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ARSTRACT

In the interest of providing accountable and
responsive service, the Columbus Public Library undertook a survey of
business community use of the library's Business and Technology
Division., The survey was directed at manutfacturing, service,
professional, +trade, and retail firms in the central Ohio area. A
one-page guestionnaire was devised to elicit inforsation on the
respondent's firm, sources of information, and opinions about the
public library. Th2 Chamber of Commerce membership directory formed
the mailing list. The results of the survey suggested that two kinds
of efforts were necessary to improve the services of the Business and
Technology Division. The first was improved publicity, since only a
small percentage of the respondents indicated an awareness of
familiarity witb the public services to business. The second was
better services and facilities within the business library itself, in
response to the expressed needs and opinions of the respondents.
Survey resul+s are presented in narrative and tabular form.
(Author/SL)
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June 13, 1974

The Board of Trustees and the Librarian:

We sincerelv hopo that the Reard of Trustees and the lLibrarian
will tind this report useful in planning librarv service to our
public. The survevors are sericusly interested in business
librarianship and have expended much effort in preparing a
report that could result in improvement of our services to the
husiness communit..

Providing usefal md erficient service te this segment of our
community is unquestionably a verv importart part of librarv
service. While there will alwavs be phvsical and ecrnomic
limitatioas on library service to anv group, careful planning
and studv can maximize our potential contributicn te the smooth
functioning of daily business activities in Columbus, Ohio. It
was of course for that reason that the survev was undertaken.

We appreciate the interest of the Rpard of Trustees and the
Librarian in this project.

Rttty gpt TR P

Robert M. Staffoerd Clvde S. Scoles
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The public librarv clearly owes its existence to the public it
is dosigned to serve. It must be accountable to its users on both an
individual and a communitv hasis. The accountabilitv of a library is
greatly determined bv its responsiveness to the wide vartertv of needs
of its users. Among libraries, the public librarv in particular must
continudily search for accountabilitv and responsiveness in its opera-
tions. While the academic and the special library must each be respon-
sive to the needs of their particular clientele, these libraries are
on much firmer ground in justifving their existence. It is certain
that all libraries suffer difficulties in fulfilling their responsibi-

' is much

lities to those who use them, but the task of "accountability'
more difficult for the public library because of the undefinable and

indefinate nature of its users. The general public is not homogenous

in nature nor are its needs easy to access.

The public librarv dees not generally have a sufficlent amount
of input from those who use its services. The nature and definition
of "useful and beneficial" service to the library's public is therefore
all the more difficult to find. It is imperative that public librarians
find the means and the methods to make their services and libraries
worth the taxpaver's expense. A public institution which serves only
ten to twentv percent of the population of an area will almost necessa-
rily be of questionable value to some even if it is made clear that
the institution usually receives onlv a miniscule portion of a city or

a countv's budget. Ic¢ is therefore necessary for the public library
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to perform a desirable service to those whe do use it and at the same
time to maintain a favorable imape to the great nurber of citizens who
might place a vpositive value on it as an institution, even though thev

do not use its services themselves.

Quizzing users and potential users as to how th. want to use
the librarv and what sort of materials thev want the library to main-
tain for their use i: a valid method of acquiring the "user input”
that is vital to providing accountable and responsive service. Sur-
veving the opinions and expressed desires of a group of library users
is bv no means a panacea or ''cure all" for the many difficulties of the
public library. Librarians realize that materials and services pro-
vided bv the public librarv must be selected and offered on the basis

of some sort of balance between popular demand and the knowledge of the

professicnal librarian. Yet the importance of the public input, ccrrectly

estimated, is »f the greatest importance. It i{s the duty of the library
staff to approoriately include the public input intc the featuces of

library service.

For reezsons of a desire for accountable and responsive service,
the Librarv Director and the Board cf Trustees of the Columbus Public
Librarv agreed that a survey of the business communitv's use of the
1ibrarv's Business and Technology Division was a worthwhile project.
The survev would be directed at manufacturing, service, professional,

trade, and retail firms in the Central Ohio area (S.M.S.A. 1,000,000+).
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Winning the support of business firms {(and the indiviiduals
comrected with them) ccould well provide the library with life=-saving
supp "t, especially during times when public librarv budgets are being
ranpidlv outstripped bv rising costs. It is, moreover, in the general
interest of any tax supported institution to contribute whatever it can
toward improving the general eccnomic prosperitv of the area {rom which
it receives that tax support. If the Business and Technology Division
at Columbus Public Librarv can be more useful and beneficial to area
businesses, then it is serving both the interests of the constituency

it i1s designed to serve as well as ultimatelv serving itself.
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11. THE PREPARATION OF THE QUESTIONNAIRE




O

ERIC

Aruitoxt provided by Eic:

Tn presaring the survey twe omain rroblems presented themaelves,
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P thrvioe to petrer serve the business

REEEAD A northelr aren
I Troeparing t ) marl | N 11‘{ N
v Poa RN 10 N sle of e
..... oo jetne X SN Preararing the omag

~atar conaidoeration--an erre
- . .- [ i - . Su N aey iy N
and valid Jata. Te weemed,

mpmhprehin directory ags the mailing

also mest sensible mears of ehtainineg a valid samrle.

however,

r here

the Columbas survey would alse

Ting Tist (the eampled was a

would reeult in a leoss of reliable
that usine the Chamber of Commerce

1iat wae the most feasible and

While members of

rhe Chamber of Cormerce do not constitute all potential or actual uers

of the librarv's business services,

it still seems that this group is

pntivele renresentative of the cross section of business firms in the

Central Ohie area oand thuos conli o he relied upen to supplyv the variety
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and the Feonomie Sompnnite, Information Neede of Rusiness and Industry
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1ak0,
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neede of the Toeal bosiness community, Moreaver, in actual numbers,

members of the Chanber muest constitate 2 reasonable propertion of the 1
total number of besiness {irme in Central Ohin. The Chamber of Commarce i
Nirectery Tiats some SO membera . The Columbus area Chamber of

Commorce oubliches a directory of membership, but the prenaration of

the guestionnaires for mailing was preatlv simplified by the purchase

6 pre-gummed address labels which the Chamber seld the library (830.00).

The pre-purmed “ahels with the addresses of member firms were actuallw

the majling labels for the Chamber of Commerce periodical, one copy of

vich i mailed to each memher., Menbership in the Chamber of Commerce

mav be by both “ndividual or firm, and in manv cases is beth. Therefore

the list contaired all members and their firms. In the cases of larger

firms, surh ns RBorden and Ohis Fell, multiple membershipe for company

officers wae the rule.  Feoling that one response fiem large companies

=av not be adecuate, approximately bhalf the number of anv given multipie
momberehin was used for the mailine of questionnaires. Tf a large

companv had ten members, cne half of that number received questionnaires. .

The other aames (in this case, the other labels) were discarded. In

the case of flirms where the chief officer had a membership in his name,

b

ard one in his firm's narme, the label with the individual's name was
used and the other label discarded. In an effcrt te reduce postage
snsts for an alreadv expensive malline operation, it was necessary to
reduce the number of members surveved still further. The greac number
o7 aute service stations was cut from the lizt, While the library

cortainly dres net wish to exclade cervices to aute service stations,

these small cperations would probably concribute the least valuable infor-
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matinan to the librarv's survev. All memberships by persons or firms

in cities outside Central Ohio were also exciuded. (There were member-
ships in Washington, Atlanta, etc.). With the paring of multiple
membhershins and duplicate fivm-owner memberships, and the removal of
aute aervice stations from the ltiat, the final total of marled question-

A

naires was 2,250,

The preparation of the guestionnaire involved considerably more
¢Ffart than the acquisition of a mailine list. In the preparation of
the questions, it was necessary to keep firmly in mind the goals of the
survev. bach proposed question had te be considered in the light of
what contribution it would make in the overall survey results, All
questisng on the questicnnalire should supply Informaticon necessary to

the aims  of the survev, The phvsical limitations of the size of the

cuestisnayire aueh decisions oven more imnortant.  Consideration

of the content of the questicns was onlv one part of the problem, The
manner of presentation (or the phvsical form) of the individual question
is also of great impeortance. Questions should not overwhelm the person
surveved., either in centent or appearance. The person surveved must
never be frightened or intimidated bv the difficulty involved in either
understanding the auestion or in making the response to it. These
matters become a'l the more important when cne considers the group to

he surveved. In this particular case, the group surveved was in no way

obligated to answer the questlionnaire. The audience was not captive.

It was for these reascns that most questions on the question-
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naire were precoded and that open ended or essav questions were kept to
a minimum. (The correctness of this move would become evident when
returjed survevs began to arrive.) Tt seered that the guesticnnaire
ahould not he lonper than one page, although both sides of an 8%" x 14"
sheet were used. The risk of overwholming the recipieats by two pages
or more of questions was too great, even though more infermation might
he ohtained from each questionnaire. Moreover, the practical consider-

Iy

ation of mailing costs was of great importance. Additional weight would
increase mailing costs, resulting in the mailing of fewer questionnaires

(due to budget restrictions).

Ia the formulaticon of the questions themselves, the Columbus
survev was broken down into three broad sreas titled "Your Companv,'

"Sources of Information,' and "The Public Iibrarv: VYour Opinions and

Soeda. Fach of these sections was designed to provide the library with
information about the firm, about the usual sources of information of
the firm and the individual responding to the questionnaire, and the
expressed needs, and opinions, of the respondent in regard to the kinds
of materials he wanted the librarv to maintain and how he wished to use
them. 1In additinsn, at the end of the questionnaire, a section of pre-
coded questions was added with the intention of testing reactions to
greater suppert of the library, specifically the Business and Technology
Division, by the local business community. Basically, this last section
was a restrained attempt tc test the predisposition of respondents to

previding the library, or specificallv the Business and Technclogy

Division, with supportive funds.
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In the section labeled "Your Companv,” information about the
individual firm was the main aim. The questions asked about the tvpe
of firm (bv tvpe of business), the number of employees, md the firm's
gross annual income. Additionally, respondents were asked the length
of time their firm had been in Columbus and the jeb title of the re-
spondent to the questionnaire. In quantifyving the survey results, it
would he desirable to know what tvpes and sizes of firws prefer what
kinds of service, and what kinds of materials. The survevors also
needed to know what tvpes of firms used librarv service most often, and
what tvpes of firms needed more effort to reach.2 In the last part of
this particular section, the respondent was asked if his firm had
specific information finding emplovees. Responses here should indicate

te the librarv the nature of the organized effert, if any exists, on

the part of firms to cather needed information.

The next section of the questionnaire was labeled "Sources of
Information.” 7In this section the survevers were primarily interested
in information about where the firms got business related information.
A great part of this section was concerned specifically with use of the
public libravv. After a nrecoded question asking about the firm's
usual sources of "outside information' such as "Chamber of Commerce"
or "university professor,” the respordent was asked to answer several
questions about his use of the public library; which library did he use

for business related matters, which for personal reasons. The respondent

2
“Columbus, Ohio is not a manufacturing city, but rather one
where "white collar" tvpe businesses are concentrated.
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was also asked to estimate the number of timews he had used the public
lihraryv in the rast vear for both business related and personal use.,
Additionally, the survevors heped for more insight here by asking the
respondent whether he consldered his use of the public library, cither
for business or personal use, "frequent" or "infrequent,’ or in the
"almost never' or "never" categorv. Following this "frecuency of use"
auestion, the respondent was asked to desienate by name the iibraryv he
most ~ften used for bhusiness purpeses and the cne most often used for
peracnal reasons not cennected with his firm,  Responses to this gquestion
would provide the survevors with information abour which librarv in the
Central Ohic area was most frequentlv used for buslness purposes as well
as which branches of the Columbus Public Library Svstem were most fre-
quentlv used for business or personal reasons. 1f business related
collections were ever developed in the branch libraries, those most fre-
quently used bv business pecple, for either persconal or business related
reassas, sheuld be primary candidates for such collections. The last
question in this section asked the respondent to rate his ocwn "awareness"
~f the public librarv's services. The survevors here sought information
that would help assess the necessary intensity of a public information
caapaign about the 1ibrarv's services. If the majority of respondents
rated themselves as "unaware" or only "slightly aware' of the librarv's
services, then a public information campaign might be prerequisite to
improving the librarv's relationship to the business community. Hope-
fullv, responses to this =ection of the questionnaire will help the
survevors identifv the information gathering activities of the business
communityv, and help appraise the position of the public library in the

overall picture,

O
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The sectieon of the aguestionnaire labeled "The Public Librarv:
Your Opinions and Needs' was intended to provide the survevors with the
stated ~ninions and needs of the respondents in regard to materialsg
and services offered by the librarv (its Business and Technology Division).
Reapondents were asked to mark preceoded guestions indicating how they
wanted to get their infeormation—-bv visit, telephene or mail. Additionally
thev were asked to indicate the desired time limitaticons for recelving
the information. In two questions, the survev asked respondents to in-
dicate subiect areas and specific tvpes of materials that they could
heat make use of in their business. Fach of these questions had a space
far comments or an Uother' space for possible resrenses not allowed for
in the precoded structure of the cuestions. An essay gquestion cpened
this soction asking the respendents to identify anvthing that thev did
not Yike about using the public librarv for business purposes. The
responses to this question have cobviocus utility for improving the tibrerv's
sorvices, hoth from the standpoint of the librarv as a whole and the

Rusiness and Technolegy Division in particular.

The last section of the questionnaire was a hodge-podge of
questions. The most important part of this section was the first
question, a precoded one, carefullv designed in an attempt to estimate
the respondents feelings about contributing funds or paying for
specialized services. While the question, like the whole questionnaire,
was aimed at the business communitv and thus would specifically apply
to the Business and Techneology Division, it still seemed that the re-

sponses here might applv te the whole library system. This section of
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the questionnaire alse contained a questio» asking the respondent if

he would like a repularly prepared acquisitions list mailed to him. The
questionnaire ended with a question allowing for more "free-form" input
from respondenta. The question asked for respondent's ideas as to how
the public librarv ccould better serve the lccal business community.

This question should be psvchologically valuable because it respect-
fully solicits opinions. Moreover, it should be valuable for the actual
content of the responses. Responses in essav form will indicate to the

survevors a tone which is not discernible in precoded questions.

In preparing the questicnnaire, much attention was given to
making {t psvchologically palatable to recipients. The soft lined
introduction and the wording and even the phvsical lav-ocut of the
questions were major considerations. Yet the surveyors were still
concerned ahout the questionnaire being mailed to manv people who had
ne idea of the librarv's business related services. Some of the
recipients would probablv be hard pressed to even locate the public
librarv. Yet the responses of these people might be just as wvaluable
as the responses of those who use the library's services on a regular
hasis. It was for these reascons that an information flver was prenared
and mailed with each questionnaire. The flyer would serve as an
"advertisement' for the librarv and its Business and Technology Division.
It would better infeorm those who were aware of the librarv's services
and acquaint those who were not. The surveyor hoped that the flyer
would provide encugh information about the Division's services to

encourage responses from those who were completely unacquainted with
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it. Clarifving the librarv's business related services would hopefully
provide enough background information to elicit responses from those

who were not aware that the public librarv even offered such services.

The flver included kinds of information available from the Business and
Technology Division and listed services and periodicals received by the
Division. Photographic reduction allowed the inclusion of some 270

titles on one side of the fiver. A self addressed stamped envelope was
alsce mailed with each survev. The survevors hoped that an already stamped
and addressed envelope would carrv-over a positive psvchological value.

thus increasing the number of responses.
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1. Which of these broad categories best describes vour
companv? See Table I-l.

In this question, 305 respondents marked "Service" (38.02%)
followed bv "Professicnal” and "Trade' firms with 140 (17.45%) and 104
(14.96%) respondents respectivelv. Of the 802 firms responding, "Ser-
vice" and "Professional’ comhined to total over half of the guestion-
naire returns, not surprising considering that Columbus is not a cen-
ter for heavy industryv, but rather "white collar" tvpe businesses. 82
"tinancial" firms responded (10.22%) and 43 firms were in the "Other"

category (5.36%).

2. Number of emplovees. See Table I-2.

Taken on a total basis, the greatest number of firms ranked in
the smallest categery, '1-10" emplovees. 231 firms, or 29% of the total
respondents, were in this categorv. Percentages in the larger categories
generally dropped off gradually, with the exception of a jump at the
last category, ''SO0+" employees. The high percentage of total firms
in this category ls accounted for bv the high number of manufacturers
fn the category. 24% of the manufacturers reported 500 or more emplovees,
the only one of the six tvpes of firms to do so. Other types of firms
follow the overall trend, most of them being in the smallest category,
"1-10" employees. While number of employees is not necessarily an
indication of the resources and assets of a firm, {t {is significant to
note that the greatest number of respondents, 231 (29%), were small
husiness firms. Onlv 71 or 9% of the firms were in the very large

categery.



3., 1f information is available, approximatelv what is vour
Firm's gross annual income? (OPTIONAL) See Table I-3.
This question was marked optional since the survevors wished to

respect the privecy of the respendents, especiallv that of "ron-public"

companies such as most professional firms and most small service and
manufacturing operations. 224 of the respondents cor 287 took the option
of not responding here. Of those responding to the question, 243 firms
or 30% marked the largest categorw, ''1,000,000+" {n gross annual income.
This constitutes the largest categorv. All the other income categories
represented considerably fewer raspondents. By tvpe of firm, "Manu-
facturing' showed the greatest percentage in the "1,000,000+" category,

that figure being 47%. Both "Financial' and "Trade'' categories showed

a healthy 37% and 33% respectively in the top income category.

4, Number of vears in Columbus, Ohio. See Table I-4.

Responses to this question were tabulated on the basis of one
to ten vears in Cclumbus, Ohio, constituting a "new” firm and eleven
vears and over in Columbus constitur’ o an "old" firm. Significantly,
568 firms, or 71% of the responses, indicated enough vears in Columbus
to be considered "old" firms. Onlv 22% of the firms had been in
Columbus less than eleven vears. 56 firms or 7% did not respond. By
types of firms, '"™anufacturers' showed the greatest percentage in the

'

"old" category (87%). Percentage-wise, the 'Servi:e' category showed

it

the greatest percentage of "new” firms, 29%. The significant infor-
maticn here is that most of the firms are '"old" ones which have been

in Celumbus over ten years.
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Tobtivle of persen responding to this questionnaire,
See Table 1-5.

This question was designed to provide the survevors with more
ingight Inte resroenses by tabulating the in-companv pesitien of the
perscn marking the auestionnaire. The overwhelming number of responses
came from presidents, with vice-presidents and managers ranking second
and third. The high number of presidents responding to the question-
naires was not surprising, since their names are most likelv tc appear
as members or representatives of their firms in the Chamber of Commerce

mailing list which was used for this survev.

6  Dees vour firm have specific emplovees, clerical or
research, who custemarily gather information for the firm? See Table I-6.
This question was intended teo help the survevors determine tae
organized information gathering activities of the responding firms.
The majerity of the firms, 449 in number or 56% of the total responses,
indicated that thev did not have specific information gathering employees.
301 firms, or 38%, said thev did have specific employees for this pur-
pose. Distributicn by tvpe of firm was fairlv even, with only one type
showing a stronger tendencv toward having information gathering employees
than the others. The "Financial' categoryv 1s the exception here with
547 of this tvpe of firm saving thev did have specific information

gathering emplovees.
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7. What sort of outside sources does vour firm usually consult
tor information needs? 3See Table II-1.

The responses to this question show a clea: tendency for firms
te relv on the Chamber of Commerce or other business people for their
information needs. 60% of the firms said thev consulted the Chamber of
Commerce and 58% said that they conculted other business people. A high
percentage indicated government agencies as a source of outside infor-
mation (49%). Th: public librarv as an information source ranked fifth
in the sources cited, with 35% of the firms indicating public library
use. By tvpe of firm, "Manufactuvers'" and "Professional" firms cited

the public librarv most (42% cach).

8. Approximatelv how many times has vour firm used "he public
1ibrarv for business related information in the past vear? See Table 1I-2.

Most of the respondents indicated no use of the public library
for business information in the past vear (40%Z). Only 10% of the firms
indicated using the librarv more than ten times in the past vear. By
tvpes, "Professional’ firms marked the highest use category most often,
with 17% saving they used the library over ten times in the past year.
"Financial" firms also indicate a higher than average use of the public
library with 37% saying thev consulted the library "2 to 10" times in
the past vear, a relatively high figure. The "Trade" firms indicated
the highest non-vse figure, 57%, and said that they had not used the
public library in the past year. In this same question, respondents

were asked to rate their use of the public library for business purposes.




02,

(See Table I1-2a). The mateority of the firms rated their use of the
public library as "infrequent." A small percentage (9%) said that they
used the nubl.c librarv "frequentlv,”" with "never" or "almost never"
sharing nearly equal percentages (237 and 26% respectivelv). Table I1-2
and 17-2a would not necessarily correspond when viewed by a librarian.
It would seem that the 40Y non-use indicated in Table I1-2 would re-
guire more ''mever' responses in Table "1-2a. Apparentlv, the businesses
would rate frequency of use - ¢ liprarv facilities bv standards different
from theose of the librarian., Again, in this table, "Professionals’ and

"anut acturers'’ show highest frequency of use of the public library.

9. How many times in the past vear have vou used the public
librarv for personal reasons not connected with vour firm? See Table II-3.

In this question, onlv 187 of the total responses indicated
public librarv use in excess of ten times in the past vear. 27% of the
respondents said that thev had used the public library "2-10 times" in
the past vear for personal reasons., The same percentage (27%) said
that thev had not used the librarv at all in the past vear. A compari-
son with Table I11=-2 indicating business-connected use of the public
librarv will show that businessmen are more likelv to use the library
for personal than for business reasons. 1In Table II-2, a full 407 said
that they had not used the public library for business purposes in the
past vear. In Table II-3, only 27% said that they had not used the

library for personal reasons in the past year--much less than the 40%

figure indicating non-use for business. Moreover, in comparing
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Tahle 71-2a (business realted use) to Tahle Ii-3a (personal use) wiiere
the respondent was asked to rate his use of the facilities, we can see
that the "frequent use' rating for personal use of the library is

double the "frejquent use' for business related usage. It is also
apparent that a greater number of respondénts rated their firm-connected
use of the public librarv as 'never' compared to their personal use of
the librarv. 23% rated their firm's use of the library as "never' com-

]

pared to only 14% who rated their personal use as "never." By types of
firms, there is a fairlv even distribution in most categories. The sig-
nificant factor here is that business people tend tc use the public

library more for persoral than for business (firm-related) reasons.

10. Which public librarv do vou use most for business purposes?
See Table 1I-4.

In this table all responses were tabulated by name of the
library, including out of town and non-pub.ic libraries. The signifi-
cant factor here is that the overwhelming number of responses indicated
the Main Columbus Public Librarv (346 or 43% of the returned guestion-
naires mention the Main Columbus Public Library). The closest second
was 33 for Upper Arlington Public Library. Bexley and Grandview libraries
recorded similar numbers, perhaps indicating some geographic importance
to business peopie's use of librarv services. The well stocked State
Library and Ohio State University Libraries were not mentioned frequently,
despite their wealth of resources. A few Columbus Public branches were

ment ioned, including a reasonable number for Morse Road branch, the
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largest branch in the Columbus Public Library system. There were 313

"no responses' on this guestion.

The respondents' indications of the names of libraries they
used for personal reasons is shown in Table II-4a. A great number
again mentioned the Main Columbus Public Library (205 or 267 of all
returned questionnaires). Suburban svstems also counted frequently
along with two Columbus Public Library branches which serve areas popu-
lated by business people. The significant factors here are the rela-
tivelv heavy use of the Main Columbus Public Library and an indication

of relativelv frequent use of two Columbus Public branches.

11. How aware of the public library's services would you
consider vou and vour firm? See Table 11-5.

In this question, onlv 117 cf the respondents considered their
firms and themselves to be ''quite aware and familiar' w.th the library's

services. 3027 considered themselves '"aware.' One half of the respon-
dents considered themselves and their firms "unaware' or only '"slightly
aware." The implications here are obvious. By types of firm, the

"professional' category rates itself as most familiar with the library's

services.

12. What are the things vou don't like about using the public

library for business purposes. No Table.
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The consistent answer here was ''parking.” This is apparently
a reaction to the crowded parking conditions at Main Library. Another
consistent answer was that the library is "too far away" or "inconvenient.”
The next mest freguent area of complaints was in regard to the collection.
Manv respondents indicated that the collection was "not up to date' or
"mot responsive to their particular needs.” Almost all complaints about
the Business and Technologv Division centered around complaints concerned
with lack of table space and lack of studv carrels. Complaints about
librarv staff were few, When they appeared, complaints about staff
usuallv questioned the staff's comprehension of business and technically
related matters. The majority of respondents did not answer this question.
On many occasions, respondents praised the library and its staff rather
than complained about it. The significant indications in this question
were the parking problem and the need for the Business and Technology
ataff to be aware of the complaints about the collection and available

studv space in the Divislon.

13. How would vou prefer to use the library's services? See
Tahle I111-1.

The responses here indicated a preference for telephone use of
the library. (57%). Responses here bear a direct relationship to
parking and access problems mentioned above. Yet surprisingly, 43% of
the respondents prefered 'personal visits." The possibility of quick

and accurate mail service attracted only 21% of the respondents.
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14. 1In most cases, how soon after a request would vou need the
information? See Table III-2.

Responses here indicated an evenly distributed prcference for
time periods. 28% of the total preferfed a ""few hours,' 26% the '"next
dav" and 29% were willing to wait during the 'week of the request.”
Surprisingly onlv 14% wanted their information immediately. By tvpes
of firm, most followed the overall pattern. '™anufacturers'" and '"Pro-
fessionals' appeared to need their information most quickly with totals
of 45% and 50% respectivelv saving thev needed their information imme-
diatelv or "in a few hours." The wide breakdown in this table indicates
that current Business and Technologyv Division practices of answering re-
quests no later than the next day is probably an acceptable policy. The
fact that 29% of respondents were willing to wait during the "week of the

request' mav surprise some.

15. What subject areas would vour firm use most in seeking

business related information? See Table 1II-3.

In this question respondents were given a choice between "tech-

mon

nological areas,” "basi- sciences,” "management/econcmics/finance and
marketing,”" and an "other' category (open ended space). The overwhelming
number (65%) chose the "management/economics/finance/marketing' area. 25%
wanted technological material with a surprisingly small 4% indicating

' 13% marked "other" types of materials, many of which

"basic sciences.’
appeared as choices in the next part of the questionnaire. By types

of firm, everv tvpe preferred the '"management/economics/finance/
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marketing" area with the strongest preference for "technological area”

by "™anufacturers” and "Professionals.”

These responses are quite
significant in their indication of the most desired subject areas for

purchase of new materials.

16. What tvpes of materials do vou want the library tc main-
tain to best serve vou and vour firm's business needs? See Table 111-4.

In this question respondents were given a wide choice of stan-
dard reference tvpe materials common to most bnsiness oriented collec-
tions. Most respondents made multiple choices., The most frequent
choices overall were "statistics, economic, population, etc.' (407},
"trade journals'" (37%) and ''management books," (39%). Other frequent
preferences included 'loose leaf services" (28%) and "buyers guides"
and "'trade catalogs" (217). By tvpes of firm, most followed the general
trend indicated in the tabulation by total responses. No type of firm
indicated needs particularlv different from the others. The significant
factor here is the preference for statistical materials and books on

management tvpe subjects and trade and professional journals.

17. 1In some communities, local business actively supports the
information providing activities of the public library. Do ycu think
that local business might be attracted to any of the following: See

Table IV-1.
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In this question the surveveors presented the respondents with
choices aimed at testing for more active support from the buSiness
community, including support of a financial nature. 300 respondents
or 377 left this question blank. 138 firms indicated a willingness to
"contribute funds to improve and expand services" (17%) and 65 firms
indicated a willingness to "contribute funds to subsidize or initiate

a specialized collection" (8%). This indicates that 25X of the 802
respondents were not opposed to some form of direct financial support

of the librarv's services. 28% said thev would donate "useful materials.”
24% said thev would pav for "special research” and 25% said they would

pav for "information announcements.” By tvpes of firm, 31. of the
"Financial" firms marked one of the two responses indicating a willing-
ness to make direct monetarv contributions to the librarv. 29% of the
"Mapufacturers' did so as well as 29% of the "Professional” firms. The
significant factors here are that 25% of the total firms surveved are
willing tb contribute funds directlv to the library and, that by type,
"Financial," "anufacturing,”" and "Professional"” firms are most frequently

willing to do so.

18. Would vou be interested in receiving a free'monthly listing
of all new acquisitions of books, periodicals, pamphlets and new services
' purchased by the Business and Technolegv Division? See Table IV-2.
In this question only 41% of the total respondents wanted to
receive an acquisitions list from the Business and Technclogy Division.

It is interesting to note that the majority of those who indicated a
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desire to receive the list did not include an address. They either
assumed that the survevors already had it or they did not really hope
or want to receive the list at the immediate moment.

19. Aside from what vou mav have alreadv indicated above, how
de vou think that the public library could reach and help the local
business comrunity on a broader and more effective basis than it may
now he doing? No Table.

Responses to this open-ended essnv question were few. The
recurrent suggestion was "more publicity” or "inform" the business
community of ''what the librarv has." Most responses clearly indicated
a need for more publicitv of the library's services. Almost no other
respense was recorded. One interesting suggestion was for the library
to conduct classes to teach businessmen the basics of using the library's

facilities.
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The results of the survev seem to suggest two kinds of efforts
necesséry to improve the services of the Business and Technology Division.
The first area is publicitv; the local business community must be better
informed of the librarv's services. The second area is improvement from
within the Division as suggested bv the expressed needs and opinions of
the respondents to the guestionnaire. The two areas are closely related
on many points, including the possibility that any real improvements in
the Division will onlv result from monetary support generated by a

publicity and public relations campaign.

Publ{icity

The Columbus Public Librarv should engage in a greater effort
to make the business community aware of its services. The survev results
indicate that onlv a small percentage of firms consider themselves to be
aware of and familiar with library services. It is also clear that
business people use the library mere frequently for personal reasons
than for business-related ones, perhaps indicating that they do not
perceive of the possibilities of library service to industry and commerce.
It is significant to note that public library is ranked fifth in the
survev of firms' outside information sources. Moreover, respondents to
the questionnaire indicated more and better publicity as a means of
Letter reaching the business community. A number of firms and individuals
telephoned the Division for additional copies of the information flyer

which was mailed with the guestionnaire.
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I is recommended that such public information activities be
airmed at dispelling the image of the public library as an institution
that requires self-service in order for its resources to be uced. An
intensified puhlic information program designed to increase awareness
of the Columbus Public Librarv should maintain a priority or cost-
benefit position side byvgide with book and salary appropriations.

The survevors are aware of the difficult legalities involved, but still
feel that a lewally acceptable program could be carried on. To better
publicize the services of the Division, some of the following might be

considered:

1. More cooperation with the Chamber of Commerce, hopefully
cetting lihrary space in their monthlv publication. This
agency could alse provide the librarv with a great number
of contacts in the business community.,  The Division should
send out more of its professional staff to speak to groups
and crganizations about business-related services. Infor-

mation notices might be sent to the Chamber's offices.

2. More effort in getting publicitv in the local newspapers.
Announcements about services and materials would be in
order here. Since the local papers do have commerce and
business sections, a well prepared effort should pay-off

here.

3. Consideration of the possibilitv of a mail oriented effort,
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with flvers and even pessibly the preparation of a several
page booklet explaining the nature and structure of the
services of the Business and Techno:ogy Division. These

publications would he mailed directly to the firme.

L~

Consideration of library spcnsored seminars conducted by
competent business librarians for the instruction of business
people in the use of the librarv and the structure of

business reference materials.

Improvements {n the Business and Technologv Division:

its collection and physical facilities

Ti.e Business and Technology Division should consider the

following:

1, The Division should evaluate its collection on the basis of
suggestions from respondents to the survey. ‘Respondents
overwhelhingly indicated they wanted books in the management/
economics/finance/marketing area. Moreover, some responses
suggested that materials were not current. Respondents want
statistical sources, looseleaf tax and government regulation
services, and thev want a good collection of trade and pro-
fessional journals. While the Division is currentlv disposed
toward this tvpe of material, the results of the survey would

sugpest even stronger impetus in that direction.
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Toe Division nust structure its service as business people
would prefer to use it., Respondents would prefer to use

the librarv by telerhone. The Diviaion now has three lines,
expanded service mav require more. While mail service was
mentioned a pooar third to personal visits and telephone use,
there is some need here. The Division should consider a
wvell organized mail service, possibly one in which photo-
coples could be maijed to firms at their request. A pavment
svstem for this service should be organized so as to ﬁake
the cperation as simple as possible for the firm. In most
cases, the Division seems to be providing requested infor-
mation in an acceptable time period. A great number of
firms indicated that thev could wait until later the same
veek for the request. This is longer than the usual one

dav service now provided bv the Division.

The Division needs expanded physical facilities. Study
carrels should be added and more table space provided.

The present seating capacity of the Division is 32. This

is not enough. All aspects of creature comfort must be
considered in order to make the Division an attractive place

in which the businessman may work and study.

Improvements in the Division's collection and physical

facilities mav require more funds than are available. The
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survev has made the library aware that at least J57 of the
responding firms are well disposed towards contributing

funds for the improvement and expansion of services and for
the initiation and maintenance of special collections,

The library should consider the best approach to solicit
funds from the kinds of companies most Jikelv to contribute.
Other large public libraries have obtained such funds. There
is no reason for Columbus Public Librarv to fail in the
effort. Along with private sources, Columbus, Ohio, is the
location for such charitable organizations as Battelle
Memorial! Institute. Institutions like Battelle make regular
contributions to all sorts of agenties in the public interest,

Such possibilities must not be ignored.

To provide Columbus businessmen with a stvle of service they
would prize, the Columbus Public Library should consider the
establishment of a separate Busiress and Industry Division
porhaps modeled on the image of a companv library. The
surveyors realize that this is not an easily obtained ob-
jective and would require changes in traditional Columbus
Public Library policies and procedures. Separate physical
facilities would be necessary for such a division and a more
business oriented staff is suggested. Services should
become more personalized; regulations less '"childlike” (as

one survey respondent said) and more liberal and flexible.
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More time saving conveniences and procedures should be
introduced and the toundaries of library gervice great}y
expanded. As business services at Columbus Public Librery
are currentlyv provided in the same division with many non-
business materials, the businessman must cften compete with
other segments of the community for the librarian's attention.
In order to bring about the desired amount of concentrated
effort in the area of business-related services, a separate

Business and Industryv Division is clearly required.

As previously indicated, additional funding is required.
Besides solicitation of funds from local business groups,
the library should consider seeking public funds (federal
or state) perhaps suppnlied initially from the State Library
as a part of a demonstration project within the confines of

a separate Business and Incdustry Division.



04U

V. TABLES




BEST CCiy rvap -~
041
Page 31
TABLE 1 -}

Which of these broad éategories best describes your company?

Firms reporting/by type S L p4
Manufacturing 128 15.96X
Service 305 38.02%
Financial 82 10,222
Trade 104 12.962%
Professional 140 17.45%
Other 43 5.36%
‘ TOTAL 802 ) 99.96%
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TABLE T - 4

Number of years in Columbus, Ohio

Number of e

years in OLD O NEW ]. NO_RESPONSE
Columbus, O, f# ” . T %
Manufacturing 111 87% 14 11% 3 2%
Service 205 67% 88 297% 12 4%
Financial 57 70% 18 227 7 8%
Trade 85 82% 16 15% 3 3%
Professional 88 63% 38 27% 14 10%
Other 22 51% 4 9% 17 40%
TOTAL 568 71% 178 22% 56 7%




04:
REST COPY /- "3 4o

TABLE I - b

Job title of person responding to this guestionnaire

S #o_
President 245
Vice-President — - 1;);"*
Manager qu&wwwﬂvwwyn;;;-m_ﬁ-
Owner/Proprietor - *;;mhhv
Fiscal Officer _--“;;:-——‘
Secretary ) #_J‘Mn__;;:m*“-
Partner B B ;;“dw
Personn;;—Mana;;:—] B ;;ﬂﬁ-"
Public Relations ' 11
Librarian 10
. Miscellaneous 58
No Response 40
TOTAL | -;;)‘;__
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TABLE I - 6

Does your firm have specific employees, clerical or research,
who customarily gather information for the firm?

Clerical or YES ________No NO RESPONSE

Research Employee i % | b4 # b4
Manufacturing 48 © o 3B% 72 56% 8 6%
Service 106 35% B 189 627 N 10 32
Financial A 54% 1 33 40 | 5 6%
Trade 29 28% ) ﬂb_S - 62% 10 10%
Professional 58 41% Fk—“—'l—l_ 51% 11 8%
Other 17 40% 20 L46% 6 14%
TOTAL 301 38% W‘;QQ 56% 52 6%
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TABLE I1 - 2

Approximately how many times has your firm used the public
library for business related information in the past year?

ONCE
OR 2-10 NO
Times used NONE TWICE _ TIMES + 10 RESPONSE
by firm # pA # b4 it % i X # %
Manufacturing 47 37% 41 32% 22 17% 12 9% 6 5%
Service 139 46% 68  22% 57 19% 29 9% 12 42
Financial 20 24% 23 28% 30 37% 7 92 2 22
Trade 5% 57% 21 20% 17 16% 2 2% 5 5X
Professional 43 31% 25 182 45 32% 24 17% 3 22
Other 15 35% 9 21% 10 23% 5 12% 4 92
TOTAL 323 402 186 23% 181 23% 79 10% 33 42




04y

-

- 3o - RST COPY AU

TABLE 11 - 2a

Thereture, would you say that your company uses
the public library frequently, infrequently, almost never or never,

In- Almost No
Firm's Frequency Freq. Freq. _~ Never Never Response
_of Library Use f z # A ¥ A # b4 # 4
Manufacturing 17 132 54 42% 29 23% 20 162 8 6%
Service 29 9 101 332 78 26% 79 26% 18 62
Financial 7 9% 33 40% 26 32% 12 15% 4 5%
Trade 4 4% 24 23% 31 30% b2 402 3 3%
— —
Professional 14 10% 56 47% 33 24% 23 16% 4 3%
Other 3 7% 9 21% 10 23% 7 16% 14 33%
TOTAL 74 9x 287 36% 207 26% 183 23% 51 6%
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How many times in the past year have you used the public library
for personal reasons not connected with your firm?

ONCE

OR No
Library Use for NONE TWICE . _2710 10 + Response
Personal Reasons i % # X % | % # 4
Manuf acturing 30 23% 23 18% 19 307 23 18% 13 102
Service 90 30% 65 21% 76 25% 60 20% 14 5%
Financial 22 27X 16 20% 18 22% 16 20% 10 122
Trade 33 322 22 21% 27 26% 16 15% 6 62
Professional 33 24% 26 19X 44 31% 25 18% 12 8%
Other 8 19% 8 19% 9 21% 6 14% 12 28%
TOTAL 216  27% 160 20% 213 27% 146 18% 67 8%




a1 - BEST COPY Auhiy s

TARLE Il - 3a

Therefore, would you say that you usc the public library
frequently, Infrequently, almost never or never?

In~ Almost No

Firm's Frequency __Freq. Freq. __Never _Never Response
for Personal Use [ # X ¥ X # X # % y i
' Manufacturing 30 23% 57 45X 17 13% 17 13% 7 5%
Service 65 21X 11 367{ | 68 22X T” 14% 19 62
Financial 15 182 30 37% i "Jvf) 20% 15 18% 6 72
«;rade 18 17% 36 BSZ*V 2‘3 222 VZO 192 7 7%
) Professional 19 14% 54 39% 29 21X 17 122 21 15%
Other 7 16% 13 30% 7 16% 3 72 13 30%
TOTAL 154 19% 301 38% | 160 208 | 114 142 73 ;
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TABLE IT - 4

What public library do you use most for busineas purposes?

LIBRARY # of Use

(We
r
o

Columbus Public Library
Beechwold
Clintonville
Driving Park
Dublin
Franklinton
Gahanna

. Hilliard
Hilltonia
Hilltop
Linden
Livingston
Martin Luther King
Morse Road 1
Northern Lights
Parsons
Reynoldsburg
Shepard
South High
Whitebnll
*Branchca (Undesignated)

Ot st O~ O O WO HHRWOLWOoO OO 0w

Worthington Public *ibrary 18
Bexley Public Library 28
Grandview Public Library 30
Grove City Public Library 3
Upper Arlington Public Library 33
Westerville Public Library 4

*Cleveland Public Library 4
*New York Public Library 1
*Delaware Public Library )|
*Lancaster Public Library 1

State Library of Ohio 13
Supreme Court Library 5
Ohio State University Libraries 10
Capital University Library 0
Franklin University Library 1
No Response 313

TOTAL 850

*Library outside Franklin County

Respondents often mentioned more than ons library even though the question
asked for only one. All names of libraries ware recorded, thus the total in the
o above table is greater than 802, the total number of returned gquestionnaires.
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TABLE 11 - 4a

wWhich public library do you use most for
personal reasons not connected with your firm?

LIBRARY e of Use
Columbus Public Library (MAIN) 205
Beechwold ' 38
Clintonville 4
Driving Park 0
Dublin B
Franklinton 0
Gahanna 13
Hilliard 5
i Hilltonia 14
Hilltop 6
Linden 1
Livingston 0
Martin Luther King 10
Morse Road 31
Northern Lights 0
Parsons 0
Reynoldsburg ‘ 13
Shepard 3
South High 2
. Whitehall 16
Branches (lindesignated) 7
Wothington Public Library 45
Bexley Public Library 63
Grandview Public Library 56
Grove City Public Library 7
Upper Arlington Public Library 93
Westerville Public Library 15
*Cleveland Public Library 0
*New York Public Library 0
*Delaware Public Library 2
*Lancaster Public Library 0
*Circleville Public Library 1
State Library of Ohio 1
Supreme Court Library 0
Ohio State University Libraries 3
Capital University Library 0
Franklin University Library 0
No Response 272
TOTAL 934

*Library outside Franklin County

Respondents often mentioned more than one library even though the question
asked for only one. All names of libraries were recorded, thus the total in the

I:R\(j above table is greater than 802, the total number of returned questionnaires.

O
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How aware of the public library's services
would you consider you and your firm?

Quite Slightly No
Aware Aware Aware Unaware Response
b4 # % # % # 4 ¢’ b4
Manufacturing { 15 12X 42 33% 44 34X 25 20X 2 2%
Service 36 12% 79 26X 109 36X% 65 212 16 5%
Financial 6 7% 33 40% 28 34X 10 12% 5 6%
Trade 4 &% 22 21X 46 44% 24 232 8 7%
Professional 21 15% 54  39% 31 22% 17 12% 17 12%
Other 3 72 8 192 14 33% 4 92 14 332
TOTAL 85 11% 238 302 272 34% 145 18% 62 7%




How would you prefer to use the library's services?

TABLE IIT - 1
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Personal B T No

Visits Phone Mail Response

o X # % # 4 # 4
Manufacturing 72 57% 75 59% 31 24% 23 18%
Service 115 382 182 60X 64 21% a1 13%
Pinancial 39 48 47 57% 17 21% 6 7%
Trade 36 35% 59 57% 24 237 10 10%
Professional 77 55% 71 55% 23 16% 16 112
Other 9 21% 21 49% 12 28X 3 7%
TOTAL 348 43% 458 57% 171 21% 99 122
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In most cases, how soon after a request
would you need the information?

OV U N VU

Few Next Week of No

Hours Day Request Immed.  |Response

# 4 i % i L L# 4 it 4
Manufacturing 35 " 27% 35 27% 42 33% 23 18% 23 22%
Service g2 27X B4 2B 83 27% 37 12% 51 17%
Financial 28 3432 24 29% 25 30% 13 4% 7 2X
T-ade 28 27X 27 26% 43 41% 9 9% 12 12%
Professional 48  34% 33 24% 28 20% 23 162 19 14%
Other 4 9% 9 21% 13 30% 5 12% 5 12%
TOTAL 225 28% 212 26% 234 29% 110 14X 122 152
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What subject areas would your firm use most
in geeking business related information?

Manag ./ No

Tech. Science ]  Econ. | Other Response

# % #f R O A T % # X

Manufacturing 62 4BX 9 7% B2 647 10 82 25 20%
Service 60 20% 9 3% 207 68% 34 11 56 18"
Financial 3 %4 0 0% 65 79% 15 18X 4 5%
Trade 22 21X 3 3% 68 65% 22 21X 31 302
Professional 43 31% 7 5% 74 53% 14 1% 15 11%
Other 8 19% 4 9% 22 51% 6 14X 6 14%
TOTAL 198 25% 32 4% 518 65% | 101 13% 137 17%
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Would you be interested in receiving a free monthly
listing of all new acquisiticns of books, periodicals,
pamphlets and new services purchased by the Business and Technology Division?

TABLF 1V -

GEST COPY AVAILABLt

06U

Response

# 7; R % 3
Manufacturing 43 347 55 43X 30 23%
Service 144 47% 118 39% 43 14%
Pinancial 38 46% 31 38% 13 162
Trade 37 36% ~7;; 42% 23 22X
Profesaional 56 40% 51 36% 33 24%
Other 11 26% 14 33% 18 422
TOTAL 329 41% 313 39% 160 20%
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