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KoHTponbHoe 3agaHme Ne 3

UroOBI MPABHIIFHO BBITIOJIHUTH 3a4aHAUC Ne 3, HCOOXOIMMO TOBTOPHTH CIic-
JIVFOLIME PA3ACIIBI Kypca aHIIMHCKOTO SI3bIKA TI0 PEKOMEHIOBAHHOMY YUCOHHKY.

1. T'pammvarmdeckue (yHKIME T7aronos should, would.

2. OO00poTHl ¢ HHPUHUTHBOM, NMPUYACTHEM H TEPYHIUCM, PABHO3HAY-
HBIC PUAATOYHBIM MPEITIOKCHISIM.

3. Pasmmusbic 3HauCHUA CIOB. only, as, both ... and, because, because
of, for, since.

Obpaszey, evinonnenusn I (k ynp. 1)
1. If a source has been indicated, the librarian should try to dis-
cover whether the source was adequate.

Ecmm yka3eiBacTcsi HCTOUYHUK, OHOIMOTEKAPIO CIEAYET MOIbBITATHCS BhI-
SICHUTD, OKA3aJICS JIH 3TOT HCTOYHHK IOJIC3CH.

2. Should the library have this book on the shelf?

JomxHa i OnOIHOTEKA HMETH 3Ty KHUTY HA MOJKE?

3. In the best of all possible libraries, evaluation would not be nec-
essary.

B nneanpHOM OMOMOTEKE OLICHKH OBLITH OBl HE HYKHBI.

Obpaszey, evinonnenusn 2 (k ynp. 2)

1. The librarian is often able to determine the level of sophistica-
tion of the material required by weighing the age, experience, and im-
mediate needs of the user.

Bubanotexaps 3a4acTyr0 COCOOCH OMPEACITUTh YPOBCHD CJIOKHOCTH 3a-

npamuBacMoOT0 Marcpuaaa 3a CUYCT TOrO, 4YTO OLUCHUBACT BO3PACT, OIBIT H
HCTIOCPCACTBCHHBIC HY KBl TUTATCIIA.

2. The average search is not likely to turn up more than essential data.

IpeacTaBisieTCs MAIOBCPOSTHBIM, YTO CPCAHCCTATHCTHYCCKUI ITOMCK
MPUHOCHT YTO-TO OOJIBIICE, YEM CAMBIC DICMCHTAPHBIC TAHHBIC.

3. After all, the chief product of automation is supposed to be lib-
eration which, in turn, should allow more time for carpentry, garden-
ing, and Ping-Pong.



B KOHIE KOHLOB, MPEANOIATacTCs, YTO ABTOMATH3ALMA 03HAYACT OCBO-
00’KICHHE, B PE3YIBTATE KOTOPOTO JODKHO HMOSABHTHCSA OOJBINE BPEMECHH AT
3aHATHHN CTOPHBIM JCTOM, CATOBOACTBOM H MHHT-TIOHTOM.

Obpaszey, evinonnenusn 3 (k ynp. 3)

Because of a limited budget, questions are being answered by li-
brarians who work almost the entire day on the reference desk.

W3-3a orpaHHUCHHOTO OFO/KETA HA BOMPOCHI OTBCYAIOT OHONMOTCKAPH,
TIPOBOAAIIHNC 34 CIIPABOYIHBIM CTOJIOM IOYTH BECh ACHDB

The librarian is not able to connect the clues in the question to a
likely answer source, often because she does not understand the query.

BubanoTekaps HEC MOKCT CBA3aTh KIIFOYH, COACPKAIMUCCS B BOMPOCE, C
BCPOATHBIM HCTOYTHHKOM, COACPKAIUM OTBET, MOTOMY YTO HC MOHHUMACT 34-
mpoca.

For a librarian studies for years to gain such knowledge, and a
short library-use program can hardly hope to duplicate this back-
ground.

W60 6uOIHOTEKAPh YUUTCSA MHOTO JICT, YTOOBI OBIAACTh STHMH 3HAHHA-

MM, H KPAaTKOCPOYHAS MPOTpaMMA I IOJb30BATCII OHONHOTCKH €IBa JIH
MOJKET JaTh TAKHUC JK& MOZHAHHAL

BapuaHT 1

L Ilepenuutme cneoyiougie npeonodiceHus U nepeseoume ux Ha pyCckuii
A3bIK, 00paUas GHUMAHIE HA pasTudHble 3HaYeHyA nazonos should, would:

1. If a dispute were to go into litigation, the client would have to
prove that the librarian’s action was in deliberate breach of duty.

2. A wide variety of potential sources should be offered wherever
possible, but only in some logical, easy-to-understand order.

3. By now it should be apparent that determining the proper
number of reference titles is more of an educated gamble than a statis-
tically accurate measure.

4. In that case, I would encourage the student to seek counseling,
and I would follow through with referral to an appropriate local
agency.

5. If that were the case, then the whole public library system
should be operating like a business, not a public service.



I, [lepenuutme cneoyiougie npeonodiceHUs U nepeseoume ux Ha pycckuii
A3bIK, NPUHUMAS 80 GHUMAHUE, YN0 UHQUHUMUGHbIC, NPUHACIIHBIE U 2ePYHOUATb-
Hbie 000PONIbI COOMBENICIGYION YAle 6Ce20 NPUOAMOYHBIM NPEOTOHCEHUAM.

1. But being mindful of the dilemma does not in itself answer the
basic problem.

2. Although not directly concerned with reference services, all
the items considered are of great value to reference librarians.

3. There is too much data for the average manager to cope
with.

4. The amount of data being generated offers unprecedented op-
portunities, but the proliferation suggests problems.

5. Another cause of search failure is the librarian’s missing an
obvious, but unexpected answer.

6. Will information fanatics stay at home or in the office locked
into their computers, screens, and unlimited sources? The fact that all
this is a bit more expensive than checking out a book does not seem to
have been considered.

I [lepenuutme cneoyiougie npeonodiceHUs U nepeseoume ux Ha pycckuii
A3bIK, o6pau4aﬂ SHUMAHUE HA paA3TUYHbIE SHAYEHUA BbIOCTICHHbIX CII0B.!

1. There is no limit to the material that may be found in older ref-
erence works, certainly in books from both the general and the spe-
cific reference collections.

2. Both evaluations, of course, might be considered in an inter-

view.
3. Some working reference librarians dismiss the evaluation as
meaningless.

4. In his summary, Hildreth observes something as true today as
it was a few years ago

5. The searching problem offered by databases may not be the
only reason they are so infrequently employed in libraries.

6. Standards are established not only for service but also for such
things as building the collection, handling of interlibrary loan materi-
als, and preparation of correspondence.



IV. IIpoumume u nepegedume Ha pyccKuii a3uiK MeKcm.

General Evaluation Methods

There are numerous methods of evaluating anything, but essen-
tially any process can be analyzed in four or five steps. The first step is
to determine the purpose of the evaluation, its goals, and precisely
what one hopes to learn. Second, use a comparative ruler to measure
the situation as it exists against a more ideal situation or against local
or national standards. Third, decide which methods should be used to
gather the necessary information and data. Fourth, determine how the
methodology is to be carried out, i.e., who is going to do what, at what
cost, and under what time limits. After these preliminaries, one pro-
ceeds with the process, gathers the information, and makes any neces-
sary modifications to the methodology. Finally, the results have to be
analyzed, and conclusions must be drawn from the results to assist in
understanding and possibly changing the situation which is under
study.

The process of evaluation requires both subjective and objective
methods, attitudes, and approaches. Emphasis should be, and tends to
be, on objective methodology. There may be an almost-mystical faith
in the scientific method and in objective data, but the fact remains that
it produces results. Scientific results convince governing bodies to pro-
vide more funds and persuade skeptics that improvements in service
might be useful. At the same time, it is ridiculous to assume that a cu-
mulation of statistical data on, say, how often people use the dictionary
will give anyone anything more than just that — data — and will provide
very little information about the quality of the collection. It is impera-
tive that the objective studies have a fine focus and that they be bal-
anced by subjective observations and analyses.

1%

a). Sanonnume nponycku npueedeHHbUwu HUs#Cce Cosamu U 8bIpaXsCeHUAMU.!
to determine; emphasis; general; to provide; to remain.

There are numerous buying guides to the best type of software for

a given set of situations. In a ______way, the best beginning ap-

proach is to consult current issues of any of the computer magazines.

They seem to _ a handy reference, so the librarian may
what is suitable for a given problem area.



A basic guide to software is found in R.R.Bowker’s Software En-
cyclopedia. This is a descriptive listing of over 22,000 packages. A
similar guide, covering much the same material, although with

on somewhat different points, is The Educational Soft-
ware Preview Guide. Time changes the software, of course, but the
basic packages pretty much the same.

0). Illoobepume onpedenenus, K ClOBAM, NPUBEOEHHBIM 6 Yachiy (a).

to continue to be in the same state or condition

special importance that is given to one part of something

to find out the exact details or facts about smth; to decide
describing only the main features of smth

to make sure that someone gets what they need, especially by
giving it to them

A e e

BapuaHT 2

L Ilepenuutme cneoyiougie npeonodiceHus U nepeseoume ux Ha pyCckuii
A3bIK, 06pau4aﬂ BHUMAHUE HA paAZTUYHbIE SHAYEHUA 21A207108 should, would:

1. To answer the need of specialists in technical libraries Univer-
sities of Culture should train more specialists at special departments.

2. The students should acquire their special knowledge in the
field of scientific and technical information in a special course dealing
with the questions of history, sources, methods and system of organi-
zation of bibliography.

3. The dean said that in the degree course particular attention
should be paid to the academic and general studies in the education
necessary for librarians at that level.

4. Would you undertake the responsibility to direct a research
program in the cataloguing, classification and subject analysis of li-
brary and documentary materials?

5. Special attention should be paid to the fundamentals of mecha-
nization and automation of the processes of retrieval and handling of
information

I, [lepenuutme cneoyiougie npeonodiceHUs U nepeseoume ux Ha pycckuii
SA3BIK, NPUHUMASL 60 GHUMAHUE, YN0 qubuHumueHbze, npudacmisie u 2epdeuwlb-
Hble 06OPONTLL COOMBEMCMBYIONT Yalle 6Ce20 NPUOAMOYHBIM NPEOTOHCEHUIM.

1. The Library of Congress seeks (o acquire catalogue
immediately and disseminate cataloguing data rapidly for all current
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monographs and monographic series of research value in order to meet
the urgent needs of American libraries through a centralized national
cataloguing effort.

2. 'The rational organization of current subject bibliography is of
particular importance since, being one of the main sources of informa-
tion on scientific and technical achievements, it constitutes a necessary
prerequisition for successful development of science.

3. Open access being a quick means of getting to a particular
book for consultation, it is really valuable to researchers.

4. When planning an exhibit, decide upon the central idea, or
theme of the display, then build around it. Make a rough preparatory
sketch to indicate layout and colour treatment.

5. The British National Bibliography, first issued in 1950 by the
Council of the British National Bibliography, is edited from the British
Library by a professional staff.

6. Since the displays are to be viewed by persons of all ages, in-
terests and walks of life, the material must be varied in scope and
reading level.

I [lepenuutme cneoyiougie npeonodiceHUs U nepeseoume ux Ha pycckuii
A3bIK, 06pau4a}z SHUMAHUE HA paA3TUYHbIE SHAYEHUA BbIOCTICHHbIX CII0B.!

1. The catalogue is the key to the collection of books since it
helps patrons to grasp the main idea of a book.

The Dewey Decimal system has been introduced in American li-
braries since the end of the 19™ century.

2. In the first half of the 20" century the only expedient measure
was to radically revise the Decimal Classification already being used in
Russian libraries.

The Russian State Library endeavours to offer every group of visi-
tors the most convenient facilities for their work; only one large reading
room for the social sciences and humanities houses 500 readers.

3. Manuscripts written by Armenian chroniclers and dating from
the 5™ to the 18" century occupy a prominent place among the treas-
ures of the Matenadaran for many of them contain valuable, even
unique information on the history of Transcaucasia, Iran, Russia,
Byzantium, and other countries.

For many years Armenian manuscripts had been collected and
brought here from monasteries, where they had been preserved.



Some manuscripts are remarkable for their complicated ornament
and colour scheme.

4. So called literally-critical readings are held in the library every
year. They are devoted to both solving problems connected with the
development of children’s literature and revealing new critical forces
in this field.

Both tasks are discussed by school teachers, librarians and kinder-
garten and nursery teachers who gather in the lecture hall to hear criti-
cal reviews of children’s literature.

5. Because of the growing volumes of printed materials many li-
braries tend to introduce automated systems.

A technical library should supply special literature and documen-
tation paying special attention to the content of its collection and in-
formation requirements of the readers because it is, in most cases, a
sort of an auxiliary department of a plant or a research institution.

6. Copyright can be defined as the exclusive right secured by law
to the authors and artists to publish and dispose of their several works
for a limited time.

As publishers build reputation for issuing certain types of books
the name of the publishing house may be of great importance to the
readers.

An old proverb says, “Choose an author as you choose a friend”.

To manage the increasing flow of information is as important as to
be able to collect all up-to-date materials in the stock.

IV. IIpoumume u nepegedume Ha pyccKuii a3uiK MeKcm.

Networks and Interlibrary Loan

Share and share alike for mutual good. That is the reason for net-
working in the United States and Europe.

The idea is to share everything from books and periodical articles
to knowledge about finance, computers, and catalog procedures. There
are as many different share plans, programs, and dreams as there are
networks, and there are many different meanings to the word network.

A businessperson may speak of a network of computers in a single
office, or nationally, or internationally. Networked computer systems
tie together all the computing resources in a company, from main-
frames to microcomputers. To get it all to work together requires net-
working of considerable skill.

9



A librarian thinks of a network as a group of libraries tied together
by mutual interest, a fax machine, an online database, and a cataloging
system. Here, too, one is likely to find a network of computers similar
in type, if not in scope, to those found in medium to large business
concerns.

Most of us have a network of friends, relatives, and professional ac-
quaintances. There are also the television and radio networks, and so on.

Of these many kinds of networks, we will focus on library net-
works, and in most libraries the term nerwork still means “‘sharing”.
The Special Libraries Association has as good a definition as any for
the word: It is a formal “arrangement whereby several libraries or other
organizations engage in a common pattern or exchange of information,
materials, services, or all three for some functional purpose”.

There are some variations: (1) The American Library Association
only recognizes a group of libraries as being in a network when they
have central management and programs. (2) A library consortium is
usually a synonym for network, but can also be confined only to acqui-
sitions and selections of materials. A consortium is probably limited by
subject, geographical location, size of the library, etc. (3) Other terms,
with slightly different connotations but essentially representing a net-
work include: federated systems, cooperative systems, etc.

V.

a). Sanonnume nponycku HPMSEOEHHIJZMM HU#Ce Cosamu U 8bIpaXsCeHUAMU.
network; businessperson; mutual; online; database.

Reference librarians are constantly involved with ____ and
use both a formal and informal approach. The librarian may find in-
formation in numerous Or use any of _services
to fulfil the patrons’ quiestions. Some of the abovementioned informa-
tion services are intended for ___ use. They can be of

interest for different types of readers, such as research
workers, , teachers, college students.

6). [loobepume onpedenenus, K clOGAM, NPUGEOSHHBIM & Hacmiu (a).

1. feelings such as respect or hatered felt equally by two people
towards each other;

2. alarge amount of data stored in a computer system so that you
can find and use them easily;

10



3. directly connected to or controlled by a computer; connected to
other computers through the Internet or availavle through the Internet;

4. aman or a woman who works at a fairly high level in a com-
pany,

5. aset of computers that are connected to each other and can be
used so send information or message.

BapuaHT 3

L Ilepenuutme cneoyiougie npeonodiceHus U nepeseoume ux Ha pyCckuii
A3bIK, 00paUas GHUMAHIE HA pasTUdHble 3HaYeHyA nazonos should, would.:

1. One might add that we would have better staff if we offered
higher salaries and increased prestige.

2. The reference librarian should be able to wander freely in the
forest of specialization and be equally able to identify a specific tree in
any one area.

3. Should the librarian offer assistance to a person who does not
ask for help, yet seems to need it?

4. Would you mind looking for material about nineteenth-century
American literature over there?

5. He said that specialized libraries where information was
needed almost immediately and where cost was not a major factor
would prefer the online search.

I, [lepenuutme cneoyiougie npeonodiceHUs U nepeseoume ux Ha pycckuii
SA3BIK, NPUHUMASL 60 GHUMAHUE, YN0 qubuHumueHbze, npudacmisie u eepdeuwlb-
Hble 06OPOI71bl COOmMBEMCmMeyVIom dauie 6ceco npuaamoqybm npeaﬂoofceyu}m:

1. The Baltimore County Public Library decided to save money
by training every reference librarian to provide service to all age levels.

2. The academic librarian is expected to do more online searches
than in the average public library.

3. No one expects a librarian to have a total knowledge of all as-
pects of science, the humanities, and the social sciences.

4. Determining the optimum size of a collection within a library
involves so many variables that an attempt to set one standard would
be meaningless.

5. 'The published guidelines indicate that many libraries have their
own written policies regarding reference goals and objectives.
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6. When working with students, the librarian sometimes finds it
helpful to ask to see the teacher’s question in writing or to see an out-
line of the material.

I [lepenuutme cneoyiougie npeonodiceHUs U nepeseoume ux Ha pycckuii
A3bIK, 00PAUas GHUMAHUE HA PASTUYHbIE SHAYEHUS GbIOCTIEHHBIX CJI08.

1. Librarians decided in the early 1980’s that the only possible
way to fit online searches into tighter and tighter budgets was to im-
pose a fee.

Only one of the 12 libraries queried offered anything remotely re-
sembling a reference interview.

2. Even under the best circumstances reference work requires a
lot of concentration and energy and a reference librarian may be for-
given for the occasional thought that being alone on an island might
not be a bad idea.

The reference librarian will be asked to recommend what is not
needed for the next fiscal year.

3. Since there usually are not enough staff members for ideal
service, the statement establishes priorities in the hierarchy of services.

The transmission of a document over a telephone line is an old
process and one which has been used in libraries since the mid-1960, if
not earlier.

4. Today in most libraries the choice of computer-assisted search
is either the traditional online or CD-ROM. Librarians may combine
both, particularly for detailed research.

This type of network is growing and is found at both the local and
national level.

5. The search can be complex, and even difficult, not because of
a lack of proper translation procedures but because of a lack of spe-
cific sources.

Because each organization that sells CD-ROM tends to have its
own search software, it is important to find a publisher who has more
than one CD-ROM offering, who, in fact offers a number of databases
which employ much the same system.

6. As in any conversation, it is advisable to keep eye contact with
the user.

The recurrent yearbooks, manuals, and encyclopedias may be dis-
carded as new editions are obtained.

12



IV. IIpoumume u nUcbMeHHO nepeseoume mexcm.

Copyright

Students and laypersons understand vaguely that a copyright or
patent protects the originator of a work. For example, it assures an
author of exclusive rights to his novel or scientific treatise. Under most
(but not all) circumstances the author must be paid each time the novel
is purchased or the article is faxed or photocopied. However, because
of exceptions and gray areas, understanding copyright law has devel-
oped into one of the great mysteries of modern times. It truly takes an
expert to fathom its various aspects.

In the midst of the confusion the librarian continues to offer public
access to data from the author’s novel or treatise. Perhaps this is ac-
ceptable, but when is there a limit to how many photocopies one can
make of an article, a book, a chapter or whatever? When and how is
the author paid or recognized for such use?

These are some of questions that arise from the copyright law’s
gray areas. Maybe the answer is that there is no answer. Perhaps sim-
ple commonsense will be the librarian’s guide to good behavior. While
the U.S. Copyright Act of 1976 is clear about author’s rights, Section
107 concerning “fair use” is vague. Fair use is a method of defining
what someone may do with a copy of an article, or a page out of a
book, or a video recording, etc., without violating the rights of the
copyright holder or author. In general, one is free to photocopy an arti-
cle as long as the copy is not put to commercial use and is used for re-
search, scholarship, teaching, etc.

Section 108 of the law concerns photocopying in libraries and the law
involved with interlibrary loan. Essentially, it says that copying is legal as
long as it is done without a profit motive. Beyond that there are stumbling
blocks to efficient interlibrary loan: (1) One may request only five articles
from the same journal if they all were published in that journal in the past
five years. (2) Books may be borrowed, but only if the book cannot be
purchased at a reasonable price. That is, almost any book in a current edi-
tion of Books in Print should not be sent on interlibrary loan. While all this
protects the publishers and the authors, it does raise some sticky problems.
Some librarians conveniently overlook the rules, others pay for the peri-
odical articles, and still others may claim that an interlibrary within a sys-
tem does not infringe on the copyright law.

13



V.

a). 3anoanume NPONYCKU NPUGEOEHHbIMU HUICE CTIOBAMU.
article, edition, law, loan, request.

1. Despite the developments in interlibrary , there
remain basic problems, not the least of which is the cost of such serv-
ices.

2. One may use networks to __, for example, an item
from the New York Public Library.
3. Actually, various students have shown that the has

not really had all that much effect on interlibrary loan.
4. The average library is not likely to request an ,
book, or report more than once.
5. Most popular reference works go into several editions, and it
normally is pointless to maintain earlier editions when the latest
of a standard work can be obtained.
0). Illoobepume onpedenenus, K ClOBAM, NPUBEOEHHBIM 6 Yachiy (a).

1. To ask for something formally.

2. A particular version of a book, magazine or newspaper that is
printed at one time.

3. A sum of money that you borrow, usually from a bank or gov-
ernment, and have to pay back in smaller amounts with interest every
week, month, or year.

4. A system of rules that a society or government develops in or-
der to deal with business agreements, social relationships, and crime.

5. A piece of writing in a newspaper or magazine.

14



TekcTbl

User Studies!

A user study is an analysis of the behavior of users (and nonusers)
of information in their relationships with libraries (or information sys-
tems) and services. There have been countless studies of various types
of user and libraries, studies which are valuable in understanding how
information is matched with the needs of the individual. Several gener-
alities have emerged from these works, and some of them are outlined
here.

The average user study is based on demographics, i.e., an evalua-
tion of education, age, occupation, economic status. Often this is bal-
anced with such variables as the size of the library collection, the edu-
cation of the staff, distance of the user from the library, etc.

Another type of user study considers communication patterns (See
Chapter 2 of this volume) and such things as how and why the refer-
ence section is used; and why one person may prefer periodicals to
books or databases.

There are numerous methods of evaluating who uses a library and
how it is used, but several generalities have emerged from these studies:

1. People have different patterns of behavior when they are seeking
information, at least information other than the ready-reference variety.
Although libraries may separate information into the classical divi-
sions, such as the humanities and science, and their subdivisions, peo-
ple do not always seek information within those specific, logical areas.

For example, the typical library is organized along subject or divi-
sional lines. This does not mean that someone in need of information
on Chinese pottery will necessarily confine the search to the area of
art. The user may not even begin the search there but may start with
the history or the science section.

Few people seek information as an end in itself; rather, it is used to
help trigger decision making or to enhance understanding of the imme-

! See any issue of Library Literature for news about current user studies.
See, too, Janet M. Lange, “Public Library Users, Nonusers, and Type of Li-
brary Use”, Public Library Quarterly, vol. 8 (1/2), 1988, p. 49-67. This has a
relatively current bibliography of such studies.
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diate environment or the world. Most people want the information, and
are not all that interested in how it is obtained.

2. The average user does not contact the reference librarian. Users
may talk to student assistants, other nonprofessionals, and professional
librarians. Any member of the library staff may become involved with
the communication process. The user will form an overall impression
of the library based on an encounter with any of the staff, none of
whom may be directly involved with reference service but all of
whom, incidentally, the average person considers librarians. This easy
confusion has numerous ramifications, and there is no better reason for
properly trained staff at all levels. Signs indicating where to get the
right type of help and an understanding among staff about directing an
individual to a reference librarian are helpful in improving information
communication.

Selective Dissemination of Information (SDI)

Selected Dissemination of Information, or SDI, is a term com-
monly employed in the computer-assisted search. The acronym is a
way of saying that once a day, once a month, the librarian searches the
available new literature and prepares a bibliography of materials likely
to be of interest to a particular person. For example, if X client is in-
volved with hospital administration, the librarian would search, via the
computer terminal, databases likely to give the latest information on
the topic. The printout of the computer’s findings is then sent to the
client. In this way the material is “selected” from the latest periodical
indexes, i.e., databases, and the “information” is “disseminated” to the
user.

Actually, this can be done almost automatically if that a search is
made each time the databases is updated or new databases are added.
The key search words or phrases are built into the standing search. The
user mentioned above, for example, is notified each month how many
citations are available for “Hospital Administration”. The user can then
modify his request (if he fells there are too many or too few citations)
and receive an updated printout of the citations or abstracts.

The normal system allows each user to draw up a profile of his or
her needs, interests, and other pertinent factors. Using the profile, the
librarian delivers relevant items to the user as they become available.
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The items may be citations (usually with abstracts), actual copies of the
text, or microfiche.

How does the librarian know that X document or Y article will be
of interest or value to the user? The profile is consulted, and it indi-
cates that X document falls within the user’s field of interest, whereas
Y article is probably only peripheral. The librarian will then inform the
user when the library has received X document.

Among the commercial services offering SDI are those which pub-
lish printed “current contents” magazines and / or offer them online.
(These services may also approach the same subject via the distribution
of machine-readable tapes for use with automated systems). For exam-
ple, the Institute for Scientific Information, publisher of Science Citation
Index, offers a number of Current Contents Titles: Life Sciences, Physi-
cal and Behavioral Sciences, etc. These publication reproduce the title
pages of journals, usually at time of publication or even several weeks
ahead of publication. The user can then scan the current contents and
indicate to the librarian what might be of particular interest, or the li-
brarian can first check off what he thinks will be of value and then send
the user either the citations or the hard copy of the article’.

The computer and CD-ROM makes SDI a much easier and more
efficient method of helping the individual keep up with developments
in a field. An individual library may have arrangements to search
weekly, monthly, or quarterly for certain terms in one or more data-
bases for the individual. The printed citations are then sent to the per-
son on a regular basis.

The Information Industry

In advertisements, political speeches, and even in classroom situa-
tions, we are reminded that this is the age of the information society.
More and more computers, telephones, and television sets mean more
involvement with information.

Just how many people are involved with information science, or, to
put it another way, knowledge production? Figures have varied widely,

* Online one may search the seven current contents at once, or individu-
ally. For example one might search Current Contents for information on Wil-
liam Blake (i.e., William with Blake), or simply look for current data in the
Arts and Humanities service.
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but of the projected 30 million or so people concerned with the indus-
try of information processing, close to two-thirds are office workers,
managers, and teachers who may use a computer but hardly are adding
to the information revolution.

As one expert puts it: ““There is no reason to believe that ordinary
people will reevaluate their priorities and uprate information just be-
cause they hear that electronic offices are all the rage™.

Information is considered by many to be a commodity which can
be bought, sold, and traded for gain; e.g., the Office of Management
and Budget makes the point that information is not a free good, but a
resource of substantial economic value and should be treated as such.

An obvious conflict between the fee-based service and the library is
that the former is using the library for a profit without giving the library
a share of that profit. On the face of it this seems unfair, but even a cur-
sory look at the implications shows that it would be impossible for the
tax-supported library to justify a policy which would charge persons for
using a library simply because they realize an immediate profit.

What Is the Question?

First, foremost, and always the purpose of the reference interview,
even if it only takes a moment, is to clarify the question. For example:

“Do you have any books by Ellen Agara Pa?” a young girl recently
asked a children’s librarian at the Fordham Library center in the Bronx.

After a few minutes of patient, detective-like work, questioning the
child and searching the stacks, the librarian, Marion Hanes, a 28-year-
old specialist in children’s services, pieced together the request, and, to
the child’s great delight, produced a book of tales by Edgar Allen Poe®.

One might shrug this off as the rare situation that would arise only
with a child, but adults sometimes present the same problem. They are
not sure of the author, the title, or sometimes the subject.

Experienced reference librarians know that the original question
put to them by a user is rarely the real question. There is either much
more, or the question has been phrased in such a way to make it seem

> A.E. Cawkell, “The Real Information Society”, Journal of Information
Science, no. 1, 1986, p. 88.

* “New York Finds Librarians in Short Supply”, The New York Times,
April 23, 1988, p. 33.
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overly complex. This confirms the fact that different people, with
equally different needs, phrase their queries in different ways.

The librarian who has a tolerance for ambiguities and vagueness
will follow a simple, direct route to a possible answer. For example,
when the query is vague , the librarian may not try to get more infor-
mation through the interview, but will look for a basic broad subject
approach which is likely to meet the needs of the user. Also, heading
for simplicity, the librarian will immediately limit the search in terms
of time, difficulty of the materials, etc.

Conversely, the librarian who has problems with vague queries will
wish to have a full understanding of the question and the subject it
concerns. Even though one source of information may provide the an-
swer, the librarian tends to look for additional sources which will
sharpen and define the request.

A special set of circumstances is the realization that different per-
sons have many different reasons for asking a librarian for help. In a
school or academic library setting, the normal reason for asking a
question is related to an assignment. The student wishes to know where
to locate a reference work or needs serious help finding material for a
paper or talk. Teachers will want more refined sources, although es-
sentially they are in quest of the same types of answers.

The greatest variety and type of queries come to the public refer-
ence librarian. Here are not only the students and the teachers, but
those laypersons, of different ages and backgrounds, who may wish to
gather information for practical purposes, e.g., from how-to and self-
help situations to compilations which assist in business, scientific, or
research decisions. Other reasons for putting a question to the librarian
range from a failure or memory, to a desire to win a bet, to simply
finding an answer for the sake of curiosity.

Rules of the Game

Over the years reference librarians, through experience more than
through scientific analysis or theoretical considerations, have compiled
useful approaches to searching. Some of these are of the limited “how-
we-do-it” type, but many others are of considerably more universal
interest. Some applicable techniques are listed here.

1. When you “know” the answer is in a particular source, it usually is.
There are times — and we have all had them — when after checking all the
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possible places for an answer, one source stands out as the most likely key
to the problem. But a check of the source did not help. Take heart: The
answer is there, it will just take some proper “page shaking” before it falls
out, the fault lies not with chance, but in your choice of source.

2. Depend on no one’s prior research for accuracy or completeness.
This involves fellow staff members. Although the staff members of
your department are renowned “good guys” and have never led you
astray, the moment one of them hands you a question and specifies that
A, B, and Z have already been checked, believe them not. It may hap-
pen that they speak the truth; it will however, not always occur that
way. Of course if they have followed all the rules forth here, trust can
be extended — halfway.

3. Keep a list of where you have looked. On a long question it is
folly to try to remember all the sources checked and the results of each
search. It is doubly foolish to expect to transfer all this negativeness to
the next researchers and expect them to remember it too. So, mark,
somewhere, the source checked and the result.

4. Take your time. One professional librarian twice selected the
correct reference source but overlooked answers directly under her
eyes, due to being in too great a hurry. In another case, she obtained
the key information from the patron but did not take sufficient time to
examine it. Lack of time to interview and to consult sources appear to
be another major cause of professional failure.

5. Try various entry points. The subject approach is the most com-
mon, but consider the name of an author or an organization. Normally
the author search is limited to those with some knowledge of the field,
but it does no harm to ask the user (where apporopriate) if the name of
an author or organization is known.

Time to Reply

How long does it take to answer a query? There is no definitive an-
swer, but some general replies can be made based upon experience and
study. Most ready-reference questions can be answered in less than
five minutes. Search-and-research questions may take from a few min-
utes to hours or even days”.

5 Using a computer to search for the answer to a question takes longer
usually because the question is one which requires more than a single, passing
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How much effort and time should the librarian take to answer a dif-
ficult question? A major constraint is the policy of the library. The li-
brary may have a written policy in which specific time limits are out-
lined, or there may be an unwritten understanding about the amount of
time spent per question.

An equally important aspect of the time element is what some call
the “irritation quotient™: i.e., just how long should the user be asked to
wait for an answer? Potential irritation can be curbed at the beginning
if the reference librarian indicates approximately how long the user
should expect to wait for an answer.

In a related matter, everyone is familiar with the sometimes-long
wait for an interlibrary loan item, the necessary wait in line until the
librarian is available, the wait which culminates at the reserve desk
only to find the wanted item is gone, etc., etc. Not all this, of course, is
the fault of the librarian, but she should be aware that time is a very
important factor in influencing the use or nonuse of the library.

Telephone Service®

Unequal reference service is often given when someone telephones
in a query and the librarian drops everything to respond. The people
waiting at the desk understandably may be less than pleased. There are
two ways of overcoming this problem:

1. Install a telephone answering service, which can be done without
too much cost, to be used when the librarian is busy. The message:
“What is your question(s)?” and “I will get back to you as soon as pos-

answer. According to one study, the actual amount of time spent depends on
the skill of the librarian. “The five highest ranking searchers responded that
they averaged 2140 minutes terminal time for a requested search. By con-
trast, the five lowest... reported that they average approximately ten minutes
for a requested search”. Remember this was for a multifaceted research ques-
tion. Tina Roose, “What Factors Affect Our Performance as Online Search-
ers?” Library Journal, May 15, 1989, p. 54.
® See Rochelle Yates, A Librarian’s Guide to Telephone Reference
(Hamden, CT: Shoe String Press, 1986). This 126-page guide is a working
manual which answers numerous questions. See also Rosemarie Riechel’s
Improving Telephone Information and Reference Service in Public Libraries,
by the same publisher, 1987.
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sible”. In this way, the person on the phone feels satisfied and the indi-
vidual in front of the desk is not overlooked.

2. If the library is large enough, there is a specialized telephone
reference service that allows librarians to screen calls. Here the usual
process is to identify the question, which usually is no more than a
ready-reference problem (“What is the address of X or Y”'; “Where can
if find information on colleges”; “What is the height of the tallest
building in the world”, etc). If specialized assistance is needed or if the
answer requires materials beyond those in ready reference, the call is
transferred to the regular reference librarians.

Most libraries provide telephone reference service and use many
types of reference works, including telephone books. Larger libraries
have separate sections for phone reference, usually out of view of the
public. The smaller- and medium-size libraries perform the service
from the main desk.

The telephone aspects of reference follow specific procedures. For
example, libraries differ in such matters as how to answer requests by a
patron as to whether or not the library has a book or periodical. Some
will look to see if the library owns the item; others will ask the user to
come in and check. Should one answer legal or medical questions over
the phone? Should the librarian give out city directory information
over the phone? These and countless other policy issues must be es-
tablished if effective service is to be given.

In many libraries there is a special group of reference works set
aside for telephone service. These vary from place to place, yet inevi-
tably include local directories and telephone books, as well as national
works such as Facts on File and Books in Print. Normally, too, a great
deal of emphasis is placed on “how-to-do-it” types of manuals and
handbooks from music and sports to first aid and gardening. The most
often used reference sources tend to be a dictionary, various almanacs,
and local guidebooks.

While the telephone service requires the same basic steps needed
when dealing face to face with people at a reference desk, some par-
ticular skills are necessary. One must be able to ascertain the nature of
the question quickly and be sure it is clearly understood. Interviewing
procedures tend to be somewhat less personal than at the desk and yet
are even more necessary to master. One must know when to terminate
a query, when to call back, and when the question should be referred to
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another section. As more than one reference librarian has observed,
telephone reference service can be a unique type of work which re-
quires specific skills — and certainly much experience.

A model of its kind, the New York Public Library’s telephone ref-
erence service draws upon 1500 reference works to answer some 1000
calls a day. Staffers can answer most questions without leaving the
desk, but when an answer is not readily available they transfer the call
to various subject areas within the library. The limitations to the serv-
ice are those followed by many other libraries: (1) The question must
be one which can be answered in about three minutes or less. (2)
Questions will not be answered if they involve contests, crossword
puzzles, or school homework. “When we can’t answer a question
within the allotted three minutes [a librarian explained] we tell the
caller in what department or division of the library one can look for the

answers or for more comprehensive research of the subject’™.

Interlibrary Loan

The 1990s are realizing the benefits of national and international
interlibrary loan (ILL) library networking. One may secure a book
through interlibrary loan from another library in the same community,
state, country, or, for that matter, from abroad. An elusive magazine
article may be secured in the same fashion. Thanks to modern technol-
ogy one may place the order at a computer terminal and have the
needed material within days — if not in minutes, where a fax machine is
available. As indicated in the brief explanation of local-area networks,
an individual may sit in her home or office and obtain much of the
needed material without even going near a library.

Despite the developments in interlibrary loan, there remain basic
problems, not the least of which is the cost of such services.
“Librarians in North America have no natural desire to engage in ex-
pensive, computer based cooperative activities on a large scale, across
vast geographical distances. The need for local control and the urge for

self determination [dominate]®.

7 “For Library Reference Staff, It’s a Question of Answers”, The New

York Times, Jan. 3, 1982, p. 49.
¥ Charles Hildreth, “Library Networking in North America in the 1980°s”,
The Electronic Library, August 1987, p. 226. For ongoing articles on interli-
brary loan and related matters, see the journal Interlending & Document Sup-
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Interlibrary loan has two complementary purposes. The first is to
aid the researcher in acquiring specialized material from other libraries.
The second is to assist the general reader in borrowing material other-
wise inaccessible because of lack of complete library resources. The
interlibrary loan as a research aid is almost exclusively the charge of
college and university libraries. The interlibrary loan as a boon to
popular reading, and to a lesser extent, as a reference tool, is usually a
service of public libraries, in cooperation with one another or with a
state library.

The results of the interlibrary loan setup have improved somewhat
over the past few years because of the linking of some interlibrary loan
systems to national bibliographical utilities and networks. The best-
known subsystems for interlibrary loan are those operated by OCLC
and RLIN. Somewhat similar services are offered by the other biblio-
graphical utilities.

How does the librarian at the computer terminal know who has X
and Y item, which are only two sources out of millions? The answer:
the online union list. Libraries have listings of their holdings. This in-
formation is passed on to the network. To this, add the holdings of the
Library of Congress and many other large libraries and one has a na-
tional-international union list.

One may use networks to request, for example, an item from the
New York Public Library. If the library cannot provide the item, fur-
ther requests are sent automatically to other libraries within the net-
work. In addition to supplying the material promptly. The user is nor-
mally in a hurry, and a common question is “When may I expect to
receive X book or Y article?” There is no single answer to the ques-
tion. The amount of time depends on how close the requesting library
is to the source of the book — across town may take only a few hours,
whereas across the country may take days or weeks. The actual proc-
essing of the request is another factor. Experience indicates that this
varies from library to library and a safe guess is from 24 hours (excep-
tional) to a week (average within a state or regional system) to two or
there weeks (average when one has to go beyond the state or region).

ply (1976 to date, quarterly). Although published in England, it offers much of
value to American and Canadian readers.
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Copyright

Students and laypersons understand vaguely that a copyright or
patent protects the originator of a work. For example, it assures an
author of exclusive rights to his novel or scientific treatise. Under most
(but not all) circumstances the author must be paid each time the novel
is purchased or the article is faxed or photocopied. However, because
of exceptions and gray areas, understanding copyright law has devel-
oped into one of the great mysteries of modern times. It truly takes an
expert to fathom its various aspects.

In the midst of the confusion the librarian continues to offer public
access to data from the author’s novel or treatise. Perhaps this is ac-
ceptable, but when is there a limit to how many photocopies one can
make of an article, a book, a chapter or whatever? When and how is
the author paid or recognized for such use?

These are some of the questions that arise from the copyright law’s
gray areas. Maybe the answer is that there is no answer. Perhaps sim-
ple common sense will be the librarian’s guide to good behavior.
While the U.S. Copyright Act of 1976 is clear about author’s rights,
Section 107 concerning “fair use” is vague. Fair use is a method of
defining what someone may do with a copy of an article, or a page out
of a book, or a video recording, etc., without violating the rights of the
copyright holder or author. In general, one is free to photocopy an arti-
cle as long as the copy is not put to commercial use and is used for re-
search, scholarship, teaching, etc.

Section 108 of the law concerns photocopying in libraries and the
law involved with interlibrary loan. Essentially, it says that copying is
legal as long as it is done without a profit motive. Beyond that there
are stumbling blocks to efficient interlibrary loan: (1) One may request
only five articles from the same journal if they all were published in
that journal in the past five years. (2) Books may be borrowed, but
only if the book cannot be purchased at a reasonable price. That is, al-
most any book in a current be edition of Books in Print should not be
sent on interlibrary loan. While all this protects the publishers and the
authors, it does raise some sticky problems. Some librarians conven-
iently overlook the rules, others pay for the periodical articles, and still
others may claim that an interlibrary loan from a library within a sys-
tem does not infringe on the copyright law.
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Actually, various studies have shown that the law has not really
had all that much effect on interlibrary loan. The average library is not
likely to request an article, book, or report more than once. The chance
of a periodical article or of a single periodical being requested on in-
terlibrary loan more than once is largely accidental. One may also in-
terpret broadly the section on books, particularly since it is stipulated
that the book must be sold at a “fair price”. This is not to say the copy-
right law is not an important consideration and one of much interest to
librarians but that it has not had real (as opposed to theoretical) influ-
ence on the activities of the majority of libraries’.

Weeding

A constant ongoing of reference source evaluation is the weeding
process. Weeding is the removal of books from the reference collec-
tion. There are various ways of determining whether a particular work
should be ranked as obsolescent or of little value to the reference li-
brarian:

1. Study the use of the book. This can be determined by a survey of
how often the book is off the shelf. (Circulation records can be studied
to see which books are checked out the most frequently, but this is
rarely the case in the reference section).

2. Timeliness is often a factor, although not always. A source
“ages” in the sciences and social sciences in only one to five years,
although in the humanities sources can last up to 25 years or longer'’.

Weeding is a cost-efficient method of ensuring needed new space
and keeping the collection efficient for use. But F.W. Lancaster, an
expert in such matters, reminds us that “there are costs associated with
weeding itself: in identifying which materials to discard or relocate, in

° The Copyring Primer for Librarians and Educators Chicago: American
Library Association, 1987. This is a brief, easy-to-understand guide which
answers most of the questions concerning copyright and the library. Larger
libraries, such as the one at SUNY/Albany often publish their own brief prim-
ers of use by both librarians and laypersons, €.g., Copyright Policies, Albany:
The State University of New York, 1987.

' For a detailed analysis of the age factor, see Allen Kent et al., Use of
Library Materials, New York: Marcel Dekker, 1979; see also almost any issue
of Library Literature, where there are numerous references to studies of this
aspect of weeding.
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the alteration of catalog and shelflist records (to record new locations),
and in retrieving materials from remote storage when requested by us-
ers. Different types of “costs” are those associated with user incon-
venience, caused by delays in delivery of stored items, and possible
loss of circulation due to items not being immediately available™"'.

Weeding is a delicate process. Conceivably, any book, pamphlet,
magazine, newspaper, or other written material can have reference
value, particularly for the historian or anyone else concerned with so-
cial mores and records of the past. To discard such a work is akin de-
stroying the past. For example, one of the most difficult research
problems is to locate materials in local newspapers of the nineteenth
century.

Anyone who has sought contemporary opinion or statistical data or
a biography of a little-known figure knows that there is no limit to the
material that may be found in older reference works, certainly in books
from both the general and the specific reference collections. Many of
these older reference works, such as the early editions of the encyclo-
pedia Britannica, are now classics, and are invaluable sources of mate-
rial found nowhere else.

Understanding these warnings, there is still a need for judicious
weeding. Libraries are always short of space, and this is particularly
true in the reference section. Weeding clears the shelves of little-used,
or sometimes never-used, materials. Actually, few works are discarded
in larger libraries. They are sent off to storage. Smaller libraries cannot
afford this luxury, and the material often is systematically removed.

Personnel

Almost without exception a set of policy procedures exists for ref-
erence librarians, as it does for all employees of the library. This may
be required by a union and may be accepted by management as good
sense. More likely it is worked out by the librarians and the adminis-
trators at meetings and in one-to-one conferences.

U rw. Lancaster, “Obsolescence, Weeding, and the Utilization of

Space”, Wilson Library Bulletin, May 1988, p. 48
12 «“personnel Tssues in Reference Services”, The Reference Librarian,
Spring / Summer 1986. The entire issue is given over to the subject. For an
evaluation of reference librarians, see Chapter 10 of this volume.
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At any rate, certain elements are found in all personnel policy pro-
cedures. There usually is some indication of how salaries are deter-
mined. Other points concern the daily activities of the reference li-
brarian from number of hours at the reference desk to duties in the
collection development. These will be formalized in a written policy
statement, at least in larger libraries. The library normally has a special
officer, division, etc., in charge of nothing but personnel problems. In
small- to medium-size libraries the procedures may be more informal,
with the head administrator in charge of personnel decisions.

The primary benefit of a written personnel policy statement can be
summarized in one word — fairness. Policies may or may not work,
depending on who wrote them and who interprets them, as well as on
the given sense of understanding or misunderstanding between parties
involved.

Recognizing the vagaries of human nature, the usual policy state-
ment is general. It rarely spells out what to do when one librarian takes
exception to the rules governing Monday evening hours. At the same
time given policy sections can be quite specific, for example, the salary
scale and antidiscrimination clauses".

There are three reasons for the less-than-flattering appraisal of ref-
erence librarians and their ability to answer questions. First, there is
need for more education for librarians, and along with that, more care-
ful selection of people who are going to be librarians, at least, refer-
ence librarians. One might add that we would have better staff if we
offered higher salaries and increased prestige, but that is another text-
book. Second, the unsatisfactory success rate is partially caused by the
fact that the sources of information are difficult to use or because there
are not enough good sources available, or the sources are dated, or the
librarian has a poor understanding of the works — or all of the above.
Third, and most likely, the librarian is not able to connect the clues in
the question to a likely answer source, often because she does not un-
derstand the query.

Some working reference librarians dismiss the evaluations as
meaningless. It is impossible, they say, to effectively measure their

3 Sheila Creth, “Personnel Issues for Academic Librarians; A Review
and Perspectives for the Future”, College & Research Libraries, March 198,
p. 144. Much of her overview is applicable to other types of libraries and in
almost all cases to reference librarians.
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work. Even a failure, for example, may be a success in that it points the
user to another method of framing the question, of recognizing that the
query as stated can have no valid answer.

Another rebuttal is that the research used to evaluate performance
may be self-serving in that the methodology is designed to measure
inadequacies rather than success.

The rate of accurate librarian response should bother library users
more than it apparently does. In one study when a wrong or partial an-
swer was given and the person putting the question was asked: “Does
this answer your question?” Approximately 76 percent were satisfied.
It seems the public reaction is “My reference librarian, right or
wrong!”'*

Imperfection manifested in some “wrong” answers is part of the
nature of the reference process. Drawing upon seventeen years of ex-
perience working at a reference desk, one public librarian suggests that
there is more to evaluating the service than asking for a right or wrong
answer to some questions.

The typical study uses 20 or 30 questions to test accuracy. All the
questions are well-tested and presumably could be answered correctly.
If only 50 percent are answered correctly, the researcher concludes that
the library has a low accuracy rate. However, the SUNY-Albany li-
brary handles about 7000 reference (not including directional) transac-
tions a month. This works out to about twenty-three per hour, or just
under three minutes per question. Because of a limited budget, these
questions are being answered by librarians who work almost the entire
day on the reference desk. If any 30 of those 7000 questions had been
answered incorrectly, should the conclusion be that the librarians were
doing a poor job of answering questions? Or would it be more accurate
to conclude that imperfection is inherent in the reference business,
particularly in an imperfect world containing imperfect (not stupid, just
imperfect) questions, understaffing, and long, stressful hours behind a
desk in the role of giver of information on the subject of everything
under the sun?"?

Those who believe in the value of reference evaluation systems ar-
gue that although reference service methods are highly personal and

 Ralph Gers and L.J.Seward, “Improving Reference Performance...”,
Library Journal, Nov. 1, 1985, p. 32-35.
15 Clarles Anderson, “The Exchange”, RQ, Spring 1988, p. 314.
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difficult to isolate and measure, the economics of information man-
agement forces such evaluations. Administrators, who as part of their
job must justify expenses and service, require cost estimates to justify
reference work. Others who argue for evaluation rest their case not so
much on the economic factor, which most believe important, but on the
necessity of determining: (1) who is the public served (or not served)
by the library and how can service to that public be improved; (2) the
types of materials and resources needed for that particular public —
both in numbers and by subject interest; and (3) the type of organiza-
tion pattern that will best deliver the maximum service.

The reasons for evaluating are: (1) to check the current status of the
service, (2) to discover methods for immediate and longrange im-
provement, and often (3) to determine the need for modification of
goals and philosophy of service. In practical terms, the analysis may be
necessary to justify current budget requests, to determine reguirements
for added staff, or to support changes in physical surroundings, opera-
tion of databases, or membership in a network.
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