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Urban public libraries are confronted with a

decreasing demand for traditional, book-oriented library services. In
Detroit, library outreach programss attempted to encourage
disadvantaged people to use the library with little success. The
information that people needed in their everyday lives was not to be
found in the library. To correct this situation, Datroit initigted-
The Information Place (TIP) program, an inforsation and referral
service that atteapted to £ill basic information needs. Collecting
and organizing community information gave the library a new relation
to its patrons and provided a new challenge to the library staff.
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Retlectionson Library
Servicetothe
Disadvantaged

Introdiuction

tnovesponse to o memberstep convern, the Counal of the American Li-
By Nssodmon cstabhobed i fune, 196X 0 comrdinating committee on
Bhiary samvace toothe disadvantaged “to direct, coordimate and evaluate
the vations Vssociation acbivitios to onsore masamum effectiveness - 07
of AL A umits onadved i hibrary senvice 1o the disadvantiged.

Lhe Commntiee deande:d i 1971 that thes function could best he per-
tormed by estabhishig at A A headguarters an office of Library Service
o the Dsadvantaged. s the purpose of the otlice to be an information
cwhange for hbranans m the fickd who ae looking for wins to improve
or expand or begun a people -onented hbriny program.

For o number of reasons, it s appropriate that this tirst publication of
the Othree o the talk goen by Mrec Joned at the June 1973 Annual Con-
terenee of thes Nmenean Fibrany Asociation, at the first program mecting
spomsored by the ady sory committee Yor the Ottice.

Fhe mossage that My fones brmgs s simple and direct: if librarians
desire to be of more service, mea protessional way, to people of their
canstituency. 1t would be g good idena Tor librarians to do something that
necds dnlll_t.', amd tha pcu]‘h‘ can ~ce heads duing. Mr.. Jones pnints out
the sumple amd anescapable Tact that evensone, regardless of station in life,
needs imformation o survve: further that people who by our rather
peciliar social ssstem of labelling have been Jabelled  “disadvantaged,”
need more mtormation than most people, and more particularly need a

spoectal Kind of helpom scttme information,
13
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Gently stuippitg away the mystigue and obfuscation that his come to

Csurround the practice and philosophy of hbnarianship, Mes, Jones sug-

gosts that getting information together, putting it into usable form, and
helping people use 1t. 18 1ot ondy 4 proper job for librarians, but perhaps
the best way for us 1o make ourselves sociatty useful at this time,

I don't know whether M. Jones i the first to move from branch
fibraran to head of a magor urban Dby system but s clear that she
has not forgotten what she learmed fiom her aghteen vears’ experience
in the neighbothoads, among the people.

She sets a sound coneeptual base for a library swrvice program that is
directed towards. “hteserving peeds.” She quesuans the wisdom of “pro-
grammnng” as an end inseli, and wonders also whether reading guidance
in any Jonger a vahdsuse of the libranan’s time and WKl The paper con-
cludes with a practical and convincing report on information and referral
in the Detroit Public 1ibrary. .

As one who his considered. oner the past decade, this matter of getting
through the underbrush to o simple. straightforward. people-oriented
hbrans. 1 have often wondered what it tahes o convinee hibrarans that
this s the wa o go.

It seemed to me when 1 heard it st June, and it seems to me reading
oagam now. that thas calm. Jhear, stong, well-reasoned statement by
Clara Jones ought to set up some motion, Fhe Otlice presents it with that
e in mund. _‘

The Oftice tor Library Seivice to the Disadvantaged is for _members
to use. Jean Coleman began as the first full-time director of the Office
September 1973, Requests tor mformation, and reports of suecessful work
that hibrarians have carried out in mecting “hfe-serving needs™ may be
directed to her at AL Headyuarters :

Meredith Bloss
Charrman, AL Advisory
Committee

Library Services to the
Disadvantaged

1973 1974
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Retlections on :
- SCIVICC 1O .
the Disadvantaged

¢

Who would ever have eapected, a few vears back, that such safely estab-
tisied institutions s pubhe schools and public tibraries would suffer the
uprooting challenges that have come in recent yeans? We have grown
accustomud to the intense criticism  fevelled from every quarter at public
sehools, and we oberve the changes taking place in their philosophy and
organization. Although the public library «till enjovs & Kind of veneration

whight in hard decision making, especially in times of unusual economic
stteay, Ina full-seale economic depression, evervone is in financial diffi-
culty, but during the greater part of the past decade, a tortuous uncer-
tainty has been reserved for the public library, the large urban systems
in particular. Every claim to public coffers is questioned in terms of the
marketplace: what do you offer that is useful. that the public cannot
forego? What tangible contribution does vour function make? The public
Hbrary™s traditional validity is no longer taken for granted.

:

“the {library] crisis must be recognized as far
mere than financial.” '

. - Widespread. «erious financial ills have surface‘u only in very recent
years, but the present crisis has been a long time:in the making, and it
must be recognized as far more than financial. The profession became
uncasy_some Seans back, but could not foresee the radical effects of the

"

affection in the public regard, sentimentality and nostalgia carry little _



tremendous sovial convolutions on the kind of role public libraries would
be required to play. By now. however,” every public library in the nation

_is examining its philosophy and function: all arc searching for identity

and direction in the context of today™s turmoil. Qur earliest response to
the changing city was to begh making book selection and stafling reflect
more sensitively the needs of the new ‘public, and then we turned with
vigor to make prigramming more refevant. Under the banner of “out-
reach.” librarians of the nation mounted a giant-size, intensely sincere
effort to gather in the heretpfore “unreached.” Two decades later, the
profession has come close tojmustcring the techniques of “relevant™ pro-
gramming (these overworked code words!), but we should examine the
library's actual outreach into the community.

«, . . the unreached . . . continue to be the vast
majority . . . 7S t0o 88% ...

Who are the unreached? The Public Library Inquiry, published in 1950,
revealed that public libraries were serving only 1§ 10 7357 of the total

- population, and concluded that this small group constituted the “leaders.”

(Librarians of the day scemed to accept this statement as a definition of
public library potential.) Those figures cannot be considered infallible,
but they indicate unmistakably who the unreached were. and continue to
be—the vast majority of people, probably 75 1o 88% of the total popu-
lation. This suggests the importance of the library outreach program.

In public library parlance of recent years, “outreach”™ has been asso-

ciated with “the disadvantaged.” or with “the inner city.” etc. In the back -
of our minds there has beeh a simplistic belief that if only the burgeoning *

*minorities” could somehow be enticed to read. pubhc library service

- would be restored to the nermaley of yesteryear. Following this line of

thought. attractive programming seemed to be the appropriate device to
lure new patrons. This line of action means, first, that we have been lim-
iting the scope and thrust of outreach almost exclusively to the disadvan-
taged. while in reality, the legions of unserved. the 75 10 85% of the
overall population. remain now, as in the “good ole days.” outside the
range of library service. Second. we have concentrated almost exclusively

‘on attractive, relevant programming to stimulate interest and achieve our

large goal of expanding library usage. In thus restricting our range, we
are assuming that programming is the only “outrcach skill,” and that our
only necessary target is the “disadvantaged.” We must cxplore other

dimensions and approaches, and, morcover, study the implications of our |

limited 15 to 259 direct reach into the populace. Qur thinking and

Ky
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planning 10 broaden the cffectiveness of the public library must be as
mclusive as we diswover-the problem itself to be. No single approach will
bring a final solution. and unless we deal with the totflity, we will pever
tind the right direction or make the right discoveries. ’

*. . . improved programs and refevant book selection
are only first Steps . . "

Fhe current era of imaginative, public library programming has bene-
fited hibrary service immeasucably. Librarians' Ml and inve 7 2ness
Know no bounds, and there is free sharing of the plentiful sug. f suc-
cesmful program ideas. Book sclection policy has been modifies by the
philosophy of relevaney and outreach, and is on the way to becoming
more attuned to changing interests and needs. However, we must recog-
mse that improved programming and book selection are only beginning
steps, albert important ones. The profession’s mastery of many effective
methads 1 this arcea has given our spirits a lift, but there has been no
apprecuble ditference in the library’s outreach into the community, in
spite of our angleminded, optimistic persistence.

We Anow that public libraries began to proliferate during the latter
half of the 19th centurs, paralleling the influx of Furopean immigrants
to American uthan centers during the heightening industrial revolution,
Throughout this periad hibraries functioned as adjuncts to the public
schoals, as adult education and general cultural centers, helping the
process of Amerncantzation, and also as general neighborhood informa-
tion centers” The latter role was a very practical one, serving the every-
day, human-size problems of coping with life in cities that were rapidly
growing and changing. Librarians did not call this latier service by any
special namie, nor was 1t coditied or developed into a system. This infor-
mal servive can be regatded as the origin of what we now call information
and referral service.

Public libraries. always sensitive social barometers, responded to peo-
ple’s practical needs during times of crisis, such as World War 1. the
Depression of the "30°, World War 11, cte. The value and effectiveness
of the public library was heightened during the Depression, fivhen sub-
stantial numbers of unemploved adults filled libraries to capacity. 1 per-
sonally recall the vital “War Information Center™ at Detroit Public Library
during World War 1.

There was a gradua® change in scope of service in branch libraries as
Americans became segond- and third-generatfon citizens, Reference work

~and reading puidance for self-development and  recreation  (“creative
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reidnny’ ) continued, but the nezhborhood branch became tess a centrat
point tor non-book problom questions. Phe Bibrary was st aovital toree,
however; the 18 to 287, made the hivares bumming centers of activity,
unttd onrushing changes witered the character of wrban centers The ow-
faok and functon of centead or o hivtaies have not changed as much
as branch hibrary sastems: but the portent tor the tutne mdicates more
active myvolvement o compunny hte Farges mban mam hbtanes hise
alw.ve been places tor seholarly pusant, then responsiveness to conimu-
iy activines has vaned ge@Giyv acconding to nahadual departments,
Information and teterral savice contimues to be commaonplace in the
l.\pu'.li'u'nn.d hbvaty depattems, s busiiess and fnance, wechnology
Sand sciencee, aid the pettonmmg ans

“e o « the life-needs type of service . .. wans not recognized . . .
us regolar librars service”

Fhe craduad swathdrawal rom the hte-needs type of service must hae
cvolvad T response 1o changig times, but alse because s value g
approprogencs tor hibranes were not recogmized. and beciause it was not
danmdardreed s tegtlin iy service Certinnly eversday mtormational
needs hine ot Jessened. hte s grown more compley and impersonal
than cver. Fhere s increasmg need for gudancee through the masze of so-
cral, legal, governmental and other agencies, regardless of swgto-economiy
whays. Social agendies have tied o develop intormation and referral for
their chientele, bup the necessas v reference sKills in organizing information
are not part of their disciplin. . limiting their ability to answer this need.
Also, their institutions are imdependent, highly diversified operations that
are not called upon to function as a unit. as puble libwaries Jo.

We are aware of the impact of the new profession of “information
wiehtings” or “mfornition specialinis”” which his sprung up in recent
vears. They have had 1o learn and exploit the skills of the library profes-
don. but fur the most part they have rejected ofliclil connection with
librarianship. Some admit that their impression of Tibrariam was negative:

é!hu judged us 1o be o bemgn profession, irorctical and incapable of

| Ahcompasing therr broad. new coneept that i frankly, commercial, ven-
turesome and profitable. They have used com, uters from the beginning,
plus an ever widening variety of technological devices. 1 observed in West
CGiermany in the fall of 1972 \\halc on a library study tour, that the clabo-
rate “documentation centers” Clarge, beautiful buildings) are not allied
1oy the libwary profession at all. On the contrary, in every case the German
“documentalists™ (counterparts of our “information scientists™) pointedly
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evplamned that they are not bbearnans, My evnical guess is that designa-
ton as brans mizbt have cansed tiegm to saffer @ loss in status and
pad .1 Nevertheless, the more they desensbed their work, the elearer it
Became that they e hibranians who have moned out into a Bighly favored,
sophisticatet new arca. domg aindeph. specialized Kinds of bibliography
and research, but able o dooat supremety well becanse the professional
hbrary saicnce shills they have devcloped supplement thesr subject back-
grounds

% o . informatipn conters . .. are o rejusenation of old-fashioned
people-oriented library service ., .

Information and reterral serviee m pubhic hbraries is not an aberration
m the same sense as the new profession of “iformation science,” which
han separated sself trom the mother profession. Public library community
mformation centers reman wathin abe told of tradiional hibrary science,
Fhey van become as sophisticated as need be, also employing technologi-
cal devices. but onamy devel, they are essentially a rejuvenation of an
old tashioned. people-orented public hibrary service, now formalized with
mondern techmigues and adapted o todan's needs.

Book coculston count s not to be worshipped as the only measure of
effcctiveness, but with tew esceptions, public fibrary reddership in the
largest aities continues o dechne. In these times of quc~tiéning and chal-
lengung, public hibraries can no longer depend on therr rcrutamm of past

Susefulress to ansure special immunity from searching eXamination and

criticnm. In this peried of tight budgets, public libraries are in keen com-
petition with all iy departmients, including the garbage department. The
hard questions e bemg ashed: What percentage of the people do you
serve, and what are vour per capita circdlation costs? Are you duplicating
servie ginen by other mstitutons? What services do you offer that are
needed and demanded by a substantial portion of residents, ete.? These
are just beginning gquestions and  there will be more to follow. Public
librarics are being challenged to prove their worth and justify their opera-
tons. It will tahe pereeptiveness and stamina to come through this ordeal.
If we are to succced. we must first define the arcas of our streagths and
vulnerability and confront them.

As o branch hibrarian for I8 years, 1 was an active proponent of “out-
reach” into the community and the library administration gave me free
rein. At one branch library 1 particular we brought groups of every

description into the building for mectings and programs, and the staff did -

their hest to ampire interest in reading and library use. We made the

-
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Bbrary well Ao me the commumity by speaking at churches, fabor
unrens, Block Jubs parent teacher onpanizanon wherever people gathe.
ered: and on tadie amd televivon s well s created tremendows negh-
Bothood pood will tor the bty and bad o vers shight favorable effeat
on sbatintics i that one aiea o the aty, but na trend was stopped or
started Inodentadhv ot s iy unpression that one ot the most meamingful
results v trom ome talhing sath groups of parents about the impor-
vy ot cadime me the cducational and personal development of their
htldren b makmy the long teh ttom the deep south or other faraway
places Toomdustoal centess, patrents were seching, hiest aimproved economie
conditioms, and noat, better educational apportumtios for then children,
Labrares were not thoaght ot nor their vatue apprecisied *hecause they
had net been pant of the Lanudhv's previous evpenence. Phere was alwans
o notcable tesponse whenever this message about the importance of
teadiny was caphamed woth patemis bomging then chnddren into the hbrary
tor that Brst vsa

Poncser waverad an the conviction tht “ontieaeh™ actir >y s vadud and
sreathy accded, but at was discouagimg o work o hard - such shpht
tewand Svanchow, the iaryv's atlenmg was not compelling or competitine
enourh soencellont book ttks were delinered by many hbranans), and
thare was nooanresistible praadi ot nos seraee that touched hnves at the
“putdesel

“. . « information and refeeral is not o gimmick,
but . . . a natural evolution.™

To my way of tunking it has become obvous that public ibraries can
no longer depend on readmy guidance as the only major adult activity,
W must miove inte g dimension that has Lun faljow too fong, namely,
formation and retenal How 1 owsh T ooould hine had something like

this 1o offer vears ago as | moved about the community -—-something to

offer people that would answer i bc-wize need. Information and referral
v not an arnticially. manufactured gimmick, but part of a nawrdl evolu-
tuon fhe wide-awahe youme men and women who turned themicelves into
“mtonnation screntint” sensed ahstinetne new need (ditferent from
mformation and retertaly and caprtabzed on it We whoe are traditional
hbranans looked back longangly on our old. comfortable ways, made a

(‘ few madificatons to placate changing tmes, and scemied to hope for a

mitacte of salvation. 1t s imposable to remain alive without responding
1o the torce of a workiwide sactal revolution that atready hias the momen-
tum of two decades behind !
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“For better, for warse, tor peher, for peaorer we have made a
commument t the Detiont Public Bibrary to information and  referral
swenvice. We made this determmmation three sears ago. The federal grant

e

for the five ciies vonsortium ¢ Detroit,. Cleveland, Queens, Atlanta and

Houston has advanced oure cfforts greathy, and the regular contact be-
tween the five aities has been beneticial to all,

We have named ow senviee “HPS an acromym for “ FHE INFOR-
MATION PLACE ™ In the begimning, various librians gave as ‘much
tme s they vould spane, here and there. to start our central file. Informa-
tron. muateritbs and assistanee from the Sociology and Economivs Depart-
ment enabled us to toam the basie tile, Bt took more than a year and a
half 10 compile a respectable beginnmy file. but with the coming of
federal tunds we were able fo have two full-time librarians and a ¢clerk
on the project. We opened service 1 November 1972 in one branch
hbrary, and 0 Banuary 1973 in a second. It soon became abundantly
clear that 1t wounld take mich oo fong to follow this stow schedule for
29 conmmumity branch hibranies. Interest, cagerness, suspicion and many
questions had been budding up over the months of preparation. and TIP
wis the controversil topie of discussion, In the meantime, every branch
recenved o copy ot the central file in a four-drawer cabinet. The TIP staff
cmcluding two part e soctal worker-consattints by this time, one of
whom wis from the faculty of Wasne State University Graduate School
of Sovtal Work o planned a series of workshops for Branch Librarians for
istruchion and onentation. Fhis was preparatory to launching TIP service
simultancousiy m all branches, The workshops seemed well received, but
implementation is not instant. Fach branch must add its own community
information 10 s copy of the central file. This requires “‘community
walks™ 10 gather information from businesses, block clubs, churches, in-
stitutions. hey individuals, ete. With cach contact, librarians publicize all
services of the librany and groups are invited into the branch library
auditoniums for mectimgs

“Information . . . is hecoming part of the way of life
in every branch of the DPL.™

r»

In between the hnes of all Fhave been saying are the usual small and
large human problems of antraducing something new. There has been
sheptiviom and justitiable criticim, along with interest and enthusiasm,
and a full quota of knotty problems and mistakes. Impatience and mount-
ing suspense during the period of preparation, before and after the first
two branches were imtiated. very naturally created expectation of some-

~y



thing femsome, and the reahty at ong last could hardly escape being
antichmewne, TP cannat produce an ipmediate about face {or the hibrary,
and 1t requires a gieat deal of advance and continuing spade work. In the
short span of time since its meeption tearly 1971) unevenness in progress
evident from branch to branch because mamy unpredictable clements
are mvolved. AL with the total operation ot a branch library, the attitude
« ol the brwnch Chiel s exremgla important to success. It is extremely
important to emphasize that THP must be a fully incorporated service,
pot a separate project. TIP s becoming part of the way _of life in any
branch of the Detront Public Library. Ity intraduction has provided an
exciting growth espoenence for the whaole statf, )
An unusual strohe of uck for TP was the donation of a publicity
campglen from a pronunent Jocal advertising firm for the month of June,

197 veral full wize bilthboards around the city were donated to adver-
tise F¥ service in bold red letters on o white background. Placards were
T phaced m pubhic buses, handbills distributed all over town: there were

spot anpoumceraents on tadio, film chps on IV channels, and there has
been cvelient newspaper coverage. Al of this was accasioned by a pub-
be senvive @ift from one advertising firm. As a result, all branch libraries
are recenvng calls with the “TIP Central” desh and welephone at the Main
by becoming exttemely busy owelb over 6,000 telephone calls per
month).

We have been most fortunate in our public relations. Cooperation has
been established with the Community Information Center at United Com-
munity  Services headguarters. The large Wayne County social services
department will be another Key contact in reaching great numberns of
people with the message that practical help is available from TIP. This
ageney is in a position to refer great numbers of people directly to the
library on a continuing basis. Response has been favorable from several -
other institutions in the city that need information service. The Detroit
News, our largest daily newspaper, now uses a recording to refer their
“questions and answers” tratlic to DPL-TIP. :

Several months ago, my Deputy Director (Bob Croncberger). who is
Proicct Director for TIP (as part of his responsibility- as head of branch
librarics ), was invited to speak about TIP at a mecting of suburban li-
brary directors. They were familiar with the concept. of course. and
respondeds fasorably to it and to the manner in which we are developing
our project. We were very much interested in their observations regarding
‘ suburbhan library usage. Serious apprehension has not surfaced yet, they
. sav. but they have detected signs in their libraries of the familiar urban

pattern of diminishing readership. There is an expected falling away fiom
. reading as children grow into their teens. but this loss is increasing and

10
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there is a Jdevrease e the numbar ot young people joining the ranks of
adult regulurs. The dircctons view this s passibly the beginnmg of a trend
and recogiize the nead tor eapansion mto intormation and referral sers-
we. They have been quieh to see that then hibraries must redetine their
role 1 the insttntion s Lo emam vable $hey even expressed an interest

m jommg m ome hind ot sntormanon and tetenral networh with the
Detrort Pubhic §ibrany . and suggested an eventual statewide epansion.

*, .. focus on reading guidance is too narrow . . . to insure
the future of the public library . . "

Fhe exedus ot the St and 60 to the suburbs cagied a large portion
of the vore anv's continmed Iibtaiy goais. However, the testimony of the
suburban hbrartans eveads the universality of the pressures of a society
in turmol and chanee. Phis demonstrates the importance of a serious
attention to by outreach, The tocus on reading guidance alone is too
narrow . too cxddusive o insure the tuture of the public library at this
juncture m fstony Happihv, we are not faced with the necessity of
chousing between teaditional hibray seivice and information and referral
wivive Reading stdance s basic and could never be eliminated oF re-
duced without desttovig the public hbrary. However, exploitation of
informatton and retenal service will call for an adjustment of priorities
and penctiating exammation of tradinonal methods,

I would bke to quote ttom g paper | asked Bob Croneherger to write
for the staff thatisets Rorth the hasic principles of information and referral
as we see it tor the Detront Public Librarny.,

“Library strength ies m locating, indexing. arranging and disseminating
informanon. Most of this information has traditionally been in book form,
but the Detroit Public Library has at various times undertaken ‘commu-
mity information center” tvpe activities, Its “War Information Center.” for
cxample. durmg World War IL served the practical needs of citizens
whose Tives were drasticathy affected by the wartime economy and the war
itself. There has been a recent change in the type of demand made on
our *ormation stores, The information needs of today « ety residents
are oriented to a large degree. toward basic human services and have not
been identiticd and indexed in depth: nor have they been compiled in one
. central ageney . Information and materials about services, public and non-

public arc fragmented. widely s¢attered. and in some cases almost unob-
tainable. New services develop continually, The Detroit Public Library
must Use its expertise. s skills, and its trained staff to be an information
- searching organization: dependent not only upon its own accumulated

,
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pont resotees, but upon s ability to search outside ats walls for “*non-
book™ information as welll o provide a single information ool available
to the public. The hibrary should be the tint point of reference for any
inquiry from ity fesidents as o means of securing direction through the
mase of agencies and organizitions, It will not replace existing resources,
but rather wall develop the chmate, the payvchological trust and mutual
respect within which collaboration, for the benefit of the indigadual citizen,
can take place. It has overcome the limitations of a multiic of direc-
tories through application of professional indexing and cataloging skills,
I will release professional personnel in other fields who are now engaged
in what s essentially Clibtany wark,” 1o operate their existing community
agencies, and feave routines which require librars Skills in the hands of
the hbrann.”

*. o« we are the only ones who can do it right.”

Fhe need tor information knows no social or economice lines, and ap-
plics o indiaduals and organizations alike. No one clse in society is
trained as Bibrarians are o locate and make available information of all
Kinds. Labrnians hinve cliesified and cataloged all printed Anowledge of
all times and places and have made it casily available, keeping it current,
amswering special needs with bibliographies and indexes. Several decades
ago hbraries reached bevond the printed word to embrace audio-visual
matenials, pushing back the traditional perimeters. Information and re-
ferral service makes a similar bhid for inclusion, demanding that librarians
ssstematize all information that is pertinent to our lives. It's a tall order;
it is the profession™s new/old arm of outreach, and it speaks to a bed-rock
need. It i directed to librarians because we are the only ones who can do
it right.

CLARA S. JONES
Dircctor

Detroit Public Library
January, 1974

o
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Appoendix:
Barometric Pressure on
Public Librarics

“Public libranes, always semsitine social barometers,  responded  to
people’s pressing needs during times of criss, .. .7 This is a statement by
Clara Jones, Director of the Detroit Public Library, and one fitled to the
brim with implications. Ms, Jones goes on to explain that these “times
of crisis”™ were the two World Wars and the Depression Era bat one
might just as Lhely label the current national sitwation as crisis. And
surely public libraries must, and are. responding. but if these libraries
are to continue on a day-to-day hasis to remain “a very real part of the
fabric of [people’s] lives,” as Ms. Jones goes on, they cannot rely on
prominent. public, vet sporadic crises to prove their worth.

They don't even have to. Today's national crises, the urvan situation,
the demands of society, ete. all produce enough very real, personal. mun-
dane problems (erisest in the lives of individuals to Keep social barome-
ters respanding nonstop. It is on this level, that of the individual coping
with the daily compiexities of living, that public libraries can and should
respond most effectivels . Av wopial barometers public libraries can and
should reflect the informational needs of their public and respond to
those needs. p :

In the carly months of the five-city NIC Project (A Proposal to Re-
scarch and Design Criteria for the Implementation and Establishment of
a Neighborhood Information Center in Five Public Libraries in Five
Citics: Atlanta. Cleveland. Detroit. Houston, and Qucens Borough) one
of the participating librarics mailed questionnaires to residents of a par-
ticular neighborhood dealing with “identifving their informational needs.”
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Aruitoxt provided by Eic:

Bowasnt strpreseg thes had Brtle response, that's one of the problems
of dinly bving Knowmg what 1t s vou need 1o know, But at's-also one of
the problems public hibranes can help sohve.

Pearming from thenr expenence we decided we could identify informa-
tional needs by the guestions we were ashed. that these guestions: were,
m tact, statements of mtommational necds. So Dettot Public babrary set
out on ity I Communiy Walks, We watked trom owr branch hibraries
to the neighborhood grocery, barber shop, police stations,  variety store,
pharnues . gas station, and wherever che we could tind. We told people,
our own pubhc, that the hibraey can belp them, that that library on the
corner tva bocks anway can answer guestions, not just guestions about
books, school, and homework, but questions about thar lives, their prob-
fems, and their own community.

The response was in every sense. overwhelming. On the spot, people
ashed for a notary public, i part-time cmplosee, someone to call about
aerached and broken sidewalk, and where and how 1o apply for Social
Sccunty benetits, Phey ashed, our public, if the libvary would lend space
for & block club mecting, ot the library would like to join the acighbor-
hood busmess assoviption, if the libriny woukd attend the nest police-
commumity relanions meenng. ‘They presented us, in very elear and concise
terms. with thew mtomnanonal needs and then they ashed us 10 respond
to those necds,

Becisuse Detrot Publie Fibnary already had @ commitment to provide
comprehensine community information and referral service, the TIP Serv-
ice. we could make those claims and -respond to those needs and we
continue to do o, By every question TIP is asked and every answer and
direction the TP Service supplies the library continues truly to act as a
semsitive social barometer. As a library and as librarians we are in a unigue
position 1o assimilate, record, organize, and index soviety’s informational
needs and provide responses to those needs.

Every time 1 finish oxplaining that as a librarian T not only don’t it
around all day reading books but in fact spend a good deal of time talking
to people, finding out about their problems and questions, and then look-
ing-for ways to answer these questions, the response iy usually something
like “that's great, 1 didn't Anow librarices did that.” And..of course, not
all libraries do do it but they can. My own experience convinees me that
providing information and referral service involves perhaps some of the
most professional-aspects of librarianship.

From the beginning it involves planning and a close look at msmu-
tional and professional goals, it involves rescarch and reference techniques
in understanding information needs and seching appropriate resources
and answers, it involves original cintaloging and indexing, it involves
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professional relations with other professtioms and with the public, and it
demands o thorough understandineg and knowledge of the community
-~ We sene,
But the Aoy words ate mtormar o and service. s libraries, deposi-
tories of information in every possible formiat, we cannot afford to exclude
- community antormation, that mformation about what is happening around
us, information vital 1o us and others as functioning members of the com-
munity. As public librasians we cannot afford 1o exclude any part of our
public, because they do not read or attend programs. by not providing
a real and usable service that s relevant to todas.
Information and retennal as a structural component of library senvice
can put us directiy i touch with both our public and the information
they vant and need. It can and does put us in touch, very literally. with
what's happenare. Information and referral seevice allows public libraries
o tunchion on \luc;ll level an mmportant community  service centers,
reflecting and documenting danly the interests, needs, problems, situations,
and arrcumstances of o community, and it is precisely this knowledge ;
that allows pubhic hibranes 10 respond to the falling barometrie pressure
of our oW oMY

Michele \n K‘l[‘t:i;_!\ \

Michele Rapedkhs s cunrently the ibbanan an charpe of the 1IP ¢ learinghouse of
the Detron Public Tiboany She has wothed with the TIP program from s very
berinmnes and wassginely imoited mods planming aml organizational spages
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