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generally positive toward I&R although often not in agreement as to

what it consists of. Questionnaires and supporting data are anpended.
(Author/SD)
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ABSTRACT

The study reported herein is Phase II of the two-phase survey of public
library information and referral service. In Phase II seven libraries
offering information and referral (I&R) service were studied in depth in
order to provide descriptions of their operations, organizational factors
and the reactions of their users. Organizational factors and operations
were etudied through available documents (relatively few) and interviews
with from 14 to 21 persons at each site. User reaction to I&R was
studied by way of short user interviews conducted by the libraries'
staffs after instruction by the study team. Sites were chosen to illustrate
a mix of organizational configuration of the I&k service, of resource
file forme~s (microform, cards, computerized), of urban-suburban-rural
setting, and of I&R service role.

Although the main purpose of this phase was to describe seven separate
instances of library-based 1&R, some general observations can be offered,
if even tentatively: the vast majority of L&R service at all sites
consists of information provision, as opposed to actual referral; com-
puterization, per se, seems not to be an absolute determinant of the
nature of the service delivered; commitment of top management and the
magnitude of library resources deployed for I&R seem to major determinants
of the success of the I&R innovation; I&R users include a relatively

even mix of regular, infrequent and non-users of the library; the library
is not often the place of first resort for people with I&R needs; clients
range demographically from lower socio-economic through upper socio-
economic straca; the promotion of I&R invariably increases the volume of
traditional reference queries; and staff seem to be generally positive
toward I&R although often not in agreement as to what it consists of.
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CHAPTER I

EXECUTIVE SUMMARY

CHAPTER II. INTRODUCTION TO PHASE II STUDY

Phase I of the Public Library Information and Referral Project, completed

in July 1979, was a national survey that described the extent and nature
of information referral (I&R) service in American public libraries. The
definitions of primary and secondary component services of I&R developed
for Phase I were used in Phase II. The purpose of Phage II was *o
describe in detail instances of I&R in seven American public libraries.
In addition to covering the major points in Phase I, Phase II sought to
identify, through a survey of [&R transactions in each of the sites, the
types of people who use the I&R service and the kinds of queries posed.

The term "information and referral" is nebulous. Although the profession
agrees that the mission of I&R is to get the client in touch with the
entity that cap best serve his needs, there is ambiguity over the concepts
"in touch” and "entity." The following working definition of the I&R
function was used: FACILITATING THE LINK BETWEEN A PERSON WITH A NEED

AND THE SERVICE, ACTIVITY, INFORMATION OR ADVICE OUTSIDE THE I&R ORGANI-
ZATION WHICH CAN MEET THAT NEED.

CHAPTER III. METHODOLOGY

This study consisted of *wo main parts: on-site interviews with staff in
the seven libraries; and collection of data on I&R transactions in these
libraries. The seven libraries were selected on the basis of the
following criteria: locale target group, file f mat, I&R organizatioaal
structure and I&R role. Libraries were chosei.. o as to illustrate
different profiles alcng these dimensions.

The Interviews

Between 14 and 21 people, randomly selected by the study team, were
interviewed at each site. The following classes of staff were inter-
viewed: director, head of I&R servire, head of reference service, branch
librarians, adult and children's se..ice librarians, I&R back-up staff
and I&R front-line or service staff. The questions, a combination of
closed pre-coded ones and open ones, covered the followlng categories:
origins and mechanics of I&R, service concepts and service provisionms,
finance, publicity, cooperation and impact of I&R inside and outside the




library. VPretests of the questions were done at Drexel University and
at Baltimore County Public Library.

The Transaction Surveys

The purpose of the I&R transaction survey was to determine (1) the
nature and extent of the use cf the I&R service in the sample libraries
and (2) characteristics of users of I&R services in these libraries.

The survey instrument was designed to interfere as little as possible
wi.th the service process yet to gather information on the demographice
of users, previous use of the I&R service, and topius and disposition of
queries.

A sample of I&R clients or the total population, depending on anticipated
volume of I&R queries, was interviewed at each site by Iibrary staff.

The goal of 400 completed interviewers, or a large fraction of 400, was
achieved at every site.

Training of the library staff for data collection was conducted during
the site visits; data collection begar immediately thereafter. Pretest
of the survey instrument was done at baltimore County Public Library.

Analzsis

The data from the transaction surveys were manipulated using the Statistical
Package for the Social Sciences (SPSS). Frequencies and cross-tabulations
of the variables and a typology of the variables education and income

were done separately for each site.

CHAPTER IV. MEMPHIS

Memphis arnd Shelby County Public Library and Information Center serves
Memphis and Shelby County through a central library, 21 branches, two
branches of the State Community College Library, four mobile units and
several extension units. As of 1980 the system held 1.3 million volues,
employed 430 staff members and was budgeted 15 $6.8 million.

The I&R service, named LINC for Library Information Center, was begun in
the early 70's with a $368,000 grant in revenue sharing funds. Service
is offered primarily out of the certral library about 69 hours a week
and is available by telphone, walk-in and write-in.

The resource file contains about 1100 resources maintained on 5 x 8
cards and arranged alphabetically by agency name. Access to the main
file is augmented by a list of subject headings developed by the LINC
staff. The resource file includes non-religious services offered by
churches, clubs, associations and political organizations that provide
services; recreational programs; governmental agencies; and service
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agencies. Staff indicate satisfaction with arrangement, subject scope
and depth of information, although some feel the need for more cross-
feferences. In addition, staff turnover has made it difficult at times
to keep the file up to date.

About 98% of all LINC queries come in over dedicated LINC phone lines.
Queries take anywhere from 10 seconds to 25 minutes for response. When
a query directed to LINC seems more appropriate to other library depart-
menis, 1t is referred to them. Efforts are made to coordinate LINC with
other existing I&K services in the community.

LINC is administered by a professional social worker designated as head
of the service and answering to the deputy director of the library
system. Other staff include three professional librarians (one of whom
is a cataloger), four library assistants and two clerical workers. Each
new staff member undergoes a five~day orientation session. This is
followed by a six-month probationary period during which they first
observe, then progress gradually to listen in on transactions then to
work one-on-one with another traiced staff member then to work alone
with a trained observer and, finally, to work independently. Weekly
staff meetings and the "LINC Manual" reinforce training.

The estimated budget for LINC for fiscal year 1981 was $158,183 plus
$2500 for telephone costs and $200 for printing expenses. The Area
Agency on Aging currently adds $31,000 to cover some LINC expenditures.
The total unrecovered cost for I&R for FY 81 was close to $130,000
expended from the regular library budget.

Publicity for LINC has included newspaper advertisement, radio and TV
spots, flyers, brochures, and placards on buses, in addition to an open
house held for agencies listed in the resource file.

While the top management of the Library is clearly enthusiastic and the
staff as a whole acknowledge the significance of LINC, some staff
believe it is not a legitimate library service. Widespread, though not
deep, resentment of LINC for the extrodinary attention it has received
is also evident. Efforts are under way to more fully integrate the LINC
service with other departments and library services.

LINC staff collect information in both the on-going tally and occasional
survey modes on a variety of topics, including number and type of query,
mode of intake, service received or not received and client use of the
service.

This survey found among other results that 3/4 of I&R clients have used
other library services and 2/3 of these are ''regular" users of the
library. Most clients are between 20-35, the majority are female and
44% report a family income of under $14,000.




CHAPTER V. COLORADO SPRINGS

Pikes Peak Regional Library System serves the majority of El Paso
County, Colorado, through a main library in Colorado Springs, nine
branches (including a small branch in the El Paso County jail), two
bookmobiles and a children's multimedia van. The fiscal year 1980
operating budzet to support these facilities was $2,219,172.

In 1977 the Junior League, cooperatively with the Library, began to
collect information on free or inexpensive services in the Pikes Peak
area. A yeai. later service to the public began under the name of
"Citizens Action Line Limitless" (CALL). It was operated four hours a
day by the Junior League. Also in 1978, the Library organized the
Community Interaction Team(CIT), heaael by two librarians and three CETA
workers, in order to accumulate community information for library files
by visiting social service organizations, government agencies, clubs,
and educational and recreational organizations. Late in 1979 the work
of CALL and CIT was consolidated and the Information Services Desk (ISD)
was established at the Library. Online capabilities for the files were
developed and as of 1980 five files became available:

CALL--human services and government resources
COURSES--adult education and recreation opportunities
CLUB--a roster of clubs and local organizations

CALENDER--a listing of educational, cultural, and
recreational events inside and outside the library

DAYCARE--a listing of day care centers and homes.

The current goal of the Information Services Division is "to provide
quick and efficient access to resources with the help of computers and
selected sets of printed material "

The staff of ISD is divided into four teams. Three teams handle (1)

CALL and CLUB, (2) CALENDAR and local business information and (3)
educational and career information, including COURSES. In addition to

team duties, staff work on the Information Service desk. The fourth

team is responsible for designing new data bases and training for computer-
assisted searching.

Referrals are made only about 3% of the time; the standard service is
the provision of simple and complex information. Feedback is not
provided, nor are counselling, transportation or escort, although people
who seem to need the last three services are provided with appropriate
information or referrals.

Nine brzaches (excluding the jail only) in addition co the Main Library,
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have CRT terminals for online access to the ISD file. File access is
available only through staff intermedizries, although printouts of CALL
and CLUB files are available for patron use without an intermediary and
the COURSES file is available to home computer users. All five files
are separate and have unique kinds of information, access terms and file
structure. An Information Services Manual contains instructions and
keywords for staff use.

The staff assessed the scope and the physical format of the files as
very good. The currency was rated from very good to gaood; the main
reservation about currency was that updating required more time than is
available., While some of the staff rated the depth of information as
very good, a few stated that the information was limited by the computer
format and was not always clear. The adequacy of indexing was rated
variously by the staff. While some judged it to be very good, others
felt the keywords, especially for CALL, needed work in order to provide
clear and consistent access.

The ISD desks and staff are highly visible to entering clients, giving a
first impression of a series of airline reservation desks. The rather
public and congested aspect of the area may have some chilling effects
on the posing of complex personal queries in person. The consensus of
the staff interviewed was that the majority of queries asked at the ISD
desks call for short answers delivered quickly. Queries requiring more
than the usual time to answer (2-3 minutes) are referred by paraprofes-
sional to professional staff.

The Library's original Community Interaction Team activity was a major
effort to gather community information and make it availatble iv ine
public. As a result, the Library is highly visible in the community as
an information place and now serves as a depositorv “or city and county
documents. In addition to good community relation., the Library seems
to have a positive relationship with most other I&R services, although a
few agencies feel that ISD competes with or duplicates their efforts.
Non-I&R service agencies in the community seem to react positively to
the library's I&R service.

The Head of Information Services is responsible to the Assistant Direc-—
tor of Bublic Services who in turn reports to the Director. Although
part of the Information Services, ISD has a distinct staff consisting of
four .ibrarians, two technicians (one is part-time) and five CETA
clerical workers. The Head of ISD provides training for all new ISD
Staff, involving a general orientation to thre services and personnel of
the library, use of tools, and three telephone training sessions. New
employees also have a session with a person in the Systems Office on
terminal use, in addition to several "labs" in which they practice
interviewing and usiag the terminal.

Funding for ISD and its staff is approximately $75,000 per annum plus
$35,000 for CETA workers. These figures do not include charges for
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building, telephone and computer use.

Publicity for ISD initially consisted of flyers and brochures in the
library, television and radic spots and bumper stickers. The finances
and management of publicity was handled by the Junior League and the
Library's print shop. Ongoing publicity has included public servi.e
anaouncements and radio, and newspaper and television features. Librari-
ans from ISD also speak to community groups about I&R.

There is a strong feeling among ISD staff that IL&R is an appropriate job
for a public library, although there was some initial resentment about
money spent to establish ISD and the resource files. The Library's top
management is committed to providing the public with the information it
requires, in whatever form it is available. However, the separation of
Information Service and Reference departments has created some problems

in beth departments in terms of defining their respective responsibilities.
In order to alleviate such difficulties, management has begun assigning
both ISD and reference staff to the three re 2rence desks and ISD has

been moved closer to the reference side of the building.

ISD regularly collects statistics on the number of directional ques-
tions, the number of information quieries that involve a search and the
number of queries that come in by phone. The survey of ISD users found,
among other results, that 86X of queries are by phone znd the great
majority of clients are women; the ISD files are used to respond to
fewer than half the queries; and the staff rarely contact a resource omn
the patron's behalf.

The consensus among the staff and managers was that the major problem in
ISD is the lack of permanent staff, since CETA workers change each
September. Both ISD and reference staffs felt a larger, permanent
professional staff would allow for more integration of the two services
and a more even level of service delivery.

CHAPTER VI. DALLAS

The Dallas Public Library serves the population of Dallas through a
central library and 18 branches. Coustruction of a rew central building
is scheduled for completion in 1982. The proposed fiical year 1981
budget is about $8 millionm.

Dallas Public Library I&R began in the late 60's with the development of
a small card file of groups concerned with social issues. In 1972 a
staff committee report recommended that DPL should undertake a compre-
hensive I&R service. Also in 1972, the Greater Dallas Planning Couacil
funded the development and publicatinn of a directory of community
resources. The Library was asked to ac tlie work and in 1973 the

I-6




Directory of Urban Organizations in the Dallas Metroplex, a classified

and indexed directory of between 1500 and 1800 organizations, was published.
The following year a popularized version called Open Dallas was produced.
The experience of developing, maintaining and organizing these directories
provided the library staff with experience with large files of community
resources and established the library as a credible overseer of such

files.

In 1974-76, with the cooperation of the Dallas County Community College
District, the existing files were put into computer format. The file
was named APL/CAT (A Programming Language/Community Access Tool).
APL/CAT services include production of Open Dallas editionms, custom-made
lists of resources, mailing labels, specialized lists, and answers to
queries through microfiche access to the file.

In its earliest days, APL/CAT was oriented toward professionals, business
and civic leaders, social planmers, and the general citizenry for their
use in solving the community's social problems and enriching the life of
the community. It was designed to link formal and informal leaders
among the citizenry to needed resnurces and thereby serve all people
indirectly. The appearance of Open Dallas altered this orientation,
since it was intended for use by the general population. However, the
staff of the Library continued to view themselves as file builders
rather than answerers of I&R quzries. Today the staff continues to be
ambivalent in viewing the Library as an I&R provider, even though the
main use of APL/CAT is by people representing their own needs rather
than the needs of a group.

Three I&R services are performed regularly by DPL staff: simple informa-
tion giving; complex information-giving; and construction of a file for
use by the public. The secondary services of advocacy, counselling,
escort and transportation are not offered. Referral is rare.

The APL/CAT file is available at th- central library and at three branches
spaced evenly around the Dallas area. Public access ro the file is

either by telephone, walking in or--infrequently--by mail. The public

may consult the file directly through the microfiche copy or indirectly
through a staff member. The staff will ordinarily consult the fiche
format. Staff at the central facility, when requesting custom-made

lists of resources, may use one of two terminals that are tied on-line

to the data base.

Entries in APL/CAT include the standard human service agencies, govern-
mental agencies, non-profit enterprises, clubs and associations that
provide community service, hobby and vocational interest groups, hard-
to-find services or goods, and political and civic organizations.

On-line, the file is accessible by way of keywords, the name of the
resource, or by broad class headings. The microfiche file is arranged
in a classed order employing a modified United Way of America Services
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Identification System I scheme. This arrangement is augemented by a
controlled keyword index and an alphabetical index by agency name. Each
resource is updated, usually by phone, at least once a year and a new
fiche edition is issued every six months.

The file is currently purchased for use by ten outside organizations and
libraries at $350 per year. Additionally, DPL uses the file for other
reasons: identifying appropriate agencies for DPL deposit collections,
community development work, sources of speakers and candidates for
committees, and budgeting.

In aggregate, staff reaction to the APL/CAT file in its microfiche

format is that the file is adequate, Sut in need of considerable improve-
ment in order to be optimally useful, particularly in the areas of
classed arrangement, keyword indexing and, to a lesser extent, currency,
physical format, and depth of information.

I&R per se has a low profile at DPL and the continuing emphasis of the
APL/CAT activity is on serving community leaders. Staff who actually
provide answers to clients' questions are more likely to see their work
as "reference work" rather than a combination of "reference" and "I&R."
Despite the lack of prominence of I&R as a concept in DPL, I&R does
occur in small proportions in the central library and fractionally in
the branches.

The collection of information, maintenance of the on-line file, prepara-
tion and distribution of the microfiche editions, and publicity for the
service are the responsibility of the Community Informatiocn Librarian
along with two volunteers. The reference staff are responsible for
dispensing I&R service. While some inservice I&R training is done, most
staff experience comes out of "standard librarianship".

The original grant to DPL in 1972 from the Greater Dallas Planning
Council was $12,000 to develop the file. Currently, the annual cost of
APL/CAT support (excluding staff costs of directly serving the client)
may be in the range of $60,000-$65,000. This does not include space,
utilities, an. other institutional resources.

Dallas Public Library I&R is modestly integrated with other DPL services.
The staff who menage the APL/CAT file are distinct from the regular
reference staff; but the reference staff provide most of the direct I&R
gservice. Staff in the branches are by and large untrained in the use of
APL/CAT and unoriented to I&R service.

No regular data are continuously collected about tne use of APL/CAT or
I&R service. Some informal sampling of the file was done by the staff
on the number of queries, search strategy, and the topics of the queries.
The PLIRP survey of APL/CAT users revealed, among other things, that
about 75% of I&R clients have used other library services; inquiries by
phone account for 93% of all inquiries for I&R, and education and

I-8



income of I&R users is slightly higher than at other sites,

While the top levels of management support IL&R, it is not a high priority
item. It is seen more as a tool than as a major direct service program.
The prevailing cpinion of the staff is that APL/CAT has had a beneficial
effect on service at DPL in general and that it represents a largely
unrealized potential. Although there is indication that some staff may
be hostile to the idea of I&R, the dominant attitude is positive.

CHAPTER VII. AMHERST

The .ones Library, Inc., the Town Library of Amherst, Massachusetts, is
a dual corporate entitv: a private, nonprofit, tax-exempt corporation
with an endowment and other assets, and the Library Services Department
of the Town of Amherst. It is governed by six publicly-elected trustees
who serve both the corporation and the Town Library. in Fiscal year
1980, the library budget amounted to about $306,000, including both
endowment income (about 30Z) and public funds. The library serves as an
unof ficial regional center for the surrounding smaller communities.

In 1972 the adult services librarian organized a women's group to put
together a directory of services for women available to Amherst residents.
At that time the library had the resources and the inclination to become
more vital to its citizenry. This paved the way for bulilding an I&R
resource file, which began in early 1975, upon receipt of the first

funds from an LSCA grant. The I&R service opened for business in July
1975 with the installation of two telephone lines.

From the outset, DIS was intended to serve all kinds of people in the
Library's two-county service area. Since many of the human services
listed in the DIS file are oriented toward people in need, there is an
emphasis on such groups.

Service is available to clients in the two-county area in five modes:
phoning the I&R staff at the Jones library; walking into the I&R office;
using a published directory, All The Help You Can Get; writing in; or
directly contacting a resource that has a copy of the published directory
on hand.

The service has three phone lines-—-two local and one toll-free incoming
WATS, all of which are independent of the Lilrary's own phone lines. A
three-way conference hook-up enables I&R staff, a client, and an agency
to conduct a three way conversation.

The development of the resource file began with the initial grant in
1975. Although it was intended originally that the resource file be
accessible on~line, funding exigencies prevented it. However, the
computer language COBOL was used to establish programs for informatiom
storage and retrieval and for indexing the file, while SPSS and Fortran
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were used to develop programs for providing detailed analyses of client
queries. The taxonomy of the United Way of America Services Identifi-
cation System was used to record service needs for analysis. Because of
inflexibility, the COBOL programs were dropped after two years in favor
of a manual system.

The resource file is in reality three interlocking files: a “facility
sheet”" containing a standard description of each resource; a back-up
file of pamphlets, annual reports, and other publications om each
resource; and the '"'subject" files containing both specilized files on
such topics as housing subsidies, as well as lists of generic service
providers, such as boards of health.

The files are in several formats: looseleaf sheets, rolodex file, 3x5
cards, and edge-notched cards. The files include about 1600 resources:
formally recognized human service agencies, government agencies, churches,
clubs and associations, non-profit organizatioms, for-profit organizationms
providing hird-to-find services, helping groups and individual experts.

In addition to I&R, the file has been used for training I&R workers, fer
job hunters, for student research projects and as a source of agencies
that can supply films. The staff generally agree that the file is very
good in terms of arrangement, scope, currency, and depth the of informa-
tion. Problem areas are indexing and furmating the resources manually,
the multiplicity of indexes and the looseleaf format of the "facility
sheets.”

There 1s some sentiment on the part of I&R staff and the local United
Way of America to reinstate a citizens advisory committee that was
discontinued when the initial grant, which required such a group,
expired. At the administrative level of Jones Library, it is felt that
the existing public process of securing funding provides sufficient
communication with citizens. External relations with other agencies are
generally good since there is a fairly strong, though internal, network
of I{ ~ services in western Massachusetts and the library I&R is the only
one that is generic--relatively unlimited in topic scope or target
group.

The I&R staff are overseen by the Community Information Coordinator, who
reports directly to the Director of the Library. The other I&R staff
ccnsist of two part-time associates, three part~time work-study students
from nearby colleges, one full-time CETA employee and one or two part-
time volunteers. Training new staff involves spending several hours in
introduction to the files, I&R service concepts and the library/I&R
configuration. Following that, the staff member begins actual work aad
on-the-job training. Since the staff are housed in a relatively small
space, considerable sharing and informal supervision take place.

Start-up costs for I&R were $11,547 for space and utilities, computer
programming, personnel, telephone, and supplies. Additionally, the
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Board of Health donated the services of a CETA person, and the Amherst
Community Resource Center staff donated time. The service is supported
by revenue form the Hamphire County Commissioners, from Jones Library
funds. from the United Way, sale of directories and in-kind support from
Jones uLibrary. The FY 1980 revenue was $38,200. Projected expenditures
were $33,700, leaving an anticipated deficit of approximately $6,500.

Publicity for I&R is separate from other Library Publicity. One of the
most effective means of publicity is the telephone book.

The service is a segregated activity within the Library, separated
physically (located in the basement of the library); professionally (no
DIS staff member has formal library training); and politically (to the
extent that it is a regional service without regional funding). However,
despite these potential sources of conflict between I&R and other parts
of the library, there have been frequent instances of cooperationm.

I&R staff regularly collect statistics on che various parts of I&R. The
Transaction Survey found, among other things, that of all seven sites,
Amherst claims the greatest number of first-time users (about 2/3); 392
of the I&R users were referred by other agencies, suggesting considera-
ble support between the service and other agencies; and the I&R files
were used to answer 97X of the queries.

Very little in the way of internal or management problems were expressed.
Many staff, however, expressed a strong desire to see I&R and reference
integrated, indicating such an integration would help alleviate some
tension between staffs and the I&R funding problem. However, space
limitations and the present political and funding situations may preclude
full merger in the neatr future.

CHAPTER VIII. BALTIMORE COUNTY

Baltimore County Public Library (BCPL) is comprised of fourteen branches,
four satellites, four mini-libraries and one bookmobile for service to
institutions. There is no central branch for the system.

In 1978 and 1979 BCPL had the highest circulatica per capita in the
nation, even though previous research indicates that the demographics of
the county normally correlate with low or moderate levels of library
use. The high level of citizen use seems to be tied to the library's
commitment to dispense materials that patrons request, not materials
that librarians think they should request.

In December 1973, the Baltimore Regional Planning Council and Westat,
Inc., produced a report, "Information Needs of Urban Residents," that
po’nted out the problems in meeting information needs of the citizenry.
Shortly after the preliminary report was issued, the BCPL Information
Services Committee was formed in order to review and recommend changes
in BPCL's information services.
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In summer 1974 an outside consultant, one professional and one clerical

staff member established a central I&R cleariaghouse. The major activities
of the clearinghouse starf for the summer of 1974 were to develop procedures
for collecting information and establishing a file, plan service organization
and publicity, train branch professionals and clerical staff and recruit

and train volunteers. Beyond the summer, the clearimghouse continued to

act as the nerve center of the service.

Major planning ended in September 1974. A demonstration of the service
was begun in one branch in February 1975 and I&R was implemented in all
branches in June 1975. About this time the service was named Accurate
Information Desk (AID).

While service was being planned and the files were being built in mid
1974 80% of the professional staff and selected clerical staff were
exposed to two half-day orientation sessions. A month before I&R service
began, a service workshop was held for the demonstration branch and near
by branches to prepare the professional staff.

Ferms for the collection and display of resource file information and
for operational control of the files, as well as an index thesaurus,
were develnped “~ the first summer. Branch staff, aided by volunteers,
collected local information for the resource file.

The I&R service in BCPL is highly integrated with reference service and
is available directly at all full-service branches and through hot-lines
at the mini-branches. It is supported by a central clearinghouse, whose
staff maintain and distribute files and answer difficult queries.

The resource file in each branch contains about 2500 entries on 5x8
cards, augmented by a separate card index. The entries are updated at
least once a year. Each branch maintains its own back-up file of
ephemera that supplement the resource file. The staff gemerally approve
of the scope, depth, currency, arrangement and format of the file,
although several staff members expressed a preference for a microform
format. The clearinghouse staff would like to see the file on-line for
ease in updating and flexibility in data manipulation.

A client approaches the I&R service through the branch staff, since the
clearinghouse is not publicized or visible to the public. The branch
staff may use any directory in addition to the resource file to answer
I&R queries. All sources at hand are 2xhausted before the clearinghouse
is called.

Relations with other agencies providing I&R service are cordial, if not
cooperative. The clearinghouse staff participate in the regiomal I&R
planning couacil which includes the regional Health and Welfare Council,
Enoch Pratt Free Library and a number of other public libraries.
Cooperation from resource organizations is reflected clearly in a nearly
100% rate c¢f return of requests for updated information. Since there is

I-12




little follow-up after referring a client to a resource organization
(about 8%) receptivity to BCPL referrals is unknown. As a positive
indicater, resources do accept the referrals.

The I&R service, along with tradional reference service, makes up the
Information Services Department and is staffed by three professionals,
one of whom 1s the head of the department, and two clerical workers. In
1978 I&R became nameless when the AID name was dropped and was merged
with the general information-giving, including reference service. I&R
is provided by all professional service staff and training is included
in the general library orientation given to each new employee.

From June 1974 through March 1975, $54,000 of LSCA aemonstration funding
and $10,000 of BCPL funds covered all costs during planning, implementation
and demonstration stages. In the second year about 40% of the $83,500

that was spent on I&R came from local funds.

On-going publicity consists of brochures, displays and book covers

available at the libraries as well as two public service radio announcements,
a slide/tape presentation, junior high and senior high school programs,

and a regular column in the BCPL Report to the Reader.

Administrative support for I&R could be considered strong but not

overwhelming. I&R is generally seen as an important component in BCPL's
total package of information-giving secvices. Howcver, the concern with
ongoing I&R training and continued staffing of the Information Services
Department are evidence that I&R remains a major interest of management.

Integration of reference, reader's advisory, library instruction and I&R
into Information Services has given birth to the concept of the "
Information Generalist." All public service professionals share res-
ponsibility for providing the whole program of inforration services to
adults and children.

BCPL itself collects a number of different statistics on reference and
I&R queries. In addition to ‘hese, the transaction survey found, among
other things, that over 90%Z or I&R clients are regular library users;
and in about 2/3 of the cases the "AID file" was used in responding to
the client.

All told, the staff felt very good about how I&R is operating in Baltimore
County. Support seems to come from all levels of management. The

public are accustomed to the service aad would likely miss it if it were
removed.

CHAPTER IX. SAN MATEQ COUNTY

There are eight autonomous public libraries with a total of thirty-one
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outlets in San Mateo County. The largest library and the main focus of
the scudy is 3an Mateo County Library (SMCL) with a central library,
twelve branches and two bookmobiles. In 1970 the eight autonomous
libraries formed a cooperative named the Peninsula Library System. PLS
provides access to collections and services of all member libraries for
the citizens of each community in the county, as well as providing
services from a number of other institutions in San Mateo and other
counties.

The Peninsula Library System I&R project grew out of several efforts in
the early 70's to provide information and referral for the citizenry.
"Information Consortium" (ICON) was the work of social workers, librariam,
probation officers, and educators who worked on a volunteer basis to
build an automated community information file for the county. Although
the goal was never fully realized, application for LSCA funding grew out
of ICON's efforts. The funding received from LSCA was used to develop a
manual directory of peuple and organizations who were willing to help or
give information, called "Inforama."

In 1974 another LSCA grant was obtained to develop a two-year I&R
demonstration project: The Community Information Project (CIP). From
the outset it was a computerized file utilizing the Stanford Public
Information Retrieval System (SPIRES) and accessed by teletype machines
already in place in 18 libraries throught PLS. In order to prevent
overlap with "Inforama," emphasis for CIP was placed on human service
resources.

The focus of the CIP project is on helping professionals and volunteers
who work for the city and county gecvernments and social service agencies,
and all people with human service needs. While CIP service is available
to the public through libraries, it is viewed by its managers primarily
as a support service to agencies providing I&R to the public.

One full-time librarian worked for eight months, from December 1974
through August 1975, on initial CIP file development. Since then staff
has been added and the file has grown from 130 to 1350 listings of
government services, service agencies, political, civic and other non-
profit organizations and certain for-profit crganizations who offer
services not available in the non-profit sector. The file can be
accessed through a terminal by agency name, city name, area served,
language spoken and keyword. In addition to access by teletypewriter,
libraries have the option of directing clients to the CIP office or
making a call to CIP on the client's behalf. Those libraries without
teletypewriters have the same options, or may direct the :lier* to a
library with a machine.

The staff consider the subject scope of the file to be very g..u and its
currency normally very high. However, updating has reccntly laggeu.

In addition to CIP and Inforama, each library has its own local information
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file. Staff in the branches of SMCL claim that the local information
files are wore responsive to the needs of their clients than are CIP and
Inforama. This feeling seems to be verified by the prcportional use of
the files: 92X of all I&R type queries are answered by the local file,
according to the Transaction Survey.

At the outset, the CIP Advisory Committee, consisting of the San Mateo
County Librarian, one representative from an independent public library
and the DLS Reference Coordinator, was appointed by the DLS Board.
Serving in advisory capacities were representatives of human service
organizations. There was no '"3rass roots" advisory group. External
relations with resource agencies is very good, as evidenced by the 90-
95%Z return rate for updating file entries.

while CIP has direct links to the member libraries in the Peninsula
Library system, the director of CIP answers only to the director of PLS.
The staff of CIP consists of the director (who has a social service
background), a part-time professional librarian, a part-time clerk and a
part-time CETA clerical worker.

The original 1974-76 LSCA grant provided $83,000; a 1976-77 extension

added $30,000. All elements of set-up and first year service came from

this money. Currently, for FY 1980 funds amount to $69,119, derived
primarily from a county revenue sharing contract. Of this, about $500 a
year is spent on publicity that includes radio and television announce-
ments in Spanish and English, brochures to schools, and speaking engagements
by CIP staff.

The majority of the staff of SMCL felt that while I&R is a natural
component of full reference service, the limitations of their time and
the hindrance of using noisy teletypewriters to tap the CIP file make it
sensible to direct clients to the people most skilled in using the CIP
file--the CIP office staff and non-library I&R services. Top management
of SMCL feel that while I&R has a place in public libraries, Proposition
13 continues to have a deleterious effect on moral and staff time and
severely limits the amount of attention the staff can give to anything
other than established services.

The library keeps a tally of "reference transactions” consisting of all
information transactions excluding directional ones. The CIP office
tallies all searches of the computerized file including those dome by
PLS librarians and other remote searches.

Some of the findings of the transaction survey done in San Mateo County
indicate that almost half the I&R clients claim to learn of the I&R
service from the library staff, rather than from outside agencies or
through pub'icity of the service; the proportion of men asking I&R
queries is higher here than at any other site (47%); and the staff
provide complex information giving in response to almost 1/4 of the I&R
queries. Additionally, it was found that a call from an agency is more
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likely to result in an actual referral by the library staff than is a
call from an unaffiliated citizen; and the neighborhood topic 1is more
likely to result in a referral than other topics.

CHAPTER X. CAROLINE COUNTY

Caroline County Public Library (CCPL), whose Central Library is located
in Denton, was founded in 1961. It is a consulidated library system
with one branch and one bookmobile. The library has a staff of nine,
including two professional librarians and was operated on a budget of
$151,000 in 1978-79.

In 1973 the Maryland Department of State Planning conducted the Multi-
Service Center Study to evaluate the delivery of services by Maryland's
state agencies. As a result of this study and others, in 1974 the
Maryland State Department of Education, Division of Library Development
and Services appointed a specialist in I&R to develop I&R in public
libraries throughout the State. A grant by HEW in 1975 iinanced a
project to demonstrate the provision of I&R through public libraries to
residents of a three-zountry rural area: Dorchester, Wicomico and
Worchester counties. The following year Caroline County replaced
Worchester County as a demonstration site.

CCPL bege. collecting information for their resource file in November
1976. The following April the staff began using the file to answer I&R
queries from the public.

When the three-country grant ended in July 1977, CCPL absorbed the

salary of the community aide who helped provide for the smooth transition
of CCPL into the project. CCPL then applied for and received an LSCA
Title I grant for $23,000 in 1980.

The target group under the HEW funding was the general population.
Under LSCA funding sub-targets have been identified: the aging, the
handicapped, and agriculture-related organizations.

Currently I&R at CCPL is integrated into the regular reference work and

the same staff provide both I&R and reference services. The file is
available for use by agencies at no cost, as it is available to individualc.
One of the major accomplishments under LSCA funding was the establishment
of a community calendar as part of the I&R service.

A patron may access the I&R file in person, by telephone or by mail
during regular hours of the Central Library. CCPL's one branch has no
copy of the file and refers any I&R queries to the Central Library.

The main file is arranged alphabetically by service provider on 5x8
index cards. The separate subject index is also on 5x8 cards. Currently
the main file contains about 925 entries; the subject index, about 530.
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The file, which draws on resources not only in Caroline County but also
in Annapolis, Baltimore, and other counties, is updated once a year.
The kinds of resources included in the file are: churches, clubs and
associations, entertainment and recreaticn, for-profit orgaaizations
that are not competitive and not listed in the phone book, non-profit
and civic organizations and service agencies.

The staff generally assessed the subject scope of the file as very good,
but the information specialist expressed the need for more entries in
the file. Currency was rated as good, depth of information for all but
the largest organizations was rated as very good. Arrangement, adequacy
of access, and physical format were judged to be satisfactory.

The project staffs, both those involved with the earlier three-county

e ort and these working on the second project, seem to have been active
in contracting organizations in the community such as churches, clinics,
banks, and businesses. This level of outreach activity appears to have
established a spirit of cooperation between the library and the resources
in Caroline County.

During the period of HEW funding, the mechanics of I&R were separate

from the library's other activities; thereafter they were integated with
regular library activities. During the first grant period, the community
aide was responsible to the State project coodinator as well as to the
library hierarchy. Thereafter, the community aide became head of
reference at CCPL and spent only part of her time on the file. She
became a regular library employee and was responsible to library
management. When she resigned in November 1979, the Library director
became overseer of I&R service.

After the initial file development--from April 1977 onward--the staff
were instructed in the structure and use of the file in a one-day ses-
sion, followed by a series of question-and-answer sessions about the use
of the file.

The most effective publicity proved to be the "drop-in''--regularly
scheduled visits to "gatekeepers" in the local informal information
networks. In addition to "drop-ins" publicity has included television
features and spots, radio features, as well as posters, brochures,

flyers and telephone stickers distributed inside and outside the library.

Initial resentment from some staff when I&R first started waned when the
positive reaction fo the community to I&R demonstrated the need for it
and as I&R was integrated into traditional reference work. Despite a

few disagreements among the staff about the source and type of service
given to clients with I&R requests, the total public service staff
r2rceive the library as an apprcpriate place for I&R and seem to work in
general good faith toward the provision of both I&R and reference service.
Since I&R was introduced the staff feel the public's image of the Library
has changed from a warehouse of materials to an information cer.ter.
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The Library collects some data on I&R und reference services through the
use of a "reference card" on which are recorded name, question asked,
notes, etc. A monthly "Information and Referral Statistical Report" is
prepared.

The Transaction Survey found, among other things, that agency calls in
Caroline county account for a full 20% of all I&R transactions; about
65% of I&R clients claim to have used the service before. For the
period March 6 through July 11, 1980, I&R type questions accounted for
28% of the total of "true reference" plus ISK queries. This proportion
is the highest of al; sites studied. Among the factors that may contrib-
ute to this high percentage are that because the operation is smailil,
staff may be more alert for I&R queries; and the CCPL definition of
"ture refirence' may be so narrowly written that the number of reference
queries is lower than at other sites and, therefore, the proportion of
I&R to reference is higher.

The major weakness ir I&R a: seen by the stafr is the lack of training
in content and use of the fi.:, However,a general consensus was that
the constituency wants and needs I&R and that is is likely to continue
as a library program for the forseeable future.

CHAPTER XI. CONCLUSIONS

Library-based 1&R, as observed in these seven sites, must be considered
a service that provides information rather than referral, as defined for
this study.

Library-generated resource files are used more than other files or
directories in four sites to answer I&R queries; however, in three
sites--all of which have library-genmerated resource files--other files
and directories are used substantiaily.

While the I&R resource file is potentially an important determinant of
the nature and quality of I&R service, no clesr picture has emerged of
its degree of importance. The same is true of the format of the file,
especially the comput- -ized format.

Main determinants of the quality and quantity of library I&R seem to be
Commj tment frcm top management
. Exp...diture of library resources on I&R
. The extent of I&R outside the library
. How I&R service is perceived by the library staff
. The extent of orientation and training of library staff
for I&R.

The proportion of agency calls to the libraries for I&R service ranges
from 7 to 20%. It appears than that between 30% and 707 of the I&R
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1sers could be considered regular library users. Human contact-=-
friends, neighbors, relatives, library staff and agency personnel--is
the main channel by which people learn of the I&R service. I&R users
tend to approach the library as a last resort for their needs more often
than as a first resort. Most J&R users fall into the age group of 20-
35; most have some college education; most claim family incomes of more
than $14,000 yearly; and most are women.

The promotion of I&R tends to attract additional quantities of traditiomal
reference queries to the libraries, in addition to I&R queries. Few
patterns in the topics of I&R queries were uncovered in the site surveys.
In all sites the attitudes of staff toward I&R appeared to be generally
positive. The I&R innovation has proceeded on the grandest scale, with
greatest impact on the library organizaiton, in Memphis. At other sites
the impact of the innovation has varied from substantial to negligible.
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CHAPTER II
INTRODUCTION

This is the report of Phase II of the Public Library Information

and Referral Project. Phase [, completed in July 1979, was a national
survey of the extent and nature of information and ref=rral (I&R) service
in public libraries. The data that resulted described for the first
time:

. the forces that led to the initiation of I&R
. the kinds of services being offered as "I&R services'
. the human, physical and financial resvurces required
to start and continue I&R
. the nature of commitment to I&R by staff and management
. the level of integration of I&R into the library structure
. the format and content of the library's I&R resource file

Phase II has had as its purpose to describe in detail instances of

I&R in sevew Americam public libraries. As well as covering the major
points addressed in Phase I, in Phase II we sought to identify, through
a survey of I*R transactions at the participating sites,

. the kinds of queries posed to the I&R service
. the types of people who use the I&R service, with
special attention to disadvantaged people.

The overall rationale for the Project, both in Phase I and Phasa III,

has been to improve the information available to librarians with regard

to I&R, so that they might make sound decisions on behalf of their individual
libraries and, cumulatively, on behalf of the profeussion as a whole.

It has been evident in the literature of human services and librarian-

ship, in informal conversations with librarian: and I&R personnel and

in responses to the questionnaires of Phase I that the term "information
and referral" is nebulous. Even those people who purport to perform I&R
see the job in differing ways. There seems to be fairly widespread
agreement that the mission of I&R is to get the client in touch with the
entity that can best serve the client's needs. Definitional ambiguity
arises over the concepts of "in touch" and "entity." That is, through

whdat means aoes I&R lielp the client get "in touch," and with what "entity'?
Based on the observations of Phase I and Phase II, we could advance a broad
statement of I&R function that will likely meet with little opposition:
FACILITATING THE LINK BETWEEN A PERSON WITH A NEED AND THE SERVICE, ACTIVITY,
INFORMATION OR ADVICE OUTSIDE THE I&R ORGANIZATION WHICH CAN MEET THAT NEED.

In Phase I, in order to determine whether or not the sample libraries

were in fact providing I&R service, the component services of I&R were pre-
sented to respondents. These same definitions were used in Phase II to
clarify the I&R activities in each of the site libraries. They are used
throughout this report as follows:




Primary [LR Services

Without at least one of these, a library is considered, ipso facto,
not to be providing I&R at all. All site libraries were in part chosen
because they were engaged in at least two of the component primary services.

Simple Information-Giving. Providing the client with
requested infc.r ation about outside resources, sucn as
address and phone number, without further probing.

Complex Information-Giving. Giving the same information as
above after probing to determine the client's real underlying
need.

Referral. Actively helping the client make contact with an
outside resource by making an appointment, calling an agency
for him or her, etc. (Note: This special meaning for the term
"referral' is used throughout the report. Where we discuss
the process of telling a client about a resource to turn to,
the terms "information-giving," "steering" or "directing" are
used.)

Constructing a Public Resource File. Constructing a file or
directory of outside resources and making it available for
the client to consult on his or her own.

(Note: Important in this defirition is the word '"Public.”
Prep.ring a resource file upon which other I&R component
services is based does not, per se, qualify as a service.
Preparing a file and then making it publicly accessible --
as a pamphlet, a directory, a card file, o on-line base,
etc. —— is a public service.)

Secondary 1l&R Services

These could be considered adjunct to, or further amplification of, the
primary services.

Advising: Resources. Providing the client with evaluations
of outside resources.

Advising: Strategy. Helping the client choose a course of
action to reach or obtain needed resources.

Follow-up. Making sure the client has reached the proper
outside resources or has gotten appropriate help.

Advocacy. Working to nvercome obstacles that the client
encounters in trying to secure help from outside resource
agencies.

Feedback From the insights or data gained through I&R
services, providing formal feedback on social service or
other community needs to politicians, planners, social
agencies, etc.




Counselling. Helping the client work out personal
problems (without necessarily using outside resources):
often requires deep probing of a complex personal
situation such as alcoholism, emotional crsis, family
disputes, etc.

Transportation. Providing -- not simply arranging for --
transportation for the client to outside resources.

Escort. Providing -- not simply arranging for -- someone to
accompany an inquirrer to outside resources.
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CHAPTER III

{IETHODOLOGY

The objectives of Phase II were (a) to describe, in detail, the
organization and operation of I&R services in public libraries

with different profiles and ‘b) to collect quantifiable data on
users of these libraries' I&R services. The study consisted of

two main parts: on-site interviews with staff in the seven libraries
and collection of data on I&R transactions in these libraries. The
interviews and the transactions surveys resulted in case descriptions
of the seven libraries (Chapters IV through X).

SELECTION OF LIBRARIES

On the basis of the data collected in Phase I and professional contacts

of the project director, seven sites were selected for the case studies.

The intention was to select seven libraries each with different configura-
tions of I&R service. Five criteria were identified by which to distinguish
candidate libraries. The criteria were considered to be the most discrimi-
nating variables for use in developing discrete models of public library

I&R service. The criteria were:

Locale: Urban, Suburban, Rural
Target Group: Disadvantaged, General
File Format: Conventional, Computer-based
Concentration of I&R: Central branch, All branches,
Selected branches
I&R Role: Direct I&R service, Support service to other agencies

Exhibit IIl-A shows the profile of each of the libraries selected for the
study, as determined from information collected from each library by phone
before the onset of data collection. While the precise classification of
certain libaries on certain of the variables might be debated, it is clear
that each library has a profile different from any other iibrary in the group.

THE INTERVIEWS

As a result of discussion with the directors of several libraries and our
experience in the field test, the following classes of staff were identi-

fied for interviewing at euch site: Director of the library, head of the

I&R service, head of referemce service, branch librarians, adult and child-
ren's services librarians, I&R back-up staff and 1&R front-line or service
staff. The people interviewed were selected randomly by the study team

from a list of all staff in those categories. Between 14 and 21 people

were interviewed at each site. It was originally proposed that we inter-
view one trustee and one member of lucal government about the I&R service.
Contact with Baltimore County, however, persuaded us that this could (1)
disturb a library's fragile political relations with the governing authorities
and (2) yield relatively little insight into the workings or importance of I&R.
Therefore, these classes of interviewees were dropped from the study design.
However, in most sites, where the libraries had a referral rela! ionship with
outside agencies, telephone interviews were conducted with staff of those
agencies. Interviewing was structured by way of a schedule that wes custom-
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TARGET FILE
GROUP FOPXAT SITE ROLL
Urb | Sub |Rur ’__D_isd Genl | {Conv|Cmptr| | CtljAll |Sel Sopt] Dir
Amherst ifA b4 X X X X X
—
Baltimore X X X X X X
County D {
|
L
Caroline box X X X X
County D
Pallas TX X X X X X X X
\lempnis TN X |x | x X X X X X
Pikes Peak X X X X X x X
co
San ilateo CA X X X X X X
Exhibit III-A. SITE PRCFILES




designed for each type of interviewee. Impromptu questions were
posed, as appropriate. The following chart delineates the broad
categories of interview questions and the staff to whom they were

generally directed.

Category of questions Types of staff

Origins of I&R Director or assistant director
Head of I&R

Mechanical: record-keeping

and file development and use Head of I&R

I&R providers
I&R Back-up

Service concepts and provisions Head of I&R

I&R providers

Financial Director or assistant director
(1f appropriate)

Publicity liead of I&R
Public Relations officer
(or appropriate staff{ member)

Cooperation with resource agencies,
other staff and the public Head of I&R
I&R providers
Public Service librarians
(adult, childrens, branch

librarians)
Impact of I&R on staff, the All staff
administration, the library Director
organization, resource agencies Head of I&R
and the public Outside resourcesagencies

All staff, our transaction survey

Questions were a combination of closed pre-coded ones and open ones. The

interviews lasted from 1/2 hour to four hours. It should be repeated that
that staff interview questions were used as general guides for conducting

the interviews; each interview had to Le tailored to the individual and

to the local situation. See Appendix A for a complete list of questions.

THE TRANSACTION SURVEYS

The purpose of the I&R transaction surveys was to determine (1) the nature
and extent of the use of the I&R service in the sample libraries and (2)
characteristics of users of I&R services in these libraries. To our know-
ledge, this information has never been gathered and reported by any library.

o
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Ideally, it would have been preferable to interview clients on a
random sampling basis over a year in order to infer to the popu-
lation of all users and all I&R queries. However, the constraints

of a library's total volume of I&R queries and the time limits of
this study did not permit sampling in this way. It was therefore
decided to identify a period of time during which the transaction
survey would be conducted at each site and, depending on the antici-
pated wolume of I&R queries, either interview a sample of clients

or the whole population of clients during that period. The surveys
generated data about transactions that cook place within a limited
period of time. Therefore it would be best to consider the data from
the surveys to represent oniy those transactions from which they were
collected. They are not generalizeable to other times of the year.
Nor are they generalizeable to other libraries.

A goal of 400 completed interviews was established as a desirable
number for each site. It was the research team's opinion that this
number would yield sufficient data for statistically valid tests of
associations among the variables. In most cases the goal of 400
completed interviews, or a large fraction of 400, was achieved. 1In
libraries with high I&R volume this accomplishment took several days;
in libraries with infrequent I&R queries, it required several months.
Aaditional details about the method of the survey in eacu site will
be found in the respective chapters, IV through X,

In essence, the data are "bench mark' data -- comparable from site to
site, not generalizeable to other libraries ot time periods, but re-
plicable for future comparisonms.

The transaction survey form is displayed as Appendix C. In developing

the form, there was considerable attention paid to inventing an instrument

that would interfer with the service process as little as possible. It
was only by using a brief survey instrument that the staff at the sites

would be able to interview up to 400 clients during busy and slow periods

of service.

The transaction survey form was modelled on tle user interview form
used for the Neighborhood Information Center proiect dome in 1975.
Information on the client's age, eaucation and total family income
were ascertained in orader to construct a sociocconomic profile of I&R
clients. Tie interviewer (service provider) filled in information on

the topic and disposition of the question, whether the resource file was

used, and the user's mode of inquiry.

A major limitation was evident even before the instrument was pretestic:
Diszovering whether or not the client had made prior use of t"e I&R service
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may be impossible, inasmuch as we found no satisfactory way to distinguish



I&R from other information-giving services with any degree of reliability.
Our experience during the interviewing of both staff and selected clients
has confirmed our conviction that distinctions between ISR and other
information-giving are drawn differently, and with varying degrees of
firmness by each individual -- whether staff or client. It must be re-
membered, then, that in all analyses of transaction data, conclusions
must be drawn from the first question of the interview schedule with
great care.

Collection of data on the I&R transaction was originally planned for a
common ten-week period in March. April and May 1980. We subsequently
decided that having a common data-collection period for all sites had

few advantages (the comparability of the data from library to library

is only slightly improved, for instance) and a significant aisadvantage
(for the sites where training in data collection came early in the project,
the actual collection of the data would lag so far behind training as to
make the training useless). The final plan was for each site to begin
collection of data immediately after interview visits. See Appendix E

for the schedule of on-site visit3 and dates of the transaction surveys.

TRAINING FOR DATA COLLECTION

At the end of the interviewing visit at each site, a training session
was held with all staff who were involved in answering I&R queries and
therfore would be conducting transaction surveys. The purpose of the
session was to set guidelines for defining an "I&R query," to go over
each question on the form, and to allay any of the staff's fear in asking
demographic questions.

Beforeeach site visit, the staff who were to attend this meeting (and
therefore be involved in data collection) were asked to bring examples
of I&R queries and their disposition. Using examples of queries enabled
the staff and the research team to clarify together the definition of
"I&R" and the meaning of the questions on the survey form.

PRETESTS

The staff interview questicns were ,vete3ted the first time through
role-playing at Drexel, using studencs anu faculty. The second pretest
was a field test conducted in Baltimore County, one of the seven study
sites. There the staff interview questions were pretested a second time,
and the transaction survey form and related instructions and the I&R query
tally (for Baltimore County only) were pretested their first and only time.

DATA ANALYSIS

The data from the transaction surveys were manipulated using the Statistjcal
Package for the Social Sciences (SPSS). Frequencies were run on each variatle,
and a total of 498 crosstabulations were generated for each site. Crosstabu-
lations that yielded a chi square at a .05 level of significance or better
were examined in order to explain relationships among the variables.
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In addition to the simple variables derived from the transaction
survey form, the variables educational level and family income

were combined to create a composite variable called ''status."
The two variables were each transformed into binary scales and tien
permuted. Thus, educational level was divided into "low" (high school

graduate and below)

and "high" (some college and beyond). Income was

likewise divided into "low" (up to $14,000) and "high' ($14,000 and

above). Therefore,

the variable "status'" has the following values:

Educational Level

Low High
Low | high school some college and
Famil graduate and beyond; up to $14,000
Incomz below; up to
$14,000
High | high school some college and
graduate and below; beyend; $14,000
$14,000 and above and above

The frequencies for
in Appendix D.

all the variables for all the sites are presented
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CHAPTER IV

MEMPHIS

A. THE SITE
MEMPHIS

Memphis is a city of 700,000 people situated on a bluff overlooking
the Mississippi in the southwest corner of Tennessee. It is the
l4th largest city in the United States, the largest in Tennessee,

and is considered the "capital" of the six-state mid-South, a region
of 2.7 millior peorie. The Memphis Standard Metropolitan Statistical
Area (SMSA), ¢=lompassing Shelby and Tipton Counties in Tennessee,
Crittendon County, Arkansas, and Desoto County, Mississippi, contains
about 300,000 people. While the area experienced reasonable growth
during the 50's and 60's, as a whole the SMSA has grown modestly in
the 70's  (.8Z per annum).

Memphis is the second largest inland river port on the Mississippi.
I% is also the center of a thriving agricultural region, including
not only agricultural production, per se, but also processing, sales
and distribution activities associated with agribusiness.

The population of the Memphis area tends to be somewhat younger than

the national population and formal education tends to be somewhat less
(11.6 years in 1970, compared to 12.0 years nationally). The ratio of
black to white residents in 1970 was roughly 4:10 throughout the SMSA,
and there seems to have been little change in subsequent years. There

is a sizeable poor population in the region, as suggested by the 1970

per capita income In the Memphis SM®* of $2,731 (compared with a national
figure of $3,911).~

THE LIBRARY

The Memphis and Shelby County Public Library and Information Center
(MSCPLIC) serves the area of Memphis and Shelby County through a central
library, 21 public library branches, the two branches of the State Community
College Library, four mobile units, and extension service a:t several regular
sites. At the end of Fiescal Year 1980, MSCPLIC held a total of 1.35 million
volumes, plus an additional 42 thousand in the Shelby Stat: Community College
Library. The staff numbers 430. The total budget for Fiscal Year 1980 is
$6.8 million and derives primarily from real estate taxes ievied roughly
equally on the city and county residents. The director of the library is
responsible to the Board of Trustees, an autonomous body appointed by the
Mayor.
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B. ORIGINS OF I&R
In the early 1970's "and Information Center' was added to the

name of the Memphis and Shelby County Library. Information

service to adults -- as opposed to book service, or service

to children -- was made the top priority among library services.
During this prriod MSPLIC's director and assistant director were
becoming aware of the Neighborhood Information Center Project

and especially of the ISR activities taking place in the Detroit
Public Library as part of the Project. 2 The library began a

modest project of compiling information auout the various community
services and groups as time allowed. In 1974 the director learned
through the president of the local American Association of Retired
People that $1,000,000 in revenue-sharing funds was about to be-

come available to the region. The local AARP president, the director
and assistant director of MSCPLIC wrote a proposal for a computer-
based I&R system centered at the l.brary and costing $999,404 for

a two-year period. The local Unitel Way submitted an . lmost identical
proposal. Other social service groups also submitted proposals for
the $1,000,000. The Shelby County Quarterly Court, which was to make
the swvard, finally decided to make three awards rather than one and
to sptiit the money evenly among MSCPLIC and two other agencies. The
United Way proposal was denied, apparently losing out to MSCPLIC on
the basis of rather weak past performance in its I&R activity. The
final amount granted to MSCPLIC was $368,000 for two years, and the
proposal was rewritten to exclude the computer from the plans.

The grant was secured by April, 1975. Bob Croneberger and Carolyn
Luck, the team that had developed the well-known I&R system at Detroifx
Public Library, called "TIP" (The Information Place), joired MSCPLIC
as full-time consultants in June. Their job was to plan the develop-
ment of I&R, se. up prccedures and select staff. The development of
LINC -- Library INformation Center -- began. By late summer their
consultancies had turned into regular jcbs: Assistant Director for
Public Services and Head of LINC Department, respectively.

LINC, then, grew out of the general commitment of library staff to

the idea of information service to adults, the awareness of top manage-
ment to I&R activities in other libraries, the availability of $368,000
and the hiring of two key staff who were at the time probably the

most experienced in library-based I&R in the country.

A fuller chronology can be found in the Annual Report for 1975-7:°

May 28, 1973

The Dircctor's Memo stated that...(l) the preparation
of a written proposal for a full-scale information/referral
center...be presented first to the City Administration where




aind

most of the funding would probably be found; and (2)
a Coomittee of Community Recources Spacialists be formed.

QOctober 138, 1973

At the first meeting of this committee, composed of one
staff member from each branch and department, the group
was asked to work on the following projects:
1. Establish a master community resource file on
all agencies, clubs and organizations in the
metropolitan area.
2. Set up in-service training of staff on the functions
of all these community agencies.
3. Arrange visits to agencies.
4. Keep current the literature of the agencies.
5. Explore the possibility of offering space to
selected agencies.
6. Develop packaged programs for branches.
7. Conduct a Public Relations campaign about information
service when above steps have been completed.

Decembez, 1974

The proposal for establishing and operating a central
information and referral center for Shelby County was
written and submitted to the Shelby County Quarterly
Court.

April 15, 1975

The Court voted to fund a two-year grant of $368,000 for
the project.

May 5-7, 1975

Ms. Carolyn Luck and Mr. Robert Croneberger from Detroit
Public Library's I&R project came to MSCPLIC to serve as
consultants in che beginning stages.

May 8, 1975

A public meeting was held in the Main Library to which agencies
were invited in order to hear the library's plans to imple-
ment ISR service and to provide agencies an opportunity to

ask questions.

June 2-13, 1975

Ms. Luck and Mr. Croneberger began first training session of
staff. This continued from June 23-July 3. (A five-day
pre-service training program.)




August 4, 1975

Carolyn Luck began full-time responsibilities as Assistant
Director of I&R Service.

September 1, 1975

Robert Croneberger began full-time responsibilities
as Assistant Director for Public Services.
September-October, 1975

Training of the remainder of the staff completed.

October, 1975

The acronym, LINC, for Library INformation Center and
for linking people and services, was adopted for the
new I&R service.

December 1, 1975

LINC desk at Main Library was opened and began providing
service.

January 19, 1976

LINC service began officially system-wide.3
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C. I&R SERVICE CONCEPT

Although the original proposal promoted I&R as a service for
disadvantaged people, this focus was abandoned as soon as work

on LINC began. It was actually designed to reach all segments

of the population: "LINC is for everyone.' However, under recent
contract3 with the Area Agency on Aging, LINC has formal responsi-
bility to provide I&R related to senior citizens and their concerms.
Also, LINC staff are providing some special assistance to other agencies
that are trying to reach the handicapped and the poor. In the future
it is planned to try to target topics -- such as job training or
social security benfits -~ rather than groups, per se. Despite these
special foci, however, the general population remains the target of
LINC's service.

The I&k service was originally conceived in as an information service
that would direct the public to human services available in the region,
on demand. The service would rest upon a computer-based directory of
such services, maintained by the library. The proposed service was not
detailed any further. Before initial funding of the project, as reported
earlier above, the computer feature was dropped in favor of a manual
system for maintaining the directory.

Compared with most other sites, LINC provides a rich array of I&R
services. The relatively routine primary services —- providing simple
information and complex information, and maintaining a resource file

for public use are included of course. In addition, the staff regularly
provide actual referral (primarily calling agencies to verify information
or/refine the referral; rarely to make appointments for clients). They
advise courses of action for acquiring needed services. They follow up.
They help the client overcome obstacles that he or she encounters in
trying to secure help. This usually consists of piercing the jargon

and red tape of the agency and negotiating the needs of the individual
vis-a-vis the survices of the agency. Moreover, LINC staff sometime
provide evaluat:.ons of outside resources to the client, depending on

the staff member's inclinations; and they do provide, informally and
usually only when requested, feedback to some resource agencies.

In corjunctiou with the Human Services CO-OP of Memphis State Univer-
sity, the staff also publish LINC's Latest, a monthly newsletter that
serves .o update information about resources and community activities.
It is distributed throughout the library and to resource organizations
ja the region and is subsequently ‘ucorporated into Sharing, a publi-
cation distributed to service agencies in the region by the Memphis
State University Human Services Cooperative. See Exhibit IV-A.
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i I
LINC'S LATEST, provided by the information and referral service of the Memophis, Sheiby County Puolie Library and
Information Center in cocperotion with the Human Services CC-OP of Memphis Stote University
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activities packet. Thais mon:h's
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State Technical Iastitute at Memphis, 5983 Macon
Cove, is sponsoring a_Cormupis« Aganaw "aw Taia on
May 16 from 8:30-1:30 in the :lacors Auditorium. TFor
further informaticn contact Eunice George, 377-41ChL
or Maxire Ford, 277-4222,
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Look 3efors You Bite (A Guide to Die: Plarnin
for Hyperactiva Cnildren) was Irevarez by the Butler
County Association for Children with Learning Disabii-
ities and is available for $2.50 frem ACLD, Inc., 4156
Library Rd, Pittsburgh, PA 15234,

To get information of general interest ta the human services cammunity in LINC'S LATEST, call 528-2790

Exhibit IV-A, LINC'S LATEST, Memphis.
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ERIC

Aruitoxt provided by Eic:

MEDICAL SOCIETY PHONE: 524-82%8
774 Adams Avenue
Memphls 38105

SERVICES: 1. Makes referrals to physicians who are members of the
Medical Society. This includes giving the names of
specialists (e.g., pediatricians, gynecologists,
obstetricians) and the geographic area they are
located in.

2. Accepts and attempts to resolve complaints about

* physicians wno are members of the medical Society.

All complaints must be submitted in writing. In
cases where the complaint centers around a pnysician
who may have a drug or alcohol problem, the Medical
Society refers the case to the Impaired Fhysicians
Program of the Tennessee Medical Association of
which the Society i{s an affiliate.

COMMENTS: The Medical Society can only accept
complaints about pnysicians who are
members of the Society. In all othes
cases, the complaint must be sent
directly by the patient, in writing,
to the Tennessee State Licensing Board
for the Healing Arts.

3. Provides medical information through soeakers and
programs. Arrangements must be made at least eight
weeks in advance, Programs may include films or
slides, angd inguiring groups may be required to
provide audio visual equipment.

ELIGIBILITY: Anyone.
HOURS: 8-4:30, M-F. -
FEES: Mone.

DIRECTOR: L. H. Adams (Executlve Secretary)
Dr. James Theodore Galyon (President)

COMMENTS: The Society does not have a list of physicians who .
accept Medicald.

SUBJECT HEADING: 1.Physicians - Associations.

MEDICARE PRGRAM see SOCIAL SECURITY ADMINISTRATION (SSA) (U.S.
GOVERNMENT)

151

Exhibit IV-B. Entry from the Directory of Human Services, Mempiis.
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As an auxiliary service to the live LINC service, the library
publishes the Directory of Human Services in Memphis anu Shelby
Fayette, Lauderdale, and Tipton Counties. The latest edition was
published in April, 1980, with the nominal cooperation of the United
Way of Greater Memphis, and is distributed free to all agencies listed
and any other human service entity. An example of an entry from the
Directory is displayed in Exhibit IV - B. The LINC staff have also
assisted other agencies in providing I&R by helping them set up and
collect data for their own agencies' resource files.

LINC service is offered primarily out of the central library. While

all branches have copies of the complete LINC resource file and all
public service staff were exposed to the same initial five-day orienta-
tion, the lion's share of LINC-type queries are processed through the
LINC desk at the central library. This is felt by some members of top
management to be a satisfactory arrangement, in part because Memphis,

as a medium-size city, permits fairly easy access to the central library
facility; and in part because the library system in Memphis is a "strong-
central/weak-branch" type of system and the central library was therefore
in a better position to absorb the shock of a major innovation.

There appears to be interest in increasing LINC activity in the branches,
or in selected branches. However, serious efforts at decentralization
will probably await the assignment of another full-time person as coordi-
nator of LINC in branches. For the time being, the service is provided
on a limited scale in some of the branches.

The major LINC outliet is the LINC desk, located on the second floor

of the central library, away from the other reference activities of

the library. The LINC desk and phones are open from 9 to 6, five days

a week. To extend the hours of LINC service, LINC staff work evening

and weekend hours at the Science Business and Social Science Reference
Department. The LINC files are moved there with them and they -- and
sometimes the regular Science Business and Social Science staff -- handle
LINC queries. The real number of hours that LINC is available, then,
total 69 hours per week.

LINC is available through telephone, walk-in, and write-in modes.

There is some consideration being given to auvtomating LINC, after the
automation of other library processes (circulation and technical services).
It is most likely that the automaticz of LINC will enhance the support

of the LINC services, rather than add to another mode of access for the
client. The staff currently are anticipating savings in updating time

and preparation of the Directory when automation does arrive. At the
moment, copy for the Directory is generated on a Wang word processor.

The processor is not used for direct access by either staff or public.

47
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D. THE RESOURCE FILE

The first beginning of the resource file occurred in 1973, when

the library began developing a "master community resource file

on all agencies, clubs and organizations in the Metropolitan

area." The file grew slowly, however. The second, and real

beginaing of the file happened after the LINC project was funded

in mid-1975. With a staff devoted to I&R, there was the time to
establish procedures and forms, as well as time to gather the infor-
mation itself. Drawing from the Detroit experience, it was decided

to assign only LINC staff to collecting infrrmation for the file,
rather than involving other library staff. The LINC staff at that
time included the two Detroit comsultants, two librariams, one library
assistant, and two clerks. By December 1975 they had assembled a

core file of 350 resource entries. LINC was ready to open for business.

The main file today contains approximately 1100 resources. It is
maiatained on 5x8 cards filed alphaberically by the name of the agency.
The information on a card for a ;iven resource usually includes:

Name, address, phone number of the resource
Description of services or activities

Person to contact and person in charge (nzme and title)
Terms of officers

Hours of services

Geographic area served

Eligibility requirements and how to obtain services
Physical accessibility of the resources

Meetirgs of, or sponsored by, resource

C~eak:rs and published materials available

Subject headings

Access to the mAain file is augmein.ted by a separate index, also on
5x8 cards. The 'index is based on a thesaurus, or list of subject
headings, that has been developed by LINC staff. The thesaurus was
initially iniluenced by the one that had been constructed at Detroit
Public Library; also, it incorporates Library of Congress rules when
appropriate. Three salient features are:

. They have attempted to balance the language of the
layman and the language of the human service professional.
Sometimes they have opted for the language of the human
service professional ('Protective Services - Youth" rather
than "Child Abuse"). Sometimes they have chosen the language
of the layman (''Runaways' rather than "Runaway Youth'").
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Their objective in the index is clarity. Common
language is used in lieu of human services language
or language of the media where the latter two are
thought to be too technical or confusing.

. The system of filing and arrangement should be open,
so that changes are easy to effect.

. No pejoratives or "victim language" should be used (''Single

Parent" not "Unwed Mother').

As reported by the administrators closest to LINC operations, one of
the best decisions at the outset was to transfer to LINC one of the
best of the library's cataloging staff. She has been integral in
refining the thesausrus and the indexing of resource file entries,
which in turn Lave been key factors in building a resource file that
is responsive to clients' needs, relatively easy to use by library
staff and consistent.

A resource file entry, an index card set and a page from the LINC
thesaurus are displayed in Exhibits IV-C, IV-D and IV-E.

A copy of the resource file (main file plus index) is kept in a row
of agate boxes on a booktruck. The copy is for training LINC and
other library staff and for public use (which is rare). a duplicate
of that file is located in the Science Department, especially for use
when the LINC Department is closed. The master copy of the resource
file -- also in 5x8 format -~ is maintained in thke LINC workroom.
This file has somewhat more information on resources —- such as leads
on new resources and defunct entries =-- than is found in other copies
of the resource file.

At the beginning there was also a :ard index to resources by zip code.
The space and time required to maintain the file did not justify it;
therefore it was replaced with a list. in notetook form, that is updatec
occasionally. From time to time the LINC staff generate topic-specific
lists of resources for distribution to appropriate organizations and
clients. An example is a list of sources for the physically handicapped
in the Memphis regica, developed for use by a broad-based advisory group.
Extensive lists ars not generated for individuals.

As mentioned previously, the Directory of Human Services in Memphis and
Shelby, Fayette, Lauderdale and Tipton Counties is also produced by LINC.
This is drawn from the master resource file, including most of the entries
and the key information about those entries. It is issued as a looseleaf
notebook and is intended to be a yearly publication. The following kinds




Porter-Leath Children's Center PEQNE: 526-3111 -

850 N. Manassas

P.0. Box 7231

Memphis 38107

SERVICES: 1l. TFoster care programs:

=) place youth in foster homes.

b) place youth in group homes {i.e. usually 6 youths liviryg in a
facility maintained by the Center and cared for by a couple).

ELIGIBILITY: 1. Ages 11-17 (approxizately).
2. Residents of Mexphis or Shelby County.
3, Have an emotional or bebavioral disorder.
L, Youth with mild physical handicaps requiring little

special attention will be accepted.

Family day care program for children. Children receive care in a
private home rather than in the usual gro.p day care center. Care
may be arranged during the day, evenings or weekends. Call 525-1901
for further information.

2.

1.
2.

ELIGIBILITY:

Ages 6 weeks to 3 years old.
In need of day care for their developuzent.

C

(see next card)

Porter-Leath Children's Center

3.

con't 2

Children's mothers must be:

a) Title XX income eligible.
b) In scaocol, in training for a job, or employed.

4, Resident of Memgphis.

5: Approved by the Dept. of Human Services (534-6560)
FEES: Based on ability to pay.
3. Counseling as it pertairns to a child's needs, care, etc.
ELIGIBILITY: Parents of children involved in the Center's progrars.
k. Provides speakers who will address the topic of foster home care.
Program length is 45 minutes. Ope-to-two days notice is reguired.
Contact Mary Ann Bassham for arrangemeats. )
ELIGIBEILITY: Any group. '
HOURS: 8:30-5, M-F
DIRECTOR: James Bennett (see next card)

Exhibit IV-C. Example of Resource Entry Card Set, Memphis.
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¢

Porter-Leath Children's Center con't 3

COMMENTS: Taere is usually a minimum stay of 1 year for children involved in the
various programs.

DATE: 2-10-78

SUBJECT HEADINGS:

l.Day care centers. 2.Foster home care. 3.Mental health - Residen~
tial care. 4.Day care centers - Infant care.

N

Exhibit IV-C.

Example of Resource Entry Card Set, Memphis (cont.).
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DAY CARE CIUTZRS

see also
DAY CLRE CEUTIRS - AFT=R SC:CCL
DAY C.RE CZITIRS - ZoIZCrZ SCHECCL
DAY CLRE CENTIRS - SEGICR CITIZZEINS
Vertical File llaterial
DAY CARE CEITERS - ITFAINT CARE

/first index card/

Day Care Centers - 1
Department of Human Services (Tennessee). Licersirg Sectioz.
Neighborhood Zouse
North Mexmphis Action Prograa (II1iP)
Porter-Leath Children's Center

Easter Seal Society for Crippled Children and Adults, West Texnessese Regic.
Inc.

United Methodist Neighborkood Cexnter
The Salvation Arny
Goodwill Fomes Community Services, Inc.

Head Start

/second index card/

Exhibit IV-D. Index Card Set, Memphis.
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ECKANKAR EMPLOYMENT TZSTS

Ecology ENCEPHALITIS

See

ENVIRONMENTAL PROTECTICH . ENERGY CONSZRVATICY
Education ENGLISH LANGTUACE

See specific subject headings, e.g. ADULT See also Literature Dept.
EDUCATION, ART ZDUCATION, PRE-SCEOCL ZouCATICN

ENVIRONMENTAL HEALTH

EDUCATIONAL COUNSELING

See also VOCATICMNAL COUNSZILING ENVIRCHNMINTAL PROTZCTICH

See also GARBAGE CCLLECTICH
ELECTIONS RECICLLIG
TRASH CCLLECTION

See also Government Publications Dept.
VOTING

ENVIRONME:TAL PROTECTICN - ZDUCATICH

ELECTRICAL INSPECTICN

EPILEPSY - EDUCATICN

ELECTRICAL PIRMITS

EPILEPSY - TNZCRMATLION'AND REFZRRAL

EMERGENCY ASSISTANCT

EXCHANGE STUDTUTS

See also FINANCIAL ASSISTA CT (ZM.IZGDICY)
Pu..ALS, S Foes/nGr I.,-' uL&.‘CZ

R..SCJ" EX-CCNVICTS
SHELTER, TEIMEORARY
TRANSPOA-AZIC, (Zv=2GICY) See also PARCLEZS
Emotionally disturbed EX-CCHVICTS - RESIDENTIAL CARE
See .
MENTAL HEALTY EXTRA SEISCRY PERCZ2TICY
EMPLOYMENT - ADULTS ‘ EYE BANKS
_ See also SENICR CITIZZNS - EMPLOMMIT
EYE CARE
EMPLOYM=SIT - YCUTH
EYE GLASSZS

Exhibit IV-E. Page from the LINC Thesaurus, ifemphis.
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of resources are held in the LINC file:

. Churches, if they provide a non-religious service
to the general public. Do not include church day care.

. Clubs and associations that provide a service
. Recreational programs (not specific entertainment events)

. Governmental services, as located in response to specific
client queries

. Political organizations that offer a service

. Service agencles

A small separate file is maintained on commercial and professional

services that are unusual or hard-to-locate in the public or non-profit
sector. When providing information out of this file, the staff verbally
disclaim to the client responsibility for comprehensiveness of the file.
Information for the file is collected by phone, usually. On a rare
occasion -- when adding a large or complex agency, or when administra-

tive sanction is required -- the staff has interviewed agency staff in
person. The interview is open-ended, without a schedule of questions

to be asked, although guidelines for conducting the interview are specified
in the LINC Manual.

Updating, which is done at least once a year or as the need arises, 1s

done over the phone in the case of simple updating. For a more comple.:
agency, the information existing in the file is mailed to the agency for
review before the telephone update interview. In addition to answering

I&R queries, the resource file and its index have been used by students

for research papers and by agencies contemplating new services or proposals
for development. It has also been used in finding speakers and prcgram
topics, on occasion.

The staff using the file assess it this way: They are quite satisfied

with the file's arrangement, subject scope and depth of information.

There is almost the same level of satisfaction with the indexing of the
file, even though the staff feel the need for more cross-references and
deeper indexing. At times there has been some displeasure with the currency
of the file; for when there is staff turnover it is easy to fall behind.
Generally, however, it is felt that a high-quality resource file is vital

to the I&R job and that the resource file at LINC measures up.




E. I&R SERVICE DELIVERY

Queries that the public identify as "LINC" queries come into

the central library by way of the dedicated LINC phone lines
approximately 982 of the time. On occasion they enter in

person through the asubject department or through the LINC

desk. Not all the queries coming into the LINC lines are

bona fide LINC queries. Many people think their query is

"LINC" in nature when it is a traditional reference query;

some chose to use LINC for all questions because they liked the
service they have received there in the past. For example, one
client identifies LINC with the total library program of infor-
mation-giving. Whereas she uses LINC frequently and is enthu-
siastic in its praise, it was clear that she rarely used it for
I&R and often used it for answers to traditional reference or
document-search questions. On policy LINC staff are instructed

to refer all such queries to appropriate departments in the library.
In practice, certain staff have been known to ansver some of those
queriles t:omselves; this appears to be a rare occurrence.

In answering IL&R queries, the staff tend to help the client narrow
the number of possible resources to two or three, in an effort not

to overload the client. A single transaction may take anywhere from
10 seconds to 25 minutes; rare "cases''-- bringing a query to some

sort of closure =-- can stretch out over months as a complex problem
is pursued through several resources. The LINC resource file is used
in most instances; there is also some reliance on pre-existing directories
such as: old regional directories, directories compiled by neighbor-
hood associations, the national directory of information and referral
agencies compiled by the Alliance of Ii.formation and Referral Services
and the Yellow Pages of the phone directory.

In answering the I&R queries the staff coordinates their efforts with
existing I&R services in the regi'n. Here are two exazples: The Federal
Information Center that is lucated in Memphis provides I&R related to the
federal bureaucracy and its services; LINC and FIC use each other's services
frequently. There is a Memphis area aay care referral system, and LINC
relies on that system for its day care IL&R.

The LINC Referral Worksheets provide a full record of each transaction.
Some of the LINC statistics -- such as topi. of the query, and how the
query was handled -- ars drawn from these sheets. They are also used

in training new staff and analyzing performance assessing. A sample
worksheet, expurgated to protect the anonymity of the caller, is displayed
as Exhibit IV-F. It should not be considered typical of LINC transaction.
Rather, it probably falls into the top 5% of all transactions, in terms

of the complexity of the query and the fullness of response.
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Exhibit IV-F. Refer-al Worksheet. Memphis.
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EXTERNAL RELATIONS

There was no effort to involve the public formally in planning

and policy formation for I&R. This was perhaps due to a long-

standing convicticn that the Assistant Director for Public Services
acquired while overseeing I&R at Detroit's TIP -- namely, that

community advisory groups are a poor substitute for frequent forays

into the community. It is not surprising, then, that the Assistant
Director and the Head of LINC imported with them from Detroit the
institution of "community walks," whereby LINC staff embarked on
excursions into every community, learning of resources, identfying
people’'s needs and talking to individuals and groups about the library's
I&R service. The community walk was an important feature of LINC during
the early stages. It has since been discontinued as a regular activity,
based on the feeling that the payoff of repeating walks would not justify
the use of staff time.

The LINC program is characterized by strung relationships with other
agencies and organizations in the region and seems to be considered

a significant new service in Memphis. The numerous specialized I&R's
that existed before LINC could not, even in sum, provide the compre-
hensive service that a food omnibus I&R could provide; and the omnibus
I&R service that was being operated by United Way before the library won
the funding away from them was gemerally considered to be inadequate.
United Way continued to compete in the provision of I&R for two years
after LINC began, but gave up after that. Agencies tend to view LINC

as a legitimate place to refer people to for I&R. The staff claim that
they get "frequent" referrals from outside agencies. In other ways, too,
there seems to be a spirit of active cooperation with non-library organi-
zations. LINC provides copy for the issues of Sharing, and the staff
have been active in training in other agencies -~ such as the Depart-
ment of Human Services and the Police Department -- for I&R work.

54 §
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G. ADMINISTRATION

Exhibit IV-G offers a schematic view of the relationships among
the main organizational system of MSCPLIC. Note that the head

of LINC reports u..octly to the Assistant Director (now titled
Deputy Director). These two were brougkt in simultaneously from
Datroit. In the beginning, the Assistant Director worked closely
with I&R. As time has passed he has attended more and more to
other administrative responsibilities, leaving I&R .rimarily in
the hands of the Head of LINC. Applying organizational consistency,
the Head of LINC would perhaps be responsible to the Chief of the
Mair Library. Inasmuch as LINC began as a special project, it was
purposely placed organizationally closer to the director, and it
has remained there. When the current Head of LINC leaves, it is
likely that LINC will assume that "logical" organizatiomal place
three steps away from the director.

Director
|
|
l | |
Personnel Community Business manager
reclations ;
|
t
|
Assistant
airﬁctor
! | I |
fain LINC Technical Shelby State Branches and
Liorary services Community extension

College

EXHIBIT IV G. ORGANIZATIONAL SCHEME, MEMPHIS.
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STAFF

There are ten LINC staff, all working at the main library:

3 professional librarians (one, a cataloger)
4 library assistants with assorted backgrounds
ranging from recreation to journalism to
psychology. Experience in human services
is represented to a small degree.
2 clerical workers
1l professional social worker, with some experience
in social work and considerable experience in
I&R in public libraries. (The head of the
department.)

The team of deputy director and head of I&R services was imported
wholesale from Detroit because of their demonstrated successg in
imples ‘nting an I&R service. Although it was not necessarily the
intention of top management to have a mix of library aad social
work competencies in these two people, that is what was acqu.red.
The managers of the library and of LINC consider this mix to be a
strength of the LINC service and one of the factors that facili:ated
the implementation of LINC. Apparently the combination has worked
w“ell to establish credibility within the library and the humau gervices
communities. The social work baeckground of the Head of LINC, parti-
cularly, quelled gkepticism that might otherwise have been raised at
the library's entry into the I&R realm.

The cataloger on the LINC staff is considered by management to be
a key figure om the team. She is a particularly gifted cataloger
and has been effective in building and maintaining a structure of
files and a thesaurus that work well.

All MSCPLIC professional service staff were oriented to and trained
in LINC operations when the service first began. The orientation
training cousumed five days of each trainee's time.

The LINC staff are trained rigorously for six months, during which
time they are on probation. For several weeks they observe back-up
operations and phone transactions in the LINC center. For several
weeks after that they listen in on transactZons being conducted by
trained staff. Ther they work one-on-one with another trained gtaff
member, answering queries. After that they perform "solo," with a
trained observer. Then, finally, they work on their own.

A significant element in the training of LINC staff is the "LINC
Manual," a typed document of about 40 pages that offers direction
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ou particular kinds of questions, special resources, gathering
information, workroom prncedures, problems that might arise in
the course of providing service, and established policy of LINC.
A sample page from the 'Manual" is displayed in Exhibit IV-H.

To reinforce the initial training, the whole LINC staff have weekly
staff meetings, and about once a month one or more persons repre-
senting an outside resource is invited to talk with LINC staff about
the functions of that resource.

All the LINC service staff (professionals and library assistants)
share in providing answers to queries and in the back-up work of
publicity and file maintenance. They also work some of their hours
in the Business and Social Sciences Department. This practice was
instituted for the main reason that it helps forestall the "burn-out"
that occurs naturally in answering similar xinds of queries many of
which are related to personal problems, day after day. A valuable
side effect of working in the other department has beea additional
integration of ISR with traditional information-giving services in
the library.

To further prevent burn-out -- specifically to allow each staff member
to develop a special interes’ within the jot -- each service person is
assigned particular topics tu specialize in. For instance, one person
might act as a liaison to the mental health or senior citizen agencics.
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PAGE 6
3=30-76

HOW TO MAKE REFEZRIALS FOR FRCTESSIVNAL CR CCHMERCIAL SZRVICEIS:

Patrons may use I.INC service for assistance ian locating the following:

1.

2.

3.

1.

2.

3.

k.

5.

Since the library has no expertise or legitioate zeans to
or commercial Services, the following options are available to us in assisting patrons who
are seeking such services.

Professioual services:
doctors, lawyers, s=tc.

Facilities where rrofessional care is dulivered:
Day care centers, aursing hcmes, et:.

Commercial products or services

We can direct them to professional associations, licensing acd

acerediting organizations, etc. Such associations and organizations
may indicate whether the individial or establisament in question is
a pamber or is licensed, accredited or is a zecber 1n good staudirg.

We can oake use of directories and listings of licensed Drofessionals
are facilities, and we can provide information on standards for
licensing, accreaditation, etce

If tke patron *as a particular personal interest, like "I want a
feminist doctor or lawyer," or "I want gestalt therapy,”" we can
advise him to check with (or we can check for him) agencies or
organizations with the same focuse. Zor instance, the Women's
Resources Center or the Center for Reproductirs Jealth uould be
helpful in the first example, and Gateways, Inc. would be one
resource for the second.

We can cffer the patron bacikup irformation in whatever fora =ay be
appropriate to help him make his selection, e.g. a governzent
publication acout choosirg a moving comcany, a bock or article
about selecting a physician, etc. This should in-lude interpretisag
how=to=do-it iznformation for the patron whn has difficulty reag:zg.
(This will not alwvays te agparent, but when it is. this further
degree of helpfuliess is appropriate.)

For commercial services, we can search the Tellow Pages fc- L he
patron, making clear that that is what we are doirg and we are
locating the service ur 3rocuct for hiz, dut not recccmending it.
Alvays select 2ore than one possible source, if mor® than one is
listed. Point out to the patron that the time to consult the 2etter
Brsiness Sureau is before 'wsing a cozmercial service or rurchasing
serchandise.

Exhibit IV-h. Sample Page from "LINC Manual." Memphis

O

" ERIC

‘ Aruitoxt provided by Eic:
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COSTS

As discussed above, $363,000 was received from outside sources over

a two-year period to get LINC started. The amount was arrived at
arbitrarily. Rather than representing an accurate estimate of what

was needed, it was simply $1,000,000 divided among three reasonable
proposals that were submitted to the Quarterly Court. The amount

was certainly more than was needed; and being such a generous grant,

and so visible to the servics community in Memphis, it may have compelled
the LINC staff to exert special effort to build an effective I&R operation
in short order. It is probable that $200,000 over two years would have
sufficed to put LINC together.

However, in addition to the grant, the library added about 20 new

full-time staff -- some professionals, some library assistants —

to the regular budget. They were deployed to branches, with three

to the Sciences Department, to do interviewing of resources and community
walks. No more tnan half of their time was spent in I&R activities.

This would probably have cost about $100,000, beyond the grant. The
estimated budget for expenditures for LINC for Fiscal Year 1981 was $158,183,
plus $2500 for telephone costs and $200 for minor printing expenses. These
costs do not include physical plant expenses. The Area Agency on Aging
currently adds approximately $31,000 to the MSCPLIC coffers to cover the
cost of two LINC staff and part of the costs of reproducing the Human
Services Directory. The total unrecovered costs for» I&R for FY 81 was
close to $130,000, defrayed out of the regular MSCPLIC budget.
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PUBLICITY

Initial publicity advertised LINC as a distinct new library service.
Publicity corsisted of one paid advertisemen:t in newspapers (not a
news feature), radio ana television spots, flyers ard brochures, pla-
cards on the outside of municipal buses, and walks. In addition, LINC
held an open house at the LINC offices for agencies listed in the
resource file; approximately 150 reprasentatives made an appearance.

After the initial spate of publicity, television spots have been made
standard modes of advertising. They fill out the continuous program
of publicity that maintains for LINC a rather even volume of queries,
with highs and lows that are not far apart.

In September 1978 LINC staff conducted a publicity survey of 632 people
out of the 1,493 who used LINC. The results were as follows:

How did you hear about LINC?

Gther agency 170 respondents
TV, radio 138
Main or branch library 88
Friend or relative 80
Phone book 39
Newspaper or magazine 30
LINC speaker 23
Brochure 20
Bus placard 18
Business 11
Directory 5

Those surveyed were almost evenly divided between those who had used

LINC before, and those who hadn't. According to the survey, the most
effective forms of publicity are other agencies, the broadcast media
(television is the most effective of the two), in-library ads or referrals,
and friends and relatives. All other forms of publicity fall far below these
four in impact.

Unlike other publizity for the library, LINC's is handled primarily by

the LINC staff, with assistance from the Public Relations Department, especially
with regard to television and radio spots, and with free consultation with a
local advertising firm. Initially, $1800 was spent on artwork for the bus
placards. Since then, negligible amounts have been spent on publicity supplies,
and the cost of 102 of one of LINC's professional staff is attributable to
publicity.

Whereas in the past the approach has been to advertise LINC to the general
population, there is now a program of targeting not the service but the
advertising for the service. The targets may be such specific subgroups as
senior citizens, the poor, parents, and the non-English-speaking.
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H, I&R IN THE CONTEXT OF OTHER LIBRARY SERVICES

The staff of the LINC Department are convinced of the importance of

the work they are doing. They see LINC as a critical new service for

the Memphis area, and they tend to feel that it has vitalize* the library
generally, by promoting the library as an answerer of questions (in addition
as a supplier of books) and raising the public's esteem for the library.
LINC staff and other staff feel that the public have received the LINC
service enthusiastically and that the promotion of LINC has not only brought
a new wave of I&R queries into the library, but also has significantly in-
creased the number of "traditional" reference queries. The staff interviewed
congider LINC significaat in terms of the importance of its mission, and the
volume of business it br:ngs irto the library and public relationms.

Among the staff, both LiINC and non-LINC, there seems to be substantial
agreement on what is and what is not an I&R query. This level of agree-
mant -~ higher than wicnessed at most other sites -~ is likely due to
the extensive, intensive training of all lihrary staff at the outset of
LINC and to the clear distinction between LINC activities and other
library activities.

While everyone acknowledges the significance of LINC, some staff -- usually

those who have been working longer -- believe it is not a legitimate library
activity. There is widespread -- though not deep -- resentment toward LINC

for the extraordinary attention it has always received.

The top management of MSCPLIC is clearly enthusiastic, almost by definitionm.
After all, one half of the library's top management -~ the Assistant Director --
was brought into the organization with the express purpose to establish I&R.

The other half -- che Director — was the force in making the decision to

adopt I&R and has evidenced a long-term commitment to tramsforming the public
library from an institution that delivers only materials to an institution

that also delivers answers. The Director has made I&R the top priority for
library growth for several years and has committed substantial amounts of

the library's regular budgetary resources to the development and operation

of LINC.

Viewed in perspective with other services and activities of MSCPLIC, LINC
can be classed as a highly centralized yet fairly integrated activity. It
is a distinct department, with a distinct budget and staff and a distinct
priority within the library. The degree of distinctiveness might ordinarily
presage a low degree of integration within the organization. However, LINC
has managed to be moderately integrated and deliberately so: LINC staff
work some hours in the Sciences Department, where it is felt that I&R and
traditional reference service reinforce each other in answering a query;




Sciences staff and LINC staff are crogs-trained; the LINC file is in
every branch except one new experimental branch; all staff were oriented
to and trained in LINC operations. More efforts at integrating are Leing
considered: closer ties with the various reference departments; more
cross-training; and possibly attempts to increase I&R activity in the
branches. (It is very low and —— many branch staff opine -- rightly so,
inasmuch as they feel they lack the special skills and constant exposure
required to do a proper job.)
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I. EVALUATION

The LINC staff collect more data about I&R than do the staff of any
other site. Some of the data collection is on-going tallies; some
of it is occasional surveys. The following are continuously collected:

. Number of I&R queries

. Topics of I&R queries

« Mode of intake (walk-in, phone, mail)

. Number of three-way calls

. Number of follow-ups

. Senior citizen or not (to report to the Area Agency on Aging)

. Service received or not received by client or service not available

In addition, the staff have conducted occasional surveys of LINC clients
in order to learn:

. How the client learned of LINC
. Whether or not the client had used LINC before




TRANSACTION SURVEY

LINC staff interviewed clients on seven days between January and March 1980.
These seven days were taken from the list of randomly selected dates for
1980 that Baltimore County uses to collect its information statistics.
Memphis was to interview, insofar as possible, every LINC client on these
days until 400 forms were completed. Thus data were collected on one Monday.
two Tuesdays, two Wednesdays, one Thursday and one Saturday. The s*aff
attempted to interview every clieant on those days. During the seven sample
days, they initiated interviews with 427 people which was approximately

60Z2 of the total estimate of LINC clients. Four people refused to be inter-
viewed; twelve forms were incomplete. The remaining 4ll completed inter-
views were all usable and provide a statistically valid picture of I&R
transactions during the January-March period. On the following page are

the tabulated responses to the survey. There are several noteworthy ob-
servations to be made on the simple frequencies of the data:

« About 2/3 of the users of ISR service have used it before
(recognizing the limitations of this question, as explained
earlier).

. About 3/4 of the ISR clients have used other library services
before, and aimost 2/3 of these had used them within the past
three months (''regular users").

+ The ISR service was learned about equally through human sources
(friends, neighbors, relatives, library staff, agency personnel)
and through the media. The one most frequently mentioned is
television; second is friend-neighbor-relative.

. In about 1/3 of the cases, the client had asked his/her query
elsevhere.

. The 20-35 age group predominates among the clients.

. Over half the clients have at least some college education.

. About 44Z of the clients reported a family income of under
§14,000, This is likely a function of the income level of
the Memphis region which, in 1970, was 70X of the national
per capita income.

+ The great majority of clients are female.

. Telephone calls account for 98% of all queries. This may be
attributable to the fact thest the LINC desk is purposely
sequestered in a corner of the second floor, in order to make
it primarily a phone-in service.

. In the great majority of cases "simple information-giving"
was provided. Rarely did the staff contact a resource on
a specific client's behalf.

. As might be expected, the LINC file was used in responding
to almost all the queries.

Close to 500 cross-tabulations were performed on the data for each library.
Several of them seem meaningful in the Memphis situation:

« There is a tendency for people who have used LINC before to
have more years of formal education.
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Aruitoxt provided by Eic:

/_L Ageacy call (answer only questions 9-12)
__ No responee (answer no quaetions)

L

2

3.

4,

Se

6.

Exhibit IV-Eve.

PUBLIC LIBRARY INFORMATION AND REFERRAL PROJ

We're trying to improve our service. Would
you help us by answering a few quastions?

We von't record your name and it should take
only ons minute.

Have you used tne library's i{nformation
service before — the one you're using
now? - 3¢ 3

7.

() Yee [?7) o [, ] Doun’t know

Have you used any other servics of
this library eyetem? - = 3/

[7.] Yes (<41 No [/ ] Don't know

IF YES: n =273

k:»] Was it within past 3
monthe?

[15] Vas it with.n past year?

(, 7] Was it longer age? (Or
don't remember)

That
you

How did you laarn of the library's

information service? - = 8.
(/7] Friend, neighbor, relative Juc
(+ 2] "dbrary etaff Y 9
(/<] Referred by un agency 3/ °
(. 2] Radio 10
7] Televieion o
( i Newspaper 2
{:2] other .Z " 1o.
s/
Have you asked yuur queetion in any
othet places befores coming to the
library? (You don't have to name
thea.) MEET
{7) Yes (£ .) No
1'll read eome age groupe. Just etop
me vhen you hear yours. [Iaterviewer:
Omnit obviously vrong groupe when poseible.)
al 7] 13-19 TokS
b4} 20-35
e, ) 36=45
d(: -] 46-64
e{ . ] 65 or over 1
( -] Declined to state °
1'1l read eome groupe barad on
yeare of education completed. Juet
tell ms vhen you hear yours.
AR s - J_
al¥y ] College gradus:e
b[:¢) Some college
c(.3] digh ec’.cul gradua:a
d{ ] Some ..gh school
e[ _] 8th grade or lsse 12

[ /] Declined to itate

Survey results,
Memphis.

ECT Branch
Date
Tine

In whica of theee groupe
did your total family incons,
from all eourcas, fall last
year == befors taxes, that ie?
1'1l read the groupe.
e AT A
al ) up to $4,000
bl ) $8,000 to $14,000
e[ ] $14,000 to $20.u09
d(-;) $20,000 to $26,000
e(. .] Above $26,000
(/2] Declined to etate/don’t know

'e all the questions. Thank
very much for your help.

INYERVIEWER TO FILL OUT REMAINDER:

-

Sex of patron '-35 3

(7] Male (71] Female
Mods of {nquiry gt LS
(/7] Telephone [ .J viste - ' Mu/

Topic of queetion (check all
that apply) ., - -r_

] Money matters
4] Consumer issuse
~-] Housing/hshld. maint.
/27] Haalth
( ‘] Job~related ieeues
{ 3] Tramsportation
{'~] Educazion
( '] Neighborhood iesuss
[- :] Recreation, sporte
[ ] Farily celations
(] Crima . _ufecy
[/ ] Legal rettere
( J cuild care
{53] Other

Diepoeition of questiom (All that apply)

[".'] Information was given

(AL} Iuformation waa given
after interviev to probe
underlying need

[ “] Librarian contacted a
resource on patron'e
behalf

( -] Ocher (Specify)

Was question answered (or
referral mads) from a resource
file created by the library?

[-] Yee [ _] No




Day of the Week: n=410

Sun 0 Thurs 14
Mon 21 Fri

-2
=

Tues 22 Sat

N
o

Wed

Typology of Education and Income: n=315

Low educ, low income 17
Low educ, hi income 4
Hi educ, low income 2

3
47

Hi educ, hi income

Exhibit IV-Eye. Survey results, Memphis (cont.).
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. Older clients have used the library less recently than
the younger clients.

. Older clients -- especially seniors -- more than other age
groups tend to learn o: LINC from an agency.

. As well, those with lower family incomes are more likely
to learn of LINC frem an agency.

. If the client asked his/her query elsewhere before coming
to LINC, LINC staff are less likely to contact an outside
resource on his/her behalf.

. Generally, query topics did not correlate with other variables.
However, there were some exceptions:

. If the query related to money matters,
the staff were more likely to engage in
"complex information-giving'" or contact
an outside resource on behalf of the client.

. Household-related queries are more likely to
be posed by older than by younger clients.

. Health and family-related topics are more
likely than others to result in complex
information-giving.

. People asking legal queries tend to learn
about LINC more frequently frow. television
than askers of other query topics.

. LINC ¢ .aff tend to engage in complex information-giving with
less educated rather than more educated clients.

. With the older client -- especially those 65 and over -- staff
are more likely to contact a resource on his/her behalf.

The composite "typology" of education and income described in the Methodology
chapter was cross-tabulated with numerous variables. The findings speak to
the relationship of LINC to its market: Is LINC attracting what could be
ccasidered a stanaard library clientele? Or is it drawing from a new segment
of the population? We shall characterize that 'standard library clientele" --
based on numerous studies performed since the late 1940's -- as more 1; ely
to have completed some higher education and more likely to fall into the
higher income brackets than are the non-users of public libraries. The data
from Memphis indicate that 'standard library clients' are more likely to be
users of LINC. There is a tendency for those with higher education and higher
family income to have used LINC before and the same holds true of their use
of library services in general.

REFLERENCE ACTIVITY COIPARED WITH I&R

In fiscal year 1978~79 LINC queries received either at the main library or
at the branches amounted to 22,085; in 1979-80, 30,700. Reference queries
rer~fved turoughout the system amounted to 283,167 for the same period.
Obviously, in teims of volume, traditional reference activity outstrips LINC.
Yet virtually everyone interviewed -- both LINC staff and non-LINC staff --
assessed LINC as a significant feature in the library's service program in




terms of philosophy and volume.

Since the veginning of LINC, there has been about a 40% increase in
all reference queries reciived by the various departments and branches
o MSCPLIC, according to management. They and the staff in the various
departments readily acknowledge the role of LINC in establishing the
library as a popular information-giving place.

STAFF ASSESSMENT

The staff report few deficiencies in I&R at Memphis. The service is

well used by the public, accepted by human service agencies in the
region, funded adequately for the kind of service being provided, and
incorporated reasonably well into the program of library services.

Some branch staff are concerned that the service will be spread to the
branches where, they felt, the volume of I&R queries will not justify
maintaining either the LINC file or I&R skills. Some LINC staff are
concerned that, despite precautions mentioned above, burn-out will occur.
They are also continuously concerned about maintaining currency of the
LINC file; even slight disruptions in staffing cam undo the schedule for
updating entries. LINC staff, other service staff and top managers alike
would prefer to see closer integration of LINC with reference services --
perhaps by making LINC part of the Sciences Department. A goal of the
managers that could hardly be considered a deficiency at the moment is
automation. Staff are considering MARC-type format for I&R computeri-
zation. Appropriate software may be commercially available fcr I&R
through Bibliographic Retrieval Services in 1981.

LINC can be compared with Detroit Public Library's TIP service. Memphls

by its very nature did not present the problems evident in Detroit. For
instance, letroit's sheer size =- both of the city and the library system —
required a longer time to win over the human services community and the
library staff than was provided for in the development schedule. TIP

was designed much as LINC: an autonomous unit added to an existing or-
ganization. TIP, however, was added to a considerably larger orgamization
than was LINC, and the effort required to overcome territorial barriers

in TIP would necessarily have been greater. It seems such barriers have
been more successfully overcome in LINC, partly because of the smaller

scale of Memphis and partly because of more deliberate attention to inte-
grating LINC with other library activities. In a more abstract vein,
certain difficulties at TIP could perhaps be traced to the fact that TIP

was introduced in part as a catalyst to solve branch and general libcary
problems (decreasing fuads and diminished use of traditional library services.)
It appears that at Memphis a healthier environment for I&R prevailed: top
management had long advocated the importance of information-giving as a
library service; the staff were relatively receptive to the idea of I&R
before it was introduced; some staff had backgrounds in the human service
sector; the library was not facing serious .inancial recision. All of these
factors seemed to have contributed to viewing LINC for its value as a service,
rather than for its value in bailing out a sinking institucion.
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CHAPTER V
COLORADO SPRINGS

A. THE SITE

THE CITY AND COUNTY

Colorado Springs lies at the foot of Pikes Peak, in El Paso County.
In 1978 it was estimated that the population totalled 322,000 people.
About 2/3 of them live inside the city limits. The eastern part of
the County is largely rural.

In 1970 minorities constituted 14.1% of the population: 9% Spanish and
5% black. The median age in the County was 23.5 years (compared with
23.1 years for the nation). Twelve percent of the population was over
age 55. The median number of school years completed by E1 Paso County
residents was 12.6 (compared to 12.1 nationally). = The median family
income for Solorado Springs in 1970 was $9,090 (compared co $9,596 for
the U.S.).

The area has four military institutions, including the U.S. Air Forc~
Academy. In 1974, government accounted for 49% of "industry earnings.”
In 1970, approximately 56% of the total labor force was employed ig white
collar positions, compared to 53% in Colorado and 48% in the U.S.

THE LIBRARY

Library services for Colorado Springs residents have been
available in limited form since the late 1800's, when the
Colorado Springs Social Union developed a small literature
collection with funds rvaised through donations and socials.

The City of Colorado Springs began financial support of
library services in 1903, and in 1905 dedicated a new library,
known a3 the Colorado Springs Public Library.

On January 1, 1964, the Pikes Peak Library District came
into official existence. Under Colorado State Library Law
provisions, the 5-member Board is selected by a committee
appointed jointly by Colorado Springs City Council and the
Board of County Commissioners.

In 1968, the El Pomar Foundation donated a new Main Library
facility (Penrose Public Library) to the community. The

old Colorado Springs Library (iocated behind Penrose Library)
was remodeled and reopened as Palmer Wing in 1969.

The District now maintains nine branches in the county (in-
cluding a small hranch at the El Paso County Jail), and
operates two bookmobiles and a children's multi-media van
throughout the county.

The Library District serves all of El Paso County, excluding the una .orporated
area of Security/Widefield and the municipality of Manitou Sprimgs. Tie
service population of the District was 289,300 as of 19/7. The operating
budget was $2,219,172 in fiscal year 1950.°




B. ORIGINS

In Fall 1977 the Junior League, in cooperation with the Pikes Peak

Regional Library System (PPRLS), began to collect information on

free or inexpensive services in the Pikes Peak area. The library

provided office space, telephones and a half-time reference librarian

to assist the Junior League volunteers. An old library file of community
resources was updated and used as the basis for the new file. Approximately
one year was spent in file development, and service to the public began in
1978 under the name of CALL, "Citizen's Action Line Limitless.' It was
cperated four hours a day by the Junior League. They continued to staff

and manage the project until March 1979.

Also in 1977 community leaders and concerned citizens published '"Citizen's
Goals for the Colorado Springs Community." This document emphasized the

need for a centrally located public information service for the Pikes Peak
area that could put citizens in touch with social servi.es, governmental,
cultural and recreaticnal information. Given the central location, widely
dispersed branches and long hours of availability of the library, the library's
managers felt that the Penrose Library could become the required public in-
formation source. In 1978 the Library organized the Community Interaction
Team (CIT), headed by two librarians and three CETA workers. The team began

to accumulate community information for library files by visiting social
service organizations, government agencies, clubs, and educational and
recreational organizations. Late in 1979 a millage increase brought the
library the funds to consolidate the work of the Junior League's CALL and

th» library's CIT, and to bring the resulting single service under the um-
brella of regular library funding. The Information Services Desk (ISD) was
established at Penrose Library to serve as the center of operation for community
information.

During the time of the CALL and CIT programs, the library was also developing
its own software for on-line access to an inventory of all materials, client
registration data, circulation records and acquisition files. The resource
files of CALL and CIT were incorporated into the computer, with on-line access,
and were regrouped into four files. A fifth was added in 1980. As currently
defined, they are: :

. CALL - Citizen's Action Line Limitless -- human services and
government resources

. C JRSES =-- adult education and recrsation opportunities

. CLUB -- a roster of clubs and local organizations in the area

. CALENDAR -- a listing of educational, cultural and recreational
events inside and outside the library

. DAYCARE -- a listing of day care centers and homes




C. ISR SERVICE CONCEPT

The service goals for the Junior League's CALL project were the following:

. to develop a complete and current file of existing
agencies and their services

. to interpret a patron's situation and to preseut
optional resources that might respond to it

. to follow up services to insure that the patron's
needs have been met.

The current goal for the Information Services Division is as follows:

"Information Services is designed as a point for
delivering information about the library and che
community. The purpose is to provide quick and
efficient access to resources with the help of

the computer and selected sets of printed materials." 3

As stateu, the goal currently guiding the activities of the ISD encompasses
the goals of the cuperseded CALL project. ISD includee the I&R functiom,
of course. Yet it also includes the task of informing people about the
resources and services within the Library -- a function that is ordinarily,
and by the definitions of this study, not considered to be I&R. One of the
goals in the Library's long-range plan is to provide services to target
groups such as senior citizens, young adults and the handicapped and dis-
advantaged. The staff in the Information Services Division felt that these
particular gsub-groups of the population do use the I&R service. Also, the
number of requests for free services such as food and clothing leads them
to believe that people who are economically disadvantaged use I&R.

The staff who work in the Information Services Division (ISD) are divided
into three teams th:t handle the (1) CALL and CLUB files, (2) the community
events calendar and local business information, aand (3) educational and
career information, including COUKSES. However, all staff members work on
the Information Service desk in addition to performing team duties. A fourth
team is responsible for designing new informational data bases and training
for counputer-assisted searching. '

Simple and complex information are provided as a standard service. The

staff do some referrals, but rarely -- about 3% of the time, judging by the
data from the transaction survey. One staff member stated that now that CALL
is "just another reference file" the original service objectives of referral
and follow-up are not being done. This change in service objectives seems

to be due mostly to lack of staff time.

Advice about outside resources is not provided at all; advise about strategy
is not provided as a standard service, but is done by some staff. Although
follow-up 1is not provided as a standard service, several staff said they
suggest to the client that he/she call back if the resources they have been
directed to were inadequate. Advocacy seems not to occur at all, although

a few ~taff members said that it was the domain of the CALL team to provide
th’ rvice, albeit in a low-keyed manner.

Feedback is not provided; nor are counselling, transportation or escort.
However, appropriate information or referrals will be given to people who seem
to need these last three services. One staff member summed up ISD's Objectives:
"the main intent is to provide informational services, not others."




The main library is open from 10 a.m. to 9 p.m., Monday through Thursday,
and 10 a.m. to 6 p.m., Friday and Saturday. Clients access the resource
files by telephone or in-person.




D. THL RESOURCL FILE

When the Junior League began the CALL Office in 1977, the file was on

5x8 index cards. By the time the Information Services Division was estab-
lished in 1979, the file was on-line. All nine branches (excluding the
jail) have CRT terminals for on-line access. Six terminals are located

in th2 Penrose Library, the main library of the District, three of which
are. in ISD ana two in Reference. Also, print-outs of the CALL and CLUB
files are available in ISD and Reference in the aain library. At ISD
tnere is also a public terminal which can access only information about
library holdings. In order to access any community files on-line, the
public needs an intermediary -- a staff member knowledgeable about pass-
words ana keywords. In fact, this staff member actually delivers in-person
I4R-type service to the patron. However, print-outs of the CALL and CLUB
file are available for patron use without an intermediary, and tihe COURSES
file is ava.lable to home computer users.

All the community information files -- CALL, COURSES, CLUB, CALENIDAR and
DAYCARE -- are separate files. They have unique kinds of information, unique
access terms, and unique structures (arrangements, keywords, cross references.)
While the separation often permits faster access to an item within a given
file, it alsc requires that staff be familiar with the distinct information

ia, access to, and structures of each file in order to use the whole set of
tnem well. The Information Services !lanual contains instructions on how to
access each file, as well as a list of all keywords and cross-references.

Initially, the CALL file contained about 300 entries; now the entries number
o6l. The CLUB file originally contained about 200 clubs; presently, it
contains 532. COURSES has 2181 records, anu CALENDAR has an average of

214 entries at any one time. The number of bLoth educational courses and
comumunity events can vary. The above figures are current as of October 1,
1940.

The CALL file can be accessed by agency names, 176 lievwords and 154 cross-
references. Kevword access vields tiue name of the resource, a brief des-
cription, and the telephone number. <Sfee Exaibit V-A. A list of valid key-
words can also be called up.

Access by agency name vields the following information:

. Jame, address ana piione number of resource
. Description of services or activities
. lame and title of person to contact
. Jame and title of person in charge
. Type of service (feueral, state, local, private)
+ Sources of fimancial support
. Hours of service
. Lligibility requirements
. Service capability/availability of services
. Goal or purpose of resource agency
. .fethods of obtaining service
. Speakers available
Subject headings
. Terms of office anu frequency of rotation of officers
. Use of volunteer staff

L




Program: CALL READ
INDEXED AREA LISTING

A List by agency ) List valid xeywords
K List by keyword X Exit from prog.am
?7 K

First keyword? INFORMATION AND REFERRAL
Keyword or 'GO'? GO
INFORMATION AND REFERRAL there are 40 agencies

1 TRAVELERS AID-AIRPORT OFFICE 398-3873
INFORMATION AND DIRECTION TO TRAVELERS. PROTECTIVE TRAVEL

2 ABORTION INFORMATION AND REFERRAL 597-8898
EMPHASIZES RIGHT TO CHOICE. PREGNANCY TESTING; URINE $10,

3 CATHOLIC COMMUNITY SERVICES 303-636-2345
REFERRAL SERVICE, COUNSEL, AND ADVOCATE FOR THE PQOR.

4 CHAMBER OF COMMERCE, COLORADO SPRINGS 635-1551
INFORMATION CENTER FOR COMMUNITY CONCERNING TOURISM, LEGISLATIVE

SILVER KEY SENIOR SERVICES 632-1521
TO PROVIDE IN-HOME SERVICES TO THE ELDERLY WHICH WILL PROVIDE

(V3]

5 CALL 471-CALL
INFORMATION AND REFERRAL ON FREE OR INEXPENSIVE SERVICES.

EXRISIT V- A. Partial listing from CALL File, on keyword "Inrormation
and Referral," Colorado Springs.




This is the fullest infcrmation about the resource contained in the file.
See Exhibit V-B for an exampla. In addition, 1 collection of agency
publications (pamphlets, ztc.) is maintained separately. A print-out of
all or a part of the CALL file is available to the public, on demand. The
first ten pages are free; the charge is $.10 for each additional page. A
full print-out of the CALL or CLUB file is $23.00.

The keyword list for the CALL file is controlled and is user-oriented

to the extent that its creators sought to use popular terminology. Although
inclusion and exclusion of keywords are arbitrary, they have been predicatea
mostly on popular use.

New resources for the CALL file (ome to the attention of the CALL team via
newspapers, pnone calls and commmity meetings. A questionnaire is sent

to the resource in order to gather information for the file. See Exhibit
V-C. Telephone updating is done once a year or as the need arises. The

CALL team, including a librarian, library technician and clerical worker is
responsible for maintaining the currency and comprehensiveness of the file.

A print-out of the complete CALL file is available at no charge to other
libraries and agencies that have helped in updating the file. Also, the tape
of the CALL file is available to any agency with facilities to print its own

copy.

fhe resources in the COURSES file are courses and recreational programs for
adults in the Pikes Peak area. Resources can be accessed by name of course,

by 84 Keywords contained in the files of the courses, or by 284 cross-references.
See Exhibit V-D. Keyword access provides the name of the course, dates and
times, cost, instructor, telephone numbe:, location, and director/coordinator

of the institution that offers the course or program. See Exhibit V-E.

The CLUB file also can be accessed by name and keyword. Keyword access pro-
vides a club's name, brief description, and telephone. See Exhibit V-F.

Full information about the club can be had by entering the name of the club.
This information includes name, address, <ontact person, phone number, function(s),
date of election of of 7icers, number of merbers, and keywords. See Exhibit V-G.
The CLUB file contains 175 keywords with no cross-references. A print-out of
the LLUu file is available at both the ISD and the reference desks at the main
library. The Community Events Calendar, CALENDAR, contains a chronological
listing of events in the community and in the library. See Exhibit V-ii for a
partial calendar. The information includes aate, time, event, sponsoring
agency, address, cost, and teleplione number. The types of events include

music, dance, and dramatic performances; lectures; and demonstrations. Exhibits
and displays are listed at the end of the calendar. This file can also be
accessed by type of event and sponsoring agency. The library prints and mails
250 copies of the calendar each month to community groups and individuals.
CALEUDAR 1is supplemented by a Community Events bulletin board in the library.

With the cooperation of the Urban League the Library has recently established

a computerized index to daycare centers and homes. The file, DAYCARE, is indexed
by name and by the closest elementary school (in order to provide a geographic
framework for users of the file). See Exhibit V-Eye. In tne future the Library
hopes to index all pre-schools and all commercial daycare centers.




CALL 29-Aug-30
PENROSE PUBLIC LIBRARY

471-CALL ALL LIBRARY HRS.

20 N. CASCADE, COLORADO SPRINGS, CO. 80901

Director: CINDY SLATER

Contact person: MAXINE

Eligibility:

ANYONE, ACCESS TO CALL AND CLUB FILES FOR REFERRALS.

Function and purpose:

INFORMATION AND REFERRAL ON FREE OR INEXPENSIVE SERVICES.
REFER TO APPROPRIATE AGENCY OR SERVICE TO MEET CALLER'S NEEDS
FOLLCW-UP ON REFERRALS, LIBRARY RESOURCES AVAILABLE FOR INFO.,
COORDINATES INFORMATION GATHERING WITH OTHER I & R AGENCIES.
Application procedure: PHONE OR WALK-IN

Keywords of this agency:

INFCRMATION AND REFERRAL DIRECTORIES
ETENIC SERVICES CLUBS
LIBRARIES

EXHIBIT Vv-3. Listing from CALL File under keyword "CALL." Colorado Springs.
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ERIC

Aruitoxt provided by Eic:

1. YAl CF AGZCY CR SEXVICZ: (55 spaces)

O
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.4

2. PARTNT AGEICY ANT/CR aC2Chfri: (84 st

. PECNZ: (34 spaces)

3
4, HOURS: (30 spaces)
5

7., ELIGIZILITY: (2 lines of 70 spaces each)

§. TUUCTION AND ZURPC3Z: (4 lines of 72 spaces each)
O, AFXPLICATICNH FLCCZIUTE: (3C s3czaces)

10. SUSSZCT HZADINES: (1C lines c¢f 27 scaces 2ach)
"1, FULCED 2L (2D staces)

12. AZiINISTEIRED 37: (20 staces)
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gLVilng alcve 1nid:

‘- . . A
cc.lacting 1zl

u!
@
3]
\
[o]
8}

EXHIBIT Y-C. 471-CALL Questionnaire. Colorado Springs.




EXHIBIT

KEYWORD VOCABULARY LISTING FOR COURSES

abuse, ch 1d or wife see RELATIONSHIPS
accident investigation see TIME
accounting see BUSINESS

accounting, personal see FINANCE
accupuncture see EASTERN ARTS

acting see THEATER

adjustments see REAL ESTATE
administration see MANAGEMENT

ADULT

adult education see BASIC EDUCATION
ADVANCED

advertising see BUSINESS

aerobic see FIT 7SS

AGED

aggressiveness see SELF IMPROVEMENT
air conditic .2r, design see ELZCTRONICS
air conditioner, repair see CSERVIZING
airiline see AVIATION

alcoholism see HEALTH

V-D. Partial xeyword vocabulary listing for COURSES.

Springs.

Vo= :L‘)

Colorado



Program: CCURSES

P = Searcnh by institution
X = Searcn by course xeyword
X = Exit progranm

Command? X
Keyword? BUSINESS
Keyword? WOMEN
Xeyword? GO

WS 24 WOMEN IN SALES Days:TUE
Course ~uns FROM 11/04 TO 11/04 Hours: 6:30 PM to 9:30 PM
Cost is $ 6 FOR MORE INFORMATION AND ENROLLMENT CALL 635-2043
Located at
NORTH COMMUNITY SCHOOL £35-2043
612 E YAMPA Colorado Springs, Colorade  £0903
CM10
Director / Coordinator: GINGER BARNS

uc 4 MANAGEMENT DEVELOPMENT FOR AWOMEN SERIES/ Days:TEHU
Course runs FROM 10/23 TO 11/20 Hours: A:00 PM to 9:30 PM
Cost is & 115 FOR MORE INFORMATION AND ENROLLMENT CALL £02-3253
Located at
There are 3 courses with this Xey
Press RETURN to continue?

CC 2 MANAGEMSNT FOR WOMEN WORKSEQP Davs:FRI
Course runs FRCM 10/17 70 10/17 Hours: 00:00 AM to 4:30 2M
Cost is $ 235 FOR MORE INFORMATICH AND ENROLLMENT CALL 582-33538

Leceatad at
Keyword?

EXHIBIT V-E. Two listings in COURSLS File under xevwords 'women'' and
"Business.' Colorado Springs.

V-1l




Program- CLUBS

Search for clubs by name

Search for clubs by keyword

Print valid keyword list

Exit the program (also END and EXIT)

R RO

?7 K
First keyword? WOMEN
Keyword or 'G0O'? GO

WOMEN There are 69 clubs

1 BUSINESS AND PROFESSIONAL WOMFN

632-4514 (AFTER SPM)

WOMEN HELPINC WOMEN. SCHOLARSHIP EACH YEAR TO A WOMAN IN THE

2 BUSINESS WOMEN'S ASSN., PIKES PEAK
FURTHERING SDUCATION OF WOMEN IN BUSINESS

BUSINESS WOMEN'S ASSN., CHARTER CHAPTER
NON-PROFIT ORGANIZATION. PROVIDE SCHOLARSHIPS TO

w)

4 COWBELLES, PIKES PEAK
PROMOTE BEEF

5 CREDIT WOMEN (INTERNATIONAL), PIXES PEAX CHAPTER
XEEP MEMBERS UPDATED ON

On

BUSINESS WOMEN'S ASSN., COLUMBINE CHAPTER
HELP WOMEN IN BUSINESS ADVANCE THROUGH EDUCATION,

( er ,n,?Pn,X,HELP)? HELP
cr is Carriage Return and it advances to next page
n is a number, the one left of a club

635-7086

53U-T7156/471-4910

(303) 683-2272

475-7700 EXT231

632-1701
INCREASED

?n is P with a page immediately following ie P1 or P5
X is to return to 'First Keyword' (also END and E=XIT)

( er ,n,Pn,7,EELP)? 3

EXHIBIT V-F. Partial resource listing in the CLUB File under keyword

"Women." Colorade Springs.

v -12
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1. Club: IUSINESS WOMEN'S ASSN.. CHARTER CHAPTER
2. Address: 1711 WEST PLATTE AVE
3., City, State: COLORADO SPRINGS, COLORADN
U, Zip code: 30904
5. Contact Person:ROSE ANN NICHOLS
6. Phone number: 634-7156/471-4910
7. Function (s):
NON-FROFIT ORGANIZATION. PROVIDE SCHCLARSHIPS TO
RECEIPENTS WOTED ON BY QUR CHAPTER.
8. Meeting time and place:
3RD MON, VARIOUS LCCATIONS
5. Renew date: AUG 81
10, Members (no.): 4
11. Keywords:

'WCMEN BUSINESS
SCUCLARSHIPS

( er ,n,Pr,X,HEL2)?

I3IISIT V-G. An entry in the CLUB File. Colorado Springs.




Program: CALENDAR
Search by which kev SO (sponsoring organization),

ET (event type),

DT (date of event),

or X (exit program)? DT
Date (eg 25-DEC-30)? 15-NOV-30
15-Nov-80 00:00 AM 00:00 AM INTERNATIONAL POLKA CLUB
INTERNATIONAL POLXA CLUB PRESENTS "JOE GABLE". 2422 BUSCH
DANCE AVENUE. 633-0195. DRESS UP - NO BLUE JEANS.

Is this the record you wanted?
15-Nov-80 00:00 AM 00:00 AM FINE ART3 CENTER
NEW EXHIBITION, "SAINTS AND THEIR MEANINGS IN THE HISPANIC
DISPLAY SOUTHWEST". 30 W. DALE. 634-5581,

Is this the record you wanted?
15-Nov-80 00:00 AM 00:00 AM FINE ARTS CENTZR
NEW EXHIBITION, "HIGHLIGHTS OF AUDUBON". 30 W. DALE.
DISPLAY 634-5581. '

Is this the record you wanted? Y
Date (eg 25-DEC-80)? MNONE
Search by which kev SO (sponsoring organization),
ET (event type),
DT (date of event),
or X (exit program)? ET
Zvent Type? CONCERT
14<Nov-80 08:00 PM 00:00 AM THE SY PHONY, COLORADO SPR
FEATURES JULIANA MARKOVA, FAMOUS PIANIST. PALMER
CON~ERT AUDIT%RIUM. $6.00 AND $8.00. CALL THE SYMPHONY OFFICE AT
§33-U611,

Is this the record vou wanted? 7

Exhibit V-H. Partial listing of CALENDAR File. Colorado Springs.




Program: DAY " 1RE

»
-
]

Search by Name of Center

- Search by Closest Elementary

- Search for Flagged data (enter 'LIST 7' to lis:. Flags)
Statistie printout ( for DCREAD only )

- ZIxi%t the Program

o S 02 D N £ IR
'

?

==

Which center do you want? C

Director: TYSON BARBARA
Center: CALVARY PRESCHOOL
4210 TEMPLETON GAP

COLORADO SPRINGS, COLCRADO 80918
Telephone:599-7262 No TITLE XX
Closest elementary:
License expires: lccepts 228 chnildren Fas 33 vacancies

Ages 3 to b
Open from 09:00 am o 12:00 am MON, TUEZ, WED, THU, FRI,

ACCEPT HANDICAPPED

Center has 0 complaints on
Do vou want tne next file? N
Wnich center do you want? NONE

rn
v
[
@

1)

- Search by Name of Cente
Zlementary
ta {

- Search by (losest =l

Search for Flagged da
- tatistic zrintout (
- Exit %the Progran

¢t
O
}—
1]

n
r
(F3)
} 4

te =Qm oy
enter '_IST ¥

“or DCREAD cnly )

[}V]
o
[0}

R 72 Ik N )
'

~J
-

Py

Exhibit V-Eve. Excmple of sesrch 1a DAY CARLC TFile. Colorado Springs.
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There are also plans afoot to provide computerized access to information

on regional businesses. Information on regional and national businesses

as well 25 information on starting a business already exist in the Librarv's
vertical files.

ASSESSMENT OF THE FILE

The subject scope of the various files is considered by the staff to be very
good. According to one, it "covers everything I've had to encounter."” The
currency of the files was rated very good to good, the main reservation being
that updating requires more time than is available. “hile some of the staff
rated the depth of information as very good, a few stated that the information
was limited by the computer format and was not always clear.

Arrangement is not a relevant feature of on-line files, inasmuch as on-line
files permit multiple access.

The adequacy of access, or indexing, was rated variously by the staff. Some
judged it to be very good. Others felt that some of the keywords, especially
those for CALL, needed a great deal of work in order to provide accurate and
consistent access. The physical format of the file was rated very good by all
staff interviewed; several said they liked working with an on-line file better
than working vith a hard-copy file.

v - 16




E. I&R SERVICE DELIVERY

The consensus of the staff interviewed was that the majority of questions
asked at the Information Services Desk call for short answers delivered
quickly. The staff try to provide the patron with all applicable resources,
although sometimes recommendations will be made to inelp the patron narrow

the number of choices. To answer questions the staff may also use the Yellow
Pages, a local directory of social services in Pikes Peak, and information
sublished by local government. Questions requiring more than the usual time
to answer (2-3 minues) are referred by paraprofessional to professional staff.

The Library, along with several otiher L&R service providers, at one time formed
an I&R Ccilition to discuss new services and those resources that need updating.
While the Coalition still exists, it no loner holds meetings. Within the
Library, there are meetings of the Information Services staff and meetings of
ISD and Reference staffs when needed. 13D desks and staff are located near

the main entrance to the library and are highly visible to entering clients.

The first impression conveyed is that of a series of airline reservation desks.
They have a look of a natural spot to go to to ask a question. As a result,

the ISD staff answer many queries for directions within the Library. Twenty
percent of all queries answered in January 1980 were of tnis kind.

An attendant effect of the ''airline reservar on desk' vista that greets the
client could very well be some cortrol over che nature of queries elicited

from people who twaik in. The 'high volume" atmospiiere may elicit mainly short-
answer queries; and the rather public and cou->sted aspect of the area may have
some chilling eifect on the posing of complex personal queries in person. In
telephone mode, there may well be no impact of ISD's 'vista."

v -17




F. EXTERNAL RELATIONS

The Community Interaction Team activity was a major effort to gather
community information and make it available to the public. CIT was instru-
mental in adv...cing the Library as an "information place' and increasing

its visibility. As one result, the library now serves as the formal deposi-
tary for city and county documents.

There are several speciaiized I&R providers in the region -~ concentrating
on such topics or groups as mental health and senior citizens -- and several
crisis hotline services. The relationship of the Library to the other I&R
ager “ies seems to be a positive one. lionetheless, a few agencies feel that
ISD competes with or duplicates their efforts. hese feelings are somewhat
ameliorated by the fact that the Library is not open 24 hours and does not
do counselling or in-depth consultation with the client.

Service agencies (non-I&R agencies) in the community seem to react positively
to the Library's ISR service. While some are surprised that the Library 1is
providing an I&R service, others feel that it is a natural role.

v-1 4,




G. ADMINISTRATION

In June 1979 the Public Services Department was created in the Library

to coordinate Information Services, Reference, Circulation and all the
branchies. The head of Information Services is responsible to the Assistant
Director for Public Services, who reports in turn to tne Director. See
Exhibit V-J. Information Services Division has a distinct staff consist-
ing of four librarians, two technicians (one is part-time) and five CLTA
clerical workers. All of the librarians have reference experience. One

of the technicians has previous experience in social services that she
considers helpful in assisting clients with the CALL file.

The liead of ISD and one library technician participated in training

sponscred by the Junior League ana carried out by a local I&R/hotline

service provider. In turn, the Lead uf ISD has since provided training

for all new ISD staff. It involves a general orientation to tne services

of the library and its personnel, use of the tools -- documents, resource

files -- in ISD, and three telephone training sessions. The latter sessions
focus mainly on empathy and courtesy to the patron. New employees also

have a session on terminal use with a person in the Jystems Office and

several "labs" during which tl.ey practice interviewing and the use of terminals.

COSTS

Originally the Junior League provided the wherewithal for file development
and I&R service delivery. This was wone with volunteers. At that time the
Library contributed one-half of a reference librarian's time, office space,
ana a telephone line. With the establishment in 1979 of ISD, all financing
fell to the Librarv's regular budget. CETA workers nhave been used in many
library aepartments, aud approximately one-tn’rd of the staff in ISD are CLTA
workers. The funding fo ISD is approximately $75,000 per annum. About
$45,000-$50,000 of this is used for L&R-related activities. These figures

éo not include about $35,000 for CETA workers or charges ‘or building, tele-
pilone and computer use.

PUSLICITY

Tue Junior League service, CALL, was announced to the public as "Citizen's
Action line Iimitless.' The telepione number was ''471-CALL." The name and
telephonc number remain tihe same tocay, and the I&R service is named simply
1" "

CaLL.

Initial publicity consisted of flyers and brochures in the library, television
and radio spots, bumper stickers ana a listing in the teleplhione book. The
Junior League, assisted by the library's print shop, handled the finances ana
management of it. Ongoing publicity has included public service announcemeuts
on ~he radio and uewspaper and television features. Librarians from ISD also
speak to communityv groups about I&R. The liead of ISD felt tha’ the radio spots
are the most effective form of publicty; there is a noticeable increase in
calls after the spots are broadcast. There is virtually no publicity budget
for I&R; it is "free' except for staff time and negligible materials. An
estimate of staff time was not forthcoming.

(
\/' b~
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Lxhibit V-J. I&R ILii THE ORGANIZATIONAL HILRARCHY, COLORADO SPRINGS




r HAVE A QUESTION? ™

The Pikes Peak Library District's
information Center answers over 5,000
calls and patrons’ questions each
month. Soms callers may only need to
be referred to another department or
agency, others may want to know the
library s hours, and many need some
information that's important concerning
their lives.

The Information Center, both an
Information and referral service per-
tectly illustrates a new trend in library
services—offering information about
community activities, services and
resources.

Penrose iibrarians have built
enormous files about community ser-
vices, ranging from heaith, legal aid,
housing, transportation to recraation
and education. Using these resources,
stored in the library's computer, staff
members can help patroris with their
day-to-day questions and protiems.

CALLUS FOR
INFORMATIONON . ..

v community organizations and
services ¢ c.alendar of community
events ¢ jocating books you want

® gducational and recreational courses
® colleges and careers * recorded
consumer information  gay care
center referral » enargy conser-ation
informaiion e raxes

— GET ANANSWER!  __J

Lxhibit V=K. Dublicity Tlyer. Colorado Springs.
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H. £3R IN THE CONTEXT OF OThER SERVICLS

There was strong feeling amoug the ISD staff that I&R is amn appro-

priate job for a public library. Other staff members wiio were inter-
vievea agreed. One said, "I can't think of any other agency as impartial
as a library is." Anccher staff member thought that, while I&R is appro-
priate in a library, at Colorado Sprirgs empuasis haa been given to the
technology rather than to the service. hLowever, this same person saw the
emphasis beginning to shift tc the service, now that all branches were on-
line. lionetheless, staff who were working at the Library when the CALL
Jroject began stated that tne I&R service has cnanged since the beginring.
Jow there is less probing for the client's underlying need and very little
follow-tiiough. They attributed this cihange to scarcities of mcney ana staff.

Several staff members -- from ISD and elsewhere -- were certain that the
professional staff, generally, were becoming more positive in their view

of I&R in the Library. Initially there had been some staff resentment about
money beijang spent in establishing ISD and the resource files. That resent-
ument apreared to have been due at least in part to all the changes going on

in the library -- new departments, reorganization, and new computer technology.

The Library's top management is committed Lo providing the public with the
information it requires, in whatever form it is available. The I&R service
has helped promote among the public the realization that the library handles
not only the information contained in documents, but also information from
other sources. The director feels that the "library is a perfect place to

do I&R..." Inforuation Service and Reference have been two separate depart-
ments since the establishment in October 1979 of the Information Services
Division. At the time of interviewing for this study, it was clear that the
separation was creating prob.ems in both uepartments in terms of defining
their separate responsibilities. For instance, some reference staff members
statad that ISD was getting the ''glory' and Reference was overworkeu. Perhaps
reflected i1n the strained relationship was the definitional dilemma that has
faced this study since the beginning: refereuce and I&R overlap so mucih that
aistinguishing one from the other with certainty may be impossible. It seemed
particuiarly important to the staff of the Reference Department that aefinitioms
of mutually exclusive responsibilities and the roles of the two departments

be clearly established. The staff as a wiole viewed I&R as connecting people
with resources outside the library and refererce as using traditional library
resources. While some of the staff stated that thev could understand the
division between Information Services and Reference, most felt that there was
and should be considerable overlap. The heads of both departments felt that,
while there shoula be some aivision in staff auties, a team approach to giving
all types of information would be less confusing to patroms.

Since the study team interviewed the staff in Colorado Springs, management has
begun assigning bLoth ISD and reference staff to the three reference desks.
Moreover, ISD counters and terminals have been moved to th:: Reference side of
ti:e building, thereby effecting a physical -- if not organizational -- merger if
the two departments. Reports inaicate tnat this has alleviated some of the
problems noted above.
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I. LEVALUATION

ISD reguliarly collects statistics on the number of directional questions.
number of information questions that involve a seaich, and the number of
questions that come in on the 471-CALL number. hese types of questions
are tallied by pressing three cifferent buttons on the terminals. The
statistics tally ._heet present the many and varied statistics that are
gathered at ISD. See Exhibit X-L.

The main impact of I&R on the public seems to be the change it has wrought

on the image of the Library as a place for information. One librarian ex-
pressed the opinion that ISD is reaching different peonle and making them less
afraid of the Library in general; therefore the use of all services should
increase. Another librarian agreea and stated, 'CALL put us on the map."

The tep managers felt that many changes in the Library have impacted posi-
tively on the public's image and that I&R has been one of the most important
of those changes. The Library's community involvement, through CALL and CIT,
is considered to have been a contributing factor in getting a one-half mill
levy increase in licvember 1973.

TRANSACTION SURVEY

The ISD staff attempted to interview all Penrose Library clients wio asked
I&R-type questions in March, April, ana ilay, as well as tvo days at the end
of February. Twvo hundred and eighty-seven completed interview forms were
collecteu; nine clients refused to be interviewed; and the staff did not have
the time to do twelve interviews. During this period the Reference staff was
also involved in interviewing all clients wio asked I&R-tvpe questiomns, but
completed interviews from Reference accounted for only 13% of all completed
forms. In talking with staff at the endu of the survey period it was learned
that they were not successful in interviewing every ISR client, as the following
figures reveal: during the three montis ISD tallied 4690 directional queries,
7124 search queries, and 2123 queries that camne in on 471-CALL. liere are
several interesting observations bas>d on tue simple frequencies of the data:

. When considering all cays of tie week in amgregate, tie
nighest frequency of I&R inquiries occurs between 10 and
noon, decreasing grauually until 9 p.m. The rank order
of busi:st days of the veek, starting with the busiest, are:
Mounday, Thursdav, Tuesday, Friday, ‘lednesday and Saturday.

. About one-half of the clients had usea the L&R-tvpe service
before. (The limitations of this questi(n were explained
earlier).

. 60% of the clients hac used other librarv services, and 75%
of these haa useu them within the last three months (''frequent
users').

. The service was learned of through sources other than those
listed (525, "Otaer"). The telepiione book was cited 24 times;
the Chamber of Commerce anu walk-in were mentioned four times
each. The most frequently mentioned category was ''friend,
neighbor, relative."

. About one-third of tne clients had asked his/her question else-
where.

. The 20-35 age group predomindte among the clients.




STATISTICS NAMES FOR INFORMATION SERVICES Page 1

30.10.30
Ved
DATE FOR INPUT: %f 78, /78°

QUESTIONS ANSWERED-DIRECTIONAL /377

1.

2. QUESTIONS ANSWERED-SEARCH. 744 7

3. QUESTIONS ANSWERED-INFORMATION AND REFERRAL 753
(ADD 2 ANU 3 FOR TOTAL NUMBER OF SZARCH QUESTIONS)

el O

4. NUMBER OF TOURS 2

5. NUMBER OF PROGRAMS-WORKSHOPS, COCIS, GIS, ETC. 7

6. NUMBER OF OUTSIDE CONTACTS .7

7. PEOPLE ON TOURS 22

8. PEOPLE AT PROGRAMS &5 32

9. PEOPLE CONTACTED OUTSIDE

10. LOCAL DATA BASE ACCESSZS--ADD 14, 20, 21, 26, AND 27 »2/87F

1. COURSES-NUMBER OF ITEMS ADDEDSZ 7

2. COURSES-NUMBER OF ITEMS UPDATED 4%

3. COURSES-NUMBER OF ITEMS DELETED «&/-7

4. COURSES-KEYWORDS ACCESSED o2

5. COURSES-AGENCIES' INPUT HOURS &

6. COURSES-TOTAL NUMBER OF COURSES AT THE END OF EACH MONTH .2/ 7/

17. CLUBS=-NUMBER OF CLUBS ADDED 7

18. CLUBS=-NUMBER OF CLUBS UPDATED o3&

19. CLUBS-NUMBER OF CLUBS DELETED ,2-

20. CLUBS-NAMES ACCESSED 7.2

21. CLUBS-REYWORDS ACCESSED /74%

22. CL' 1S-TOTAL NUMBER OF CLUBS AT THE END CF ZACH JONTH S £
22A. CLUBS-PRINTOUTS SOLD 3

23. CALL-NUMBER OF AGENCIES ADDED/<

24. CALL-NUMBER OF AGENCIES UPDATED /#4-2"

25. CALL-NUMBER OF AGENCIES DELETED »2/

26. CALL-AGENCIES ACCESSED V4

27. CALL-KEYWORDS ACCESSEDI.7&

28. CALL-TOTAL NUMBER OF AGENCIES AT THE IND OF SACH MONTH & &/
29A. CALL-PRINTOUTS SOLD &

29. COCIS AND GIS PRINTOUTS /S ,7
23A. PARTIAL CALL AND CLUB PRINTOUTS -

20. COMMUNITY EVENTS CALENDARS MAILID o2/
31. CALENDAR ITEMS ADDED/Z

22. CALENDAR ITEMS UPDATED

33. CALENDAR ITEMS DELETED %%

33A. CALENDAR-TOTAL NUMBER OF EVENTS AT THE END OF ZACH vONTH /97

BUSINESS INFO ADDED /7S

Y,

4S5, CITY/STATE INFO ADDED &€ .

52. DAY CARE-AGENCIES ADDED

53, DAY CARE-AGENCIES DELETED

54. DAY CARE-AGENCIES MODIFIED

55. DAY CARE-TOTAL NUMBER OF AGENCIES(HOMES) AT THE SND OF EACH MONTH

Exhibit y- . Monthly Statistics for I&R. Colorado Springs.
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STATISTICS NAMES FCR INFCRMATION SERVICES

56. NUMBER OF RESERVES TAKEN AT INFORMATION SERVICES

T07. QUESTIONS AbszRED 1.3 85377
102, ZEVENTS 4-6

103. DPATRONS CONTACTED 7-3 25

105. TOCAL DATABASE ACCESSES-aADD '4, 20, 21, 25 aND 27

273

Page 2
30,:0.30
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7 Agency call (answer only questions 9-12) ‘11 - /%

—_ No response (ansser no guestions)

PUBLIC LIBRARY INFORMATION AND REFERRAL PROJECT

We're trying to improve our services.

Branch
Date
Time

Would

you help us by answvering a few queetions?
We won't record your name and it should take

only one minute.

1. Have you used the library's Lnfomt!.ou
servica nofon — the one you're uging
now? M=, 1
[52] Yes [4F) No [/ ) Don't know

2. Have you used any other service of
this library syetem? -1 = 20 |
[co] Yae

[7?] No [/ ] Don't know

IF YES: -+ - .54

[75] Vas it within past 3
monthe?

] Was it wicthin past year?
] Was it longer ago? (Or
don't remember)

\l td

[r2]
{

3. low did you learn of the libnry s
information service? N - >l

] Feiend, neighbor, relative
<] Library scaff

1] Raferred by an agency

1 ] Radio
]

]

Sa)

""I.A

Televieion
Nevepaper
Other

}u h

4. Have you asked your queetion in any
other places before coming to the
library? (You don't have to name
them.) -1\: 4.4

[27] Yas [i57) No

S+ 1'll read some age groupe. Just stop
me vhen you hear yours. [Interviewer:
Omit obviously wrong groupe when poeeible.]
AR
al ) 13-19
b(22] 20~35
c{22] 36=45
d{+7] 46-64
e{ ") 65 or over
7] Daclined to state

6. I'll read some groupe based oo
years of education completed.
tell na vhen you hear youre. .

-z 1/

Juet

!

al %] College graduate

b[ <] Some college

c(.&] High echool graduate
d{ 5] Some high school

e[ 2) 8th grade or lase

[ 2] Declined to state

Exhibit V-M.
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Survey results, Colorado Springs.

7. In which of theee groupe
did your total family income,
from all sourcss, fall lsst
ysar -~ before taxee, that is?
1'1l resd the groupe. -

“+\z Ao

a{] Up to $4,000
b(.257 $8,000 to $14,000
cf2/] $14,000 co $20,000
d(/2]) $20,000 to $26,000
e{ /3] Abave $26,000
[ 7)Declined to state/don't know

That'e all the questions. Thank
you vary much for your help.

INTERVIEWER TO FILL OUT REMAINDER:

8. Sex of patron -tv = 1y
{27) Male [7/] Female

9. Mode of inquiry it : ¢
[3¢] Telephene

10. Topic of question (check all
that apply) -n: 1717

] Money tacters
Coneumer iesuse
Housing/hehld. maint.
Health

Job-related iseuee
Traneportation
Educ.tion
Neighborhood iseues
Racrestion, sports
Family relatione
Crime & safety
Legal mactere

Child cate

014,71} 4

/

’

L___:b

[ v
{
{-
(-
(2
[ -
[[
{
{
{
{
{
{
{2

...
( -~ L e
ol s oA s

[/5) Viste (7] 2*A

_hevad

11. Disposition of question (All that apply)

[7 Infcruation vas given

[/3] lnformation vee given
after interviev to probe
underlying aeed

[ 7] Librarisn contacted a
resource on Patron's
behalf

[ '] Other (Specity)

i2. Was queetion snsvered {or
referral xade) from a resource
file created ty che librarcy?

4- 1773

{#4] Yes [-V] de

-
e

.
C

1

.




Day of the Week:

S
N oalur ln—-‘

n=275

Thurs 20 _
Fri 16
Sat _8

Typology of Education and Income:

low income

Low educ,

Low educ, hi income

Bi educ, low income

Hi educ, hi income

Exhibit v-M.

Survey results, Colorado Sprimgs (cont.).




About two-thirds of the clients have at least some

college eaucation.

. 254 of those interviewea reportea a family income in
the $8,000 - $14,000 range; the meaian income falls
into the range of 514,000 - $20,000, commensurate witn
the 1976 median income in El Paso County of $I .,900,
after allowing for inflation.

. The great majority of clients interviswed were female.

. 664 of all queries were by telepione.

. In the great majority of tne cases, "simple information-
giving" was provided. The staff rarely contacted a re-
source on the patron's benalf.

. CALL, CLU3, COURSES ana CALE:DAR vere used less than half

the time in responaing to a patron's I§R query. (DAYCARE

did not exist at that time.) It is assumed that externally-

produced directories were used in most instances.

Of the 300 cross-tabulations that were performed, the following seemed meaningful
ingful for Colorado Springs:

. People who are regular and frequent library users ave
more likely to choose tihe library as the first place
to ask their questiom.

. Although there are more females than males in the survey,
the males wilo use the service tend to be college graduates
more ofter than the women co.

.- There is a tenaency for the staif to use one of thie resource
files more often for questions about housing/housenold main-
tenance ana neighborhooa issues than for other topics.

. Correlating the topics of the queries with othner variables,
there is indication that males tend to asi job-related
questions and females tend to ask about consumer issues.

. Tounger people tena, more than others, to unave learned of
this service from a friend, relative, or neighbor. Those
clients with "some high sciool" also tend to have learnea
from a friend, neighbor or relative more than tiiose in other
education categories.

The compesite typology of education and in<ome showed several reiationsnips.
Those clients with lower education, no matter what their income, tend to ask
questions for which the staff turn to one of the four community information

files to answer. Also, these guestions tenu to fall into the fousing/house-
nold maintenance category.

STAFF ASSLSSIENT

The consensus among staff and managers was that the major problem in ISD is

the lack of permanent staff. (CLTA workers change every September.) iiaving

a permanent staff would allow for deeper and longer-term training. The

lack of space ana privacy for the interview and training in the interview

were stated as obscacles to coing any true referral or advocacy. Both Reference
ana ISD staffs felt that a larger, permanent, nrofessional staff in ISD would
allow for mors integration of the tuo services anu a more even level of service
uelivery.

ro
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Some staff felt hindered in providing I&R by virtue of the separation of
the resource file into five sub-files. The head of ISD felt tnat if all
files were combined into ovne, full Dovlean logic coula be used to access
it. ("AND" can be used now in eacu separate file.) However, a merzer
would require that new capabilities be adued to the Librarv's equipment --
namely, a ''data-base manager' program. The airector felt that it woula be
satisfactory to use separated computerized files until such software be-
comes available at an affordable cost.
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CHAPTLER VI

DALLAS

A THE SITE
Thl CITY

The City of Dallas: an urban center in northeast Texas projected at 940,000

people in 1985 and surrounded by surburban communities in Dallas County that

may contain another 850,000 at that time;~ a center laced with expressways

and dotted with empty lots and large construction projects; perhaps the greatest
economic strength of any city in the nation, in terms of per capita income, owner-
occupied housing, economic diversity, personal savings and employment rat-;“

an economic base built on banking, insurance, electronics, transportation, marketing,
communications; an educational center for the region, with 12 institutions of higher
education located within 50 miles,

The population of Dallas seems not to be exceptional. It is expected tl:.t as the
population of the United States ages and increases slightly in educational level,

as families siirink, as more women enter the work force, as elementary and secondary
scnool populations fall off -- as these trenas are realized in the country as a

whole, so too will they be the case in Dallas. The population of liispanics ana
blacks -- recently estimated at about 49% of the city's population -- lLias been growing
sligntly in proportion to other groups.

Tht LISRARY

The Dallas Public library serves the population of the City of Dallas through a
central library ana 1S branches. Construction of a new $40 million central building
is currently underway and is expected to bLe ready for use in 1982. Traditionally,

the Library has been funded at a moderate level wnen compared vith the libraries

of other major cities around the country. Due to Dallas' general fiscal strengtli,
anowever, it is possible that Dallas Public Library will retain its fiscal viability

in a period when the library Ludgets of otner major cities will be severely challenged.
he proposed operating budget for fiscal vear 19381 is about $6 million.

The Library is a department of the municipal government directed by a professional
librarian and auvised by a board of citizens appointed by the mavor ana the City
Council,
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B. ORIGINS OF I&R

In the late 1960s staff of the Dallas Public Library (oPl) had begun the In-
ventory of Community Services, a small card fiie of groups concerned with
social issues. In 1971 DPL cooperated with the Chamber of Commerce and the
Goals for Dallas Office in compiling a Continuing Education Directory. In-
terest in local resources had grown enough among the library staff by 1972

to warrant formal attiention, resulting in a Staff Committee Report. In brief,
the recommendations of the Report were that DPL should undertake a comprenhensive
I&R service operation that would serve directly, through 24-hour telephone or
walk-in contact, all the citizens of greater Dallas (the City and the surrounding
County). The Staff Committee were apparently influenced by certain publicized
efforts to address personal and social problems througt inforwmation: the Bay
Area Reference Center (San Francisco Public Library), the Public Information
Center Project (Enoch Pratt Free Library), and the "Help'" directory (Baltimore
County Public Library). At about the same time, interest in identifying the
community resources in Dallas was growing outside library circles and in 1972
the Greater Dallas Planning Council funded the development and publication of

a directory of community resources. The Council called on DPL to do the work,
and in 1973 the Directory uf Urban Organizations in the Public Metroplex, a
classified and indexed directory of between 1500 and 1300 organizations, was
published. The first edition of a popularized version of the Directory -- Open
Dallas -- was published in August of 1974 under the aegls of DPL and the Greater
Dallas Chamber of Commerce.

The various experiences with developing directories did several things: they pro-
vided for Library staff considerable practice in building, maintaining and organizing
large files of community resources; they estatlished the Library as a credible over-
seer of such files; and they eventually convinced the staff of DPL that data pro-
cessing equipment was necessary to handle a file the size and complexity of a com-
preiensive Dallas resource file. In 1974-76, with the cooperation of the Dallas
County Community College District, the existing files were put into computer for-
mat, using "A Programming Language' (APL). The file was named "APL/CAT," standing
for "A Programming Language/Community Access Tool." From the APL/CAT file Library
staff produce the editions of Open Dallas, provide custom-made lists of Dallas re-
sources on demand, print mailing labels on demand, publish specialized lists of re-
sources for broad distribution, and answer queries from clients through on-line and
microfiche access to the file. All of these activities are known as APL/CAT services.




C. THE I&R SERVICL CONCEPT

The origins of I&R in the Dallas Public Library reveal much about liow the
service is currently conceived and delivered. Looking back to the Staff Committee

Report of 1972, a certain schizopiirenia is apparent. Uhile the leport specifi-
cally recommends direct ISR services to all tie citizens -- inciuding 24-hour

service and regular follow-up -- tiie Report also says

It is recommended by the Committee that the
Dallas Public Library assume the responsibility
of establishing and maintaining a clearinghouse
for all information and/or referral agencies in
Greater Dallas. 4 (our empiiasis)

Staff were uncertain whether to play the role of I&R file producer -- a support
role -- or the role of direct I&R provider, or both. The orientation toward playing
a support role possibly grew vut of the early involvement with producing directories.

In its earliest days APL/CAT was oriented toward professionals, business-people
civic leaders, social planners, and the general citizenry for their use in solving
the community's social problems and enriching the life of the community. Rather
than being viewed as a direct link between "everyman'" and the various resources
of Dallas, APL/CAT was designed to link various formal and informal leaders among
the citizenry to those resources, and thereby to serve all the people indirectly.
While there was no intention that the file should be accessible exclusively to
the leaders, it was designed and promoted primarily with them in mind. dJdor was
APL/CAT strongly oriented toward the disadvantaged population of Dallas. 10 tie
contrary, the file emphasized enrichment opportunities -- cultural, educational,
recreational -- that would supposedly appeal to tiue middle socio-economic levels.

The appearance of Open Dallas in 1974 altered this orientation somewhat in that
it was intended for use by the general citizenry. Yet even then the staff of the
Libr-ry saw themselves as file builders rather than I&R providers; and today the
staff are still ambivalent in viewing the Library as an I&R nrovider, as opposed
to a file builder and an answerer of reference queries.

A large reason for playing a primarily supportive role in I&R from the beginning --
and, in fact, in not labelling their I&R activities "IS&R" -- has been the fact tnat
a successful I&R service was already in operation. The Gre: ar Dallas Community
Council had been providing I&R related “c human services i vears, and the admini-
stration of DPL decided to support the Council activity with a sound base of infor-
mation about community resources, -~ather than compete with the Council in providing
I&R directly to the client. To this day, the staff of DPL tend to refer inquirers
wito require human services to the Community Council.

Gradually, the use of APL/CAT by non-affliated people -- people representing their
own needs, not the needs of a group they are a part of -- has increased, staff cay.
Improvements in the format of and access to the file and publicitv has helped to
attract the custom of the individual qua indivicual. Today, individual use far
outstrips organizational use. Even so, much of the promotion of APL/CAT is directed
toward community leaders, as is evidenced in the following published list of the
uses of APL/CAT:

Fer information and referral services to the p-blic
For information on services currently available, that
can be used in planning for new or expanded services
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For up-to-date mailing labels for program announcements
and other mailings

For locating other organizations with similar objectives
or services so as to develop cooperative programs

For basic information to use in genmeral planning and
coordination activities

To locate speakers, films, agencies offering consulting
services, or workshops on perticular topics

To aid in meeting rejuirements for citizen and interest
group involvement in planning processes.

-he origins of APL/CAT are apparent in the mix of services sffered today.

There are three I&R services that are performed regularly by DPL staff. These
threa could be considered to constitute virtually the total I&R program of
Daldas Public Library: simple information-giv.ng; complex information-giving;
and constructing a file of outside resources that the public can use. Among
the three, the last is tche primary focus of I&R at DFL, and it tLakes on a
variety of forms:

- DPL maintains its own complete file of outside resources,
on-line, for on-demand inquiry

- DPL publishes subsets of this file, such as Open Dallas;
custom-made lists for non-profit organizations such as child
care facilities (corporatioms pay for such lists); standard
lists on topics of ongoing interest, such as service clubs,
women's groups or minority groups; and mailing labels.

Other I&R service components present either irregularly -- some staff do and

some staff don't -- or not at all. The secondary services of advocacy, counselling,
escort and transportation are not offered at all. oOther services may be provided,
depending on the particular staff member's inclination: referral, in the sense
that it is used in this study, is rarely, if ever, done. Likewise, advising on
resources or on strategies of dealing with a situation, and follow-up. Formal
feedback to planners, politicians, social agents, etc. is provided to the extent
that listings, both standard and customized, are provided for their use in assess-
ing the resources available to Dallas residents. However, feedback on I&R intake
or on agencies' responses to clients' needs 1s not provided. The Library hnas
shared its resource file with other organizations, but other than thic the staff
have not been active in assisting other agencies in building or maintaining their
files, or in bringing together the region's I&R providers.
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D. THF RESOURCE FILE

Work on the actual APL/CAT file began in Cctober 1972, under funding from

the Dallas Citizens' Council. The then Community Lducation Coordinator

has responsibility for its development. With her worked a full-time
professional librarian, an editorial specialist, and three to four part-

time paraprofessionals. The work of collecting the information for the

file and for the subsequent publication, the Directory of Urban Organizations
in the Dallas Metroplex, rook between three and four months. Actual publi-
cation required another two to three months. The Directory originally con-
tained between 1500 and 1800 entries. Currently there are approximately

6000 entries in the APL/CAT file.

In the Directery -- known affectionately as '"The Big Orange Book" -- there

was an attempt to list each service program of each agency to a fine degree

of specificity; and entries were classed very broadly, with no keyword or
other indexing access. Since then, the file has changed in major ways. First,
while still computer-based it is accessed through a microfiche edition, which
permits more frequent updating and easier duplication of the file than a paper
directory. Second, the entries have become somewhat shorter, with less detail
about the services available from each resource. Third, access to the entries
has been augmented by a keyword index, which effectively expands the services
avaiiable to the user.

The APL/CAT file is available at the central library and at three branches
spaced evenly around the Dallas area. The public may gain access to the file
either by telephone, walking in or -- infrequently -- by mail. If they walk

in, they have the choice of consulting the file directly, by using the micro-
fiche copy of the file, or indirectly, through a member of the staff. The

staff will ordinarily use the microfiche format. Staff at the central facility,
wnen requesting custom-made lists of resources, mav use one of the tvo terminals
rnat are tied on~line to the data base.

Several agencies around the City subscribe to the microfiche form of the file
($350 per annum) and make it available to, or use it with, tneir respective
publics. In 1930 there were ten paid subscriptions, including four public
libraries outside the DPL system.

A major spinoff of the APL/CAT file is Open Dallas, a compendium of information
"most wanted by individual," selected from the totality of the APL/CAT file and
publisned in a popular format. It is available in all the branches of DPL, in
many agencies and organizations around the city, and is sold at the airport,
major bookstores and at community events., While it is not the fullest or most
current guide to tne city's resources, it reaches tiae public through more direct
channels than does APL/CAT. Three thousand five-hundred copies of the last
edition have been sold.

The entries included in APL/CAT are the standard human service asz2ncies, govern-
mental agencies and non-profit enterprises (such as thrift shops and Goodwill
Industries). In addition the file contains:

. Churches that provide emergencv services to other than their
own congregation

. Clubs and assoclations that provide some sort of cormunity
service




. Hobby and wvocational irterest groups

. Hard-to-find services or goods available through
commercial establishments (for examnle, for-profit
child care serving an otherwise unserved area)

. Political and civiz organizations.

At one time ‘he file included current recreational and entertainment events.
Recently, however, new local publications have been providing adequate coverage
of such events, and APL, CAT has abandoned this category.

Excluded are:

. Groups with a prims.-ily convivial or fratermal focus
rather than a topical or service orientation

. Resources which are «lready accessible through coordi-
nating groups or ageicies. Example: neighborhood garden
clubs available frua the Dallas Garden Center; chapters
of service clubs with a central office

. Profit-making groups except in the case of unique services.
Example: Pet Detective Agency of North Dallas and Park
Cities is included, but not all pet shops are. Exception
is also made in cases where exclusion of for-prnfit organi-
zations would distcrt an overviaw of the available resources,
as in the case of child care centers.

For each entry, the staff attempt to provide the following information:

. Name, address and phone number of the resource agency
. Service description

. Name and title of contact person and person in charge
. Whether federal, state, local or private service

. Source of financial support: local, state or federal
. Hours open

. Area served

. Eligibility recuirements and how to obtain service

. Service capacity

- Meetings

. (peakers available

. Publications

. Keywords.

On-line, of course, the file is accessible by way of either the keywords

that are used to describe each entry, by way of the name of the resource, or
by way of broad class heading (such as "health'). However, on-line access is
available to the public only by calling or visiting the key I&R staff at the
central library. The major access to APL/CAT is through the microfiche file.
Its main arrangement is a classed order employing a UAWSIS I (United Way of
America Services Identification System I) scheme that has been modified over
the years. Originally, the classed arrangement was chosen over other possibili-
ties because ''we were just used to classifying everything in libraries.” It
is retained because it offers 4 broad overview of the resources in the Dallas
area, by simply scanning the file.

The main arrangement of the microfiche file is augmented with a controlled
keyword index and an alphabetical index by agency name. A given resource may
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be indexed by as few as one keyword and as many as 40, aside from its name.
Information about a resource is collected over the telephone in most cases.
Where an agency 1s particularly complex and offers a large menu of programs
a personal visit may be deemed necessary. In cases where the resource staff
resist participation, the Library may send out a questionnair:z to collect
the information.

Updates, too, are usually performed over the phone. Each resource is updated
ar least once a year on a continuous basis, or more often if the need for a
change becomes apparent. A new microfiche edition is issued every six months.

As has been stated earlier, the file is used for direct I&R service to indivi-
duals. The overriding objective for the file, however -- even though it may
not account for as much as 50% of its use -- is to provide overviews of Dallas'
resources for the community's formal and informal leaders. What might be a
residual use of rasource files in other libraries, at DPL is the ma,or purpose
of being. What in other placcs is the main purpose for the file -- I&R to

the individual -- remainy in spirit if not in actual count somewhat a residual
benefit in Dallas.

The file has been used for other reasons, too, on occasion: identifying appro-
priate agencies as candidates for DPL deposit collections; community develop-

ment work; sources of speakers and candidates for committees; and budgeting (identi-
fying the resources of the community).

In aggregate, staff reactions to the APL/CAT file in its microfiche format --
the most complete form available to the front-line staff -~ is that the file is
adequate but in need of considerable improvement in order to be optimally
useful. In subject scope, there are a few lacunae ~- for example, non-demoni-
national singles groups. Also, the rationale for inclusion and exciusion 1is not
clear to all staff. The currency of the file is generally seen as satisfactory;
however, the staff who rely on Open Dallas may find the outdatedness of this
published form of the file to be frustrating in their I&R work.

The classed arrangement of the file seems appropriate tc the people who have
organized and maintained the file. However, several working front-line staff
view it as an "unnatural' kind of organtzation. Use of the file is further frus-
trated by the fact that the surest way to access a known agency is through the
index and then, by using a numerical identifier, to the classified main file.
This requires a two-step process in order to access information about a known
agency; whereas a simple alphabetical arrangement of entries by agency name

would provide a familiar kind of one-step access. 'One is inclined to use
only the information given in the index -- i.e., the phone number -- rather
than take that extra step.' The physical format -- its being on microfiche --

is viewed with equanimity by many staff. On the other hand, several of the
reference and I&R staff see this particular format as "awkward" and "slow.'

To a few people the major impediment is simply not iiaving enough microfiche
readers ana fiche sets at the service points where they are needed. To the others
expressing a problem, the mechanical elecments of the microfiche themselves slow
service.

Some staff would like more depth of information on certain resources, such as

more detail on staffing or on eligibility requirements; but there is general
satisfaction with the detail of entries.




There 1is considerable dissatisfaction with the keywcrd indexing. On
the whole, it is seen by both administrative and front<-line staff as
somewhat less than adequate, in that there need to be more cross-ref-
erences, additional control of the vocabulary, ana greater specificity
in some areas. Some staff also noted the need for more instruction in
the use of the keyword index, inasmuch as their professional training
had not included it. People instrumental in the development of APL/CAT
say that they had not anticipated the complexity of indexing human ser-

vices and community activities through a keyword system using 'broader,'
and ''related'' terms; and that this may be at the root of

"'narrower,
some staff dissatisfaction.




E. I&R SERVICE DELIVLRY

The staff who actually provide answers to clients' questions are more
likely to see their work as ''reference work" rather than a combination

of "reference" and "I&R," even when they are doing some I&R. This nust

be attributed to the fact that "I&R," per se, has a low profile in DPL:
that there has been little formal system-wide orientation toward ISR, that
the continuing emphasis of the APL/CAT activity is cn serving community
leaders, that the full APL/CAT fiche set is available only in four library
sites, and that the term "I&R" is not commonly used to describe ISR activities.
Despite the lack of prominmence of I&R as a concept im DPL, I&R does occur,
albeit in a small preoportion at the central library and fractionally at the
branches surveyed.

In providing I&R at DPL, as at other sites, the "official" resource file --
APL/CAT -- is not the only one used. Of course, Open Dallas is used at those
locations where the fiche set is not available. Surprisingly, however, Open
Dallas is used more frequently than the fiche set even at sites with the fiche
set. This could be due to any of the limitations in format noted above. A
variety of other "files'" not produced by DPL are used to augment the fiche and
Open Dallas: the white and yellow pages of the phone directory; assorted state
and national directories; a newspaper clipping file; and a directory of health
services. It is estimated by the I&R providers who were intervieved that they
have usea anyvhere from 10% to 25% of the entries in the APL/CAT fiche file.

-
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F. [EXTERNAL RELATIONS

COMMUNITY INVOLVEMENT

The involvement of the citizens of Dallas in the planning and operation
of DPL's I&4R activities has been through formal community groups. The
Citizen's Council of Greater Dallas, the Greater Lallas Planning Council,
the Action Center (City of Dallas), and the Chamber of Commerce figured
most prominently.

AGENCIES

DPL has held membership in assorted ISR councils and committees, such as

the Coalition of Telephone Counselling Services; and the DPL I&R staff met
periodically with selected groups -- such as the school district or mental
health providers -- to discuss the resources that these groups have to offer.
The feeling among the staff is that relations between DPL and the resource
agencies are sound and that this is in part attribucable to the fact that DPL
does not advertise its I&R service as "I&R." The resource agencies and the
non-Library I&R agencies in the region seem to be happy with DPL in the support
role of maintaining a file for the direct or indirect use of the agencies.
Some principal DPL staff argue strongly that the agencies would be displeased
1f the Library appeared to be providing ISR service of any consequence.
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G. ADMINISTRATION

The person who directly oversees the DPL's I&R operation is the Community
Information Librarian. hi~ position relates to the hierarchy of library
administration as displaved in Exhibit VI-A.

City manager
/
Library Director

/

Associate Director, Public Services
/
Chief of Central Library
/
Assista~* to Chief

/

Head of General Reference Division

/

COIRIUNITY INFORMATION LIBRARIAN

Exiibit VI-A. Organizational Level of the Communityv Information Librarian,
Dallas Public Library, 1980C.
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The primary responsibilities of the Community Information Librarian are

to collect information for APL/CAT, maintain the on-line file of APL/CAT

data (including its indexes), prepare and distribute new editions of the
microfiche, provide information for editions of Open Dallas and publicize
APL/CAT services. She holds a staff relationship to the personnel who

provide information services at DPL. The "I&R personnel' are actually

the regular reference staff at the various service points throughout the
system. Thc division of responsibility at the moment is quite clear. The
Community Inforwation Librarian, along with two volunteers, is responsible

for work behind the scenes =-- everything related to the construction, main-
tenance and distribution of the resource file. The reference staff are re-
sponsible for dispensing I&R service. An important exception to this

division, however, is the fact that the Community Information Librarian
will attempt to answer an I&R query that a member of the reference staff

has been unable to answer and is responsible for all custom-made directories

of resources. There is now forming a plan for the reference staff to become
involved in the work of data collection and file maintenance, in order to in-
volve them more in the total work of I&R and thus, it is hoped, heighten their
awareness of the resource file and the I&R needs of people. The Community
Information Librarian and the volunteers working with her have no formal train-
ing in I&R or in the human services field. Generaily, the same is true of the
reference staff who are providing I&R. The training and experiential orienta-
tion of those involved with I&R could be equated with 'standard Librarianship."
The I&R service of Dallas Public Library has ground out of that background,
with a boost from some in-service I&R training. The training has been limited
to occasional presentations of APL/CAT at staff meetings and short training
sessions with small groups of staff who requested it. There has been no system-
wide effort to train the total staff to use APL/CAT. However, the Community
Information Librarian has recently been moved from an administrative outpost

to the reference area of the central library. Here it is expected that train-
ing opportunities will increase. As well, there 1s some pressure from certain
branch staff for substantial training in the use of APL/CAT and Open Dallas and
in I&R work in general. It is clear that all staff in any way connected with
IR -- including administrative staff -- feel a serious lack of training in pro-
viding APL/CAT services.

COSTS

The Greater Dallas Planning Council granted to DPL $12,000 in 1972 to produce
the '"Orange Book." This launched the construction of the resource file that
eventually became APL/CAT. The grant was expended on supplies, orinting, com-
puter time and some staff time. The total ongoing costs for DPL's I&R service
are difficult to account, as is the case at most other sites. The personnel
costs are absorbed in the budget -~ the only paid staff member assigned wholly
to I&R being the Community Information Librarian. Over the past three vears
DPL has received from the North Central Texas Council of Governments between
$25,000 and $30,000 to expand and maintain the resource file. In addition,
subscriptions to the microfiche have yielded about $3,000 per year, and the
sales of mailing labels and specialized lists of resources has yielded between
$3,000 and $3,500 per year. These revenues have defraved the direct costs of
APL/CAT in the past few years except for personnel and an additional $5,000 spent




out of pocket to cover a computing bill in the last fiscal vear. The
personnel resources used in providing service are not included im this
very rough accounting of APL/CAT.

The APL/CAT operation is clearly not self-supporting, even though at the
outset this was hoped for. Now it is not foreseen that the revenues from
APL/CAT will ever wholly sustain it. We may estimate verv roughly from the
information above that the annual cost of APL/CAT support (that is, excluding
the staff costs of directly serving the client) may be in the range of $60,000
to $65,000. This does not include space, utilities and other imstitutional
services resources.

PUBLICITY

The initial publicity of the APL/CAT service was characterized by interviewees

as '"mot a media blitz." In fact, it appears that there was no actual announce-
ment of the birth of APL/CAT. The publicity simply called the public's attention
to APL/CAT's existence. Inside the library the standard media were employed to
bring public attention to the new service: posters and signs, bookmarks, bro-
chures. Outside the library, newspapers carried occasional question-and-answer
colums and articles featuring APL/CAT, radio stations broadcast some public
service announcements, and there were a few short features and talk-show
appearances on local television. An important feature of the publicity cam-
paign -- important, given the nature of APL/CAT, was a direct mailing to cor-
porations with employee assistance programs and to motels and hotels that catered
to professional organizations. During the early period, the total publicity
effort was waged by the Public Relations Department of DPL with their regular
staff. Some of the money granted originally by the Greater Dallas Planning
Council was expended on initial publicity; but it is not known at the present
time now much that expenditure was.

Since the initial publicity, APL/CAT has continued to be promoted in funda-
mentally the same ways, aad publicity has been largely the responsibility of the
North Central Texas Courcil of Governments. There is no specific budget for pub-
licity, as such. Staff claimed that the newspaper has provided the most effective
channel of promotiusu, in terms of eliciting the greatest number of queries from
the general public. Direct mailing to corporations has yiz=lded respectable re-
sponse from businesses.




H. I&R IN THE CONTEXT OF THE TOTAL LIBRARY

Of the seven national sites, Dallas Public Library's "I&R" is the least
integrated with other library services. The staff who provide the I&R

service and who manage the APL/CAT file are generally distinct from the
regular reference staff. The APL/CAT fiche file, while available to the
general reference staff and the staff in the Business and Technology Section
is not available in other subject departments there. The full APL/CAT fiche
file is housed only in the Central Library and three of the seventeen branches.
Staff iu the various branches are by and large untrained in the use of APL/CAT
and unoriented to I&R service. Symptomatic of this is that in the branches
there seems to be no commonly held idea of what I&R is, whereas the staff who
are intimately connected with I&R Seem to share a common idea of I&R. As a
service idea and a service activity, I&R is a misty concept to most of the
professional staff we talked with.

The associate Director of DPL draws a distinction between an 'urban infor-
mation center" and "information and referral"” and says that DPL is leaning
toward the urban information center concept: 'the collecting and organizing

of information in many forms and the subsequent matching of the client with
materials and information." DPL's newspaper index, computerized bibliographic
data bases and traditional library materials are also part of the "urban in-
formation center” concept. Some of this concept overlaps with the idea of I&R.
However, it excludes -- and this, he says should be excluded from the mission
of a public library -- making actual referrals to outside resources, trans-
porting or escorting people, or making qualitative judgments about the available
services. To a large extent such a distinction echoes the popular professional
sentiment against librarians' assuming the role of 'social workers" -- meaning,
perhaps, the role of probing to identify a client's underlying needs -- that
was apparent among several of the staff and the Director.
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I. EVALUATION

No data are continuously collected about I&R service or the use of the
APL/CAT file and its spinoff, Open Dallas. Since September 1979 the
staff have done some ''informal sampling” ot tie

« number of I&R queries, as distinct from other queries

. the topics of the I&R queries

. the search strategy used by the staff in answering I&R
queries: whether they used the APL/CAT alphabetical
listing or keyword index, or used Open Dallas in answering
the queries.

TRANSACTION SURVEY

Data on I&R transactions were collected at Dallas Public Library from February

20 through June 24, 1980. The staff at the central library and the three branches
designated as full APL/CAT branches -- Lancaster-Kiest, Skyline and Walnut Hill --
were instructed to collect data on every I&R transaction, excluding any request

by title .or a directory. During the survey period, 397 I&R transactions were
reported. Data were collected on 394 of these. The four surveying units counted

the following I&R totals: I&R queries

Central 377
Lancaster-Kiest 2
Skyline 11
Walnut Hill 7
Total 397

Exhibit VI-B. I&R Queries, Dallas

In addition, during this period there were 34 requests for custom printouts
from the APL/CAT data base.

Comparing reference statistics -- excluding directional queries to the ex.ent

possible -- with I&R statistics during the period of the survey, the volume of
I&R 1is about 1/70th the volume of refe.ence activity. See Exhibit VI-C.
ISR Reference IR as %
Queries Queries of Reference
Central and the 3 branches 397 30701 1.3%
Lancaster-Kiest 2 447 b
Skyline 11 626 1.7
Walnut 7 1120 .6

Exhibit VI-C. I&R and Reference Activity Compared. Dallas.

The frequencies for the Dallas survey are displayed in Exnibit VI-D. Among the
major observations that can be made are the following:

. About half of the I&R clients have used the I&R service before
. Almost 3/4 of the I&R clients have used other library services
before, and over half of tlese could be considered frequent
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users of the library's services.

The most often cited source for learning of the I&R service
is "other," including the phone book and "have always known
about it" as the most commonly mentioned sources. "Other"
is followed by "friend, neighbor, relative," "referred by

an agency," and "newspaper."

The educational level of I&R clients tends to be slightly
higher than at other sites. Over 3/4 of them claim at least
some college eduation.

Likewise, the family income appears to be marginally higher
than in other sites.

Inquiries by phone account for 93% of all I&R inquiries.

Out of 382 transactions, library staff contacted a resource
on behalf of a given client in only one case.

Nearly 90% of all I&R queries are answered from the library's
resource file -~ APL/CAT or Open Dallas.

People posing job-related queries, more than other people,
tend to have learned of the service from a friend.

Younger people, as we might expect, ask proportionately more
education-related queries.

For recreation and sports queries, compared with other types
of queries, the staff are more likely to use the library-
created resource files.

People who pose family relations queries are more likely to
to have learned about the service from an agancy; they are
more likely to have posed their query elsewhere.

Of the many crosstabulations of transaction data, using the simple variables
and the education-income typology, the following appear to have the most meaning
in explaining patterns of client use and staff performance:

An inquiry about recreation and sports is less likely to

to come from an agency than from a private citizen.

The response to an agency call is more likely to be something
other than simple information-giving -- something such as complex
inofrmation-giving or referral.

There is a tendency for those clients in the income categories

of $14,000 and up to have used the I&R service before. This
finding is supported not only by the cross-tabulations of the
simple variables, but also by the Typology. Interestingly,

high education levels appear not to be associated with prior

use of I&R.

The frequency of use of the library's services is hj-hest among
the youngest age group and drops steadily to the . »otirt

in the oldest age group.

Those in lower income groups are slightly more likeiy to have
learned of the I&R service from an agency.

The staff are sligzntly nore likely to use the livrar; -created
file if a client's query had been asked elsewhere first.
Expectedly, men tend to present more recreation and sports queries;
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! Agency cell (answver

_. No response (answer

only guestions 9-12)

no queations)

PUBLIC LIBRARY INFORMATION AND REFERRAL PROJECT

We'ce trying to improve our service. Would
you help us by ansvering a few quastions?
We wvon't record your name and it should take

Branch
Date

2.

3

4.

Se

6.

Exhibit VI-D.

only one ainute.

Have you uaed tue library's information
service before -- tne one you'rs using
now? ™ ° an '

(1) Yes [47 Ho [ -] Don't kaow

Have you used any other aervice of
this library syatem? ‘- 3:C

{’+] Yes (5] No [ /] Don't kanow
IP YES: -n: 2«

[57] Way it within past 3
sountha?

23] Was it within past yeer?

[/7] Was {t longer ego? (Or
don't ramember)

liow did you leem of the library's
information aervice?

] Friend, neighbor, relative”  °
] Library ataff A

] Rafrrred by an agency oo
] Radio -
] Televiaion
| Newspeper
] Other ’

i

Have you asked your queation {n any
other places before coming to the
library? (You don't heve to name
lh-o) ~vy oz th

{("'] Yes [. ] No

1'll read some age groupa. Juat atop
aes vhen you hear yours. [Interviever:
Oatt obviously wrcng groups when possible.]
Szt
al <] 13-19
b(-#] 20-35
cf.']) 36=45
al 5] 46-64
e{ <] 65 or over
[ -] Declined to state

1'il read aome groups based on
years of education cowpleted. Juat
tell me vhen you hear vours. -
a{4:] College graduate
b(.:"] Some college
c(' -] High school graduate
d[ ] Some high achool
e{ /] 8th grade or less

{ '] Declined to state

Survey results,
Dallas.
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7. In which of these groups
did your total family income,
from all scurces, fell laat
year == before taxas, that is?
1'll read the groups. ; -

al 1] Up to $8,000
b(z2c) $8.000 to $14,000 |
cl.] §14,000 to $20,u00
d(. .} $20,000 to $26,000
ef :7] Above $26,000

[ 7] Declined to state/don't know

Thet's all the questions. Thank
you very much for your help.

INTERVIEWER TO FILL OUT REMAINDER:

8. Sex of petron - . L
[:7] Male [7‘] Female

9., Mode of inquiry - =
[72] Telephene [ 7] Visit

10, Topic of question (check all
that apply) » - _¢”

<] Money zatter.
-] Consumer iasuea
] Housing/hshld. maint.
] Health

] Job-related issues

] Tramaportation

] Education

] Neighborhood iasues
.. ] Reacreation, sports
7] Family relatioos

] Crima & aafety

] Legal matters

] Child care

] Other

11. Disposition of question (ALl that apply)

["'] information waa given

['/] loformation was given
after interview to probe
underlying need

{ 1] Librarian contacted a
resource oo patron's
behalf

[ 5] other (Specify}

12. Was question ansvered (or
referral made) from a resource
file created by the library?

{ ] Yes [''] No

iy




Day of the Week:

Sun. 1 Thurs 20
Mon 19  Fri 11
Tues 21  Sat 4
Wed 24

Typology of Education and Income:
Low educ, low income _3
Low educ, hi income 3
Hi educ, low income 28
66

Hi educ, ni income

Exhibit VI-D. Survey results, Dallas (cont.)
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women, morc family relation queries.

. Clients who visit the library in person -- as opposed to

telephoning -- are slightly more likely to receive complex
information-givirng in response to their queries.
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J. STAFF ASSESSMENT

Considering the data of use, the impact of APL/CAT on the service program

of the Dal.as Public Library is "insignificant." Considering the opinion

of many staff, I&R is not generally being provided -- "some staft do and

some ctaff don't," according to personal inclinations. It is also believed
that a certain amount of simple information-giving rela‘ed to outside resources
is widely provided, but that probing to identify the client's underlying need,
helping the client devise strategies for receiving a needed service, working
with the client to identify the best resource(s) for his/her need, and actual
referval fall outside the professional requirements of the job. They are
optional. The prevailing opinion however is that APL/CAT has had a beneficial
effect on service in general at DPL, in that it has provided a unique tool for
standard referemce service and has opened the staff's eyes to a wide range of
alternative responses to clients' queries. The staff also generally believe
that APL/CAT reiresents a largely unrealized potential, that its full impact
lies in the future in the implementation of a full service.

There is slight inclination that some staff may be hostile *o the idea of I&R,
and see reference, not I&R, as their rightful respornzi'ility. The dominant
attitude toward the idea of I&R wu' positive, as far as we could ascertain
from the interviewees' remarks abou: their own feelings and their assessments
of their professional colleagues' feelings.

The upper levels of administration have supported the idea of APL/CAT since

the beginning. Yet it is clear that it is not among the top priorities for

DPL growth. They view APL/CAT as a tool that the library supplies for the
community and for its reference staff and not as a major direct service program
of the library. There is unmistakeable amhiwalence on the part of the top
managers abou” the idea of "I&R." In the collective view from the top, I&R
seems to be regarded as somewhere between a reasonable thing and an inappro-
priate thing for DPL to be doing. This view is reflected throughout the lower
ranks.

The future holds many options for APL. AT and the I&R venture at DPL. In a
maintenance mode, there is a strong felt need for orientation to APL/CAT and I&R
for all of the staff, and training in the ise of the file for those who are ex-
pected to use it. (™is orientation and training were ab.ut to begin as we left
Dallas.) There was voiced a need for a statement of DPL's position on I&R;

some staff are confused as to what is -xpected of them. Also, several people
indicated the need for an on-line file accessible to all of the service staff, if
possible. Finally, there were several references to the need for improvements

in the subject access to res-irce entries aud improved currency of the entries.

Ali of these changes are feasible, with the possible exception of providing muitiple
remcte terminals for the service staff. It would not be surprising if some of the
changes were to be accomj :.shed. At the moment, there seem to be no co'crete plans
for grander changes. Preoccupation with the new central building and the monumenta.
changes which it will necessitate has likely diverted attentioa from this rela-
tively minor activity. Until the new building is occupied, we would not expect to
see major changes in APL/CAT or the DPL approach to I&R; and, if sentiments remain
essentially what they appeared to be at the termination of this study, we would not
expect substantial change In the Dallas approach thereafter.
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CHAPTLR VII

AIhERST

A. ThL SITEl

THE AMHERST REGION

Hampshire and Franklin Counties, :lassachusetts, together constitute
nearly 1,300 square miles and have a combined populatiou of about
153,000. While the ambience of Hampshire County is not stereo-
typically "rural"” (there are four well-known colleges and a major
university locat::d in 1it), the major characteristic of both counties
is contrast. In Hampshire County there are twenty-one towns, which
range in population from 300 or so in Middlefield to Amherst, with
22,000 to 25,000 permanent residents to the city of Northampton's
30,000. Franklin County has the third lowest population density in
Massachusetts; its largest town has about 15,000 people.

The population of che Town of Amherst is well educated (only 173

of adults over 25 lack a high school diploma), and the whole community

is heavily oviented coward the five academic institutions in the region.
These are the University of Massachusetts, Amherst College, and Hampshire
College, all in Amherst, Smith College in lorthampton, and :‘t. lLolyoke
College in South Hadley. The 1970 Federal Census, which counted students
who claimed Amherst as their principal residence, listed the town popu-
lation as 26,331. he 1975 State Census, which is the basis for State
Aid, excluded students and listed the population as 22,267. Both figures
are widely regardea as underestimates. Amherst's single largest emplover
is the University of Massachusetts, which has approximately 20,000 graduate
and unaergraduate students.

Amherst's self-image is probably ''progressive'': it traditionallv supports
liberal state and national political candidates, it was strongly cpposed to
the war in Vietnam, and today majority opinion seems to be against nuclear
power. But there is an active and vocal taxpaver's association which supports
tax cap legislation, and rent control has been defeated several times.
Probably the most accurate political description of Amherst would be "active':
it is a community which thoroughly enjoys a good argument on almost anyvthing.

The Jones Library, Inc., the Town Library of Amherst, is a duai corporate
entity: it is a private, nonprofit, tax-exempt corporation with an endow-

ment and other assets, and it is the Library Services Department of the Town

of Amherst. It is governed bv six publicly-elected Trustees who serve both
the Corporation and the Town Library. The Town itself is goverred by a Board
of five Selectmen who appoint a professional Town Manager, and a representative
Town Meeting elected by precincts, which normally meets at least twice annually.

VII - 1 £
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The Library budget, which in FY 1980 amounted to about $306,000, includes
both endowment income (about 30%Z), Town of Amherst tax support, and a small
payment under the Massachusetts State Aid to Free Public Libraries program.
The Library participates in the Western Regional Public Library System, a
loose cooperative, and grants free borrower cards to any resident of Massa-
chusetss. The Library has two small branches.

The Jones Library (as well as Amherst itself) serves as an unofficial
regional center for the smaller communities which surround it. Yet Amherst
is not compensated -- nor can it be, legally -- for the library or other
services it provides to the surrounding population. This fact helps ex-
plain why the Library's information and referral project, which serves a
county-wide constituency, has never been fully integrated into the Jones
Library/Town of Amherst organizational structure.
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Aruitoxt provided by Eic:

B, ORIGINS

In 972 the adult services i.brarian organized a women's ~ronw to put
together a directory of services for women available to Amherst resiaents.
As it turned out, there was a high demana for tue directorv. At that time
four of the six full-time professionals were new to the Litrar— and probably
brough with them an orientation toward outreach services and ISR. The adult
services librarian, one of the four, was certainly inclined toward I&R and
an expanded directory, and she served as a focus for the I&R impetus that
was gathering. Part of the inspiration for ISR work was aiso probably drawn

from the fact that Amherst had doubled in size in the '€0s and had experienced

the concomitant proliferation of services and apparent alienation among Some
of the populace that larger conurbations often experienced. !lforeover, the
Library was then seeking a way of becoming more vital to its citizenry;

and there appeared to be sufficient Ioney available to the Jones Library

ro permit the establishment of a new service without displacing existing ones.

Ia early 1973, upon receipt of tihe first funds from the LSCA grant, tne
builaing of the resource file began. The preparation of the :gpen's Guice
saveg the way, of course; but the DIS file-puilding effort was fundamentally
tae Livrary's. In July 1975, on tiae day two new phone lines were installeu
and six montas after tiae veginning file-builaing, the I&R service opened Icr
pusiness.

~—al ..
Direct Tirformation Serviee
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C. TI&R SERVICE CONCEPT

IéR at the Jones Library is called "Direct Information Service" (DIS).

From the outset, DIS has been intended to serve all kinds of people in

the two-county area. This approach prevails in practice, ever while the

staff watch with care the local I&R activities that focus on special groups,
such as senior citizens and children. State funding for I&R for these two
target groups is given to local Amherst organizations; the library supports
those organizations' I&R activities, trying not to duplicate and at the same
time being certain that those client groups are adequately served. Necessarily,
since many of the human services that are listed in the DIS file are oriented
toward people in need (poor, elderly, handicapped, or otherwise disadvantaged),
there is a certain de facto emphasis on such parts of the population. Even
with this kind of emphasis. there is some feeling by the staff that one or
more subgroups may be inadaquately served (for example, the Hispanic people).
The original objectives of the I&R activity were to:

- provide telephone I&R related to human services
available to residents of Hampshire and Franklin
counties, using a computer-based inventory

- assist human service providers by analyzing intake
information in order to identify human service gaps

- help local libraries in the two counties to become
local I&R centers

Simple information-giving, complex information-giving ana referral are all
provided as standard services by DIS. However, the predominance of activity

is the two types of information-giving. Referral accounts for a very small
percentage of DIS activity -- less than 2% of all DIS queries during the period
of our study.

A major activity of the DIS staff is the maintenance of a resource file.

Making this file available to the public, directly, is considered to be a

major public service. Although few clients approach the office to use the

DIS working files, it can be assumed that the published resource directory,

All the Help You Can Get, provides direct access to the resource file for
substantial numbers of the client group -- both professionals and lay citizens,
It must be understood, however, that All the Help You Can Get does not list all
the resources in the DIS working file, and that it is out of date to some extent
even as it goes to press.

An important part of DIS's service package is the production of resource guides
on specific topics or related to specific target groups =-- for example, child
care, therapists, physicians, dentists, summer camps, toll-free numbers and
services for seniors. These guides are developed in response to a substantial
number of inquiries by the public or, in the case of the guide for seniors, under
a contract with a state agcncy. These specialized guides, too, can be seen as
providing direct access to a resource file. They are updated more frequently
that All the Help You Can Get.




Follow-up consists of inviting the client to call back if he/she does
not receive satisfaction at the hands of a referred-to agency; such
invitations are proferred probably less than 20X of the time, and actual

=/

follow-up may occur less than 5% of the time.

Advice about strategy or developing a course of problem-solving action
and advice about particular agencies seem not to be regular service
activities, but may be provided by some staff some of the time.

Advocacy is aot part of the regular service pattern in DIS, even though
certain staff undertake a mild sort of advocacy occasionally. Feedback,
on the other hand, is a formal, regular service of DIS that has been pro-
grammed into their activities from the very outset. Data collected in

the course of providing I&R are used in reporting community needs to the
liampshire County Commissioners and the Human Service Coordinator of Hamp-
shire County. Counselling is rarely done, and then only by certain staff.
Transportation and escort services are not provided. In response to the
critical nature of energy supplies in the north, liampshire County provides
an emergency fuel hotline for the County, called "Leatline.'” DIS's WATS
line is the number to which people are referred, thus making DIS the initial
contact and filter for Heatline. lLeatline service grew out of requests to
the Library by a variety of service agencies, and it corroboretes to some
extent the staff's claim that DIS is seen bv other agencies as the "hub of
the human services system" for Hampshire County.

In a formal sense, most of these services are new since the institution of
DIS. Nonetheless, certain passive information-giving activity along the lines
of DIS did happem prior to DIS's introduction: there was a rolodex file of
selected resources kept at the reference desk that clients could use on their
own.

In addition to providing I&R services directly to the client group, DIS

staff support other organizations in their I&R activities. Whewn requested,
they train community librarians in the two counties to serve as local I&R
workers. They also provide a variety of support services for non-library
agencies including: distributineg the published directory, helping set up
their own resource files and collecting data for it, conducting training
sessions on community information for such agencies as CLTA and the State
Department of Mental Health., convening meetines of I&R workers in the region.
working with other agencies to seek funding for I&R.and helping establish the
Massachusetts Association for Information and Referral Services.

ACCESS TO I&R SERVICE
DIS service is available to the clients in both counties in five modes:

- Phoning the DIS operations staff at the Jones Librarv

- Walking into the DIS office at the Jones Library. The
DIS support and service activities are housed in their
own rooms in a part of the librarv's basement auite apart
from other services.

4 0y
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- Using the published directory of human services
(All the Help You Can Get, Jones Library, 1980).

This directory is available to agencies and the
public for $10.00

- Writing dicectly to DIS

- Directly contacting a resource that has on hand a
copy of All the Help You Can Get. The DIS makes
available to any person or organization a part or
all of its file, on request, in the form of photo-
copied "facility sheets." The requesting person or
organization pays for copying.

The DIS has three phone lines -- two local and one incoming WATS (toll-free).
These are independent of the library‘s own phone lines. Clients and staff
can make use of three-way phone hook-up, which enables DIS staff, a client
and agency staff to conduct a three-way conversation utilizing the WATS

line without arranging it through a telephone operator. (This facility
seems to be used less than 1% of the time.) Clients outside the local
Amherst calling area can make use of the toll-free number and the incoming
WATS capacity of DIS.

While community librarians in the two-county area may have been trained by
DIS staff to serve as I&R centers, the only ''resource files' to which those
librarians have access are All the Help You Can Get and whatever files may
have been constructed locally.

DIS offices are open Monday through Friday from 9 to 5, and on Thursdays
until 9 p.m. When the DIS offices are closed, the regular library reference
staff will attempt to provide answers to I&R queries. In this effort they
use published I&R directories since they do not have easy access to DIS's
working files.




D. I&R RESOURCE FILL

DEVELOPMENT

The development of the DIS resource file began with the initial grant,

in i975. The staff involved consisted of a half-time human services
specialist, a full-time professional librarian with computer expertise
who was hired for the project as community information coordinator, 10%
of a professional librarian's time and about 40 hours per week of college
student assistance. Some local agencies, such as the Council of Social
Agencies and the Amherst Board of Health, helped in building the file

by sharing their own files. As well, the Board of Health lent one of
their CETA staff to help in file development; and the staff of the Amherst
Community Resource Center (a mental health facility then housed in the
library) assisted also. With this level of support, the initial file
building took about 6 months. Therz were approximatelv 75 entries in the
file on opening day.

FORMAT

Originally it was intended that the resource file would be computer-based
and accessible on-line by DIS staff. Because of funding exigencies, the
on-line dream was never realized. However, the format of the file was
designed for computer. A svstem of batch processing was arranged at the
University of Massachusetts Computing Center, using consultant-designed
programs. The computer language COBOL was used to establish programs for
information storage and retrieval and for indexing the resource file. SPSS
and Fortran were used to develop programs for providing detailed analyses
of client queries. For these analyses, clients’' service needs were re-
corded according to the taxonomy of the United Way of America Services
Identification System (UWASIS).

The statistical programs were flexible and could provide analvsis bevond

the level currentlyv required by the project. Yowever, the COBOL programs

were not flexible enough to tolerate the frequent changes in the file. After
two years of computer-based operation, the resource file became a manual entity.
The statistical programs (in SPSS and Fortram) have been retained.

The resource file is in realitv three interlocking files:

. A "facility sheet' on each resource, containing
the library's standard description of that resource.
The typed sheets are maintained in a loose-leaf binder
and are organized by broad service headings such as
"health" and "coping.'" See Exhihit VII-A for a sample
facilityv sheet.
A back-up file which contains pamphlets, annual reports,
publications and ephemera on each resource

. "Subject" files. These are separate specialized files
of educational information on such topics as housing
subsidies, rooming iiouses and throat cultures; and licts

of generic service providers such as Salvation Army service

units, nursing homes and boards of health.
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O SIS
~ Data Baze Inveniory e

Record 4: 3380 m«:V&j Page #:
HAMPSHIRE COUNCIL FOR CHILDREN }/5/6

vernon St. School

Vernon Street
Northampton, MA (01060
584-7972

AKA: Office for Children

Overview: This child advocacy organization is comprised of volunteers concerned
about children's issues; the itizen elected Board of Directors prioritizes three
to five issues for which the board and council membership advocate. Staff is
available for technical assistance and training.

0ffice Hours/Days: Monday-Friday 9-5

Seasons Closed: none

Adminmistering Agency: Office for Children

Administrator: Tracey Noble, Community Representative

Special Contact [nfo: Board President

Location Descriotion: West on Eim Street last left before Northampton hiyn
School. hey ‘are located on the second floor of an old brick grammar school.

Staff: community representative and part-time secretary
fees: none
gligibility: not applicable

Transportation: Near PVTA Northampton/Williamsburg; agency provided fur
meeting attendence

Access for Handicapped: Can be arranged.

Languages Spoken: English only
Area Served: Hampshire County

Procedures for Obtaiming Services: Call.

Services: 1. Community Education: Volunteers develop and facilitate
community awareness Campaigns around various children's 1s8sues.

2. Needs Assesament: Voluntesrs determine availability and gaps
in local children's services.

3, Programz Development: Based on jdentified needs, volunteers and
staff initiate the development of needed programs.

4. Political Advocacy: Aavocate and bring political pressure to bear
on state bureaucracy aud legislature around childrens issues.

Exhibit VII-A. Lxample of '"Facility Sheet." Amherst.
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Affiliations: Office for Children

Memberships: Mass. State-wide Advisory Council for Children

Licenses: none
Funding: Massachusetts state legislature through Office for Children.

Yolunteers: Definitely; advocates, who do needs assessment, develop support
researcn, lobby, information collecting, develop tra‘ning.

O
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These files are accessed bv several indexes:

. a rolodex file of the names of resource organi-
zations, in alpnabetical order, containing briet
information: name, address, phone, contact person,
index terms, and -- most important -- file ~umber
of the resource (in order to provide access to the
facility sneets which are in numerical order). The
rolodex file contains cross-references.

. a subject index on 3x5 cards, containing resour-ze
names and file numbers. The subject headings were
developed in-house 3fter reviewing a number of in-
dexing schemes and service taxcnomies, including
UWASIS. The index includes references to UWASIS code
numbers on the 3x5 subject cards.

. various more specialized indexes: an index to resource
persons listed in other files, including therapists,
physicians and attornmeys; location index; areas served
index; eligibility index; .n2d service modifiers.

. edge-notched card file on dentists, lawvers, doctors,
therapists and churches offering emergency help. he
descriptors are customized for each profession or
group; each one is described (indexea) by the
services offered, the main client groups served
and geograpnic location. For an example of the
index terms for a professicn, see Lxhibit VII-3,

RESOURCE FILE CONTENT

As it was originally conceived, the {ile was to include formally-organized
services ava‘lable to the citizens of tiie two counties. Soon after teginning
service, it pecame apparent tnat many needs oZ the citizenrw could be accommo-
aated through individuals, informal zroups and formal orcanications those helping
services were not widelv known. It was deered essential to list such 'alter-
native' resources in order to respond to the whole rangze of human needs.
Therefore, in addition to formallwv recegnized human service agencies and
zovernmental agencies, the file has grown to include churches that provide
secular emergencv services; clubs and associations: non-profit organizaticns
such as thrif- shops and Salvaticn Army stores: for-prorfit organizations that
provide rare or hard-to-find services such as second-hand clothing or chimney-
sweeping; political organizations; helping aroups such as Alconolics Anonvmous
or a.tism discussion groups: and irdividual experts such as therapyv specialists.

The resource file contains orimarilv resourcas availacle within the two-countv
region. Some state-wvide and naticnal resources are listea as well (The resource
file does not comprise the onlv data base from waich answers are provided, how-

ever).
Tae file currently contains 1600 resources, oy actual count., ‘hen applicable.
the follwing information is i- z:luded about each resource in the maia file, the

"facility sheet."

. liame of resource
. Address and phoue number of central and agency branches
. Description of service or activities

VII-S
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. Name and title of person to contact

. Name and title of person in charge

. Type of service (federal, state, tocal, private)
. Source of financial support

. Hours of service

. Geographic area served

. Eligibility requirements

. Qualifications of the staff

. Physical accessibility (ramps, parking, transportation)
. Service capacity/availability of services

. Meetings of or sponsored by the rescurce

. Goal or purpose

. Methods of obtaining service

. Speakers and publications available

. Subject headings and 'see also' references

In addition, the back-up file often contains descriptions of the organization
itself and its history.

MAINTENANCE

The same DIS staff who provide direct and indirect I&R service also do

all the support work for I&R. Part of the work is the job of updating

and enlarging the file. As explained above, the file has been enlarged
from a list of formal service agencies to a list of many kinds of resources
that are needed to respond to human needs. At the moment, there is no plan
for major expansion of the file.

Updating existing resource entries is done on a regular basis about once
a year for the average entry. Entries that are used more frequently are

updated about four times a year. Such updatings are done systematically.
That is, DIS staff contacts the resource by pihone and verifies and corrects
the information on the existing ''facility sheet.' Updat ng also

occurs ad hoc. In the process of contacting resources i order to provide

i&R service, it comes to the attention of DIS staff that various data elements --
phone numbers, officers, services, etc. -- are no longer correct, and correction
of the entry occurs on the spot.

In some libraries the resource rile is used for purposes other than I&R
per se. In the case of Amherst, the DIS staff and library staff have used
the file

. as an aid in training oth:r I&R workers

. for job hunting

. to help students doing research projects iden:ify resources
. as a source of agencies that can supplyv films

In all of these cases, it could be argued that the file was indeed used for
I&R purposes. Nonetheless, these uses are not the ones for which the file was
designed; the file entries do not contain explicit information ¢n the avail .-
bility of jobs, information for student research projects, or informacica
about {ilms.

;’\xﬁ
s
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ASSESSMENT OF THE FILE

The people working with the file consider it to be generallv very good

in terms of its arrangement, subject scope, currency and the depth of
information available on resource entry. Indexing and format of the file
are seen to he problem areas. The original programming for the computer
provided excellent access to the various specific services provided by

the resources. However, when the use of programs for information storage
and retrieval were discontinued, it became difficult to maintain the indexing
system menually. The multiplicity of inaexes that are used to access the
resource file makes changes in the files and indexes cumbersome, requiring
simultaneous changes in several indexes with sev:ral subject heading schemes.
Moreover, the looseleaf format of the 'facility sheets" is seen as "clumsy",
with pages falling out and getting lost more frequently than should be the

case.




F. EXTERNAL RELATIQNS

THE PULLIC

During the period of the initial gsrant, February - December 1975, under
LSCA Title III, "Interlibrary Cooperation," there was an advisory committee
of citizens, to meet conditions of that LSCA Title. The second grant

was awarded under Title I, "Services to the Disadvantaged,' etc. Since

an advisory group was not required, it was discontinued, and at the moment
there is no formal mechanism for communicating with the lz: citizenry.

At the administrative level of Jones Library it is felt that the existing
public process c. securing funding provides sufficient communication with
citizens. At the level of DIS operations, however, there is some sentiment
fcr reinstating an advisory group in order to improve input to DIS and to
enhance publicity of the service. Also, United Wav of America is exerting
some pressure on DIS to reinstate an advisory group.

OTHER AGLNCIES

There is a fairly strong, taough informal, network of I&R services in
western Massachusetts. This provides an important link for DIS, since

it opens access to knowledga about resources outside the target area; and
inasmuch as DIS receives calls from distant places because of its toll-free
number, knowing about distant resources is critical to serving those callers.

DIS and Jones Library staff feel that DIS provides a unique service to the
region, and is known and valued for this by some of the human service agencies.
While there are other I&R services availalle, DIS is the only oue that is
generic -- that is, relatively unlimited in topic scope or tavget group.

To tais extent, there is little if any conflict with existing ISR services.

10
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G. ADMINISTRATION

ORGAWIZATION STRUCTURE

Because DIS is operated expressly to serve the resider s of Hampshire
and Franklin Counties, and because the Jones Librarv officiallv serves
only the residents of Amherst, it was necessary to establish DIS as an
independent special project of the Jones Libraryv, with disvinct funding
sources and budget. The organization chart below (Exhibit VII-C)
illustrates the relationship between the regular Jones Library operations
(severely abbreviated in the figure) and DIS.

The person who directly oversees DIS is the Community Information Coordi-
nator. She answers direcly to the Director of the Jones Library, as do

the other professionals in the system. The Library has two small branches,
and while the published DIS directories are available there, the branches
are not considered I&R outlets; nor, in fact, has there been demand at

the branches for I&R service. The I&R staff have introduced some library
staff in the two counties to I&R service and the use of published I&R
directories; yet these small libraries are not considered bona fide I&R
outlets -~ primarily because the volume of I&R demand is very low and the
full DIS working file is not available at those sites.

While the I&R service is used both by the public directly and by service
agents on behalf of the public, the impression of many of the staff is

that the public's view of the library has not changed in a substantial

way since the institution of I&R service. If this is the case, it may

be attributable to two things: First, the gross volume of I&R queries
handled is relatively insignificant when compared with the volume of books
circulated or reference queries answered at the Jones Library. That is, it
may be that DIS is not touching enough of the public directly in order to
change the general image of the Library from a materials-dispensing place
to a question~answering place.

Second, and perhaps most important, the fact that D:S is physically and
organizationally distinct from other parts of the Jones Library may permit
citizens and resource agents to view it as an independent or quasi-independent
activity. It is conceivable that the public acrept the presence of an innova-
tive adjunct to the major organization (the Library) without seeing any funda-
mental change in the major organization itself. In fact, this impression of
the public's view of the Library and DIS -- gathered from the staff's expressions
and corroborated by the study team's observations -- .uggests the nature of
change that I&R has brought to the Jones Library: An innovative service has
been appended to the Library proper, with little impact on the services or the
view generally held by the staff of the Library proper.

STAFFING

Among them, the DIS staff provide direct I&R service and support services

to external agencies (training and distribution of the resources file), and

they produce and maintain the working files, publicize DIS and handle ordinary
administrative duties. The DIS staff consists of a full-time Community Infor-
mation Coordinator, witn a college degree in folklore and two vears of experience
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in I&R; two part-time associates with bachelor's degrces in art and
mathematics; three part-time work-study students from nearby colleges;
one or two part-time volunteers; and one full-time CETA employee. Below
the library director, the adult services librarian, who works for a few
hours a week on the resource file, is the only formally trained librarian
on the DIS staff. In addition to the Coordinator, one associate has had
some exposure to human service work before coming to DIS.

Staff for DIS have been hired with attention to the specific skills re-

quired at the moment by the department. Originally there was a need for
expertise in information systems, and at that time a professionally trained
librarian was hired. Recently, however, the skills required related pre-
dominantly to interpersonal skills, communication, management and search

skills. All new staff are required to exhibit skill in organizing; ability

to communicate oraliy, in writing and by telephone; knowledge of the community;
knowledge of local services; and a capacity for creative thinking. In additionm,
each staff position has specialized requirements such as expertise in data
processing, supervision, training and publication.

The DIS staff have made presentations to the general library reference sraff,
at which the concepts .nd operations of DIS and the local human service system
were presented. They have also introduced some gtaff to I&R so that the
library staff would be able to provide at least modest I&R service during
hours when DIS is closed.

The training of new DIS staff involves spending several hours in introduction
to the files, the DIS service concepts and the library/DIS configuration.
Following that, the staff member begins actual work and on-the-job training.
All staff are housed in a relatively small space; and this fact provides con-
siderable sharing and informal "supervision'" as new employees try their hands
at either direct I&R service or the various back-up activities.

COSTS
Start-Up Costs

The major preparation for DIS occurred between February and June 1975. The

total costs for start-up activities during this period was $7,447. Of this,
$4,226 from Library Services and Construction Act Title III funds was spent

on personnel, travel, supplies and telephone -- all acquired specifically for

the new project; and in-kind expenses amounting to $3,221 were incurred by the
Jones Library itself for project supervision and administrative overhead (space
and utilities). To round out the picture of start-up costs, it is necessary

to add the costs of computer programming -- $4,100 -- even though that did not
occur until late 1975 and early 1976. This brings start-up costs to $11,547.

In evaluating this ''total" it must be remembered that file development for I&R

in Amherst, as in most other sites, began from a pre~existing base. In this

case it was primarily the Women Resource Guide, the library's existing files,

and the files and experience of the library-housed Amherst Community Resource
Center. As well, donations of the time of a CETA person from the Board of Health
and staff of the Amherst Community Resource Center were resources used in start-up.
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Tuerefore tae 'total' of $11,347 is a misleaaingly low estimate of
tiie actual cost of preparing for L&R service.

Un-going Costs

From July 1979 - June 15380 (fiscal year 1luoJ) tae DIS was supported Ly
revenues from the following sovrces:

hampshire County Commissioners $29, 000
hampsnire Community Unitea Way 2,200
Sales of uirectories (projecteu) 5,000
SUB -TOTAL $27,200
In-kinu support (approximate) 11,00u
TOTAL $3s,200

The projected expenuitures of Total Revenues in FY 1980 (not incluaing
in-king support from tne Jones Library) Lreaks out in the following way:

Personnel (Regular) $23,6G0
Work study personnel 2,900
Taxes (FICA) 1,400
penefits (healta) 900
Telephone 3,000
Travel 100
Supplies Suu
Printing SIVY)
Computing 700
TOTAL $33,700

Clearly, a ueficit of approximately $v,.70 was anticipatea for tie
fiscal year. Much of it would be offset by cunanges in personnel tuat
would reuuce temporarily the personnel costs.

PULLICILY

Publicity for DIS has always stood alone. o other library services have
been included in DIS publicity, and vice versa. Initially, DIS was pulli-
cizeu through signs anu pamphlets distributed distributed through libraries
in tihe targe: area, tnrough newspaper features anu paid agvertisements, and
tarough posters displayea turouginout tne target area. Tne approximate cost
of initial publicity was $150.

After service was actually begun, aduitional strategies of publicizing DIS
were emrloyea: posters -- printed at a cost of about $200 -- in publi
buses and in other places in the target & 4; UIS was listed in tac tel .-
phione book; ana radio spots were iniciated.

Aucitionalliy, DIS has been publicized througn the Library's annual reports,

speecnes by Library's staff to community groups, Jdational Librery weel events,
and brocnures uescribing the Library's services.

VII -
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Une of the most effective means of publicity is the telephone book and,
concomitantly, the local telephone operators, who frequently give the

DIS numbers to callers who do not know where to turn. The other most
effective publicity channels appear to be radio spots, display ads and
feature stories in newspapers. Sustained radio and newspaper publicity
seem to assure a reasonably nigh level of intake. Moreover, the solid
working relationship between the Library ana the hampshire County hLuman
Services Department, the ~elcome Wagon and certain state agencies has led
to additional promoting of DIS services.
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H. I&R IN THE COUTEKT OF OTHLR LIBRARY SLRVICLS

As might be expected, the DIS staff are enthusiastic about DIS. Lven
those with non-library background tena to see the library as an appro-
priate organization to be offering a gemeric ISR service. The Jones
Library staff, too, are generally supportive of DIS ictivities; many of
the staff woula favor eliminating a traaitional library service -- such
as program events or interlibrary loan -- in lieu of eliminating I&R,
primarily because such activities are seen to be either orienteu towara
an elite clientele, to be useu less by tiue citizenry or to have a iower
social value. It appears that the newer staff of the Jones Library are
more supportive of ISR tnan are some staff who have beern there longer.

The auministration of the Library seems to hold I&.. generally ana DIb
specifically in high regara. Wwhile it is not the highest priority among
the Library's service activities, it is viewed as an important service
that snould be given the wherewithall to continue. It may be a cestimony
to the administration's support for DIS that the search for additional
money, year after year, has consumed consicuerable staff resources in
proposal-writing and funding hearings. At the same time, there is no
inaication that DIS -- or another form ofi I&R service -- nas displaceu
or will displace any of the establishea library services. This may be
due in large measure to the fact that LIS serves a two-county region,
whereas tiie Jones Library serves, anu is funded fully by, the towa of
Amierst, and tnerefore the option to uisplace a locally funded service
witn a regionally fungeu service may uot exist.

DLGRLL OI' INTEGRATION

The DIS office, where all ISR work is carried out, is in the basement of

the charming but crowded Jones Library, separated physically from tie other
working parts of tue library Ly a rather complicated floor plan wnica
effectively removes -7S from otuer library activities. DIS is also aistinct
professionally, in tuat none of the stafi have formal library training.

It is segregated politically to the extent that it is a regional service
with regional funding that is very uncertain from year to year, whereas tie
library is funuea locally at a rather constant depenaable level.

There may also be some social distinction between DIS and tue rest of the
Library staff, as well. Given tiie uemands of the I&R job -~ often working
witn people of restricted means and communicating at length and in some depth
witu people in neea -- thie people attracted to VIS positions are inclinea to
be strongly orienteu toward people at the lower enu of the socio-economic
spectrum and towara people witn personal, as opposed to academlc, problems.
Several of tne interviewees felt that such charcteristics may differentiate
DIS from most other Library staff.

DIS, then, is a segregated activity wituin the Library. Although otiher pa.ts

of the organization are pursically segregatea as much as DIS, tae aduitional
segregation of DIS along tihe lines of staff backgrounds ana service orientations,
political and organizational relatiomnsaips anu funding empaasizes the separate-
ness of VIS compareu with otuier uepartments. This separateness, coupled wita

the magnitude of the I&} service innovation, coulc unuerstandably ieau to a
situation of cousiuerable resistence oy tae staff of tie trauwitional aepart-
ments of tue Library.
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however, despite these potential sources of conflict between DIS and

other parts of the Library, there seems to aave been no warfare over

DIS. Wiile limited staff resistance was reported, there seems to have
been general acceptance of the new aepartment as well as frequent instances
of ccoperation. This may be attributable to the director's reasonably
strong support of DIS from the beginning, and the predisposition of the
newest professional staff of the Library (non-DIS) toward outreach and I&R
services. Yet there is a certain amount of dissatisfaction among staff

as to the way the established library services relate to DIS. For exzmple,
among non-DIS staff, there is considarable sentiment at all levels for in-
tegrating I&R anu reference activities. Saiu one, '"DIS is a foster child
in a loving home."
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DATA COLLLCILD Ow ISR

I. LEVALUATION

Tae DIS staff regularly collect statistics on Ida:

TRANSACTION SURVLY

Jumber of queries

Topic of queries

Jfoue of inquiry (walii~in, phone. letter)
Sex of user

.umber of referrails

+umber of follow-ups

Time spent on eacu query

Agencies airecting clients to DIS
Agencies to wihica IS uirects clients

Intervieus witih DIS clients were conaucteu from January tarougia June 1550,
Although it was the intention to interview every client until 400 inter-
views had been completed, it turnea out that the interviewing was erratic.
It cannot be assumea that the staff imposeu no selection bias on the survey;
therefore, these data will have to be taken as tentatively indicative of
transactions over the first six months of 1Y60. Lxhibit VII-u aisplays tue
survey instrumeat with
of the frequencies are

the frequencies of responses to questions. A number
of interest:

Oof all the seven sites, Amnerst claims the greates
percentage of first-time I4R users. About 2/3 of

the I&R users saiu tiley had never used tiae service
before.

Yet Amherst matcnca baltimore County in tne proportion
of I&GR users who haa used otaer librarv secrvices
before: 3tx.

A remarkable 39, of the IL&R users have been directed

by another agency to tue library's DIS, suggesting
considerable rapport between the library ana other
agencies in the community.

Consistent with the above finding, over half tae I4R
clients have aslked their queries at other places before
approaching the library.

645 of the clients come from families wita a total
income of 514,000 or less.
About 3/4 of tne clients are between the ages of 10

and 35.

health queries constitute 33k of the topics inquired
about in DIS -- the largest single topic reported by
any of the site libraries.

he DIS files were used to answer 975 of the gueries.
Exhibit VII-L is a bar graph produced by the DIS staff
presenting the relative pr-portions of topics inquired
about during turee fiscal years. Note that tue taxonomy
used here is not tne sare «s was emploveu for the current
stuay.
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_1_ Agency call (anewer only questions 9-12) - = : 3

—_ No reepones (anewsr no jusstions)

PUBLIC LIBRARY INFORMATION AND REFERRAL PROJECT

Wa're trying to improve our servics. Would
you help us by ansvering a few queetions?

We won't record Your name and it should take
only oue ainuts.

Have you used tiie library's ianformacion
service before -- the one you're using
now? N=R75

7. In which of theee groupe
did your total family income,
from all eourcas, fall last
yeaar == before taxes, that is?

» L]
311 Yea [.c] Ho [ 7] Dom'c kaow 1'11l read the groups. ..

Have you used any other gservics of

this library system? 1. 7 i a[ 37/] Up to $4,000

blr.] $8.000 co $14,000
cl/.} $14,000 o $20,000
d[ ¢] $20,000 to $26,000
e[ 7] Abovae $26,000
[©] Daclined to state/don't know

{7.) Yes [11] No [ <] Den't know

IF YES: ~v =z 1 3&*

[72] Was it within past 3
souths?

['!] Was it within past year?

[ J Was it longar ago? (Or
don't remembar)

That's all the questions. Thank
you very much for your halp.

INTERVIEWER TO FILL OUT REMAINDER:

iow did you learn of the library's
inforsation service?

1

8. Sex of patron - s
[<c] Male [75] Femsle

217
AN

Friend, neighbor, relaZzive

Library etaff

Referred by an agency

Radio

Television

Newspaper

Other 10.

Moda of inquiry 1 - 2/ ¥
[//] Telsphene [//] vieit

Topic of question (check all
that &pply) 1: 23

/_] Money mattars

2] Consumer issuae

/] Housing/hshld. matnt.

5:] Haalth
Job-related issues
Transportation
Education
Naighborhood issues
Racreation, sports
Faaily relatione
Crinms & safety
Legal matters
Caild care

! Other

Have you asked your question in any
other placees before coaing to the
library? (You don't have to name
thea.) DA S

(5] Yama [~7] No

1'll read some sge groups. Just etop

as when you hear yours. [Iaterviawer:

Omit obviously wrong groupa when poseibls.]
ne L7

a[ -] 13-19 .

b(--] 20=35

e[ -] 36-45

d[ -] 46-64

e[ -] 65 or over

Q

ERIC

Aruitoxt provided by Eic:

{ _] Daclined to etate

1'll read some groupe basad on
years of education completed. Juet
tell me vhen you hear yours.
= 27 A

a[ ©.] Collega graduate
b{?-] Soma college

c[ -] High echool graduate
d[ -] Some high school
e[ '] 8th gride or lese

[ ~'] Declined to stata

Exhibit VII-D. Surveyv results,

Amherst.

12.

Diepoeition of quastion (All that apply)
—r T 2L
(-] Information vae giveu
[' /] laformation vas given
after {nterview to probe
underlying need
[ 4 Librarian coantacted a
fesource on patron's
behalf
{ J other (Spacify)

Was queetion answversd (or
referrsl made} from a reeource
file created by the lib:nryfh

- S - ‘_/

[77] Yes [ -] Ne




Day of the Week: n=33n

Sun  _ 1 Thurs 26
Mon 30 Fri a7
Tues _18 Sat 1
Wed _ 8

Typology of Education and Income: n=245
Low educ, low income

9
L

Low educ, hi income

Hi educ, low income 62
Hi educ, hi income 28

Exhibit VII-D. Survev results, Anherst {cont.).
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tans

Many crosstabulations produced chi-square values significant at the

.05 level or better.

Several of these seems potentially useful in

explaining relationships among the variables.

The composite typology

There is a stronger than usual tendency for agency
calls to relate to educational topics.

New I&R users are inclined to call with regard to

the topic of health.

Men, more than women, tend to present consumer and
legal queries.

People asking housing and household maintenance queries
tend to have learned of the service from friends, neigh-
bors and relatives and not from agencies.

Those asking about health-related topics tend to have
learned of the service from agencies and not from
friends, neighbors and relatives.

Those asking job and law-related queries are less likely
than other people to have learned of the I&R service
from an agency.

A person asking a health-related query is more likely
than others to have asked his or her query somewhere
else before coming to DIS.

People who have used the I&R service before are more
likely than others to fall into the upper two income
brackets.

People who have asked their queries at other places
tend tn have learned of the library's service through
newspapers.

Those who are older also are more likely than others
to have learned of DIS through newspapers.

People who have posed their queries elsewhere before
coming to the library tend to elicit a "referral"
response from the staff -- that is, calling an agency
on the client's behalf.

Older clients are more likely than younger ones to be
responded to with 'comp.ex information-giving' -- that
is, provisicn of information after probing to uncover
the underlying need, and they are less likely to re-
ceive simple information-giving -- provision of in-
formation without such probing.

of education and income, when crosstabulated with

other variables, yilelded one significant association:

Those who coula be considered frequent users of
library services (last use within the past three
months) tend to fall into the two high-educ-tion cate-
gories: high-education-low-income and high education-
high income. This finding was corroborated in the simple
association of education and use of library services:
those with more education tend to be the most frequent
users of library services.
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QEFERELCEL ACTIVITY COIPARLD WITh IGR

Tne ratio of OIS queries to Junes Library reference queries is about

3:13 (from tne uata collectew vy the staff prior to tails study).

wien comparea witn circuiation anu reference, IGR cannot be seen as a
major service of tue library, iu terus or suaeer quantity. Teraaps

because of the relatively low volume of IGR intdxe, tue impression of

some staff is tanat IGR aas aone little as vet to alter tue generai

public image of tne library ard tiie services it offers. It seems to tuem
taat tue public are still surprisea to fina that 0IS is @ library service.
Similarly, wnile some nhuman service agencies consider the library a legi-
timate place for I&R, some agency personnel continue to register surprise
aiscovering that DIS is a library service. lonetheless, 397 of VIS callers
nave been steereu from other agencies anu 19% of DIS intake are direct calls
by agencies, accoruing to uata from tae TIransaction Survey

STAFF ASSESSHE.LT

In the Library's total service program I&R represents a qualitative, if not
quantitative, innovation. The nature of the staff, the queries received,
tne service provided, ana the organizational configuracion of DIS are all
quantitatively uistirct from activities anu resourzes of the Jones Library.

The overwuelming problem facing DIS, expressed by every person interviewed as
tue major problem, is the uncertainty of funuing at an adequate level from
year to year. DIS runs on what amounts to 'soft' money. Its sources of
revenue must be wooeu continuously for relatively meager levels of support:
ana no one source of revenue accepts full responsibility for the continuation
and success of DIS. Some of tiue fu~ding problem is traceable directly to the
fact that the Jones Library and DIS serve, and therefore are funded on, differ-
ent jurisdictional bases. Part of the problem is also traced by staff to a
lack of awareness among the public anu local officials of :he importance of
I&R anu DIS in particular. Staff suggestions for raising the level of aware-
ness incluue improving the legitimacy of DIS by taking it outside the walls
and off the organization chart of the Jones Library; reinstituting a DIS au-
visory committee to help with fund-raising ana publicity. aAn alternative
solution auvancea for the funuing protlem would call for more stable funding
under the budget of the Jones Library, whetiier those funds came from state,
regional or local sources.

Very little in the way of internal or management problems were expressed

by tlhose interviewed, with one exception. The current segregation of DIS

from other library functions is viewed by many staff on botn sides as dys-
functional. It creates artificial boundaries between I&R and reference ana
seems to create some amount of tension between the twe staffs. It also per-
petuates the funding situation of DIS. Jumerous staff expressed a strong cesire
to see the DIS and referenne activities integrated in location and staffing.
however, while the organization and staff of the Jones Library would be little
uisplaced if DIS and reference were merged, tue limitations of the current
builuing and the intransigence of current political and funding configurations
boue i1l for a full merger in the near future.
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To some staff, it seems that the impact of DIS on the political and
budgetary processes of the Town of Amherst has been negligible. On

the other hand, other staff feel that DIS has expanded the visibility

of the Library in the eyes of the human service sector to a great extent;
and the data of the Transaction Survey corroborate this assertion.




ENDNOTES

1. The material in this section is based largely on an unpublished article
bv Anne M. Turner, "Information and Referral, A Report from the Field,"
1979.

2, It is estimated that as much as 157 of the resource file at the Community
Resource Information Service of Philadelnhia is superseded every month.
Conversation with Thomas Neah! Communityv Resources Information Service,
Philadelphia, 3 April 198¢.
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CHAPTER VIII
BALTIMORE COUNTY

A. THE SITE

THE COUNTY

Baltimore County, the third largest county in Maryland, has an area

of 610 square miles. It surrounds, but not includes, the city of
Baltimore. The population of the County was 671,326 in 1974, with

a density of 1,100; the 1980 projected population is 717,734 with a
density of 1,170. The population is predominantly urban in character --
89% is in urban areas with the heaviest concentration around the Baltimore
Beltway and in the Southwest. Non-white population is 3% (1970) and is
projected to be 5% in 1980. One-quarter of the total land mass, in the
northern part of the County, is agricultural.

Approximately 59% of the population is employed in white collar positions;
25% are in manufacturing; the balance is in manual occupations. Bethle-

hem Steel Corporation and the National Social Security Administration are

~he major employers. The median number of school years completed was 12.1
in 1970, compared to the U.S. median of 12.0 The educational level 1is lower
than average for Maryland jurisdictions over 250,000 and about average for
the state as a whole. The median family income is $12,000 (1970). Baltimore
County has the highest median age in the state, about 29 years; 18% of its
population is over the age 55.

THE LIBRARY

The suburban movement after World War II provided the major impetus for

the consolidation of ten autonomous libraries into a system im 1949. The
Baltimore County Public Library System now has 14 branches, four satellites,
four mini-libraries, and one bookmobile for service to institutions. Tnere

is no main or central branch for the system, but administrative and centralized
functions are located at the Towson Area Library.

Previous esearch indicates that the age, education, and income levels

of the County would normally correlate with lcw or moderate levels of library
use; but Baltrimore County had the highest circulation per capita in the state
in 1975 and highest in the nation in 1978 and 1979, 2 It is estimated that
more than two-thirds of the households have at least one registered library
cardholder. The high level of citizen use can be attributed to no single
factor, but seems to be tiea to the library's basic service philosophy:

"to make readily available to the greatest number of County residents the
most wanted materials of all kinds, and to serve as a point of access “or

any needed information." The library is committed to dispensing materials
that citizens ask for and not materials that librarians think they should

ask for.

In February of 1972 Daltimore County Public Library (BCPL) published the
first issue of "HELP," a guide to selected resources available to resideats.
It listed sucn resources as druvg centers, draft counselling, and recycling
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sites and provided brief information on relevant statutes and how
to access the various services. The guide, issued on newsprint in
tabloid format, was distributed in a Sunday edition of The Baltimore

Sun. "HELP" was the first formal system-wide effort by Baltimore
County Public Library to "facilitate the link" between client and
appropriate community resources.
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B. ORIGINS OF I&R

In December 1973, the Baltimore Regional Planning Council and Westat,
Inc. producec "Information Needs of Urban Residents.'' The report had

a number of serious implications for libraries. Briefly, it said (1)
that people in all walks of life have many unsatisfied information
needs, (<) that there is a confusing multitude of information sources
that people could turn to, (3) that the library is considered a source
of information for an average of only 3% of all information needs, and
(4) that it is fair_to conclude that an omnibus steering and referral
service is needed. This report was a clear mandate to library and
information professionals to review their activities and to improve
access to information about the multitude of resources that exist in
modern urban society. The staff and administration of BCPL were parti-
cularly aware of an informatior void in Baltimore County and a gap in
the library's program of services. Shortly after preliminary issuance
of the report, the BCPL Information Services Committee was formed, with
the charge of reviewing and recommending changes in BCPL's information
services. In the fall of 1973, the Committee began talking informally
with Thomas Childers, from the Graduate School of Libravy 2uc Information
Science, Drexel University, about the feasibility of initiating an I&R
service that would satisfy some of the needs identified in the Warner
Report. Tbz initial goal or function of such a service was to put the
client i contact with governmment, civic, social and sometimes private
agencies for the service, activity or information he or she needed.

The general plan for initiating an I&R service consistad of three phases:
planning, development and training; demonstration; and implementation.

In the summer of 1974, Thomas Childers, as consultant with Edward Elenausky,

a BCPL staff member, and a clerical worker, established a central L&R clearing-
house. The major activities of the clearinghouse staff for the summer of

1974 were to:

. Develop procedures for collerting information about
community services, activities and information sources

. Consider and make recommendsf.ions about the way in which
the service should be organized within BCPL

. Prepare forms fur collecting and recording information

. Develop file arrangement and indexes appropriate for access
to the information

. Establish liaison with other information services in the
community

. Plan publicity for the demonstrat.on and implementation

. [ntroduce the community informaticn service to the total
3CPL staff

. Train professional and clerical staff iu the branches in
gathering .itormdtion about community resources

. Recruit and train volunteer staff to assist in related activit.es

WY
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. Begin collectirng information about community resources

Beyond the summer, the Clearinghouse continued to serve as the nerve
center of the service, collecting information about community resources,
organizing that information and distributing it to library branches,
training staff system-wide, serving as a back~up to the branches in
their efforts to answer clients' queries, and evaluating and reporting
on the service. The service was named Community Information Desk (CID).

The staff of BCPL were introduced to the idea in June 1974, in Branching
Out, the BCPL staff newsletter; the public, in Report to the Reader in
December 1974. Major planning was ended in September 1974. A agemon-
stration of the service was begun in the Catonsville branch in February
1975. The publicity announcements -- necessarily local -- specifiea that
the service was available only in the single location. However, many of
the public construed the annauncements to apply to all branches in that
area of the County. Management concluded that they could not reasonably
launch an aggressive publicity campaign for an isolated area of the metro-
politan region. Therefore jn April 1975, the decision was made to initiate
the service county-wide as soon as possible. I&R was thus implemented in
all area branches in June 1975. About this time -- March 1975 -- acting
on the advice of the advertising firm that was handling the I&R publicity,
the ISR service was renamed "Accurar Information Dcsk (AID).

Technical aspects of providing service were developed during the demon-
stration step. Training of staff in collecting data and providing service
took place from the summer of 1974 into the spring of 1975. During the
summer and fall of 1974, when the service was being planned and the files
were being built, 80% of the professional staff and selected clerical staff
were exposed to two half-day orie.atation and training sessions. In the first
session they were introduced to the need for and concept of I&R, and the plan
for hew it would operate in the library system. They were also introduced

to their part in collecting information for the resource file - ramely,
polling lacal resources and feeding that information to the Clearinghouse.

In the second session, their problems with collecting information were dis-
cussed.

One month before the I&R demonstration began, a service workshop was held
for the demonstration branch and nearby branches to prepare the professional
staff tuv~ handling the kinds of questions that would be encountered. This
workshop was held in conjunction with the Health and Welfare Council and
included observation and practice question-answering at the Council's Infor-
mation and Referral Service in downcown Baltimore.

Also in the surtmer of 1974, a formal but small volunte.r program was started
in order to augment the staff working on I&R. About six volunteers received
training in data collection. During the same period the clearinghouse staff
developed the following forms:




Data Collection Form, for phone and in-person interviewing
Data Collection Form, for mz2iling

Resource File Form

Transfer Sheet, for file corrections

Contact File Form, for candidate resources

Introductory Letter

Reference/Information Intake Form

Weekly Statistical Report Form

The Data Collection Form, of central importance to the service, required
the most time to develop. Several interview forms, ranging from one page
and very open-ended to 18 pages and very structured, were pretested before
a decisinn was reached. The final form was based on the interview schedule
developed at the Detroit Public Library and represented a manageable com-
promise between the other two forms. The following instructional aids

were developed by the clearinghouse:

Data Collection Procedures

Data Collection Form: Imstructioms

Instructions for Completing the Resource File Card
Suggested Phone Contact Procedure

An index thesaurus was developed. This subject heading list was in
"layman's language' and was based on the one prepared by Detroit Public
Library. Since their first incarmation, the forms, instructional aids
and the thesaurus have gone through several revisions.

In that first summer, all branches began collecting information about

resources local to their respective sites and turmed it over to the clearing-
house.
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C. I&R SERVICE CONCEPT

The initial service concept for BCPL's I&R service was to put the
client in contact with one or more resources appropriate for his

or her need. The operating objective was that within three years,

AID would be the place Baltimore Countians would think of first

when they do not know where to turn for a needed service, activity,
advice or information. This objective required collecting information
about local, state or federal organizations or agencies th=at can

help Baltimore County residents; updating that information through
telephone and walk-in inquiry; helping the client interpret information
about resources; and helping the client get in touch with a resource.

The service is decentralized. The primary outlets for I&R are the
branches of the system (excluding *he bookmobile). Clients of the sys-
tem's "mini-branches' access I&R through a hotline directly to the Infor-
mation Desks of their respective parent branches. A secondary outlet is
the Clearinghouse. As described above, its main role is to support the
branch delivery of I&R by collecting, arranging and disseminating infor-
mation on resources and by training staff and publicizing I&R. A sub-
sidiary but vital role is supporting branches in the actual delivery of
I&R, by assisting on queries -- usually tougher or more exotic ones --
that branch staff refer to the Clearinghouse.

From the beginning, the information service was designed to serve the
general population. Currently it seems not to be used by any particular
sub-group of the population except possibly senior citizens.

Simple and complex informatiou-giving are provided as a standard service

in 21l BCPL branches. The amount of referral, advice on resources and
strategy, follow-uy and advocacy varies from staff member to staff member

in the branches; in the Clearinghouse the staff seem to provide all of these
as standard services, with follow-up occurring on about 1/3 of queries

that the cClearinghouse receives. Feedback, counselling, transportation

ana escort are not provided by any branches or by the Clearinghouse.

Maintaining the resource file is the major activity of the clericals in
the Clearinghouse. A copy of this file is available a: the information
desk in every branch, satellite branch and mini-libraries. The Baltimore
County Division of Community Affairs and the Police Department's Division
of Community Relations have copies of the file; and a copy of part of the
file is sent to the Maryland Commission for the Humanities and the Balti-
more Ccunty Commission on the Arts and Sciences. Libraries outside the
BCPL Bystem that hold a copy of the file are Enoch Pratt, Hartford County,
Cecil County and Carroll County public libraries.

Staff claim that the ISR service at BCPL branches is predominantly "I"
and very little "R". The resource file and I&R are seen as a tool and an

VITL - 6

| S3XN
3




approach, respectivély, that enhance the information-giving function
of the library. They are not seen as a ''mew" service. I&R is viewed
by staff -- and perhaps legitimately in BCPL -- as not significantly
different from reference. Three of the characteristics of I&R that
could distinguish it from reference are maintaining a resource file,
referral and follow-up. While the first is a significant activity

in BCPL, referral, judging from its frequency in the transaction
survey (8% of the transactions), could not be considered substantial.
And while the survey provides no data on follow-up, interviews suggest
that very little systematic follow-up occurs -- probably in the range
of 1-3% of the transactions. However, the percent of actucl re~
ferrals is higher than at Memphis, where it is claimed that the service
is a true "referral" service. If the averred differences in approach
are real, something other than these data must be looked to for an
explanation.

There is telephone and walk-in access to the I&R service. Three-

way hook-ups were tried in the early days of AID, but have been abandoned
as being little-used —- mostly because actual referral is rarely done

at the branch level. The Clearinghouse is open from 8:30-5:30 weekdays.
The branches vary in their opening hours, but some branches are open every
dav of the week, except Sunday in the summer, and every evening, except
Friday, Saturday and Sunday. The Clearinghouse also aids the branches

in providing additional information on inquivies that involve inside
library resources or referral of subject requests to other libraries in
Maryland. That is, the Clearinghouse supports the I&R function of the
librar, as well as its non-I&R information-giving functions.
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D. THE RESOURCE FILE

Collection of data for the resource file began in the summer of 1974
with the establishment of the Clearinghouse. One library professiomal,
one consultant and one clerk worked full time that summer with some
volunteer help. In addition to the staff specifically assigned to

AID, professional staff throughout the system helped collect infor-
mation about resources local to their respective branches. The branch
staff were assisted in this work by volunteers who had been recruited
especially for this purpose under a volunteer service program newly
organized by the library. Two professionals and two clerks staffed

the Clearinghouse beginning in the fall of 1974. Their main activity
was continued collection of file information. Altogether three or four
people worked six to eight months to develop a file containing 1,000
entries when the demonstration began in February 1975 in the Catonsville
Branch. The file contained 1,500 entries when the service was implemented
system-wide in June 1975. Currently there are 2,500 entries in the file.

The original format of the main file was 5x8 index cards arranged alpha-
betically by service provider. The file continues in this format with

a few changes made to improve the readability of the entries and to make
them more standard. Information on each resource is collected by means

of a Data Collection form (see Exhibit VIII - A) and includes the following:

. Name, address, phone number
. Description of services or activities
. Name and title of person to contact
. Name and title of person in charge
. Type of service (federal, state, local, private)
. Source of financial support
. Hours of service
. Geographic area served
. Eligibility requirements
* . Qualifications of the staff
. Physical accessibility (ramps, parking, public transportation)
* . Service capacity/availability of services
. Meetings o{ or sponsored by the resource
. Goal or purpose
. Methods of obtaining service
. Speakers available
. Published materials available
. Subject headings and ''see also' references
. Provision of service to non-English-speaking people,
specifying language

(* This information is not asked for but is included in the file if the
information is volunteered.)
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Aruitoxt provided by Eic:

EC BALTIMORE COUNTY PUBLIC LIBRARY

- COMMUNITY INFORMATION FILE
- DATA COLLECTION FORM

JIRECIIONS: A 5"x38" card file entry for your agency will be prepared from the dat:
which you supply on the form below. Please do not hesitate to give us as mucn cetai

1

as you wish. If you run out of space for any answer, just use & e back of a sheet or

attach extra sneets, If you are uncertair about "ow to fill in a section, put a "2

in the space. After you have returned zthe guestionnaire, we 7nay contact you by phone

to £1ll 1n the gaps.

for svecific services arnd/cr activities is provided
sn the following page,)

NAME OF ORGANIZATION: ACRONYM:
ADDRESS: TYPE CF AGEINCY:
- Federal __ Private non-profit
— State _ Profit-maxing
— County
= CitY
City:
PARENT ORGANIZATICN: (If any)
State: 2ip:
PHONE NUMBER(S): DAYS & HOURS FOR PHONE SERVICE:
NAME CF PERSON IN CHARGE: TITLE: PHCNE:
PURPOSE ~F ORGANIZATICN: State criefly. (Space o GEOGRAPHICAL AREA SERVED:

Exhibit VIII-A. Data Collection Form, saltimore County.
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SERVICZS AND ACTIVITIES: Please -scribe each specific saIvice or activity of vour
organization 1n a separate sec’ tiow. If vou ara zescribing more rhan two
distinct services, please use ths ace provided on the pack of this sheet,

SERVICE/ACTIVITY +1:

l. Describe the service »r activity:

2. Navme the person to be contacted concerning this service or activity:
Natoa : Title:
Phone:

3. List the days and hours this service or activity is offered:

4. Describe any eliaibility reguirements for this service or activity (age, sex,
marital status, residency, memhershir, etc.):

5. How does one go about obtaining this service or taking part in this activity’

6. List any fees for this service or activity:

SERVICE/ACTIVIIY s2Z:

1. Service or activity:

2. Contact person- Title:
Phone .

1. Days and nours
4., Eligibility requircments.

S. Ybtaining this service . Fees

If you have =ore sere (s or wLivitans, use the form on the back of this sheet.
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Aruitoxt provided by Eic:

SUPFLIMENTARY "WIom . TIcw L the answer o a jues:i.cn .5 ''NC," nlease 3o on to

the next Juastion,

le Are you a ~merbershic srcan:zat:icn’ | ] YZS l i NO

- List any gqualifications for ~erpershio (sex, age, sponsor, etc.):
= List any merbersnip fees:
- Are regular Teetings held?

Place.

Days and hours:

- Are offi:ers electeu!

How often:
Monrh:
2. Do you have anv tranch offices? E:j YES L__INC
Please list branches below ar attach a sheet.
Narre Address Phone
3. Do _vou nrzduce a newsletcer or D YES DNO

other regular sublicazion?

Please list the title(s) below:

(We would appreciate receiving copies on a regular basis for our central
files. Please add us to your mailing list 1f you will.)

4, Can vour orzanizatisr accor—odate neople E:j YES [::]NO
who dire not fluent .n Ipzl.sh’

Which languages?:

S¢ 2o _vou have anv soecial f.cilitics fzr E]YES ].\O
£t e hangicapresz?

Please specify:

THANK YCU FOR TARING TINE TC COVPLITE THIS FOK AND FOR iNCLUDING A CCPY OF ANY
SRCCHJRES OR OJTAER PRINTID MATIRIALS ITHAT YOU ~UULD LIak JS TC HAVE.

Form corpleted by Jete

VIII - 11

+o=a
(/p]
B




The main file is supplemented by a separate 5x8 index file. In the
index file the resources are indexed using a subject heading list in
layman's language. The original subject heading list was drawn from
Detroit's I&R service, expanded to match needs unique to Baltimore
County. Both the main file and the subject index are cross-referenced.
The types of resources in the file include the following:

. Churches*, if they offer community services, such as day care

. Clubs and associations

« Entertainment events and recreation facilities

. For-profit organizations, if their service or products are
unique or hard to find

. Non-profit organizations such as thrift stores and the
Salvation Army

. Government gervices, including all Maryland State and
Baltimore County services

- Political organizations, civic or neighborhood groups

. Service agencies

(* Each branch keeps a file of churches in its own locality.)

Branches collect information within their respective areas. After the
information on a given resource is in hand, the branch staff forward it

to the Clearinghouse, where the information is taken off the Data Collection
Form and put into standard format on 5x8 cards are then multilithed and
distributed to all relevaat branches in the system. The Clearinghouse

staff thewselves are responsible for collecting information about resources
that are county-wide or that exist outside the county (for instance, in
Baltimore City, Annapolis or Washington, D.C.). Of course, the cards

for such resources are sent to every branch in the system.

The Clearinghouse staff also revise the 5x8 index cards and distribute

these to the branches. The branch staff maintain the main and index files --
adding and deleting cards -- and report changes in information on the cards
to the Clearinghouse, as changes arise.

All resouce cards are updated once a year, or more frequently if there is
need. A copy of the card with a stamped return envelope is sent to the
resource with the request to update; follow-up is done by telephone. The
Clearinghouse is responsible for updating all county-wide organizations;
the branches, for updating organizations in their own communities. The
branches also have the option of doing the whole updating operation by
telephone. The respcnse to requests for updated information is remarkably
close to 100%.

The branches and the Clearinghouse maintair thei- <wn Back-Up Files of
pamphlets, brochures, newsletters and other cphermera on various resources
and topics of need to supplement information contained on the file cards.

VIII - 12 z
Loy




Back-up files in the branches are :illed from two sources: the
Clearinghouse collects and distributes material to the branches;
and the branches collect material on their own. The Back-Up File
is arranged alphabetically by resource or subject, corresponding
in some degree with the entries in the Community Information File
or its index.

The BCPL staff as a whole consider the subject scope of the file to be
very good. The currency of the file is rated to be as good as it

could be considering the time lag !nvolved in updating. The comsensus
was that the Clearinghouse does a good job in provid'ng up-to-date
information for I&R. Given the format of tne file, the dapth of in-
formation on resources was considered to be good; while some staff wished
for more description of the services, most felt that more detail would
make the file cumbersome.

The arrangement ot the file, alphabetical by service provider, was
rated very good by a majority of the staff. Even those who rated it
as ''good" felt that there was not a better way to do it. The adequacy
of access -—- the subject index -- was felt by the staff to be good.
The majority of the staff felt that there would always be a need for
revision. The staff members who have used the subject index from its
beginning in 1975 expressed the opinion that it is much more usable
now that it has been tailored to Baltimore Countians' needs.

The staff 1s accustomed to the physical format of the file, 5x8 index
cards, and has no difficulty in using it. A branch staff member expressed
a preference for a microform format in order to have more intormation on
each agency. The Clearinghouse staff would like to see the file on-line
for ease of updating and for the ability to publish mini-directories on
selected subjects. One Clearinghouse staff member felt that an edition
of the file on microfilm, integrated with the COMCAT (the public catalog,
in microform) w.uld make the public more aware of the available services.
However, having the file on-line and/or on microform were seen as additions
to the 5x6 index card file and not as replacements. As of this writing
there s a great likelihood that the library will acquire a word processor
with a r cords management capability. This will enable staff to generate
custommade lists of resources, such as a list of day-care facilities
within a given zip code. If the resource file were to be made availa :
on-line to the public via the word orocessing equipment at all current
ccess points, the card format of the file would be abandoned, in all
>hahility.

Y AN}
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E. I&R SERVICE DELIVERY

A client approaches the I&R service through the branch staff.

The Clearinghouse is rarely accessed directly, siace it is noti
publicized and is not visible to the public. The staff at the branches
may use any directory -- such as a neighborhood directory, Enoch Pratt
Free Library's resource file, the Yellow Pages, government directories
or their Back-Up File in addition to the resource file to answer I&R
queries. All sources at hand are exhausted before the Clearinghouse is
called. At this point the staff member may either transfer the client
to the Clearinghouse or may become the liaison between the client and
th= Clearinghouse.

The Clearinghouse staff participate in the regional I&R Planning

Council which includes the regional Health and Welfare Council, Enoch
Pratt Free Library, as well as Cecil, Harford and Carroll County public
libraries. Communication and file sharing with the three county libraries
is basically one way, flowing from BCPL to these libraries. With the
Health and Welfare Council and Pratt there is dialogue and mutual file
sharing. The Clearinghouse staff view the two-way communicati..: with
these two agenciles as necessary in order to avoid duplication of effort.
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F. EXTERNAL RELATIONS

In .ae beginning, the branch staff held community walks to gather
information in their areas. They also attended meetings of local
organizations to learn more about these organizations and to explain
AID (as it was then called) to them. During National Library Week
in 1975 the Catonsville demonstration branch manned AID displays

at local stores to promote this new service. Also at Catonsville,
the staff spoke about AID to all groups who used the library meeting
room.

Although there were no formal community advisory boards, BCPL inter-
preted the Warner report as evidence that the community needed this
type of service. The Library saw this well-doctmerted public need
as an opportunity to serve the public more fully and to strengthen
the library's position in the community.

Relations with other agencies that provide I&R service seem to be
cordial if not cooperative. While there is some overlap in I&R service
delivery, and some business is thus drawn away from the library, the
Clearinghouse agencies that provide more or less omnibus I&R are the
Mayland Division of Community Affairs (using BCPL's resource file) the
Department of Aging; the Health and Welfare Council of Central Maryland;
and Enoch Pratt's I&R service (INFER: Information For Every Resident).

Since the beginning of its I&R activities, BCPL has cooperated =-- at

times closely =- with the city's Health and Welfare Council Infor-

mation and referral Service. At the outset it was decided that the

two organizations would share information that they had collected

about resources. Consequently, the Council turned its total resource
file over to BCPL and AID was thus able tc open for service several months
carlier than would otherwise have been possible. Since then they have
been sharing all new information received about resources in the region.

Cooperation with Enoch Pratt's INFER, the counterpart to AID, has grown
in the past few years as INFER itself has drawn on Zhe AID staff and files
in reviving itself from several years of inaction.

Cooperation from resource organizations is reflected clearly in the bigh
rate of return of requested updating information. Since there is little
follow-up after referring a client to a resource, receptivity to BCPL
referrals by the resource organizations is uncertain. As a positive
indicator, however, resources do accept the referrals. Rarely do they
attempt to turn a BCPL-referred client away.
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G. ADMINISTRATION

Originally, the Clearinghouse was devoted solely to I&R support.
However, after service to the public was initiated in the branches
in 1975, a reorganization was effected and the Information Services
department came into being. It incorporates both I&R support and
traditional reference support for the whole system, ari is, in
effect, the old Clearinghouse with an enlarged function.

Exhibit VIII-B shows the place of Information Services on the organi-
zation chart. Both Information Services and all t..e branches fall
under Users Service. The Information Services Department, or Clearing-
house, is a division of Information and Programming Services. It is
staffed by three professionals (one, the Head of the department), and
two clerical workers. The Head of the department was previously in
charge of the I&R operation at Enoch Pratt Free Library, and was hired
by BCPL to head up its I&R operation after the original head of AID
left the system.

Typical of many public library services around the country, BCPL's

I&R began life with a name == first, Community Information Desk, then
Accurate Information Desk =-- and collected statistics on "I&R" vs.
reference transactions. Eventually managment came to believe that the
distinction between I&R and traditional reference was untenable in the
public mind and perhaps even in the minds and activities of the staff.
Clients would call the library, request "AID service'" and then pose a
traditional reference question ("What is the altitude of Denver?").
Similarly, staff receiving queries often found that a so-called I&R
query might be partially answered through a traditional reference
source, and vice versa: the answer to a traditional reference query
might be augmented from the resource file. Therefore, in 1978 I&R
became nameless and was merged more than ever with the general infor-
mation-giving function of BCPL.

I&R 1is provided by all professional service staff as a part of infor-
mation-giving services. Training for information and referral, other

than that given initially (Section B) is included in the general library
orientation given to new employees. This orientation is not training

to use the file or how to handle an I&R query, but is a general intro-
duction to the file and its uses. Training in how to provide I&R is
provided in the branches for each new professional employee as part of

a formal training checklist. Occasionally system-wide workshops, attended
by a majority of professional staff, feature I&R. Several staff expressed
the opinion that additional formal training could be used by both new and
old employees.

From June 1974 through March 1975, $54,000 of LSCA demonstration funding
and $10,000 of BCPL funds covered all costs during the planning, implementation
and demonstration stages. In .he second year of the project (June 1975 to
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July 1976) of the $83,500 that was spent on I&R, approximately
40% came from local funds.

Publicity costs during the first year were about $5,000. The
publicity included newsletters to staff and public, brochures, dis-
plays, poster, billboards and ads and features in newspapers. See
Exhibit VIII-C. In the second year of the project, the publicity
costs were about $30,000 and included radio advertising ($20,000)

and TV spot production ($9,800). About $200.00 was spent for printed
materials. Not accounted in the publicity costs are the talent and
time of a local advertising agency that donated advertising copy and
illustrations for the initial campaign.

Ongoing publicity (1978-79) consists of brochures, displays and book-
covers available in the library and distributed to school s.udents
during booktalks. The brechures include a general one about the types
of questions th.t the library can help with, one on consumer problems
and one for expectant parents. BCPL staff also have:

. produced and aired two public service "mnouncements
on I&R ‘(radio)

. developed a slide/tape presentation on I&R, ''You
Should See Us Now," for use at public meetings

. run regular columns that feature I&R service in the
library's Report to the Reader

. included a column called "info-Line'-- a question-and-
answer feature -- in the library's bimonthly Calendar of
Events

. at several junior high and high school held "Stump the
Librarian' programs, in which librarians explain the
librarv's information services (including I&R) and answer
students' queries from the Community Information File and
a few basic reference books.

From 1973-1979 the Library ran a syndicated column related to I&R queries

in several community newcpapers. This was discontinued hecause the papers
wanted strictly local material, and it became too burdensome for the library
staff to tailor a ai erent column for each paper.

From the point of view of I&R, per se, the history of administrative
support for I&R would probably be considered strong but not overwhelming.
As the service was getting started, top management evidenced appropriate
levels of support -- attending craining sessions and working closely with
the consultant and regular staff in planning and trouble-shooting. Even
then, however, rather than demonstrating a landslide of enthusiasm for I&R
in and of itself, top management seemed to be viewing I&R as an impor:ant
component in BCPL's total package of information-giving services. Siace
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then, management has accorded to I&R the resources that such a view
justifies -- providins, consistent support in training, staffing and
materials even in the years after LSCA funding. To a staunch advocate

of I&R, it may appear from the outside that by incorporating I&R into

the package of information-giviang services -- including the elimination
of a separate name for I&R service -- the library management has lessened
the importance of I&R. However, the concern with ongoing training in I&R
techniques, the continued staffing of the Infurmation Services Depart-
ment, and the expensive technology for the resource file all are evidence
that I&R remains a major interest of management. That interest is mani-
fested in a service that is highly integrated into the total information
program of the library.
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H. TI&R IN THE CONTEXT OF OTHER SERVICES

I&R is a part of what library management class as ''True Information
Transactions', which also includes reference service, readers' ad-
visory service and instruction in the use of materials. It was always
the conception of BCPL to introduce I&R as an "extension of reference"
and to use existing staff to provide all information services to the
public. Integration of reference, readers' advisory, instruction and
I&R into Information Services has given birth to the concept of an
"information genmeralist." All public service professionals share
responsibility for prov.ding the whole program of information services
to adults and children.

BCPL staff see I&R as "going that extra mile," "filling holes," and
"providing a fuller way to do reference." They feel that having the
information of the resource file at hand has enriched reference services
and broadened the whole concept of information-giving. The majority

of the staff feel that there is no line between I&R and reference =--

that one enhances the other. Even staff members who were at BCPL before
1974 stated that I&R and raference are no longer thought of as separate
services.

At first the idea of giving information on or referral to resources

outside the library was upsetting to some staff. Giving information

from a book or any print source was seen by them as the proper service.

Other staff hed a propensity to serve the community with I&R-1like service
even before discussion of I&R began in the early '70's. The general service
attitude of the staff has historically been pro-active and strengly community-
orientec. These existing inclinations naturally fueled the formal innovation
of I&R. Now I&R seems to almost completely assimilated by the whole staff

as a regular information service. When pressed, the staff define I&R as
being a "service," "going outside the library," "answer not in a book,"

or "use of the file." Reference was dafined as "information," "in a book, "
"research," and "not using the file."

b
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I. EVALUATION
BCPL collects, on a sampling basis, statistics on:

. factual questions answered

. readers' advisory aud subject requests
. instructions ia use of search tools

. title/shelf thecks

. reserves

. direct loans

. referrals

. requests for program information

From these sampled data a yearly total is estimated. See Exhibit VIII-E
for definitions of the categories. A sheet wi:hout definitions is used
as a tally sheet. The "I&R question" category was added for this study.

In 1979, the number of total transactions system-wide was a little more
than 1.4 million. In the early days of I&R, the staff also attempted

to count the number of I&k transactions, as distinct from other kinds

of transactions. The difficulty that has been documented throughout

this report -- namely, distinguishing I&R from reference in a clean way --
plagued the BCPL staff, too, and Lhey abandoned the collection of ISR
statistics. In fact, it is probable that this statistical frustration
contributed to the decision tc integrate I&R and reference into a single
information function.

TRANSACTION SURVEY

The survey instrument was pretested here in selected braanches and the
staff were the first ones instructed in data collection for this study.
Data collection for this study was merzed with the data collection that
staff ordinarily perform on randomly selected working days. Based on
management's estimate of I&R volume, it was deemed sufficient to record
information about the first four I&R transactions on seven sampling days
in January and February. This would produce avout 400 completed inter-
views -- a .umber that would be sufficient for the crosstabulations that
were contemplated for the final analysis. However, we were surprised.
Many fewer I&R queries were recorded. This was due in part to lapses

in interviewing and in part to an overestimate in the volume of I&R
queries taken in. To compensate, four davs in April were added to the
original sample days, and ail I&R queries on those days were ir-luc:d.
This did not .ompensate for the shortfall, and the total completed inter-
views in BCPL came only to 212. The total I&R queries tallied was 364,
Despite the considerable irregularities in data colleccion, we iave assumed
that the transactions analyzed here do represent approximately the kind
of queries and responses at BCPL during the survey periods.

In Exhibit VIII-F are the frequencies of the responses to the interview.
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INFORMATION DESK - SERVICE PATTERN SAMPLE DATE

Q

ERIC

Aruitoxt provided by Eic:

CIRCLEONE: A J 1A BRANCH
TRANSACTION WALKe LN PHONE
Include hare sll trensactions tn wiich e petron faquasts Or receives
SPECIFIC ) on or fect either through a librerien's
INFORMATION verbal fetponse or througn materieye which the librerian supplisa.
ORIENTED Exsaples: In whet yser wes iove Sgpry publisned?
QUESL LONS Do you have a recipe foﬁ baked Alexe?
READERS Include hers ell transactions in wifich the petron requestas or receivae
ADVISORY ssetetence in_selecting materiels, including books, periodiceis, recordas,
& filme, etc.
SUBJECT Ixamples: Can you help me find e gpod love story?
REQUEST Do you have any deaesert [ooihooke?
Include hars ell trensactions in wifich s patron receives inetruction
INSTRUCTION in the use of library search toolej either in response to e specific
N USE OF requast for inetruction or es e nesne of obtaining requested informa~
tion. Sesrch tools include microfiflm catalog, indexes, Resders Guidae,
SEARCH TOOLS and other basic search tools. Do ificlude microfilm resderg snd
copy machine sasiatance hete,
TITLE/SHELF Enter o telly mark for each title ariodicel requested by a patron
CAECX & stther by phone or in person, when [the iibrerien goss %o the shelf to
PERIODICAL locats the item or sscertaine that it iz/{s not ownad by the system.
REQUESTS
RESERVES Enter a tally mark for sach rase: 'q cerd complated.
Entar o telly marx for assch transageion tn which you dietribute e
Direct losn flyer, explain the direet losn process, contact ILL or any
DIRECT LOAN other brench to determine the locnnEon of materisle. Usa @& 3in
telly mark for esch trensaction ir Which gng or ™ofe of these activitise
occur. Nots that all refarrals to pranches within BCPL should ba
ncluded herg.
Incluge here eil transsctions tn wilch 3 patron is refarred to another
REFERRALS agency, tnetitution or 1ndividual outside the librery to obtein the
informstion and/or sarvice requestefl.
PROGRAM INFO Include here all requests for inforhetion about librery programs and/
4 TICKET of tickat requests. Count sech reguest, not eech ticket.
REGUESTS
Inc.ude Gifacticne for locating reskrooms or telsphons, library stetff,
2. materials <hen the patron hes a fell number, location of phone booxs,
JTHER secords, businass section, etc., supplying peper or pencils, checking
tn toys, haip with copy machin3s 2T microfilm resders; expleining
librery policies and procaduras; liprary/bookmobile schadule .nforma-
tion, handlitg sequestersd naterialp; etc.
(&R QUESTION Involves giving informstion sbout, jor making contact for e patron
with, ¢ ge outeids the libragy (not enocher ltbrary). May
require the use of the CIF or m; printed or unprinted directories.

Aseistence [0 anv one patfon may require mitiple entries. Inter § tally mark in all
applicadble :etegories.

Lxnibit VIII-L.

Definitions for Tally Sheet.
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L Agency cell (answer only uestione 9-1Z)-

__ Yo rssponse (anewer no qusetione)

2.

3.

4.

6.

Exhibit VIII-F.

ERIC

Aruitoxt provided by Eic:

PUBLIC LIBRARY INFORMATION AND REFERRAL PROJECT Sranch

Dete
Time

We're trying to improve our service. Would
you hslp us by answering s few questions?
We wvon't record ~ name and it should take

only one minuts.

Have you used the librery's information
service before — the one you're using
now? Nl

[27) Yee [ '] to [ .] Domn't know

Have you used any other service of
this librery system? N2l

['-] Yas [/ ] No [ /] Dom't know
IF YES: M= 0T

[: ) Was 1t vithin past 3
nonths?

[%7] Was 4t within past year?

[ ] Was it longer ego? (Or
don't remember)

liow did you learn of the librery’'s
information service? ., -

v

] Friend, neighbor, relative
] Librery etaff

] Referred by an agency

] Radio

] Telavieion

] Newspi-yer

] Other

Have you asked your question in any
other places before coming to the
librery? (You don't heave to name
thes.) e A I

[ ] Yes [ ] No

1'll resd some age groupe. Just stop
o8 when you heer yours. [Interviewer:

Omit obviously wrong groupe vhen possible.]

-n 1

e -] 13-19 -
b~ ] 20-35
e[ ] 36=45
d[- ] 46-64
s[ -] 65 or over
]

{

1'1l rsad some groupe based om
years of educetion completed. Just
tell o when you hear yours.

]

Declined to etete

] College graduate
] Some college
c( .~] High school graduate
] Soma high school
] 8th grade or lsee
] Declined to stete

Survey results,
Baltimore Countv.

VIII

7. In vhich of thees groupe
did your total family income,
from all sources, fell last
yeer == before taxes, thet is?
1'11 resd the groupe.
-t

e(/7] Up to $3,000
b{ *] $8.000 to 514,000
c{~-] $14,000 to $20,000
d(. 1 520,000 co $26,000
e(- ] Above $26,000
['7) baclined to state/don't know

Thst'e all the queetions. Thank
you very much for your halp.

INTERVIEWER TO FILL OUl REMAINDER:

8. Sex of petron -7

[7°) Male [. ] Female
9. ‘liode of inquiry -, -,
[57) Telephome [+'] vieit

10. Topic of quaetion (check all
thet apply) ., - L

] Mouey mattere

. ] Coneumar iseuss

] Housing/hshld. maint.

] Health

] Job~raleted iseues

1] Traneportetion

7] Education

] Neighborhood iaw':ee

] Recreetion, spirte

} Tamily relzciome

] Crine & safety

] Legal matters

] child cers

] Other

= s s Py 7 s P Py Py gy gy Py Py ey

’

1l. Diepoeition of quastion (All that apply)

[7'] lnformation wves givsn

[ ] Information was given
after interviev tc nrobe
underlying need

[ ‘] Librerian contected e
reecurce on petron's
behalf

[/ ] Other (Specify)

12. Was question ansvered (or
refsrral mede) from & rseource
fils crseted by the library?

’

(L] Yee [:] No

F-s
. 7




Day of the Week: n=211

Sun Thurs

Mon Fri

_2 z
4 s

Tues 24 sat 1
_El

Wed

Tyrology of Education and Income: n=182

Low educ, low income _7

Low educ, hi income 10

Hi educ, low income 20

Hi educ, hi income 63

Exhibit VIII-F. Survey resuits, Baltimore County (cont.).
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Prominent findings include.
. Few I&R calls come from agencies

. About 2/3 of the I&R clients have used '"thi- service"
before. (In the case of a fully integratea service,
sach as BCPY  , it is more than usually difficult to
know what the client means by ''this service." I&R,
reference, general information-giving, talking with
a professionai librarian, etc.)

. The vast majority of I&R clients have used other library
services before, and over 90% could be considered 'regular"
users (lsst use within the past year)

. The mzcdia play a ralatively small role in publicizing I&R

. In ..arninz of the I&R service, 'other' accounted for 342
of the response ind included such things as flyers and signs,
the assumption that the library provided such a service, a
comment by a teacher, and prior contact with the library

. Slightly over 30% of the clients have posed their queries
at other places before coming to the library

. The plurality r. the clients is in the 20-35 age group
. Over 60%Z have at least some collage education

. Family income is fairly evenly distributed among the cate-
zories, with two modes in the $14,000-$20,300 and the Above
326,000 ¢ 2gories

. The proportion of phone queries -- 5.5 -- is subtstantially
less taan for the other si:es, ex:ept San Mateo

. Simp.e Information-Giving was jprovided in the grezt majority
of cases. The staff contacted a resource in about 8% of .he
cases ~-- more than at any other site except San llateo

. Tn about 2/3 of the cases, the "AID' file was used in re-
spondirg to tne client

The crosstabulations performed for other sites were performed for BCPL.
Those that generated corrected chi-square of better thaa .05 significance
were examined. The meaningful crosstasbulations for BECPL include:

. Staff tend to provide Simple Information-Civirg most of
the time, “ut are more likely to respond in a different
way -- couplex information-giving or referral -- from 1l1-12 a.m.,
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and 4-6 aad 7-9 p.m.

. Clients falling into the middle income bra:ket,
$14, 000- $20,700, are less likely to have used the
service before

. People asking sports-related queries are less likely
to have usea the service before

. The men asking I&R queries are more likely than
the women to be college graduates

. Men are more likely than women to visit rather than
phone the library with an I&R query

. Men are more likely to ask job-related queries

. Consumer queries are more likely to be phoned in
rather than brought in

. Clients who visic the library are more likely to get
a response other than simple information-giving --
usually complex inf rmation-giving

. Money matters predominate among the 13-45 age groupg
and fall off considerably after that

. People with consumer-related concerns are more likely
to have learned about tne service from friends, neigh-
bors and relatives than from other souices

There are two instances where the study variables associate significantly
with the "typology" of education-plus-income that was composcd out of the
education level and family income variables.

. People in the high education-low income and high
education-high income categories tend to have used
other library services prior to using I&R
. People falling into the low-education-low income
category are more likely tha~ others to have posed
their query at another place before turning to the library

STAFF ASSESSMENT

The staff felt that the public's image of the library as a ''Look warejouse'
has been and still is changing. Peopie are ceeing the lib:rary as an obvious
place to get information which is not necessarily book-bound. With the
library becoming more visible to the public, the library has become more
receptive to public needs.

On the whole, resource agencies feel that the library i. an appropriate
place for I&R. ‘

The Clearinghouse staff, being in a position to receive feedback from

the county goverament, stated that the library's relation with the county
government has always been very positive. The County has always been
svoportive of the library and is also supportive of its information services.
Lne greater visibilicy of the library due to its expanded information services

-“ e

o
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can be seen in the fact that county government employees call the
library for information and feel comfortable doing it.

Staff opinion was that weakness in answering I&R queries is due

to staff time. The branch staff stated that they do not always

have enough time to answer a query fully or provide 'true referral."
Many staff members also expressed a need for refresher workshops in
I&R. The Clearinghouse staff mentioned a need for on-line

capability to produce mini-directories in order to disseminate in-
formation more widely. While the staff as a whole felt that more
publicity would bring in more usiness, the administration stated that
a saturation policy effort equivalent to the 1975 campaign would generate
requests in numbers that could not be handled by the existing phone
equipment or staff; for the publicity would probably generate not just
I&R queries, but requests ror all libraiy services, as happened in the
1975 campaign.

All told, the staff felt very good about how I&R is operating in Baltimore
County. Support seems to come from all levels -- from the top and middle
levels of managment -- and the public are accustomed to the service and
would likely miss it if it were to van. a.
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CHAPTZIR IX
SAN !ATEO COUNTY

A. THC SITE

THE COUNTY

San Mateo County is located south of San Francisco on the penisula

between San Francisco Bay and che Pacific Ocean. Wwirhin its 454 hilly

and verdant square miles are 19 incorporated cities. The estimated

population in 1979 was 582,000 people, 38% of whom lived in urban areas.

In 1980, 11% of the population were projectnd to be 65 years old and above;

33% were projected to be under 24 years. About half of the population is

in the labor force. Fourteen percent of them are in manufacturing; 27%

in the wholesale and retaif trades; and about 13%Z in local and federal govern-
ment. The median family income in 1970 was $13,222, compared with a national
median of $9,596. At that time, 39% of the families had incomes above $15,000.

THE LIBRARIES OF SAN MATEQ COUNTY

In San Mateo County there are eight autonomous libraries, with a total of 31
outlets. The largest library 1is the San Mateo County Library (SMCL) with 13
outlets (central library and 12 branches) and two bookmobile routes. The
smallest is a singla~outlet library serving 4,000 people.

The governing body of SMCL is the County Board of Supervisors who serve as

the Library's trustees. The service area of SMCL includes about one-half

of the county's population. In fiscal year 1978 the library's operating budget
was £3.5 million. Outlets were open a total of 752 hours per week, and cir-
culation was 1.4 million a year. However, the June 1978 passage of Proposition
13 and the concomitant reduction of real estate taxes across the state greatly
reduced the library's ability to provide services, despite special "bail-out"
funds distributed to local governments by the state. The fiscal year 1979
budget was uecreased by $1.4 million. Consequently, hours were decreased by 4%
(two branches were closed), and zirculati.. dropped 31%.

Ir. 1970, the eight autonomous libraries in San Mateo County formed a coopera-
tive naamed the Penisula Library System. PLS provides access to collections and
ser7ices of all member libraries for the citizens of each community in San Mateo
County. Also, tiirough PLS, the member libraries have access to:

. the Cooperative Information Network based at
Stanford University, which provides access to
academic, business, public and technical libraries
in San !Mateo, Santa Clara, Monterey and Santa Cruz
Counties

. the Bay Area Reference Center at the San Framcis:o
Public Library

. the Califomia State Library

. and other interlibrary loan sources through the PLS
interlibrary lcan center.
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The circled letters above reprasent the autonomous libraries of San llateo
County, one of which is the San !lateo County Library. All are bound

together voluntarily in the cooperative organization, the Peninsula
Library System.

The focus for tnis chapter will be San :fateo County Library. Ccther
library organizaiions -- especially the other autonomous libraries :in
tae County dna tne Peninsula Library System -- will be referred to as
they arise in the context of SiCL and the Community Information Project.




B. ORIGINS OF I&R

In the early 1970s many organizations in San llateo County became aware

of the need for information and referral for the citizenry. The resulting
proliferation of I&R services, hotlines and directories produced by various
organizations and agencies, rather than solving the I&R problem, compoundad

it, increasing the average citizen's confusion in trying to use the community's
resources. Information Consortium (ICON), a group of social workers, librariams,
probation officers and educators interested in I&R programs began working toward
a single automated community information file for San Mateo County. Because of
the volunteer basis of ICON and the extensive work required for the davelopmeat
of a file, the group's goal was never fully realized However, the application
for LSCA funding grew out of ICON's efforts.

About the same time, the coordinator of young adult services of SMCL began
accumulating a 3x5 card file of community services. The file was oriented to
serve the general public -- that is, no sSpecial group -- and it was made available
in every branch.

In 1972-73, the Peninsula Library System received LSCA funds for a reference
demons tration project to compile a directory of people and organizations willing
to give help or information. This directory, called "Inforama," has its be-
ginnings in the 3x5 file started by the coordinat.: of young adult services of
SHCL.2 For the first compiliatica of the Inforama file -- in 5x8 'ooseleaf
format -- PLS contracted with an information specialist. Thereafter the file
was maintained as a joint effort of all libraries in PLS, through the Inforama
Committee. The Inforama effort continues today.

In 1974, PLS. viewing the librarians in the County as a ready talent for or-
ganizing, manzging and disseminating community information, applied for and

was awarded LSCA funds for a two-year I&R demonstration project. From the out-
set this project, called the Community Information Project (CIP), was to be a
computerized file v:ilizing the Stanford Public Informatioi Retrieval System
(SPIRES) and accessed by teletype machines already in place im 18 libraries
throughout PLS. The use of SPIRES allows CIP to.have a centrally maintained
file and decentralized delivery of I&R service.

Tne Community Information Project, working out of the CIP office, began

collecting information om resources to include in the file in the summer 1975.

In order to avoid an overlap with "Inforama," emphasis was placed cn human
services resources. Half-day workshops were nheld in the autum for all librariams
in the Peninsula Library System. The purpose of these workshops was to explain
CIP and to give instruction on interviewing techniques and searching tne CIP file.
The Director of CIP also visited all library outlets with taletype machines and
instructed the reference and clerical staff in using them to access CIP. Addi-
tionally. an effort was made to introduce CIP to all new staff joining

merber lioraries.

The Resource Sta’f of the San !lateo County Department of Public Health and Welfare
were involved with the Community Information Project from its inception. Their
mandate is to [rovide information and consultation to staff of the Department

of Public Health and Welfare and other non-profit agencies about the human services
system in the County.

AU
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The Resource Staff were members of the Information Consortium. They also
served in an intormal advisory capacity to the CIP Director and assisted
her in presenting CIP workshops to librarians. Thus, by virtue of formal
and informal personnel concacts and because the automated CIP file could
help the Resource Staff provide community information, the Community Infor-
mation Project and the Resource Staff came to work together on I&R. In 1976

the Resource Staff obtained a portable computer terminal and began using the
CIP file.
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C. I&R SERVICE CONCEPT

The target of the Community Information Project (CIP) has ' .en and con-

tinues to be the entire population of San (fateo County. However, two
subgroups for whom the service would be especially useful were identified

as special targets at the outset. These wvere the economically and socially
disadvantaged, and those people who work for the city and county governments
anu social service agencies. It was therefore decided to focus the service

on helping (1) professionals and volunteers and (2) all people with human
service needs, with the realization that the economically disadvantaged would
be major beneficiaries. Initially, the CIP file was to be accessed by all
Peninsula L brary System outlets that had teletypewriters. At that time the
Resource Staff of the County’'s Department of Public Health and Welfare Social
Service Division, together with the County's Senior Adult I&R Coordinator,
were maintaining a manual file of human service providers. Moreover, the
Resource Staff were actually providing information and consultation about
fluman services to professionals and volunteers, but not to the public. During
1975-76, the Resource Staff and CIP Staff began to combine their files and
develop a cooperative working agreement. 5 The benefits of this joint effort were:

. to make more effective use of the limited staffs
of CIP, Resource Staff and Senior Adult I&R Coordinator
. to increase use of the CIP file
. to make available from all three offices computer
listings and descriptions of needed resources.

The service objectives of the Community Information Project, as viewed by
the Project staff, are currently to maintain the file and provide information
from it to she Resource Staff, agencies and the public. While CIP service is

available to the public through the libraries, it is viewed by its managers
primarily as a support service to agencies that provide I&R to the public.

For direct access to the CIP file, the San !lateo County Library has tele-
typewriters in “:ine of its 12 hranches and at the central branch. Any searches
done through *.e teletypewriters incur a charge to the library for connect time.
liowever, the librarian has the choice of directing the client to the CIP oifice

or making a call to CIP on the clien:'s behalf. There is no charge to the library
for this indirect service. Branches without t2letypewrietrs may direct patrons

to S'ICL central branch, to another branch with a teletypewriter, or to the CIP
office.

In general, the staff consider S:ICL's I&R service to be predominantly "I"

and very little "R." The library's brand of ISR is seen as an apprcach to
providing information -- as is reference service -- vhile the files are viewed
as tools that increase a librarian's ability to do so. In addition to the
Community Information Project filc and Inforama, outlets of SMCL use locally-
created files to ansver questions. Also, in manv areas of San ifateo County, the
Department of Public Health and Welfare has Resource Ceni.rs that serve as a
decentralized system of local I&R cutlets. The centers, the Resource Staff of




DPH&W and the CIP office (indirectly through helping professionals ar.
vo_unteers) are viewed by the librarians as places where a client might
receive information about a problem and also the necessary help to solve
the problem. It is predictable that the library stafi might not view
tne Library as the place to do "R." Although the transaction survey
indicated that librarians contacted an outside resource on behalf of
the client in 10% of the cases, it 1is not known how many of such con-
tacts were to the Resource Staff or local Resource Centers. (These two
entities were considered to be outside the library; the use of the CIP
file or the CIP office, or steerings to the central branch for possible
CIP service was considered to be "use of CIP" in our survey.)

In June 1978, Proposition 13, an amendment to the California Constitution

to limit real property taxes and to limit the legislature's ability to
increase revenue through State taxes, was approved by voters, to take effect
on July 1, 1978. This amendment's impact on revenue to libraries is best
illustrated by the 48% decrease in hours open in SMCL branches in fiscal
year 1979. This effect, with other effects both known and unknown, greatly
depressed the morale of Library staff and quenched their disposition to
long-range planning. Since "Prop 13" staff seems to feel that concentrating
on anything other than staying open and providing basic library services

has a very low priority. While all services would be affected by this ccn-
cen, it may be that a new and potentially revolutionary service such as

I&R would be affected all the more.
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D. THE RESOURCE FILE

One full-time librarian worked for eight months, from December 1974

through August 1975, on initial CIP file development -- gathering in-
formation and working with Stanford University to set up the computerized
file structure. About 130 entries were in the file as of September 1975.
Sinc~ then, additional staff have joined CIP to help with building and
maintaining the file. At present it contains about 1350 entries, including
the following types of resources:

. government services

. service agencies

. political and civic organizations

. other non-profit organizations

. for-piofit organizations, if not available in the
non-profit sector (for example, low—-cost divorce,
counselling)

The information for each entry in the file includes ths following, when possible:

. name, addc¢2ss and phone number of resource agency
. description of services or activities

. name and title of perscn to contact

. name of person in charge

. source of financial support

. hours of service

. geographic area served

. eligibility requirements, including fees
. availability of public transportation

. methods of cbtaining services

. speakers available

. language spoken other than English

. use of volunteers

. key ords

Information for rew resources to be added to the file is collected tirough

4 telephone interview with a potential resource. The file can te accessed
through a terminal by resource agency name, city name, area served ('entire
county" or city or neighborhood name), language spoken other than English,
and keyword. The keywords used are controlled through a list of synonyms.
There is no limit to the number of keywords an entry can have. Currently
underway is a project to provide access to the file via a recently developed
liuman Services Classification System that has been mandated by the State.
This taxonomy will augment the keywords, providing access to resources through
poth general ("mental Lealth services') and specific (''grief counselling for
the recently widowed') approaches.

An entry from the file can be printed in five formats: shert format, "English"
(the full information), agency name, and funding and mailing labels. See
Exibits A,B,C,D. Also available is an "English 2" format which consists of
the English format excludine keywords. A copy of the file in the short format
is used by the Resource Staff as a quick reference for telephone numbers and
addresses.

[N Y
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Aruitoxt provided by Eic:

Example of output in Short Format:

PENINSULA LIBRARY SYSTEM

(1o0008)

COMPUTERIZED COMMUNITY INFORMATION PROJECT (C.I.P.)

274 W. 20TH AVE.
SAN MATEO

PHONE(S)
573-2061

PERSON IN CHARGE

Juuc3

HOURS
MONDAY~FRIDAY, 8 AN - 5 PM

TITLE
PROJECT DIRECTOR

Example ={ output in Mail Formac:

Ca¥ BE PRINTED DIRECTLY ONTO GUMMED LABELS

PENINSULA LIBRARY SYSTEM

CSAPUTERIZEU COMMUNITY INFORMATIGN

274 A. 20TH AVE.
3AN 4ATEQ

Exhibit I-A. Short Foraat and MAIL Format.

94493

San ateo County.
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Aruitoxt provided by Eic:

Example of output in English Format:

PERSON IN CHARGE

SOURCE OF FUNDS
COUNTY GENERAL REVENUE CHARING,

PENINSULA LIBRARY SYSTEN (10008)
COMPUTERIZED COMMUNITY INFORMATION PROJECT (C.I.P )
274 W. 20TH AVE.
SAN MATEO 4403
PHONE(S) HOURS
573-2061 MONDAY-FRIDAY, 8 AN - 5 PM

TITLE
PROJECT DIRECTOR

FEES
NONE

PENINSULA LIBRARY SYSTEM., AREA
AGENCY ON AGING

AREA SERVED

ENTIRE COUNTY

PERSON TO CONTACT

DATE ADDED DATE UPDATED
0us06/,78 01,01/80
SERVICES

HAS DEVELOPED A COMPUTERIZED FILE OF INFORMATION ABOUT HUMAN
SERVICES WHICH ARE AVAILABLE TO SAN MATEO COUNTY RESIDENTS. THE
INFORMATION IS AVAILABLE TO THE GENERAL PUBLIC DURING ALL HOURS
FRoM 18 LIBRARIES THROUGHOUT THE COUNTY. (THE LIBRARIES ARE
DESCRIBED SZPARATELY IN THIS FILE.) EACH TIME A REQUEST IS
RECEI"®D, A REFERENCE LIBRARIAN SEARCHES THE FILE OF MORE THAN
1200 SERVICES TO RETRIEVE ONLY THE MOST APPROPRIATE SERVICES.

HUMAN SERVICE PROFESSIONALS, PARA PROFESSIONALS AND VOLUNTEERS
WHO NEED RESOURCE INFORMATION TO RESPOND TO THEIR CLIENTS' NEEDS
CR TO OBTAIN AN EXTENSIVE LISTING FOR INVENTORY OR PLANNING
PURPOSES MAY CALL THE PROJECT OFFICE OR THE RESOURCE STAFF (F
THE DEPARTHMENT OF PUBLIC HEALTH AND WELFARE SOCIAL SERVICE
DIVISION. ARRANGEMENTS TO OBTAIN SPECIAL PRINTOUTS OF A
PARTICULAR TYPE OF SERVICE OR OF AGENCIES SERVING A GIVEN AREA
MAY BE MADE WITH THE PROJECT STAFF OR THE RESOURCE STAFF.

RESOURCES LISTED IN THE FILE ENCOMPASS ALL OF THE HUMAN
SERVICES, INCLUDING BUT NOT LIMITED TO: LEGAL AID, SENICR
CITIZEK CLUBS, ALCOHOL ABUSE PROGRAMS, CONSUMER PROTECTION,
FAMILY COUNSELING, AND RESIDENTIAL CARE FACILITIES. AGENCIES
INCLUDED ARE PRIMARILY [UBLIC AND PRIVATE/NON-PROFIT. THE FILE
IS CONSTANTLY GROWING AND IS EXPECTED EVENTUALLY TO INCLUDE 1500
SERVICES. SUGGESTIONS FOR ADDING NEW SERVICES TO THE FILE ARE
ALWAYS WELCOMNE.

Lxhibit IX-B. '"Lnglish Format.' San !lateo Count:.
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SEYWORDS

INFORMATION, REFERRAL, COMPUTER, COMPUTERIZED, FILE, COMMUNITY,
RESOURCE. HUMAN, SERVICE. INVENTORY, SOCIAL. DIRECTORY,

NON-PROFIT, ._.ST, PUBLIC, DEVELOPMENTAL, DISABILITY. DISABLED.
DEVELOPMENTALLY

Q BRI
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txample of output in Agency Format:
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Exiiibit Ii-D. Agency Format. San ilateo County.
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txample of output in Agency Format:
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xidbit Ii-D. Agency Format. San llateo County.

IX - 12

)

)

| SN
ot
}

BEST COPY AVAILABLE

ERI!

Aruitoxt provided by Eic:




A grant from the San Mateo Foundation has recently enabled the CIP office

to publish a directory which contains about one half of the entries in

the file. Resources for _he directory were selected on the basis of their
being located in and serving San Mateo County. Resources based outside

the County were included if their services were the only such available

in the County. The publication, The Directory of Human Services for San
Mateo County, 1980, is available for $16 to professionals in human services
occupations; it is not available to the public. It is hoped that it will

be eventually self-supporting through sales. Each entry in the file is up-
dated twice a year or as the need arises. The record of each entry is re-
trieved in a special update format and mailed to the agency for modification.
See Exhibit IX-E. The response rate for returned update forms is approximately
90-95%; non-respondents are pursued by telephone.

The project staff consider the subject scope of the file to be very good. Its
currency is also felt to be very high in normal times; but during work on the
Directory updating has lagged. The information on each resource, staff say,
is complete, within the limits that the computer programming allows. However,
the lack of any type of back-up file (brochures, pamphlets, newsletters, etc.)
does not allow the CIP staff to augment the information held by the computer
for a given client. While the keyword indexing of the file was thought to

be good, the addition of access via the Human Services Classification System
was seen as an appreciable improvement. In terms of format, the arrangement
and physical format of the file -- on-line -- were considered excellent.

Librarians in seven of the 12 branches in SIICL were interviewed. Each branch
has developed its own file of local community information in addition to
"Inforama" anc the CIP file. The local files were affectionately referred to
as 'Shoe box," "resource," "information,' or "query'" files. While they vary

in size, content and depth of information, they all contain local information
found to be helpful to patrons. In actuality, these files are of the type that
many librarians, especially reference librarians, have always maintained.

In relative terms of population served, three of the seven branches could be
categorized as large, two as medium-sized and three as small. The three small
branches do not have teletypewriters and would refer any human services question
to SuICL central branch. However, each of the three has its own local infecrmation
file. The files of these taree libraries usually contain [ewer than 100 entries;
they may be on cards or looselear sheets in a folder. Entries may be listings
of churches, government offices, courses, unique for-profit organizations, as
well as ready reference information. See Exhibit IX-F.

One of the medium-sized libraries has an information file that contains I&R and
query information. For example, under "autism" are listed both a service agency
and books with related information; and the file also holds answers to such
questions as ''How do I make apple cider?" This same library alsc has a folder

of community services. Arranged by subject, the folder contains brochures, news-
letters and other ephemera related to community resources and activities.

The large branches have rather extensive information files; one contains 1800
entires. The staff at the two largest libraries estimate there to be about

10% overlap among local files, CIP and Inforama, with the overlap occurring cn
resources of local importance. The teletype machine by which most SMCL libraries
gain direct access to the CIP file is out of the public area, requires time to

10 -
LJu
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Aruitoxt provided by Eic:

PENINSULA LIBRARY SYSTEM 1case)
COMMUNITY INFORMATION PROJECT (C.I.P.)
274 W. 20TH AVE.

PERSON IN CHARGE
CAROL YAMAMOTO

SOURCE OF FUNDS
COUNTY GENERAL REVENUS SHARING,
PENINSULA LIBRARY SYSTEM, AREA
AGENCY ON AGING

FOREIGN LANGUAGES SPOKEN

AREA SERVED
ENTIRE COUNTY

PERSON TO CONTACT
CAROL YAMAMOTO OR JACKIE
TRABICH

DATE ADDED
04706778

SERVICES

SAN MATEO 4403
PHONE(S) HOURS
373-2061 MONDAY-FRIDAY. 8 All - 5 =I

TITLE
PROJECT DIRECTOR

FEES
NONE

HOURS SPOKEN

TRANSPORTATION
SAMTRANS Lus stops uithin
blocks.

DATE UPDATED
01/01/80

HAS DEVELOPED A COMPUTERIZED FILE OF INFORMATION A30UT HUMAN
SERVTCES WHICH ARE AVAILABLE TO SAN MATEO COUNTY RESIJENTS. THE
INFORMATION 1S AVAILABLE TO THF GENERAL PUBLIC IJURING ALL HOURS
FROM 18 LIBRARIES THROUGHOUT THE COUNTY. (THE LIBRARIES ARE
DESCRIPED SEPARATELY IN THIS FILE.) EACH TIME A REQUEST IS
RECEIVED, A REFEREZNCE LIBRARIAN SEARCHES THE FILE OF MORZ THAXN
1200 SERVICES TO RETRIEVE ONLY THE MOST APPROPRIATE SZRVICES.

HUMAN SERVICE PROFESSIONALS, PARA

PUOFESSIONALS AND VOLUNTEERZS

WHO NFEED RESOURCE INFORMATION TO RESFOND TO THEIR CLIZNTS' NEZDS
OR TO OBTAIN AN EXTEMSIVE LISTING FOR INVENTORY O™ PLANNING
PURPOSES MAY CALL THE PROJECT OFFICE CR THE REZSOURCE STAFF CF
THE DEPARTMENT OF PUBLIC HEALTH AND WELTAREZ 3SO0CIAL 3ERVICZ

DIVISION. ARRANGEMENTS TO OBTAIN SPECIAL PRINTOUTS OF A
PARTICULAR TYPE OF SERVICZ OR OF AGENCIZS SERVING A GIVEN AREA
MAY BE MADE WITH THE PROJECT STAFF OR THE RETOURCEI STAFT.

RSSOURCES LISTED IN THE FILE ENCOMPASS ALL OF [HI HUMAN
SSAVICES, INCLUDING BUT NOT NLIMITED TO: LZGAL AID. SENICR
CITIZEN CLUBS, ALCOHOL ABUSE PROGRAMS. CONSUMER PRITECTION,
FAMILY COUNSELING, AND RESIDENTIAL CARE FACILITISS. AGENCIES
INCLUDED ARE PRIMARILY PUBLIC AND PRIVATE/NON-PROFIT. THE FILE
IS CONSTANTLY GROWING AND IS IXPECTZD EIVENTUALLY TO IMCLUDE 1501
SERVICES. SUGGESTIONS FOP ADDING NEW SE3IVICES TO THE FILE ARE
ALWAYS JELCOME. *

Please =23d any additional information which 15 not included :n our
printout for your program. espec:ally :n the fol'oulng araas

E I I3 Yot -
Xnibit IX-E, Example of OQutput in Update Format. San HMateo County.
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Aruitoxt provided by Eic:

Additional eligibility raquirements

Special application procedures

Program caseload

I3 there usually a waiting list?® 1f so, how long?

Counseling or support groups., membarship meet:ings, or
regularly scheduled public meetings: open to xhom, when, where?

Can you provide services to homebound?

Is your location accaeassible to the physically handicapped”

Staffing, 1i1ncluding voluntaers

Target populations servad

Do you have a newslatter?

If you are a county agency, what 1s your zony number?

pond
-
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ALCOHOLISM

!
|
ALCHOLICS PROGRAMX  365-8787, 1C0 Santa Rosa Ave, i
pac. treatment center for alcoholics and their
families. july 1974= joint funding. noneprofit
corporation, Pyramid Alternatives, chaired by Youth
Scrvice 2urcau, includine Sid Lorvan on Board.funding
approved by three county acencies plus Bo.rd of Supa
Offers counseling twice a week. Fees on sliding
' scale. hours: 2-10pm, tucs-friday, late aft and
early eve sat and sunday. Ann Golder in charge
assisted by Pat Little and Larry Bartlett,
funded for 1 year (county grant of $67,000,(believe
that is Sederal, plus .~ 318,000 from couny)
cover from 0.C, to I8

vor e vy

|

ALCOH™LISH

Alanon agroup (for the friends and relatfives of
alcoholics) mrets cvery friday from 3:30 « 10pm at the !

foly Cross Lutheran Church, 1165 Seville drive.
no fees or dues. L

2/77 i

DENTISTS
Toll-free referrals to dentists who work evenings

& weekends: 800=T72-2525
10/79

Exhibit IX-F. Examples from Local Information Files, San Mateo.




CRYCNICS

Bay Lrea Cryonics Inc.
123 Bay Place, Oakland 94607
763-€647

Freezes bodies indefinitely. Cost: about $50,000.
Available to public. Arrangements must he made
in advence of death. Will also freeze brain omly,
® if desired, cost of wnich varies.
10/79

JOB TRAINTIG

San Mateo Training & Employment Center
800 S, Claremont, San Mateo 94402
348-5373

Provides training for variety of jots. Trainees can
receive $348.00 per month (tex free) cduring classrooa
training, or at least $4.C0/hr for on-the-job training.
Jobs include machinist, laniscaper, printer, office
machine repair, electronics, solar tecknician, nore,

10/79

IMMIGRATION

Internaticnal Institute
6794 Yission St
Laly City

992-1613, M~F 8-5

Provices help for any need cspecifically related to
irmigreticn, wWorks with immigrants from all over

the world. Provices immigr:zticn counseling, assistance
with forms and regulations, referral to languege &
citizenship classes, more. .

10/76

Exhibit IX-F. Examples from Local Information Files, San Mateo (cont.).
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log on and is noisy. All of the staff in libraries with teletypewriters
identified the same problems in using the machine, but nonetheless ex-
pressed broad satisfaction with ae format of the CIP file. One person
stated that if the machine were in the public area, librarians would use
it -- even given the noise -- because the results were always good.

O ‘ IX - 17 2

L\
(_'/




E. SERVICE DELIVERY

Staff in the branches of SMCL claim that the local information files

are more responsive to the needs of their clients than are CIP and
Inforama. This feeling seems to be verified by the proportional use

of the files: 92% of all I&R-type queries are answered from the local
information file, according to the transaction survey. CIP and Inforama,
of course, are used to some extent, as are published directories such as
the Yellow Pages and federal and local government directories. Data
from the transaction survey indicate that the CIP file or the CIP office

e

staff are used to answer queries 5% of the time.

In addition to using CIP directly, the library staff may direct clients to
local Resource Centers which, in turn, may use the CIP file v office staff
to answer queries. Thare are no data to indicate how o.ten librarians refer
clients to these local Resource Centers or how often the Centers use CIP.
Further, there are no data un the indirect uses of CIP by other service
centers and I&R outlets in the County (estimated by the CIP Director to
total about 100).

The relaticnship between the CIP and the various organizations that use
it is illustrated in Exhibit IX~G. Solid lines link chose organizations
that have direct access to the CIP computerized file.

The CIP staff and the Resource staff began a monthly I&R forum in 1978.

Included in these meetings are any agencies that provide I&R as one of their
sarvices or as their only service. The CIP Director views the forum as an
important channel through which members are informed about new agencies and
discuss issues that could affect I4R (for example, funding alternatives.)

It also provides political visibility for CIP and, indirectly, for the libraries.

0
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F. EXTERNAL RELATIONS

At the outsect, a CIP Advisory Committee consisting of the San Mateo
County Librarian, a representative from one independent public library,
and the PLS Reference Coordinator was appointed by the PLS Board. Also
gerving in an advisory capacity to CIP was an Information and Referral
Services Advisory Committee which included severa) representatives of
human services organization. There was no ''grass roots" advisory group.

T - resource agencies in the County have been cooperative in providing

-rmation for the file, as evidenced by the return rate for the "updating"
questionnaires. This cooperation might be expected as a result of the
interorganizational involvement in I&R through the Information Consortium,
the I&R Services Advisory Committee and the current I&R Forum.

Currently there are weekly meetings of the CIP Director, Resource Staff
and Senior Adult ISR Coordinator; the Inforama Committee continues .v meet.

SN
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G. ADMINISTRATION

In general terms, information and referral in the branches of San Mateo
County Library does not have a discreet place on the organization chart.
The provision of I&R-type information is not viewed as distinct from any
other iaformation service, except when use of or referral to CIP is in-
volved. The Community Information Project is a special project of the
Peninsula Library System, a special cooperative organization of eight
autonomous libraries in San Mateo County. In essence, CIP is a special
project of a special project. While it has direct links to the member
libraries, the CIP Director answers only to the Director of PLS. The

staff of CIP consist of a director who has a social service background

and stated government experience, a part-time professional librarian, a
part-time clerk and part-time clerical worker as they are available through
the Comprehensive Education and Training Act. These people perform all of
the support activities necessary to keep CIP operational. Although some

of the CIP ditect service to clients is delivered by the branch and central
branch libraries, and some is provided by the Resource Staff, the bulk of
CIP service comes from the local Resource Centers. Originally all SMCL
staff were to receive orientation and training on the use of CIP; however,
the funding and staffing problems of the past few vears have thwarted these
ambitions. Training of staff at the onset of the Project did occur, as
described in Section B. However, there was a two-year interim in formal
training and only recently has it been resumed as a series of CIP workshops
for staff of all PLS libraries.

COSTS

The original 1974-76 LSCA grant provided for $83,000; a 1976-77 extension
added an additional $30,000. All elements of set-up and the first year's
service ~- staff, equipment, supplies, publicity -- came from these grants.
Funds for CIP for fiscal year 1980 amount to $69,119 and derive primarily
from a County Revenue Sharing contract. Other sources include Title III
of the Older Americans Act and the Peninsula Library System. The Depart-
ment of Public Health and Welfare pays for the computer charges associated
with the Resource Staff.

PUBLICITY

Initial publicity consisted of radio and television public service announce-
ments in Spanish and English, radio and TV spots and ads, brochures to schools
and speaking engagements by the CIP staff. A slide-tape on CIP was also made
available to the public. Within libraries were flyers and signs announcing
CIP. Ongoing publicty has been fundamentally the same. All publicity, with
the exception of media spots in Spanish, have been aimed at the general public.
The most effective form of publicty, according to staff, is the public service
announcements. It is estimated that about $500 per year is spent on current
publicity.




H. I&R IMN THE CONTEXT OF OTHER SERVICES

The staff of SMCL view I&R as being not different from reference, but another

way to provide information to the patron- One staff member stated, "You give
information, not value judgments. You provide a resource and hope it will

help." Inte.estingly, the majority of staff felt that, while ISR is a natural
component of full reference service, the limitations on their time and the
hindrance of using ncisy back-room machinery to tap the CIP file make it semnsible
*o direct clients to the people most skiiled in using the CIP file (the CIP
office staff and the Resource Staff), rather than use CIP directly for the client.

The top management of SMUL feel that I&R has 1 place in public libraries, but
that librarians should not act in a counselliig or advisory capacity. SiCL's
director also stated that Proposition 13 coitinues to have a deleterious effect
on morale and staff time and therefore on tle amount of attention the staff
give to anything other than established services. However, it was also claimed
that morale i: improving and as a result attentium to I&R will also. Currently
I&R ~ould not be considered a high service priority of SMCL, nor a threat to
the dominance of traditional, established services in the Library.

T
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I. EVALUATION

The library keeps a tally of "reference transactions,' consisting of all
information transactions excluding directional ones. In fiscal year 1978,
reference transactions numbered about 157,000; in fiscal year they totalled
about 86,000; and in fiscal year 1980, about 96,000. The decrease seems to

be directly related to the advent of Proposition 13 and subsequent reductions
in hours open and the availability of staff to answer queries. There is no
reason to believe that the need of the client group has diminished during this
period.

The CIP office tallies all searches of the computerized file (including those
done by PLS librarians and other remote searchers), total file records printed
out and total mailing labels printed. For January-February 1979, the statistics
were as follows:

. Searches
CIP and PLS libraries 230
Resource Staff 454
634
. records printed
CIP and PLS libraries 17,374
Resource Staff - 33,455
50,829

. label requests to CIP office 10,377

As the numbers show, relatively few searches (684) account for many rescurce
entries being listed (30,829). Searches tend to result in long lists of
resources rather than a few selected responses.

The Resource Staff, with their own computer terminal -- not teletypewriter --
_transact the majority of business with the file. The need for information

and referral by the San Mateo County citizenry can be seen in the large number
of organizations providing I&R. The need for the CIP office and file is demon-
strated in the fact that the Resource Staff and the Senior Adult I&R Coordinator
(who is mandated to have a file) have designated CIP as their official file.
Furthermore, the 1978-79 County Grand Jury, which annually evaluates County
services recommended (1) that any organization needing in-depth information

on the structure and funding of County Departments contact CIP and (2) that
funding for CIP Le maintained so that its usefulness and effectiveness would
not be reduced.

The staff of the library consider the major weakness in using CIP in the

libraries to be the noisy teletypewriters located in the "backroom' where a
librarian must leave the public area to use it. Lack of training and lack

of experience, jointly and separately, also appear to be barriers to the libraries'
direct use of the CIP file. The SMCL and CIP directors stated that library staff
would profit from training in deciding when to access the CIP file on the client's
behalf and when to direct the client to the CIP office or to the local Resource




Centers. The immediate priority of the Library, however, is to offset

the present and anticipated future impact of Proposition 13 on traditional
services. While I&R is professed to be a library priority, it appears not

to be high on the list of service priorities, nor -- as was pointed out above
-=- is it likely to displace any existing services in S!CL in the near future.

TRANSACTION SURVEY

All I&R clients were interviewed by library staff between mid-March and
mid-June 1980 at all branches of SMCL. Three-~hundred and ninety-three
(393) interviews were completed. The frequencies for the responses to each
question are displayed in Exhibit IX-H. Following are some of the most
striking findings:

. Almost half of the I&R clients claim to learn cf
the I&R service from library staff; relatively few
are referred to the library by an agency; and fewer
than 22 learn of the service through the print or
broadcast media

+ The proportion of men asking I&R queries is higher
in the Peninsula System than at any other site (47%)

» Over half of the I&R inquiries are brought to the library
in person trather than being phoned in

. The staff provide complex information-giving in response
to almost 1/4 of the I&R queries

+ The resource file that each library maintaius on its own
is used in answering 92% of the queries. CIP is used 5%
of the time; Inforama, 2X.

Cross~-tabulations were run on many of the variables of the transaction survey.
The cross-tabulations which proved to be statistically significant at the .05
level or better when subjected to the chi-square test and which contribute

to explaining putterns in the I&R service are presented below:

« A call from an agency is more likely to result in an
actual referral by library staff than is a call from an
unaf fliated citizen

+ The library staff are slightly more likely to use the
CIP file (1) for calls from agencies, as opposed to other
calls, and (2) for queries that have been posed elsewhere
first

. Users who learn of the I&R service from a friend, neighbor
or relative tend to be the less regular uscrs of the library;
those who learn of the service from library staff tend to
be the more frequent users

. There is a tendency with those with lower levels of edu-
cation to learn of the service from a friend, neighbor
or relative. The youngest age group and older people tend
to learn of the service from library staff disproportionally
more than other age groups

. Health queries are more iikely tu come from women; re-
creation and sports from men; and neighborhood, from agencies

. In-person queries are more .ikely to come from younger
people and from those with incomes in the lowest income
group
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Exnibit IX-H.

PURLIC LIRRARY INYORNATION AND REFERRAL PROJICT

We'rs trying to improve our sarvics.

Would

you help us by amswariag s few questions?
We vou't record your came and it should take

caly ona mianute.
Have you used the library's information
ssrvice before - the cas you'rs using
now? - 393
{4C] Yes (<7 lio (<] Dom't know

Have you used aay other servica of
this librery system? 1= 27/

{651 Yes [{3i] Ne [ 4] Dom't know
P YES: A
(4L} Wae it within past 3
noathe?
{23] Vas it withia pest year?

(/0] Yas it lomger age? (Or
dea't remsmber)

liow did you learn of the library'e
information service?

(21} Priend, naighbor, ralativen:- 2./

{+44] Library staif " 3
E 9} Raferred by aa agency w3t

<l Radio -342
* 1] Television o
| + ] Newspapar podut
[22] Gether A 36T

Yave you asked your quastion in aay
ochar placas baefore coming to ths
library? (You dou’'t have to nams
them.) 1 :3us

{24] Yas (7!} NHe

1'11l read some age groups. Just stop
»s vhen youw hesr yours. (Intsrviewer:
Omit obviously wrong groups vhen possibls.]
42374
s(1'] LI-19
b[21 20=35
e{ ;3] J6=4S
d[22] 46~64
s(/~] 63 or aver
[ 2] Declined to stats

1'1l taad some groups based on
years of education complated. Just
tell me vhen you hear yours.
- :37¢

8(33] College graduscs
b2 Soms college
c[2c] High school graduats
d[. 2] Soms high sehool
e[ 5] Sch grade or lass

[ «] Declined to state

Survey results,
San Mateo.
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7.

S3zanch
Deta
Time

Ia vhich of thase groups
did your cotal family income,
from all sources, fall last
year == bafore tames, thst is?
1'1l read the groups.
e 3ud
a(/c] up to $8,000
b(/1] $8,000 to $14,000
e[ /) $14,000 to $20,000
d(:/] $20,000 to $26,000
s[22] Above $26,000
(251 Daclined to sceta/dom't know

That's all the quastions. Thank

you

very such for your help.

ISTERVIEWER TO FILL OUT REMAINDER:

8.

9.

10.

2.

2

Sex of patrom ~/\: 31!
{47] Male (53] Temals

Mode of ingquiry - : 33
(44] Telephene [5%] Visit <17 dcvh 2hecked

Topic of question (chsck all
that epply) o :-343

Mooey mattars
Counsumar {ssuss
Housing/hshld. asint.
Health

Juo=relsted issues
Tramsportation
Lducatioca
Neighborhood Lssuas
Recreatica, sports
Family Talations
Crims & safscy
Legal mactars

Qitld cars

Other

~

LIl ~Na el DE s

Liorlmapin-0 e

P g P gy Py P Py Py P P ey

~

Disposition of question (All that apply)
=28
(94]) laformation vas given t=:
[if] laformacion vas givea
after interviev to probe
underlying need
[ro] Libzarian concacted s
rasource on pstron's
behalf
{ A Ocher (Specify)

das quasticn imswered (or
rafarsal 1ade) froe 332
-~ = -7 o
(4] SR (or ammory af)
{72] Zecal library resourss Iils
(or ammory of)
!_ .LI Ia‘"cu\m

L2 Ceher

JC




Day of the Week: n=393

Sun 9  Thurs _12
Mon 23 Fri _g
Tues 24  Sat 10
Wed 20

Typology of Education and Income: n=276

low educ, low income __5
low educ, hi income _8
hi educ, low income 32
hi educ, hi ‘ncome 33

Exhibit IX-H. Survey results, San Mateo (cont.).




Job-related queries are mosre likely to be pre-

sented in person and by someone in ihe 13-35 age

group

People posing consumer-related queries are more

likely than others to have asked elsewhere first;

they are also more likely to receive a response

other than simple information-giving

Complex information-giving is more likely to be

provided on topics of housing/household maintenance
queries than on other topics

The topic of education is more likely than other

topics (1) to be presented by a younger client, and

(2) to receive a response from the local library's

own home-made resource file

The neighborhood topic is more likely tuan others

to result in a referral by library staff

The youngest and oldest clients tend to ask a greater
proportion of recreation and sports queries than clients
in the middle age groups. This topic also tends to
generate a greater proportion of queries from among
people with eight or fewer years of completed education
Legal queries tend to be posed by people older than

35, and tend not to have been posed elsewhere before, and
tend to receive complex information-giving as a response

When correlated, the Typology and the variables of the study generated few
significant results. The one that seems to help in explaining patterns of

I&R service indicates that people in the Low Education-High Income category,
followed by Low Education-Low Income category, are more likely to receive
referral from the library staff than people in other categories.
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CHAPTER X

CAROLINE COUNTY

A. THE SITE

THE COUNTY

Maryland is a rapidly urbanizing state with 80%
of its population concentrated in either the
Baltimore or Washington areas. It has often
heen called America in Miniature because of

its varied terrain. Its geograpny includes

the Appalachian Mountains and miles of coastal
shorelines. While its economic base includes

a number of federal installatiomns ond heavy
industries, it also contains a significant
number of farms producing crops ranging from
soybeans to tobacco. !laryland's Eastern Shore,
located east of the Chesapeake Bay, is a unique
area of the state. It is bounded on the east

by tha Atlantic Ocean and Delaware, on the south
by Virginia, on the north by Cecil County, and
on the west by the Chesapeake Bay. Consisting
of eight Maryland counties..., the Eastern Shore
contains approx}mately 3,373 square miles of
land and water.

Caroline County is located 61 miles from Baltimore and 75 miles from
washington, D.C. The population is projected to be 23,400 in 1980, with

13% of those over 65 vears old. The income of the average nousenold (1977)
is $11,032 (compared with $18,672 for Maryland and $17,327 for the nation.)
Per capita income is $4,039 ($6,255 state-wide; $5,986 for the U.S.) Forty-
three percent of the households have a disposable income of less than $8,000
(compared with 217 for llaryland and 20% for the nation.) 1t is one of the
poor counties of Maryland. The median years of education in 1970 was 10.2,
well below the laryland median of 12.1 and the U.S. mediamn of 12.0. The
population of the county is predominantly vhite, with a black population of
approximately 20% and .2% "other."

The major employers in Caroline County are the federal, state and local govern-
ments, with an estimated total (1975) of 900 persons employed by all three.

There is no other single large emplover; the majority of people (over 60%)

work in manufacturing, wholesale and retail trades, agriculture and transportation.




THE LIBRARY

The Caroline County Public Library (CCPL), whose Central Library is

located in Denton, was founded in 1961. It is a consolidated library

system, with no autonomous units. There is one branch in Federalsburg

and one bookmobile. The Library has a staff of nine, including two
professional librarians. The Library has 38,586 volumes, 150 periodical
subscriptions and operated on an annual budget of $151,000 in 1978-79.

CCPL is governed by a board of trustees appointed by the County Commissioners.




B. ORIGINS OF I&R

In 1973 the Maryland Department of State Planning conducted the
Multi-Service Center Study to evaluate the delivery of services
by Maryland's state agencies. The results of the study showed
that citizens most needed information about local events and
resources and that they expected this information to be a}ailable
from local public libraries. Influenced by other studies” aealing
with the need for information in rural areas, the Maryland State
Department of Education, Division of Library Development Services,
in 1974 appointed a Specialist in Information and Referral to de-
velop I&R programs in public libraries throughout the state. By
1977, 13 public library systems had developed I&R services.

In 1975 the Division of Library Development and Services received

a U.S. Department of Health, Education and Welfare (HEW) grant, funded
under the Higher Education Act, Title II-B, Library Research and Demon~-
stration, to demonstrate the provision of I&R through public libraries

to residents of a three-county rural area -- Dorchester, Wicomico, Wor-=
cester -- on Maryland's Eastern Shore. Funding for the first year (October
1975 = October 1976) was $61,400. The major amount ($45,300) was spent
on personnel. In the second year (July 1976 - July 1977), when Caroline
County replaced Worcester as a demonstration site, the budget was $66,300.
Again, the major expense ($48,000) was personnel. I&R staff, all natives
of the Eastern Shore, for the first two years, were one project coordi-
nator for all three counties, one secretary, and three communitv aides
(one for each zounty.) The goals for the first year of the project were
as follows:

« Provide access to cultural, educational and recreational
information needed by the citizens of Dorcester, Wicomico
and Worcester counties

+ Train a corps of library staff to provide I&R

. Raise the residents' expectations of the public libraries
information-providing function

. Enable the libraries to determine residents' needs for
information and services through the questions asked of an
I&R service

. Transmit these needs to the appropriate agency or organization

« Provide a model for rural I&R in the United States

In the second year the objectives were to continue and to strengthen the
previous objectives; to expand the resource file to include consumer infor-
mation; and to establish communication and cooperation among the three public
libraries and the state agencies that provide consumer information and services.

The three-county I&R coordinator had a master's degree in libiary science;
the other four employees had no previous library training or experience. A
large part of the initial training was directed to clarifying the library's



function in refarence and readers' advisory services as well as in I&R.
Workshops were held on Adult Readers' Advisory Services, Children's
Services, and Reference Techniques. Emphasis was also placed on the
project staff's integration with and acceptance by the regular library
staff.,

In the second year of the HEW-funded project Caroline County replaced
Wqorcester County. The Community Aide for CCPL had a professiomal library
degree and experiemce at Dorcester and Caroline County libraries. Her
background was judged to preclude formal oriemtation of the gemeral
library staff to I&R and provide for the smooth transitiom of CCPL into
the project.

CCPL began collecting information for its file in November 1976. In
April 1977, one year after the other project libraries, the staff began
using the file to answer ISR queries from the public.

When the three-county grant ended in July 1977, CCPL absorbed the salary

of the community aide (who also became the Head of Reference.) Realizing
that the ISR service could benefit agencies in the county, CCPL applied

to the State for, and received, a Library Services and Comstruction Act,
Title I grant of $23,000 for fiscal year 198C. The purpose of the award

was to enable 'The Extension of Library Information Services to Civic Organi-
zations in Caroline County." The goals were to:

. Develop a clearinghouse for cultural and educational
information related to local organizations

. Extend information services to community agencies and
promote agency referrals to the library

+ Address the information needs of the aging and handicapped
and assist agencies serving these clients with library or
agency programming

. Visit the agribusiness community to promote use of the library's
information services

The LSCA grant provided for an information specialist and a secretary. The
head of reference, the former 'comaunity aide", acted as coordinator for
this last funded era of I&R in Caroline County.




C. I&R SERVICE CONCEPT

The target group for Caroline County under the HEW funding was the
general population. Under the LSCA funding sub-targets have been
identified: the aging, the mentally and physically handicapped, and
agriculture-related organizations -- in addition to the general popu-
lation.

Currently at CCPL ISR is integrated into regular reference work; a copy

of the file is at the reference desk, and the same staff provide both

I&R and reference services. Simple information-giving and ~omplex in-
formation-giving are provided by all staff as a regular service. Some

staff may do referral and advise the client on a strategy to use in
obtaining needed services. Follow-up and advocacy are done informally,

if at all. ("It's a small comgunity; you know when people have been helped.")
Counselling, evaluation of resources, transportation and escort are not pro-
vided. The file is available for use by agencies at no cost, as it is
available tc individuals. On occasion new agencies have used the file to
establish first contacts with relevant groups and organizations in the
community.

Information that is gathered in the process of providing I&R gervice --
such as the range of topics inquired about -- is regularly but informally
transmitted to local officials, planners and human service workers. To
date, the file has not been used by library staff for non-I&R activities,
such as program planning.

One of the major accomplishments under LSCA funding was the establish-

ment of & community calendar in the library. It consists of a laije cork-
board l1isting classes, seminars, trips, shows, organizational meetings,

and special events of interest to residents. The calendar is intended to

be used by agencies and organizations to schedule and publicize their events
and by patrons to find out what is happening locally. The calendar does not
list regular club meetings; these are listed in the I&R file. A back-up file
is raintained for the calendar. This gives additional information about
activities listed on the calendar as well as information about activities
which may not be listed.

Pursuant to gathering informatlon related to agri-business in the County
and agricultural resources at the state and federal level, the library plans
to publish an "Agri-Directory of Caroline County," a pawphlet containing
information on agriculture-related agencies, Ruritan clubs, agriculture-
related businesses and the agricultural information available at the library.

A patron may access the I&R file in person, by telephone, and by mail. There
is no dedicated phone line or three-way phone hook-up for IAR service. However,
during the three-county project, an extra line was added to the then existing
two, and three lines remain to this day. The public may alsc use the file
directly, without assistance. This use of the file is encouraged; however,

TV




assistance is offered in order to keep an accurate account of I&R queries.

I&R is available during all regular hours of the Central Library: 9 to 9

on llondays and Fridays and 9 to 5:30 on other weekdays and Saturdays. However,
the information specialist is available only from 9 to 5, llonday through Friday.
The I&R service is located in the main library in Denton. There is one copy

of the file at the reference desk and one copy in the inZormation specialist's
office. CCPL's one branch in Federalsburg has no copy of the file and refers
any I&R queries to the Central library.




D. THE RESOURCE FILE

Although CCPL joined the three-county project in its second year,

CCPL adopted the first year's objectives, which focussed on collectirg
information for the file. The community aide worked alone from November
13976 through September 1977 to assemble the information. The staff
began using the file to answer ques:ions in April 1977. About that

time the file contained more than 600 resource entries. The aide collected
from the I&R files in the libraries of Talbot, Kent, and Queen Apne's
counties information about services that were available to Caroline
County residents. Also made available were the cards from the Dorcester
and Wicomico county public libraries' ISR files. The Maryland Manual
was used to identify state services and information on these services
was taken from the Manual directly.

The main fi.e is arranged alphabetically by service provider. The
format of the file, 5 x 8 index cards, was patterned after Baltimore
County Public Library's. The subject headings list was alsb drawn
from BCPL. The subject index, also on 5 x 8 cards, is separate from
the resource file. Whereas the index names each resource appropriate
to a particular subject, full information about the resource is found
in the main file. There is a limited amount of cross-referencing in
the main file and index. Currently the resource file contains about
925 entries; the subject index, about 530. Information for the file
is gathered not only from Caroline County but also from Baltimore,
Annapolis and other jurisdictions with services that would be useful
to and usable by Caroline County residents. New resources to be added
to the file are identified through the newspaper and by word of mouth,
as would be expected in a small community. Informatinn is collected
from these resources through in-person interviews for county agencies
and via telephone for agencies outside the county. A resource file card
is used to record the necessary information. A letter and a copy of
the file card are sent to all resources on file once a year, for up-
dating. In the original grant, only the telephone number and the contact
person were checked, by telephone; it was assumed that the rest of the
informarion remained the same. While updates usually are initiated
by the library, often a resource will call to volunteer new information.
Exhibit X-A is an example of a file card and the updating request form.
Reflecting upon the dispersity of residents and services in this rural
area, the director felt that a regional (pan-county) approach to updating
I&R regularly would be appropriate. The kinds of resources included in
the file are:

+ churches

. clubs/associations

. entertainment/recreational organizations and events

. for-profit organizations that are not competetive and
not listed in the phone book

. non-profit organizations (government, service and other)

.« civic organizations

. service agencies




CAROLINE COUNTY PUBLIC LIBRARY
100 MARKET STRETT @ OENTON, MARYLAND 11629

Deaxr Sir:

The Inforration and Referral Service at the Caroline County Publi
Library maintains a file of public and community services and aZtiviti:s
\.rgich gcuh;;noticiul ;o the cﬁgzms of our community. In order to have

cura ormation for our ra atrons, we periodi
information in our files. P ! pericdically update

Enclosed with this letter, you will £ind our file cazl which contains
information about your agency, acti ity, or service. Would you be kind
enough to cross ocut any information n the enclosed card which is outdated
or which is no longer accurate? Please add corrections or new information
to the card in ink and return it to the Caroline County Public Library.

Thank you for your assistance.

Sincerely, .
t&z‘1f Lowreaks

Penny ravish
Information & Referral Specialist

CAROLINE COUNTY COMMITTEE FOR PROMOTION TYPE OF AGENCY/ORGANIZATION:
ot DMPLOYMENT and PROGRAMS for the State

BANDICAP?ED County

c¢/o Carolym G. Shull Corumity

D 3, Box 94 Privats, nop-profic

Denten, Marylsnd 21629
PARTNT ONCANIZATION: Governor's Committee on Ezployrant for the Disabled

PERSON IV CHARGE: Carolym G. Shull TITLE: Chairpersoan
CONTACT PERSQN(S): Same PEONE: 479-0212

SERVICY DESCRIPTION: The purpose of ¢ ls Comittes {s t. {ncrease the avareness of probleas
facing the handicapped and they are available to speak on these problems. The Committee

i¢ active in field Tesesrch om Carcline County's Architectural 3arriers >tudy for the
hendicapped and they have information for businesses on parking signs for the handicapped.
Sraff characteristics: Volunteers _/e 3eeded to serve on the comnittee and ideas are

velcome for the handicapped on & y.hing that averags people do, i.«. food preparatiom,
bomemaking, c¢lothing, ete.

DAYS & HOURS: Mesting held, 2nd Wednaesday
of each month

ELIGIBILITY: nust have interest in helping AREA SERVED: Caroline Councy
handicapped lead a more fulfilling life UPDATE: yearly

OBTAINING SERVICE: Contact above Toterviev 8/30/79

TEES: pone

Exiiibit X-A. Updaie Form. Caroline County.
X-8

2
)
Y




S

Each resource card contains the following information:

Name, address and phone number of the resource

Goal or purpose of resource agency

Description of services or activities

Name and title of person to contact

Name and title of person in charge

Type of service (federal, state, local, private)

Source of financial support

Hours of service

Geographic area served

Eligibility requirements

Physical accessibility of the agency (ramps, parking, public trams-
portation)

Meetings of or sponsored by the agency

Methods of obtaining service

Speakers available

Published materials available

Terms of office and frequency of rotation of officers

Board members

Use of volunteers

Date of last update

Subject neadings and "see also" references

The staff generally see tr= subject scope of the file as very good,
but the information specialist expressed the need for more entries
to be added to the file. The currency of the file was rated to be

as good as it could be considering the time lag involved ii updating.
The depth of information on resources was considered to be very good
except for very large agencies where space congtraints on the card
limited the amount of information. The arrangement of the main file
alphabetically by service provider was rated as quite satisfactory.
The adequacy of access -- the subject index -- was felt to be good,
although one staff member felt that the headings were too broad. The
staff agreed that the physical format of the file, 5 x 8 index cards,
was adequate for their needs.




E. I&R SERVICE DELIVERY

The public access the library's ISR service by telephone or in
person. The person staffing the reference desk is responsible for
handling all queries — both reference and I&R.

In addition to the resource file, the staff uses the following in
answering I&R queries:

« Yellow Pages (CCPL has these for major areas in the U.S.)
. Maryland Manual
. Washington Information Directory (for federal information)
. Legzi Referral File (developed by the Bar Association with
the iibrary's coopera.ion, administered by the library)
Other veference materials which would complement the I&R
file (e.g. Encyclopedia of Associations)

A copy of the card for new entries to the resource file is placed
in a "new card notebook" kept at the reference desk. The staff becomes
familiar with these new entries before they are added to the file.

The staff uses a "refecence card" to record reference and I&R queries.

The staff tend to respond to an I&R query by giving a number of resources
that could provide the nceded information or service. They try to help
the client narrow thz choices to those that past experience has shown

to be most helpful. One staff member stated that we "don't try to tell
the clients all we know, just the information they need." The staff may
also transfer the client to the information specialist if the client wants
more information than is in the file or if the staff member is unsure of
the resocurces the client is seeking.

When CCPL was involved in the three-county project, there were regular
meetings between the project coord.inator and the community aides, in-
dividually and jointly; and the counties involved had access to each
other's resource files. Exchanges of resource information among libraries
in the region in and around Caroline County continue to occur. however,
since the termination of State funding, formal State oversight of the

ISR activities in CCPL has stopped. At the present time there are no
formal links of CCPL I&R activities in other libraries.

X =10




F. EXTERNAL RELATIONS
Under hEW funding, interagency councils of social agencies were
designated as the advisory boards for their respective county
libraries 1In the second year of the project, when Caroline
County joined, its interagency council was inactive; thus there
has never beea a formal citizen involvement in I&R policy.

When the initial file development was completed in Caroline County
and I&R service began (April 1977), the community aide began to

do "drop-ins" -~ regularly scheduled visits to components of the
local informal information networks (firemen, ministers, policemen
etc.) Drop-ins were designed to give the community aide contact
with individuals in the community whom residents tended to use

for informatiorn -- community ''gatekeepers." During these visits

I&R was explained, brochures were left, and arrangements were made
for a follow-up visit. In pursuing the goals for the second project,
1979-1980, the stafi has made contact with several community groups.
For instance, a questionnaire on needed services for the aging and
handicapped was distributed to appropriate agencies and organizations
(see Exhibit X-B); and all agribusinesses in the County were visited
in order to collect information about them and to promote the lilrary's
information gervices.

The project staffs, both those invnlved with the earlier three-county

effort and those working on the second project, seem to have been active

in contacting organizations in the community such as churches, clinics,
banks, businesses and service clubs. The level of outreach activity
appears to have established a spirit of cooperation between. the library
and the resources in Carcline County. Evidence of this goodwilil can be
found in the fact that Caroline County Commissioners designated CCPL
as the information center for Caroline County, while Upper Shore Aging,
Inc. and the Maryland State Office on Aging have designated CCPL as the
official ISR resource for the aging in the County. There are no other
I&R organizations in Caroline County in the sense of espousing I&R as
a goal of the organization.
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The Caroline County Public Library L expansion of servieces Lo the aged - and handicapped - related agencies and
organizations. We need youn help in M‘ﬁug the t..‘m‘uuou seavice and matenial - needs of these prionity seavice grdups.
Please (Ll out this questiommaire and aeturn at gour earliest convenience. Thank you for your cooperation.

Agency Name : Date

—
1. What population of the County does your sgency or orgsniza- § c. Hlor accurate was the information that was given to you
by the library?

tion serve?
2. List 3 subjects gbout which you thisk your clients mneed 8. The following i s liat of library services that exiat nov
information. or could be developed. Plesse check those that would he
useful to yow or your agency.
3. List or include samples of foformational materisis your
group distribates that could become part of the library’s § a. LIBRARY TOURS & ORIENTATION to the library
collection,

. Pasphleta delivered to you on subjecta of intereat to your
clienta

c. Comunity room in the library svailable for meetings or

4. Ara you preaently using the Carolime County Public Library ct
to ssaiat your sgency in program plamning? Yea ___ Mo

d. Adult book talks ou topic of interest to your cliente

Where do you go to find informatioa? Yellow Pages
1ibrary frienda churchea
other

5

. Esay to read books end p-pe'rluch sbout adult problems

6. Would you conaider uaing the library as a service to snswer-

ing your questions, for locating amd referral to other
sgencies, clubs, etc.? Yes ' No

f. Seall collection of library msterisla in the community

g Bi-Folkal Kits,e.x.,”Cray & Groving™, Programs include

7. a. Has the Caroiine County Public Libratry been of suy ser-
films, records, art prints, etc.

vice to you or your sgency in the past? Yes No

h. Selecting and shoving other filaa of intereast to the

b. If so, pleasa atate below vhen snd how, (Do not feel that
sgency clienta

you have to answer thia 1f, in suy cese, you wouid wiah
not to disclose thbis informatfon.

1. Providing information & referral person from the library
to ansver Questions clienta of this sgency may have

The Caroline County Publie Library would Like to be of seavice to you and your clients.
Please catl Jane Maloney at 419-1343,

i)
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G. ADMINISTRATION

STAFF

During the perind of HEW funding, the mechanics of I&R -~ file
development and update -- were separate from the library's other
activities; thereafter they were integrated with regular library
activities. During the first grant period, the community aide

was responsible to the state project coordinator as well as to

the library hierarchy. Thereafter, the community aide became head
of reference at CCPL and spent only part of her time on the file.
She became a regular library employee and was responsible to the
central library management. At the beginning of the second funded
project (July 1979), the project staff reported to the head of
reference who was spending part of her time on ISR overseeing the
project. Currently the library director of CCPL oversees the I&R
activities. Refer to Exhibits X-C and X-D.

Nearly all starf answer I&R questions. Pages, maintenance staff and
paraprofessionals do not. The rest are responsible for direct service;
all back-up is done by desigmated project staff. None of the full-time
project staff has a master's degree in library science. Two part-time
staff members have an MSLS; they each work only about six hours a week.

The Caroline County community aide on the three-county project, later

the project overseer (while still head of reference) for the LSCA grant
resigned in November 197S9. The library director then became overseer

of the project. Moreover, CCPL has had two different information
specialists on the second funded project. Tortunately, all those who
have been involved seem to have been community-oriented people and
mindful of the need for graceful transition from one 'regime" to another.
The changes in staff appear not to have hindered the fulfillment of the
goals of the I&R service.

TRAINING

After the initial file development -- from April 1977 onward -- th~
staff were instructed in the structure and use of the file by the
project coordinator and community aide, in a one-day session. This
was followed by a series of question-and-answer sessions about the
use of the file. I&R training for the project staff included five
major topics:

. Information and referral services as delivered through
a public library

. Organizations to be included in the file and techniques
for interviewing them

. Communication skills

. Use of the file




Library
Director

Head of
Central
Headquarters

—
Remaining
Library
Staff

1
Head of
Reference &
I&R Coordinator

Information
Specialist
(I&R)

I&R Project
Secretary

EXHIBIT X-C. I&R in the Library hierarchy prior to November, 1979,

Caroline County.




Library

Director

(I&R Project

Coordinator)

| |
Head of liead of Information
Central Reference Specialist
Headquarters (vacant) (I&R)
Remaining I&R Project
Library Secretary
Staff

EXHIBIT X-D. 1I&R in the Library hierarchy currently, Caroline County.

X =15 n >
o J



g

. Conducting "drop-ins" -- that is, regularly scheduled
visits to components of the local informal information
network (merchants, firemen, ministers etc.) who are
in daily contact with area residents

An orientation to I&R was provided for the general public staff of
the library, stressing that:

. I&R is a natural extension of reference service
. The staff are already doing I&R on a limited basis,
and a resource file would provide better coverage

Beyond this, the project staff provided individualized instruction

in I&R to those who were interested. Despite attempts to train all

of the public staff, it was clear to everyone from the beginning that
any difficult I&R query would be referred to the community aide. In

the course of interviewing it became obvious to the study team that

most public service staff would welcome additional training in answering
I&R-type queries and in using the subject heading list.

COSTS
(For three-county project funding under HEW, see Section B.)

During the year with the three-county project, CCPL received funding

from HEW for the community aide's salary and in-kind support from
Dorchester County in the form of 1/3 time of a HEW-funded secretary.
Inasauch as preparation for opening day consumed about six months, we

could estimate that at least 1/2 of the vear's cost for these two people --
one aide and 1/3 secretary -- was required for start-up.

The current LSCA funding ($23,000) paid for the information specialist
and a secresary. These people, however, represented only part of the
effort required to keep ISR going. Part of the time of all public
service staff was devoted to providing I&R, as was part of the time

of the library's director in overseeing it. Now, the end of LSCA funding,
the I&R service is funded wholly out of regular revenue sources of the
library.

PUBLICITY

During the three-county effort, "drop-ins" proved to be the most
effective form of publicity. The people contacted during these

visits were most cooperative and enthusiastic about the budding I&R
service. A total of 662 drop-ins were conducted in all counties involved
during the twr years of the project. I&R was featured in newspapers, and
all three counties had regular columns in their local newspapers, CCPL's
column was entitled "Do You Know?" and now is called '‘Have A Question?

Ask the Library." See Exhibit X - E. Also in Caroline County, the newspapers

X =-16




Exhibit X-E.

Have a question?
Ask the

The Caroline County
Public Library - may have
the answer to Yyow
question., Visit or call us
at; 479%-1343 for infocrnation
and local happenungs.

QUESTION: How much .

ars ice skating lessons at
Hog Neck Arena’
ANSWER: The fee for

library

1937 movie,-**Hollywood
Bntel”. This information
was verified In the
Hollywood Musical, by
John Russell Taylor, 1971,
page 12,
QUESTION: What s the
address and phone number
ol the Better Business
Bureaa of San Antonio,

Group Lassons |s $20.00 per Texas!?

student for $ one-half hour
sessions. Private |

cost 36350 for 30 minulas.
Applications for Group
Skating .Lassons are
svailable in the bibrary. A
pew series- of classes
begins January 3, 4, 5, and
&, 15%0. Yo may contact
the arena af: 825644 or
8227070, The Hog Hect
Arena 13 a pew ice skating

rirk located on Route 50 in -

Easton. .

QUESTION: What is the
second line of the sorg,
+*Hooray-for, Hollywood™?

ANSWER: “That screwy
baily-hooey Hollywood™ is
the second Uae of e song,
by Richard X, Whiting and
Johnny Mercer. The song
was first pecformed 1 the

" 'ANSWER:

,wrong. It

Betlar
Businesy Soreayw of Sax

Antonlo, lne., (08 West
Marget Street, Suite Xt
San Antardo, Texas 78208;.
telephone number: (312)-
225-5333. This address,
among .other addresses of
Better Business Bureaus
can be found in the Con-

-sumer Complaint Guide

t979. This 13 a helpful and
mteresting book in our-

.reference collection for-

consumers who need Lo
know what to do and whom,
to comtact when things go-
includes a
directery of consumer—
related lederal agenaes,
and, also, & company,
product, and brand names
directory. :

Newspaper Column, The County Record, January 9, 1980,

X -17
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featured interviews with the commui.ty aide. Television features
and spots have been carried by the two cable stations in the ares.
The one commercial station that covers all three counties has pre-
sented editorials on the new service. Radio spots have been beamed
over all local stations. Presently, CCPL's information specialist
has a daily 10 minute feature om the local radio station to present
and promote community calendar events.

The usual posters, brochures, flyers and telephone stickers were
distributed both inside and outside the library as the service began,
and publicity also came through unusual means: Flyers and brochures
distributed by a hospital, a Welcome Wagon, and a state college;

and mentions of I&R in church bulletins and sermons.

As a result of all the publicity, the library was inundated with
invitations to speak about I&R to various community groups, thus
further publicizing the service. The publicity, per se, and speaking
engagements seemed to generate cooperation among the various community
resources, the public, and the project staff at the libraries.

X - 18
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H. I&R IN THE CONTEXT OF OThLR SERVICES

when it started, I&R at CCPL was clearly distinguished from
existing library services, mainly because it was funaed by

grant monies. At first some staff resentea the I&R project ana

its personnel, when it was realizeua that the community aide was

to work strictly on the project and not to assume other duties.
liowever, the resentment waned when the positive reaction of the
community to I&R demonstrated the need for it, and as the actual
work of I&R became more a part of traditional reference work.
Still, the success of I&R has created extra work for all the staff.
The people wio have worked directly on I&R feel that the regular
staif did not understand the time and effort necessary for file
uevelopment and update. Likewise, there was evidence that the
concept of I&R held by the regular library staff was far from con-
sistent. Some staff view I&R as information in the "file'" and
reference as information in 'books." One person said, "I do my
best to answer questions and don't worry about whether it's I&R or
reference." It would be fair to say that the non-I&R staff as a
whole do not have a firm hold on the idea of I&R and the differences
between I&R and reference. Moreover, project staff felt that the staff
are somevwhat resistant to pursuing a question whose answer is not
in the library. Despite these apparent disagreements, the total
public service staff perceive the library as an appropriate place
for I&R and seem to work in general good faith toward the provision
of both I&R and reference service.

In CCPL, I&R service provision could be described as centralized
and integrated iato reference work, with the project staff providing
back-up in file development and direct service.




I. EVALUATION

The library collects some data on I&R and reference transactioms.

A "reference card" is used to record date, patron's name and phone
number (if a call back is requested or necessary), agency or organi-
zation (if applicable), question asked, notes, and staff member

handling the transaction. See Exhibit X-F. The information specialist
prepares a monthly 'Information and Referral Statistical Report,"
enumerating the number of questions answered by subject areas. See
Exhibit X-G. This report includes I&R and '"true reference' questions —-
which latter category excludes readers' advisory and directional questions.
The library also tallies all questions asked in the library. The total
number of I&R questicns from August 1979 through July 1980 was 3610.

(In 1978-79, the figure was about half: 1591.) The total includes the
Federalsburg branch, the Central Library and the bookmobile.

In the opinion of the staff, the public's image of the library has changed
dramatically since I&R was introduced. The public now tend more to think
of the library as "an information center" and a source of answers, rather
than as a warehouse for materials. The director fel* that, along with Ié&R,
policy changes in the direction of purchasing more popular periodicals and
facilitating the reserving of materials have raised the prominence of the
library.

X -2
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REFERENCE AND I & R DATE
(telephone and walk-in)

Patron's Name and Telephone Number:

Agency or Organization:

HQuESTIONS:

Person taking call (initials)
HPerson completing transaction

Exhibit X-F. Reference and I&R Record, Caroline County.




INFORMATION AND REFERKAL STATISTICAL REPORT

BRANCHCazoline Couney Library  MONTH__ March

TOTAL

MAJOR SUBJECT AREAS

AGES § RETIREES Calendarwl

AMIMALS

SUSINESS/PROFESSIONAL

CHILDREN/CHILD CARE

tz. MNITY ORGANTZATION Calerdars7
~* +SUMER_STRVICES

+SUCATIONAL § CULTURAL SERVICES

IMPLOYMENT/VOCATIONS

IMVIRONMENT..L SERVTCES

SOVERNMENT

BANDICAPPED

YZALTH/MENTAL HEALTH/SEXUAL HEALTH

HOME_ECONOMICS

JOUSING

HUMAN RELATIONS/COUNSELING

LZGAL SERVICES

LICENSES, PERMITS, INSPECTIONS

RESCREATION § LEISURE

RELIGION

SOCIAL WELFARE

SPORTS

“ISCELLANEOUS calendar=l

TRANSPORTATION

JIRECTIONAL

Exhibit Xx-G.

I&R Statistical Report, March 1980.
X - 22
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TRANSACTICN SJRVEY

Between March 6 and July 11 1980, the staff attempted to interview

303 I&R users at the Central Library. They were instructed to

collect data on all I&R transactions. The 295 completed and usable
interviews probably represent between 99 and 95Z of all I&R trans-
actions during that period. The frequencies tabulated from the inter-
views are displayed on the interview form in Exhibit X-H. The following
obsarvations can be drawn from the simple frequencies of the resulting

data:

. Agency calls in Caroline County account for 3 full
20Z of all ISR tramsactions.

. Abeut 657 of the I&R clients claim to have used the
service hafore -- more than at any other site.

. Nonetheless, use of other library servi~es falls into
a widdle range when compared with other sites: 74Z.
Yet a substantial percent of these 'library users"
could be classed as frequent users.

. Close to 2/5 of the I&R clients learn of the service
from newspaper puvblicity, while very few learn of it
through the broadcast media.

. Relatively few clients have asked their questions
elsewhere before coming to the library (20%Z).

. Fewer of the youngest people and more of the oldest
people ask I&R queries in Caroline County than at mo~t
other sites.

. Women constitute almost 4/5 of the I&R clients.

. Consumer matters make up a substantial proportion of
query topics. Over 1/4 of the queries could be considered
at least in part related to consumer topics. This relates
directly to an espoused goal of the LSCA funding period.

. More than at any other site, simple information-giving
is the response to an I&R query in Caroline County; complex
information-giving is engaged in less than at any other
place; and yet referral, as defined for this study, is
provided relatively frequently.

Of the many crosstabulations that were run on the transaction data,
the following, when subjected to the chi-square test, proved to be
significant at the .05 level and seem to hzlp explain how I&R works
in the library:

. Agencies are more likely to contact the library on
neighborhood issues than on any other single topic.

. Educational topics are more frequently asked about by
clients who have used the I&R service before than by other

clients.




=xC Agency call (snswer only questions 9-12) n - 195
- No response (.nswer no questions)

PUBLIC LIBRARY INFORMATION AND REFERRAL PROJECT Branch
Dets

Tine

We'rs t—ving to improve our servics. Would
you hel, us by answering & few questions?
We von't record your name and it should take
only one minute.

1. Have you used the librery's information
service befors — the one you'rs using i ::d':::: ::t::.:.-:lt;u::m.
now? —1Ls 439 from all sources, fall last
((51 Yes [37) Ho [ /] Don't kaow {?ﬁ ;:u:.g:.l:ow-: thee Lot
“l:z l.;:
2. Have you used any other service of -
this librery system? -rL: 57 :{} fi 3"5.38032;"2‘{‘.000
3t
(7 Yoo L) ¥ (0] Don'c tow a1 920,000 <o $36.000
. . e 3] Above $26,000
IF YES: “\:/(¢ {/3) Declined to etate/don't know

(2.3 Wes it within past 3
sonths?

(/5] Was it within past year?

[ 3] Vas 1t lomger ago? (Or
don't remsmber)

That's all the qusstions. Thank
you very much for your help.

INTERVIEVER TO FILL OUT REMAINDER:

3. How did you learm of the librery's
information gervice? . - 23¥ 8. Sex of petrom :23/

)
(/3] Friend, neighbor, rslstive [21] Male [77] Pemale

{<1] Library etaff . ]
{ ¢] Refsrrad by an agency 9. Mode of faquiry ,i:.27.

{ %) Radto a y 7 Aeth
[ 2] Televieion [77] Telepheue [] viste 7%
([71 } g::::mt 10. Topic of question (check all
that spply) —{:-)73
4. Have you asked your quastion in any 7 Money
other places before coming to the L{:} c“,_::t:::.u.
library? (You don't have to name '] Housing/hehld. maint
them.) -:33 i‘rl Health |
2
[~c] Yes [/c] Mo ] Teameeertacim™e
1 :’”
5. I'll read some ags groups. Just stop ,;’} N':.u:‘hborhood issuas
!

®e vheu you heer yovrs: [Interviewer:

Py e, gy iy PO Py Py Py PRy, Py P P

Omit obviously wrong groups when possibls.) 4} :‘;ﬂ;‘t:‘l;l'l"““
of 3] 13-19 A= A /] Crime & safety
o 4] Lagal mattsrs
b{¥:] 20-35 7] Child cer-
C(/"fl 36~45 ,‘*] Other
d(Ie) 46=64 -
e{/!] 65 or over
( . ) Declined to stats 11. Disposition of quastion (All thet apply)

Az 10

' [77] Information ves given
6. 1'll read some groups bases on { ) Information vas given

years of sducation completed. Just after interview to prob
robe
tell ma vhen you hear yours. underlying need

ot = ‘j (

' [ 1] Librerian contacted a
a(72]) College graduate ,
b(:c] Some college :uou:cl on petron's
c(35] High school graduate [ 4] Oth.h.lor (Seectfy)

d['2) Some high achool
ef <) 8th grade ot lass

[ /] Daclined to state 12. Was question answersd (or

referzal made) from a ressource
file created by the librery?
1= JA

[s7] Yea [+43] No

Exhibit X-H. Survey results,
Caroline County.
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Day of the Week: n=272

S _0 Thurs _17
Mom 23 Fri A3
Tues _20 Sat _4
Wed 21

Typology of Education and Income: n=207
Low educ, low income
Low educ, hi income

Hi educ, low income

w |1& |
~ F- N (V] o

Hi educ, hi income

Exhibit X-H. Survey results, Caroline County (cont.)
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« As we might expect, those who are less frequent
users of the library's services are more likely
to have posed their queries elsewhere.

. Those who learned of the I&R service from library
staff tend to have more education than those wh»o
learn of it from other sources. This is reinforced
in the crosstabulations with the tynrology.

+ People 36 and over, and people in the lower income
categories tend to learn about I&R more frequently
than others from newspaper publicity.

. People 46 and over, people with queries about money,
and women tend more often to have asked their queries
elsewhere before coming to the library.

+ It 18 more likely that a housing or household main-
tenance query will be phoned in than asked in person.

+ The staff are more likely to respond with a referral —
as opposed to simple or complex information-giving -
if a query is asked in person .

+ For consumer matters, compared with other topics. the
staff is less likely to use the library-created resource
file; for neighborhood issues, they are more likely to
uge it.

. For health and job-related jueries, compared with other
topics, staff seem more inclined to engaged in complex
information-giving.

Crosstabulations of the simple variables with the typology yielded no
associations with clear meaning, with the exception that they did rein-
force the finding above, namely, that clients with more education tend
more than other people to have learned of the I&R service from the staff.

REFERENCE ACTIVITY COMPARED WITH I&R

In order to put the I&R activity of the library into some perspective,

it is compared here with reference activity for a comparable period.

While this comparison cannot, strictly speaking, be expected to hold

true for other months and other years, it could be considered indicative
of relative activity in these two domains, inasmuch as the period of these
observations contained no unusual or "contaminating factors,' as far as
the staff could toll.

For the period March 6 through July 11 1980, I&R-type questions accounted
for 282 of the total of "true reference" and I&R questicns. This proportion
is the highest of all seven sites., While no one single factor can explain
this high percentage of I&R questions, several reasons may contribute:

. This result may be evidence of the need for this service
in Caroline County and therefore its actual use.

« In a small operation, the staff may be more alert for
I&R queries.

+ The CCPL definition of "true reference," may be so narrowly
written that the number of reference queries are lower than
at other sites and therefore the proportion of I&R to reference
is higher.
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STAFF ASSESSMENT

The staff's impression is that the public's image of the library

since the advent of I&R has grown more positive. I&R has drawn more
business of all kinds to the library, and the library is seen as more
community~oriented than in the past. As would be expected in a small
community, individual contacts in the area have proven most helpful in
promoting I&R to the library's public, as well as promoting other,
traditional services.

As a whole, resource agencies have shown no cpposition or reluctance

to cooperate with the library. Those resources that are most cooperative
have been the county government and aging agencies. There has been no
feedback from agencies on the library's handling of referrals to them.

The library director considered the impact of I&R in the library to have
been a positive element in selling the library as an information center

to the staffs of the various resource agencies and to the funding authority,
as well as to the public.

The staff see the major weakness in the I&R service to be the lack of
training in content and use of the file. The past and present project

staff felt that having a regular library employee in charge of both I&R

and reference would facilitate the staff's acceptaace of I&R as a regular
library service; greater awareness by the non-I&R staff of the work involved
in file development and updating would also help.

A general consensus of all staff was that their comstituency wants and
needs I&R and that it is likely to continue as a library program for the
forseeable future.
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CHAPTER XI

CONCLUSIONS

Althought the intent of Phase II was to describe seven separate instances
of public library I&R, the seven cases together support a number of
observations, some more tentative than others. By and large such con-
clusions amount to confimmations of or qualifications on the findings of
earli?E)studies (Phase I, the Neighborhood Information Center Study or
Long

THE NATURE OF I&R IN THE LIBRARIES

In all of the sites, I&R must be considered mostly "I" and relatively
little "R." The percentage of time the staff actually contact a re-
source on behalf of a client ("referral") ranges from 1 to 10%. Even at
Memphis, where the study team observed considerable negotiation and
follow-through, actual referral was negligible. Clients are most often
given simple or complex information. This breakout does not in itself
distinguish library-based I&R from I&R in other settings. In his study
of independent I&R centers serving the aging, Long found that almost 95%
of all queries received an "information only" response. There are no
data, either objec%ive or subjective, that suggest that library I&R is
substantially different from I&R provided in other settings, such as
human service agencies or autonomous agencies.

It is of interest that in four sites the staff answer substantially more
queries from the library-created resource file than from other sources,
such as phone books, published directories, etc. 1In the remaining
sites, however, the libravy-created file is used much less frequently.
The data provide no suggestion of why these differences might occur; but
the experience of the study raises our curiousity about such variables
as the breadth, or coveraye, of the library-generated file; its currency;
its depth of information; the ease of using it; the quality and coverage
of other files (directories); the range of queries received; patterns of
library use; publicity emphases; and characteristics of the population
such as size, dispersion, distance from library branchees.

The resource file -- format, fullness of descriptions, access points and
currency -- is potentially a major determinant of the quantity and
quality of I&R service rendered, but the implications of the file itself
are obfuscated by the many other variables that can affect the service
provided. In Memphis, where the quantity and quality of I&R are high,

the file gets high marks from the staff on format, fullness, access and
currency. Yet at Amherst -- also a relatively high quality, high quantity
service -- the file 1is faulted by some staff fairly seriously on its
format and access.

There 1is no indication that the computerization, per se, of the resource
file affects the quantity or quality of I&R service. Sites with high
quantity and quality of performance -- for example, Memphis and Amherst --

are not computerized. Howzver, Amherst is an apt place for computerization

WL 24y




of files, since the proliferation of various manual resource files and
indexes has complicated file control and use. (The potential of the
computer was recognized by Amherst staff at the outset of I&R work, but
an unfortunate experience with automating has caused them to resort to
manual methods.)

Variables other than the file may play larger roles in determining the
quantity and quality of I&R performance:

. Confirming the NIC study and Phase I, the indication from the seven
cases -- and this may be tautological -- is that a major I&R effort
cannot be waged without major commitment from top management.
Additionally, the I&R innovation seems to require a humau sparkplug
to ignite the innovation and inspire the people who will do the I&R
work. Coupled with the human elements seems to be the necessity

for the organization (i.e., top management) to be willing tc rearrange
or adjust the priorities of its service program. While there is no
indication that any site has actually unseated a traditional service,
the more successful sites have made it clear that the I&R effort is
a major one and -- at least for the period of initiation -~ will be
given extraordinary attention.

In the same vein, managers of the more successful libraries seem to
have been committed enough to the innovation to deploy enough
resources -- that is, time, since I&R is a labor-intensive effort
activity -~ to allow the I&R staff to be thoroughly trained, to
build a useable file and to spend enough time with the clients to
permit full work-up (interviewing) and follow-up.

The external enviromment appears to play a role in determining the
nature of I&R that develeps. To the extent that all of the sites
have directed their I&R toward the "general population" from the
beginning, it seems that differences among population do not have a
major influence on the thrust of the service. For instance, Amherst,
with an urbane though somewhat rural populace, offers fundamentally
the same kind of service -- thorough, assertive, problem oriented --
offered in Memphis, where large parts of the population have less
than average education and income. By way of qualification, it
should be pointed out that sub-groups in the population (for example,
senior citizens and women) do provide focus for special service or
publicity efforts in some of the sites.

The size of the total service population seems to have
relatively little value in predicting the nature of the service
that develops.

The strength of I&R forces potentially competitive with the library's
I&R appears to be a more critical environmental variable. The

sites with the most assertive library I&R -- Memphis, Amherst,
Colorado Springs ~- have not had strong systems outside the library
for the delivery of I&R. In Dallas and San Mateo the dominance of
non-library I&R providers has always been apparent to management.
This pattern may help explain the somewhat ambigucus nature of I&R
in the latter libraries and, for Dallas, the prominence of the
support function, as opposed to direct service.
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» It could be hypothiesized that the degree of integration/
dis-integration of I&R with other library services and the
centralization/decentralization of I&R in a library system would be
correlated with the quantity or quality of service provided.
Drawing from the data of the interviews, the libraries were placed
on a two-dimensional matrix of Centralization and Integration. See
Exhibit XI-A. The placement of the sites on the matrix suggests
that high performers —— Amherst and Memphis -- appear in the Elite
quadrant -—— indicating that I&R can function at a relatively high
level when it is centrally located and not tightly integrated with
other services, However, the remaining sites -- high and not so
high performers alike -- are scattered around the matrix in such a
way that they do not reinforce any pattern.

"I&R" has a variable definition. This is true in the human service
sector and in the library sector. In some of the study sites I&R is
seen primarily az the service of making a file available to a client and
taking from the file -- or letting the client take from the file --

the pieces of information that may be useful. In other sites I&R is
seen as helping the client achieve resolution of a need; the file and
the information it holds are seen as supportive, albeit vital, to this
objective. These two interpretations of I&R may be reflected in the
extent of interviewing and follow-up provided by the several site staffs.
(Observations on interviewing and follow-up were made irregularly, and
solid conclusions cannot be ventured.)

Distinguishing between traditional reference service and I&R is diffi-
cult. Distinctions between I&R and reference are confounded by the
numerous overlaps in the two services: the people who perform them
(often librarians in both cases), the materials used (for example,
directories), and the questions asked ("What is the phone number of the
Welfare Rights Organization?", for example), and answers given ('895-
2494, from 9 to 5 on weekdays"). There is less confusion about the two
at sites where the orientation and training of all -- not just I&R --
staff has been more intensive.

USE _AND USERS OF I&R IN THE SITE LIBRARIES

It is difficult to characterize the pattern of agency calls to all seven
site libraries. 1In some places the proportion of agency versus individual
calls is low =-- below 7%, 1In other places it approaches 20%. At no

site goes it approach the 50% that Seymour and Layne claim to be the
case.” One tries to explain differences from site to site via the re-
lationship of the library-based I&R to its external enviromment: the
number of U&R services that agencies may call in preference to the
library; the various ways agencies view and use the library's I&R service
(as a resource file only, or as a full I&R service). Unfortunately,

data collected through the transaction survey and interviews provide no
consistent answers.
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In all but one site -- Amherst -- more than half of the I&R users had
"used this service before." Interpreting "this service" to mean the I&R
service, it appears that during the periods of the survey between 30 and
70% of the clients had not used the library's I&R service before.

In every site the majority of clients claimed to have used other library
services before, and the majority of these "users'" could be considered
frequent users. Equating clients who used other library service "longer
ago than within the past year" with non-users, it could be concluded
that somewhere between 217 and 44%Z of the clients could be considered
fundamentally non-users. In some sites the I&R service seems to be
attracting substantial numbers of "new) users to the library, confirming
the limited findings of the NIC study.

Human contact seems to be the most common channel through which people
become aware of the libraries' I&R services. Frinnds, neighbors, re-
latives, libravy staff, agency personnel and other persons are the major
conduits by which the client reaches the service. Generally, the media
play a much smaller part at the seven sites. Exceptions are Memphis,
where television and bus placards (cited under "other") are key pro-
motional devices; and Caroline County, where the newspaper is used
heavily. None of the sites enjoyed large publicity budgets; virtually
all of the promotion under way at the moment is performed on a shoestring.
The closest thing to a publicity "blitz" is found in Memphis, where I&R
is continuously advertised through radio, television and bus placards.
Even here, the budget is negligible.

With the exception of Amherst, clients tend to have asked their queries
first at other places from 20 to 40% of the time. We cwuld expect them
to approach the library as a first resort -- that 1is, as the first
place, as opposed to person -- more often than not. Given the way the
question was posed, we must assume that clients may have asked persons,
especially those in the "friend, neighbor, relative' category, before
considering places to ask.

At all sites, the largest single age category of I&R clients is 20-35.
To some extent this is an artifact of uneven age categories on the
questionnaire. Nonetheless, use by those in the 13-19 and the 36-45
categories is disproportionately low in every site except San Mateo.

In every case, over half the I&R clients claimed to have at least some
college education. At every site except Amherst over half of the clients
claimed total family incomes of more than $14,000 yearly. Both findings
suggest that I&R tends to attract users from the middle and upper socio-
economic levels, like other library services. It should be noted, none-
theless, that in some sites -- particularly Amherst, Memphis, Colorado
Springs —-- substantial numbers of clients are drawn from the lowest
category of income, suggesting that I&R can reach poorer and perhaps
more disadvantaged groups. (The high proportion of clients in the "up
to $8000" class in Amherst may be explained by the "Heatline'" -- fuel
crisis hotline -- that is part of the library's I&R service.)
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The majority of I&R users are women, just as the majority of users of
other public library services tend to be women. The suggestion is that
women play a key gatekeeper role with regard to information. In every
site except two, the vast bulk of I&R queries come in by telephone. In
Baltimore County and San Mateo the mix of walk-in and telephone is close
to 50-50. The data provide no clue to the reason for this abberation.

I&R can affect the volume of traditional reference service. Partly
because it is difficult to distinguish for the public between I&R and
reference, I&R publicity invariably increases the volume of reference
queries, along with generating I&R queries. Moreover, staff regularly
attested to the interlocking nature of reference and I&R, often claiming
that the tools of I&R and the techniques acquired in handling sometimes
sensitive I&R queries improves reference performance in general.

The range of I&R topics is wide, with few patterns that this study

uncovered, except for two unsurprising ones: sports and recreation-
related queries are more likely to come from men; family, home and

household queries are more likely to come from women.

The attitude of the staff in the site libraries is generally positive
toward I&R. It is more positive where there has been more orientation,
training, endorsement from the top of the organization and commitment of
library resources to I&R.

I&R has served in varying degrees as a focus for innovation in service
patterns, in impact on the client group, in organizational structure and

in deployment of resources (time or money). In Memphis the innovation

moved forward on the grandest scale »f any site. In other libraries —
Baltimore County, Amherst, Caroline County and Colorado Springs =-- the
innovation was less dramatic, but nonetheless substantial, along most of

the dimensions above. In the remaining sites -- Dallas and San Mateo

County =-- the innovation has been quite subtle; comparatively few differences
are seen before and after the introduction of I&R.
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7a.

APPENDIX A

INTERVIEW QUESTIONS

When was the decision made by your library to start
an information and referral service?

When was the first day you provided direct I&R service?

What do you think led your library to do I1&R?

MANDATORY PROBE:

a. another library's experience

b._a non-library organization

c._directive from government or funding
authority (including *rustees)

d._own formal needs assessment

e._informal needs assessment

f._another library's needs assessment

g._an article or report

h._other "I&R" type service in the
community

i._professional exposure at conferences
(formal/informal)

j._other::

Within the organization, who provided the major impetus
to undertake I&R?

PROBE: _Director

_Staff: pcsition: name:
_Trustee: name:
_Other: position: name:

Why did you personally get into I&R?

To what extent have you been in on I&R in this library?

Did your library experience any start-up costs in preparing
for ISR services?

No _Yes




7b. Did financial support for start-up come from inside the
Library's regular source of income?
_No _Yes::

_Separate budget line
_Absorbed in other budget line(s)::
_Other::

7c. Did financial support for start-up come from outside the
library's regular source of income?

PROBE: USOE, HEW, United Way,
State Library, private
foundation, community
organization

_No _Yes: DESCRIBE:

7d. What was the amount of start-up costs?

PROBE: best guess

8. 1In starting up I&R, did your library receive outside assistance
other than money?

PROBE: volunteer workers, ancther
agency's "I&R" file, help
in training staff, help in
developing I&R procedures,
publicity

_No _Yes: DESCRIBE
8a. To what extent has the community been involved in your I&R project?

9a. To what extent is your I&R service actually serving 1 or more Sub-groups?

PROBE:
_Senior citizens
_Childrea and youth
_Disadvantaged:: DESCRIBE
_Mentally handicapped
_Physically handicapped
_Students
_Veterans
_Women
_Other::




9b. Was it designed to do so?

9¢. To what extent does your service serve the socially or
economically disadvantaged? (excluding aging, handicapped)

10. Does the staff provide the inquirer with the asked-for
information on outside res. .rces such as phone numbers,
addresses, contact persons, etc., without further probing?
(Simple information giving)

1. Regularly provided as a standard service.

2. Not a standavd service;yp to the staff member.
3. Not provided at all.
4, Library plans to do on a regular basis.

(Give approximate date.)

Does the staff give the same information as above, after
clarifying the inquirer's real and underlying need?
(Complex information giving.)
1, Regularly p.ovided as a standard service.
2. Not a standard service; up to the staff member.
3. Not provided at all.
"4, Library plans to do on a regular basis.
(Give approximate date.)

Does the library itself comstruct a file of outside resources? (File)

1. Regularly provided as a standard service.
2. Not a standard service; up to the staff member.
3. Not provided at all.

4. Library plans to do on a regular basis. (Give
approximate date.)




13. Does the staff actively help the public make contact with an
outside resource, by making an appointment for him, calling
an agency, etc.? (Referral)

1. Regularly provided as a standard service.

2. Not a standard service; up to the staff member.

3. Not provided at all.

4. Library plans to do so on a regular basis.
(Give approximate date.)

14, Provide evaluations to the client of the outside resources
that are available? (Advise-resources)

1. Regularly provided as a standard service.
2. Not a standard service; up to the staff member.
3. Not provided at all.

4. Library plans to do so on a regular basis.
(Give approximate date.)

15. Help the inquirer choose a course of action to reach needed
resources. (Advise-strategy.)

1. Regularly provided as a standard service.
2. Not a standard service; up to the staff member.
3. Not provided at all.
4. Library plans to do so on a regular basis.
(Give approximate date.)
16. Make sure the inquirer has reached the proper outside resource,
or gotten the proper help. (Follow-up)

1. Regularly provided as a standard service.

2. Not a standard service; up to the staff member.

3. Not provided at all.

4, Library plans to do on a regular basis. (Give
approximate date.)




17. Work to overcome obstacles that the inquirer encounters in
trying to secure help from oucside resource agencies. (Advocacy)

1.
2.
3.

4.

Regularly provided as a standard service.
Not a standard service; up to the staff member.
Not provided at all.

Library plans to do on a regular basis.
(Give approximate date.)

18. From the insights or data gained through providing reference/
information services, provide formal feedback on social service
needs to politicians, planners, social agencies, etc.? (Feedback)

1.
2.
3.

4,

Regularly provided as a standard service.
Not a standard service; up to the staff member.
Not provided at all.

Library plans to do so on a regular basis.
(Give approximate date.)

19. Help the client work out personali problems (without necessarily
using outside resources); requires deep probing of a complex
personal situation such as alcoholism, emotional crises, family
disputes, etc. (Counselling)

LN
2.
3.

4,

Regularly provided as a standard service.
Not a standard service; up tc the staff member.
Not provided at all.

Library plans to do on a regular basis. (Give
approximate date.)

20. Provide trangportation (not simply arrange for) for the public

to nutside resources.

1.

(Transportation)
Regularly provided as a standard service.
Not a standard service; up to the staff member.
Not provided at all.

Library plans to do on a regular basis. (Give
approximat date.)
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21. Provide (not simply arrange for) someone to accompany an
inquirer ton outside resource. (Escort)

1. Regularly provided as a standard service.
2. Not a standard service; up to the staff member.
3. Not provided at all.
4. Library plans to do on a regular basis.
(Give approximate date.)
22. Identify any other service provided as a regular I&R service.
23. Pick out t 2 top five you do most frequently and rank them.
24. To what extent was any of the above services going on before

I&R was instituted?

PROBE: simple information-giving, complex
information-giving, referral

25. Has your library worked with other agencies? Has the library:

Helped compile a resource file (or _NO _XES
directory) that is distributed to
non-library agencies for their I&R work?

Assisted another agency in setting up NO YES
a resource file?

Asgisted another agency in collecting NO _YES
information on resource agencies for
its resource file?

Convened meetings of I&R providers NO YES
in your region?

Worked with another agency in seeking
funding for I&R in your region?

Published a joint I&R newsletter?

Done other things to support I&R activities,
other than direct services. Please specify:




26.

27.

28a.

28b.

29.

30.

31.

NOTE:

How many iibrary branches in ycur system offer fuli
I&R service?

_All, including main

_Main only

_Specially designated branches
_Other::

What kind of access is there to your I&R service:
phone, inperson, computer terminal, cable TV, other?

Are there any special telephone arrangements for L&R?

_Separate phone line
_Three-way phone:: percentage of use:
Which outlets::

If no, is it desirable?
Where on the organization chart do you fit?

The clearinghouse staff (if applicable)?
What I&R statistics do you keep?

_Number of I&R queries (as distinct from other queries)
_Topics of queries
_Number of referrals
_Number of referrals to each agency
_Amount of time Spent on each transaction
_Walk-in users
_Phone-in users
_Number of follow-ups

_Percent of all queries followed-up
_Education level of users
_Income level of users
_Sex of users
_Other::

Will need these statistics




32a. Do you cooperate formally or informally with any other
libraries or non-library agencies?

_No _Yes:: DESCRIEE

32b. How important is the network in I&R service?

33. Dces the library itself construct a file of outside resources?

No _Yes _Other::

34. When did the library begin assembling a Resource File?

35. Who had the initial responsibility for the Resnurce File
development?

People, ranks, and location in organization

36. What library staff developed File initially?
37. How much time did each person spend on it?

38. Where is the Resource File available in the system?

_Main library only

_Main and all branches
_Specially designated branches
_Othex::

39. Where is the Resource File located in the library?

_Reference desk(s)
_Special desk
_Card catalog
_Other::

40, What is the format of the File?

_Index cards

_Printed or photocopied in looseleaf form
_Printed or photocopied in bound form
_Computerized, on-line

_Printed, microrfiche form

_Printed, microform

_Other::

40.. 1Is that the only form of the File?




41. How is the main File arranged?

PROBE:

_Alpha by provider

_Alpha by subject, and then by provider
_Geographically, and then by provider
_Segment of the population (target groups)
_By neeu or problem

_Other::

42a. 1Is there an index to the Resource File?

_No _Yes:: DESCRIBE::

42b. How is the index arranged?

43. 1s the File cross-referenced?

_No _Yes:: HOW?

44. 1s there access to resources by

_Name of agency

_Topic of need or service
_Geographic are

_Other::

45. What are the influences for the indexing and arrangement
of the File?

PROBE: modeled on another library's
file, a standard text (Sears)




46.

47.

48.

Information about resource agencies that you try to put
into the File:

_Name of resource agency

_Address

_Phone number

_Description of services or activities

_Name of person to contact

_Title of person to contact

_Name of person in charge

_Title of person in charge

_Type of service (federal, state, local, private)
_Source of financial support

_Hours of service

_Geographic area served

_Eligibility requirements

_Qualifications of the staff

_Evaluation of the service by the library staff

_Physical accessibility of the agency (ramps,

parking, public transportation)

_Service capability/availability of services
_Meetings of or sponsored by the agency

_Goal or purpose of resource agency

_Methods of obtaining service

_Speakers available

_Published materials available

_Organization chart

_History of the resouice agency

_Subject headings and "see also" references
_Terms of office and frequency of rotation of officers
Other::

Have resource agencies cooperated in compiling the File?
_No _Yes: How?

Are '"files" other than this Resource File used in I&R service?

PROBE: Yellow Pages, human services
directories, government directories
(local, state, federal)
_No _Yes::
NAME: :




49. How do you identify agencies to put into the Resource File?

PROBE:

_Newspaper
_Radio

_Iv

_Other agencies
_Other::

50. How do you collect data that you put into the Resource File?

_Telephone

_In person
_Questionnaire
_Second-hand information
_Other::

51. What kind of resources are now included in the File?

_Churches

_Clubs/Associations

_Entertainment/Recreation

_For-profit organizations (second-hand
clothing stores)

_Non-profit organizations (Thrift shops,
Salvation Army)

_Government services

_Information, per se, ready reference
(altjtude of Cheyenne, excerpts from
legal statutes)

_Political organizaticns (Civic org.,
political org.)

_Service agencies

_Other::

52. How many entries did the File contain when you first started
offering I&R service?

53. What is the size of the File now?

54, How often is the File updated? (multiple answers allowed)

_About one time a year
_About two times a year
_About three times a year
_Every two years

As need arises

“Don't know
_Other::
A-11
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55a. How do you update?

PROBE: phone, library mail-outs,
in person, computer, etc.

55b. Who initiates the updating?
_I&R staff
Agency staff
_Library clearinghouse
_Non-library clea:inghouse
_Other::

56. Has the File itself changed as it has grown and developed?

PROBE: expansion, direction, new
types of resource agency

_No _Yes:: (Please elaborate)

57. When a typical I&R query comes into a branch, how is it
handled — from intake to delivering the final answer?

PROBE: steps

58, How many resources are given for a typical I&R query?

PROBE: all applicable ones, one best

58x. How long does it take you to answer an I&R query? (in minutes)

58y. How long does it take you to answer an average reference question?
(in minutes)

59. How many entries in the File have you never used?

PROBE: best guess

60. Have you used the Resource File for anything other than I&R?

61. Can the File be used by the public directly?

No _Yes _Other::




62.

63.

64.

65.

Is the File available to other agencies?

_No _Yes: Which:: PROBE: other libraries,
agencies, organizations,
planning agency, agency
not doing I&R

If the File is available to other agencies, libraries, etc.,
what is the format of the information given to them?

_Pages

_Cards

_Microfcrm::
_Computer printouts
_Typed list
_Other::

If the File is available to other agencies, libraries, etc.,
is there a charge to the agency?

No _Yes::

In your opinion, what is the adequacy of the Resource File?

Very Good Very Bad
Subject scope 1 2 3 4 -= WHY?
Currency 1 2 3 4} -- WHY?

Depth of information on
agencies 1 2 3 4 =-- WHY?

Arrangement of main File 1 2 3 4| -— WHY?

Indexing -- adequacy of

access 1 2 3 4 -= WHY?

Format =- physical

structure 1 2 3 4 ~= WHY?
25

1\‘13




66.

67.

68.

69.

70.

71,

72.

73.

74.

Who does I&R in your library?
Hours/week

PT JUST 1I&R

Ty
=]

PROBE:

_Regular adult services staff
_Regular children's staff
_Regular young adult staff
_Regular reference staff
_Regular library associate
_Regular clerical staff

_No one, &R is self-service

|

|

_Other:

Do you have any special "IAR only" staff?

_No _Yes::
How many? Rank?
What percent of a typical IAR person's time is spent dealing
with I&R (vs. other library activities)?

Enumerate your I&R staff and their background -- educatiecn
and experience: rank, full time/part time, library training,
I&R training and experience, human services training and experience.

What education or experience does a direct I&R provider need in
order to do adequate I&R work?

What education or experience does a back-up I&R provider need
in order to do adequate I&R work?

What is the most useful attribute for a direct I&R provider?

What kind of introduction to or training for I&R has the library
sponsored for the staff?

DESCRIBE: type of introduction/training
and which staff it was directed to

Was there orientation for the whole staff?

No Yes




75,

76,

77.

78.

79.

80.

81.

82a.

How do you define I&R as different from reference?

Is the line clear? To you? To others?

If a client had a question on

Who is my U.S. Representative and where can
I write to him or her?

I want to return a pair of jeans to Levi
Strauss, where do I send them?

Where can I buy fresh mushrooms from a
mushroom farm?

Would they be getting I&R or referance service?

When do you refer clients to the central I&R service?

Do you produce an internal (within library only) or external
(distributed outside library) I&R newsheet?

Frequency?

Are tlere regular meetings of the I&R staff?

_No _Yes:: Frequency:

Are there any meetings with I&R providers and resource peonle
outside the library?

_No _Yes DESCRIBE::

82b, Frequency?

83.

For funding of ongoing T&R, is there a
beparate line in the budget

_Absorbed by lines:
_Otherx::

A=-15 :3&5




84.

85,

86.

87.

88.

Is there ongoing financial support from outside the library's
regular source of income?

_No _Yes:: identify source(s)

PROBES: State library agency, USOE,
HEW, United Way, private
foundation, community organization

What is the amount of funding fc. ongoing I&R activities in
the last two years?

_This year (current)
_Last year
_Don't know

PROBE: best guess

How was I&R announced to the public initially?

_Alone
_With other services
_With special name::

What kind of inmit{al publicity was there inside the librarv?

_Flyers

_Posters, signs
_Bookmarks
_Programs

_Stafi
_Brochures/Booklets
_Other::

EXAMPLFS:
What kind of initial publicity was there outside the library?

_Newspapers, spots or ads

_Radio, spots or ads

_TIV, spots or ads

_Flyers, brochures

_Posters or placards

_Billboards

_Personal contact by library staff
_Other::

EXAMPLES! !!

A -16
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89.

90.

9l.

92a.

92b.

93.

94.

95.

96.

Who was in charge of the initial publicity?

Rank:
Position:

Were initial publicity costs defrayed out of regular
library revenues or did they come from special funds?

_Regular libriry revenues
_Special funds::

What were the costs of initial publicity?
PROBE: best guess
Since the initial publicity, has there been any ongoing
publicity?
_No _Yes
(if "No' go to #111)
How has it differed froa initiai gublicity?

PROBE: Format, frequency, money
What have been the mnst effective forms of publicity?
Describe the reaction of the public to the library's I&R
service.

PROBE: praises, complaints, problems

with resource agencies

Looking at the use of all the library's services, how significant
is the use of I&R?
Significant 1 2 3 4 Not significant

How does I&R in the library complement or duplicate other "I&R"
type services in the coumunity?

- PROBE: e%.n in health and welfare




97. 1In your opinion, how do resource agencies react to the library's
I&R service?

98. How often do agencies refer clients to the library's I&R service?

99, Has the public's view of the library changed since I&R?

PROBE: library's role; awareness of

library and its services

100. How has I&R affected the library politically?

PROBE: city fathers/funding authority
101. In your opinion, does the professional staff as a whole feel that

I&R 1is appropriate for the library to do?
PROBE:

+ 12 3 4 -
|

Why not #1?

102, To what extent do you feel that I&R is an appropriate library job?

MANDATORY PROBE: + 1 2 3 4 5 -

103. How do you regara the I&R job compared to other jobs in the library?

PROBE: below, above other jobs

104. Has there been any 'burn-out" among ISR staff?

105. Have there been any changes in the service since the beginning?

PROBE: direction of service, file format,
file information, phone lines, added
equipment

_No _Yes::

A - 18

D
("'\




106. If you were forced to cut a service, which one would you cut?
|

I&R _Traditional book-based reference services

WHY?

_L&R _Program events (demonstrations, talks, showings,
story hours, etc.)

WHY?

I&R _Interlibrary loan (outside the library system)

WHY?

107. Do you think I&R should be in every library branch?
No Yes

WHY?

108. What do you think are the major problems in your library's
I&R service?

109. Considering the current state of I&R in your library, what
would you like to see happen?

Q ‘ A - 19 26\;




Al.

Al.

A4,

A6.

Bl.

82.

B3.

34.

Bs.

REFERENCE LIBRARIAN WHO DOES NOT DO I&R

Have you added any additional local information to the
Resource File?

On the organization chart, what is the relationship between
you and the head of I&R?

How close are you to the day-to-day operation of I&R?

Would you like to do I&R work?

If the head of I&R left, could you take over I&R and run it?

Would reference and ISR profit or suffer if the two services
were brought together?

BRANCH LIBRARIAN WHO DOES NOT DO I&R

Are you aware that I&R is going on in the library?

How does i1t affect you and your job?

What is the relationship between reference and I&R?

Do you ever refer clients to the I&R service?

Are there any changes in I&R that you would like to see?




R3.

R4.

R6.

R7.

R8.

R9.

R10.

R11.

RESOURCE AGENCIES

A "test": Do you know the name of the library's I&R service?
What is your agency's relationship to that service?
Do you always know when the library sends people to you?

How many known referrals have you had from the library in
the past year?

In how many of those cases (%) has the library staff contacted
you directly with regard to a case?

Do you feed information back to the library about cases they
have referred to you?

Do you c¢var refer people to the library's I&R service?

Have you done any work with the library related to I&R, such
as burlding resource files, meetings, newsletters, etc.?

Of all referrals that you receive, are the library's distinctive
in any way?
PROBE: accuracy, completeness of

information given, topics,
type of client

What is the major I&R service in the area?

IF ANSWER "LIBRARY,'" BEFORE the library's
I&R service?

How do you think other human service agencies regard the
library's I&R service?

A= 21 28 "}




APPENDIX B
.. Agency call (snswer only questions 9-12)

_ No responss (answer no questions) TRANSACTION SURVEY FORM
PUBLIC LIBRARY INPORMATION AND REFERRAL PROJECT Branch
Date
Time

We'rs trying to improve our sarvics. Would
you help us by anewering a few questions?
We won't record your nams and it should take
only one minuts.

1. Have you used the library's information

ssrvice befors — the ons you'rs using 7. 1a vhich of thess groups

did your total family income,

now? from all aourcas, fall last
year -- ?
[ 1Yes [ JHo [ ] Don't know ' tl‘:.g::.(:::;:: chee
2. Have you used any other ssrvics of al ]Up to $8,000
this library ayetem? b( ]$8.000 co $14,000
[ 1Ysa [ )} No [ ] Don't know :E }:gg:goug :: :gg:gg
— ol ] Above $2£,000

{ ]Declined to atace/don't know

[ ] Wae it vithin past 3
moaths?

[ ] Wee it wvithin past year?

[ ] ves ic longer ago? (02
don't remember)

That'a all the quastions. Theamk
you very auch for your heap.

INTERVIEWER TO FILL OUT REMAINDER:

3. Hov did you learn of the library's
information gsrvice? 8. Sex of patrom

] Friend, neighbor, relative ( ] Male [ ] Pemale

] Library etaff

Raferred by an agency 9. Node of inquiry

( ] Talephene [ | vVisit

— et et
o

Television
} ON.::::.”' 10. Topic of question (check all
that apply)
4. Have you askad your question in any ] % matters

other places bsfore coming to ths
library? (You don't hsve to name
thes.)

] Consumar issues

] Housing/hshld. maine.
] Health

] Job-relaced insues

] Traasportation

] Education

] Neighborhood issues
] Racreation, sports

] Pamily relacions

] Crime & safety

[ ] Yes [ ) Yo

S. 1'll read some ags groups. Just stop
ae vhen you hear yours. [Interviewer:
Onit obviously wrong groups when possibls.]

Ll L o Lo kol ame Lame L L am Lae Xamn Lane Lo Lo

s ] 13-19

o[ ] 2035 } !;:Ll‘ maccers

e[ ] 36-45 | oehee cate

d[ ] 46-64

'H 65 or

E } D.c:tn‘dov.:o stats 1l. Disposition of quastion (All that apply)
6. 1'll resd some groups based om E } ::::::: ::: :i\'r::

years of education completed. Just

tell me wvhen you hear yours. afler interview to probe

underlyin~ need

[ ] Librarian cuntacted &
;E } ?mu.::li::mn ;’m:u on patron's
:E } :::: ;:::o:‘:::uu { ] Ocher (Specify)
.([ } g::.‘l.::::. ::'ul::: 12. Was question snswered (or

referczal m-de) from a rescurce
fils cr.ated by the library?

( ] Yss [ ] No

te 1.30 BSU
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APPENDIX C

INSTRUCTIONS...FOR...TRANSACTION SURVEY

INSTRUCTIONS TO LIBRARY STAFF FOR
PUBLIC LIBRARY INFORMATION AND REFERRAL PROJECT
TRANSACTION SURVEY

% A brief introductory speect for the library staff members appears

at the top of the form. Stress that all replies will be anonymous
(even if the patron gives his or her name during the tramsaction).

If it helps, assure *he p.tron that questions on personal background
(age, education, income) are standard in many surveys and polls, and
that answers are wanted only in terms of the broad categories given
rather than exact numbers. Of course, the option to answer is always
the patron's, but the better the response rate, the clearer our picture
of what's going on.

* Gather data on Information & Referral (I&R) transactions only.

% An I&R transaction involves giving patrons information about resources

»*

»

outside the library (except other libraries). It may also involve
steering (directing) patrons to these resources, or actually making
contact with a resource on the patron's behalf. The ultimate purpose
is to help link people to resources.

Usually an ISR transaction will involve use of a resource file, or

community information file, but it may also involve other directories.
(e.g., Yellow Pages). I&R is not simply transmitting how-to infor-
mation ("how to build a widgit') or historical information (when was
Lincoln president?") and so on, unless that information is helpful

in linking the client with a needed resource.

Examples of resources outside library: community agencies (such as those

If

If

If

If

supported by United Way), counsellors, recreation programs, educational
programs, consumer information agencies, government departments, busiunesses,
clubs, individuals.

an ISR patron calls on the telephone, the library staff member should
read questions 1 to 7 as written and check off the appropriate responses.

an ISR patron visits in person, the library staff member should likewise
read the questions, ask the patron to read off the appropriate letter

from the back of the form for questions 5, 6, and 7 and check off responses
(rather than give the form to the patron to fill out). This will insure

a maximum of usuable replies.

agency call, check '"agency call" and answer only questions 9-12. Count
it as one of your sample.

no response to any question, check "no response.” Do not answer any
questions. Add date and time. Do not count as one of the sample, but
do turn it in.

27y




Agency calls

-

2.

3.

&~

O

ERIC

Aruitoxt provided by Eic:

Used this service before

Used other library services

within past threc months
within past year
longer ago

Learned of this service from

friond, neighbor, relative
library staff

referred by agency

radio

television

newspaper

other

Asked question elsewhere

AMUERST

192

i

86
70

12

APPENDIX D

TRANSACTION SURVEY FREQUENCIES

BALTIMORE CAROLINE
COUNTY COUNTY
72 202
67 65
86 74
68 82
23 15
9 3
22 13
0 29
4 6
’ 2
6 ¢
6 18
1 19
i 20

DALLAS

212

51

74
57

17

20

13
10

13
36

39

 EMPUIS

122

62

16
65

10

19

14

10

23

i8

CULORADO
SPRINCS

”

50

60

15
18

24
14
11

52

35

SAN MATED

5%

60

65

66
23
10.
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ERIC

Aruitoxt provided by Eic:

5. Age

6.

7

6-7,

13-19

20-35

16-45

46-64

65 & over
declined to state

Education completed

college praduate
some college

high school graduate
some high school

8th grade or less
declined to state

Total family incore

up to $8,000
$8,000-$14,000
$14,000-320,000
$20,000-$26,00)
above $26,000
declined to state

Typology

low educ, low f{ncome
low educ, hi income
hi educ, los income
hi educ, hi income

AMILRST

-~y
SN

62
28

BALJIMIRE
CIUNTY

12

16
20

32
29
25
10

CAROLINE
COUNTY

212

DALLAS

43
35
16

28
66

MEMPHES

12
23

17

32

COLORALO
SPRINGS

52
20
17

22

7

-

21
12
13

10

40
4]

SAN MATLO

11

18
22
14

32
55




BALTIMORL CAROLINE COLORALO
AMIERST COUNTY COUNTY DALLAS MEMPUIS SPRINGS SAN MATEO
8. Sex
male 25 13 21 27 rid 29 47
female 15 67 19 13 1c 1) 53
9. Mode of inquiry
telephone 89 51 79 93 98 86 44
visit 1 49 21 7 2 13 56
both 0 0 1 0 0 1 0
mail 0 0 0 0 1 0 0
10. Topic of question
money matters 10 10 8 4 8 6 16
consumer issues 3 8 28 5 2 13 8
housing/hshld. maint. 9 4 6 2 5 4 6
health 38 8 9 4 15 4 9
job-related jssues 9 14 9 16 9 13 11
transportation 2 2 3 2 3 k) k)
educat ion 7 17 7 16 10 12 12
neighborhood isaues 5 3 15 5 1 3 13
recreation, sports 3 9 11 26 10 9 7
family ralations 6 3 4 1 3 2 21
crime & aafety 1 0 1 i 1 2 ¢ 2
legal matters 7 10 9 4 11 3 11
child care 8 4 3 1 2 1 4
other 17 24 13 28 32 35 12
11, Dispoaition of question
info piven 80 n 97 19 83 87 92
info given after probe 19 10 9 19 20 13 28
librarian contacted resource 2 8 9 1 4 k) 10
other 2 11 4 3 4 1 2
'¢7
[ I
O




O

ERIC

Aruitoxt provided by Eic:

AMIERST
12. Question answered from
l1ibrary resource file 97
CIP
Infotama
other
Day of the week
tonday 30
Tuesday 18
Wedneaday 8
Thursday 26
Friday 17
Saturday 1
Sunda, 1

BALTIMORE
COUNTY

65

46
24
10

N~~~

CAROLING
COUNTY

57

23
20
21

15

COLORADO

DALLAS MEMPHIS SPRINGS
89 94 44
19 21 25
21 32 18
24 28 12
20 14 20
11 0 16
4 5 8
1 0 1

HWOTE: Percentages hetween .5 and 1.0 are reported as 1X%; therefore, the total of percentages

may be one or two points higher thaun 100.

274

SAN MATEO

92

NN W

23

20
12

10




APPENDIX E

S

SCHEDULE OF SITE VISITS AND SURVLY DATES

SITE

Baltimore County

Amherst

Memphis

Dallas

Colorado Springs

Caroline County

San Mateo

SITE VISIT

Nov. 19-20, 1979

Jan. 7, 1980

Jan. 14-16, 1930

Feb. 11-13, 1980

Feb. 25-27, 1930

March 3-4, 1980

March 10-12, 1980

oo

~J

SURVEY PERIOD

Jan. 7, 11, 15, 21, 29
Feb. 9, 24, 28
April 14-17

Jan. 8 - July 11

Jan. 21, 29
Feb. 9,28
March 12, 1&, 26

Feb. 18 -~ June 24
Feb. 28 -~ May 28
March 6 -~ July 11

Marih 17 - June 10
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APPENDIX F

PERSONS ILTERVIEWED

AMHERST

Anne . Turner
Diane Welter

Catherine Bennett
JoAnn James

Pauline Peterson
Catherine Gannon
Shirley Anderson

BALTIMORE COUNTY

Charles W. Robinson
Jean Barry iolz
Elliot Shelkrot
Beth Babikow

Carolyn Anthony
Lou Grumbach
Marlene Kuhl
Milt Dutcher
LaVerne Brown
Pebby Wong

Ronald Fink
Jennifer haire

Gladys !olesworth
Peggy Peterson

CAROLINE COUNTY

George Sands
Julianne McCauley

Penny Danish
Jane Maloney
Patricia Reinhardt
Donald Bayne
Maxine Joiner
Margaret Fisher
Phyllis Triggs
Sheran Turner
Josephin: Corwin
Claire Stevens
Janet Taylor

Director

Human Services Coordinator (Direct
Information Service)

Information Systems Consultant (DIS)

Human Services Analyst (DIS)

Head, Xeference Department

Adult Services Librarian

Branch Librarian, North Amherst Branch

Director

Assigstant Director

Chief of Public Services Support

Coordinator, Information and Programming
Services

lHeau, Informat’on Services

Supervisor, Information Services Clearinghouse

Information Services Clearinghous:

Brancn Librarian, Randallstown Lranch

Head, Resources ifapagement, ~orthpoint Branch

llead, Information and Programming, Parkville-
Carney Branch

Library Associate, Rosedale Branch

Assistant to Head of Information and Programming,
Cockeysville Branch

Library Associate, Reisterstown Branch

Library Associate, Catonsville Branch

Director

Librarian, Informatior Services and
Reference (until 11/79)

Information Specialist (until 2/50)

Information Specialist

Library Associate, Central Library Supervisor

Library Associate, Referen:e

Library Assistant, Technical Services

Library Associate, Bookmobile

Librarian, Reference (part-time)

Library Associate, Interlibrary Loan

Library Associate, Federalsburz Branch

Librarian, Reference /pa:t-time)

Library Assistant, Circulation




COLORADO SPRINGS

Kenneth Dowlin
Ly n McGrati
Vivian liurley
Cindy Slater
Shelley Watts
Duane Thomas

Judy Vanhoffman
rary Kay Carlsoun
Judith Yem Michali
Bonnie Gerken
Lorna Byrd

Annie Soltis-Stolz
Bob Roberts

llmttu
Carol Markewich
Anne Warner

DALLAS

Lillian Bradshaw
Richard Waters
Ralph li. Edwards
Linda Allmand

Margaret Warren
Louise Swanteson
Wayne Gray

Randall Couch

Mary Lynn Rice-Lively
Aletta Scuka

Sarabeth Sullivan
Mirian Waite

Alilire Kratz

Mary Lee Barliosa
Joyce Campbell
Harriet Mador

Jon Maltzan

Hary Todd

Director

Assistant Director for Publi. Services
Head, Information Services

Librarian, Information Services
Librarian, Information Services
Administrative Assistant, Informaticn Services
Head, Reference Department

Librarian, Reference Depariment
Librarian, Reference Department

Heaa, Children's Services

Eastern Area Librarian

Western Area Librarian

Branch Librarian, Calhan Branch

Terros-Hotline
Community Health Center
Community Food and Nutrition

Director

Associate Director

Chief, Central Library

Branch Chief for Branches (until 2/8/80,
then, Chief, Physical Facilities Planning)

«ibrarian for Service Evaluation and Grants

Community Information Librarian (APL/CAT)

Head, General Reference Division

Library associate, Reference Division

Library Associate, Reference Division

Libcary Assoclate, Reference Division

Head, Business and Technical Division

Librarian, Business and Technical Division

Education Specialist, History and Social
Sciences Division

Branch Manager, Skyline Branch

Branch Manager, Lancaster-Kiest Branch

Branch Manager, Casa View Branch

Branch Manager, walnut Hill Branch

Branch Manager, Polk Wisdom Branch




JEMPHIS

Lamar Wallis

Robert Croneberger

Robert F. Smith
Carolyn Luck
Jan Neal

Mary Ann Brondi
Nancy Colbert
Bunny Andrews
Sallie Johnson

Joyce Wright
G.rry Brown
Richard Childers
Maxine Strawder
Dorothy Carr
Margaret Childers

Linda Brasfiela
Cara Davis
Deborah Elay
Joanne Kahane
dary Smith

SAN MATEOQ

Jean Davis
Nancy Lewis
Anna Scott

Jane Irby Light
Carol Yamamotc
Sally Jo Carey
Jan Engel
Delores Gomez
Carol Jenkins

Shirley Sampson
Ann Lane

Warren Netz
Mike McNamara

Bonnie Bowing
Sue Auwell
Joe Malone

Mary Radu

Director

Deputy Director

Chief of Main Library

Head of LINC Department

First Assigtant, LINC Department

Librarian, LINC Department

Librarian, LINC Department

Library Assistaat, LINC Department

Head of Sciences, Business <nd Social
Sciences Department

Head of Magazines and Newspapers Department

branch Librarian, Germantown Branch

Branch Librarian, Raleigh Branch

Branch Librarian, Gaston Park Branch

Adult Services Librarian, Whitehaven Branch

Children's Librarian, Randolph Braach

University of Tennessee, Continuing Education
Memphis ilental Health Institute

Kelly Health Care

Forzet-me-not agency

Department of Human Services

Director

Deputy Director

Reference Courdinator for SMCPL

Director, Peninsulia Library System

Director, Community Information Project

Reference Librarian, San Carlos Branch

Branch Chief, Pacifica-Sanchez Branch

Library Assistant, Brisbane Branch

Branch Chief, Woodside and Fortola Valley
Branches

Library Assistant, Portola Valley Branch

Librarian, Belmont Branch

Branch Chief, Millbrae Branch

Chaildren's Librarian and Reference, Milibvrae
Branch

Social Worker, Resource Staff

Fair Oaks Community Center

Planner and Program Director, Economic
Opportunity Commission of San Mateo, Inc.

Coordinator, Human Services Department




