The Role of Reference and Second-Level Reference in Selected CLSA Systems in California

Preliminary Report

Introduction

The California Library Services Act (CLSA) was introduced as an effort to promote interlibrary cooperation. CLSA supports a variety of services including second level reference, described on the California State Library Web Site as: 

“… second level reference which a local public library is unable to provide directly to its patrons because of the lack of local resources to fully address all questions asked.  In addition, this program supports efforts to provide training to local librarians and para- professional staff with an emphasis on basic services that can be provided using common reference tools found in small public libraries.  The purpose is to provide as much service as possible at the level where the patron first makes contact with the library and to provide cost-effective backup resources where these are needed.”  

While second level reference has been a core service of CLSA these past many years, libraries in general are questioning the time and resources spent on this service in light of the decreasing number of reference questions in libraries overall. 

In spring 2004, facing increased concern for the number of questions received by second level reference and the increasing costs of providing this service, staff from four of the CLSA cooperative systems, including the Bay Area Library and Information Library System (BALIS), North Bay Cooperative Library System (NBCLS), Peninsula Library System (PLS) and Silicon Valley Library System (SVLS), met to discuss the future of this service out of an ongoing desire to provide cost-effective services that continue to be relevant to their members. As a result of this meeting, a series of focus groups were held in fall 2004 throughout the San Francisco Bay Area to discuss reference services with front-line staff. The results of these discussions are reported here, along with preliminary recommendations for immediate action and long-range planning. 

Future and Current Environment – The Library Cultural Shift

The four focus groups were held over the months of October and November in Napa, San Francisco, San Mateo, and Sunnyvale. Using roughly the same agenda for each half-day session, attendees were provided with an overview of reference service by Steve Coffman, LSSI, before entering into discussions on the future of reference services, the current needs and opportunities if the future is to be realized, and the needs Second Level Reference can be addressing to assist local libraries. Responses were noted and are appended at the end of this report. (Appendices B-E)

As a visionary within the library field and as a professional with many year’s experience in reference services, Steve was asked to read and respond to the 2003 OCLC Environmental Scan Pattern Recognition as a basis for discussing library trends now and into the immediate future. Based on this introduction, the groups were asked to articulate a vision of reference service in the next few years. Within each discussion four dominant themes occurred. Each of these themes has relevance as a major topic of concern, but combined represent an ongoing shift in the library culture. 

Theme One: Domination of Google, the Web and Computers as Key Information Resources

Like so many other elements of our culture, information is now a self-service commodity. In discussing the impact of Google, the Web and computers, attendees voiced their ongoing concern that the general public is convinced that their information needs are fully met within the first page of search results in their favorite search engine when in fact the information they are retrieving might be wrong or insufficient for the need. This ongoing dilemma of the “good enough” answer provided for online information retrieval is perceived as the major threat to the library profession and reference services. 

Finding answers is only one part of the discussion. Also of concern for the groups is the need to educate the general population in interpretting information and information resources effectively. The need for effective information literacy skills is a growing concern in the Internet world where anyone is a publisher of information and anyone is an authority simply by the fact that they possess skills in HTML and can post a website. The educational community, and especially the community colleges, has been engaged in a discussion of information literacy competencies for a few years and their experiences might serve as a basis for wider community programs within the public libraries. 

Theme Two: Declining Budgets

The ongoing budget crisis is now entering its fourth year in many California cities and counties. In some places the crisis has been going on even longer. As the groups discussed the trends in reference services, the competition for budget dollars was a large concern. Issues related to this include the amount of dollars available for print and online materials, as well as, the competition between supporting the ongoing technology infrastructure, that is keeping computers and networks up to date, versus purchasing reference resources. 

The competition for budget dollars is also reflected in the shift in materials purchased. Several in the groups discussed the shift in focus from research collections which support reference activities to the emerging “library as entertainment” phenomenon which is exemplified by the increase in media such as DVD’s, audio books, and best-sellers. A natural choice for receiving budgetary support since these are the highest circulating items in library collections; however, the strain on reference staff continues as degreed librarians with exceptional reference skills are marginalized in light of the shift to recreational activities desired in the communities served.   

Theme Three: Changing Role of the Library in Society

The shift in community libraries goes beyond collections and staffing. Indeed, several group members commented on the shift from large, central libraries with in-depth research collections to a decentralized approach to small reading and community-based collections. Several in the groups cited the Vancouver Ironwood community branch library as the current model of success in small and medium-sized communities. The self-service model employed allows increased merchandising of library materials while also removing service barriers imposed when library staff is required for services. The model allows for a consumer-oriented visit such as that found in commercial bookstores and coffeehouses, which emphasize a comfortable place to visit and stay for a while. The introduction of food services and wireless is the current and upcoming trend in creating a community place where patrons can escape the isolation of their computerized worlds to enjoy the company of others. 

Theme Four: Emerging Library Professional

The profession is aging. This statement has been reported over and over in the library literature, at conferences and in local staff meetings. As seasoned librarians and library staff retire, the institutional histories are being lost. In addition, the funds to hire new, full-time, fully benefitted staff are increasingly scarce. Many in the groups noted a shift in the workforce as fewer MLS/MLIS librarians are required to staff service desks. The emphasis in future hiring will be for general clerical staff that can keep shelves stocked or staff with degrees in business, education or social work that can perform more outreach to key populations such as schools and non-profits. 

While many in the groups considered these staffing changes as a foregone conclusion, especially as they experience increased layoffs and attrition, there is a concern that the library standard of customer service might be lost as the profession shifts to non-library, non-degreed professionals. All the groups emphasized and noted the pride the profession takes in making high quality customer service available to each individual in the community.  

Reference Needs and the Role of Second Level Reference 

When discussing current and future needs for sustaining reference services, the groups listed quite a number of items that could be addressed (Appendix A). When discussing current services of second level reference centers, the groups advocated for making question answering and referral easier between the reference desks and system staffs. Some groups also felt it would be acceptable to step out of the interaction once the question is referred, thus saving a three-way relay between the patron, local reference staff and system staff. It should be noted that this idea would need further exploration among the members and within the CSLA regulations as some felt it opened up the potential for direct reference service for future questions from patrons who had exposure to system staff. 

Of all issues discussed, training continues to be a major need vocalized from all the groups. When asked about the effectiveness of existing system-offered trainings and Infopeople training, all cited the excellent record of these offerings in meeting their needs. Inspite of current efforts, there continues to be a need for onsite training, just-in-time training, online training courses for staff and patrons, expanded training for non-MLS staffs, and training beyond the Infopeople curriculum. The overwhelming response to this topic bears additional exploration as this process moves forward. 

Other topics identified as a need by the groups include the development of pathfinders, frequently asked questions (FAQ’s), and websites for those topics being duplicated on local library websites. An example cited by several groups was the desire for one place to link to for the annual California missions school assignment. In spite of the availabiliity of the Librarians’ Index to the Internet, many attendees reported creating and maintaining these sites locally, which means a great duplication of effort across the systems and the state. 

As mentioned before, the needs articulated by the groups are appended to the end of this report.  These can serve as the beginning of a discussion as the review of reference services moves forward. Highlights included more marketing of library services, more outreach to community stakeholders, coordinated collection development and question answering that is library-to-library rather than library-to-system and many others. 

Recommendations, Immediate and Long-Term

Based on the discussions in the four group sessions, the following recommendations are made for continuing to review reference and second-level reference in the state of California: 

Immediate

1. Review processes and procedures for current question answering between patrons, local reference librarians and second-level reference staff. Seek specific and tangible means of streamlining this service and turning answers around faster. 

2. Transition second level reference business practices, programs and services to meet emerging needs in information literacy, marketing, and training.

3. Coordinate programs and services to assist library workers in adjusting to the changing culture of the library profession.  

4. Meet with stakeholders, including the California State Library, Infopeople, Librarians Index to the Internet, Califa, and other cooperative systems to review and discuss current trends and needs and begin planning to address long-term needs. 

Long-term

1. Convene a study group to review CLSA programs and services - past, present and future - to best meet the needs of all Californians.  

2. Update the CLSA legislation to reflect emerging library and information trends in California communities, which may or may not include a component for reference and second-level reference. 

3. Explore statewide partnerships with the Department of Education, community colleges, technology industry and others to create programs and services to meet information needs most effectively and efficiently. 

Appendix A - Reference Needs and the Role of Second Level Reference 

	
	BALIS
	NBCLS
	PLS
	SVLS

	Reference; Question Answering Services
	
	
	
	

	Quick turn-around of 2nd level questions
	
	X
	X
	

	Easier submission and follow-up of 2nd level questions
	X
	X
	
	

	Direct patron referral, 2nd level questions
	X
	
	X
	

	In-depth research
	
	
	X
	

	Knowledge management, 2nd level reference database of answers available online
	
	X
	
	X

	
	
	
	
	

	Training Services 
	
	
	
	

	Overall Staff Training
	X
	X
	X
	X

	Training on local (my library’s) databases, electronic resources, and collections
	X
	
	X
	X

	Tutorial development for patrons
	X
	
	X
	

	Tutorial development for staff
	
	
	X
	

	
	
	
	
	

	Reference Services Coordinated for Libraries 
	
	
	
	

	Coordinate Virtual Reference
	
	
	X
	

	TBR for questions answered in virtual reference
	
	
	X
	

	TBR for in-depth questions answered for other jurisdictions
	
	
	X
	

	Funding support for specialized collections, eg business reference
	
	
	X
	

	Regional distributed research collections, eg art history (cooperative collection development)
	X
	
	X
	

	Clearinghouse, information gathering and distribution of new services, technologies, best practices
	X
	X
	
	

	
	
	
	
	

	End-Products and Services Produced for Libraries 
	
	
	
	

	FAQ’s, Pathfinders, and Websites on universal topics, eg CA Missions, writers, readers advisory, business
	X
	X
	X
	X

	Marketing of libraries
	X
	X
	
	X

	Program and Workshop coordination
	X
	
	
	

	Tools and Toolkits
	X
	
	
	

	Project Management; Facilitation
	X
	
	
	

	Conspectus services for local collections
	X
	
	
	

	
	
	
	
	

	Other
	
	
	
	

	Database trials and negotiations
	
	
	
	X

	Outreach, especially to educators, information delivery leaders (Google), and business community
	
	X
	
	X

	Support for regional collaboration such as committees, projects and issues
	X 
	X
	
	

	Digitize Collections
	
	X
	
	


Appendix B 

Forum Notes: #1 – San Mateo, hosted by Peninsula Library System, October 5, 2004

Agenda: 

· Introductions

· Presentation from Steve Coffman, LSSI

· Discussion: In the library of the future, what is the role of reference? Are there still reference services? 

· Discussion: SWOT (strengths, weaknesses, opportunities, threats) of current reference services

· Discussion: Needs shared by all libraries if the library of the future is to be achieved

· Discussion: What needs, roles or services can 2nd Level Reference address that would help libraries achieve their vision? 

· Adjourn

Future of Reference? 

· High visibility, both physical and electronic

· Bookstore-like, a community feel

· Look like Nordstrom, stock like Walmart

· Multi-lingual – and not just 2 languages!

· Technology counts – first line of patron help is technical, 2nd line is human

· Bookgroups and storytimes

· Busy, appealing to all ages with seamless access choice, including from home, too

· Circulation – more express checkouts, self-service first is the rule

· Does everyone have electronics at home? 

· Content – people get media directly from outlet sources, no role for librarians

· Reference – mobile, headsets, PDA’s, cell phones, laptops

· Google replacing librarians? 

· Reference down, circulation is up

· The “Good Enough” answer

· Young kids have different approach to information seeking; kids start online

· OnStar answering information needs at the point of need

· Lack as target audience

· Getting people who are frustrated with Google

· Partnerships with corporate sector

· Accidental questioners

· Patrons don’t want to bother the librarians

· Example of a hospital providing patient information, validates library through partnerships

· Why come to the library in the connected world?  Move from storage place of books to information sharing and gathering

· Vitality and energy with options such as programs, quiet space

· Book clubs expanding to read the classics, libraries have out of print items

· Clean, simple, efficient, intuitive, warm, friendly

· Move librarians and others outside the building to reach community

· Information self-sufficiency – Are people going here? Are libraries?

· Voting for library initiatives requires 51% 

· Staff from other areas are serving at desks, helping with research, might increase use of 2nd level ref to answer questions

· Central call center? Maybe but libraries still prefer to answer questions from their own communities

· Small, well-educated staff without specific job duties

· Virtual reference room with subject pages, e.g. business, crafts

· Pare down to information people need 

· All this at home, come to library when want to be with people

· Have greeters, triage and community centers

· Librarians are in the community

· Staff more helpful than knowledgable

· No “reference” as we traditionally know it

· Older people want a connection with a person, but what level of staff? 

· Staff are ‘connectors’ linked to community

· Community is key, get people through local government, e.g. permits, etc. 

· Teach how to evaluate sources

· People respond to design, not content and validity

· Link to education and teachers

· Good Housekeeping seal – we lack that kind of clout

· Less reference – more homework help, school visits

· Generalists working with kids, etc., teaching

· Books still matter

· Circulation is still our bread and butter

· Community would say we should spend more on materials, less on reference

· Reference – fewer items in print, more online

· Shift to DVD, media: book will be last resort

· Market online databases

· Google beats Infotrac for searching, databases are too complicated

· Popular materials rule 

Strengths in reference services 

· Well-trained, knowledge base

· Experienced

· Interview skills

· Customer service philisophy

· Free technology and everything else, too!

· Many tools and resources

· Excellent reputation in community

· Part of system

· Part of local governments – can extend local support

· Search strategies and interview skills

· Community support

Weaknesses in reference services 

· Lack of staff

· Not 24/7

· Languages lacking for diverse populations

· Fear of change, technophobes

· Marketing gap – not clear what we offer

· Public training gap

· Funding 

· Accessibility – ADA, hours, languages, buidings

· Community support and awareness

· Customer service – staff skill levels

· Public overwhelmed by collection – physical and online

Opportunities for reference services 

· Technology – WiFi, streamline services, self-check

· New ILS in PLS

· Learning curve – can be cutting edge

· Redefine ourselves 

· 2nd level supplemental database subscriptions – can we have? 

· Community outreach and visibility

· Ongoing partnerships – not just 1-time programs

· Capitalize on our community connections

· Improve customer service skills

· Marketing – telling our story better

· How we count things, e.g. factual questions v. quick finding requests; numbers v. anecdotes

· New generation being hired with new skills 

· Cross training 

Threats to reference services 

· Google mentality – “that’s all there is?” 

· All information instantly

· Perception that libraries are obsolete, esp. with funders and decision-makers

· Decreasing budgets

· High cost of content and our shift to leasing, not owning information

· Compete with bookstores

· Technology drives services, rather than opposite. How does this impact reaching our goals? 

· Norrowly focusing jobs

Needs for the future of reference services 

· Training on current and future databases

· Invest in end users and integrate them into library

· Staff not available for in-depth research

· Commercial services – more responsive

· Quick and answered

· Training

· FAQ’s and universal pathfinders, e.g. free email, art questions, subject specialties

2nd Level Reference – What services should System Reference Centers provide

· Instant needs of patrons inhibits use of 2nd Level Ref

· Quick turn-around required

· Intermediary of local librarians after questions are referred no really needed, slows things down

· Direct SRC/patron contact after question is referred

· Maintain 2nd Level Ref or distribute high-end resources to libraries? Affordability and training staff on specialized resources? 

· Tutorials – need to adapt for local use, e.g. training presented in Powerpoint that all libraries can adapt and use in their libraries

· Work with vendors? 

· Interactive, online tutorials

· Synergy – maximize 2nd Level Ref and Virtual Ref

· Systemwide virtual reference – e.g. forward all email ref accounts/questions to central staff

· Centralize virtual reference

· TBR for virtual reference – look at, create business plan where libraries get money for participation and for answering questions locally

· Move from subject specialties to generalists

· Support specialized collections

· TBR for Ref., e.g. SMPL business collection and questions they answer for other libraries

· Seamless services – PLS strength

· Roving reference for patron referral and research – moves among branches? 

· MS Word support

Participants (Listed by library): 

Pat Harding, Burlingame Public Library

Lolly Pineda, Daly City Public Library

Carol Simmons, Daly City Public Library

Scott Bauer, Redwood City Public Library

Kathy Shields, Redwood City Public Library

John Alita, San Bruno Public Library

Linda Lubovich, San Mateo City Library

Donna Mandel, San Mateo City Library

Anne Marie Despain, San Mateo County Library

Michael Lambert, San Mateo County Library, Foster City Branch

Joe Toschik, San Mateo County Library, Half Moon Bay Branch

Cheryl Grantano, South San Franciso Public Library

Ellen Smith, South San Francisco Public Library

Observers: 

Linda Carroll, System Reference Center

Linda Crowe, Peninsula Library System

John McDonald, Peninsula Library System

Pat Michelin, Peninsula Library System

Sallie Pine, System Reference Center

Others: 

Steve Coffman, LSSI, Presenter

Gail McPartland, BALIS/MOBAC/PLS/SVLS, Facilitator

Appendix C 

Forum Notes: #2 – San Francisco, hosted by Bay Area Library and Information System, October 6, 2004

Agenda: 

· Introductions

· Presentation from Steve Coffman, LSSI

· Discussion: In the library of the future, what is the role of reference? Are there still reference services? 

· Discussion: SWOT (strengths, weaknesses, opportunities, threats) of current reference services

· Discussion: Needs shared by all libraries if the library of the future is to be achieved

· Discussion: What needs, roles or services can 2nd Level Reference address that would help libraries achieve their vision? 

· Adjourn

Future of Reference? 

· What will reference be? Will there be a reference? 

· Check email and virtual reference

· Reference changing, is busier than ever

· Educational and coaching role increasing

· Information literacy lacking in younger generations

· More market segments, need for advanced information literacy

· Market outreach 

· People are more lazy

· Reference staff become finders of occult knowledge

· Libraries – not very easy to find things, e.g. layout, classifications, terminology

· Immigrants have an especially difficult time

· Are patrons really happier with Google? 

· Some patrons refuse to use computers, prefer people contact

· Technology brings collaboration online 

· Questions are more complex, reference interview is needed to clarify actual question

· Readers advisory increasing

· Budgets will drive reference, such as MLS librarians v. clerks and pages

· Change will happen via attrition

· Hard to get needed tools – competition for budget and IT/Tech needs, lack for vision and leadership

· Local branches are being emphasized more than big, central libraries

· Ease of use required, online and in buildings

· Staff training and expertise – specialists are now required at branches

· Compete with internet, TV, media – how to get the right book to the patron, how to save the time of the patron? 

· Use databases to bring resources to branches

· People still want a place to be, beyond the big collections

· New role as reading leaders, reference is low on the list, reading clubs and lists are high

· People feel more isolated 

· Libraries are safe

· “Librarian, bartender, therapist” – new role

· Check out the Cornell study on Google Answers

Strengths in reference services 

· Staff – well-trained, team players, happy, diverse (mostly)

· Free

· Support our customers

· Resources – books, databases, computers

· Training people at point of need

· Beyond Google

· Open to change

· New buildings 

· Programs 

· Good people skills 

· Individualized service

Weaknesses in reference services 

· $$$

· Community perception, lack of marketing

· Some answers are incomplete and/or inaccurate

· Staff resistance to change

· Bureaucracy

· Convenient services in commercial sector, e.g. netflix

· Reference and other staff need to be accountable

· Not trained on electronic resources, more are emerging

· New technology creates problems

· $ to support technology 

· Staff need technical support 

· More PC’s 

· Need Barnes and Nobles feel and comfort

· We aren’t user friendly, use jargon

· Need to be able to search electronic resources with a Google-like search 

· Promote information literacy

· Signage, layout, dewey

Opportunities for reference services 

· Community center for resources, e.g. tax, voter info

· Books still important

· Staff picks 

· Reader’s advisory, can collaborate

· Cultural center

· Do more tool building, put expertise and services on web 

· Captive audience – opportunity for teaching, esp. after-school crowd

· Do more with schools 

· Positive attitude – libraries are worthwhile

· Guide people to quality websites

· Bond measures – more inviting facilities, reading space 

· Introducing new immigrants

· High level of service from multiple locations

· Educate people on use of materials and services

· Resources people can’t find elsewhere

· Cooperative programs, e.g. with local business, that include library resource training component by topic for public and staff

· Collaborate for web content all share 

· Be collective point for lesson models for the public on various topics

Threats to reference services 

· Instant gratification

· Decline/flat reference stats 

· Jobs/staffing – MLS librarians threatened by jobs going to paraprofessionals

· Absence of human touch, computers are everywhere

· Recognition, self-esteem in the profession

· $$$

· Tax measures

· Resistance to change, both internal and external to library, especially reference staff

· Institutional change is hard

· Aging profession

· Competition for smaller pool of funds in communities, e.g. libraries, schools, other services 

· Lack of marketing

· Perceived competition of Barnes and Noble, Google, etc. 

· Lack leadership

· Diversity and needs levels, e.g. ESL, kids services, etc. 

Needs for the future of reference services 

· Change perception with users, begin selling ourselves and our services 

· Help anyone/anywhere, no division of labor when helping patrons

· User friendly access in building, collection, catalog and website 

· Become more like Google

· Less division between patrons and librarians, come out from behind the desk

· Livermore’s ‘rovers’

· Listen to community and meet their needs

· Regional cooperation, e.g. auto repair manuals, SAMS

· Out to community

· Planning – watch the information marketplace, work with users to fulfill their needs

2nd Level Reference – What services should System Reference Centers provide

· Question answering

· Make users and librarians aware of SRC services

· Marketing in libraries 

· Pathfinders, toolkits in specific areas, such as writers, readers advisory, business

· Have no local librarian intermediary after questions are passed to SRC

· Update question-submission abilities – paper/fax form implies forever for response

· Special projects – training, website content development, programs

· More collaboration

· Project management from facilitation through project completion

· Clearinghouse, e.g. customer service guidelines or webjunction

· Submit questions online

· Newsletter – email including lots of white space and professional layout. Current newsletter is too dense.

· Cooperative collection development

· Conspectus assessment – study and compare collections

· Self-help tools, e.g. LII, Jobstar

· Patron training in a variety of formats for standard questions, e.g. email, databases, web

· Infopeople for patrons – lesson development

· Training at my library – face to face, train the trainer, virtual and other formats

· Keep tools updated

· Support committees

Participants (Listed by library): 

Joan Galvez, Alameda County Library

Richard Russo, Alameda County Library, Albany Branch

Susan Fisher, Aladema Free Library, Fremont Branch

Bob Saunderson, Berkeley Public Library

Andrea Moss, Berkeley Public Library

Cindy Brittain, Contra Costa County Library

Janet Hildebrand, Contra Costa County Library

Madine Imada, Contra Costa County Library

Abbe Kalos, Hayward Public Library

Michael Flanagan, Menlo Park Public Library

Terry Egan, Oakland Public Library

Gerry Garzon, Oakland Public Library

Daniel Hersh, Oakland Public Library

Nancy Rhoda, Oakland Public Library

Doreen Irby, Pleasanton Public Library

Mary Maslana, Pleasanton Public Library

Toni Bernardi, San Francisco Public Library

Mark Hall, San Francisco Public Library

Dennis L. Maness, San Francisco Public Library

Lea Rude, San Francisco Public Library

Banny Rucker, South San Francisco Public Library

Observers: 

Sallie Pine, System Reference Center

Mary Beth Train, System Reference Center

Others: 

Steve Coffman, LSSI, Presenter

Gail McPartland, BALIS/MOBAC/PLS/SVLS, Facilitator

Appendix D 

Forum Notes: #3 – Sunnyvale, hosted by Silicon Valley Library System, October 27, 2004

I. Future of Reference?

↑ Self-service

   → changed user base

↑ circ; ↓ ref

Doing Net Search not the same as finding answer

Children’s Services – helping kids & teaching

More time teaching information literacy not being taught in schools

Classes popular/varies

Non-English classes popular

Information Literacy required @ community colleges

Ref evolving share materials & expertise

Language specialties

Don’t duplicate services

Limited $$

Populations from other countries – parents needs v. kids

Recruit multicultural staff

Net – training gap

Lib function in society

· access to info

· fundamentals same

· access changes

Study/stats what people need

Ref interview matters

People interaction matters

Finding people’s needs if not in lib.

Answer available – people don’t look

Inculcate info seeking from other cultures

Advertising

Cultural awareness


Lib. An authority figure

Will there be ref?


Net – good enough answer


Inaccurate info OK

Craig’s List – Comm info

Google

Lib use tech – push patron – specific info


Push db articles

Lib entity within society often passive → go active 

        
Claim our audience

Ref increasing some areas


1 in 10 optimum ref help?

SJSU grads ↑ & turning away

Break down kids v. adult


Go family friendly

Aggressive Marketing & partnerships

Info a commodity

  Email lists – programs

  Pathfinders / web lists @ schools

  Satisfaction with self-service

 II. Needs & Opportunities

A. Opportunities:

       – Become school lib



Websites on school assignments

   

Coordinate statewide?

  

Books, web, digital

Partner with schools



Webquests & pathfinders

Need to have schools/teachers come to us



Reach @ district level

Other partnerships needed 



Bus, government, health, media

Shift ref to partnerships & outreach – role for staff @ all levels

Libs partner with each other 



Patrons don’t care / understand

Coordination within system



e.g. Schedules impact others

Break 50% barrier – pre-answering questions – statewide?

Statewide coordination



Books / resources

B. Needs:

 Training opportunities



e.g. like today



Intuitive – ID patrons in need



ongoing & maintained & updated

Town meetings – ask patrons / community what they need

Need skills & flexibility for db’s


      AskNow – db’s at patron lib

Classes – What? How? New?

Expert assist @ Ref Desks

 

e.g. law



AskNow & specialist on line & live patron

III. 2nd Level Ref:

Ref Sources – book, web, db comparisons

Training


Real time training – master teacher



SRC visit & evaluate/assist local libs.

                    @ the lib; with their materials

Shared resources – missions, elections, medical – community based, LII

Keep maintaining who has what – dbs,


Net policies – clearinghouse – resources & services

Real time 2nd level service


No form – direct referral

PR – Services available

PR – lib to community collections, presentations

Target marketing – e.g. EDD/jobs, kids service / Day Cares

Obits – local service

PR – ALA, professional materials

“Information Advocate” & “Googler,” not “librarian”?

pool resources to do ad campaign like ‘got milk’

Stumpers – obits, legal, codes fulfillment

Knowledge Management System – answer questions & referral

Genealogy specialist

Statewide – missions, State laws, Child Care referral, 

Child / Family Services, Social Services questions including other 

counties

Autos & wiring diagrams

DB – Statewide subscriptions

Lib. Specialists in various topics


Statewide registry


Not just volunteers - $ to provide service

Clearinghouse adult education, e.g. ESL

Co Law Libs – training librns

Small Business electronic library


Authoritative, annotated 


English & Spanish


Smallbus.infopeople.org

Google, info partnerships
Attendees:

Lynn Symonds, PAPL

Carol Jaech, SCCO

Nancy Howe, SCCO

Darla Wegener, SCCO

Karen Armendariz, SCCO

Rosanne Macek, SCCO

Soher Youssef, SCCO

Karen Rollin Duffy, SCPL

Allen Chin, SCPL

Erin Ulrich, SCPL

Jane Botsford, SCPL

Trish Taylor, SCPL

Brian Fowler, SJPL

Joan Bowlby, SJPL

Ned Himmel, SJPL

Sharon Pao, SJPL

Sara Kempen, SUN

Susan Denniston, SUN

Gail McPartland, PLS

Barbara Will, State Library

Sallie Pine, System Ref Center

Linda Carroll, System Ref Center

Appendix E

Forum Notes: #4 – Napa, hosted by North Bay Cooperative Library System, October 28, 2004

Agenda:

• Introductions

• Presentation from Steve Coffman, LSSI

• Discussion: In the future, what is the role of reference?

• Discussion: What opportunities and needs could be shared by libraries in

meeting the future?

• Discussion: What needs, roles or services can 2nd level reference address

that would help libraries achieve their vision?

• Adjourn

Role/Future of Libraries

• Learn and share information

• Techies increasing – new skills

• Lines decreasing

• Expert at information literacy

• More outreach to community

• Library community place

• Programs and displays

• Scary world – library is welcoming

• More remote

• Circulation is up; reference is down

• More entertainment

• Carnegie libraries had other features, e.g. pools

• Ironwood Model – give the public what they want: self-service, bookstores,

market material, popular mtl’s (don’t know what this abbreviation is)

• What won’t be online

• Reference collections decline

• Fundamental to democracy

• Education primary mission

• Forum and space for public dialogue

• Marketing key

• Singapore – on onsite staff – location elsewhere

• Where are book lovers?

• Overcome fear of technology

• Book discussions

• Reading important

• Windows, Web, Searching - staff skills now essential and core

competencies; provide as service

• Be part of “Info Mall”; partner with Google for free

• Archival – last copy and historical

• ILL – more effective to patrons – two weeks to 24 hours

• Library collaboration and streamline

• Staff – fast on their feet

• Use 2nd level reference more

• Compartmentalize

• Use staff better

• Build better resources

• Don’t duplicate efforts

• Need for human contact and quality of life

• Remote users and non-users

• When Google fails – educate

• Libraries busy – desks busy – is a “place”

• Handhelds and wireless

• Desk – consultation room

• Double screens

• Free resources – some pay, some don’t

Needs/Opportunities

• Teens – meet them where they are; teens are online

• Good tech and websites

• Libraries go outside the building

• Address literacy and reading

• Work with educations and creators of online courses

• 24/7; Net Café link ; IN course syllabus

• Outreach to high schools, Info Literacy

• Initiative at community colleges

• Get ‘em young

• Catalog not seamless interface; Acqu Browser; Indecca

• Staff discrepancy and competency classes

• Reference desk – staying available or are we busy

• Mingling staff – anticipate needs

• Seniors – information literacy needs

• More collaboration; share resources, databases, seamless systems, web

resources, programming, publicity and marketing 

2nd Level Reference

• Staff training, database, workshops

• Directories – special collections, unique collections and CA collections

• Digitize collections

• 2nd level reference – submit online

• Collaboration among libraries

• Beyond local libraries – market regionally

• Archive and searchable 2nd level

• Could it be more immediate; hotline? pagers?

• Training all levels

• Web-fresh content

• Develop tools, e.g. missions, small business, test preparation

• Coordinate best practices and upcoming trends

• Templates – web, fliers

• Branding/Marketing

Participants (Listed by library):

Nicole Shields, Napa City-County Library

Linda Flanagan, Napa City-County Library

Allie LaCentra, St. Helena Public Library

Nancy Schrott, Dixon Public Library

Larry Hlavsa, St. Helena Public Library

Pam Klein, San Rafael Public Library

Linda Kenton, San Rafael Public Library

Stephanie Grohs, Napa Valley College Library

Judith Rousseu, Sonoma County Library

Kathy Low, California State Library

Fran Martinez-Coyne, Benicia Public Library

Diane Choquette, Solano County Library

Renee Hayes, San Anselmo Public Library

Jennifer Baker, Solano County Library

Inga Labeaune, Montery Public Library

Arlene Kallen, Sonoma County Library

Jody Orlick, Sonoma County Library

Barbara O’Hara, Sonoma County Library

Vandy Ham, Sonoma County Library

Julia Haggar, Sonoma County Library

Observers:

Joe Cochrane, North Bay Cooperative Library System

Annette Milliron-DeBacker, North Bay Cooperative Library System

Ann Amman, North Bay Cooperative Library System

Sallie Pine, Peninsula Library System

Others:

Steve Coffman, LSSI, Presenter

Gail McPartland, BALIS/MOBAC/PLS/SVLS, Facilitator
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