiorf Lacking such data, what can
be drawn from the Nle Project is a ‘very tentative kind of knowledge

at best. With propef attention to a\small amount of systematic ,(_\
- coordinated data gol} ction what we "know" about I & R i libr 1@‘

could have progressed substantially further.

P . &

5 ‘ oy

The five cities were asked to conduct brief interviews of their NIC ,
clients over a two-week period in late March and early April. They
were to interview every sectond NIC client in every branch that was
offering I & R services at the time. The interview form is reproduced
in Appendix B. h

Users

«

‘In'actuality, data collection proceeded in a rather more-irregular,

manner. The period of the survey turned out to be much shorter in

sorge branches than in others. A busy branch might interview every

fourth élient, while a branch that hardly ever received an NIC query

would interview every client. On occasion a branch's staff would

refuse to ask a certain question (for instance age or education),

These are serious shortcomings. They threaten our confidence in the Ve
data, as they §hou1d However, the total number of responses is /
1arge enough that., provided we do not go beyond. simple tabu1ations, B

‘ _they will afford \a rough perspective on NIC users, aggregated for t

o

This resents approximately 17% of all clients who ceived NIC -
ser;vi during the survey period, or 3395 clients.. percent of the

Pindings J

The responses for all cities are a8 follows:*
) e . . . " W :
~ ' - ¢

[l - *‘&. -
*Percents equal percent of those responding to that question, unless -
otherwise noted. .,

v

et

-~
L3

A
'L

{
y
V-0

o AT AR




. 0
et Toh G e
v,

. .

)y

* -
- - . 4
. -

-’

\

- S . g )
1. Have you yoursel) ever used the NIC ‘service before ?,«
Yes: 205 (36%) . . : -
No: 319 (57%) ‘o d
Don't remember' (7% - .

»

) ) 2., Have you yourse lf ever used this public library or its branches

other than féor NIC service? -,
Yes: 408 (73%) Within last 6 months' 269 (48%)
Within last year: ~333 (60%) ' h

No: 128 (23%) . s ‘
Don't r‘emember: 21 (4%) - AN
3. Where.did you first hear of the NIC service? * ‘

Friend, neighbor, relative: 103 (20%) -
Radio: " " 44 (9%) Lo
Television: ‘ 26 (5%) .
Newspaper:_ 27 (5%) .

" Referred by an agency. ‘ 238 (8%) ¢ . i
NIC personnel: Cot 107 (21%) ‘.
NIC printed materials: 107 (21%) T

Other, including Don't remember~ 53 (10%)

4, Do you live in the (branch locatién) area?

Yes: 390 (67%) - ' ~ , o .
No: 190 (33%) , """i;:‘?,_
5. How mahy clubs or other groups do you belong to? : g
© "Zeroclubs: . 292 (53%)
One clubs - .89 (16%)
"Two clubs:- 73 (13%) : .t
' Three clubs: 45 (8%) -
_Four clubs: 21 (4%) h , et
Five clubs: - ' 10 (2%) . '

‘More than five: 17 (3%) X
(Me an number of clubs: 1.1 per respondent.)

Howold are you? AR 1
' Under 19: 42 (8%) = . N .Y
- 19-34: 244 (44%) ‘ ’ !
.35=44 133 (24%) _ ‘
.45 and over: 138 (25% T
7 What was the last year of school you completed? s
Grades 1-6: 17 (4%) , ~ T -
_ Grades 7-9: 49 (11%) .
- Grades 10~12: 218 (48%) = e
‘Some college: 174 (38%) .

f;ﬁ?_ ' '44K , ’ N r




8. Male: 187 (35%) -
Female: 352 (65%) T .

: . € . .

Below are.major observations-that can be ventured on thé user data.

Since thd number of responses from Cleveland were so few (l 4),

Cleveland will not be discussed individually. T

- About 57% of the people interviewed said they had never used NIC.
services before. In Houston and Queens, however, the percentages
.rise substantially; to 82 and 70%, respectively. : &

8 : . ~

= 'lSeventy-three percent claim they have used the public library before =-

"60% within the last year, and almost 50% within the last six months,
Usin@ either once-a-year or once-in-six-months as a criterion fors °
defining "active" user, it appears that a solid half of those inter-
viewed are "active" library users, and close to half are npt activé
users. One of the charges of the NIC Project was to serve non-user
groups, It appears that the libraries have achieved some succéss °

, along this line. The roughly fifty-fifty mix of users with non-users Yl .
may, in fact, be a desirable ratio.’ It evidences that new populations i g
-and current user groups can both be drawrnr to this‘unique service-. It
may be possible for libraries to find support in new”quarte,rs without

' relinquishing the support of their traditional clientele,

It is. quite interesting that the two.cities with the strongest publicity

campaigns and the most vital NIC service attracted much more than

the average percentage of non-users. Detroit and Houston drew 14 )
" and 15% more non-users than any other city. Putting it another way,
they. attracted the least number of people who had used the library
within the last-year —- 16 to 18% fewer than the next élpe( t city.
This statistic could be a testament either to the level of service that
those two cities are offering, or’ to their publicity campaigns. .

?‘}‘

NIC users fi_rst heard of the service thrOUgh fri_ends,, neighbors,
-+ relatives, NIC staff and NIC printed materials, The impact of the
various means of publicity varies considewably from city to city, yet -
the data may not be robust:enough to support many. fine observations. ) :
However, it could be noted that ih Detroit more than twice as many . = ..
people heard about the NIC through'the newspaper as in any other .
-~ “city; in Houston, radio had twice as much impact as in. any other city; )
- in Atlanta users were referred by an agency to thé NIC about three . R
times as often as in other cities. It is curious that, in Houston, ‘as “ =y
in other cities, the® impact of television has not been strong, despite
the fact that Houstoh launched what is generally considered to have
- been a very successful publicity effort through television. The . .
relativel?f low impact of television even in Houston may be due to the '
fact that the television publicity occurred long before the time of the
" survey and its effect may have worn off. : .

c o . o 45 .
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" Over half the users claimed-they lived in the loca'lity of ‘the branch
to which they took their NIG inquiry. Detroit drove this average down,
however. ThlS could probably be attributed to the strong drawing
" power of Detroit's «central NIG outlet, which processes the vast bulk
of the whole system's inqu1r1es and serves people who call insand -

walk in from BN over the metrop,olitan area, . .
X

- [

®»
The literature of social science research continually attests to the
strong relationship between an individual's membership in organiga~
tions and the extent to whic¢h he is .an opinion leader, information
gatekeeper, or community leader, The question on club and organiza-
tlon memberships was included in an effort get a very rough idea of
whether NIC users can be expected to be playing an information role

in thei ir communities, thu$ extendmg the impact of -NIC service .

, \I‘ . . 1 . a
The number of organizational memberships helg by the average ‘NIC -
user isl.1. Forty-seven percent affiliate with one or more organiza-

N tions, - Babchuck, in a study of the general adu]t popula‘tion of a

more organizdtions,® While we cannét reach firm conclusions by
COmparmg a sample from a whole" state with samples from five large
cities, we do have some reason to believe that the NIC's are not .

" reaching a higher thaﬁ average percentage of: community leaders, and ,
that the. NIC users are séeking infornation or help on behalf,of the M=
selves’, their friends and famlly, rather than on behalf of t}pll‘ genergh
communities, o4 : ¥

' ! .g.{/ . \n_ 'g' :
The age of the average NIC User is. approximately 37 yea;s. The * '
pattem is fairly cortsistent from city to city The grea,test use’occurs
by people in the 139-34 age group; few teefis and few people over 45
avail themselves odf NIC services, The figures are very close to  ~
Singer's findings at an I & R center in London Ontario.9 ~

e .o. ‘.

midwest State, foung that 80%-of the sample affiliated with one o; % .
s

o

The educatlon of the average NIC yser is 12,5 years. Hoyston is
somewhat bellow the® average. (ll+ years), This may besa funttion of

- Houston s.appeal to hon-users, (See the discussion above about non% .

use of the library; ) Typically, non-users have_less education. -Again,
these data, are reinforcedaby Singer s findings.

The proportion of male to female -NIC users holds relatively constant ,
. thoughout-all five cities (7:13 fOf all citie s) It s almost identical -
to the findings of Singer's study. The skew in. use, by sex, isin
‘the samie direction as general public library uses, as reported in
numerous studies over the years. Te this extent the ilIC s ,are hot
_ creating new pattems of use. - R . '
a
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: observations about individual cities. The most thay can be ex- )

VII. R'ESOURCE’AGENCIES AND THE NIG'S _ _ _*v o

In an attempt to: get some perspective on the NIC's ﬂlace in the
urban.community a very small number of agencies (dispensers) from
the NIC resource files were questioned by mail. Each city was
asked to draw a systeématic sample of 20 agencies from its resource
file. The estionnaire and cover letter reproduced in Appendix C
were then sént out, in late ‘March and early“April 1975, Several
cities sent eut more than 20;.even so, the $i%e of the sample is so
small that it precludes making any firm observatiog « Moreover,
the small sample 'size mitigates against making even tentatiye
pected from a sample of this size is to develop areas for,futune B
inquiries. Over the five cities, a total of 110 questionnaires was

sent out; 58, or 53%, were returned completed’, i P

Below are reported the findings that have some tentative significance,
along with areas for further study.

When asked is there a @neral I & R service available to the citizens
in their own city, 85% of those responding said Yes. Very often the
respondent did not specify the name of the service and those who

, did evidénced few patterns, Several respondents in Cleveland
mentioned the Community Information Service; in Atlanta, the United
Way Information and Referral Service; and in Houston the Community
Welfare Pl.anning Association.

Of those who answered the. question about what kind of agency would
be the most appropriate in the role of a general-1 & R center, 63%
mentioned a non:-li\b_rEry agency by name (sometimes naming them-
selves), The public library was mentioned 7% of the time, despite
the fact that the questionnaire obviously pertained to libraries.,

C -, - P P ,
In response to "Have you ever received, an Anformation request or
referral from the public library," answers were fairly evenly divided:

" Thirty-six percent said Yes; 40% said No; 24% said they didn't know.

’

P

°

s T

-

The 36% answering Yes were asked to judge the effectiveness of those
public library requests and referrals, on a scale of'l to 5. .The median
‘response was almost dead-center, just inghtly less than 3, -About as

many responde nts thought the library s contacts with them were effect- .

ive | as the thought they were ineffective.

Theﬂagencies were asked if their public libra‘iad a formal I & R
service for public use. The vast majority, 62%, said No'or.Don't

" e

y~




-~ know. Thirty-eight percent said Yes. About 1/4 of those who
-~claimed the public 1ibrary did offer'I & R could approximate the name :
for it, Seventy-seven percent entered no name, or a clearly erroneous "

one. (Detroit respondents accounted for all but one naming, )

On the last question, they weTs asked if they thought the public

library's role inI & R. should be expanded, maintained at current

level, curtailed, or eliminated: Of those responding, 76% thought
. ) the role of the library's I.& R should be expanded, 20% thought it
o should be maintained at the current level, 0% thought.it Should be

oy , cui'tailed and 6% thought it should be eliminated,- . .
- - Tentat1ve Conclusions and Area for Study . X j :

& 4y

B
-l

From the sc—; very prehminary data, we can advance several hypothetical
statements that would be worthy of further inve stigation.

While resource agencies claim that géneral I & R service is available, &
to their citizens, there is little agreement as to where' it is to be
found This may niean (1) that there is is no effective general I &R © ’ 2

* ' service, (2) that theré is inadequate promotion of‘the existing general T

‘ I & R service, or (3)- at there are a number of, competing general ]
I&Rserwc&s.s\ i ' ‘ e S o
j‘ 6 ) . T * < ,-;h. \\. ‘@ . [:
/ i The agenc1es queried overwhe lmingly view non-liprary organizations ¢, €

as the most appropriate providers of general I & R service, and u’sually .

they favor organizations that are alre ady in existenge, many of whic‘h &
have at least some I & R functidn already. 7. 1«=-\ : . i
2 ' . - - R . '@ R
Public library requests for 1nformation or referral are not noted for
— their effe ctiveness. “ LE

Either the majorirsror respondents do not know of the NIC Project in’ g ‘
their city, or they do not see it as an I & R function, In additiof, of ®
those who do appear to know that there is such a service, few know PR )

. it so well that they can name it with any acguracy. - . :

» ‘

The’ agencies appear to welcome the library into the;I & R business;
yet =- going back to question.-3.»~ they may not consider the library -
.as the most. Jogical site for the omnibus.I'& R service for their citizens. e -
If libraries do in fact aspire to be the primary general I & R cénter . .

in the municipality, theylmay face conside rable -~ even if Veiled -
resistance. , . ' , . ‘

. ‘»” - > Y H ‘ T # ﬁ“‘f

"It is almost a certainty fthat knowledge about I & R services and the

public library's activities could vary from person to pergon within

each agency that received a questionnaire.,- .This must be seen-as a . ;

‘ . PR . - . L
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limitation of the agency data; had other persons answered the que stionnaire,
the results|might have been different, ) . '
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- VI,

. The\ Value of the Project

- A\ .
WHAT CAN BE LEARNED FROM THE NIC PROJECT? | \
- * \t - s

* g . .
. ’ - Ped

v
T
1

' i 8 R
The Office of Education's funding of a|five~city consortium of public

libraries had several advantages,

= prompted the inception of.I & R services in several of the cities, such

~ enterprise from city to city. This has_ also-dffered an opportunity

as.Atlanta and Houston. In other-cities -~ Detroit, perhaps Quéens -~

' the federal funds provided extra support for a service' that had either ’

already begun or was fairly certain.to begin in the near future. It

is clear that in those cities where NIC actiyities were pursued most \ -
vigorously == for example, Houston angd Detroit == the federal funds
efrayed only part of the expenses associated with providing I& R
ervices.

Second, the project has made the five aties' attempts atl &"R service

-highly visible to the whole professional library community. ot

ha

Third by joining the five cities in'a consortium the projecg
eas anhd information about the I & R

facilitated the exchange of i

3

to make limited comparisons of the cities.

In one 1mport respect,\thoug,h the project might have been streng?hened
As -pointed out by Franklin- and Summers, “Description,; even when
conducted by careful, 'skilled ahd concerned persons, cannot replace
objective measurements of-results achieved, compared to outcontes _
inténded. It i%} abundantly glear that the project was tonceived °
as a series of demonstrations and not as an effort to develop firm
understandings of I & R services in a public-library Setting. The
looseness of consortium almost precluded any substantial research
effért. The”administration of the consortium was laissez-faire from,
the outset.. The national coordinators could exert no control over the

substance of NIC activities in the various cities, hence, there were often

no common grounds on which to compare cities. Similarly, control over-
statistics collectidn at the national-leyvel was ineffective, to the poinf
that simple statistics of use collected.by each city are' not comparable,
That is, in many ways we lack even a good de scription of what occurred
in the project to say nothing of more complex-data about the relation—
ships amoéng important variables in the NIC experience. Had there been
a clearer articulation of datad needs and a stronger enforcement of the
research component of the project much more could have been learned

o

Bmerg}ng Lesuns a%bout I&R in Public Libraries i < oo

~i

" The lesmr.u—, w be 'learned from the five cities”experiences are specu-
lative for Lhe ‘most part. This is certainly not to say that the project

LB . . ; . X ‘ ) ‘i -
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-+ have. sufficient slack to’ absorb the additignal I & R operations or must

has been valueless., As pointed out above, the project has made some
1mportant contributions to the development of public librarianship. In.
addition, even though the research element in.the project has'not been
strong, the efforts of,the five cities do allow some tentative general~
1zat1ons about public libraries and I & R service:
|

1. The nature of I & Rin the public library is most: likely going
to be different from|I &R in a social service agency, inasmuch as
the library incorporates less personal counseling and advice into its
activities. It is alTo probable that the library's primary orientation

»

N

will be the delivery|of accurate information/re,,_ls_(m-eeatras»t to
the social service agency's orientation toward _the ultimate delivery
of a service or commodity). This orientation could result in less- «
aggressive follow-through and follow-up on the part of library I&R
staff, ' .

2. The public will respond to public library I & R sefvice in great
numbers; if the right situation exists, Detroit, where the library is
processing about 100,000 inquiries a year, is the clearest example
of such.success.

3.1 &R can be introduced into the library without cqommitting
new, money to the effert, It does, however, require that some per~
.-sonnel resources and some space be earmarked for I &§ R service,
Detroit's\expdrience indicates that, in a large city, between three
and five full time pers¢ns may . be needed to oversee file maintenance,
tréining, and publicity In addition four or five full time per§ons
might be kept busy with the additional queries generated by a uital
_publicity campaign, It is obvious that the library system must either
be willing to reduce its level of activity in another service area. g

4, It may not be reasonable to expect a public library to re-
structure its priorities to the extent that an established service would
* bé replaced with I & Rservice.. The NIC venture indicated that only
a few librarians were willing to entertain this possibility- seriously;

and even among those w
there was no evideffce o

were favorable toward-rearranging priorities
f diminisheH\activity in traditional services. .

e

-

. ® . !

I .
\5. I &R siervjce cap attract substantial "new" audiences to the K

-public library,”

Moreover, I & R can serve affluent middle-class citizerts

as well as the disadvantaged

S e

3 b

- 1 ) '

6. Punding authorities may find I & R an, attractive way to spend
. public money.- This might be especially’true, to the extent that the

I&R servi'c"é"has.a large-clientele drawn from library users and non-
users,f alike. ‘e

-
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7. There is probably a natural’resi&t’apcg to public library

I & R service on the part of (1) competing I& R services and
’(2).dispensers who are afraid the libijary will encroach on. their
domain. The NIC project, however, indicates that the library can |
establish positive, mutually beneficial rélationships with 'such

- agencies. , This is more likely to come about when it is realized that
the markefﬁbjf‘“l & Rin & large city is very large, that the library
serves 'more~as a directory than as a counseling service;‘,‘G and that the
library's service.covers a brogder range of topics. ‘ .

‘8. All the tentative lessons above, as wellas the arguments in
* chapter II, lead us to speculate that the public library can, indeed,
be a natural site for T & R serviceg. Whether or not-the public library
succeeds in the venture is due to & number of factors, internal and \
* external to the lbrary. Several of\those factors are introduced below.
\ ,

- - ‘ *
9, It appears.that the following elements ‘are among those that
spell success for a public library'si & Renterprise., d '

. r -~
Y .

a, Commitment from the top of the organization, It must be
strong, and it must be continually renewed. , It must be mani-
fested administratively'(byerearr'angindpriorities, by perpetual'lyq
. advocating'l & R) and finarncially (by devoting staff time,
supplies and space to the new service), I & R in public li- *
braries “cannot be done successfully without a sizeable com- -
mitment of resources. It is a mistake to begin it unless the -
commitmént is strong enough that it is likely to be continued
in lean times, when to do so woquld mean gerhaps retrench_-
ment elsewhere in the library's program"1 It is i'ntergsting_
to note -~ even thouﬁgh it may be coingédental -~ that the two
libraries that were most successful in the project (Houston
and Detroit) were also the only two libraries that énjoyed a
consistently High level of support:froin the top managers
‘throughout the project. The other three libraries were all
troubled by one sort of administrative upset or other in the
course of the project: one director resigned in the midst of
an uproar of. the public and trustees, another died suddenly, -
a?xd still another went on a year's leave of absence, It seems
that persistent, visible, purposeful direction from the top is
= vcrit§5§%§lement for succes\sful introduction of I &-.R.
' KXol . .
b. “A vigorous publicity campaign, renewed occasionally.,
_This wtll be ‘necessary in part to overcome the prevailing
public image of the library as a materials~dissemination )
center, The two cities with the strongest publicity campaigns ~- %

Detroit and Houston ~- have experienced immediate p:gblic respgnsfé‘. R x

Da‘ta collected for this report show that these two Gities enjoy a z" y

o

"
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greater frequency of use and have attracted a Pnea'ter percent
of library-non-users than/the other three cities. This'may be
* a result of strong publicity. The impression rom the staff of

c. Integration of the 'service. This is achieved along several
dimensions: by using the regular service/staff to provide I & R
service and to-maintain the resource files; by providing I & R
service”from ther existing service point within the library, by -
offering I & R service at every branch “th system; by
orienting every member of the library gtaff t&*the nature and
techniques of I & R, whether or not ey will be .directly in=-
volved with it or not,, _ .
d. Positive relations with other I/& R services and with |
»  dispensers. . -

e, Awareness of the\problﬁems‘z)f inéducing changen. I&R

- service can reasonably be viewed as a substantial change in

the direction of a library's program, and a ‘change of such”

magnitude carries a substanfial personal threat along with it,

It will be important td give /careful consideration to the intro-

duction of I & R. a -

. | 3 s
‘10. While it appears to he i/ery important for the I & R staff to
establish close relationships with their communities, the means of
e stablishing adequate contact/is variable, With some degree of
success, the following kinds/of contact have been demonstrated in
the project: door-to-door canvadeing of residents, door-to=door
contact with businesses angf services in the major commercial areas,
and attehding regular meetings ‘of formal groups, -such as a junior
chamber of commerce, a civic imp ement association, or a parent-~ /
teacher erganization, ( )
/

Even though stated in the original proposa1 as a significant element
of the project, the es blishment of community groups expressly for
the purpose of providing input to the'I & R service has been rare in
any of the five citie . The existence of a community advice group °
does- not appear to essential to the success-of a public library's,
I & R effort., astlo g as other strong community contact exists. In \ 5
fact, ‘the "comm inity advisory group” app‘roach Could be seeh as an'
expedient and less than adequate substitute for an attempt to reach

. a,broac'ler base pf the constituency. '‘As well, several NIC participants

stated/that the existing community g‘roups provide adequate forums )

~For ‘presentin the NIC concept and getting community feedback . \
W',_" =/ ' B o o
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" The public library might.reasonably-assume-thetole of
conveqor of all I & R agencies in # ¢fwen metropblitan area. Houston
took the _n.itiative of calling together all such agencies merely to
begin sharing experiences. Since tHat first meeting, the agencies
have formed a loose but formal council of information and referral .
agencies, whose mdjor purpose has been to facilitate the develop-
ment of improved overall I & R service for Houston’s citizens.

¢

It is important to reiterate that THE. "EMERGING LESSONS" ABOVE
ARE JUST THAT. They can be taken more or less as hypotheses in~ *
need of testing. * None of them should be accepted.without additional

scagtiny., - -

The Future of I & R in the Public Library : : <!

-

. R >
I & R has been an occasional facet of public library activities ovér
the past several decades (for example, the war information service
The recent re-
introduction of I & R is a rare occurrence, however, by virtue.of its
scale, Itis iéi)erently a unique addition to the public library's -
repertoire; if'1s even seen by some as a radical depat;fn{\from the %
library's rightful role. Yet significantly, rip:orts in the current
library literature indicate that the I-& R mo¥ement is gaining mo-
mentum, It is obvious that the idea of I & R is attracting more and
more attention in the world of public libraries., . -

-

0

-

Librarianship h?s 1ong been characterized by the lack of a sub-

stantial body. of research or empirically derived theory. Our begj n\-

. nings inI & R -- withess the NIC .project -- do not betray that .
legacy. Among researchers“and academics "it'is almost common-

place to urge that an impending innovation in- any field be accompanied
by appropriate data collection and research efforts. S too, many
people in the field of librarianship, including this Wri%jﬁt

that the practice of I & R in libraries would be considerablys anced
by a useable body of empirical data.

Below are. some needs related to e€xpanding our understanding off & R
in public libraries. All of-them epend::éorq)e collection of data. )
All of them are intended to provide a soufider.#ase for decision
making. .It would be most appropriate that se efforts be under=-
" taken at the state or national levels in order to produce the most
generalizable results. )
v v
One, of the simplest data to collect is the mere description of 1 &
operations, in numegpical form. If we are u1timate1y to arrive dt c
de scriptions that pdmit comparison of one I & R operation with &
another, it will be necessary to regul_ariz,e the scales by which thedr

55
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elements are measured, This means that it will be necessary to move %

-

+

toward uniform definitions: and taxonomies, so that ‘the scales of

&

measurement are consistent. An equally important but considerably

more -complex, method is controlled field experimentation ( as opposed .

to mere demonstration), with carefully controlled application of a .
variety of~techniques staffing patterns, administrative approaches,
etc,, in order to determine the most efficient configuration for

" effective service delivery.

s 't . »

Among othérs, there is a pressing need to investigate on a sys‘tématiC‘

basis,. either through simple de'scription or field experimentation:

-
#

~- 1 Optimum file arrangement and access, For.instance, it is
possible to'Qndex a reSource (d1spenser) by virtue of the servi~ce it

offers or the pro\blem it solves,
to a s'uccessfultI & R service ?,

r -
,

Whrch of these is most appropriate

®

Y

v
x

\.

- transaction to transaction.

' 2. Format of the resource file (Resource ’ files have existed in
printed, microfiche, 3 x 5 card and automated forms, What are the
advantages and disadvantages of the se various formats, s1ng1y or in ‘
combination? o - ) \
[ I .

3. The inquiry. Very‘little is known" about the nature of the
demands on public library 1:& R services, One ‘of the first questions

g -

-

-

to ask is how the topics of inquiry refate to standard demographic

variables such as age, sex, income level, éducation, and occupation,-
Beyond that, we need to determihe how the nature"of the I & R
transaction‘varies froin population tqQ population:
forreferral as opposed to simple steering'? What is' the reldtive speed
of the transaction from group to group" ‘What language or interpretive
skills are needed? What kind of counseling oceurs == or does not
occur -~ in various populations ?

. . l'
b . L
g, Response of the service staff, Levels of sbe%qfvice,vary’from
Knowledge about discrepancies between
service policy and service delivery, aboutxthe exact~nature “of. the
guestion negotiation, steering, referral and cqunseling processes,
ind apout the techniques used in contacting resource agencies will
tri,bute to sounder decision making related to goal and policy
formation, staffing, budgeting, training and orientation of staff, It
would be particularly valuable fp view the I & R services as a client

might encounter them,

.

~N

’

for achieving such a vantagepoint‘

. .

e

>

S. CostsofI & R service.
did not vield usea-ble cost: figures,

Unfortunately, the NIC experience
In large part this was due to. the

-

8

.

[What are the demands ¢

-t

. Unobtrusiver méthods already applied to standard ~
" library telephone information service offer a straightforward methodology

.
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rather complex integration of I & R into cher library activities -
and to the fact that few NIC resources were spent on such investiga-
tion, To arrive at accurate cost figures it would be negessary to
engage in rather complicated cost accounting procedi‘ures"and inter-
views of staff, Perhaps more than any other’facet of I & R, costs

s will be an important element in the decision of Whether to initiate .

I &R service or not, -

* The impact of various forms Qf publicity, It is clear that
each form of publicity has its own peculiar impact, Data of impact
compared with the costs of each form will result in cost-benefit data
that will facilitate decision making,

'

- " € -

[N - -

"7. Administrative configurations. I&R service can be intro-
duced into a Hbrary system in'a number of ways ranging from

_participative to autocratic, system=-wide of branch-by~branch,

authorized from the highest levels or founded on grass=-roots support
As well, I & R can be administered in a variety of styles from ©
-laissez~-faire to authoritarian, from centralized to branch based,

from. closely supervised to generally Supervised from clearly
delegated to vaguely delegated froth highly integrated. to unintegrated
The facets that could be studied are almost limitless, and the find-
ings would previde—a—valuable basis for decisions related to managing
I & R services in pubfic liéraries. .

. .
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Chaney',,,Chandler Park, Linc¢oln. ,

r. ' APPENDIX A
A | i

VISITS TO THE FIVE CIIES y , T

i‘*- : l . -

Atlanta, 'Sites visited: Sandy Springs South, Inma‘n? Kirkwood ,
+ Government Information Center (Central Library) ‘Ne ighbor- .
hood Information Center (Central Library)
Persons interviewed- Carlton C. Rochell, director, Frank Young,
-.» social planner; Mary Louise Rheay, assistant director; Ella G.
i Yatjs administrative, coordinator; Polly.Jones, regional director;
Nancy Keever, Bobby Henderson, Carolyn Lowe, Vann. Roberts,
. branch librarians; Martha Mashburn, head of Goernment Informa-
tibn Center; Cheryl Grace, in charge of NIC Central; Brénda
unter, librarian; Dave Norman, director of planning, Depart-
ent of Community and Human Development City of Atlanta.

Cle eland Sites visited:~Central, ]‘efferson Martin Lutheér King,
Lar\gston Hughes Eastman. . ~
. o .
. Persons interv1ewed E‘rv1n IR Gaines director} Virginia C.
’ Grady, branch librarian; Martha Bright, assistant.branch -
librarian; Clara E. Lucioli, director of professional services;
- 2 Ruth Baldwin, volunteer social worker, Rohert w. ,Vokes, .
' NIC- librarian, Catharine Graves - head of ,branchefs, Rosemary
"Feighan, Ruth B, Walker, acting branch librarians; James E.
-Rogers, director of urban services (and formerly in charge of
NIQ.activities). - ;f -

. . . [ vw \‘».‘

,'f : R K
Detr01t Sites visited °Bowen Central TIP “TIP Clearingffouse,
. branch stdff from’the se branches interviewed at Centtal: Gray,

L

. Per»sons inte’fviewed° Clara S. Jones, director; Florence Tucker,

*Doroth aker, William Cline, branch librarians, Lorene Royster,
- TIP.Cle: rin{bouse librarian; James Evenhuis, head of TIP
* Clearingho#se -and. formerly. branch" librarian, Norman Maas, in

/ ré se%and grants coordinator; Pat Smee, Marcia Allen, .

- charge ‘of TIP Central; Teresa ]‘ones TIP Cenfral librarian.

Houston. Sites- vigited° Moody, Carnegie Ring, Hillendahl, :
Kashmere Gardens; - e
Persons “Interviewed¥ David Henington, direciGr, Len Radoff
chief of extension; Ann Hornak -dssistant director; Guadalupe
Mier, NIC coordinator; Sammie Bentley, john Shirk, John Shults,
Lou Caldwell Gail Carstens, branch librarians; Judi Lutz,
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APPENDIX B

NIC USER INTERVIEW FORM

1. Have yoil yourse lf ever‘usedsthe NIC service before ?

Y N - Don't remember
2. Have you yourself ever used this® public library or its branches,
other than for NIC service? Y -

a. Within the last 6 months? N __Y(goto q;3) ¢
b. Within‘the last year? Y Y (go to q.3)
c. Don't remember

3. Where did you hear of the NIC service ?
___Friend, neighbor, relative ___NIC personnel
Radio ___television ____newspaper ___NIC printed materials "
___Referre , ‘by an agency Other'
4. Do you live in the (brangh location) area?.__ Y N

-5, How many 3 lubs or other" groups do you belong to?

6. How old wi re _you on your last birthday? \ =
7.. What was the "last year‘of school you comgleted? . N
R 1 2. 3 S 6 7 89 10 11 12 Fr So Ju Se Grad <t
(8. Interviewe‘f ascertain: ___Male ___Female) .
S ,
T o Refused ‘o0 be interviewed~ = *  *
B ~ . T tc.3/75
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- APPENDIX C

.
* * ‘

3
°

USER INTERVIEWS

Use the interview form in all branches durréntly offering NIC service,
Use it for a period of two weeks (Sunday, through Sgturday) in late
March and early April. Please returh the data tg me by the 15th of

5 April. When all the data'have been collected, tabulate them-on the
. - pummary Sheet, for each branch, ‘and .send the Summary Sheets to me: e
Dr. Thomas Childers,-Graduate~S¢hsol of Library Science, Drexel —

s

" University, Philadelphia, Pa. 19104 - b

Instructions to NIC Staff for Conducting User Interviews ‘ ®, o
- 1

- 1. Know the interview form thoroughly before asking your first question.

-

2. Ask the quéstions; do not-hand the interview form to the client.

e 4 A .

3. Interview every other cliefit (both in-person and telephone clients),,
starting with the first one in the day.. If-one client refuses, do not
substitute the following client, Instead, chetk "Refused to be:
interviewed" on the form and proceed as if he were interviewed.

N e Q T - . A 4

. 4. iaterview only clients who use the NIC service , as it is defined
- in your library, .. : -

5. Introduce the ,in&?&iew in your_owh words, The point is to be
, ‘persuasive in a few worqls and to set the interviewee at ease,’. A -
sample introduction might run like this: '

"As you know, it's important for the users of the NIC ‘to be
anonymous,” But from-time to time the public library needs some
.information on users, so we can improve the NIC service and make
it reach more people., I'd like you to help me out by answering 7
- — questions. They're not very personal, and they won't ever be

’ connected to your name, The first.question is.,..."

- -

_/«*’/, 6. Note: Questions 6 and 7 may appear fairly personal, However,

‘ T © + Houston's staff, who pretested these forms, suggest that people are -
Lo willi;;,d to réspond, once it's established that no names or addresses .’ 3

~are necessary, oo . ‘ :

- 7,: Ordinarily, 16t the clent volunteer-his response. You may suggest

o T a list of possible responses iff q.4,and 8, -after giving him a chance

" to-respond on his own. ‘ ) , i

&
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8. At the end of the study period, add up all responses on the
Summary Sheet provided, and send the summary sheet‘to me.,

- . ’
3

-
Q

o Tom Childers ‘
z 3/14/75 .
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‘APPENDIX-D

USERS OF NIC'S -

<

Atlanta Cleveland Detroit Houstonh Queens Totals

Number of interviews 160 14 205 111 90 580

-

Number of refusals* , 10 2 1.9 . - 37

Number of clients ‘ . : . -0
served o170 2,732 o 163 3,395

.

1. Used NIC Before ? . . .
Yes 50 . 100 . ' 205
No 56 106 319
Don't remember " 26 L2 -+ 38
No response 28 . 40 28

Used public library before ?
No ’ S : 18
Don't remember - 14
Yes , 124
'=within 6 months " 95
. =within 1 year 823
~don!t remember . 6 ‘
-po response  © - 4 i |
First heard of NIC through S
- friend, etc. 25 | /
radio - 4
television 6
newspaper 1
referred 22
NIC personnel © 25
NIC materials 10
‘Other / . 18
. No responsé 49

Live in area.\'
~ Yes
No




6.

7.

0:-

?“No re sponse

Age

. Under 19

19 - 34

35 - 44

45+

No response

1

Education.

OO U bW
1

9-

.10

11

12
freshman
sophomore
junior

senior

graduate work

No response

Méle
Female'
?

No response

A

Ed

%
f
%
EA
¥
3
A8

L .7 cs® l - -
Atlanta Cleveland~De troit Houstork Quee

ns Totals

" 5. Number of club mémberships. .

96
sz;
17

85
35
17
15

55
87

18

’
O O M = b LW
25 B

4 ,
81
28
34
21
8
3
7

«

17
74
52,
60

BN g -

-

70
11
8

g8
2
0
"4

55

o

=,
OONFEWONHWNOW®EN

28,

-19
2 .

[

| ot

h §

3]

[

31-
74

4

40

20.
10
10

4

5
2

23

16

-38

W
WwWNWNwO =G o~

47

16

292
89
73
45
21
10°
17.
15

I

42
244

}33/
Y 23
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SAMPLE COVE R LETTE R

LT IEN

(“,

De;;r

A small néti‘onai study is currentiy being .con.ducted focusing on
information and- referral activities in metropolitan areas, We hope
the study will help public officials assess the need for such

” activities-in todaf's society, so we have, happily volunteered to

help collect~ the data. ¢ . . L

’

Would you please take just a few minutes to fill out the attached -

que stionnaire and-return it to us in the enclosed envelope as soon
as possible, We would like' to have your response wi.thin a week,
please, -™ §ie b - : s & .

«

"_Thank you for your help.
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APPENDIX F

NATIONAL INPORMATION AND REFERRAL QUESTIONNAIRE . .

1. What kind of agency or organization are you ?o (Check only one )
__Welfare ___Health __ lLegal ___ Religious Community
Social service - ___PBducational Other (specify )

&
-

*2. Is there a general information and referral service available to

citizens in your city =- one thaktt can put.them intouch-with the

full range” of services and acfivities in the metropolitan area? " - .
No ' Yes (please specify:) —*

——— A cemmtemmt— . . -

3. For your c1ty, what kind of agency would be ,the, most appropriate
for putting people in touch, w1th the full range of services and

.o
7

5. Ifves, considering‘all agencies from whom you receive. referrals,
those coming from the library aré;. (Circle most appropriate number,)
.. - Maost effective: 1 2 3 4 5 .Least effective

Iz

43

6., Does your public library have a formal. information and referral

services should be »
expanded ___kept at current level ' —~cprtailéd, elimi,nated

activitie s?- ] . . .
o — ) . g 0 - &
. .
) . 4, ;Have you *ever received an information fequest or referral from. e
v . . the public library-? Yes' No Don't know R

’ service. available}%o the public” Yes. No Don't know '
i ( If yes, please write the n'ame of that service here: o -
. L -
- . .
_” 8'.‘ From your agency's point of view, library information/referral .

v ' If you wish would youswrite the name of your agency/organization here, '

please: . ) . o .
D e ‘ . . s sal . .
. } ! ) é" N . e =7 ’ - i % o
T Please return this form to the officer of the public library who se nt it
. to you. .
) ' . e . ) i Lo : R i/
Thanlc you for your cooperation. | - . o AN
) R o - w o .
Cte.3/750 _ T .
. ‘ \, - .
] ~ - ég “ 6 7 . s ~

‘e
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AG°ENCY DATA ("National information» and Referral Que st /dnnaire")
e ‘ /

Select 20 agencies from your major resouroe or agency, file in this

wayg Beginning With the agency in the ‘s, se lgThevery fourth™

dgency, until*you have 20 Eliminate only those that you know are

defunct. Maintain a.list of the, sample agencies

- D

Prepare cover letters Jor each agency and send a cover letter a~lqng

with a qu¢stipnnaire and a stamped return envelope. Note¢ Dp not
. 1dentify athe*NIC or any simil.ar«servxce on the cover letter or

'envelopes‘l I - -

‘gs‘ > .. e, . ) ._...'

-

-~

Give them about fouf weeks to come back, then send the completed
questionnaires to me; I%l tabulate them here.” Send the: list of
sample agencies along, too., S \ e . s

£ -

. '

The letter, questionnaire and return, envelopes should all’ go out to
the agencies by tHe end of March‘ ’Forward all the responses to me '

in the last week of April ' - .

- . . .
c '
J 5 ’ ’ ~
. . . .
» )

. ‘ Dr. Thomas L‘hilders '

Graduate School of Lfbrary Scie nce

__.m_DrexelsUniversity
Philade]phia, Pa, 19104;;
: (215) 895=2490 ... .
‘ ':;‘ - - . AN : .- h ‘ \h *

T - & -
N a
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APPENDIX H

. RESPONSES OF AGENCIES TO o,
NATIONAL INFORMATION ANDj REPERRAL QUESTIONNAIRE

1 4 4

/-\ Atlanta Cleveland Detroit Houston Qﬁ'eens Totals
Numbeér of responses 19/25 15/20 11/41  5/20 14/24 58/110 -
Received/Sent o . :
~
& ‘ . . \ ' \‘/
1. Kind of agency <k
.Welfare .. T
Health (incl, mental)
Legal .
Religious .
Community ™
Social service
Educational
Gov't admin,: ==
Othe/
2.,71s the:re' a general
I & Rincity?
. Yes .
N O_. ~—»-‘:—"—__ﬁ

Don't know
]No response—

—
GV b N3 ST DO W D

,ost appropriate
gency -
O response
ew agency
* There isn!t.any--
Public library

O non-assoc'd agnc, A
Existing-agency™ .
.~ fnon= )— ..

Other

) ‘: No _..—_-* .-
iy P

R i A R "”“D“on'f kno
- ‘s .
| o . ’ :
w > . ; N
h ‘ *'77»4 .‘
S . wn;‘(‘ e Y

7 .




d

" < *No résponse

5. Effectiveness

OB W R
U

¢
., No response

¥

6 I'§ Rin public library?*

Yes
No
Don't know

\ N -

7. 'Name of service ?

Roughly or exactly
accurate
No name, or wrong

8. Puklic library I & R
s%:uld be:
Expanded
Kept current level
Curtaile
Elimingted

.,"%%&

P
-

’B\l -
 Atlantd—Cleveland Detroit Houston Queens Totals

1 1
1 .2
S 2.
1 2
3 6
1.
9 9

2 6

3

6 10

4 2

% 2 1
2 5

7
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.

1. "Dispenser" will be used to refer to agents, agéncies, organizations,
.. . - companies, etc.,.which-.dispense resdurces, needed by a client, ,
- . ’s O ' ) ' L
2. Childers, Thomas. The Informatiofi-Poor in America, 'Metuchen,
N.J.: Séarecrow Press, 1975.

. 3. Croneberger, Robert Michele Kapecky and .Carolyn Luck. The
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Kentucky: Morehead State University, Appalachian. Adult Education -
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Guide #8.)- o | -

A

4, Yin, Robért K., Brigitte L. Kenney, and Karen B. Possner, Ne'ighbor-
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ABSTRACT

7 . .

1 "y t

In July 1972 five cities -~ Atlanta, Cleveland, Detroit, Houston and &
Queens Borough -~ joined in a consortium sponsored by the Office of
Education, with the purpose of demonstrating the feasibility of -
using, existihg library branches as neighborhood information centers.
This volume®ts the final report and the research summary of the
experiencé of those five cities during the three years of federal
funding, from July 1472 thsoUgh June 1975. The majority of the report
s devoted to the research"’summary, by”ah outside consultayt, It
includés a discussion of the nature of information and referral (I &R
Va ery{:e and the role of the public library as an I & R center, an 4
evaluative sketch of eéach of the five cities® efforts, a summary of
what can be learned from the Project and recommendations for future
- research and demonstrations., Data, was taken from earlier studies,
‘- from site visits, from questionnaires sent to social agen01es and from
interviews with library clie nts.' '
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