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_This guide is one of a series on.library services: to- disadvantaged adults. The- purpose of the Series is to-explo
'altemdtiize?wayspublié‘Iibr[zries,can—e.i:pand:seritices to this special group. S

Edch guide attempts to .recognize the- differences among public libriry budgets, staff size and training, and.t
differences among the communities.libraries_serve. Each-guide'deals with a particular service and, where- possibie, sugges
several alternative ways the library can-provide that service to-disadvantaged adults. The library, then, can-and shou
furtber adapt the-suggestions to-fit-the resources-and needs of its local community. : ' i

. , 1"",? . - . R * _ B N
The guides-combine (1 )'—wﬂg'_q'mugb:searcb’ of the library literature; (2) the knowledge-of professional librarians, wk
wrote-many of the guides and -valuated: the entire series; and” (3) the experience of the Appalachian Adult Educati

¥ s

Center(AAEC) in designing 'in,t.ej'qggﬂ "y educational programs. for-disadvantaged’ adults.

. T * L .
The AAEC bas worked w,x'tlb state, regional, and local public libraries in-seven states in projects funded by the hum ;
of Libraries and 'Leaming,Res,o_ﬂrces:of the U.S. Office of Educatign. In-one project, four urban and three rural cent/;
demonstrated ways public libraries and adult basic education programs could improve their services to-disadvantaged acd

by coordinating éffofts*in—.readér guidance, recruitment, libray ovieritatior, community referral; and-in-theselection;-u

and- delivery of-materials. The AAEC also- conducted: institutes in flocal',pubI,inlibrqries_fs'n,seven'sjtdt?'52ih' designing:a

implementing library services for disadvantaged adults. ..

’

Work.on those and other projects-led to three conclusions, upon which the guides are-based: ( 1) that-undereduca
adults need .information and services to belp solve pro leins; (2) that the public library-can meet those needs-throy,
adjustmenits in procedures and interagency cooperation, and-(3) that the materials and services required for disadvantag
adults ave-useful and useable to all aduits. - . -

"-
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AAEC~Appalach1an Adult Education-*

. -Center

i ABE—adult basic education- mstructlon
1 for- adults, 16 or-older and-out-of school, -
- in the basic-.academic - skills leading to-
~ high school equivalency, and in x:opmg

skills. (’
- Coping "Skills-the abilities ) to defme

an-everyday’ problem* as -an-information-

T need; (2) to search for and locate.

information in the problem: aref,i(?») to

. understand -and retain- the- mformatmn,
--and~(4)-to-apply it ‘toward a.solution-of~

,the,problem.

»Dtsadvantaged Adulf-any ‘person 16 -or"
" older and out of school, who reads’
- below . the tenth,:grade ‘level or whoge_
- incomé'is below poverty level. .

& -

- 'I&R -information-and- referzal' sér’vic‘e's az

process of active -information seeking:
and -transmittal with the’ purpose -of

* liking. an  individual who- ‘has -an-

information or service need with the’
resources- to .meet the nead. Complete

I&RS have four major steps:




“\/": .

/x

(l) 1dent1fymg the- teal mformahon of -

_réferral need, whether: or -hot"that -
need is clearly e‘cprcs~ed Thls
“ means. listeriing to- what is being, .
-said. .

(2) locatmg ;resources whxch are- |°

-appropriate-  to " the needy and
acceptable to the- patron

e connecting the patron with- the |
résources. ThlS may mvol\e RE

mterpretmg the inforniation,

‘préparing: the-patron for what ‘to
-expect at the agency to which-he -
has' been - referred, -making an |}
“appointment, - or arranging for~:|

transportation.

: (4) following-up referrals to make sure |

"7 the referral ‘was “appropriate and

that the patron dld receive the °

. needed services.

-

* Outreach Services-Services-in which the
| library cooperatlvely intéracts with. other .

: commumty orgamzatlons, mstltutlons
| agencies and ' -groups, and physncally

reaches -out through bookmobiles,
telephone services, deposit: collections,.

or -books-by-mail. Outfeach -is a major |’
part: of information  and referral services, -

which involve idéntifyi g local needs and
problems. and locating community

| resources to meet the needs%

.
/
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| Why -
Information
1

1 Referral?

and.

AN
- Why:-the
| Library?

_ information ‘to-help solve the- problems
.| -of everyday living: finding and- keepinga_
- good
1 health, food; bills,-child care, and where-
1 to -go for help. Because dlsadvantaged
| -adults-are-also-likely to have-low reading

- skills and-little expenence with- libraries, _
{ they have limited access to reliable”
~ information, ‘Most -of their information-
" may.comé- through friends and-relatives;.

| provide disadvantaged -adults with -
information fo- deal with ever raay .-
problems, and can: link disadvantaged

| -adults to: the services they-need::Referral-

1 Like- most

* [communities.
. advantages to

-} | provided: by the: .public library if no\
- |other.agency iz doing the:job. adequately

’ Informatlon and referral -seryices -can”

- bureaucratic systems-or:agencies-that are

) as well. .

1. Other
T effectwe

All- adults need reliable sources of

job,. housing, - transportatlon

and s likely to -be incoinplete and
maccurate -

services can ‘help- get'a- response from:

oftén unresponsive to -individual _néeds. -
library “services: ‘for the .
dlsad\antaged, mformatlon and--referral.
services -are useful ‘to most other- adults

social agencles can- provnde
information- --and- referral

‘and:, -are doing- So .in' some.

But thére -are- several. -
those services ‘being -

ser\'lces

»a ?;‘—..4&7-0




-(5) Unhke other mstltutlons hbrarres

are-not:forced-to- hmrt the: kinds of .
information they -¢an -provide. The |-

-entire library -can be promoted -as
" an- inforimation center,so that

patrons-do not-have to sort-out the -
need

kind  of service ‘they

L N ) , ’
T ~ T - T .-+ ,
B N @) As the tradrtronal collector and: | - (information and=reférral,
. ‘ .'(lgspenser of information, the. - teference;. etc.). The total resources :
- ik library is-a safe, neutral place where -of 'the-public: hbrary canthe uged to .
.- 1 dults can. feel secure- ahout. the meet_ the information nveds of:
\ | Q, :information: the} Teceive. people in the commumtv.
X : (2) Lrbrarrans have the skills to locate, | I&R As Part But to make-the- best use of the back- U]
: P COllect organize,. and’ provide | of Total mformatlon resources of the library-and:
: éourate information. Librarians  :| Library -_the expertise of librarians in-seeking out
: \‘ . also\ -hdve: the abrht) 1o hsten to, | Service- f: and. providing- information, I&R must be
‘ people, -and_to hear the- underlymg 4 T == | seen as alegitimate part of total library
) 7 questmn being-asked-by a personip - — <|--service; -not-—as—-some-—non esgéntial—— =
: . -need of, mformatron ' " - | extrawork additibn to “regular” lrbrary
. N . P | services. Informatron sand  referral
- 1 @) Publlc libraries -can  provide - services.must-be an i tegrated part of the
; ‘informatio in.varying forms, and - : hbrarys total’ services. Mote -than the
+librarians are trained to select the |- . mere’ addition of information and
1.  -most appropriaté form to fit the referralsservice is-needed if-librariés-are
© ' immediate néed. This. versatility is - to be -neighborhood , )I}ermatron
| ‘particularly ) important for . o _centers- -places  where neighborhood
! A disadvantaged adults,” who' oftun |- _ residents -go first for “any. kind  of.
\ “’__jrequire .non- prmt -and’ oersonal . } information--rather 7 than loook
| - mdmduahzed services. . - N : reposrtorres of- httle used books. .
\ NS " Ct N “
\ (4)\ In many areas, -both -urban and 1 Integratron of ‘I&R with- (!tl'er hbrar)%
B rural, the pubhc library; may be the | -services serves'two maJor Ppu poses:
f\ ! \most accessrble ‘cervrce agency. ) ’
g \ ) (1) ‘I&R ‘'more clearly |defines. . the'

information needs{ of the > !
community. ‘The hbrary «can then: .
-move to-meet. those needs, nobonly’ )
'through I&R but through ‘books;-
_programs, and other-media. = "+ .

"~ (2) When outr‘ea’c_h work promotes‘the » .~

LU




Alternatwe
Wa s to

| . ‘Provnde I&R

total semces -of the. library, it is
likely to_increase-the’ commumty s

involvement, again making it-easier |
for ‘the libtary ‘to réspond with |

1mprovéd “<total services: for -thié

commtinity. The library ocan -
‘hecome a -né€ighborhood -
information, center by making the |
communltyﬁa\vare of what it can. |

provide ‘beyond books, and by -

responding 10 the total information |
fiéeds -of the community .in ways |
that are appropnate and-useful to -

the people in that-community.

The library can- prov1de information and -
referral services in- several ways. Those' -
" -ways differ in-methods, in.costs, and.in
effectiveness, ‘but the two followmg, 1
\assumptlons are basic to all.

Al

) Information and referral services 1

are a legitimate -and appropruzte

funiction of .the- library. ‘The entire - :

library staff should be involved ini
I&R, and -should see it as an
mtegrated part of regular libraty
service. \

’

- Information and refersal services do
not replace regular |library

acthtles—they extend them. Steady -
decline in tradltlonal llbrary use in -

RN

any libraries has- created availa
staff time that-is not-being used:
the full ‘benefit -of:the: pubhc 1&
and other outreach activitiés”
ways. :1Q Juse llbrary -skills-to -bri
fuller ‘library - service to -t
commumty

~ Of-the-various- ways to-provide’ I&R -t

least costly’  in -administrati
~ commitmient and:staff time_will-also"
~ the " lqast effective. The great

mvestment the library makes . :
mviding-information--and- referral: as
gular hbrary service, the more effecti

ithat service is likely tobe. A

| ‘The following -are four alternatlve wa
| 1o’ provide information -and: refe
_ sérvices, from- the least -costly to t
mort expensive. They‘ are not differe
" Kinds-of activitiés, but'rather- ygressi

levels -of -the same ‘basic: servi

1 people find- the resources. they. 3
~ solve'problems. These méihods uge

(1) ‘dlrectdryfo,nlyg
: P IS

i

sgtion only™
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health- sefvices -of
dlasd\ antaged ¥ outh, or- the aged)

/(2) The directory

(3) The
depends on the patron’s-being able -

The public library “can- provide some -1
/information and -referral® sérvices by
.f compllmg a directory of commuitity
- -servicess and makmg ‘the
_available to theé public. ‘Subject areas-
d.by thie directory might be broad
(a comprchenelve listing of social; health, |
and welfare: avencxe~) or-narrow (a listof -
services. to the

dlrecton

ihile - far better ‘than ~ nothing, the
directorv-does have limitations: =~

-

A »

(1) It inevitably :bécomes out of date

with the frequent changes in service

agencies: Onl) constant venficatlon ‘
by a”qualified staff person -can.
providing-

safeguard . against
naccurate-information;

is not likely to
contain- ‘the specnflé ‘how-to-do-it

information ~an individual patron
-needs; and ;
success of the directory

to know exactly what kind' of

information she/he needs, ‘look in-

the library for that kind of
information, use print, use a

diréctorysread and comprehend the
Vinfprmation, and follow through
and get the services.

. These l‘i}nitati’bn/ mean _that

~-\mformat10n ~will "~ most-
: *‘1.1accessnble’to those- who -need it m

in quantxty an
‘agency personn¢l and: even -to
- crossroads - stores,
- library makes no-investment in-timé" p
- development -of ‘the -directofy; .

hkely

those- ivho. -do- not. ‘know -what to- I
for, where-to look hoiv to read, or: h
to seek out. servnces

Dlrectones are most seful ‘not to-
disadvantaged, but -to\ people ‘who -

~ comfortable and competent in-see

information and. services for themsel

"] and to service professwnals ‘in_-of
* agencies who -can use the- du-ectory
look up mformatlon to refer .

clients.

Librariés s'ometim/ prepare dlrecto
distribute them

In such cases:

agency -personnel- may mterpret

mformation
+

-'Pubhshmg a dlrectory isa temporary

‘| partidk: “solution- to-

" information- and refeiral, ‘but:it: falls

_:short. of ‘broadly- -effective ‘informati

| and -referral
) dlsadvantaged

the -need -

‘services for-

. //"‘

* +
R e A



- _Information

S N

Providing information -only without
- contacting ‘the -agency-involved is thé
| -next level of-service. In this method; the
| librarian helps the patron locate the
~ information-and résources that appear to
‘be- appropriate- to -his or her needs, and
1 interprets the: written information‘to.the
| patron in- a_helpful -way. This requires
- -more staff time and more institutional’
|- commitmient to -providing I&R than
| simply ,) publishing' a directory and

_ ‘making it available the same way all |

| printéd information is- available in the

library. While it does make-information_ 1

in the directory more accessible to-more
people ‘than the- directory-only method,
its success still depends heavily on-the.
patron’s afb’ilit‘igis “to’ seek out

information, to know the library would 1

~ provide ‘this Kind " of information: dnd.
help, and to use the informiation fo-get
~ the needed service.

Information-only services also run the

- risk of giving inaccurate, out-of-date v

" information, sincé they doir't closely’
involve the service agencies being

referred to. They retain the risks of the’ |

“|- “directory-orily” niethod, , since-~tlie

. directory ‘may mof contdin specific’ -

L L . Y s . e b g L .
‘¢nough informatiori to’ meet 'each’

~ individual situation. ’ .
4

< «

¢

v e - b a1

_ The information-only approach: depend

" neat enough for -such -an-easy fit. T

_ ‘agency -can:actually do-what is-peeded ]
to-contact that agency and-find-out. T

~ problems -are those for which no.form

- which. can-only-bé réferred-to an agenc

* :needed. This level of service-does-ha
| . the advantage -of -using ‘the ‘librarian

~ skills in-finding-and-interpreting the be
- available information, -but *t

" enough.tomeet the patron’s needs. * *_

_‘Direét inforination ‘and .referral|:is. t
" method recoinimended -as-most-effectiv
© It ig also the most expensive method-

staff “timé_ -and _-in.~administrati
| commifment, To-provide services ontl

_ level,~the "administration " and-“thie sta
T “must: see I&R ‘as 4 'legitjinatevzii‘]t’ég‘?‘a;tt
. library  service "“to- ‘be provided ’:‘_
* effectively and as -extensively
.‘possiblé--not as. experin
~ tempofary, isolated,. inappropriate;’
i requiring minimal effort. = '

Direct I&R

T A

too, upon problems fitting. neatly-int
the agéﬁcyzfunc'tibns—zijsdesi:ribé’,dejr]t—th
directory. Human "problems -are: seldoi

N

only -way' to. determine whether -

most -difficult infoymation--and" reférrs

service -network -exists, ‘those -whic
require more' than one resource, or-tho

‘that provides somewhat less than what-

information. is often mot ‘complel

enta
* 3 .f-‘

.

..
s

-
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£
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" ‘The: components -of' the direct service

-method are:

1 (a) development -of a resource -file,
~ diréctory handbook, or:other format for |
- -organizing information: (b) assignment
1 of full-timé staff to- constantly ‘update
| the ‘directory, -gather information,. and
_deliver mew data to .direct service
personnel: “and (¢c) committed. and .
capable direct service personnel. to help
-locate 'épprgﬁiéte‘:l&R sources, to'verify
- information, to_interpret information to -
~ the: patron, connect_ with the agency. and

to follow-up on thé’réf@}ral's;

Other impdrta_ﬁtr,"componen‘t__s of

1 effective direct I&R service are local
| outreach, publicity, and -advertising.
| Outreach, though expensive: in staff
~ time, must be-a regular activityin which
| staff go out of the library and into the
- community. Publicity -and advertising,
though expensive in dollars, are essetitial
to promote the services.. '

- Direct services may include other costs:

staff time-to -plan, develep, and carry out
‘the- service, outside consultants, and
in-service .training for staff in human
interaction, I&R. subject materials,
outreach, programming, and-equipment.

1 Again, however, the-costs shouid-not be
prohibitive if I&R .is seen as a true

library function. With this commitment,

1 e
;(i'ampute‘r
| I&R > -
When Not to ‘-
“doI&R

- Y ¢

‘maﬁ? librariés should be.able-to provide

7

1 -information and-referral services-within -

fhfef,pi'i_esexii' operating: budget with-few

-adjustmerits in spending. .

’

Some libraries "have experimented-with-

- compiiters in I&R, but -computers

cannot- provide: the interpretation;.

’hqufulnéss, 'énd{fmina'n ‘interaction-that.
are -essential’

3 both-  for- effective
information and referral:services and for

- -services to the disadvantaged-

| The library ;ptobabl‘yr shouldn’t do- 1&R '
- (1) If_another agency in-the-community

is already:providing the sérvice and doing

| a good-job;-or (2) If the-library sees its
- goal-asstoring books, not sé;vigg{pebple.

Nearly every library, however, shiould be
able to provide some form of I&R

* service to its community. While -the-
following sections. recommend the

development of full, direct information

~ and referral services, the information can:
- also. .apply to_the. development. -of -all

levels of ,I&R\,Services -and--to-libraries

whose -contraints prevent the
-development of full services.- )
. At ;
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_ sectioiis:

- This guide is -divided into the following
(1) planning;

(2) preparing information;
3) Qutreaph, and publicity;

(4) what other libraries have-done;
and ]

© (5) suggested readings. !
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PLANNING

Getting”
" Support: .

of Trustees

—

The Library
Staff .

10

The—Boa’rd .-

‘Effective  information. - and. -referral
services, Tequire careful. planning and.

_ preparation in five areas:

(1) 'getting—suppgrtfbr the se}\'ice; g
': 2) assessing the task; '

+ 3 -deciding onrf,ormat_:;‘

! (4) assigning staff;-and ]

7 (5,)ij ordering-equipment.

Like "any service, information - and

| referral will run more smoothly- if-it has
- the support -of ‘both- the library’s ‘bodrd

- of “trustees and. the -entire library staff.
The first step is-to- get the approval of -

. o;\ trustees As the hbranan ’s- employer,

the board peeds to know: (a)-what-the
new-service-will _Jmean to the library; (b)

~ what the 'service will rmean - to  the

community; and (c) what additional
fundmg is required.-

: “The board, should also get periodic-
: ,progr%s reports on the new service. '

: Any Successful new service must- heve
~the support of. the staff of the lrbrar)

The best way to get that support s -to

_involve the staff in planning the new

program. The entire- staff-or at least

’

4




PR Y

Aégéasing the
Task-

What is the
Desired Impact
on the
Commumty’

EMC

BB A v 7ext Provided by ERIC
.

J e,

‘those -whose jObS will ‘be most affected
bv the change--can become-involved -in
worksheps for sharing ideas, policy
chdnges, plans and expectations; in-staff
‘meetings-.for problem-solvmg, informal
- -question -and- answer ‘éessions, -airing -
complaints and criticism, and 1dent1fymg
needs- aJLd problems, in- preservxce
orientation-and-inlonger range:in:service
trammg The library admxmslrator
should: provide enough.orientation and -
training 'so the staff feels-able,-positive,
and; cgnfldent about their new tasks.

Assessing-the task means finding at. least
prehimi 1ary answers to the following
qu%stlo 8iN,

What is the desired:impact upon the
community?

Who will have access. to the
information and for what purposes?

What kinds of information are
needed to-meet (1) and (2)?

“’ha§’ are the sources of the needed
information?

The puré)ose of the new services should
be clear--to ihe library staff, community
agenc "75, and patrons: to- pronde useful -
mfor ation and referral services that
will l{nl\ people with problems to the
commumt} résource that can- help.

. Who Wili

" «Have Access
to the

- Information? -|

- o

‘ ‘What-Kinds

of Information|

Hre Needed?

T

’ Zallows - ‘the:

“J

s

by,

‘The library must decide -if the- patr

. -will have direct- or- ‘indirect access: ‘to. |

information. If patrons are to have dir
access, the information will ‘have to
easy to find and easy ‘to. read’
understand. If patrons”have ‘indi
-access, a-library staff member- willh
to find-the mforrratlon and mterpre
to the-patron. v .,
A ‘combination-of - the. two- approac
often’ works best. The. combmat
‘patfon’ who has-

confidence .to: search for and- mter
his own_ inférmation -to- do so,

provxdes ‘help. for the patron who.ne
‘help.in -defining his need ;andin- loca

: - \and: understandmg the.information. ",

Thq kinds of mformatmn to-collect
‘how'much to collect--dépend on -
needd\of the disadvantaged adults:in-
llbra_r) \ewme area.® = ¢ %

sThe AAEC' has developed two tools to aid mi
assessment of community information needs 4

<

1) The Life Coping Skifls Categorjss, a list of sik

areas of adult in*6rmation.needs, can be used
working draft of- subject areas, to be- adaptei
the community’s pamcular - needs.
categories- are- publnshed -as- ~a -compaf
-document to. this guide. ‘Appendix: A lists!
;subject areas-used in-the information and_ rm
. service at the Detroit Public Lrbrary )- Y-

(2) -Library Service Guide-No. 2, The Assissmem
-Community _Informiation and. Sarvice- Nnd:,
-also-help in the- assessmant. From {he assesim
-the library will*know, the subject-areas inwi
_ that community m:eds information. -AA

2 * editors..

B




- What Are the
- Sources of the
-Needed

‘Information?

.

PR
o+ | Information in. thode subject areas is' |
" usually one of two types: (1)-referral
|. information, or, (2) prepackaged. -
{ information. s —

o
.

1 Referral-information is information from |
- and about .a specific outside -resource, -
- usually an- agency whose services the -

patron needs: This kind of information

| -requires interaction with the agency. -
- Pre-packaged -
available to -the patron immediately, and |-

information- s

-can be-either-lent-or given-away.

T Arranging an interview: for a patron-with
the-employment-office is-an-examplé of |
- referral information;.a pamphlet on how.
" to apply for a job is an.example of
- pre-packaged  information. }

‘both- types are.needed for most subject |

Obviously

arcas, and’ the needs of -many patrons
require both:types. '

| The nextgstep is to determine where- to-
- -get the nceded- information. A ‘list of

possible sources is'helpful:

The first source to- consider is the one -
closest at hand, -the -public library. The
focus at this time should be only -on -
available _
information; noting its format, including:

1 files, pamphlets, clippings, phone book,
. and- the-staff’s general-knowledge of the -

identifying ‘.and sutveying

community.

‘made

Deciding on

| Format

T How Much
| Detail?

A-Familiar
Format; or-a

| New One?

12 .

19

1 With -tentative -plan's for -access to. t

H - «

| The second step-is to-consider-the -mos

likely -outside :sources. Tdentify and 1
the mosi obvious-agencies, organizatio

and -instjtutions -concerned  with servin
disadvantaged adults. This  will hel
deterniine the .scope of “the task, an
other sources can-be -added asthey ar

identified.

Since the information available . fro;
these sources has yet to be- eentrall
recorded, there will-be little consistenc
in format. The most common- finds -

this stage are -pamplilets, -directorie

mailing lists, and-oral information.

information to collect, and__,poésilf
sources, the staff should de¢ide on-:th
most-useful Tormat: for-accumulating:t}

information in a central file.

" One factor .to consider-is:the amountss
'détajl?td*fQCOrd;t_he,basi(:—guideline‘l{éj
" how A
probably need. As a general Tule, ¢,

fuch detail the ‘patrom w.

probably wise to begin  with itk
minimum -amount of detail.. Time -a

expericnee will show what addition

details are and: are not ‘neeessary. -

- record,

‘Some-questions that need as,king:'aft\;{

stage of planning are: What formats:a
most familiar to, those -who will
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~~handling “end organising the
1™ Hhe K ! £ .
1. inforniation?. What gre the advanlages

1 information?

1 information-kept-in-the vertical file.
! -

» 4 »

_ and- the disedvantages of using-a fumiliar -
format, of introducing u new formal?
Will: “branch ibraries need -duplicate

L3

.t Familiar Formqt. Two -formats thatare |
|- familiar in public libraries-- the-3x5 {or
1 5x8, etc.) -card. file and the vertical |
| filé-lend -themselves well ‘to I&R. The |
can hold- reférral |
-information -on available/services, and '{
| ‘Ordering

| Equipment

8x5 card file

* references to files, pamphlets, and-other

»

\

: and- inde
information--should do-the ihformatio
| gathering,-each librarian-doing -the-tas

" personal and tclephonc—ﬁnteﬁimys wi

'lmycmpléasant friendly inanner and:t
-} -ability to remain “task-focused.” -

T The right -equipment -ta- do tH
| job-forms, _file -cases, and- -sedt
| arrangements, for example-has: to:be:

tasks to the job skills of individuals
more diifieult.

.

Thie librarians on the staff:trained:<

collect, systematize,

-t

P

she/he does best. A staff —‘mexiib‘e;:dbii}

s

mformation sources, fof:ex%xhple;,sl@ﬁ,

* These formats -have sg¢veral advantages: 17 - up: ‘before | I&R- sefvices -can_ ' star
1 (1) they are easy to update and revise; | ~ Information patherérs: using -telephor
1 (2) they can. be produced and | | interviews will néed their-equipment:in

‘maintained by the, same methods used | ' largé or-private enough-spaceto-be-a

- for the-card-catalog and vertical files;:(3), |. < -to-talk freely:. A-telephone-equipped

~ much fo ‘the .information “the library | ‘haridle ‘three-way: ‘conversations “ca

, -dlready dag for LI&R: .may be alrcady | - very helpful-when-referring:patfons:
-+, .available Jn*ong-or‘both -of -these fogms; | | “librarian: ‘can-rémain- on-the lin with:
| ‘and (4) theéy, are easily duplicated for . - | -agency -dnd: patron: However;.it-shou
| -other-1&R outlets:. . i | be-pointed- out-that: this is an-expensi
| , S g | addition; "

: —Thé‘—‘card!f,i{e-‘isfea,sily,idu‘xilicatszd, and’the - J oL ' e
| libraf'y can acquire-pimphlets in niultiple .: : "

~ .copies: /(Appendix B. :shows- sample ) ) - :

* Assegsing the tagk. miay--determine-how. |- ;

1 'm‘q;f{)"v;lib'réry staff members-need to be 'Y :
| assigned..to- I&R -tasks. Matching I&R- | e .
"// oo . - = PR 7 PO ,m—b 4:,‘; - . A
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DY

] : ’ .- Thlb sectron sugoest~ ways. the hbrary
.. . . ) % ~ can:collect; process, and u. pdate the
. - T ] Bl mformatron for- lts‘I(R services.. i

= PREP ARING ' 1 Collecting | Some rnformatron--pam{:)hlets chppmvs,
8 L RIRIR L) ALV . - Information | the knowledge ‘of ‘staf members. and
5 : oo ' . 5 ] T 1 mformatron already recorded \dnd. filed
R o0 . R & .| inthelibrary-is.already gatheréd, but:it
S - A A-FT ST o [ will- have -to-be converted 10, {the &R
‘ INFORMATION : | format; There are several: methods for
) s E . . .|, -gathéring -informatioi from, ‘outside
% . v o B . [ sources. The hbrar) ’s time,-money; “and
) ; ? - | ‘staff. constraints will ‘influence-the: ‘best
; , - | méthod, but the three- most common
: & 1 G methods .of -gathering ‘inforination- -aré
. ’ -1 . | -personal;interviews, questionnaires, : and
S ’ ' 1 telephone interviews: . .
" N - . t T :
' Vo " | Personal’ | Perhaps ‘the “best wa) to’ gather
\ . . T e Intervzews | information " is :to : ‘have dibrary staf
. . : : J. members; iiterview -in person the
; , ’ Co 1 ) . personnél: * of - “those: -agencies and
§ ¢ R - ~ nstitutions - that have .inforn mation tha
= ' . 1 oo | would:be valiiable to-the, comh\umt) Tt
2 ot U S © i is-a froitful: method;-but: lrbrarre
' ‘ - . _—— cantafford the expense mrg af trme "

.

) R Malled Al Marlmg questronnarres rsf -anoften: useJ

" o Questronnarres : way tg: collect: mformatron ‘but -many
- 1 - “possible. .information: sources will nof

- I . ¢ com lete- and: Teturn-t] evquestronnalre;
y o - r that case-the library, must-follow-up
! : o4 unreturned quesuonnalres witha- secon
questronnarre, ‘phone- call or a_'(p.erson |

- . . , 1+ - 7 7. interview. - i Lo

N ' L B B / - '..

1 o i
: " Telephone : Gettmg dnformatiori from - SOUrees - ove
Interviews, the phone:i 1s a praqtlcal riethod: ere th,

i

’ "
;l, - t
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:*. Recording
f W

1 an

should be put into-a working format to

make it easier to find, handle, and use: |
‘ | Up-to-date

athered,, unprocessed sinformation-

~,

Information

Keeping. the. |

| (2) addingmnéw information.

- . 2 : : - T ore > Lo :
3 . © personal interview, it allows for " Verifying Ihfgrmation ‘gathered: “-directly fr
. I fonfegtq-_one contact. -‘between ‘the | "7 ° 1 primqry'*soufges-'-lilie‘W,orke;s in-a serv
L | -interviewer and; the. source; but unlike . . -agency-can be “assuined. to-be -accur
|:--the'_personal interview, it doesn’t take | 3 " and up to date, hut information fr
. | staff time “away from the library. | | secondary sources-hewspaper clippin
- However, ‘it can result in-more- “public, I: | _pamphlets-should be - ecked -
- | reldtions™ information than real - . > aceuracy ‘before it gets recorded: *
g, ! information, which-can be-misleading. e yefificatign.;pro'cess-~,is—the'h':the same
;- - | : ) e - the coliecting process. ‘A teleph
A Combination | Because zﬁxany'kinds:o'f5iﬁformatioh«§villi - “interview with a piimary’: source; -
07} be< onéeded  from- many sourcés, a | . .exam le;'c'a_n:easily:che'cktghe:val@igy
1 . combination of methods may'be most | 1 “raw mformation.” .
- | “practical. A ; f |
S N X ] o Revising If  the verification pr,ocqssshgws,t,hgt{
: 7-'3Proce8,§ip‘g the | ‘Pr’ocessi'nﬁ; “gat'h,ereﬁd” information - ) information.isinaccurate, out of date,
* "Information- | means- -changing it from its “‘raw” | | fih’(:omplét_e—,ithén’—thg‘-informptionihé’ss
x ) T = ol form-either unrecorded -or recorded in -} - be -revised: before -it s re-record
: | hard-to-use format--into useful, useable -|. ~ duplicated, and made accessible;
s 2 * | information. The library must decide | * information may need some editing’
- . what operations the-information will-go | clarity and conciseness ibefore 1t
through between' thetime it is gathered recorded in:final form. - —
2 s | -and the time it is used, how many § R . L 3
¢ * _ operations will be needed, -and how | Re-recording | Gathiered- verified- ihformatjqﬁ,:§h¢n§'g
N many -people - will perform: .them. | “? 1= ve-recorded-in’final format. e
‘ ~ Processing. infofiation.-usually involves ) : : -
o . o' five major stepsi (1) recording; (2) | Duplicating 1 If .the -information: ‘is 'gqi;ig—z,toAibf,égf}
" verifying; (3). revising; (4): re-recording; - o . libraries or other “information outlef
G . and. (5) duplicating. ao - .y | <t.will need to ‘be duplicated:
- ) o - distributed. o : ‘

' Kegping information up-to-date- e
~ both: © | e :
(1) revising -information vai;?,i:
.collected; and -

B3 i
:

. -




R L) e — — — e —— T
> ~ . . - T ‘ _t ~ _ . -«
ERéﬁifing. The need:for revisions can show up in- - up-clear routine:procedures-for handl
. -Information three ways: : {~ new--inforration.. The -need -is appar
- o - , - . I +for _.careful: -plaiining, unifo
g 1 (1) Changes may show up- when-the | -procedures, adequate -staff. -and:

) . public -service -librarians use the - centralized processing point. . -4
original ‘information. In working ’ i A i N

f ,witti[ -the-agéncies they may learn of } ‘Designing | It’s a -good idea at this stage to-des
‘ changes -in staf%, telephone Forms | forms:to:use-in gathering and procéss
: -numbers, -locations, prograins, or i ~ -the sipformation. These forms, -at:lea
. ©  policy. ‘Depepding on the source; i }+ villbe needed: . ‘

. " ~ the information may or mav not R : " , c
-need-to-be verified. In-any-case, the |- + | (1) an -intérview -guide; for -quic

' ) library -should-havé-a procedure for. | . : collecting and: -recordi

’ xgettjng\,thﬁt" revised- information | information froin primary- sourg

into -the system -quickly* and | ° 1 . I ‘

i -aceurately.., . . <. ’ ~(2): -a- workshéet .for —jjéc"o,g\rﬁ’r{g 8

. - ) L R Caw® information (the itervi

D ! 4 (2) The library may seek -out needed | ) “:guide -and- the worksheet might:
N : fevisions. The samé-procedures used | - : -combined); L
: ‘ Ffor searching “out original - Lo R
N information can be routinely -used: - {(8) -an -edit outline, for :revising.:
- for identifying -needed revisions o - information-to fifial-forin: Keepj
-every six :monﬁls,AOr ‘continuously. ) . mmdi‘vthé‘»émount,of;détail%yo(gfﬁ

: ; . : I ’ - “recofding, and*design: the-forms

.~ ¢ 3y An agency riay voluntcer revised |- - - , the- information: is--organized' <
~information ‘to the library. Each - flows logically from'step:totstep:|

i recorded piece ~of information- - ' : ceen e S

should note the source of -the - ) . (See:Appendix C - for-sample forms)::

~  revised information- and the date. . S e

Procedures for updating are much |, . - T

-the same as for gathering, though- ’ .o .

usually less complicated. o . :

Adding | New information-will:also be coming in - . R

- Inforination : from tlle'llbrasy staff, from agencits, zgn;} - ]

) from -unexpected’ sources. With the - ot ; 5

possibility of-information cropping-up in . ) ’ .

so- many ways, the library needs to sct | . \ :

. 16 . - -
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‘Library- outreach -work -includes-all the

| -contacts the library sjaff’—mak,esbu;side
thg:Vlib,ra,ry;,:pﬁkglicizinglibrary*seivices‘in

- _about ‘the community; and -developing
working relationships- with -community

. _orgapiz;agiqns.-:Outreach- woil is. a=vital
part of “information-and-referrai-service,
but the -benefits of .outreach: work -are
not limited-to I&R. -Outreach.is the-best-

" ‘way to‘get accurate-information: about
local ‘needs. The combination - -of-
oufreach andeffective-service -can-create
a new image for the library.

| ~Dearning about the -community in direct
- ¢ontacts with-community-groups affects
|~ every-aspect:oflibrary service. Librariaris,
" ‘have operated:-‘too long -in isolation,

L

\ trying: to. make -intelligent guesses -at

. what their public would: like. In areas
thei ¢-traditional-library services-are not

e tly. '\tQ -coitinue. It s impossible to
scrs\}'\a‘r,cb‘mmuqijy'—\vitHOQt:‘ihfb(mﬁtibn—

what programs -to-plan,what-movi€s to,

resources- to 1§
can only-come from the-tommunity,:and
communities 'éxi\sj{t -outside. library
‘buildings. The' library -cannot- learn--all.
the things- it needs to know: ‘hi\')'_é‘ut:—the

the community, gathering information:

|, “well-used; this-isolation-has -become too. -

—

"on whi%\g‘\md_cc‘i‘de -what titles:to-buy,”

show; and Q@atj information and:referral: ;,
develop: “This-information *

- -

E
-

g
-
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Types of
"‘Community
-Contacts:

- Contacting
. Agency and
: " -Group

:Representatives |

;EKC .‘

IText Providad by ERIC.

1. Both

‘and

' community by using only traditional -
community
. questionnaires and formral.interviews,

survey methods,

i There are two levels of outieach work:

-

(1) neighborhood- -outreach done by
direct service perconnel

(2) city or area-wide outreach-done by

ithe central mformatlon gathenng
staff.

levels of outreach

members more- knowledgeable about the

1 ~community, and- ‘establish” contacts with
~ other service institutions. .27,

"11"

"~ The suggestlons below dealwith one part
- of community “dhtreach:

‘contacting
agencies about information -and. referral-

| services--the kinds of contacts to make,
ways -t¢* make * those -

effective
contacts.

| One kind of community contact for I&R
services is contacting representatives of
agencies and groups for any of four 1

reasons:
(a) to establish communication and sct

~ the stage for a contmumg relatnonsh;p,

:é)“

2N

: pubhc:ze :
. -information -and referrdl services, - make
| the hbrary and its staff members ‘more

18

 Atwending .

" Community
- ‘Meetings:

| e 4 '

 the representatwe can ‘then ‘inform. il

~ who mlght be sou;ces of mformatlon -

A b

- activity s attending. the ‘meetings .

1 "contact ‘thé staff ‘member can:play 6
~ of two- roles, the -interested- obscrverp
pubhc ‘meeting; and- droppmg in.ag
~ to make an' initial contact with,agrou
~ yoursclf to the group -can e a-ste

. and’ making-the community-more-aw
i of library -services,. The- llbrary staff w'

. appropnaft.

{b)-to acquaint the abency representatl
with information-and referral services;"

agency; <(c) with . the . agerc
cooperation to_list and -vefér to them |
collect, -verify, -or add -to mformatx‘
fabout the agenc s.and. (d) to get- leads

v .
Y e

A second kind of outreach- conta

groups and:organizations. In this l-.md '

the speaker The interested’, obsgri
doesn’t néed: an -invitation to att‘nd

interested. observer ‘may be- a'good-wa

and ‘to.learn. more. about-it. Introducl

toward ‘making the library more wvisibl

have to decide: “when this " role
how effective it is -ho
many times it. is worthwh)l}x to- atten
i the meetuws of a partlcular group,
, What-kind of paruc’ pation is best.

,‘& . /_,,,

AR
EY




! .

" The library staff member who- is o ) 1 (a) to -disseminate loci
~ addressing a group can:=(a) present I&R /™ 1 publicity--pbstérs, brochures; fliers-in
& to the andience (b) encourage -them to ,' . | planned; organized way; (b) to loca
1 use I&R (c) encourage them to share, . _ community resources: people who-are.
community information-with-the library, ’ * positions to refer-others to 1&R; peop
- and (d) answer “their questions about the who offer a service to which-patrons-c:
service.” ' be réferred; people who offer part:tin
) - or summer -employment; and grouf]
Another-way to start coniacts is to go to - -organizations, and “agencies-not yet:
. interagency council meetings. If there is | thefile; (c) to-talk with peuple.about:t}
1 .no -interagency council and convening ' . service. Wheri the “librarian- hands -0
) . ___—|-one seems to be worth the time and | literature -about I&R, she/he should-al
i.-ff-/'-/‘ effort, the library might convene a | ‘talk to people about ‘the servi
: session- and present its plan to all:-the informally; adapting the-information:
agencies at the same time. the immediate situation and: audienc
. - o . : The brochure -can-be-a-tool“to-allow:t
‘The Comamunity | A third community outreach activity is librarian to talk to -consumers, ‘but:
‘Walk ' | the <community walk--contact with - | shouldn’t bé relied upon as being t
+ potential consumers of the service and " only way of explaining théservice..
with business people who may be-helpful ' 5
in promoting it. Tw‘z,) or .more. library | Inall community contacts;present.t
staff people should regularly spend-one . service-clearly and:positively. Encours

or two hours walking -in ‘theé business | . i1 people. to use ‘the -service.
e streets of the -community, -contacting | - | demonstrate the value of thé -servi
local businesses %jnd leaving brochures, | | write -down any I&R -questions: ‘th
fliers, and posters. -Community walks “have; find. the_answer at ‘thelibrary; a
should be )\'el? planned and organized, ~call. back with- the -answer. Get -t
with a definite -schedule® for covering | library on.the mailing lists of--agenci
specific areas. In community waiks, - and organizations; Be prepared to answ
library staff members learn more about ' - any questions about the service a
the community in which they work, and about ‘the *library’s role. in -t
the community learns more' about the ) community. -
. library, the services it provides, and the : ) o }
people who work there, Community | First | Some agencies may not-understand -
o . walks allow library staff menjbers: Contacts 1 library’s role in providing informati

ERIC | i i T PO B e

i
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.and referral-services, and-will-need-some:

“introduction to the -concept: of library
| outreach. Before starting to gather
~ specific. information from: the agencies,

let them know what the library is try ing:

- ‘to do-and why. Present the hbrar\' s case
and ask :the -agency’s help “in an
e‘cplanator\ letter. The letter chouldn’t

- require areply, but should set the stage

~for a later contact. Before requestmg

_ information from"an:orgdnization; the
librarian should’ make- sure the -person

she/he is approaching, understands: Q)
what -information and referral services -

are; (2) the goals-of 1&R" services; (3)

what 1&R offers agencies, -groups, and'

individuals; (4) how the service works;
and (5) why the libraryis doing it.

After making the first pubhcnty -oriented
- contacts, the library skould" follow up
- those -contacts (1), to- get special
information about what res_oufce'§ the

agency, group, or organization has to -

offer; aind (2) to develop an effective
- working relationship- with  that agency.
That means finding the best Way the

_ library and that partncular “dgency can "

- work ‘together to provide better, fuller
service to the community.

The library can begin and maintai its
" contacts with either. forinal or-informal
" methods, although a formal interview is

R

| usually necessarv in -the beginnir

_-information is exchanged formally
| -informally is less important than that-t
“information gets fed into -t

| library assignment. The staff ‘méinb
_assigned- to this -task should: (

intention clearly in mind; (2) bcgm wi

_<the executive staff, and ferret out it
1 agency staff member who ‘can -he

-need -to-talk with-several: people initiall
and- (3) allow ample time “for fir
follow up-your- contacts. :
" Aniniterview guide-can be- useful, as: lo;
information. than- a series of questior
| and answers. During the-interview ,list

- after your have left.

Tele~honing is aood to keep.up contac
and: o..easwnal \’laltS are-helpful. ‘Wheth

information- -gathering process: ai
becomes available to those who need

When the library can clearly-e:gpresst
goals of ‘the new. service and the reaso
for dbing it, working" with- communi
agencies- will. not seem so .unusual;

approach- each  contact ith .

most--remember- that ‘this will be :
ongoing relationship. You-will probab

interviews.-at-each-agency;- and\ arrange>]

as it isnt hmltmg Free- ﬂowz,
conversation may get .mor¢ valuab

carefully;- fill out -the guide-or workshe‘
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: f[Vorking in the
- «Community
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- Community-
© purposes; ]
promote a-positive image of the Tibrary -
1 and to dnim- up: buamcs

I

" because of their personal distress

contact -work -has

two
() publlc relations:

to
l,ather,mformahon forI&R,

Conmimunits contact work is basically

T just “talking to people,” and the same

conmnumcatlom skills that make for

‘good senice to patrons in the library

al~o make for good -outreach- work.
Essential, e~pcuallv in. work -with
disady antaocd adults, are-active Ilstemng,

_a non- defenswe attitudé, and openness.

Information and referral

need ‘more -interprefation, more

| preparation, and mor¢ advocacy -than
-others,
negatige

because of -cultural dnfference

experiences with- aoencxcs,
and professionals, -or
at the

bureaucracies,

time.

Dealmo with the public may: be easier:for-

some ~taff members than forothers, but
many find that outreach work gets easier
and more comfortable-with experience.

When the library staff talks to-a group

- about T&R; an outline of the points to
covei helps get the information across

—7¢ ‘

and- (2)- to-

is  a
personalized service. one which adapts
itself to fit the needs of the individual
being served: at the time. Sonie people:

N - Se o g
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A \\’ofking;

|- dnd ii-open.i mformal conversatiofis,

1 sure the .

more clearl) I‘rvqucntly asked- questno,
sisould become part of the talk, sinc
uch the same‘information- will be- gwe
m all'contacts. ) N

in teams -make:
communication: if one team ipe
‘misses a. poihl:, *the,othc,r cgil‘p"iék‘itai‘
A que~t10n and answcr session after- t‘
talk lets the audience raise pomts BT
covered in tlie falk, -important, b'
* wiariswered ‘questions, and- -points:
- :particular mtcrcst to them: )

To: keep mformatnon andreferrall servw
_well coordinated” and: effcchv

* .communication-must be; :good: among:t!
- service ~taff Tn reﬂular staff meetm

) members should._share- thelr mformatlo
* gnd-their ¢ xperiences.- 1
* staff mei}xbers to- help “éach
develop the “skills I&R- requires;: -ski
a=kmo and’ -answering’ questlons relatx_‘
- mdmduals and. groups, i
handlmgaproblems.., :, :

ﬁ:

o

Commumcatnon among “the! staff
1mportant in follow:up ‘work, to:
atron- gets the bes
Staff dl<cussmns of the

NE

PR R e




: 'Workers -can- correct. their mlstal\es, and
learn: t0°prov:de better services.

* Relationship. The library staff in its work :should

P to .Other * remain. ‘neutral toward comminity
SN Agencies groups: and agencies. Library staff -
: . | meémbers must -keep their personal: |

opinions-and- politics separate from their
- work, ‘provldmg information. on issués-
, | but refusing to take sides. Situations
: 1 ‘may arise that test library policy, and:
e . 1 needs-may arise for new -policies-of for
policy -clarifications.

- —
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~ Successful  information -and referra
© services combire outreach, people-ski

1 the library does in: a -community, ‘th

| more requests: for information- -it--get,

|- fiom the community. The.most-effectiv

. ﬁpubiicit'g' :programs use all: -availabl
5 0

- information -to ‘the people: radio, TV
" -newspapers, billboards, thers, -and* .bu
| -cards... " S

_‘publicize its ]
{ -communicaté -its--message -honestly--an
| clearly. Libtaries have -a -tradition: -0
| -advertising through “snob- appeal’’ an¢

| sBciety that -the
~ obligated to support.

" That kind of advertisin

and- publicity: The-more ‘outreach-wor

metho

+% advertising  ‘to ’;[éé
Ty

.
£

. e
WA ] T e .
Whatever media the Jibrary -usés -t
services, gt shouls

parental ~dictates:’ “‘GE]

| AHEAD--READ.” The tradition -insist

on.selling the library as-a.cornerstone-o
public ,is\;\ -morall)
will_ no
cffectively publicize I&R. Whik
pubﬁlicity;sh(‘)uld promise no-more -thas
the library-can deliver, neither should:i
undersell the- libfary as ' a: communit;
rebource. :Images -of. the library-like:thos
-used by ‘the Houston  Neighborhoog
‘Information “Center. (“Well -tell .yoi

_ everything ive ‘know™) or the Detroi

Public Library -(“Tell your problems-te

- the lihrary”), -while “horrifying som

| tlibrarians, "did=bring about the -desire

- A




% . Local
f Y ‘Publicity

| -results. If the hbrar) is providing a
| service-that helps patrons solve- problems, iR
1 by lmkmg ‘them-to-service- aﬂencles, then |
-} it should“say :so. If it-can’t-do that, 1t 4
| shouldn’t say:it can. : o

K

{elevision.

I Commumt) r-wide  advertising--like: 'radlo
| and. TV--reaches -the- lar%est number of
T licity '1s--also | -
_ important. : -

people, but local pub

- t

| Bus. cards-with the- telephorne- number of |
the branch:library. nearest the bus-route: |
- were-e:fective in_ Detroit-Billboards and.

fliers -also help -reach. those who don’t

| Tlisten to TV and radio. Local neispapers: |-
- niay -be willing to-give -the hblary free -
. . service. A |

néwspaper -story that -deals with_actual’

publicity for its- new

people who “have 'been helped by the

1 service is-a natural- for local publicity.

A successful’ advtrtlsma campaign. that

helped. start 1&R services.at the- etroit
Public Library was donated by a major
Detroit firm as public service.
Agencies  with an mterest in public
service might help.promote-the library.as
an’ mformatlon and-referral-center.

Publicizing a new-senvice initially is-one
hipd of ~problem, for which radio,

omewhat effective. But
bring  about

bus cards are
the real task is to

newspapers. billboards, and

Temporary

| Headquarters,

) At[endifzg
Community
| Meetings = -

: 5 each patron ; ‘1 A

Spots (2); attendm% commumty:megti

- mformatlon, -and."
:z walk

| select & key :location-iii-the communi

1 community

| is an effective wa ay 1o- advertise,. butet

3makmg eve

1) g At

possxble effort tosinsuire:good- service:

-~ Some ‘ways to bulld up tthat'kmd-'
Rubhclty re: (1)- settl U em

eadquarters somew > :
community t6-_answer queshonsxo

rocessmngery 10y

-and- gathenn,,s,
) the communi

Occasmnally, llbraryﬁstaff memberSf

" (a store, ~supcrmarkt,t -church; .or stre
coruer):bring:a-card table:and: chaer
ﬁubhcme the hbrary s T&R-‘efforts. T

one sericus, thmxtatlon t[na
questions can't’ he .dnswey
immediately, but need- some searchmg
telephonmg

It s lmportant to-re ularly attend ot
" club ‘meefings, cliurch. socials, and:of
gathcrmgs Agal
demonstratnon of ‘the-service-on‘the:sp

saine -limitations™ . are .mvmved A
quectlon asked ,ol'tcn rcqym:c ‘M
information  than: is mlmcdlat

available. : ] '




- Processing
~ Local

»*_Information

Community
Walk |

Commercial

Publicity

- ER[

Provided by Eflc JNSRNPEPRNGFINISE S SE AP e A

.organizations and.

Referrals to “local co/mr‘imnjty

/ very localized
in?or,ma't‘ion--like who- in ‘the
neighborhood -gives -guitar, cliess, .or
macraine lessons--are effective -ways 'to

| -involve -th. community and get logal

publicity.

The community walk. does two ~tlliifgé

| that. ‘proinote “local publicity: (1) it .
allows library staff-members to-describe |-
the service to-local people-in person;and-

(2)-it allows the library staff-members-to:

find out” what additional services -are. |

being provided: or -could- be provided.
The library’s 1&R -gervices; for-exainple,
can link a churchr group looking for a
project with local need,
transportation. for older petsons. The

community walk helps the library keep -

in. touch so. it can make this kind of
connection.

The library must avoid -making
commercia} ~ feferrals. Questions like
“Where cdn I buy the best birthday
cake?” are best-handled by referring the-
caller to the Yellow Pages, or ‘having a
community ‘bulletin board. Thelibrary,
or each branch, can put-up-a cemmunity
bulletin-board advertising_commercial or

+ private'sqrvices,,(gra‘ss_;:cqttin‘g,:se\yi,ng; OF

baking, for example) ‘without the
library’s ‘being -.responsible for these

-services.

such as |

32
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7 its other-pub icity,n_lethods‘,——will:fail; .

1 n publicity, as in-" all —aséCCts

- information and referfal- services, -th

interaction between: the library and"th
community s the crucial - factor. Tt
library -must listen, comiunicate;af
help-the-people in-the community, or
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HAVE DONE -
/

‘s

WHAT OTHER LIBRARIES ;'

| AAEC Library/ABE Sites.

1 Each of ‘the following demonstratm

1 sites- adapted the: AAEC’s Handbook: 4

|- Services: Available F or Adult Students,

T local commumtv resources -af
distributed thic -handbooks to- llbrane

~ social service agencies.

- ABE\Library Center o R
- ‘Birmiggham Publi¢ Library - .
: :Birfnmgham Alabama 35203

~ Mémphis Public Library.and

’| 1850-Peabody -
- ‘Memphis; Tennessee 38104

j -Rural Sites:

| P.0.Box378 '
T 'Clarkesvxlle, Georgla 305?3

ABE- berarerrOJect L
| Floyd County Public-Library. e
* ‘Prestonsburg; Kentucky 41653 :

U S v S E—] p—

adult ‘basic -education pregrams, a
Urban Sites

2115-7th Avenue, North

»berarv -ABE Projéct

Intormation Center

Northeast Georgxa Regl,onaI’Llhrary-,-
ABE:Project




N £

" “Neighborhood
Project™ or NIC, funded by the Office of
‘Libraries and Learning Resourees. Other
Earticipating libraries' are in- Atlanta,

Carnegie Public Library
Clarksdale, Mississippi 38614

~ Western Counties Regional Libraries
1 -ABE Project

| 900-5th-Avenue ‘

| Huntington, West: Virginia 25701

Ir P (The Information Place)
- -Detroit-Public Library

5201 Woodward Avenue

;: :Détrbif,iMighjgan' 48202

The TIP Program, on which much of this
|- -guide wase based, provides extensive

mformation-réferral services in thirtF

~ -braneh libraries and in the main branch
as well. The TIP clearinghouse at the
‘main branch  processes, verifigs, "and
| duplicates-all information. It is part of a

five-city. - project called the
nformation Centers

corgia; Queens Borough, New York;
Clev(ﬁand, Ohjo: and Houston, Texas.

L
*
2

. ElCentro De Information . , = -
| Chicago Public-Library- . . =~ '~ -
1 78East Washington:Street-. /
|- Chiéﬁ‘gq,:lﬂinois‘ 60602

The I&R service is a telephone
|- information -center I
_ Spanish-speaking librarians -who work .
~ with acommunity resource file.. ‘

manned by

PIC _
‘| ‘Enoch Pratt-Free Library
"~ 400 Cathedral Street:
{ ‘Baltimore, Maryland 21201

The PIC (Public Information Center)
worked- closely with- various:agencies-to
provide I&R .service. One ‘task. was to

Breparre' an index to-the:-already existing

‘Directory of .Community Resources, -a

guide to social services -in Maryland,
which is heavily used by caseworkers,
educators, and "others for making

- referrals.
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/ The following articles and- books cangive -
addltrona% information about -

/ mformatron and referral services. :
i
/ ‘Donahue, Ioseph C.. “Planning for' @
Community- Information - enter:’> -
Ltbrary oumal 97: 3284 88!’?
".October 15, 1972 :

Interstudy, Minneag ohs, Minnesota,.*
Informatlon -and Referral Services’.
Series: Available free. from-
Administration: -on: Aging, Sogial -
and  Rehabilitation Service,
Department. of ‘Health; Educatmn{'
and ‘Welfare, Washm ton;.:
PC 20201 and through- ERIC::
EDO. 51836,  ED055632-
~ED055640: Includes ‘Notes “for-
Managers, the . Resoutce . Frle,
Interviewing and. Information:

. -Giving; Referral Procedure,
V.olunteer Rscort :Services

- Follow-up;-Reaching Out; The-Role’

of Advocacy; A Training: qyllabus,
—and AFunctional Analysrs

Kahn, A Nezghborhood Informatton
Centers: . A Study -and: .Sorie:
Proposals. New York: Columbia:
U(;lé\éersrty, School: of Sotial- Work




. ERIC

-~
Aruitoxt provided by Eic:

. . . #
Kronus. Carol: L. and-Crowe, Linda, ed,

Libraries and Neighborhood

- Information Cenlers. " Urbana. =

- Illinois.  University -of  lllinois,
Graduate School of  Library
Science. 1972, Allerton  Park -

—llislill’llC. No. 17.

AOgg, l‘?liza}gcth, Tell Me Where to Turn;

" The IGrowth of Information and

Referral Services. - Public Affairs [
’am‘;‘)‘lile,t'i\’o. 428, 1971. !

Turick. Dorothy Amn, Ed. “The
Neighborhood
_Center.” RQ -(Summer, 1973)pp.
341-363. - i

o

National  Standards, Information and i
Referral. - Write to ‘George Pfeiffer, - |

United Way of. America, 801 N
Fairfax Street,
Virginia, 22314,

Information. |

Alexandria,

-
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Abandoned Houses.
: see
- “Housing Inspection

t

:; Abortion.Referral
. " | Accounting

1 Actors: &,,A")(':ting
- ) see
Theatre ‘Arts Education

I Adoption
1 Adoption-:oreign Born

~ Adult Education

 Aged

" APPENDIX A

‘TIP SUBJECT HEADINGS

'DETROIT PUBLIC-LIBRARY

Adveitising

see also =
*‘Camps:for Retirees-
Homes for the Aged -
Housing for Retirees
Nursing:Homes
Protech\e Service--Aged

- Recreation-for Retirees
Retirees -

Air Pollution e e

Alcoholisin.

Alumni ~ '\

:Animak -

Animals, Nliiéaﬁcéj& Stray: - -

: Appre}f‘ltic‘es

see-also

Dogs
Humane-Societies
Leader.DOtvs
Zoos 1/(

e

Appliances- Secbﬁd*Hand ;
see-

Furmture/Apphances Second
Hand C o




: - - ‘ R Vo
* Architects Asthma. - . i iBaby S)tters
. 1 ’ \ ) . - seék - . ’
: e . Homemaker/Housekeeper
E : NAft Astrononmy _ Scmce\s
5 1 s - ‘ \ o .
: 1 ' Planetariums N g
;| Art-Education S Bagp.lpes
1 ) ~ Auto Recovery Ballet - -
‘. 1 Art Galleries X & : Ballet .
I i Automobiles . 'Bandé; & Orchestras
. | ArtRental ’ . : . .
i '~ e - Automobiles, Abandoned - Banks & Banking / )
1 Arthritis &ERl{e matism  # "see .
1 ‘ \ \ A Auto Recovery Barber Shop Singing’
i+ | Arts &Crafts \ - D
: see’also Automobiles, Stolen . Basements-& Streets,
: At see Flooded. -
Art Education _Auto’ Rec0\ ery )
- Ballet. 1 ~
“Ceramics_ . ) fBiéketbgil
3 ?aﬁf% ’ Vo Aviation. N -
: : ’\l(:)dehz:ifng v ~ Battered:Babiés
v . - " \see--
- ;hoto:raghg + C fts Babies, Abandoned rotective: Servxces
fuppets uppc ra see " Children:
Textiles: Protective Services--
Theatre Arts Education Children
A2 ;
/

' .
B .

. p . s .
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- |: ‘Bicycle "Licenses

| ‘Bicycles & Bicyclinz

_Biras )
El Birth-& Death Recor(i;
{ 'Birth@q;ltrol

Birthdays
" Black Studies

Blacks .
J% Blacks--Business
BlackénHistory .

Bladder

dlind

B

| Blood Banks

" Boats & Boating

B |

Block Ciubs/Community Council

-

‘Bbdie’s~Bequest‘. of
Boiler Inspection
Bonsai’

Boys' Organizations *

-

Braces
see

* Medical Appliances/Supplies

Breast Feeding

: Bx:id’ge:((;ame),

Budget

‘| Bugials

Buildihg Inspectio;l
see also.
Housing Inspection

¥

Buildir'xg(lgemlits :
see-also z
Construction Permits .~ :

see
Funerals

Buses
see ,
" Transportation, Group :

Business / =
see also
Blacks--Business-
Small Business
Assista®ce




Business Education

- Cameras
see .
. Photography

1 Camperships -
. R S S

"

Camps.i&ACampinng
* Camps for Retirees
7 Caxlips for the Handicapped

Cancer
see also
. Bladder
Colostomy
Ileostomy
Laryngectomy
Mastectomy
Uretheorotomy

Canes
see
Medical Appliances/Supplies

Canoes

Catholic
see
Roman. Catholic

Cemeteries )
Ceramics

Cerebral Palsy
Chamber Music

Charities
see. -
Funding Organizations
Welfare

Checkers
Chess

Child Abuse -
. See . S ’
Protectivé Services--Children

”

_ Child -Protective Services

. Child Study

Children, Blind -

Child Placing
see i
Add tion B
Children-Institutional Care -
Foster Home Care

see
Protective Services-Children

Childbirth
¢ see-also .
Infant Care IR ¢
Maternity Care / :

Children Lo

see

" Blind

Children; Deaf

© see
Deaf

Child'ren, Handicapped




4o

-see
Camps for the Handicapped

| -Children--Hospitals

. Children--Iiistitutional Care

Children--Mental Health
see
Mental Health

Children, Retarded

see
Children. Handicapped -
Mental health

Children's Homes
see -
Children--Institutional Care

Choral

Christmas

: /Child'ren,'Handicapped--‘Camps

g

Christmas Charities
Christmas Trees -
Chrysanthemums
Citizen Patrols

’

Citizenship
see '
Tmnmigration & Naturalization
Civic Organizations
Civil ’Rigilts
Clothing--Second Hand

Coins

Colostomy

Communicable Disease
see also

* 7 Quarantine

Ve B

Community Centers
see also
Recreation Centers

Community Organization

Condominiums

4

Conference Facilities
see also
Meeting Rooms

Conscientious Objectors
see )
Draft Counseling

Conservation
see also -
Air Pollution
Litter Control.
‘Nature Study
Pollution
Weed Control

A e A e
ey

!




- Construction Permits

~ Consulates. -

see also
Building Permits

see )
Foreign Population

Consumer Protection

Conventions [
/

Cooperatives ‘ /

see also

Food--Cooperatives

Houcma Cooperativ es/z

' Counselir{g /

see
Specxfxc SubJect Heading,
, ALCOHOLISM, \IARRIAGE

COLi\ SELING, etc.

AN

e .
B *ug
I

Credit
* Cremation
see’ oy,
Funerals /

Trime Prevention

Crippled Childre
see
Children, Handicapped

-Crisis- Int/en’entlon -
seé
Drug Abuse- Informatlon &
Referral

, Emergency Assistance -
/" Poison
Suicide

Crisis Intervention Centers

Crutches

see
Medical Appliances/Supplies

see . /

Arts & Crafts

A-6

e

i
i
it
|
I
!

[

l

i

}

Cu:lt'ur'al Organizations-
f

Cystic-Fibrosis

|

Dance
see also E
| Ballet
‘[ Folk Dance

Danish

{ Day Camps .

' Day Care Centers
Day Care Organizations

Deaf
see also
Hearing Clinics
Medical- Appllances/Supphe

|
|
|
4




| Deaf--Interpretive Services

1 & !
Death:Certificates.
’ -see

Birth-& Death Records -

: ‘Dental Care

- Dental Clinif:s
Dentists--Associations ‘
: Deﬁnatology

Diabetes

Dietetics .

see
Nutrition
. f
- Disabled .
see
‘Handicapped

: : Disas,tér;.Relief

see-
Emergency Assistance

Discrimination- N

seé
Civil Rights

Divorce
see also .
Legal Aid

'

Doctors
see !
Osteopaths--Associations
Physicians--Associations
Psychiatrists--Associations

b

Dog Bites
see
Rabies Prevention

Dog Licenses

‘Ddgs

1 Dolls +

seé also
Humane-Societies’
LeaderDogs =
‘Rabies Prevention-

|| Dogs, Nuisance & Stray

’,

. see also .
-Puppéts & Puppet.Craft

* Draft Counseling 7_

Dramatic Instruction’
see ’

. Tlleatré"—Aits:Eﬂucatiofl‘_‘b

Drop--Outz; Col /

Drop--Outs-QEducaﬁQr{t ‘

k3

Drug Abuse--Education . - 5




1 _’Dmg Abuse -Information-&
i Referral

1 :Dru’ngb‘:x'se-;.Tréatmént’
1 Drugs (Prescription)

| “Ecology
see
Air Pollution
‘Conservation
Titter Control
- Nature Study
Pollution
Recycling .
Weed Control

Economics

- Education

‘ see also-

~ Adult Education

" Art‘Education
Business

'Drop-Out-'-Edﬁcation

‘Education (cont.)-
\luexc Education
Theatre Arts Education

- Educational Counseling

see also
Vocational- Counselmg

Educational Films

Educational Television

3

~ Electrical Inspection

—Elevator.'Iris‘péctii@n

Emergency Assistance
see also :
Drug-Abuse- Informatlon &
Reférral
‘Meals, Free/Nominal Charge
Poison
Shelter, Temporaly
Suicide

- Emphysema-

Emergency Assistance-(cont:)

Suibide’
Tranaportatlon

(Emergency)

Emotionally Disturbed

see
Mental Health

»

- Employment

see dalso
'Youih--’Emplo)fﬁxént

v

Eﬁiiensy

Ettinic Groups
‘see
‘Foreign Population,

Ethnic S-tudiés

<
. N .
s , ' ' .
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| EyeBanks

| Eye Cire

| Eve Clinics
.| Fairs

!
1 Family

1 Family'Planning
‘ see
Birth Control

Farms
Fencing

- Fertility Services

| Field Trips

-see "
Tours

~ Films

see also

' rEduc%itionz;l'Films

Financial'Aid-

see
~ Welfare

" Finnish

Fishing -

~ Flying

see
Aviation

Folk.Dance

Food .

-§ee

! Faod--COOperatives

A-9
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Nutrition:

Fraud -

see

Consumer P

|: Food: (cont.)
¥~ Meals, Free/Nominal
. Charge-

-Food--Cooperatives: -
" Food ins'pection'

1 Fé)pdStam‘pg'
rFopdhafxdler—Perrgijts‘
| Fo‘reign Affairs |

: i VForéign—Pdpulati'm‘}

° Foster Home Care

rotection-

v LT




| French

* French Language
| Funding Organizations-

Funerals

' 'Fum‘itu're/Appliances-.-SecondiH:md—

1 Gambling

' “Garbage Collection

.| Gardens & Gardening

seealso

Chrpsanthemums

Gf?nelic Counseling
{

~

German

Girls’ Qrga‘h'izations

=4

| -Golf

- Gonorrhea

see also
Venereal Discase

"~ Government

see also-
US. Government

.~

Great Lakes
‘Guitar
[lalft}Vay Houses

Handicapped
see also
Blind
Camps for the Handi-

capped ©
. A-10
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Handlcapped cont.) -
Children, Handmnppcd
Deal . .

Medical Appliances/
Supplies

Meutal Health

Physical Therapy

Sheltered- \\’orkehops

e ' /
1 Handlcapped Employment

see also
Sheltered A\ orl\chopc

: EHandlcapped Recreatxon

see-also N\
Camps'for’ the- g

Ilandlcapped e

1 Health Caie

‘| - Hedlth Clinics-

see also .
Dental Clinies |
Eye Clinics
Hearing Clinies- - -
Mental: llf-alth QOut: l’ahcn
Speech’ Chmcc




:7 Health:-Clinics

edso
) s:}glfxc subjéct heading,
EREBRAL PALSY,

MUSC ULAR.DYSTROPHY. ete.

I Health-Organizations

.-} Bearing Aids ’ i
1 see '

Medical Appliances/ ‘
supplies

- Hearing Clinics

‘Heart

_ Heating Inspection
7 Hemophilia

Heredity of stease
see
Genetic Counselmg

.. History
see also
Blacks--History-

Hobbies
see -

Arts.& Craf ts
Coins
Dolls -
Modelmaking
Photography
Puppets & Puppet.Crafts
Railroad;
Recreatxon )
Stamps, Postage

Home Nursirig
. see
WNurses & Nursing'

Homemaker/Housekeeper
Services

see . ‘
Day Care Centers

1 ‘x\f\lonxes,'Clxilc[rexx’s

see -
-Children--Institutional Carc

* s

Homes--Convalescent, Nursing-
© & Rest
see
Nursing-Homes

Homes For The Agea”
-see-also
Nursing Homes

Homes For The Aged

B4

Organizations-

"Homes For Women

see

Women’s Resxdences
\

Homestead Tax
see . '
Tax Assistance-




Horticulture
. see
‘Gardens & Gardening

‘Hospitals; Children’s
see . h
Children--Hospitals

"Hot Lines
see
Drug Abuse--Information
& Referral *
-‘Emergency Assistance
_Crisis- Intervention
-Centers

Housing
. Housing, Cooperative
/: Housing For Retirees

Hoising Inspection
see
. Building Inspection

ousing, Low Income
Humgan Relations
Human¥ Societies
Hunting
Ide;ltif;cationc. ds
lléostomy

Illegitimacy
see

Unmarned Fathers

Unmarried Mothers

‘flmmimturaliza'tion

Immunization

* Inspection

Income Tax 1 .
see \
Tax Assistance

Industrial Hygiene

Industrial Relations

InféntAGére

Information & Referral
Service
see also . .
Drug AbusexInformation .
& Referral\

see

specific subj ect heading,.
e.g., BUILDING, PLUMBING ei

Installation Permits




- Insurance

see also )
“Social Security
Unemployment Insurance

- Insurance,-Automobile

* Insurance, Health-

see also
Medicare

Workmen’s Compensation

'lnterracial.l\larriage

’ Ttalian

Jail

Jews

Job Placement
" see
Employment

-.Juvenile Delinquency.

Kidney

~ Kitchens, Puhhc

see .
Meals, Free/Nominal Charge

\ .
see

Adult Education

i

Language Lessons

Laryngectomy o
Latin American
Law °
Lawyers--Associations
/ ) ’
Leader Dogs _

Legal Aid

Leukemia

a3 50

Libraries

- i:ibf@ies,.’Speciali

Licénsing & Regulation

see also-
apeclflc subject
heading, e.g.,BICY uLE
LIQUOR, etc.

Liquor--l;ii:ensing:&
~ Regulation -

1

. Litter Control

see-also
Garbage Collection
Rubbish Collection

Loans
Lutheran
Marriage Counseling

Marriage Record;;




.| Mastectomy © | Mental HealthIn- | Minority Business
X T - + ‘Patient . : ) see
z £ a ~ seealso - 4. Blacks:-Business
‘| Maternity-Care ~ Psychiatric Hospitals : Smgll’Busihegngssistance
: leal Planning " 1 Mental Health Organizations : ‘Missing Persons
see’ ~ - , , -~ -
‘Budget _ : L ' .
Nutrition ' . Merital- Health--Out-Patient : Modelmaking
- : J’Meaig;’Fi'ge/Nom'inal 'Merjtal"Health--Sélf;ﬂelp ) : Montessori'Meth‘(!)d
- | Charge , '
; : ) v Mentally Handicapped 1 Multiple Sclerosis
' " Medicaid - see. T B & U
' Mental Health / ,
. : ) " / Municipal Government:
Medical Appliances/ - e 1 see ’
: -1 Supplies- . Mentally-Retarded , Government
L see . )
. . ) Mental Health ’ .
3 _ Medical Services ° : . e ~ Muscular Dystrophy.
: E2 see - ’
Health Care Methadone Maintenance , 7
. Health, Clinics ‘ see - "~ Museums
) . ‘Drug Abuse--Treatment
1 Medicare - o ) | Music
: Michigan see :
, ' ' . -Bagpipes ¢
Meeting Rooms Bands &:Orchestras
A-14" S
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{ Music(cont.)
. -Barber Shop Singing

‘Chamber Music - - .7

~ Choral
Guitar.
‘Opera.
-Organ
Recorders

1 A'Music‘ﬁpx'ies

~ Music Education

1- Mi;s:ic Organizations
_ Myasthenia Gravis

Narcotics -
see
Drug Abuse

Naturalization
Immigration & Naturaliza-
tion
\
N \
\
\
\

| “Nature Study

‘| Negroes

see e _—

Blacks -
. / .

-

" | Newspapers

, 'Ne@spapers--?preign,Lang'uagé

N

see

" Yellow Pages
Norwegian
Nurs,e‘s.& Nursing

Nursing Homes
see also
Homes for the Aged .

Nursing Homes Organizations

A-15
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. “Orchestras

Nursing Mothers
see
Breast Feeding

Nutrition

| Obscenity -

‘Occupational Therapy.

|- Old'Age

see .-

Aged

Retireés
Opera

Optbmétrists--
Associations

see -
_Bands & Orchestras” =




Organ.

Orthopedic Appliances
. -see-

Medical: Appliances/

Supplies

~ Osteopaths--Association

1 ~Park-& Playground

Maintenance

~ Parolees-

Passports

| PenPals
t

Nk
'??rlﬁits' .
| isee
Hspeclfxc subject heading:
e.g;; CONSTRUCTIONS,

INSTALLATION FOGDHANDLER 7

'PHitheiy
see
Stamps (Postage)

Photography

|: Physical Exammatlons

See
- Health Care
Health Clinics

Physical Therapy

Physiéigns--Associaiibns
sée also
Osteopaths--Associations

Psychiatrists-- Associations ™

Pinochle

i

- Planetariums

Playground Maintenance
. see

Parks-& Playground Maintenance |

| Plumbing Inspection”

7 Poetry

1 "Prcghanﬁy,iPro!iigm—

Qoison-

-

, Poliée/C,ommmiity_,Bel_at_it;é;'s
T ~Poliéh

’Poﬁqt,ibh '

see.aisd
Air-Pollution
Conservatxon
Litter Control
‘Weed-Control-

-see .
Abortion Referral
Adoption- '
Birth Control-
Family .
Genetic'Counseling-
Health:Clinics: ~
Marriage- Counselmg
Maternity Care .
. Unmamed Mothers

A-16
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4

- Pregnancy Test

' Pre-Natal Care

see
Maternity Care

: Prescription Drugs ‘

see- .
. Drugs (Prescription)

Prison
see
Jail -

* Parolees

Program Planning -
see alse
Speakers Bureays

&y~ erty Rights
Proposal Writing

- Protective Services:Aged !

Protective Services--
" Children

Ay Th
Psychiatric Clinics
. see
Mental Health Out-
Patient

Psychiatric Hospitals
=
_ Psychiatrists--Associations

Psychodrama -

Psychologists--Associations

Psychotherapy

see
Mental Health--In-
- Patient
Mental Health--Out-
Patient
Mental Health--Self Help

Public Speaking

Puppets & Puppet Craft

Quarantine

|
!
g
. 94
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’ Rabfes Prevention

Race Relations
see
Civil Rights
Human Relations

Radio
Radfo Emergency
Railroads

Rat Control
see
Rodent-Control

Reading
Real Estate

Recreation
. see also
Archery
Arts & Crafts
Bagketball .
Bi¢veles & Bieyeling




Recreation (cont.)
Bicycles & Bicycling
‘Boats & Boating
Bridge:

Camps & Camping
*Canoes .

Checkers

Chess-

Fencing

Fishing,

Gardens & Gardening
Golf ' '
Hiking '

, Hunting

Pinochle
- Saifing

Skiing

Tennis

N

Recreation Centers

Recreation For Retirees
:.see-also
Camps for Retirees

Recycling

Refrigeration Inspection

v 1 3
Remedial ‘Reading
see
Reading

Residences, Women’s
" see
Women’s Residences

Respiratory Disease
see
Asthma
Emphysema
Tuberculosis

Retardation
see
Mental Health

Reétarded Children

see
Children, Handicapped
Mental Health

Retirees
see also
Camps for Retirees
Housing for Retirees
Recreation for Retirees

A-18

N 54

Rheumatism
seé .
Arthritis & Rheumatism

~ Rodent Control

Roman Catholic

Roses:
Rlibbish Collection
Rumors

I N
Safety J
Sailing -
Sanitation *

* Santa Claus

see
Christmas




_ S‘\chol,aréhips
1- Schools, Private

Science Museums
see
Museums

. Scottish ™~

Scouting

Security Deposits
see’

Legal Aid

Selective Service
see
Draft Counseling

Senior Citizen Programs
see .
Recreation for Retirees

Servicemen
see also
Veterans

Settlement Houses
see
Community Centers

Sex Crimes:

- Sexual Health Information _

Shelter, Temporary

Shoes

Sick Room Equipment:

see - A

Medical Appliances/Supplies

Sidewalks

Signs,aStreet
v see .
Street Signs-

Singles.

see also
Widows/Widowers

Skiing
Small Business Assistance

Smoke Control

!
/

see
Air Pollution
\

Smoking

Smoking Withdrawal Clinics ‘

Snowmobiles

T Y W \
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Social Security
: se¢ also
- -Medicare

Social Workers

‘Spanish American

see
Latin American

Spezikers Bureaus

)

Speech Clinics
Speech Therapy

Sports
see
Recreation
Recreation Centers

‘Square Dance,

see- .
Folk Dance

!
Staraps (Postage)

Stocks/Bonds

Story Tellers

" Street & Traffic Signs

Street Cleaning
Street Lighting
Street Paving & Repairs

Streets, Flooded
see.,
- Basements & Streets,
‘Flooded

Strokes
see
Heart

Substance Abuse
see
Alcoholism
- Drug Abuse--Education

A-20
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Suhstante Abuse (cont.)
Drug Abuse--Information

& Referral
Drug Abuse--Treatment

C

Sudden Infant Death
2

Suicide l

l

Summegi Theatre:
i

{
!
Swedishi
|
Syphilis
see
Venereal Disease

' 'falking Books

Tax Assistance

Teachers
see also -
Tutors, & Tutoring

t




Te'achers,"Retir'ed

" Television
see‘also
_Educational Television

Tenant Rights -
seealso

Legal Aid E

Tennis ‘
- Textiles

Theatre
see also
Sumimner.Theatre

Theatre Arts Education

Therapy, Occupa't‘ional '
see
Occupational Therapy

. Therai;y; Physical

see
Physical Therapy

Tourism
Tours

Traffic
see

Safety e

Traffic Lights & Signals--
Installation

Traffic Lights & Signals--
Repairs K

Traffic Signs
see
Street & Traffic Signs

Translation

Transportation (Emergency)

A-21
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Transportation, Group
!

Travel

Tree Farms
see .
Christmas Tree

Tree Service (Spraying,
Trimming, Removal)

Tubercu_losis

Tutors & Tutoring

see also

Reading
Twins

Unemployment Insurance

" United Nations '

U.8. Government




‘Unmarried Fathers
Unmarried Mothers
"Unmarried ‘Parents
Urban Studies
Uretheorotomy
Utilities
Vasectomy
Venereal Disease
Veterar;s
Vocational Counseling

Vocational Training

Volunteers

Voting

Walkers
" see

Medical Appliances/Supplies

Water Main 8reaks

Weed Control (Private
Property)

Weed Control (Public
Property)

Welfare
see also
Food Stamps

Welfare Rights

39 A-22

Wheel Chairs
see
Medical Appliances/
Supplies

Widows/Widowers
Women's Organizations

Women’s Residences

Workmen’s Compensation

X-Ray
Ed

" Yoga _ /

Youth
see also
Boys’ Organizations
Girls’ Organizations

Youth--Ermployment /

~

.
B
I L I




Youth--Institutional Care
.see a
Children..Institutional Care
Mental Health--In-Patient

1 Youth.-Recreation

see
Recreation

Zoning Appeals

Zoos

s




— : APPENDIX B

- INFORMATION AND REFERRAL CARD FILE:

SAMPLE SUBJECT FILE AND RESOURCE.CARDS °

I&R caid files are usually divided into a subject index and an alphabetical resource file. Resources could also be listed b
subject. Usually .a resource is-listed once with cross references. The kinds of subject headings will-depend upon the loc:
services available. - :

The next two pages show sample subject file cards and a sample resource card. These are only samples, of course, to-b
_ adapted fo the needs of your library. '

SAMPLE SUBJECT FILE CARDS

HEALTH . ' LEGAL AID
Alabama State Vocational Rehabilitation Service _ Alabama Department cf Pensions and Security
American Red Cross ) Jefferson County Compmittee for Economic )
Jefferson County Committee for Economic Opportunity Opportunity.

Jefterson County Dept. of Pensions and Security

Jofferson County Health Department

Lions Club (Eye examination and eyeglasses)

Rotary Club {Hearing testing)

Social Security Administration {(Medicare and
Medicaid)




Kinds of information to include on resource cards are: complete name of agency, address of main office and' loca
branches, telephone numiber of main office and branches (including whether or not'the phone is answered by a:recogdmg
and the hours the phone number is in service, hours and days the agency is open, name of the contact person(s) mth
agency ,-services-offered, eligibility?l‘"équir@ments for services, costs of service, if any, [papers a poten‘tlal client must bri

SAMPLE RESOURCE CARD

(such as.a social security card, birth certificate, etc.), and other information as needed. \

. \\ \
\ . ’ o ’ \\
. Jeffersan County Health Department \\ \ L
Public Health Building . * N \
1912 8th Avenue South A ’

S
Birmingham, Alabama. 35233 ' \\ Telephone: 324-9571

Person to Contact: Dr. John Smith.

Services-offered: |. mobile unit chest x-ray at frequent intervals, 2. 14 -

17 chest x-rays when recommended by physicians, routine immunization,
3. Bi-monthly tuberculosis outpatient. clinic, 4, Diabetes screening, 5.
Venereal disease tests and treatments, 6. Hearing tests, 7. Vision tests, 8.
School health services, 9. Home visits by nurse, 10. Planned parenthood
assistance, 11. Cervical Cancer tests (Pap smears}, 12. Plumbing
inspections, 13. Soil percolation tests, 14. Rabies control services; 15.
Water sampling, 16. Issue “verifications of births and deaths, 17.
Laboratory services for many commt:nicable diseases.

:
[y




APPENDIX C

‘DATA COLLECTION FORMS

“The following forms were adapted from experimental forms used by the TIP progriam at the Detroit Public Library
record questions asked, number of requests for information, and the kinds and frequency- of outreach work done. Th
forms will help to assess the scope of work completed as-well-as show possible-gaps'in community service. (Patterns
questions can lead to areas-where programs may be needed. For example, if there are many questions about VD, the libr
_, may want to sponsof a program about VD prevention and treatment). o o

Ke‘epif;g a subject file-of questions asked will cut down the an.ount -of duplicate work. These forms are only u'sedfwh'?
‘referral is made and not for information-only questions. . T :

Three sample forms are shown: (1) a-work sheet; (2) a monthly statistical report; and (3) a comimunity contact form. i

: . WORK SHEET :
Date: DTelephone D Walk-in . ‘ Call taken by: e j

%

Patron’s name: . Phone and/or address:

Question:
Narrative:

Sources consulted:

Resource File Directories | Pamphlet Materials

N

Information only [__—_] Y
Referrals made: _ ’- (continued on next page)
1




| Phone calls made: S
for-patfon: - : \
where:

information required:

LN

with patron:
where: |
'R . information required:

¢

Question completed while patron on phone

: N’ecessa‘ry to work on ‘question and call patron-back D
Approximate length of time spent answering question:
~ If caller is other than patron:, Name:'

How did patron hear about I&R service? [: Media

it et i

" | Followup
Date:
E:.lyes [:__l no

. Successful referral

Comments: .
Additional information and'referral necessary Dyes Dno

Signature

. Age;lcy

g : ] outreach C! Friend or relative

Agency or affiliation: -

D Other "

|
{
i

(If yes, attach new work sheet.)




.- § R
* e

COMMUNITY CONTACT FORM
|- Name: . ‘ Address:
Phone: . Contact person:
- Type of Contact ' ‘
: Ej is,c‘ho'ol D block club or community council [ church
D,recreation or community D nursiug-home or senior.”cit'izens Dhonnmcrcial' area
i center ) residence

] club or organization £ service agency 2 Ej individual

D city department - D other

Method of Contact _ i -
D scheduled visit D attendance at rﬁeeting ’x D telephone
D appointment-for interview D speaker at meeting ‘ , D drop-in visit
. D other ‘ ’ ) .
- Time Spent ’
Result of Contact . .
[:] Sublicity and information D additional contact suggestions -
[C] additional resource for referral ' D cooperative services aiid/or programs :
Future or continued contact recommendations
[:j return visit; frequency - D no further contact necessary; comment. D lnqef_:ting att’endﬁnéq
. - requency--

Staff Member: Library: -




el PSR O ME g, Sy A gy iea St v e it e SR A S R

-

MONTHLY : STATISTICAL REPORT

3

: Lib_réﬁry:,

: Month:
‘Questions Conipleted '
Walk-in . 'I“elephone ) ____Individual lféquests
Agency or organization . Referrals Information only
requests
Average length of time between receipt and completion
' Follow-ups
Required add’l information or Unahlﬂo answer .
referral \
. ‘
! Telephone calls
Regular — 3-way Toll free number
Average number of calls per question ” : ‘
MAJOR SUBJECT AREAS: SR ' A

.
<
7
frd 1
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]
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S . APPALACHIAN ADULT EDUCATION CENTER-STAFF

éeorge Eyster

Susan Schmidt
Priscilla Gotsick
Anne Shelby

. C.I. Bailey
Shnaron A}oore
Ann Drennan
Helen Montgomery

\ Bonnie Hall

Executive Director

Professional Libfan’an
' L;'brary Services Specialist
‘Staff lf’riter

’i‘raining Specialist
Retgxdir}g Specialist ‘
‘Consultant -

Adminisitrativé Assistan*t‘_

" IBM Composer Operator
\ R




//
Sélection  for

1. Materials

Disadvantaged
Adults '

2. Assesing Comsnupity. Infarmation and
"Sexrdice Needs

3/ Using Pamphlcrs

Disadvantaged
Adults )

: / 4. Deposit Collections of Special Materials
for Disadvantaged Adults

s. Utilizing Vohinteers in Expanding Library
~Servi.es to Disadvantaged Adults

6. Books By Mail Scrvices: Moving the
Library to Disadvantaged Adults

~ 7. Eveuing and Weckend Library Services fer
Disadyantaged Adults

8. The Library as a Community Information
and Referral Center

9:x Planning the Expansion of Library
Services to Disadvantaged Adults

10. Working with Libracy Trustees to Expand

Library Services to Disadvantaged Adults

Reader Guidance Services for

Disadvantaged Adtlts

11.

Aruitoxt provided by Eic:

LIBRARY SERVICE GUIDES

12. The Recruitment of

Disadvantaged
-Adults: Effective Publicity ’

13. Conducting Tours to the Library for | 24,
Groups of Disadvantaged Adults l
14, ABE-~Whatls It? 25.
15. The Reclationship of Disadvantagement to
* Library Services e
I T
16. In-service Training of Personnel to Serve
Disadvantaged Adults N
. 27.
17. Adult Education in the Library: ABE,
GED, CLEP, and the Op+» Uan ~rsity
28.
18, Book Talks: Zncoursging «ihrary
Materials Usage by Dissdvantsge! Adults | i}
19. Techniques fot Teachets: Teaching the 29.
Application of Basiv Skills to Everyday
Life Problems
30.
20. Displaying Matcnals for Disadvantaged
Adults
31.
21. Bookmobi]c Services: Moving the Library .
to Disadvantaged Adults |
32,
22.

Expanding Library Secrvices to the Elderly

63

~

' 23,

Expandipg Library Scmccs to the
. lnsmunonahzcd

\ . :
Interagency Coopcra'non The Public
'Library and Agencies  thdt  Serve

Disadvantaged Adults

;A Sjusting ~School Jljbyaries for Uss by

Using Audiovisuals With Dlsadvantagcd
Adults

-

isadvantaged Adults e
Speakers Burcaus - for Disadvantaged
Adults
Maintaining Scparate Collections of]
Library Materials for Disadvantaged

Adults

‘\ ¢ . -
Client Participation in Expanding Library]
Services to Disadvantaged Adults

The Role of the College Libtary in the
Education of Disadvantaged Adults

Public Library Seérvices
Disadvantaged Adults

to Youn

Working with Elccied Officials to Exp:nJ
Library Scmccs to Dlsadvnnmqu Adului

|

: |

)

' E
i
L
|

-



-ERIC-

A FuiToxt Provided by ERIC

Appaischisn Aduit Educatiop Center
Bureau Tor Research and Developmant
- Morehesad State Univmity,/UPO 1353
Morehead, Kentucky 40361
(606) 784-9229 (606)783:3111

The work presonted In’ thic document was performed pu ent to & grant fiom the
Department of Hesith, Education, &< “iolfare, Offics of Education, Bureau of Libraries
snd Leaming Resources [OEG-0-73+ 1], However, the

not necessarily reflect this position or policy of the U. S
sols resgonsibility of the Appelschian Adult Education

inions expressed hersin do
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