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ABSTRACT

Libraries must be aware of the needs of the users in
their funding organization, and yet, there is growing concern among
library funding organizations that libraries are not fully coping
with the information explosion. In fact, libraries, by not adopting
new techniques to become more productive, are actually helping to
cause the problems of the information explosion, rather than
utilizing all the new information available to benefit the needs of
their funding organization. Because of the information explosion the
user of information today has to cull through so much more available
data than in the past. The emphasis must shift, therefore, to giving
the user the most pertinent facts, to select the information he needs
from the enormous amount available. The libraries that seem to be
growing and having less trouble getting funded are those which look
upon their role as an information center. FIND, a question-answering
service providing information on demand, an associate company of SVP
in Paris, can enable libraries to become true information centers.
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ARE LIBRARILES CAUSING OR UTILIZING THE INFORMATION LXPLOSION?
Remarks to the New York Chapter of the Special Libraries Association
February 7, 1973
Haines B. Gaffner, President, TFIND
The subject area for this speech was primarily to discuss FIND--our
unique question-answering service providing Information on Cemand. Hovever

this SLA audience offers me a rare opportunity to share with you soue

insights we at FIND have obtained concerning libraries.

We deal directly with many executives in helping to solve their
informational needs. They have disclosed much to us about their attitudes
and current feelings about libraries. Thus from FIND's particular
perspective of the library community, I'd like to pass on the essence

of what we've heard.

We are out of the golden sixties...when money was available for most
everything...and into the budget-minded seventies. Libraries more than
ever must be aware of the needs of the users in their funding organization.
With the recession gradually receding intoghistory, many libraries are
awaking now to the reality that their budgets are remaining cut, and in
some cases even being further slashed. This is true from the Federal
Government, which just cut $90 million from library funding, to state and

local levels, to Universities, and to companies.

Could one of the reasons be that there is growing concern acon§
library funding organizations that libraries are not fully coping with
the information explosion? In fact that libraries, by not adopting new
techniques to become more productive, are actually helping to cause the

problems of the information explosion, rather than utilizing all the new

information available to bemefit the needs of their funding organization?
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What good are those rows of books and stacks of magazines and fancy micro-

film reader-printers if users can't get their questions answered?

Because of the information explosion the user of information today
has to cull through so much more available data than in the past.
users have that awesome feeling: "My answer must be out there somevhere. ..
but how can I get at it?" The past solution was to do a "takeout"...to
provide the user with all the relevant available information...to give a
stack of articles to answer his question. The emphasis must now switch
to giving him the most pertinent facts from those articles...to SCLECT
the information the user needs from the great hordes and mounds available.
Users of information have very little experience retrieving information--
they did not learn research well in school, nor how to effectively use a

Research Librarian,

In fact, in order to survive and prosper today, librarians must

accomplish two very non-traditional tasks. These tasks are the heart and

soul of FIND's business, and make us very much an ally working togetiher

with the library community. First, we both must SELL managerent in all

organizations...in fact all library users...on the value of information.

Information is NOT free, but is as valuable an asset in running an
organization as money, personnel, or factories. Second, we both must
TEACH management how to use information, when and how to ask questions,

19w to extract value out of their library operation.

When a subscriber is SOLD FIND...and one out of thrce sales
presentations today is bringing a sale...he 1is buying quick, accurate
answers to questions. Once sold, we roll out an intensive tcaching

program aimed at getting potential users in that organization ﬁo phone
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FIND when thiey have questions too time-consuming to be answered intcrnally.
Qur sales and teaching program might be adopted, with certain modificaticns,
by the library community. We'd be happy to assist if called upon. 2Peccausc
the more librcries and FIND can convince funding organizations of the VALUD

OF INFORMATION...that it's NOT FREE...the more we will all prosper.

The libraries that scem to be growing and having less trouble zetting
funded are those which look upon their role as an information center. LIy
solving on a day-to-day basis the informational needs of thei: funding
organization...rather than providing a place for users to coamec and brouwse
or borrow a magazine...they are proving themselves to be a cost effective
expense area. They are directly contributing to the overall productivity
of their organization. And there's no doubt that white-collar productivity

.

is the name of the game for the seventies.

FPhen your users have an information problem they have a question.

If you can utilize your library's budgeted resources to answer that
question, and dozens more for all levels of uscrs in your organizationm,
you'll be remembered when budget time comes around. Let's face it. A
Dun & Bradstreet directory sitting on your shelf is not information.

When an answer is extracted from the directory, that is information.

The resources you have at hand should be based on the number of questions
they can answer in a day or week or year for your funding organization.
You will then be viewed not as an overhead expense, but as a direct

conctributor to efficiency and profitability.

The libraries that will most easily survive and prosper in these
times of rapid change are those with over 50% of their activities as an

information center. There no longer need be confusion in defining the
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differences between a library and an inforaation center. In o recent
survey I conducted for the Inforiation Industry Associction ameag lcaders
in the library/information ficld, the following definitions, all similar,
seemcd well established: . -
...information centers do something with collccted inf rzation, while
librarics only collect it... .
...information centers are dynamic, libraries are static... .
-+..information centers are analytical, libraries are archival...

...information centers are 2nd gceneration licraries...

«+.information centers are tomerrow's publishers, gathering and

disseminating information to their funding organization, and somctimes

beyond, to bring a greater returr. on investment...
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Inforaation ceaters harness the information explosiou for the bendcfit of thvir
usevs.  Libraries collect, catalog and stach the ever-mounting spillover from
tie information explosion, and in the process run the danger of confcunding, and
befuddling their users. By accumulating "information overlcad", as Tofflcr so

aptly desciibed the phenomena in Future Shock, libraries aight be heliping o

cause the problems of the information explosion.

In the 70s libraries must, be more concious of helping their funding organizations

benefits from the information explosion, not be its victim.

The rapid market acceptance to the FIND service indicates the williagaess f{or
budgets to be spent where answers to specific questions can be delivered rapidly
and accurately. Publishers Weekly in their article of October 16, 1972, deiined
FIND well: "FIND is an all-purposc question-answering service sold on a sub-
scription basis primarily to businesses and other organizations. A person within
the subscribing organization simply telephones the FIND offices at 3 E. 48th St.

in Manhattan and gives his question to a specially trained researcher. The key

to the entire service is FIND's ability to get answers faster and more econoxmically

than the subscriber's own staff."

Here are a few quick internal statistics on FIND's operation. There are nouv about
160 subscribers asking on an average 8 questions per month. 45% of these are
simple, 457 medium and 10% complex. Over 60% of Guestions are answered within

24 hours, none are scheduled for longer than 5 days. Actual process time per
Question is about 40 minutes; average value is about $10.00 per question. 7% of

questions are literature searches which take an average process timc of 96.4 ninutes.

Comparative volume of our associate company in Paris - SVP ~ shows the potential

for the Information On Demard concept. FIND now handles about 1200 questions per

1,

month. SVP answers 4,000 questions per day, for over 12,000 “ubscribers. The
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phone suwaber of their 300-persoa information ceater - SVP-11-11 - i5 the tlirc
lorgest phone ruwber usged in France after caliing for the time ond Lhe weatlhcr.

Taus FIND has a long way to go.

Yet already in the USA FIND is being used by such larse companics as Pailip Morris,

International Paper, Hitachi, Chase Manhatten Bunk, GTE, Playboy, o nwvox,

Coca-Cola, Bankers Trust, Carl Ally, United Jovish Appeal, American Express,

Faweett, Singer, Ralston Purina, Bristol Myers, RCA, larcourt Zrace ... plus

dozens of small firms, organizations and associations. Usage is wmuch broacer

by companies that do not have their own libraries, or whose librarics arc archival,
such as American Express, Magnavox, or Bristol Myers. BIut a growing nunber of
librarians are also {inding FIND helps thcm serve their funding organizatioa in

a more cost eiffective manner. FIND is helping them be more procuctive by:

1. enohling them to spend their budgeted funds on the specialized needs of
their organization, and use FIND for obtaining answers in tangenticl arcas;
one library subscriber's question wa. recently answered from the Yellow
Pages of 48 cities -~ we stack and use them often -- but that library could

not afford to stack them for occassional use.

using FIND to gather competitive information available to the general public,

but not, casily obtained by that spccific subscriber.

using FIND when therc are heavy demands on their own library staff, thus
saving money by not having to staff for pecak loads. This mecans fewer missaed
deadlines, less overtime, and a higher level of satisfaction among all users

in an organization, not just thosc who are higher level or scream the loudest.

using FIND's tecam of roving rescarchers (about 25% of our resecarch steff)
to obtain answers and copies and do research in dozeas of externasl libraries
around Greater New York City, preserving the time and wear and tear of their

own staff.
\‘l
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using FIND to get answers best obained from roa-print nodia. FLLD malnonlas
a Source Index of over 5,000 sources where it can puonc to get current infor-
mation from a specialized cenier or oifice or associa®ios that $tuys current

oa that subjecct.

It is in the arca of non-print media where FIND actually enter:. lic arena of

"new media publishing." Much of the information explosicn ~cmains lociicd in ti.c

y

heads of specialized experts who can really only be tapped by personal telephon
conversations. 1In today's fast-changing world ruch inforimatica is oitca "old"

by the time it gets into print. Fully 60% of FIND's answcrs come in audio form
from such experts, and is relayed in audio form by telepucne to sudscribers.

Librarians using FIND suddenly have a vast new resource available to them for

answering the questions of their funding organization.

Furthermore, through cost studies, we have found that ia many cases it is chcoper
to get the answer on the phone than to store it in-house. When a question comes
in where we try to utilize in-house information, we still must retrieve it,

check to assure it is still curreat, then refile it. This time cost plus'the

original cost of acquisition of the information plus storage cost really adds up.
A recent analysis we did of several hundred questions revealed that a phone answer
cost $5.50 on average, while an answer utilizing in-house data cosc $11.02. <huis
difference over thousands of questions in a year can make a sizable impact on our

budget.

Beyond the 607% of answers coming from non-print media, the sources for the other
407% breaks down into: 107 from the SVP worldwide network; 15% from external

libraries and 15% from our in-house collection.

Librarians by necessity have had to concentrate their talents in the handling of
the printed word. After all, that's where most of the answers still are todcy.

Publishers Weekly described the shifting situution well: “FIND is one of the
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{irst comnnercial tests oi a basic concept that nuny delicve will undec

part ol comuaunications developaent in the future. This i the
user-initiated derand, o~ return-response, as opposed to traditioral
in which the information packager tuoles tae iniciacive in putiing moterial
front of potential buyers. Comparel to publications, uscr=initicted de.nd io
in its imniancy. Yet its growth could chance the stape of many publisiicd producis.”
It only makes sense for librarians today to concentrite their ciforts oa collect
and using what traditional publishk-rs are providing them. But it might prove

beneticial to explore using throush Inforation On Demand.

FIND can prove valuable in converting your library actsritics more and ore in.o
- . . 4 .. . . . A

those of an information center. Ii today your lidrary is primarily archivail, a

FISD subscription will also give you a question-answering capcbility. If you

i

are alrecady primarily an information ccnter, FIND becomes a very complementary

service. You can invest a greater portion of availzble funds in the area o

specializaiion of your organ:zation. This means you can answer a greater-o
of questions for them from ycur internal resources. And you can use FixD

handle the pevipheral, non-spocialized and non-print information arecas. Af

all, wich the information explosion, no one library can storc everyth:

with FISD available, you car take full advantage of the information explosion.

.

And with your managoment getting an ever~increasing number of its questions

answered, you will stand a better chance of being well funded in the budget-

minded and productivity conscious cra of the 70s.
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