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ABSTRACT
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.'reface

This guide is -one- of a series on- library services= to- disadvantaged -adults. The purpose of tbe series is -to--e-016
-alternatiVe:ways-pUblielibthries_can-e.tpandserVicei to this special group,

-Each guide -attempts to .recognize- the- differences _among -public library budgets,_-staff size -and training, and:t
differencei_aMOng---the communities_libraries:serve. Each guide _a particular service and,where-posSibte, sugges

several alternative ways the library can provide that service- to disadvantaged adults. Thelibrary,-theii,_-cans and .shbu
furtberadaptithe-suggeStioni to fitithe resoureesiandneeds of its-local:community..

0;7
The guides -combine (1)--a-go:rough--search- of the library literature; (2) the knowledge of professional-Iilirarians;-_th

wrote- many Of the guides and '-holnated- the entire- series; and (3) the experience of _Appalachian Adidt EduCatia-

Center- ( AA EC) in designing inte,raglii4y -educational programs for disadvantaged adults.

The AAEC has worked with state, regional, and localpUblic-libraries in seven states in projectsfimded=by: the Burt
of Libraries and Learning Resources of the U.S. Office of Education. In-one project, four urban and three rural at*
demonstrated Ways public libraries and adult basic educationprograinscoUld_improve their services to isadvantagect=a4

by co-ordinating_efforts-in-.rea4r guidance, rein &Mint libraiy-Oientation; 'community referral, anctimthe-selectiOni,U'
and delivery of materials The AAEC 'also conducted- institutes in localipublic-libraries-in_seven-states4n- designilika
implementinglibraty services-for disadvantaged adults._

_Wm/ t. on those and other projects:led:to three conclusions, upon_which-the-guideS are based: (1)_tbatundereduCa
adults need information and services to help solve problems, (2) that the -public library :can Meet- those _fieids-throu

adjustments in-procedures and interagency cooperation; and (3) that the materials and services required for disadvantag
adults are useful and useable to all adults. -

4
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AAEC-Appalachian.' Adult Education-

Center .

ABE-adult basic education-instruction
for adults, 16 or older and out of school,
in the basic' academic ,skills leading' to
high school equivalency, and in 'coping,

.skills.

Coping lSkills,the abilities -(1) to
an-evety_day "problem, as zaninforinatiori,_=

need; (g)- to search for= and -lodite..
information in the problem_area;:(3).-to

, understand and - retain -- the information;
- -and--(4)=toapply it--,toward a.solittion-oU

theiproblem.

-Disadvantaged Adult.a ny ii_erson 16
oldet and out of school,- -who reads=
below , the- -tenth_grAe =level _pr i-whotei
incomes below poverty level.

/4R =inforniation- and-=referNal- services -a

process of active informOion seekin&
and -transmittal with- the purpose -_of
linking_ an- individual who- has
inforMation or service -n9ed with the
resources- to _meet the- neeld. -Complete_

MRS have four major_steps:



-(1) identifying the -real= information -or
_,referial -need, whether. or --hot =that =I

need clearly expressed. This-
means- listening to -what is =being,

-said:

-(2) locating ;resources -which are-
appropriate- to- the needy and_
aeceptable to the-patrciii.

) =connecting the patron with the
resources. This may involve
interpreting the inforniation,
preparing- the -patron for -what 'to
expect at the agency to which he
has been referred; making an
-appointment, or arranging for -1
transportation.

(4) follOWing-up referrals to make -Sure
the referral was 'appropriate and
that the patron did receive the
needed services. - A

Outreach Services- Services = in which the
library cooperatively interacts with other
community organizations, institutions,
agencies and groups, and _physically
reaches out tluOu h bookmobiles,
telephone services, de osit collections,
or books-by-mail. Out each is a major
part of information an referral services,
which involve identifyi g local needs and
problems and loci ing community
resources to meet the needs:

2
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Why;
Information
and
Referral?

All adults -need- reliable- sources of
'information to help -solve the problems
of everyday living: findingfiridiceeping a
good job,_ housing, transportation,
health, -fook bills, child:_ care , and-Av here
to -go for help. Because disadVaritaged-
'adultsrarbal-solikely -t_o _have low reading_
skills and_little
-they =have limited access to -reliable
=infprniation.- "Most -of theirinfOrinatiOn-
rnar.come- through friends-and-relatives,:
and is :likely to :be- incomplete and
inaccurate. _

Information_ and -referral -seryiees- -can'
provide- disadvantaged= -adults with
-information to deal- -with =everyday
problems, and can-link disadvantaged-

-adults _to :the-s-erviees they_need: :Referral
services can =help-- get' a- response_ -from,
bureaucratic systems--Oragencies=that are
often- unresponsive to individuarneeds;
-Like most library serVices, ',for the
disadvantaged,_iinformation,_and,referral.
Services,-are -useftil to -MoSt. other -adUltS-
as-ivell.

Why--the Other social_ agencies- can---:_prOVide

Library? effective information- and referral-
seriees, '_and'. are doing Sp some
Communities._ Birt there 'are- Several.
advantages ,tb thOse- services :being_

_'by the ,public ilibrart_ if nod
other aaencV is.dbing thejob-adequately._';
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(1)- As the _traditional- collector _and-,
,diSpetiser of, inforthation, the-
library is-asafe,'neutral place Where
adults can - =feel= secure- about- the
infortnation:thle-y-receive.

) \Librarians-,have the skills-ito locate,
Collect,_ organize,: and -provide
aePUrate information. Librarians

;
also\ :nave- the ability -to listen to,
people, ,and_ ,hear the-underlying
question being- asked -by apersoniip
-need Of inform%tion.. .

ti I_

(3)- Public libraries -can provide
=informatio -in. varying= forms, and
.librarians arse =trained to-select the-
post -approKiate :form to fit the
ijnmediate need. This versatility is

1/ :partic-ularly) -important- for
:I -disadvantaged adults,: who- ofttn

(requife ,nonprint and -personal,.
individualized services. _

(4) ) In many areas, -bath -urban and
rural, the public -library may be the

k !host-accessible ',ervite_ agency.

Unlike other :institutions, libraries
are =not_ forced-- to-limit -theIiiids of
information -they -can -provide, The

-entire library can be _proinoted::as
an i n fb r m a t i-d_n center; -so that
patrons-do -not Thave to -sort out the

-kind of service They need

(5)

-

As Part
of- Total-
_Library
-Service-

11

(inforinatfon '-referral,-
reference;etc:). The to al resources
of 'the-ipnblie library e- used to_
_meet the information n of
peopie_in the community:

But to make-= the best -use of the backu
information _resources-of the library-an

___the expertise -of librarians =in-seeking out
ant: providing-information,l&lt Must be
seen as a -legitimate- part of -total
-service; not -as- -some ---non essential
-extra-Work addition to -"-regular-library-
services. Information =and- -referral
services=musthe aniptegilted-_part-of-the

= library's -total' services. -1\161.6,-,than_ the
Mere addition Of ,inforination and-
referial.,tervice- iS,neded if' libraries are
to he -neighborhood inforniation
centers-places where neighborhood
residents Ego -first for *-any . kind -of
informationrather 7:than-
repositories -of lit tie-Used-hooks._

Integration of 'MLR with (Ither" library-
..

services serves'two major pu poses:
, ...

(1)- I&R more clearly idefinesthe-
inforMation needs of the
community. 'Or library. can their
_move toi-ineetthoie-needS,- nottorily-
-through_ but throtigh:hooks.,.
prograins,"andiother media.

-(2) When outreach work promotes 'thee
.70



Alternative
*jays to
Provide I&R

1

. ;

total services of the library, it -is
likely to increase the. connunity!s
involvement, again making it easier
for the library to !respond With
improved 446'41 services' for the
community. The 'library can
'become a 'neighborhood
information, center by making the
Cornrriunitaware ot what' it can
provide beyond books, -atia 477
responding to the total information
needs of the community in. _ways
that are appropriate and- useful to
thepeople in that-community.

The library can provide information and
referral services in several mays. Those'
ways djffer in -methods, in costs, and -An
effettiVeness, but the two f011owing,
assumptions are basie,to all.'

(I) Information and referral services
-are a -legitimate and .appropriate,
function Of ,the library. The entire
library staff should be involved in
I&R, and -should see it as an
integrated- part of regular libraly
servide:.

(2) Information and referral service's do
not replace regular library
activitiesthey ettendthein. Steady
decline in -traditional library use in

\

Many libratiei-has-created-avai
staff time that is used-
the full benefit -of;_theimblic. I&
and -other outreach
whys tq 4ulse library -skills to -bn
fuller -library service ,-,-

conminnity.

Of-the Various-Ways-to Provide t
least cestly. in, -administrati
commitnient
the last effective. The great
investment the library Makes ,

iwidinglinformationr-arid referral: as
.gulailiiiraiy service, the-inore effecti

that service is likely to be.

The following are four alternative-wa
to Provide inform-aeon fefe
services, from the least =costly -to t
mo't expensive. They are- not differe
kindS-iof .actisiitieS,Tblieratherprogre-0
levels ,of ,the same basie SerViee:vlielpi
people the -resOurces;they_,IieelY
rsolveprOblems. These inelhodse,.

,(1)_ directory only..).

(2) tiori OILY`

(3)- direct I&R;._

(4') compu
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The -public library can provide some
/information and referral services- by
compiling a_ directory of community
Senices; and -Making the _directory

-- available to the public. 'Subject areas-
. Iiii.'-ered by the -directory_ inight be-broad

(a coinPhensive'listiniof health,
and- welfare--agencies)- orznarrow (a-list_of

_I health---,services services- to the
disadvantaged, youth, Or.-the aged).

far better -thin soothing; the
dire ctor does -have limitations:

I

(I) It inevitably becomes out of date
with the frequent. changes in service
agencies.-/Only constant verification
by ,/qualified staff person, -can
safeguard . against providing
inaccurate information;

/ (2) The directory is not likely to
contain 'the specifie how-to-do-it
information an individual patron
needs; and

(3) The success of the directory
depends on the patron's being able
to know exactly what kind. of
information she/he needs, look in
the library for that kind of
information, use print, use a
directory,,read and comprehend the

I infOrmation, and follow through
and get the services.

6 13

These liknitatio s mean that
information Kwill most- likely
44.0 eSsible zio those-- who need it-in
those- iyho-do_ not Inow -What to-_1
for, -Where-to look, lioiv toTread,orh
to seek oufservices.

Directories are -Most seftil; 'not to-
disadvantaged, but -to :-people who
comfortable and competent
information and services for themael
and to service, =profeSSibrialS _-,0

agencies who can use the -directOry,
look up inforniatiOn to refer
clients.

Libraries Sometim s prepare directo
in quantity- .an= i distribute =them

agency personnel and even to
trassroads. stores; In such cases.
library makes noinVestment in time p
development of the 'directory;
agency ::perSonnel, may interpret
information.

:PubliShing-a directory is a temporary°
partial: solution 'to. i'ne
information and referral, =hut :Milli'
short otr-bioadly effective infortha
and' -referral 'services for
disadvantaged.



Information
.Only.
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Providing information only without
contacting the -agency' inVolved is the =

next level of service. In this method, the
librarian helps the patron locate the
information =and resources that appear to
'be' appropriate to his or her needs, and
interprets the written inform ation=to the
patrOrl\ -in a hefpful 'way. This requires
more staff time and more' institutional:
commitment to -providing I&R than
simply) publiqiing a directory and
`making it available 'the same way all
printed infornitation is available in the
library. While it does make information
in the directory more accessible to more
people than the-directory-only method,
its success still depends heavily on--the ,
patron's to seek out
information, to the library would
provide 'this _kind' of information- and
help, and "to use the information JO -get
the needed service.

Information-only services also run the
risk of ,giving inaccurate, out-of-date !
information, sinte they _-d-oift closely'
involve the service agencies being
refeired- to. They retain ie risks of _the:
--"direetory-only ' Method
diteetOry may not contain 'gpeeific'
nOngh information to' Meet

individual situation.

4 IA A. ve. pr-,"
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Direct I&R

The information-only approiacbdepefid
too,_ upon problems fitting: neatly-zint
the agency-functions -aS-deseriba-in-ctli
directory. Human 'problems are seldo-

' neat enough for such -an-easy fit. 'T
only -Way', to,- determine whether
:agency -_cari'lactually__ do--Whatiislieeded:
to -contact_ that agency_ andlind-=Out. T
most difficult information and' refer
problems are -those for Which -nó,forrn
service fietivork. 'exists, =those -Whi
requite more than one resource, oilbo

= mnich_ Cali- only be teferredlo_an agent
-that- prOiVides somewhatlessrthan What;

' ;needed._ This 'level of 'setvice-dOeS_=ha
die advantage of -Ong: the librarian
skills=in--finding-arid=interpretingithebe
avaitable inforrnatiOn, but
infOrtnation. is often_ not :Fomple
enough_to-meet the patron's needs.

*Liked infOrthation refeti.4 t
reeoihinetted:asi Mostreffediii,

It- is aisci. Most- -eiretisive
st4ff, -and'
cOmriiitment,TOli6vide services bn\t,
1e,el, -th''äministration and the Sta

-see I&R as a -legitlinateiiitegrat_
service -to- be -provided

effectively and as -extenSiVely,
possible not as experiments
temporary: isolated, inappropriate
requiring Mini:Mal-Of-Ott-.



The, components -of: the direct service-
method -are:

s

eVelopMeiit of a_ resource -file.
direetory -handboOk, orother-format-fo;
organizing information: (14 -assignirient
of ;full- time -staff to constantly update
the"-directory, -gather infoririation,_ and
deliver new data to direct service
personnel: and -(c) committed and-
capable direct service to:help

lo-Cate -appropriatel&R sources, toverify
_information,. to inlerpret "information to
the: patron, corineckyith the agency; and
to follow-up on the ref

--,
Other i mportank 'components- of
effective direct I&R -service- are local
outreach, publicity, and -advertising.
Outreach, though expensive, in staff
_time,. must be a_ regular activity-in which
staff go out -ot the library and into the
community. -Publicity :anti advertising,
though expensive in dollars, are esSemial
to promote the services..

Direct services may include othei costs:
staff time to plan,develpp, and carry out
the service, outside consultants, and
in-service training for staff in human
interaction, I&R, subject materials,
outreach, programming,,and equipment.
Again, however, the costs should not be
prohibitive if 'I&R is seen as a true
library function. With this commitment,

Computer
&R

When--Not to
-do l&R

-Many-libraries shoul&be =able -to provide
information and referral services- within
the pteserit operating' budget with rfeW
adjustments spending.

Some libraries-have experithented with
computers in 1&R, bpt comAters
cannot proVide- the iriterpretation,..

,..-helfulness, and huMan iriteractionT-that-
.a re essential: both for- effecti-ve
information and referral = services and for
services to the disadvantaged.

The library :probably shouldn't dO 1&11.
(1) If_another agency In the community
is already-providing the SerVice-and=doirig
a good job;- or-(2) If the:library sees itS

= bOoks, not serving people.

Nearly every library, however, should 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, theiriformation Can=
also: apOly to the developMent of all
levels of I&Ii`Services and to libraries
whose contraints prevent the
development Of full services.



This guide is divided into the folloWing
sections:

(1) planning;

-(2) preparing information;

(3) outreach and publicity;

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

(5) suggested readings.

7'
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Getting
Support:
The Board
of Trustees

The' Library
Staff .

-Effective hi-formation- and -referral_
services. -require careful_ planning and-

_ preparation in five areas:

(1)- getting supptirt for the service;

(2) assessing the task;

(3) deciding on forniat;

(4) assigning staff; -and

(5): ordering-equipment.

Like any service, informatiop and--
referral _will- run More smoothly-ifjthas
the support of 'both the librarfs-board-

-- Of -trustees-- and--the entire library -staff:
The first -step -is- to- get the approval of
ihelibiary'sigoyernintboard-_OfidirectOts_

- -Ortrustees. -As -the-librarians emplOyer,
,the, board needs to_iknow: (a)--Whatthe
new-service-Will -.mean to the library; (b)
what the serVice will -Mean to the
community; -arid (c) What additional:

. funding
-

"The board- should also _get periodic
progr -reorts-onithe new- service.

Any LccesSfril- new service must -have
-the support of the -staff of the library.
The best, way lo get that Support ,is to
involve the staff in planning the new
program. The entire Staff-=or at least



Assessing the
Task

What is the
Desired Impact
on the
Community?.

-those -whose jobs will be most affected
by the change/-can. beeomeiinvolved in
workshops for sharing ideas, policy
chinges, plant and ekpectatiOris; in =staff
-Meetings= ;for proble in.solving, -informal
question and answer -Sessions, -airing
Complaints. and_critiaism,_and identifying
needs- -arid- :problems; in 'preservice
Orientatioh-indrin-longerrangethwervice.
training. The -library administrator
Should- provide enough_-orientation and-
trainhicso the staff ifeels -able, ;positive,_
andicbn fident about- their new .tasks.

AsSessi &the task t'neansL findiniriatleast
prehmihary - answers to the following
questio ns:-,

(1) What is the desired-impact upon the
community?

(2) Who will have access_ to the
information and for what purposes?

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

(4) What are the sources of the needed
information?

The purpose of the new services _should
be ,clear--to the library staff, community

_,z,,,,enclirr, and patrons: to-provide _useful'
infor ation and .referrat services that
Will link. people With problems to the
community'resouree-that can-help. '

Who Will
Have Access
to the
Information?

What,Kinds
of Information
Are Needed?

11
.8

The library must decide if the patr
will have diiect or indirect 'access =to
information. If patrons are to have d'
access, the information will .have to
easy to find and easy ta read:
understand. If patrons have iqd,
access, a library staff member. willli
to find the inforli:ation-arat interpre
to thepatrOn.

A combinationof idle. two =apprOac
often works best. :The. co-mbiiiat

- the :patron" Who 'has
cOnfidefiCe -_to: search fot and inter

his own iAfiirmatiOn to do so,
proVidesilielp. for the :patrOn whO.=ne
help = in -defining_ his- need-,, arid:in:10 ca

\andAnlerStanding theinforMation.

They -kinds of -information-=to-collect:,;
-hols!niuch to collectdepend-
needl\of- the disadvantaged .adults-.=ine
library' service- area.*

*The AAEC has developed two tools to aid in t
assessment of community information-needs.

(1) The Life Coping Skills-Categories, a list of:sirli
areas of adult in!Oirnation_needi, can be usedi
working draft of subject-aria:80(i beiadaptel
the community's particular needs. II

categbries, are published '-as- -crimper
documeril to- -this guide. Appendik A listsI
subject areafiusedin the information end:frail
service at the Detroit Public Library.)-

(2) -Library .ervice_GulderNo. 2, The Assisienen
Conimilnity _inform-Brion and:Service-Needs;
-also:help in the'asse_ssinent. From the asseslm
the libiary will know, the subject areas:in-WI
that community needs- information. ;;II.t
editors%



ghat Are the
Sources of-the
Needed
Information?

,

Information in thoge subject areas is
usually .9ne of two types: (1) referral
information or (2) prepackaged
information.

:Referral-information-is information frofif
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- information- is -made-

ailable to the :patron immediately, and
can beeither-lentor.givert away.

arranging an- interview -for a patron-with
AhezeMproyment-Officelsait-eXample of
-referratififormation;,a pamphlet on=how_
to apply for a job is an.- example of
_pre-packaged- information. Obviously
-both types are needed for most subject
areas, and' the 'needs of -many patrons
require b-othaypes.

The -nextf,step is to determine-where- to-
-get the _needed- 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
identifying ',and surveying available
information, noting its- format, including-
files, pamphlets, elippings,-,phone- book,
and the staff's general,_knoWledge of
community.

Deciding, on
Format

How Much
Detail?

AEFamiliar
Format; or-a
New-One?

12'
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The Second =stepris-to- consider-the=rii0
likely_ -outside ,Sourdes_Identify and "ti'
the most- obviousiageficiesi_organiz_atio
and =institutions =concerned- with servi
disadvantaged _adults. This , will het
deterrififie- the .scope of'Alie 'task; an
other sources can -be -added -as ',they =a
identified--

Since the information available -11.0
these sources 'has yet- -to_ centrall
recorded, there willizhe _little ecfniSisteri
in format. The most eoruinon-
this stage are -parnplilets, rdireeterie
mailing=liits, and-Oral ififorrnation.

With :tentative -pldris for access to t
information to collect, and .06SSib
sources, -the staff should= -decide_on-4
Most-useful =format'-for acetimulatingAl
information in _a- central_ file. -

One factor .to cOnsider zisAhe autount,
detail to- record; the b asic- guidelinekei
how illuch detail the p_atrOrr
probably need. As a general rtife,_4
probably wise to begin: with :41
minimum amount of detail., Tithe _=a

.experichee- will `slipw =what
details are and are not -netesgary '-

-ree6rd:

Some-questions that need asking -at--,t
stage- of planning are:- What- for-M-ati,--a
most familiar to those- who -will'



: Staff

.

Aeeiening-

-"ita-tuditng -and organizing the
, inforniatiow?. What are the advantages-

and- the disadvantages of using -a-familiar ;

format-, of introducing a new format?
Will- braiicli = libraries need -duijlicate
infortna fr?

Familiar Fortnqt. Two -formats -that are
_ familiar in public _libraries-- -the-:3x5 -(or

5x8, etc.) -card. file and-,the vertical-
fild-lendi themselves well, -to UR. The
gx5 -card- file can -,hOld referral'

-,information on available 'services,_ and-
references-=to--files,_parnphie ts,_ and- other
information -kept in.thevertical file.

'These forinats -have ,several- ad-Vantages:
(1)- they-are easy -to 'Update and- revise;

-(2) -they can: -be produced' arid-

-thainfainedz--by the same methods used
_for -the- ear d- cat a logs and -verticaln.files;(3):
much of the .information- --the- -library
-already aaS.. fOr-4&11- .inay be already

-..available 3ri one- or =bOth r of ---these ;forMS;
'and' 0): they :are e_ asily duplicated- fOr
rother -I&Roiitlets:__

Thetard:fileis_eisilydupliCated, are-the
library-can- acqUireparnphlets-ininultiple
c-OpieS: /(Appendix- =13, .shows- saMple-
-cards)-/

/=Assessing =the-tail% niay--deteriiiinelovi
many-library staff members.-need 'to_ be-
as-signed, to. -LW .tasks. -Matching..-

Ordering_
Equipment

tasks to -the job skills 1)1 individuals,
more diiTieult.

Tlie librarians on the staff:-trained =t
collect, sy s tematize, and- hid:
inforlitation-should- do-the infortnatil
gathering, -each librarian .doing = flit- tab
she /he 'does best. A staff 'member doi
personal and telephone- =interviews wt,
informatiOri sources, for,exainple,_sholl

h avc-a'_pleasant -friendly manner_ and-th
ability to remairi-"taskfocused."-

The- right -equipment -,to. do 'Ai

job-= forms, 'file cases,. and'. ..seatiti
.-atiangein-entS,:far-exaMple---hat:tole

-hefore I &1L services star
= InforniatiOn_ .gatherers, using feleph-Or

-interviews -will= need...their,equipMent in
large or-private --enough_spaceite4e:ab
'to- talk A_-_telephOtieeqUipPe0
handle 'three-way -eonversatiOn-S_-.6anj
very 114fiil;1-v,fieh:referrirt.:04(611.8-.:1)

::agency _arid:Patron:
lie -;:p_Oitited?-,0Wthat this is an-zeXpeitSil



PREPARING

INFORMATION

0.

40

= -Collecting
Information

.
Personal
Interviews,

Mailed
Questionnaires

14

Telephone
Interviews.

21

This section: StaggestAs. ivays=the,ilibrary
can -colleen process,. nd i.p d- a i-e the
information for its-I&R-setvices.,-

= Sonic infortnatimiloamPldetchppings;
the knowledge of staff inembers, and
inforination, already, recordeOnd:filed
in the =lib-rary-iscalreaciy gathered,, buLit
_will- have -to--be converted 40 the -j&B.
forjnat. -There are seVeral'Inefliods fó

gathering --information' froin; -outside
idurces. The library's litne-,4nOneyi and

=Staff constraints wilLitiflikeneelliebeSt
_method, -but the, three- most .comMOn
methods .of =gathering infOrin'ation- -are
-personaLinterViews, questionnaires,
telephone interviews: .

-Perhaps ,th-e -best _;:way to'- igather
information is- :to -sta.
members, intervidv in -perSOn, ;t1ce

personnel= of 1-theiSe:, ,agencieS ad
institutiOni-thai-have information
woUldibe--vilnablelo-theccomnnuiity:4
is:,a,:.-frintfuL-methOd.;,bufManyAibiatie,-
caliaffii`rdAhe-expensiii$taff

; _
Mailing- -questionnaire; 11S1,_=anrolten--,n1se

t9 ,c,OleWinfo- aliOn,:-.but man
"possible information sQurces will 11-O_

6 -complete an ct :lieturn,tice:-questionnair
in

e
that case the Iibrary must follow u

unreturned-questiOrinairieS

interviw. Ii

I
GettingitiforinatiOniffrom -sourees.eive
the-phoneiikprictie

T1

al-titetho-d.like:th'
-:.

11

11
,



A Qmnbiiiation

personal -interview, it allows for
o he, to-o ne contact. =between the
-inferViewer and :the. source; but unlike

,theperSonakinterView, it -doestil take
staff time away from_ the library.
HOWever, it can result= in more "public,
relations"- information than real
infoimation, which-can bernisleading.

Because many -kinds, of Infor mation
be -ndeded- frOnf Many sources,-
combination of method_ s may ,be most_

*prattiCal._

troeesSing -the_ Processing "gathered" information
means- -c anging it from its '"raw"
form -- either unrecorded or recorded _in
hard 4o-use iformat-jnio _useful, _useable-
information. The library must decide
_what operations-the:infOrmation-Will, go
through _between_ the 'time -it is:gathered-
-and- -the time it is -used, how many
*rations Nfv,ill be -needed; and -hoW

Inforrhation
14-

Recording

many people will perform ._them.
Processing infaination usually, involves
five major steps: (1) recording; (2)
verifying; (3) revising; (4): re-recording;
and (5) duplicating.

All gathered unprocessed ,,:,information
should be put into a working lormat to
make it easier to find, handle, and use.

Verifying

Revising

Re-recording

Duplicating

the_

InformatiOn
-Up-to -date

Information 'gathered' "-directly fi
Priniary-sources-like-workers in a sery
=agency-can be = assumed= to be -.actin-
and: up to date,. hut information-li
Secondary sources= - newspaper clippi.
pamphlepshould be checked'
accuracy before- it .gets recorded.
verification process-=p-often--lhe same
the- collecting- procesS. A telepli-
interView_ with a primarY
-eicaM pie can easily- check= e-- validity

"raw information."

If- the verification process. shows that
information,iSinaccurate, oul of dale
incomplete, ithen-theinforMatiOn-lhifs
be -revised- 'before it is re- record
dupliCited-, and

may
9

inforniation may need some editing:_
clarity and conciseness' {before- it
reeordedinffinal form.

Gathered: verified Information =then--
ft-recorded in'final- format:

-If -:the :information is -going- =to---1,4

-libraries or -other "ihforniatioh ontle
it will: need- _to be duplicated=
distributed.

Keeping inforthation
lh

-(1) revising information alrei
-collected; and,

_(2) adding-new:information.

15,



Revising
Information

Adding
Information

The need= for revisions can show up in
three ways:

-(1)- Changes may show up- when- The
public- -service -librarians use the
Original -information. In 'working
with rthe=agencies they may-learn of

h an ges ii_ staff, telephone
innfiberS, :locations, = programs, or
policy EDepOding- on the source,
the _Wm-Matt-on may or may _nOt

=needlo,--beyerified.frrany--OSe,-the
librarY -should have -a- procedure-_ for-.
Vetting -that' information
into -the system amid

The library may seek out -needed
revisions. The same-procedures used

1-1Or searching out original-
infOrmatien cap_ibe routinely -used=
for identifying revisions
every six -months,-Or -continuously.

-(3)- An agency tiiay volunteer- revised'
, :information to the library. Each
=recorded piece of inforrhation-
should _note- the source of -the
revised- -information-, and the date.
ProcedUres for -updating are -much

-the same as for gathering, though-
usually less complicated.

New -information-will: also-be _coming in _

from the-library staff,_froin agencies, and
from mintxpected; sources. With
possibility ofinformationieroppingup in
so- many ways, the -library needs to set-

Designing
Fornis

16

AIMIZEIMM:T

up -clear routhie-,procedures--for_handl
new- :inforrhation--., The need = is _appar
for -careful, !planning,- -unif
procedures, adequate =stiff, -ari -
central4ect:proces-smgipoint. ,

It's _a :gOodi-idea at this stage to -_des
-fornisle,nSe-in-gathering_andprocesS
the ipfofniation: These lorfns, at le

needed':_

=(1) an Antetview =guide-,' -for' --qiiie
c61Le-eti-ng :and: -tee-brill
intormation from _primary- sour

a- -worksheet for -red) ing
infOrmation _(the-'n ery

;guide- and ihe .worksheet= t
combined);

=revising::
inforMation-to filial-4mm 'Keep

, minchthe-amount _ofdetaityon'41
'recording, and_`-design,
_the- informatiew _is- -,organiz'edT

w.

-:flOW_S--lOgically from step to step:

(See --Appendix for- sample forms);
. '

4



TREACH

'

24

Library- outreach -work includes-all the
-contacts the library staff-- makes outside
theilibrary-,_:ptiblicizing-library-services" in
the- community, _gathering_ information,
_about 'the community; and -developing
working- relationships- with community
organizations: Outreach- woil, is- a,vital
part of --inforrhatiorrandireferraLservice,
but =the 'benefits -of .outreach= work -a-re
not = limited- to 481R-, -Outreaah= is the-best
Way to'-get -accurate-informafibiv about
loCal= -needs. The- combination , of-
ou'freach -and--.ef fective =service -canTcreate
a-neiv_imageifor the-library.

- tearning_ about-the =el:n*111144y in direct
Coritadts, with icomMunitYgroups- affects
every-- aspeit:oUlibrary-serviceLibrariaris,
-have op_erat4 -,:too loug- =in isolation,
trFing, to- make -intelligent guesies Sat
what -their _public ivould: like. in areas

\ wher-Araditionahlibrary Services- are ltt-
\wel1=-e-Sedi -this-isolatiwhas.become=toO-

-co stly49 -continue. It Lis impossible- to
se0=cbnnnuity--withOurinforrration-
on Mil- It :to --decide what-titles-AO buy.;"

pr tamswhat to --plao;-_wiiat mo_vieilto
show-, and tat= infOrmationiand;referraf, -,
resourceS- to develop-. 'TI3iS,f-iliforrnation
can only -come frin--the-cOnfinunity,-;and
communities exist -outSide-. library
-buildings. The libnkry -cannot- rearri,:all,
-the thingS- it= -needs to know -abO-ut-the



I _ _

Types of
Community
Contacts:
Con Meting
Agency and
:Group
,Representatives

community by using only traditional
community survey methods,
questionnaires and formal interviews.

There are two levels of outreach work:

(1) neighborhood outreach done by
direct ,service personnel;

(2) city or area-wide outreach done by
the central information- gathering
staff.

Both levels of outreach publicize
information and referral= services,_make
the= library and its staff Members:more
visible to:the community,,Makelhe staff
members more knoWledgeable=about-the
community, and establish 'contacts with'
other serviceinstitutions.:,..:*--%

.The suggestions below- deal --with one -part
Of community '4fitreach: = contacting
agencies about information 'and- referral-
services--the kinds- of contacts to make,
and effective ways -to' make those
contacts.

One kind of community contacrfor I&R
services is contacting representatives of
agencies and groups for any of four
reasons:
(a) to establish communication and set
the stage for a continuing relationship;

Attending
Community
Meetings.

18

(b)_ to acquaint -the agency- representatii
with information-and referral-servicea,'
the-representative can Iheri. inform th
agency ;_ -(c), with- -the. *re
cooperation_ td_listiand =refer to-theM;,i
collect, 'verify, or add to ,informati

:about:the= agency;__and:(4):to_getieack
-other ;groups, -agencies, and individd
who might be -sources -of informatiOn._

A second kind of outreach= cent-it
activity is _attending_ the ztheetings;,
grOaps and:Organizations. -VI this kind,:

'contact the staff -member carr,piay;6
of two= roles, the -interested, observer-
'the speaker:.- The interested ob ry
doesn't need -an-- invitation- to att
publiC _meeting; and dropping in__as
interested_ observer -May- be a god 01,4gr
to -make an initiat-_conta-ct -with; tro
ancHo deariy more, about --it. fntroduCi
-yOurtelf to the group- -can-..-be a-st
toward -Making- .the -library moreyiSilil
and Making=the community- more-aW
of _library-services. The-library_ Staff-1w
have to decide 1-wherC this- role/
appropriate;, how effective-it- js.--lio
many -times it. is worthwhU' to- attert
the meetings-of_a particular-grOuO,

t what-kind of partieipation is best.

(



The Community
Walk

The library staff member who- is
addressing a_group can: i(a) present UR
to the audience (b) encourage -them to

_ use l&-R (c) encourage them_ _lb share
-community information:with- the- library,
and (d) answer -their questions about the
service.'

Another way to start contacts is_to go to
interagency council-meetings. If there is

.ho interagency council, and convening,
--one seems -to be worth the time -and

effort, -the library might convene a
session- and present its plan- to all the
agencies at the same time.

A third community outreach activity is
-the -community Walk.--contact with

. potential consumers of the service and
with-business-peopleiho _may-be-helpiu I-
in promoting it. Two or _more library
staff people should regularly spend-one
or two _hours walking -in -the "business
streets of _the c 'mmUnity, contacting
local _businesses and -leaving brochures;
fliers, and -pos ers. 'Community walks
should be -well planned and organized,
with a definite -schedule-for covering_
specific areas. In _community wails s,

library staff members learn more about
the community in which thet work; and'
the community learns morel, about the

: library, the services it provides, and the
people who work there. Community
walks allowlibrary staff members:

x---......"

First
Contacts

26
19-

(a ) t o. a di.sseminate 1.6_c

publicity--pOsters, brochures, flier-s--in
planned; organized -way; (b) -to -loCa
community resources: people who-are_
positions to-refer-others to l&R-;_peo
who offer a service to-which-pat-1.01st
be referred; people who 'offerpart:ti
or summer employment;- _and grou
-organizations,, and'agencies-not yet=
the-file; (c) -to -talk with,pevple=aboutt
service. When the librarian- hands -o
:literature -about MR-, shelhe -shOuld'a
'talk to ,people ,abeiut servi
inforntally adapting- thei-informanoty
-the- immediate situation- and= iudien
The brochure ean =be a= tool-A(3 -all6W.-t
librarian to talk to- =Consumers, but
shouldn't -be relied upon as being_
only -way of explaining'theservice._

In all community Contacts-present
service clearly and:positively-._En cour
people._ to use the -Service.

-demonstrate the- value of- -thei -servi
_write -down -any I &R -qt.testions, th

dhaVe, th _answer at the-libtary;-ai
-call_ back with- the -answer: 'Get Al

= library on the mailing lists of= -agent
and.orgariiiations: Be- prepared -to itns_
any questions- about- the service 4
Abut -the ' library's role-. in
community.

Some agencies may not understand
library's role in providing' informati



Information
Contacts

.and referral services,_ and- will= need.somei
introduction to the -concept of library
outreach._ -Before -starting- to gather
specific. -information from the agencies;
_let them know what the-library_is-trying-
=t6 do_and--Why..-Present the library's_ case
and -ask the _agency's help in an
explanatory letter. The letter -shouldn't
require a-reply,-but should set the stage
for _a later contact. -Before =requesting
information friziM' an =- organization; the
librarian should' Make- sure the -person
she /he is approaching. understands: -(1)-
what information and referral services
are; -(2) the. ,goals--of 1&11- services; -(3)
what -I&R offers agencies,_-groups, and
individuals; (4) how the service works;
and (5) why the library-is doingit.

After making the first,;publidity.oriented
contacts, the -libraiy should- follow up
those contacts (1), to get special
inforMation about what resources the
agency, -group, or organization has 'to_
offer; and (2) to develop an effective
working -relationship--with- that agency.
That Means finding the best; stray the
library and that particular .-:agency tan-
work together to provide -better, fuller
service-to the community.

The library can begin- and maintain- its
contacts with either. formal Or informal
methods, although a formal interview is

20
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usually necessary in the -beginni,
Tele' coning is good to keep.-up-Contae

visits_arelelpful..-Whet
information is exchanged- forthally
informally is less- mportant:than-thatt
information gets :fed= into. -t
information - gathering- ,process,
becomes -_ available to -those -whO--needi

When the library can clearly-express-7i,,
goals_ Of-the-new service and:the reaso
for Abing it, wOrking- with cominni-d
agencies- will not seem so ,unusual--

-library assignment. The -staff _meinb
assigned- to this task should: =_(

approach- each contact- with --t
ihttntioti clearly -in mind;_(2)_beginlvi
the executive staff, and -ferret- out
agency staff member- who can he
most -- remember- that =this- will he
ongoing relationship. You-will- pro*.
-need =to-talk-with-several= peopleinitiall
and -(3) -allow ample -time '-fOr fir
interviews.-at eaclyageney,-and-arrange:

. _

follow uplotir contacts.

Aiiiiiterview guide-can be useful, aslo"
as it isn-'t limiting. Free-floi]ri
conversation may get .more valuab
information_ than a series` of queAiii-
and answers. Mirk* _the- intervieW,=li.si
carefully;sfill out the guide:or workShe,
after yoiyhave left.



OW , .

snore clearly._Fitquently-,askedlquestio
S!!ould- hecoine part of- --the talk-, sin

same'information=ivillhe-give
in a cts.

Techniques for
Effective
-Contacts

People Skills

_,Working in the
,Community

= Co 'humility .contact :work has two
=purposes: (11) public relations: to
promote a-_po-sithe image of the library
and to-_ditim- busihess: -and,--(4 to-
gat her_ information for-I&R.:

Coninuinit, contact work is basically
just "talking to -people," and the sante
-communications skills that make fot
-good service to patrOns in the library
also -make for good -outreach- work,
Essential. especially. -M. work with
disathantaged_adults, _are-actitm listening,
a -non-defensive attitude, and openness.

Information and -referral is a-

personalized sere ice. one which adapts-
=itself to fit the needs of the individual
being smut at the -tithe. -Sonic people
need -ni or e =i nterpreta tion, more
preparation, and more advocacy -than
-others, because of -cultural = differences.
negative experiences with agekies,
bureaucracies. and _professionals, -or
=because of their persthial -distress at the
time.

Dealing--with the public may be easidifor-
some staff nembers than_fot-others,hut
many find that _outreach work gets easier
and more comfottable--with-'eXperience.

When the library staff -talks -to- -a group
about l&R. an outline of the points to
covet helps get the information _across!

" " ,e ` ... ..

The -Staff =

_

or bet tWorking -in team_ ,ma
communication: if one learn _thenih,
misses a- point, the -other

A qhestion and answer session.aftel:t
talk -lets the audience "raise _points h
coveted' in the talk, important, `b
thiansWered questions, and =points-
:particular_ interest to- the

TofkeeRrinforinatioivalut teferraLsetVie
welt' coordinated-" arid: effeetiv
conimu pi-cation- must- beigooft amongst_
setvice staff. In =regular SW( meetii
and -iii 7opeh_infornial_conVersatioilsta
inerriberi shotild_Shafe-theirinfOrthatio
and -theit experienteS._ the sharing- 40-
staff -inenibert 10-- 'hei r.

develop. -the Skills_UR--tequiresi:slsilW
asking.:_anit-answeringquestiOnSi-Jelati
o individuals. and -i0-- .0641*-

liandlirigrprOhleirts._

-ComriihnicatiOn- ,aniphg' the staf
-important in-
sure the .-ateoh.--gets 'he ihOt!-_,/pOsti4
service.---.StafUdisch_SSions,Of-Ahe-Aviork:
he an iinp_otan :part of the ,onto
-661tiation of the isiaffs-_perfOrMith

11(.... . i,"- :.



Relationship.
to Other
Agencies

Workers-=can- correct- 'their mistakes, and
learn- totroVide_better services.

The -library staff in its -work =should
remain- neutral _toward community

-grizitips and ,agencies. Library -staff-
members -must _keep_ _their _persolial,
opinions and .politics Separateirorii_their
work, iproviding_ information, on 'issues-
but refusing to -take- sides. Situations
may arise that test library,p_oliey, and-
needS,Jmay arise -for- new policies-oil
policy clarifications.

22 29



Suecessful informatibn and refeir
services combine Ontreachi'people:ski
and publicity. The more outreach wor
the library does in a community, th
more requests: for inforinatibri it get
from the community. The_inesteffectW
.publicity 'programs use all, aVailaht
methods ofiA advertising 'to le
information- to 'the peoPie: radio, 'T-.V

:newspapers,. billboards, -fliers, -.and' :bu
cards...

Whatever media the library -uses -t
'=publicize its services, shoul

= communicate sits =message 4ionestly:an
= clearly. Libraries have a- =tradition- fi

advertising through "snob- appear an
c t a=t_e s-:,

AHEAD -- READ." The tradition insist
on - selling the =library as -a cornerstoneo
society that the public is; :inerallj
obligated- to support.

41

That -kind- -of advertising will AO
effectively -publicize _mg-. tyliib

= publicity; shOuld promise -no-:rnore thax
the = library ,can deliver,_neither shonldii
undersell--,the- library as `_a: comniunitj
letonrce. linages the-librattlikeithOsi
used by the NeighborhoP,
'Information- -:Center. ("ell-
everything- we =known)- or the -Detroit
Public -Library =("I'ell__your:probleins4i
the ilibrary."), horrifying
librarians, didz-bring about the -desireC.



Local
Publicity

,resultS. II the library is providing
service ,that- helps patrons solve p rOble ms
'by =linking:_them--to-serviee-agencies; then-
it shOuld'siyso. If it-ean't:do that, it
shouldn't say.. it --can_

Comniunityr_wide- advertisinglike -radio
and. -TV.A.eaches the- largest number _of
_people, ,but local= publicity ' -is-. also
important.

Bus- cards -With thertelephone-nyinber-of
the -branch library__ neareSt Ahe hus-rou-te'
were. e;fective in_-Detroit:BillbOards and_
fliers -al-so -help reach those Who doril-
-liSten to TV 'and-radio.-LocalineWspapers--
may be willing to-:give the :library .free'
publicity for its new - service. A
.newspaper -stir). that =deals- with_ actual=
people who -have:been -helped' by the
service is-a _natural-for local-publicity.

A successful- advertising campaign that
helped, start I&R services_ at the Detroit
Public -1-,ibrary was ()ciliated 'by a major-
Detroit -firm as public- service.
Agencies with an interest' in public
service might help_promote=the library as
an -information- and cen ter.

Publicizing a new -set.% ice initially is -one
bind of _problem, for which radio,
-telesision. -newspapers; billboards, and-
bus cards are somewhat= effective. But
the real task is to -bring about

Temporary
Headquarters

Attending
Contrituility
Meetings

24

r
pnt>iliity at he=l6661,16-yell..Anif_thO:

-Tlie-=beSt 7 adVertiiik-1*104::i:,s4tiiir
customer,, sand' itit-,,,mcii-j§:Makiiig. eir
possible effort fteciiMierzg004e010:
tabliliatrOn.

;re-:I.:OHL-Up;
publicity -are: _(1}4elting:.i.Up
headAnaiters- :somewhere; yin-,

spOt;-(2);attending,,coomi4ity,iiie'eli-
,and.--gatheringS; -(3).-pr CeSSi ngye ry;:lo
iriformatielu-- -and -Zthe COinniu

OceaSionafly, library li.stafrineinbersze
Select -a-,key location mthe- eommurii
'(a-store; -sUperiniket, ,.etr:Or-
c iter)-5-bring ab a n d: chair; ua
publidize-=the :library's .1&I1.-efforts:
has_ one serious r_ina

questions eak't be -ansiv:er._.
immediately, -but' need-some searching=
lelephOning.

it is ,important to =.regularly attend to
Chili -Meetings,. chiireli. socials, and ct
co ironunkty gatherings: _A-g.0
denionstiatiiiii of =the,-servidev.orftlie4
is an :effeetive way -to=-adyertiSe,..1344
same limitations . are involved:
question' _asked- often -requires -ni
in-formation than, is milinediat
available:



Processing
, Local
1 -Information

Community
Walk

Commercial
Publicity

Referrals- to local- comthunity
organizations _a and very -localized-
informationlike who in -the
neighborhood ,gives --- guitar, chess, ',ior
macrame 'lessonsare effective --ways ,:to

-involve -thc community and _get logal-
publicity.

The community walk. does two -things
-that. promote- -local_ publicity: -(1)
allows -library staff--members "to- describe
the service to- local= people --in person,-and=
(2)-it allows-the-library staff-MethberS:td,-
find out what additional services 'ate-,
being provided: or -could: be _provided-.
The _library's l&Riseryices-,_=for-exainple,
can link a church. group looking-lot
project with _local need, such as
transportation. for older persons. The
community walk helps the -library -keep
in- _touch so. it can make 'this- kinds of-
connection.

The library must avoid -making-
c-ommercial referrals. Questions like
"Where can I= buy the best ,b-irtli-dAy
cake?" are hest--_handled by-referring the-
caller to time YellOw:Pages, or having a
community `bUlletin _bOdrd. The--library,
or each- litanch-;can-put-n-pia community
bulletin-board advertising_commereial or
private -services-Igrass,tentting,_-sewing-,_or
baking; for ekample) without the
library's :being for these

-services.

...... . V - -.0 V' . .. ....

In publicity, as in-: all aspects
information and feferral; services, =t1
interaction -between--the library a'nort
community is the crucial fattor.
library =Must =listen, ceminunicatetail
_help-the-people in-the:connininity,.7Or
its other publicity Method will fail.

-a.

.1



Yom; R

LI=BRARIES

A-AtC-Librry/ABE Sites-

EaCh of the -denionstrati
sites --adapted'-the- AAEC:s- -Handbook;
Services Available for Adalt-StUclents
local' _community resOurces -a

-distributed the handbooks
adult =basic -education prograrris -a
social service_ agencies.

Urban Sits

AB ibrary, Center
Biriin ham Public Library
2115 th Avenue, North
Birmingham; Alaiiama 35201'

Library- ABE Project
:Memphis Public Library._ and

Information Center
1850-Peabody -

Memphis, Tennessee 38104

Rural Sites

Northeast Georgia Regional:library-
ABE Project

P.O. Box 378
Clarkesville, Georgia 30523'

_ .

ABE-Library-Project
Floyd-County- Public Library
Prestbrisburg, KentUcky 41653



Carnegie Public Library
Clarksdale, Mississippi 38614

WesteruCounties Regional Libraries
ABE = Project
900 5th- Avenue
Huntington, West Virginia 25701

TIP (The Inforni. ation Place)
-DetrOit-Public Library
5201 Woodward Avenue
Detroft, Michigan 48202

The Tip Program, on which much of this
guide waso--based -provides extensive
mformatiori-ri:ferral services in thirty
.branoh libraries; and in the main -branch
as well. The TIP clearinghoUse _at the
_main branch processes, -verifigf,, 'and
duplicates -all information. It is part of- a

project callecl the
"Neighborhood- Information Centers
=Project" or NIC, funded by-the' Office of
-Libraries- and Learning-Resources. Other,
participating libraries-, are in Atlanta,.
Georgia; Queens -Borough, New York;
Cleveland, Ohio: and Houston, Texas.

I%

9
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El Centro De Information .

Chicago_ Publie Library
78.East WashingtonStreet /
Cliiago,_111inois' 60602

The I &R service is a telephone
information center manned by
Spanish-speaking_ 'librarians who work
with a community resourcelile. .

PIC
-Enoch Pratt=Free _Library
400 Cathedral Street
-Baltinipre, Maryland _21201

The PIC Information Center)
-worked= closely with- various,agelicies_tO
-provide --I&R .service. One -task_ was to
prepare- an index to. the already-existing
-Blitectoiy of .Community -Resources., _a
guide to social services in -Maryland;
which .is _heavily. used by caseworkers,
educators, and '_others for making
referrals.



INGS
/The followinf articles and books can give
/

, additional .informatiOn about
,

information and referral-services.

Donahue, Joseph C. "Planning for-
Conimunity- Infoimation enter."'
Library Journal 97: 3284=80-
October 15; 1972.

nterstudy,_ Minneapolis,, .zMinnesota,,I
Information- -and ReferialServites",
Series: Available- :free, , from::
AdniiniStration_-ok Aging,
and Itehabilitati-on SerVice,.:
iDepartrrierit- of -Health,- -EduCation'
a n _Nolfare-,
DC ;20201 and _througlf- ERIC ;
E D 0- 5=18 3:6

Includes: IN516-8
nanagerS; the Itesoutee
Interviewing Iiiforitiatitol-

-Referral: Proc_edrii.e;a Giving;
Voliniteer =Escort
Tollow-up;_leaehirig OUt;ghelloW
of AdvoCacy_i: A Training Syllabics;_

and Afinictional AnalysiS.

Neighborhood' -Information=
CenterS: A -Study :SOO;
Proposals. =New 'folic: Columbia-
University, School' of -Social



Kronlis. Carol, L. and Crowe, Linda, ed.
r.a riei and Neighborhood

Information -Centers. -Urbana.
Illinois. -University -of Illinois,
Graduate School of Library
Science. 1972. Alter ton Park
Institute. No. 17.

J _CrCr TH./11)0.h Tell lie 'Where to Turn;
The Growth of Information- and
Referral- Services, Public Affairs-
Pamplilet:Vo. =128:, 1971.

Turiek. Dorothy Ann, -Ed. "The
-N b o f o rm ation
Center."- R,Q -(Stuntrier, 1973) pp.
341.363.

National Standards, Ii formatiop -and-
Referral. -Write to 'George Pfeiffer,
United- Way of. America, 801 N-. =

Fair ta S trea:, Alexandria,
Virginia, 22314.
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Abandoned Hcitises
see

-Housing Inspection

.

Abortion,Referral

Accounting

Actors & Aeting
.see

Theatre Arts Education

Adoption

Adoptionloreign Born

Adult Education

t
1 \

APPENDIX A

TIP SUBJECT HEADINGS

DETR61T-PUBIXLIBRARY

Advertising

Aged
see

'Canips-for Retirees
Homes for the Aged
Housing for Retirees
Nursin,gflomes
Protective-Service.-Aged
Recreation,for Retirees
Retirees

Air Pollution

Alcoholism

Alumni

A-1

nimals
see-also

Dogs
Humane Societies
Leaderpogs-
Zoos

Animals, Nuisance & Stray

AppliancesSecond-Hand
see-

Hand

1.

..-i
-Apprentice§ ,

1

Archery



Architects

\Art

Art Education

Art Glleries

Art Rental

Arthritis & -Rheu, atism

Arts & Crafts
see/also

Art
Art Education
Ballet.
Ceramics
Dance
Folk -Dance
_lodelmaking
Photography_
Puppets & Puppet -Crafts
Textiles
Theatre Arts Education

1

Asthma

Astronomy
sae

Planetariums

Auto-Recovery

Automobiles

Automobiles, Abandoned
see

Auto Recovery

Automobiles, Stolen
see

Auto Recovery

Aviation.

Babies, Abandoned
see

Protective Services--
Children

Baby Sitters
seek

Homemaker/Housekeeper
Services /

Bagpipes

Ballet

Bands & Orchestras

Banks &=Banking /-

= Barber-Shop:Singing'

IBas meritie&Siteets,
Flooded

iBini ietball

:13a tea
_reifBbieS-

_

-sees ...

otettiVeiSenieds.:'
Children



-Bicycle Licenses

Bicycles & Bicycling

Birds

Birth & Death Records

`Birth,?Control

Birthdays

Black Studies

Blacks

Blacks -- Business

Black--History

Bladder

Block Ciuhs/COmmtinity Council

Blood Banks

Boats & Boating

Bodies-Bequest of

Boiler Inspection

Bonsai'

Boys' Organizations 'r

Braces
see

Medical Appliances/Supplies

Breast Feeding

A-3
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Bridge Game

Budget

Building Inspection
see also,

Housing-Inspection

Building. Permits
see also

Construction Perniits

Burials
see

Funergs

Buses,.
see

Transportation, Group

Business /
see also

Blacks-- Business-
Small BuSiness

Assistat. ce



Business Education

Cameras
see

Photography

Camperships

Camps & Camping

Camp's for. Retirees

Camps for the Handicapped

Cancer
see also

. Bladder
Colostomy
Ileostomy
Laryngectomy
Mastectomy
Uretheorot o my

Canes
see

Medical Appliance's/Supplies

Canoes

Catholic
see

Roman, Catholic

Cemeteries

Ceramics

Cerebral Palsy

Chamber Music

Charities
set_

Funding Organizations
Welfare

Checkers

Chess

Child Abuse
see i ,

Protective Services-Children

. A-4
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Child Placing
see

Adoption
Children-Institutional Care
Foster Home Care

Child Protective Services
see

Protective Services-Children

Child Study

Childbirth
see also-

Infant Care
Maternity Cdre

Children

Children, Blind
. see

Blind

Children; Deaf
see

Deaf

Children, handicapped



!Children, HandicappedCamps
-see

Camps for--the Handicapped

-ChildrenHospitals

ChildrenInstitutional Care

Children -- Mental Health
see

Mental health

Children, Retarded
see

Children. Handicapped
Mental Health

Children's Homes
see

ChildrenInstitutional Care

Choral

Christmas

Christmas Charities

Christmas Trees

Chrysanthemums

Citizen Patrols

Citizenship
see

Immigration & Naturalization

Civic Organizations

Civil 'Rights

ClothingSecond Hand

Coins

Colostomy

r,oluniunicable Disease
see also

Quarantine

Community Centers
see also

Recreation Centers

Community Organization

Condominiums

Conference Facilities
see also

Meeting Rooms

Conscientious Objectors
see

Draft Counseling

Conservation
see alio

Air Pollution
Litter Control.
Nature Study
Pollution
Weed Control

z.



Construction Permits
see also

Building Permits

Consulates.
_see

Foreign Population

Consumer Protection

Conventions

Cooperatives
see also

Food=-Cooperatives
Housing, Cooperatives/

Counseling
see

Specific Subject Heading,
e.g., ALCOHOLISM, MARRIAGE
COUNSELING, etc.

Crafts
see

Arts & Crafts

Credit

Cremation
see

Funerals

Crime Prevention

Crippled Childre
see

Children, Handicapped

Crisis Intervention
s9

Drug Abuse -- Information &/E
Referral

Emergency Assistance -
Poison
Suicide

Crisis Intervention Centers

Crutches
see

Medical Appliances/Supplies

A-6

Cuitinal Organizations

f

i
Cystic,Fibrosis

Dance
-see also

Ballet
Folk Dance

Danish

Day Camps

Day Care Centers

Day Care Organizations

Deaf
see also.

Hearing- Clinics
Medical-AppliaiiceS/Sitp6lie

43



DeafInterpretive Services Disaster. Relief
see.

I Emergency Assistance
Death Certificates

ssee

Birth & Death Records Discrimination
see

Civil Rights
Dental Care

Dental Clinics

Dentists--Associations

Dermatology

Diabetes

Dietetics ,

see
Nutrition

Disabled
see

Handicapped

Divorce
see also

Legal Aid

Doctors
see

Osteopaths--Associations
Physicians -- Associations
Psychiatrists--Associations

Dog Bites
-see
Rabiei Prevention

Dog Licenses

e-7

-Dogs
see tils6

Humane Societies'
:Leader Dogs
RabiesTreverition

ogi, Ninsanee- &Stray

pol§
see, also

-PuOpets & Puppet -Craft

Draft Counseling

Dramatic Instruction
see

Theatre lArts=Education

DropOuts

DropOutsEducation-

Drug Abuse--Education



-Dfug:Ablist---Inforthatien
tlefeiral

Drug -Abuse-=Treatment

Drugs (Prescription)

Ecology
see

Air Pollution
-Conservation
Litter Control
Nature Study
Pollution
cycling
Weed Control

Economics

Education
see also

Adult Education
Art 'Education
Business
Drop-Out--Education

Education (cont.).
Music Education
Theatie Arts Education

Educational Counseling
see also,

Vocational Counseling

Educational Films

Educational Television

Electrical inipectiOn

Elevator. Inspection

Emergency Assistance
see also

DrUgAbtiseinformation &
Referral

MealS,Tree/Nothinal Chai'ge
oison
.Shelter, Temporary
Suicide

A-8
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Emergency
Suicide
Transportationi

(Eindtgency)

Emotionally Disturbed
see

Mental Health

Eglphyselika-

gmployment
see cilso

Youth--Employment

Epilepsy

Ethnic Groups
see

-Foreign Population*,

Ethnic Studies



.-Eye:Bariks

Eye Care

Eye Cliniis

Fairs

Family

Family Planning
see

Birth Control

Farms

Fencing

Fertility Services

Field Trips
see

Tours

Films
see 'also _

-Educational -Films

Financial'Aid-
see

Welfare

Finnish

Fishing

Flying
see

Aviation

Folkliance

Food
see

Food--Cooperatives

A-9
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FOod (cont)-
Meals,_Free/Noininal

Charge-
-Nuttitiont

Food---CooperatiVes-

Food Inspection

Food Stamps

Toodhandler Perrnits-

Foreign Affairs

Foreign Population

Foster Home Care

Fraud
see

Consumer Protectibii



French

French Language

ttinding Organizations

Funerals

Furniture/Appliances,Second Hand

Gambling

Garbage Collection

Gardens :& Gardening
see-also

Bon ,ai-
Chr santlicainins
Ro. es

Gen alogy

Gepetic Counseling

7

German.

Girls' OrganIzations

-Golf

Gonorrhea
see also

Venereal Disease

Government
see also

Government

Great Lalies

Guitar

IlalitWay Houses

Handicapped
see also

Blind
Camps for the Handi-

capped

A 10
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Handicapped_ -(cont.) ,.

Childreit,Jlandicappa
-Deaf
Medical Applianceg/

Supplies-
Mental Health
-Physical Therapy
Sheltered-WorkshOps

/
Handicapped=--Einployinent

see alsTo-

Sheltered:'Workdiops

Handieappedlyeregion
seeallo

Camps'for-thc-_
handicapped

-Health Care

-Health Clinics-
see also .

-Dental Clinics
-EyeiClioics
liming Clinics' -

McntaEllealth4)ut:Patich
Speech Clinics



Healtlicclinics
eea/so

sp ific-subject heading,
EREBRAL_PALS_Y,

"\113-S UtAR.-DYSTROPHY, -etc.

Health =Organizations

Hearing -Aids
see

Medical Appliances/
supplies

Hearing Clinics

Heart

Heating Inspection

Hemophilia

Heredity of Disease
see

Genetic Counseling

Hiking

History
see also

BlaeksHistory.

Hobbies
see

Arts,&.Crafts
Coins
-Dolls
Modelinaking
Photography
-Puppets & Puppet
Railroad
Recreation
Stamps, Postage

HoMe Nursing
see

Nurses & Nursing'

Homemaker/Housekeeper
Services

see
Day Care Centers

A-11 48

Homes, Children's
see

-ChildrenInstitutionallCare

HomesConvalescent,_Nuriing-
&Rest

see
Nursing -Homes

Homes-For The_AgeW
-see -also

Nursingzflomes

Homes For The Aged:
Organizations

Homes For Women
see

Women's Residences

Homestead Tax
see

Tax Assistance



Horticulture
- -see
'Gardens & Gardening

Hospitals, Children's
see

ChildrenHospitals

Hot Liries
see

Drug A4useInformation
& Referral_

'Eln gent). Assistance
Crisis-Intervention
-Centers

Housing

Housing, Cooperative

Housing For Retirees

Housing Inspection
see

Building Inspection

ousing, Low Income

Hu an Relations

Human Societies

Hunting

Identification C ds

Ileostomy

Illegitimacy
see

Unmarried Fathers
Unmarried Mothers

Immigration & Naturalization

Immunization

A-
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Income Tax I
see

Tax Assistance

Industrial Hygiene

Industrial Relations

Infant Care

.

Information & Referral
Servic

see also `.
Drug Abus67Information

& Referral\

Inspection
see

specific subject heading,
e.g., BUILDING, PLUMBING

Installation Permits



Insurance
see also

-SOcialiSecurity
Unemployment Insurance

Insurance, =Automobile

Insurance, Health
see also

Medicare
Workmen's Compensation

Interracial. Marriage

Italian

Jail

Jews

Job Placement
see

Employment

Juvenile_Delinquency

Kidney

Kitchens, Pub_ lic
see

Meals, Free /Nominal Charge

Language Lessons
see

Adult Education

Laryngectomy

Latin American

Law

Lawyers--Associations

Leader Dogs

Legal Aid

Leukemia

A-13 50

Libraries

Iibiajles,Special

Licensing & Regulation
see also=

specific -subject
heading, e.g.,B1C1 LE,
LIQUOR, etc. .

Liquor -- Licensing= &
Regulation

Litter Control
see also

Garbage Collection
Rubbish Collection

Loans

Lutheran

Marriage Counseling

Marriage Records



Mastectomy

Maternity = Care

Meal Planning
see

Budget
Nutrition

'Meali; Free/Nominal
Charge

Medicaid

'Medical Appliances/
Supplies

Medical Services
o(s.

see
Health Care
Health, Clinics

Medicare

Meeting Rooms

Mental Health-In-
Patient

see
PsyChiattic Hospitals

Mental Health Organizations

Mental HeathOut-Patient

Mental'HealthSelf-lielp

Mentally Handicapped
see

Mental Health /

Mentally Retarded
see

Mental Health

Methadone Maintenance
see

'Drug AbuseTreatment

Michigan

A-14

Minority Business
see

Blacks,Business
Small Business Assistance

Missing Persons

Modelmaking

Montessori Method

Multiple Sclerosis

Municipal Government
see

Government

Muscular. Dystrophy

Museums

Music
see

Bagpipes
Bands kOrchestras



_Musiejcont-)
. -Barber Shop Singing
iChamber Music
Choral
Guitar
Opera-

-Organ
Recorders

Music Boxes

Music Education

Music Organizations

Myasthenia Gravis

Narcotics
see

Drug Abuse

Naturalization
Immigration & Naturaliza-
tion

Nature Study

NegroeS
see

Blacks

Newspapers .

Newspapers-foreign Language
see

Yellow Pages

Norwegian

Nurses & Nursing

Nursing Home's
see also

Homes for the Aged

Nursing Homes Organizations

AI5
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Nursing Mothers
see

Breast Feeding

Nutrition

Obscenity

Occupational Therapy

Old Age
see

Aged
Retirees

Opera

Optometrists- -
Associations

-Orchestras
see

Bands & Orchestras



-

Organ_

Orthopedic Appliances
tee

Medical; Appliances/
Supplies

Osteopaths -- Association

-Park-4 Playgiound
Maintenance

Parolees,

-Passports

PenfPals

-Perniits-
itee-

-Specific-subject heading-
e.g:,_CONSTRUCTIONS,
INSTALLATION, FOODHANDLER

Philately
see

Stamps (Postage)

Photography

Physical Examinations
see

- Health Care
Health Clinics

Physical Theraiiy

P_ hyskians-Associations
'see also

Osteopaths--Associations
PsychiatriSts-Associations

Pinochle

Planetariums

Playground Maintenance
see

Parks& Playground Maintenance

A-16

Plumbing Inspection'

Poetrif

?oison

Police/Community.Relations

Polish

Pollution
see also:

Air Pollution
Conservation
Litter Control
Weed Control

-Pregnaney,IProblem-
see

Abortion -Referral
Ad-option-
:Bir.th Co_ntrol=
arnily
Gerieti&Connseling-
Health;Clinics,
Mafriage-Counseling
Maternity Care
UninarriedNothets

5\



Pregnancy Test

Pre-Natal Care
see ,

Maternity Care

Prescription Drugs
see,

Drugs (Prescription)

Prison.
see

Jail
Palo lees

Program Planning
see also

Speakers Bureaus

r,.,erty Rights

Proposal Writing

Protective Servicev.Aged

Protective Services
Children

4-N

Psychiatric Clinics
see

Mental Health Out-
Patient

Psychiatric Hospitals

Psychiatrists -- Associations

Psychodrama

Psychologists -- Associations

Psychotherapy
see

Mental Healthln-
Patient

Health - -Out-
Patient

Mental Health- -Self Help

Public Speaking

Puppets & Puppet Craft

Quarantine

54
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Rabies Prevention

Race Relations
see

Civil Rights
Human Relations

Radio

Radio Emergency

Railroads

Rat Control
see

Rodent- Control

Reading

Real Estate

Recreation
see also

ArFhery
Arts & Crafts
Ba ketball
Bi ycles & Bicycling



Recreation (cont.)
.Bicycles &-Bicycling
Boats &_Boating
Bridge,
Camps & Camping
Canoes .

Checkers
Chess'
Fencing
Fishing,
Gardens & Gardening
Golf
Hiking
Hunting
Pinochle
Sailing
Skiing
Tennis

Recreation Centers

Recreation For Retirees
-see.also
Cainps for Retirees

Recycling

Refrigeration Inspection

Remedial 'Reading
see

Reading

Residences, Women's
see .

Women's Residences

Respiratory Disease
see

Asthma
Emphysema
Tuberculosis

Retardation
see

Mental Health

Retarded Children
see

Children, Handicapped
Mental Health

Retirees
see also

Camps for Retirees
Housing for Retirees
Recreation for Retirees

A-18

Rheumatism
see

Arthritis & Rheumatism

Rodent Control

Roman Catholic

Roses

Rubbish Collection

Rtimors

Safety

Sailing

Sanitation

Santa Claus
see

Christmas



Scholarships

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 Signs, Street
see also see

Veterans Street Signs

Settlement Houses Singles
see see also

Community Centers Widows/Widowers

Sex Crimes,

Sexual Health Information

Shelter, Temporary

Shoes

Sick Room Equipment
see

Medical Appliances/Supplies

Sidewalks

A-19
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Skiing

Small Business Assistance

Smoke Control
see

Air Pollution

Smoking

Smoking Withdrawal Clinics

Snowmobiles



Social Security
_see" also

Medicare

Social Workers

Spanish American
see

Latin American

Speakers Bureaus

Speech Clinics

Speech Therapy

Sports
see

Recreation
Recreation Centers

'Square Dance
see

Folk Dance

Stamps (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
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Substance Abuse (cont.)
Drug AbuseInformation

& Referral
Drug kbuse-Treatment

Sudden Infant Death

Suicide

Summei Theatre'

Swedish!

Syphilis'
see

Venereal Disease

Talking Books

Tax Assistance

Teachers
see also

Tutors, & Tutoring



Teachers,' Retired

Television
see `also

Educational Television

Tenant Rights
see also

- Legal Aid

Tennis

Textiles

Theatre
see also

Su mmer.Theatre

Theatre Arts Education

Therapy, Occupational
see

Occupational Therapy

Therapy; Physical
see

Physical Therapy

Tourism

Tours

Traffic
see

Safety

Traffic Lights & Signals--

Installation

Traffic Lights & Signals--

Repairs

Traffic Signs
see

Street & Traffic Signs

Translation

Transportation (Emergency)

A-21

4-'61
t-asla

Transportation, Group

Travel ,

Tree Farms
see

Christmas Trees

Tree Service (Spraying,
Trimming, Removal)

Tuberculosis

Tutors & Tutoring
see also

Reading

Twins

Unemployment Insurance

United Nations

U.S. Government



Unmarried Fathers

Unmarried Mothers

Unmarried Parents

Urban Studies

Uretheorotomy

Utilities

Vasectomy

Venereal Disease

Veterans

Vocational Counseling

Vocational Training

Volunteers

Voting

Walkers
see

Medical Appliances/Supplies

Water Main.fireaks

Weed Control (Private
Property)

Weed Control (Public
Property)

Welfare
see also

Food Stamps

Welfare Rights
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Wheel Chairs
see

Medical Appliances/
Supplies

Widows/Widowers

Women's Organizations

Women's Residences

Workmen's Compensation

X-Ray

Yoga

Youth
see also

Boys' Organizations
Girls' Organizations

Youth Employment



Youth Institutional Care
_see ,-

ChildrenInstitutional Care
Mental Health - -In- Patient

Youth-Recreation
see

Recreation

Zoning Appeals

Zoos
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APPENDIX B

INFORMATION AND REFERRAL CARD FILE:
SAMPLE SUBJECT FILE AND RESOURCE.CARDS

I&R card -files are usually divided into a subject index and an alphabetical resource file. Resources could -also be listed b

subject.- Usuallv.a resource isiisted once with cross references. The kinds of subject headings will-depend- upon_the lOe

services available.

The next- two pages show sample subject file cards and a sample resource card. These are only- samples, of course,_to,

ad'apied fo the needs of your library.

SAMPLE SUBJECT FILE CARDS

HEALTH

Alabama State Vocational Rehabilitation Service

American Red Cross

Jefferson County ComMittee for Economic Opportunity

Jefferson County Dept. of Pensions and Security

Jefferson County Health Department

Lions Club (Eye examination and eyeglasses)

Rotary Club (Hearing testing)

Social Security Administration (Medicare and

Medicaid)

LEGAL AID

Alabama Department of Pensions and Security

Jefferson County Committee for Economic

Opportunity,

.
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SAMPLE RESOURCE CARD

Kinds of inforination to include on resource cards are: complete name of agency, address of main office and' IOC
branches, telephone number of main office and branches (including whether or not:the phone is answered by a recording
and the hours the phone number is, in senice, hours and days the agency is open, name of the contact perscin(s) in- th

agene,), ser%ices offered, eligibility requirements for services, costs of service, if atly papers a potential client must bri
(such as a social security card, birth certificate, etc.), and other information as needed.

.

. Jeffer,3n County Health Department \
Public Health Building
1912 8th Avenue South
Birmingham, Alabania., 35233 \ Telephone: 324.9571

Person to Contact: Dr. John Smith.

Services-offered: I. mobile unit chest x-ray at frequent interials; 2. 14
17 chest x-rays when recommended by physicians, routine immunization,
3. Bimonthly 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 communicable diseases.

B-2
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APPENPIX.

DATA COLLECTION FORMS

The following forms were adapted from experimental forms used by the TIP program at the Detroit Publie Librar
record questions asked, number of requests for information, and the kinds and frequehcy of outreach work done. T
forms will help to assess the scope of work completed as well_ as show possible gaps' in community service. (Pattern
questions can lead to areas where programs may be needed. For example, if th.ere are many questions about VD, the fibi
may want to sponsor a program about VD prevention and treatment):

Keeping a subject file of questions asked will cut down the amount Of duplicate work. These forms are only used -wit
referral is made and not for information-only questions.

Three sample forms are shown: (I) a work sheet; (2) a monthly statistical report; and (3) a community contact forth.

Date: E:3 Telephone

WORK SHEET

Walk-in

Patron's name: Phone and/or address:

Question:

Narrative:

Call taken by:

L

Sources consulted:

Resource File Directories Pamphlet Materials

Information only E)

Referrals made: (continued on next page)
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Phone calls made:

for-patron:

where:

information required:

with patron:

Where:

information required:

Question completed while patron on phone 0
Necessary to work on question and call'patron.back

Approximate length of time spent answering question:

If caller is other than patron:. Name:" Agency or affiliation:

How did patron hear about I&R service? E Media 0 Agency En Other

. CI Outreach =1 Friend or relative

0

Follow up

Date:

Successful referral 0 yes

Comments:

Additional information

no

and'referral necessary Oyes Eno (If y_es, attach new work sheet.)

Signature
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;

Name:

Phone:Phone:

COMMUNITY CONTACT FORM

Address:

Contact person:

Type of Contact

Elschool block club or community council

E:j recreation or community E inirsin,.0. home or senior-citizens
center residence

club or organization El service agency

E3 city department El other

Method of Contact

0 scheduled visit ED attendance at meeting

EDappointment-for interview E speaker at meeting

ED other

Time Spent.

Result_of Contact

'El publicity and information
EDadditional resource for referral

Future or continued contact recommendations

113 return visit; frequency

Staff Menther:

Date:

El church

= commercial area

El individual

telephone

ED drop-in visit

E3additional contact suggestions -

cooperative services a)td/or programs

:3 no further contact necessary; comment-- El meeting attendance
frequency--

Library:
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Library:

Month:

!MONTHLY 'STATISTICAL REPORT

estions Conipleted

Walk-in Telephone Individual Requests

Agency or organization Referrals Information only
requests

Average length of time between receipt and completion

Follow-ups

Required add'l information or
referral

UnablIto answer

Telephone calls

...____ Regular 3-way Toll free number

Average number of calls per question

MAJOR SUBJECT AREAS:
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0

1. Materials Selection for Disadvantaged
Adults

2. Asse mg Community information and
'Se ice Needs

3 Using Pamphlets Disadvantaged
Adults

4. Deposit Collections of Special Materials
for Disadvantaged Adults

5. Utilizing Volunteers in Expanding Library
-Setvi.:es to Disadvantaged Adults

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

7. Evening and Weekend Library Services fcr
Disadvantaged Adults

8. The Library as a Community Information
and Referral Center

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

10. Working with Library Trustees to Expand
Library Services to Disadvantaged Adults

11. Reader Guidance Services for
Disadvantaged Adults

LIBRARY SERVICE GUIDES

12. The Recruitment of Disadvantaged
'Adults: Effective Publicity

13. Conducting Tours to the Library for
Groups of Disadvantaged Adults

14. ABE-What Is It?

15. The Relationship of Disadvantagement to
Library Services

16. In-service Training of Personnel to Serve
Disadvantaged Adults

17. Adult Education in the Library: ABE,
GED, CLEP, and the Op.). Urn% -rsity

18. Book Tals: Zncouraging .-ihrary
. Materials Usage by Disadvantage' AOults.

19. Techniques for Teachers: Teaching the
Application of Basic Skills to Everyday
Life Problems

20. Displaying Materials for Disadvantaged
Adults

21. Bookmobile Services: Moving the Library
to Disadvantaged Adults

22. Expanding Library Services to the Elderly

23. Using Audiovisuals With Disadvantaged
Adults

24. Expanding Library Services to the
Institutionalized

25. Interagency
and

The Public
'Library and Agencies that Serve
Disadvantaged Adults

26. A-justiiig -School 4jbrarics for Use by
icadvantaged Adults

. 27. Speakers Bureaus . for Disadvantaged
Adults

28. Maintaining Separate Collections o
Library Materials for Disadvantage
Adults

(
29. Client Participation in Expanding Libr

Services to Disadvantaged Adults

30. The Role of the College Library in th
Education of Disadvantaged Adults

31. Public Library Services to You

Disadvantaged Adults

32. Working with Elected Officials to Expa
Library Services to Disadvantiged
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