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This report presents the results of theJl)IALIB prOJect a: study supported by the . )
National Science Foundation, * to 1nvest,;gate online bibliographic search in a public T
library setting., We hdve attempted to capture not only the formal evaluative material,

! . > , ..
but also the very'\viluable mformal‘comments expressed by participants. | .
' J . ' . . ) - '
& 4 4 . . . [
The report is given in two volumes: oo T 2 L

Final Repo°rt. This volume, describes the project, and summarizes the evaluation °
material given in the Annex. e . . -

‘
- * . I

-~ Annex: Evaluation Report. This volume presents the detailed project evaluation .
prepared by Applied Commumcatmn Research" 1t prov*1des extensive statistical tables, !

and detailed analyses of the results obtained. o .

N Lt pﬁq‘:‘_ k
N . - \“ ' .
Copies of the two voluges are avajlable frOm Lockheed Informatmn Systems while the

supply lasts, and thereafter from the’ National Techmcal Informatmn Serv1ce (NTIS)
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This executive summanﬁ folLows the same general struct&‘re as the geport the reader

can refer to the approprlate section for further information on any of the toplcs.

'
) ¢ o
-

. «

1, DESCRIPTION OF THE §TUDY = . . . . e

- PN \ ¢
- . -~ ‘\ - . ’ - |

. The DIALIB Project was a 3- year experunent that 1nvest1gated the potential 'of the -

" " public 11brar5 as a "l,mklng agent" between the public and the many machlne)readable

data bases currently accessible via the telephone line using online term,glals. Free

ser& ice was offered for theé f1rst year, ong-half the cost of the search service charges

’ vvere passed on to the patron for the second year, "and the full cost of search’ service
was charged in the third year. Four public: 11brar1eg1n Northern Cahfornla, ‘members
- of the Coo_perat;ve Lg? matlon Network (CIN); were the major ‘participants 1n the

study add1t10nal libriries in other parts of the country we }Antroduced for a 6-month

°. period in thegr{\ddle of the second year to obtain subJect1ve evaluatlons. Two of the

original CIN libraries carried through for the th1rd year. The substant1ve évaluation
_ data’ were obtained from the CIN 11brar1es the other libraries prov1ded sub]ect1ve

e

comments and evaluatlons . R \

> L

The study 1nvestxgated the fo, low1ng questions: - N /

e Isonline search of use to-the patrons of-a public 11brary‘?
.® What impadt does: such a system have-on both the library and the patron?
i What condR’y,o‘ns are required for succesgsful use of online reference search ‘
in the publicylﬂibrary? , )

— N

° What are the fmancxal and marketing aspectg of such a,serv1ce?

T - “t
/

The mvest1gatlon)was conducted by_Lockheed Ixrformat&)n Systems, and Lockheed also

previded the DIALOG onhne \mformatlon retrieval service.. Evaluation waS‘performed

° ses .

. ¢ l O .
LOCKHEED PALO ALTO _RESEARC.H LABORATO_RY

v - . )
» LOCKMEED MISSILES & SPACE COMPANY., INC ¥ »
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experts 1n urzous specmltzes of pubiic hbrar;zanslup, marketlng, &nd information

During the DIALIB e'fcperiment ACR gathered data on user characteristics and

. add)imn through inervi lews w1th the participants and ‘statements subfmtted by the

" - 2. ONLINE REFERENCE RETRIEVAL e : o 2

. . .*+  .LMSC-D560986
- I e el b ameeins L e

by Aprl),ed Communzcatzon Research (ACR), a nonprofzt behavioral gesearch firm in b

_ Palg 1to, Calrforma The prolect was reviewed by an overszght committee of five .

science. . - ’ ‘ e .

4
- LI .

attztudes, cost of search, offhne and online search time, data bases used, “etc. In

participants, some of the 1ntang1ble aspects of the experzment.vy ere documented.

e A\ . -
- L

“a . . ¢
. .

The Lockheed DIALOG. Information Retrieval Service was useéd’in the study. The
hbrarles accessed the sy ste’m us1ng a typewriter- hke termmal that is acou\tlcally
coupled to the telephone 11ne (An ord1nary handset is placed in a receptacle of the -
terminal:) Approxim2tely 18 data bases in educatidn, sc1ence technology, soe?a‘lh
sc1ence and busnﬁ‘ss were. ava1§1ble at the start of the Project. Th1s grew to 36 data
bases by the end of the second year, and to more tham 60 by the end of the third year

° - -
. ' -

. \ S, .
3. EVALUATION SUMMARY ‘ L

e Are the results generali_zal)l:e to other public libraries? ~ ™% ' , ‘ . -

€ o - ® . « . [

)

-

A ;g'reat‘si’milarity of time and cost elements was fouhd betvs;een pairs of libraries
during the pay period, desplte dlfferences in library pOpLilatzons orgamzatzonal struc—
ture, et¢. The time and cost data should therefore_be apphcable fo other publlc

. libraries. There are d1fferences in sub]ectlve Judgments on varzous aspects of online
search in the pubhc library, as indicated in the comments glven in Append1x B, but vﬁa '

feel that I‘1brar1ans will be able to find comments and mformatlon pertinent to the1r

L(')CK.HEED PALO ALTO RESEARCH LABORATORY - L -
1 , LOCKXHEED MISSILES & SPACE COMRANY, INC '

A SUBSIDIARY OF LOLXHELD AIRCRASF! COI'OI’A!IO“w
. . - .
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e How manyssearches wereJ>erformed'? . \

NN R \ - SRR
. The four CIN libraries performed 1,236 searches .durmg the first year,of tree service,
and 611 searches dunng the second year when one-half the usual DIALOG costs were

' passed on to the patron In the third year, when full DIALOG costs were c‘harged 326

o sedrches were performed by the rema1n1ng two libraries, . ) X LY.
= . Bl < .
3 ‘- . . N ,’ B . i ) ‘\ ' =< . "ﬂ/‘ - ; 1 , .
¢ ’ . ‘ . e 3 * ' . : v -
! ® “Who were the users of the service? . B - .. X .
, - . . » ~ ..,, : o . ‘ ) + b3 ‘ E
i . The pr1nc1pal user groups were graduate students, educators, techm,cal profess1onals, .
and llbrarmns Most online searches were requested either as part of the patron's ) .
jOb oy for. research papers N - ’ L
P L A A A
e Were the users satisfied? . . B o -, .
14 T - ‘ . [y ’ :
. 7 + ’ - -
N ‘ )) é

About 707 of the patrons during both the free and pay perlods’ mdlcated that the results

i

of their search were of s1*gn1f1cant value to tﬁbm " . o
- . . .* (( ! . - ) » ) * : 4
. e What is the cost¢of a search? S I T, ..,
- : N oo ) b N
"An average search costs about $6 in staff time ;(about one hour of offhne preparation .

and online search), and about* $20 in onlme s,garch charges (about $11 for online time
and $9 for prmtouts) This does not 1nc1ude the termi‘nal cost of $125 a month. About .

60% of the searches had a search service cost f less than’ $2O .. . S
' I, » . . , / <
‘e Should the uger he—fpresentgat the search?’ £ - . . ? -
. . - " N - ’ . o . - . d
£y . - T, " - C I

4 < v - 3
'I‘he user was invited to be\))resent while the search wa§ conducted more frequently in -

the pay perlod (50%0) than ih the free period (15%). Th1s supports prev1ous findings ~*
that experienced searchers "tend to allow the user to part1c1page in the- search more than
do less experlenced searchers In add1t1on, fears that patr;on presence slows down the

t

search prOVed to ke unJusthled,k part1cularly in the pay per1od

. .. ¢ W, a
. . . - . - N I ¢ -
- A . ®s ’ .
A ‘ -, . . - XV * . - ‘W . -
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+ @ What does it take to make online service "come .alive' in 4 public library ?

-~ £ : Y * 5
. T . . m’ N ¢
» * v - - .
. N -

.
’

Personnel and fundzng determme whether online search cemes alive; the .attitudes and
support of the library director and the head referénce librarian are crucial to the suc-
_ cess of the venture. Un_less both are‘flrmly committed to work for and support online
eearching, the probability of suiccess is at best 'marginal.‘ The personalities and com-
mitment of individual librarians are also a.key factor:
’ ' ’ - =~ '
A source of funding must be found to'cover the staff costs, search service costs,
‘terminal rental and communication casts. These funds ds may be: ‘provided through the
11brary budget " through u*sez) fees, or a combination of both., -

*

o What background should the Jguﬁhc library have for onhne search servzce to be
: sut:cessful'?

‘e ] f \& -l ) - .
It is lmporta?lt that the hbrary ha%e some experzenoe 1n deahng with in-depth reference 4

w
L

questions, and have 1dent1f1ed th‘é"ta get group of users of thlS servme.

R
cec L d .. . -
. ey .
) N .
.~ 0

° What impagt has the DIALIB experiment hoadji.n the field? - . ¢
PN - = . i - ;.r T T

» . .

. . Lo o PO
‘l \‘ ‘ b .

Great interest was shown in themany riapers and presentatzons g1ven durmg ﬁhe 3-Year

period, and over 600 copzes of’ the TWOaYear Interlm Réport were d.tstrzbuted bt ’

* . o ¢ >
1) : - . .

K Y i .
.

S a

(We have not mvestzgated whether any pubhc 11brar1es have begun offermg online
.‘ceference as a result of DIALIB; we encourage any such libraries to contact us o that

* we can mcorporate this mformatzon into future ed1t10ns of thls final report )

<& L e’ /

»

- °
<@
LN

e Did all the DIA7LI‘B libraries continuae to offer online service?

. "’\

) T, . I

_ Two of the four CIN hbrar1es ﬁave retazned online search service, San Jose Public

Lzbrary and San Mateo County Library. Of the other 11brar1es that partzczpated for
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. %Ve should have planned how to deal with var10us levels of demand In particular,
u

L]

. - N r ‘e . ) ’ - ‘. . )
. / , . i h ‘ ‘LMSC-D560986

[ moﬁths . Minheapolis (INFORM), Tulsa City-County (INFO O), and Cleveland (Facts ' .
fora Fee) have  retained onhne search The Long Island L1brar§ Resources Council _

offers onhne search only for very speélal requests, while Houston no longer offers

. . AN ' v -
. . . '

-

the service.

.
- PR -

‘o What would you do’ dlfferently if you were repeating th1s experlment‘?

A &
.

®s !

. .

\

ring the 1 year of unrestricted free searchmg, ‘the demand for the.service was too
great for convenient hbrary operation. 'Each of the CIN libraries should have set a
lumt on the number of searches that could be ha.ndled online, and established policies
concermng use of online serV1ces Thi's would have av01ded the overload condition '

during the first yvear, and would have made the l*lbrarlans more amenable to publiciz-

ing the service Huring the subsequent pay perlods I )

“* . N

We found that branch librarians' are. reluctant to solicit requests for onhne search k

when 2 entral hbrary is performmg the actual search. Since much of th.ls reluctance

ig due to lack of acquamt’anCe with onhne search and a lack of feeling of part1c1pat10n

we should have t\amed at least one person n each branch to .act as the "local agent"

- .t

<"+ of online’ search in the brafidh.

. .
& ,
. . >
. 4 >

,4. PLANNING FOR ONLINE SEARCH | L

o
RT3

Nine key requirem\%n’ts for online search in the_nublic library were identified:

" (1) Negi fo establish the scope and limits of .service
2 '(2) Needto carefully cons1der the unpact-of the service on staff time
(3) Importance of ~staff attitudes toward the role of reference services, and ' " ' ~ '_
itoward fee based«search (where appllcable) o . . - .;\‘.‘ .
(4)0 Importance of obtaining suitable fundmg for both the search serV1ce a.nd ‘the -
supportmg staff ) . P . »
(5) Need for promotional planning ‘ ' C. -

(6) Need for ongoing.staff training

&*

S " LOCKHEED PALO ALTO RESEARCH LABORATORY. - .

w . " ~
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- A

) (‘7) -Neled for a "criticalmass" of searches to maintain staff proficiency

’ (8) Need to maintain adequate support documentation - Py
B. - . -~/

‘k‘ 9). Need for developi‘ﬁg management and evaluation pohc1es for the onlipe 7

Y

sérvice oo

‘e N '

Y .

Although all the public hbrar‘ in the DIALIB study used the fee-for-service approach
onlme search and fee for .service are not mexorably hnked However, if free se1:v1ce
is to be offered, it is crucial that policies be set up that assure the ability of the
library to deliver effective service to its chosen cliéntele.” This was not dong during
the DIALIB study free period, and the CIN librarians were overwhelmed by the de-

mand for online searches. , ) s

™ e > . -
Y £ N

5. CONCLUSIONS . . N Foy

. ,
» .- . . .
- @ Marketing R o L . {\“_

The DIALIB experunent has shown that there is a market for isting data bases. It
is made up of employees of small businesses; of students from colleges and un1vers1-
ties who do not otherwise have convement Aaccess to onhne searchmg, of md1v1dua1s
who are starting a. business, domg personal research or mvestzgatzon and of local .
gov.ernment officials. Other users of the servzce came from government agenczes of

all sizes and descriptions, and small h1gh—technology firms. '

v

' , .t

o inine search and the public library  * -

- N o

The tradmonally tramed public librarian does have a var1ety of sk111s that are
X

mvolved in DIALIB, who had no prevzous traming in onli’ne search became skllled
&« QSearchers ,Howevegr, the maJorzty of pubhc 11brar1ans spend very little time m

' leﬁgthy, in“depth, personahz‘ed searches for a ‘patror;”and the avazlabzhty of onhne
search in the public 11brary ra%pes phllo,sophlcal questions of how much service is to

»

be pro<~1ded for whom, when, where, and at what level, - » NN

» —~— r
. .

\ N . 9 @‘k '
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/
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dlrectly app11cab1e to the kinds of sk111s reqmred for gnline searchmg. Mahy librarians
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1.1 THE I_)IALIBSTUD¥ _ o ,

'public. What is required as sho

- Ll\/ISC—D560986

A .

busmess. Several retr1eval serV1ces su'ch, as. the Lockheed DIALOG ® system and "the
System Development Corporat1on 's ORBIT system offer such s&vice at rates ranging®
from’ $35 to $150 an hour, depending on the data base used, In addition, thé user must
pay the commumcation cost (the cost of a direct telephone call to Gahforma or
apprommately $8 an “hour via a loeal Tymshare br Telenet port) and termmal rental .

)

' _cost (approxijmately $150 a month mcludmg ma,mtenance) . I

N -

A decade ago, such online access to large, b1b1iographic data bases was restricted to

large governmental organ:lzations that had the financial assets needed to prepare large
data bases and to access them 1n an efficient manner. As a result of reduced computer

. and communm'ations costs, 4his access has b en extende;l to mdustrial users, and
'umvarsrties at a reasonable cost thr, ugh more tha.n 15 serv10es in the United States

(Ref 1). nsive use of these serwces is made by the general
: schematically in-Fig. 1-1, i8 a "lmking agent" to

bring together the-data base resources and the general user public.

As yet however, no e

N

[}
’ .
* |
i A LI
~
. * Al
IS .- e - =
- s . -~ -

.In late 1973, Lockheed Information Systems submitted a proposal to’ the Nat1onal
"Science Foundation to conduct a Study to examine means by which the public library

could actas a linkin‘g agent to the general public in prov1diFg’ online mformation )

v

-retrieval services.

v

In 1974, thé Usér Support Progra.m ‘of the Office of Scienee Information Service *
Nationai Science Foundation established a grant to enable Lockheed Informatioﬁ

5 B
. - . * -
*Now the Divisfon of Science Information,
' “ . - 1-1 't . . R L
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R M T
Systems to worlg_\1th the Codperatzve Informatlon Netwprk CIN), an information .

cooperat1ve in' Northexn Cahforma to establish online search services using the

.

DIALOG Sy stem (see Appendix E) in four Cooperative Informat1on Network pubhc
hbrar1es The project is, referred to as the DI,ALIB broject. JApphed Commumcﬁtmn
Research Inc4 (ACR), a nonprofit behavzoral research firm in Palo Alto, Callforma

was selected to perform af mdependent project evaluation.
NI S VR .

-

The NSF g‘rant summa.ry was as’ follows

-

.
@ M A
-

S The purpose “of this prOJect is to conduct an operational experzment to test
the feasibility, economic viability, and utility to users of using the existing
library systems to provide public access to computerizéd (onling) scientific
and technical ipformation- services (query, search, and retrieval) hereto-—
fore ﬁnavallab and inaecessible to either the general public or the scien-
t1st/eng1neer in smaller organizations; and to determme the impact of such
services on both libgaries and service users. The project entails-a two-
* “ _ year program to be. carried oyt in several librarie of the Cooperative -
Iniormatzon Network of San Mateo and Santa Clara Countigs in California. °
The online retrieval capability, which will be provi v the Lockheed
DIALOG system offers access to a wide range of engineering, sc1ence,, .
psychology, agriculture, and educational technology data bases, mcludmg
. NTIS, CAIN, ERIG, INSPEC, COMPENDEX, and 'PANDEX.. Statzstzcal ta
are to be collected and analyzed with respect to (1) utility and utilization
X " of public libraries as technical information d1ssemmat10n centers, and )
. - (2) marketing variables and matketing methods for motivating new users
of services providing online access to scigntific and technical informatjon.
Basic smdy areas include the investigation and analyszs of the financi
administrative, user, technical, and marketing aspects of computerzzed R
onlme information setvices in relatzonﬁ:o other hbra.ry servzces.

I ¢ . 4 . . .

o

Thus, some of the objectives of the smdy.were the following-‘ g - ve

‘ 1) Determme how useful an online retrieval service is in meetmg the needs
of the general pubhc. o n . ' ¢

LN

(2) Develop auser prof11e that will assist library admi"nis“trato.rs»in identifying
the prmczpal users of the system the ability dfepatrons to pay for system
use, and the type of mforrﬁatzon patrons requxre. Lo ~

/

(3) Examme the effect of the online servzpe on the library reference service
and isolate causes for acceptance or reJectzon of the service. .

(4) Determine the actual costs of providing such a service and outlme the
' factors contmbutmg to thése costs. ) v ‘ Lo

~

N (5) Ident1fy the specific characterzstzcs of different 11brar1es which would have
. ) ~ an‘effect on the operation) : \ '
. . [ *
Gt ' e : 1-3 - )
. { t
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«In September 1976, the Nat10na1 Science Foundation extended the time-period one
addltlonal year so that we could obtain evaluation data on the 1mpact of'cHargmg /

°, ‘patrons for the full cost of search as well as to develop a more complete conceptual

o
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framework for the study. ,

. . Lo . ,
It must be kept in mmd that the experzment involved pubhc libraries_operating under ‘J
dlfferent admzmstratzve policies and not under strict experzmen‘tal control. Thus,
Wwhen we gy to communicate the W f the study, we are like the btind men inghe ~.
fable, each touchmg a different part of the elephant, and trying to commumcate the

’ nature of the creature to others. S

-

DESIGN OF THE STUDY

The study was or1gma11y deszgned as a 2- year @udy in which the first year of onhne

service was to be provided at'no cost to the 11brar1es and the second year was to be |
“at o,ne—half the usual charge for search tlme. The four C,IN—member pubhc 11brar1es
were {o
Becau%e

the onhne searcﬁ service cost's on to t‘he patron, while they paid for library personnel

ditermme how the funds for the second-year operation were to be ra1sed

severe budget cuts experlenced by these’ hbrarzes, they all chose to pass

' “and’ .commumcatzon costs. (The termmal rental, about $125 per month, was paid by the

grant ) Durmg the third. year of the study, the full cost of onhne“search service yas
also passed on to the patren,, h )

-

-

et

LR

{
\J

1

The libraries each determmed how the onlme service was to be integrated i into their

t

.

system. Since each oj the libraries was in a different county/city Jurzsdzctzom and
‘was orgamzed somewhat d1fferent1y from the others, different approaches were taken
to. serving the public. There was, therefore, variation found in the evaluation da’ca
from hbrary to library; and this variation is discussed in Volume II of the Two—Year
I.nterun Report (Ref. 2), | ’ ’ ‘ . .
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1 2.1 Pro;ect Coordmatzon

- - ¢ . ’ " ¢

- " ' ) 4 o
es of the pro;:ect monthly rew@v meetmgs were held to iron out
to‘rewew the ACR evaluatzon requ1rements but, by the second yéar
etings were ‘Tequired. The 11brar1es algo submlijed monthly reports to

Lockh‘eed indicating problems experzence w1th the system, and suggestlons and

In the earljr :
difficulties -
_very few

these reports were then c1rcu1ated to all the partlczpatmg hbl‘anes,. a. & j ;
. o N T
- » . ,' .‘Q . ﬂ; - L 4 N
1.2.2 Publicity .o . L T hes b ;

é) Public hb'rarres have always had the problem of pubhclzmg thezr service to attract
the attention of potentlal patrons. With the inception of onktine retr1eva1 serv1ce and
particularly with fee-based s ’ﬁa}eh/ th1s becomes an even greater problem.\

Early in the prOJect it was reahzed that a pub11c1ty expert was re&red to coordinate
and develop publicity for the onlme serV1ce and the CIN Onhne Comm1ttee recomm.ended
Mrs. Evelyn Helmer, Pubhc Informat1on, San Mateo- County lerary. Her four-
stage pubhcaty plan is g1ven in Appendlx D. ThéTrbrarzes

se to use minimal pubhc1ty
dumng the second #nd third years because th}ey felt that they could not devote staff toa

1]

large demand, . . {

1,
u—‘- - .
. . . N
x§ o4 . v e . ° .
i < . ) e @ o
Librarians from each of the participating libraries were given the standard Lockheed

, 1.2.3 Librarian Training

il

2-day trammg course, and they\spent about 1 month fam1har1‘zmg theimselves w1th }
‘the system before deﬂmg with patron searches. As t1me wént by,:skzlled searchers
left and others were tramed to take their place, usually by‘sending them to the T
Lockheed trammg pr, grazm In addition, librarians attended spec1a1 data base -
presentatlons such(as those) given by Pred1casts or by Bzosczences Informatzon

Service (BIOSIS) in nearby cities.

..

" *latest features of the system, offering hints on system use,, a.nd ind1 atmg character-—o
. istics of the latest data bases ava11ab1e. They. also recezved "DIALIB Notes "

t

<

-

L. 3

.

Ml”lll’

SUBSIDITARY

of

lOCKN!l‘D

{

1-5,

SPAKE

/‘

AIRCRAFNICGRPORATION .

).

-

Q

.

Searchers received the DLALOG Chronolog, a monthly pubhcatzon deScrzbmg the

an .

-~ N

A

22 :':-- . -

. LOCKHEED PALO-ALTO RESEARCH LABORATORY

LOCKHELD

- g\
COMPANY,S INC 1

Y
¢




) . : , . LMSC-D560986
[ - ’ ) - . Q’- . t

. N
* . .,
* S

—_— . &.

mformal series of notes #hat d1scussed the1r common migtakes in searching, new
data bases, and interesting,starch techmques Durmg the second year,” searches

e werc rewewed and the results of this review were discu‘ssed in these DIALIE' not_es.h .

N -
< <
’

y It must be kept in mind that DIALOG was in a period of rapid expans1on during th1s
—yéar period, during which time the number of data bases increased frgm about

18 to over 35. In the third year, the number of data bases ingreased to over 60. Thus,

in some of the remarks of the remark‘s of t epartzczpatmg librarians given in- !

Appendlx B, one will find statements about the lack of time they had to keep up with th1s

»

rapid growth, -

< 1.3 ROLE OF THE STUD{;PKI/%TICIP'ANTS

¢ <
v 1 .
R

o

The followmg org zatzons participated in the study. The1r spec1f1c respons1b111t1es
with regard to the 'study are indit cated. . e . .

° Jomt Board of the Cooperat1ve Information N\etwork (CIN). CIN is an orga.mzanon
- consisting of. representatwes of publzga\nd private libraries in San Mateo and

- —- - ——" -Santa Clara Counties; -in Gal}_fozzma, which has-been in existence for nearly 54ears
Its purpose is to deal with mutual problems, share mformatzon resources, and .

coordinate. joint activities of the member libraries. The role of the Joint Board
of CIN in the present study was to.review overall progress of the stu}y, and make

”

policy decisions,| as required. y A

t CIN Online Retmeval Comqﬁi'mttee. ThIS comm1ttee was appomted by the GIN Board
to act as.liaison with Lockheed Informatlon Systems -The Online Co e
consisted of Mrs. Patrlcza Bergsing, Burlmgame Public L1brary, and Mr. Dona;ld

- " . Fuller, Santa Clara (City) Public Library. :é"? : B S T

*
’ Fye

e Lockheed Information Systems. Under Dr. Roger K. Summit, Project Director,
and Mr. Oscar Firfchein, Principal Investigator, Lockheed grovided the overall

management technical guidance, and r'oordrmatxon In addition Lockheed was
responsible for providing the DIALOG onlme retr1eva1 serv1ce and trammg of
library pe@onnel Lockheed px;epared per1od1c reports or the National Science

- " Foundation, conducted rev1ew meetmgs and reviewed ‘searches performed by the

" libraries. - : ) < S S T )
‘ . i oo 1-6 - - ~. . s
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' o Applied Communication Research. "Project evaluationzwas imtially the responsibil - ' ) |
ity of Dr. Alice Ah.lgren of Applied Commumcatl.on Research, Inc. , a Palo Altq -, ‘
'nonprofit behavioral research firm. She wa% respons1ble for preparation of the

-“evaluatjon tools coordmation with the libraries concerning ‘their use, and a.nalyszs
- and reportmg on the results. During the third year, Ms _Carol Van Fepmond as- L.

sumed these duties under the superv1s10n of Dr. Colin Mick. v

@ Oversgight Committee. To xeview th'e progress of the experiment, an Oversight

Corpm1tteecons1stmg of impartial experts in the field: o? experimental design, :
public library admmistration and user studies was fo;med. The cOm.m1ttee R

) cons1sted of’ Professor A Rubenstein (Northwestern University), Mrs. Virginia . " .
Ross Geller (Geller and Ross), Professor Charles Bourne (Univers1ty of California,
Berkeley) Mr Forrest Carhart. (METRO), and Mr. Douglas Ferguson (Stanford . .
Libraries). Cornrnents of Seve}\al members of the Comintttee are given in '
Appendix G. ° ’ - L o o

L

\Jlg__w CIN Libraries.* In June 1974, the CIN Board selected four libraries for the eXperi—

L

ment, with each library representing a somewhat different type of library service:
a large city (Sa.n Jose Public Library); a county library in a suburban area (Santa’ : Lo

Clara, County Library at Cupertinoj; a county library headquarters with very little

walk-in traffic (San Mé_t'eo County Library, Belfnontj; and a smaller city library

with much walk-in business (Redwood City Publi’c'Library) The libraries prov1ded

the serVices of the reference librarians, paid for communications costs, and pro-

vided space for the terminals. In addition, the libraria.ns gau@talks and presenta-

tions to varioys eivic and governmental oi'gamzations to publicize the serVige. o .. v
Figures 1-2'and 1-3 show the terminal locations in the four CIN libraries., All' but k

the San Mateo County installation are-in patron areas. - o .

; Non-CIN Libraries.* After the first year, the NSF suggested that the expe.riment

' be expandect to include tho se libraries able to-deal with nonsubsidized search. The '
thent was to obtain experience m passing ﬂie full cost of the search on to the publ‘Ic

. 11bra.ry New libra_ries would be given free demonstration tim€ and a free termmal
for a 6-month period but would be billed at ﬁlll cost of a DIALOG search. The

R ~ i - . T . i -
*Descriptions of the libraries are given in ‘Appendix A, Library Profilés. - -
. N - . <o T s . . . .
. ] - i . . - & ;ﬁ . .
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' The highlight events of the pro;ect a,xge given below. Details were given in the
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h 11braries could then pass this cost on to the patron if there was no mternal budget K }
to support this service. L<I‘h1s would provide data on the acceptance of a- full-charg‘e
system by the pubhc. Four pubhc 11brai"1es agreed to particlpate in tie pro;ect '

 Minneapolis Public Library (INFORM); Cleveland Public Library (FACTS FORA -
FEE); Houston Pubhc Library; and the Long Island Libra_ry Resources Councﬂ. A

»

" complete descriptim of these libraries and their participation was given in
Appendix A of Anpex 1, Two Year Interim Report Ref. 2. In addition, the Tulsa
City-County L1brary (INFO II) was prov1ded w1t}1 traimng and demonstration time
durmg the thiréiryear The comm.ents of the non-CIN 11brar1ans are given in -
Appendix B of the present report, ]:

. .
‘e . b
. »‘, . N .
< L.
‘/ [ S ¢ B 3
ks
.

1.4 PROJECT'CHRONOLOGY

e
'S

I3
‘s“”-

Quarterly Reports ‘indicated. A hs‘t' o.£ pi*o;ect meetings and papers presented is .
given in Appendix . . )

-

’

June — August 1974 (First Quarterlygeport)

® Participating libra;cie's selected by CIN Board, . ..

® Legal agreements prepared and sig'ned between the libraries and Lbckheed

. Oversight Committee selected, and had.first meeting at Lopkheed Palo*Alto
Research Laboratory. ) . #

3 Opemng ceremonies at the San Jose Public Library with attendant pubhcity g-

.

® Meeting with heads of partimpatmg 11brar1es regardmg pricing pohcy sfor
second year. : , \ )
e Installation of terminals, training of-library personnel, and initial operation.

J - . Y
*

'Se Jtember Novembe'i' 197'4 (Second Quarterlleeport) E \ » .

‘e s

e User evaluation begun by ACR w1'§h d1str1but;on ‘of questionaires and forms .
® Problems arise because high patron use of the 'system overloaded the refer-
" ence.staff. . : - o
° Publicity plan, Stage 1 (distribution of bookmarks, posters and brochures),
and Stage 2 (promotional mallmgs to lpcal busmess) carried out. Many news-

1 - L4 .
a

.
.3

paper stories appear in- local Jpress.

|, “ T 29 110 -
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December 1974 — March 1975 (Third Quarterly Report) . : . ‘

Intensive preparation for the fee portioh:' of the study. Participating libraries
. declde that restricted budget makes it 1mpos sible te budget anty library funds’
for project, and that all such costs will be passed on to the patron. Members
of Overs1ght Committee’ express dlsappomtment that not even to}en funds are
: forthcoming from libraries. ,’ - : , A
' ® Because, %the high 1eve1 of search act1v1ty, part1c1pat1ng libraries request . ‘
" financial support for search personnel. NSF approves a $10 per termmal hour
subs1dy for this purpose (demonstratron tlme is not \Iuded)
e’ "Standard search" proposed by Lockheed because of concern expressed by IR
librarians concerning cost of search to patron. .
® Crisis at San Jose Public L1brary beca:use of an overload.condition created
by San Jose State University students.. A request was made from the 11brary V
*ﬁto the City Council that 1t be allowed to w1thdraw from the proyect request is
denied because of use to commumty San Jose L1brary School provigesa =

graduate student to deal with overload, and.s1tuat1on is resolved. -

@ - ® Legal form for fee period is de'veloped by libraries.

o Oversight Committee meets and discusses the Sarr Jose situation, the need
for development of & pricing policy, and the need for more 1nterpretat1on
: in the evaluation data. ’ :

° Pub11c1ty efforts are cut back because qf,}ugh system use
¢ D ﬂ

¢

*June 1975 — August 1975 iFourth Quarterly Report)

® Initiation of feé for service. No fee collecﬁon d1ff1cult1es are exper1enced.

» Number of seatches drops to 10% of previous free servwe searches. o

® ACR completes analysis of first year of free. operatlon. : RS N ' ’ o
® Cooper-DeWath time study to determme d1str1but10 ~5foffline and online \
’ time is carried out’for ACR. - . A/' : a ' ) )

-®

An additional day gﬁ-trammg is provided to librarians.
® -Project is expanded to four non—é‘ﬂ\l 11brar1es in other parts of the country

L]

using nonsubsidized search. - oo

=)
¢

. "‘ L}
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September 1975 — December 197ﬂFﬁth QuarterLy Report) { - ."}‘

" Janiary — March 1976 ('Sixtmuarteriy Reporg T o

.
»

® Oversight Commzttee meets and recommends that two térm:nals be subszd.lzed
for a third year of full-cost search operation, as requested by CIN libraries.
However, the Committee ‘expresses concern that continued external fundmg
will' delay a full assessment of nonsubsidized on}ine searﬁm the public
library. B - ‘ N

o Search activity increases from 115 last quarter to 187 sea.rches this quarter °
(Septembe', October, November). .

® Newspaper advertisements produce little pubhc response. ‘

® An intensive mailing is sent to a cornmumty having a targe number of

professionals.

. . -

f—\ ~- a
"
]

June 1976 " s

LY

« '

® The number of searches shows a sharp mcrease for this quarter, from a
total of 187 in the previous quarter to 254, - . .

e Dr. Ahlgrén of ACR visits the non-CIN libraries and reported on their

,\'\_

characterlsucs. e ! 4

*

® The search volume for the ‘unsubsidized libraries proved to be extremely- low. o

® The response to the CIN mailing to a commumty with a large number of

professzonals proves to be quite low. ' \
e A detailed review of searches is made by Iockheed duru!g this qua_rter to

determine common sea.rch errors.

-

-

s

. ,
. o ~ . . ,

[ Ox'/ersight, Goxnhlittee meets to review ‘draft of fI‘wo—Yea:I'.Repor’e; recommendhs
that third: year of the study be devoted to providing‘a conceptual framework
and to the e'valuation of full-cost, of online search to patron. v

® Redwood Clty Pubhc lerary decxdes to d1scont1nue partlclpatlon due to
budget lumtatzons. (See statement ‘of Lisa Naef Appendix B.) . -

B - * -
. S e i1z "
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' Séptember 1976 L TN s '
. e National Science Foundatm@pproves a time extens1on for a third year of .

)he study in accorda.nce w1th1the Over,s1ght Commxttee recommendatmns
0 Two—Year Interim Report is fssued, =+ - ) )
e After several months of. part101pat1on in thee third year, the Sa.nta Clara
County L1brary (Cupertmo) decides to dlscontmue part1c1pat1on (see reasbns | .
given in the statement of Barbara Campbell Santa Clara County Librarian,
v "AppéndxxB) / Y o . ’:" .

, - Tulsa City 'COUDtY L1brary is given demonstration time and training. SN
. : . - ¢ ' N \ . ‘
' June 1977 . o - - r -

| e At the conclusion of the DIALIB study’, San Jose and San Mateo County
libraries decide to retain online searcfl using a fee-for-service approach.
The aneapohs (INFORM), Cleveland (Facts for a Fee), and Tulsa C1ty-

’ ' " . 'County (INFO ). pubhc libraries also contmued their fee- based approach

o ’ to online service. &
’0 A B ~ s
. ) : s

.o ' - . .‘ . . ' ",

o

o3 34
e A , . R . “ B

k4 "
S, .o ’

LOCKHEED PALQ ALTO RESEARCH LABORATORY

» LocKknELD” ’nossuts & seAacE comraNy, INC -~ .
A SUSSIDIARY OF _LOCKMEED AIRCRAFT CORPORATION -
. g2 . - PN . £

o »

-




Y4

o, LMSC-D560986
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-

ONLINE REFERENCE RETRIEVAL

This section provides some background on.online reference retrieval. ' The fee
structure ‘used in the DIALIB study, and the effect of fees on search volume are

K
3

also' indicated ’ .
AV

2.1 DIALOG@)RETMEVA‘STEM S . -
Cot . . a A ‘

The Lockheed DIALOG Ihformation Retrieval Service was used in the study. Approxi-

mately 18 data bases were available at the start of the Project. By the end of second

year, over 36 data bases in science and technology, business social sc1ence and ’

psychology were available, as shoWrAm Fig. 2-1. (Note that the cost of eachldata base

is also 1nd1cated ). By the end of thedurd year, over 60 data bases were available.

An annotated search, indicating the sequence of operations used, is given in Fig, 2-2,a

L4

and the DIALOG system is descr1bed in Appendix F. Although the DIALOG service was

used, the results of the study should be applicable for public libraries using an online
search sérvicedhat is accessible via telephone lmes using standard terminals, and

offering a variety of data bases of general pubhc mterest ) . I

To perform a search, the user¥d1als the telephone number of the search service and'
obtains a hlgh—pitched tone md1catmg that the computer is available. The telephone )
handset is then inserted mto the acoustlc coupler which is pdrt of the termmal A
message requesting the user password is printed out on the terminal. After the pass-
word is. aocepted the user specifies the des1red data base and then enters search
terms via the keyboard Search terms can be na al la\nguage (English) or numer1ca1
"codes (sUchaas product, event, or concept olass codes) for some of the data bases.

* The user is aided in selection of search terms by being able to have terms displayed

that are.alphabetically close to an entered term. (For some data bases, termis that
R *‘.ﬁi«& - . . 0 . B . -

. _) T . S~
s o . .. .
2 . . . 2-1“' : - .
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LOCKHEED INFORMATION SYSTEMS | ~ : .

DlALOG® INFORMATION RETRIEVAL SERVICE/ BT £

. Worldwide ‘Access to Worldwide knowledge o . C o
~ OVER 12 MILLION CONTINUOUSLY AyAlLABLE REFERE'NFES FROM WORLD'S PRINCIPAL DATA BASES — .

X

P

SCIENCE » - .

BIOSIS PREVIEWS (SdS/hr) - Worldwide coveroge of the life
-+ * sciences (1942 to presenr)

. - . Q
SOCIAL SCIENCES . ) .
o AIM/ARM ($25/Hg) — Abstracts of Instructiopal ond “‘scarc'\
motenols (1967 to pvescnl)‘, . N

ERIC ($25/hr) — Ccrnple'c doro bose of educational materia  from

o CA COND, TES ($45/hf) =Bibliogrophic doto ond keywords (44
for chemis chemicol engineering from Chemicol Abstrocts . the Educohonol Refsources Iniormohon Center (1966 . iresent). "
Service (CAS] (LY2 to present). . o EXCEPTIONAL CHILD EDUCATION.ABSTRACTS ($%5/v) - Literon )
CA SUBJECT #JD ALERT (860/hr) = Subject index heodings ture of educotion of hondicopped ond gifted childrer 117~ 0
ond CAS Registry Nmbers for CAS documents (1973 to present). present). 2

. CA CHEMICAL NAME DICTIONARY ($60/hr) = CAS Registry
Numbers, CA Index Nomes, ond moleculor formulos for CASI

A
CAIN ($25/kr) —Worldwide coveroge of ogriculture from the j“
Notional Agriculturo! Librory (1970 to present). \ >

COMPREHENSIVE DISSERTATION ABSTRACTS ($55/hr) — Doc- -
torof issertotions from occredited universities (mostly U.Sv)
(1861 to present). -

< SCISEARCH® (870/hr) = Index 1o the literature of science ond

technology from the Imhr\ne for Scientific Information (1974 .
to presenr)

-

TECHNOLOGY/ENGINEERING

CLAIMS'*/CHEM ($150/hr) ~ U.S, chemicol ond chemically ,
reloted potents plus some foreign equivolents (1950 to present).

* CLAIMS™/GEM ($90/hr) = U.S. general, electricol,'ond
mechanicol potents (1975 to present).

® COMPENDEX ($65/hr)— Worldwide coveroge of engineering
litercture from Engineenng. Index, Inc. (1972 to present).

o INSPEC-PHYSICS ($45/hr) — Worldwide coveroge of physics from
the Institution of Electricol Engineers {{EE) (1969 to: present)t

. o INSPEC-ELEC/COMP ($45/hr) — Electricol engindiring, computer
; science, ond control engineering from IEE (1969 to present).

-~

ISMEC {$45/hr) - Coveroge of me chani col engmeermg ond engi=
neering monogement (1973 to present).
METADEX _($80/hr} — Coveroge of metollurgicol literature includ-=
ing Metols Abstrocts Index ond Alloys.Index (1966 to present). . .
METEOROLOGICAL ABSTRACTS ($50/'hr) ~ Worldw.de meteoro=

) logicof ondﬁeoosrrophysicol fitergture (1972 to present),\

L] NTIS‘($35/hr) Complete Goyernmenl Reports Announcements -

doto bose ¢overing governmenl reseorch from over 240 ogencies
(1964 16 present). '
OCEANIC ABSTRACTS™ (855/hi) ~ Coveroge of worldwide ocgan-
ogrophy ond manine-reloted literature (1964 1o present). f

WORLD ALUMINUM ABSTRACTS ($50/hr) ~ Coverage of techni=
¢ol literoture ronging from ore processing to end Use (1968 to

LANGUAGE AND LANGUAGE BEHAVIOR ABSTRACTS '355,'hr) -
Coverage, of speech ond lmguoge potyology {1968 to picrent).

® PSYCHOLQGICAL ABSTRALTS ($50/hr) — Literoture wn =, -h~l =
ond other behoviarol sciences (1967 to present).
o SOCIAL SCISEARCH ™' | S70/hr) - Multidsscipl nor 4 .
the sociol feiences (1972 to present). . .
SOCIQLPGICAL ABSTRACTS ($55/hr) - In-depth cover.:.s of ¢
saciol ond reloted oreos (1963 to present).
., I
L) = .
’ »
. . -~ 4
. » . .
. . Co.
BUSINESS/ECONOMICS 'k\ :
o ABI/INFORM ($65/hr) - Coverage of business, finonce, ond -e= .

lofed fields (1971 to presenty. R

CHEMICAL INDUSTRY NOTES ($90/hr) — Coveroge of the . mi=- =
col ggocess industries from Predicasts, Inc., ond CAS (1973 ~
, preﬂ\r) f
{ SOUNDATION DIRECTORY (860/hr) - Descriptios of over 200
foundotions from the Foundohon Cenrer(momtomed on curre
bosis) .

FOUNDATION GRANTS INDEX (860/hr) - Cumulonon of g
records from U.$. philonthropic foundotions (1973 to prese- .

PTS DOMESTIC STATISTICS (§90/hr) - Time seriesond forec .. ¢n '
uls. cs, d grophics, fi , ond producnon IS AN XN
present},

PTS EIS PLANTS (890, hr) — Doto ondclossificction of inausnial
plonts in the U.S, (momlomed on currenr bosis).

o PTS F&S INDEXES (§90/'hr) - c..:\ym to orticles relevont o busi-
ness reseorch (1972 to present)

o

o PTS INTERNATIONALSIAM ST 90/hr) = Time series onc
forecasts on forqugn economics, demogrophics, finonce, ond
production (‘97&““”'). . . N
® PTS MARKET ABSTRACTS ($90/hr) — Worldwide coverogé of Chem-

icol Mork®t Abstrocts ond Equ:pmenr Morket Abstrocts (1972 to
present).

e, PTS WEEKLY (¢90/hr) - Cunem ond extensive coveroge pf

present). chemical ohd equipment market information, reloted to Morke'
. \ Abstrocts File (1972 to_present).
¢ Indicates data bases avallable at inception of study, June 1974 - . ey
B . ‘@ e, A
Fig. 2-1 DIALOG Data Bases (by End of Second Year) S
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¢ PERFORMING A DIALOG\SEARCH

P

™ The patron is iriterested in references to harmful food additives, and the librarian® -
*  “therefore chooses thé National Agr1cu1tura1 Library ‘Data Base that has a Food and
‘ Nutrition file. 'The set of references-pertinent to the term "food additives" is figst - -
selected, (There are 217 such citations, ) Then sets pertinent.to the terms "harmfuf "
» "dangerous, " and 'ageletermus" are selected, (Sets 2, 3, and 4, respectively.)’
Finally the librarian combines the sets by ANDing Set 1 w1th t%e set formed by ORing
ts 2, 3, and 4. The resulting Sét 5 has 13-citations, and to See which of the mem-
ers of t}ns set are relevant to the request, the 11brar1an requests that titles:of the
first three citations bextypetf out. Because the third citation seems to besof most in-
terest to the, patron, the librarian requests the more complete citation for this title,
. Further mformatmn could have been obtained by requestmg the abstract for that title,

When many ‘sitations are to be prmted the 11brarl1han will request that the «citations De-
printed offline and be mailed to the library. Note that the ent1re cost of this termmal

.

. sess1on was only 32, 08 . : . . .

“

BEGIN 10 £
29a8uq77 11302316 User9701
$U.0o 0,003 Hrs Filel0 |
FilelOsAGRICOLA 70-77/JULY
‘Set Items Uescription (¢=1)Rn=AND;-=N()r)
SELECI FooD AoDlerEs
1 &7 rOOD ADDITIVES
SELECT HARMFUL
2 345 HARMFUL
SFLFCT pANGER()US e
200 JANGEROUS . 4 =
SELECT m:LET&:RI()us
4 28 l)ELblE-Rl()US
? COMBINE | AND (2 OR 3 OR 4) .
13 I%AND (2 OR 3 OR 4) ~

s

7 TYPE 5/6/1~3
P *

1148126 ~ e - NN
HD9000.1.F64, 1D NO.- /6-9440303 '

Openly confronting public anxieties over food safety
- -
2

1101207

470 SCI2 1D No.- 76-9431333 f'? : -
Colo‘r Addltlves! botched experiment leads to banning of red dye noe

2\\/ - . . ’t . * . -
1066852 o

TP455 F65 1974 FAN AV 1D NO,- 75-0428341) )
* Food additivess beneficial or deleterious (Audlotnpe)

.2 TYPE 5#2/3 -
3

1066852 ‘ :
1P455 ,£65 1974, FAN AV . 1D Vo= 75-9420341,

Food additivess beneticial or deleterfous (Audiotape), -

AAAS Symposium on rood Additives, San Francisco,, 1974 session 13
Amerfcan A*soc«iat}'onofor the Advancement of Sgience

Washington , 2 audiotApes in cassatte. 4s. 60 min.” 1974 ~
QESCRIPTORS~ Food Adaxtlvns. rlavor, Research, Fortification

o ‘.

s

‘

? LOGOFF : e
29auq// 11104749 User9 /0l '
$1e08 0.043 Hrs Ftlelo 4 Descriptors
L()(J)FF 11304353 .

dﬁﬁ%gg. 2-2 Typical DIALOG Search
¢ Pt .

2-3 Y
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are conceptually close to an entered term can be displayed.) The system then-indicates”"

~r

the number of document citations in the data base that contain the specified term(s),

. and supRhes an 1dent1ficat10n number for this set of citations. Sets can then be com-
bined using the AND OR, NOT operators. Because of the command language used,
,and becauseskriowledge of the data bases is requ1red a search 1ntermed1ary who has
I . been tramed to use the system usually performs the actual search,

o S . .

2.2 SEARCH.FEES °

[E
a

™~ =

-
<

-

As indicated previously/_,the parﬁcfpating libraries 'chose to paiss the cost‘of searching
on to the patron durmg the second yea_r pay period. We will not d1scuss the pros and
cons of fee for service in the public hbrary, the 1nterested reader is referred to Ref. 3,
and the comments of the librarians m Appendlx B. For aii a.nalysns of the cost of online

' searching, see Sectlon 3 of the Anﬁex volume, and: Ref 4. ‘

. v - <

2.é‘.1 Fee Structure | o ' _

s

\

Th?re is no fixed monthly cost aSsoclated with subscrlbmg to the DIALOG system.
Instead, search cost is computed on the bysis of "connect time, 'f, the acmal clock

time that the user is connected to the syste 1 Th1s connect tim€ cost va.rles from data

,)‘r

ey

”t

base to data base .as was 1nd1cated in Fig. 1-2.

<

N
.

a

. — v R
. Because they were concerned abeut the cost of sea_rch to the patron, the pa_rt1c1pat1ng

-

v

Ve

.o

3

IS

librarians requested that an alt rnatlve fee structure Je provided for the exper1ment -
Therefore two different fee structures

©2 structure that did not d'epend(jn connect time.

were offered to the pa.rt1c1pants a ""custom sea.rch"‘that had no 11m1tat10ns *a.nd whigh

was based on one-half the tisual

prints.

-
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q%mect time costs and a speclal ”standa.rd sea.rch" .
“ata flat fee Qf $5 per search that"was hm;ted to‘a smgle Hata base and to 20 ofﬂme
Flgure 2-3~shows a ﬂyer that explamed*these two types of search to the public, .

-
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"+ See sample on ather ‘side. <
> 1

. . ‘{;: - )
+_DiAde-
' CONPUTERIZED INFORMATION RETRIEVAL

. . , .
DOES YOUR REFERERCE QUESTION REQUIRE MORE
THAN A STANDARD, MANUAL LIBRARY SEARCH

perhaps a computerized search will find what you-are loaking for in the field

of education, agriculture, psychqlogy, science, engineering, or business. S
P

For your conveniénce, the foHowjng plahs are-available:

1.

Standard Search

A search will be conducted in one
ten sets‘and. 20 printed citations.

data base. There is'a 1limit of
It is sulgeSted that it be used . .

to search a 1imited subject or to search a subject on a preliminary _ °
basis,‘ier ,toqe.tting up a custom search - LT .
Cost: $5.00 . - ‘ .
. i : ol ’
2. Custom Search ' td -
This search can be as extensive as necessary to fully examine the |
material available on the subject. -

om searches, and the .

Cost: A $5.00 dépgsit is ‘required for all ¢
balance is payable on completion of the search, at the time the off- y
1ine prints are picked up, . ° . . . T
N i 4

' y . = ® .
* If your particular subject is —-j
“ pare' or unexpiored, the computey

may seek in vain, PerhaszL-A,.
will not call up a single citation,

- [ =
This system will, compile a sizable
bibliography for you if the subject - |
is currently of great interest or
if 1t has been heavily researched.

Tob much JUST_RIGHT

Please nemember, if we seanch and find nothing....thene i still a change. « -
1§ you chose o custom seanch, ‘it might be costly.. So please, fon your ~ . N
l;?y«t'a sake, and oun peace of mind, discuss your plans dith the Librarian ®
one seanch is initiated. Then pexhaps, we'Ll atl communicate happily
forever afler. ° s . ] o R
Brought to you by: Cooperative Information Network
_Lockheed Information Systems and the National Science Foundation .
S ' .

& N v o.

.- . - - - - .
Fig. 2-3 Flyer Explaining Fee Search to Patron . : : -

.
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Contrary to our e{(pectations the standard search was used only 'a small fraction of
. the time.* Two possible factors that 1ed to this light use were (1) the ~ability of
performing a custom search in the low cost data bases such as ERIC at less than $5,
and (2) the restr1ct10nto a s1ng1e data base was found to be too confining. - N

.

2.2.2 Mechahics of Fee Collection

. Hbr’ly g

. /ﬂl'\- E -

Fears Aere expressed that the 11bra:r1es would encounter much difficulty m fee
collect1on, both because of refusal of a patron to pay the balance of the fee due to

d1ssat1s-fact1on with the results, as well as by patrons who fa11 to pick up their results .

their results and to pay the bala.nce due For tIi1s reason, a contract-like form was
— prepared and used as shoWn in Flg 2r4. In add1t10n a procedure was established

so that a disgruntled patron could obtain a refund if the search was forwarded to
Lockheed for a.nalys1s and it was found-that the search had indeed been incorrectly
.performed. (The library would refund the money to the patron and Lockheed would
, ‘credit the library's account for that amount.)

~ . .

»

-~ =z

In actuahty, there wexe no requests for .refunds and no defaults by the patron. It
\. surprlsed the librarians to have some of the patrons md1cate that they thought that

theT search would cost even more. (See Appendix B for some librarian comments

co cermng fees and the collect1on ) Nome df:the 11brar1es used bank credit card .

opﬁratlon, but several estabhshed accounts for several repeat users. -

-

.
- -

P 2.7. IMPACT OF FEE ON SEARCH VOLUME N
, ; T

The impact of fee for service on search volume is shown in Fig. 2-5. Note that the

./ search volume rose during the free period from 55 searches in September. 1974 to
approximately 300 in May 1975, for the four CIN libraries. In June 1975, when fee,

—— ¢ -

N ‘ NEPS
*Only 14% of the searches were standard searches.

-
-
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SAN JOSE ,PUBLIC LIBRARY
- - DIALOG SEARCH AGREEMENT °

% R
DIALOG makes it pos;iblc to search A large nunber of documents, periodical
articles, and research reports and compile a blbl_..%raghz on a concize subject.
DIALOG ls not designed to provide ansvers to specific questions. The results -

of a search are largely dependent on the conciseness of the ‘definition of .
subject matter desired and the keywords or phrases chosen by the patron to N

describe, it. . . s
Two types of DIALOG searches are available: N\
STANDARD SEARCH ~ e T - .
. , Cost: $5.00 prepaid: ! o
¥ Conditdons: Search will be conducted in one data Base. ’
i A limit of ten sets can be formed.” -
) v A limit of twenty citations can be printed on-lins.
.. . Additional off line citations can be pm.nted at
five cents per cxtatxon . , o ‘
CUSTOM SEARCH . O B . - O
. " Cost: $5.00 deposit must be paig.on all custom searches. 7 T
, . The balance is payable on-r\mpletxon of the search '
’ _or"at the time the off-lins priats are pxcked up. o e
"The charge will be fifty percent of DIALOG s - £
- ' commercial rate / 1?3 .
‘ , , & ;}. -&r ‘.../r/
' ’ Conditions: Search can be extensive as necessary to fully search T ,
N . ¢ the subject. ‘
< s - - - 4
~ -
e -4 . * =
I have conferred with a hbrarian and discussed search terms and strategy. I .
understand that a cost will be incurred whether the search is successful or
not “and agres to compensate the Librapy for such costs. I have read the
*DIALOG Sedrch Agreement" and request Jthat the San Jose Public Library perform
. a . search. -
Date: Sigljxature
. AMOUNT DATE .- KECEIPT # )
. Standard Search , . . Lo ¢
' Off-line Prints___ @ .
e Custom On-Line Cost .- .
» Custom Search Total - -
! Custom Search Deposit ;-
o Staff and Connect Time n/c . . » s
' Balancé Due ) - cot
*» ) . - . -,
- Search Number P Librarian //
(Please make check payable to the San Jose Publxc Ltrrary) -/
f - LEY
[N . ' .
. Fig. 2-4 Typical Fee for Search Agreement
- . P — * .
v ' ,
-~ Coe 2T :
, - ' 39 hs
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for sérxice“wasminifiated, the search volume dropped precipitously to 29 searches,

It should be’

As indicated in
Section 3, San Jose displayed a fa.lrly stable search volume across all 3 years, while

- San Mateo exper1enced a s1gmf1cant drop.in search volume with the imposition of
search charge% The online search activity for fhe entire 3-year period for San Jose
‘and San Mateo Co"un y is given in Fig. 2-6..

but rose during the year until 77 searches were performed in May 1976.
noted that there was considerable variation among the libraries.

Note the var1at10n in demand from month
to. month a s&tuatxon that leads to staffing problems. : : .
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ST Section 3
~ | 7", EVALUATION SUMMARY T
« ©ne of the principal purposes of the evaluation conducted by Applied Communication N
o Research was to provide public library administrators with data which would allow
them to make decisions about the ut1hty of providing an online search service through
the pubhc hbrary and to determme what the cost of such a service would be. To
accomphsh this purpose, case studies were completed for each of the four CIN
libraries for the f1rst 2 years. These stud1es were continued into the th1rd year for
the two remammg CIN hbrarzes (The non-€IN hbra‘rzes participated .for 6-month
. penods? to supply subjective evaluations; these llbraries are discussed in the Eva,luaeb;‘-.
. tion Annex of the Two-Year Interim Report, Ref. 2, and comments from these librarjes
. appear m Appendix B of the present report.). - . . 1 S

- .-

1
Data for the case studies were collected through four major instruments: computer

command summary sheets; search-request forms completed by both the patron at the .
¥ time of the search request and by the librarian upon comple,tzon of the. search follow-
up questionnaires completed by patrons after recezpt of the results of the search; and
interviews with worldx;g l1brar1ans, head reference librarians, and library

administrators. - a7 . . P

The evaluatzon was aimed along three major dimensions: descrzptzve analyszs of .
actual searches, a.nalyszs of usage patterns and. user characteristzcs _and analysis df
hb;c'ary impact. Search statistics included information on search costs, staff time -
devoted to online searchmg, location of soutce documents, and time to complew%e

search, Usage patterns and user characterzstzcs mcluded mformation on user occu-
pations, reasons for searth, level of education, " type of questzon,. value of search to
pafrom number of useful c1tatzons, and source through which patron heard about the

availability of the online service. Library impact analysis included an assessment of
[N Y 8 - *

- o . [
9 . \
, . . . oo . s;f
. . ‘ ) ) ’ &%
- . ST 3
. 3-1 . :
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the impact of an online service on the reference service, thé reference librarian, .
library policy, _g.nd the commumty served by the library. Changes whléh occurred
within each evaluat;on dzmenszon between the free and pay perlods were alsd 1dent1f1ed
and dl'?cussed ’

The folloWing evaluation material only highlights some of the data collected during the
course of the-evaluation, For more complete information, the reader IS referred to
‘the Evaluation Annex volume, and for a very complete discussion of the methodology

of referencép service evaluation, Ref. 5 should be consulted. . -

- .
LS

3.1 CHANGES IN THE ENVIRONMENT

r

It is importa.nt to point out that the DIALIB experiment was carried out in a changing
environment influenced by societal conditions, changes in online search services, and

: . o . \
changes in awareness of the professzon concermng online sea;rchv

° Soc1eta1 condltzons * The-3 years wére 3 time of mflatzon during which local

government was under great pressure to keep the cost of government under
+ control. Public 11brar1es had their budget ither cut or“mamtamed ata

constant level, and the nising cost of books and serials, coupled with rising

lalox costs, made life difficult for hhrary administrators. This economic

factoF is one reason fot the enormoué growth of library networks.
Changes in online search services. There has been a large growth in the

.

"™ number of data bases offered by the search serv1ces in the past 3 yea.rs.’

- This growth resulteﬁ*m a greater subject Breadth in online retrieval, and
has( een a move to more humamtzes and social sciences offerings: There
have been .cost reductions brought about by decreg.sed commumcatxons costs,
as well.:as competition_ betweén services. The system \reliability for both :
communicatioris and search service'has improved, and training coﬁses and
materials offered by both the search services and the data base purvevors'
have also improved considerably during this time., - ’

-
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°® Awareness of. the profelsion. When the prOJect began, there was little in the

way of books, ]ournals, and* papers Goncernmg online-search. This has now
changed, and there are now tWo ]ournals devoted to online search. In addition,
the Spemal L1brar1es Association and the Ameridan Library Assoc1at1on
offered seminars and dlscusmon sessions on the technical aspects of online
search, as well as on the philosophical questions (such ag fee for servme)
that often arise in connection with online search,

.
.

Within pubhc libraries, there was increased use of networkmg and increasing

- automation of r0ut1ne library functions. There was 1ncreased staff awareness of
online searching. There was also increased demand for developmg new means for -
meetmg the information needs of the public.

In short, the environment within which the DIALIB project took place was far fr s
static. ‘ ‘ . T . e
3.2 RESULTS OF THE STUDY | - T N

. '
e N A

When the experlment IS V1ewed across all 2 ears, a number of trends appear'
y
- v v 4

° The personal1t1es and comm1tment of mdiV1dua1 librarians contmued tohe °
. »a key factor in the success of onlme search in the public hbrary b
e Staff time contmued to be perce1ved as the major problem by the partlcipating
libraries throughout the study. s
e Searchers tended to use only a niarrow subset of the available data bases to* "
_answer client questions. ; B ) L -
® Search costs did not appear to be a problem to the patrons. Althgugh there'
e ‘was a significant drop in the number of searches conducted when the initial
_ charge period begain (in Year 2), the movement from half- to full—pay mode .

(at'the beginning of Year 3) did not significantly impact the search volume. -

’ (; ® There were significant shifts in the kinds of people whq used the servme
’ "' across the 3 years of the experJ.ment -, , ; N
.'. . . ﬂ/’ém b ’ o

A #
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: ' ‘ Lo
° The value of a search to the patron remained h1gh in going from free,_ to
one-half fee, to full fee, ’ : . . P .
° The patron was present more often in the second and tlurd years (50% of .the
searches), compared to the first year (15%). 6 5 ‘ T
® As the libraries became more experienced in onhne searchmg, the1r time -
performance appeared to become more uniform.
( - v .® P
These trends are discussed in more detail beldw. "
3.2.1 Importance of Individual Librarians

K4

e

? R 4 * k0 .
The major trend across the 3 years of the project is the impact of individual personal-

ities upon the success of the search service in public libraries. During the course of
‘ the project, we observed the impact of persona11t1es at all part1c1pat1ng libraries and .
at some non-CIN 11brar1es as well, Although it is difficult to support with data,; we
feel the persona11t1es and commitment of 1nd1v1dua1 11brar1ans are the key, factor to the
success of onlmea’Searchmg in the public 11brary ‘In essence wh?lf{s needed isan
entrepreneur — somebody within the 11brary staff who becomes a strong advocate of the
" service and is wﬂlm‘g to promote it both w1f n the library and to the usei“commmuty.

[
s *

v . . e A ;

N =

Three spec1f1c goles determme the suceess*of onh.ne searchmg 1;1 public 11brar1es
the searcher, the head reference” 11brar1an and the library d1rector
The searcher is responsible for the actual interfa,ce between the client’ and the search
’serv1ce. Two basic types of slels are required query negot1at1on and onlme seargh~
Query negotiation is common ‘to all reference work and onlirie search sk111s are,
to a certam extent, extens1ons of trad1ﬁon-a1 11brary search skills, Some people are
~ much tore adept at onhne searching than are others, but in general it is a sk111 which
' _can be learned, We fee1 the skills and personahty required for the searcher can be .
folind in most reference departments; all that is requ1red is traming in the use of the
online, search service and in the use of specific data bases.\

ye * Y
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© 3.2.2 Staff Time

LMSC-D560986

a
3, .

Although the .qualities reqyired for online searchingare not particularly difficult to

fill, the qualities 'requirez of the head reference hgrian #nd the library director _

are rare and difficult to find. These roles require a strong personal commztment to

_the service and a sense of entrepreneursth. Without the strong support and cormmt-

ment of both the head wference librarian and the hbrary director, the potential for the
success of online search1ng ir the public hbrary is at best marginal, ' -

<

- .
ll - . [

All four CIN libraries perce1ved staff.time as their maJor problem Patticularly
durmg the free periog, , all the 11brar1es found themsef‘\}es hard-pressed to handle the

. demand for staff t1me generated by requests for online search In the transition from

free to pay service, the librarians decreased their average online Search time from
23 minutes to 16 mihutes. (This was partly due to increased famzharzty with the
DIALOG system, but a major factor was also the desire to keep the cost of the search
to the patron as low as#ssible. ) However, tlus time saving was offset by increased
offline search preparation time which increased sharply between Years &d 2, and

dropped slightly in the third year. ., . o

- . .

. PN
e EY

The dlstrzbutzon of average offlme preparatzon t1me for the 3 years of DIALIB 1s
shown in Fig, 3-1 The most dramatic change is in the searches not. requiring prep-

AR
»

'aratzon time: almost 50% of the searches.used no offline preparation time in the first

year, whlle less than 20% of the searches requlred no preparatzon time in'the third
year. On the other hand, while about 20% of the searches requlred 15 to 25 minutes
of offline preparation t1me in the fzrst year, more tRan 40% of' the searches required .
15.t0"25 mmutes of preparatzon t1me in the third year‘({f fullx;-fee service,

-, . o -

r o, A *@e d LK) -
An mterestmg comparzson of the«average staff time forsa search for the four CIN

of DIALIB, Note how, the imposition oT fee for service had httle effect on the San.Jose
and Santa Clara County libraries, but caused an increase of about 1/3 in going from

e

. &
)
,
.
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. libraries is shown in- F1g 3- 2. These data were obtained m the first a.nd second years -

.‘.



7
3Id2V4Ss

*NOllvsOdso

. <5
AIVEDNIY GRINNION 40 ANVIGISENS \‘v,(:ﬁz

T SIVISSIW, GIIHNDOY .
¥ O7lyd G33HMD07T

CANVY4AWOD

A¥OLYHA8VYT HjuVBGBU oL

INI

~

s

.-

“ 9-¢

>

A
L
Sy
(7
s
X
QO
o
5
7
L
o)
-
Z
w
O
oL
w
o
l‘ -

S
o

f.

8

N
o

- - N
- . B
. - FY < -
. 1] M hd v
~ . a i . 1Y
b d [ 8 ¢ .
: . L3 N
7 - ¢
t
. »
-
- . ’ s )
’ »
~
> a
. P .
v o
3 - . :
. M 4 «

;‘rw

S

©

°

R - L ] . e
N2 )
: KEY ‘,

123

1, 2, 3 INDICATE
YEAR OF STUDY -
g EREE PERIOD;
1/2 PRICE PERIOD; :
- 3'=FULL PRICE PERIOD) |

n" :
- Us o '
L) ~ -

L+ 9 -

L Y. . S, .o
4 * o 4 -t ;{. - : e . ¢
v . - ¢ = = .,
. & Y .

F1g. 3<-1 Average Off- Line Searati é?%paratién Time (% of 7Searches Versus T1me) -

v i A S
. . ’ .-
. -
PO .
el
“ . .o 3 . P
. < N B
. . ., L r o . 4
2 .
- .
.

OFF&NE PREPARATION TIME (MIN)

4

/_/ 3\ ‘ - . N -
AN . 43 . . -
“e(g ) ﬁ ‘ 2. 2 . J -

‘ ks Z 1 | & R ™~ N
. ¢ N ’ @9, ™ [ . _ . o~

. S A P Tt . - ] I 1 3 - 3 .
AN | S | | ul - 1 1l :

e, 15= 25 30 35 40 - 45 50 - 65

70= 90 .

-

¢ . L T

-

986098a-DSIN'T




FREE PERIOD °

]
<

,v : . S " Litdc-Dssosss | .
. - . ~

{

N

-y (SILANIW) PIL VIS VIOL

-
A
A

} ‘ ¥, ,
m ) .. ) mx )
M.n..._ ) ' - a wr A O., \ ‘“,J
ES Ol sy g, s
R Bt . o > M ¢ . MM
.,. e - D~ - °: g
IRy, ez
. . 28 4
. T . . o %
: . - > <
, . IIlyOyThuyhhat mmw ¥
— — ,Mcm .mm.« |
\ e
L1 1 T TR SR S s
8 R 8 .8.% 8 & 2. o <8

Lo 3-7

. - - . .
LOCKHEED PALO ALTO RESEARCH LABORATORY

.—OA.:.-:.:.;::,-nvbn-moxsb,zf .QA . .,q
A SUSSIDIARY OFf logkHEED AlncRarT CorPORATION




.
-

-

" data base cost.

_ more preparatlon tune was needed to search the mfrequently used data bases. .

~ * ¢ @ -
- ¢ - -
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free to fee service at the San Mateo County Library, a,pd a doublmg of preparation

time for Bedwood City. .
S . . ’ a
3.2.3 Data Base Use . ) ‘7 @ .

r!

R
.
[N
- P ° . !
A T

Durmg the course of the interviews, most .I;‘branans noted that they had 11tt1e demand

a for most of the available data bases. Their comm,éﬁts mdlca,te that, for the most part

data base use accurately ‘reflects the mterests p}// the ‘clients, and i is not mfluenced by

-

.
3 .
o~ .
, 2T .

‘Looklng across all 3 y#ars of the prOJect there was a s’igniflcant movement toward

the use of only a few data bases. The use of both ERIC and PsychologlcalAbstracts
increased steadily across all 3 years of the project as, shown in Fig* 3 3.

C S
Year 2

. Year 1 ,S‘[‘e‘arv';S ¢
. L No. % *No: - % No. ‘%—‘\
ERIC - [(15.5) 232 (24.7) - 146 (31.6) °
- Psychological Abstract® 357 (16.0) | 180 (19.2) 95 (20.6)
' : L 3.5 . 43.9 "52.2 .

In the’thlrd year of the pro;ect these two data bases were used for more than 50% of

Data bases which showed decreasing. use included NTIS Soc1a1 Science
g

Citations, Engmeermg Index, INSPEC and Chemical Abstracts. L ‘

the searchmg

e .
] . R . - . L4 A L .

InterV1ews with the librarians revea‘}ed that they were aware that thex were usjng only
a few of the available data bages. All hbx;ariﬁ mdicated that ’chey felt most com-
fortable with the frequently used data bases and they acknowledged that 81gnif1canﬂy

3-8
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There are sevéral possible causes for this increasing reliance on only a few data

‘bases: .
.,:', , . . 14

These are the data bases the librarians felt most comfortable with, and

‘
AN

' f:he_refore tended to use to answer most 'questions. .
The se?.réh topics dealt with areas that were covered only by these data
bases. . ' b )
The search’ togigs reflect the fa'c_f tgat?the sergvice’attracted only a par--

ticular type of cﬂént whose: s,gaﬁ& requests -dealt with the areas. covered -
S L N e F \ : ,
! - N BT e R N , - ) .
by these data basie“g\:;;gL Y T ‘
y N __\,*;: ~ N t N
NG s .
LY T ’ .
ot i

"It should be noted that, although [this reliance on only aFew d.ata bases paral.lél the
results obtained in the ACR study of METRO-Columbi# Teachers,College, it is quite
different from the experience rgeportgd to ACR by Mirmeapolis (INFORM) and Tulsa
(INFO I). ’ L e '

>~ - v

&

£

-~

A~

3.2.4 Search Costs

>
x

It is difficult to compare search costs to the patron from the second to the third year
since duringthe second year Patrons paid only 50% of the search coéts and aiso had. .

the option of obtaining a "standard search! for $5. (The standard search was of one-

© ‘data base, with a maximum of 20 citations.) However, by ignoring standard searches. ].

|

and dogbling the patron cost fer the second yea:i', we were able to make this comparison.g!‘
We found that the user search costs ilrép/ped slightly du ing the third year, Below are
listed the \}arioué:‘sea_rch cpét levels, percent of ‘searches performed at each level dur-
ing Year 2, projected Year*2 search distributions, and actual Lthird year distributic;ns.

4 N Py & . p.

*Projetted costs were obtained by assuming that the-distribution of actual search oyt

would remain the same, altheugh in the third year patrons would be charged the. full™

cost of the searches. Thus, given that 25,9% of all searches in the second year cost

0'to $4.99,, the actual cost of these searches ranged from 0 to $10. We assumed an -

even distribution so 13% of the searches should cost $0 to $4.99 and 13% shoujd cost,, .
~$5t0 $9.99. The precision of the cost reporting prevented projections beyond the. ™ .

$19. 99.1exel. . ‘ 4 . - et

. ,
'

. B=100 .. .
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A . - Percent of Searches . ' : : ‘
~ LY . 3 ’ . ’ R P .
. Year 2 . Year 2 N ) . %
: Cost Level (At 1/2 Fee) (Projegted for Full Fee) , Year3
. 3 ' . A ‘
- 0-4.99 . 25,9 ¢ R " 0.1 ~
5-9.99 35.4 .. < 13 25.2
10-14.99 . 10.5 ' 17.7 .. 21.5
15-19.99 8.2 , < 17.7 ¢ -~ 12.8°

v
P

The d1str1but10n of costs to the patron in the third year is shown in Fig. 3-4. Note
that 61% of the patrons spent less than $15 for the1r search. . -

-

- ° * ) . N . ——
It is .also interesting to note that the impositiorf of full search charges did not result

in‘any decrease in the number of searches performed. Both libraries show.ed an in-
creaserin search volume over the previous year. San Jose displayed a fairly stable ¢
" search volume across all 3 years, while San Mateo experienced a' significant drop in

search volume with the imposition of search charges., (Remember that little or no

publicity. was provided during the second and third years.) » ) .
s e 4o . o
. C . . 4 ' . \
' . ¥umber of Searches - S :
. T " Year ©  SanJose . San Mateo S
1 . 252 , - 198 ° '
- ' ; ' 2 226 . 4
R , > b
o 3 242 62 - ,
b .

’s

\
: The pr1nc1pa1 usgers of the system were graduate: students, educators, technical
, ?professmnals& and&}_brar,tans [Previous analyses of public library psers (Ref. 6)
- =.
. give similar resufts 1 Most online searches were requested as eithér part of the

patron's job or for research papers. . -~ A 1

. ' Ll '
' - 1 I - S ~

- ,l . 3 ‘ . ‘ : ' )
. -
. L M « o
. o .. 3-11 /
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There appeared to be s1gmf1cant shifts in user demographics across the 3 years of the
project. Use by graduate students, educat1on professianals, and business professionals
increased steadily across all 3 years. Conversely, use by technical profess1ona1s,
scientists, and undergraduate students decreased steadily across ail 3 years. Both

“~

. “trends appear to correlate.with observed chanées_in data base use.
. . ] L. . ( ' \ §

‘While we have no data to explain this sh1ft 1t could be in part due to the imposition of
search fees. Certamly charg1ng for the serV1ce would tend to make clients carefully
consider the utility of the search and, perhaps, to seek alternate solutions to their
information problems. The proxx:mity of San Jpse State University to the San Jose
Public Library helps to exp1a1n the.large number of graduate students. The drop-m
use by technical professuonals and scientists might in part be explamed by the with-
drawal of the Redwood City and Cupertino libraries, which were the libraries clos_est
to scientific and technological users. An alternate expldnation is that continued use.by

a particular client, group is d1rect1y related to the degree to whmh that group is well

e e serVed By the library. N e e o e P b s es
3.2.6 Value of Search to Patron . v
LN . e , . [

-~

- .
. ® . $

It w111 be noted’ t}:at there was a slight increase in perce1ved value in going from free
search to one-half cost search to full-fee search Some of the factol\that may be ,

+ A

operating are: - . . ’

(2) The shifts in user demographics might be a factor

s 3) People sometimes express more apprec1at1on of a product when they must

. C pay for it .o Cd \ T .

e - *
. . * ° . 1

+. '3.2.7 Increased Patron Presence, Decreased Time Impact
. - y . ! . ‘

Cooper and DeWath, Evaluation Annex, Appendix 2, .noted that the patron was present

for the search much more frequently (50% of the time) (during the pay period (Year 2)

’

M 9

SRR . 13 60

o .
o LOCKHEED PALO ALTO RESEARCH LABORATORY

EMC ‘ . LOCKHEIED MISSILES & SPACE COMPANY,  INC N

A SUBSIDIARY Of LOCKMEED AIRCRAFT CORPORATION
‘s

."The va.lue of the search to the patron for the entire 3—year, period is shown in Fig. 3-5.°

(1) The -librarians.becam'e more profieient in use of the system - ‘ °

. i
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v cantly legs during the pé‘j period. During the free period, searches conducted yvith

Y ~ . K \4 'J‘ . E'a‘- e TR
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. than during the first-yeai' free period (15%). They suggested that this was pgrhaps -

due to-the increasing confidence of the 'Iibragians'. +Another reason, of ¢ourse, is thdt

-

technical areas., N )
¥ , ! ’
- PP L] N -

Data suggeAs't tha% the,time impact of the patron's 'presen‘cg on the search was signifi-
the patron present required almost 50% more connect ‘time: than did those conducted
. £ without the, patron présent.. During the second year pay period, the increase in con-

. nect time due fo having the patronvpr‘esent at the search was generally insignificant,

This suggests that having the patron present at'the search is no hindrance for the ex-

perienced searcher.” THe librarians in the DIALIB project who preferred to have the
user present noted that the user can often provide useful in'formatiori, during a search.
- . . - . ‘:‘- ) : 9 ) .«
\‘/ 3.2.8 Thcreased Inter-Library Conformity RS R . ’ .
. ’ . LU O
- - . : - "

-~

- L} b M -
As the libraries became more experienced in online Searching, their time perform-

. ance appeared to stabilize. Cooper and Iﬁ)eWath* noted significantly fewer differences
between the libraries in Year 2 than in Year 1. Some differences in library style re-

. . - [
~ mained; however, the search processes appeared to become more uniform., The move

LI
o

. from half-pay to full-pay generated very little ¢change in library operations.

- -~

. . o
N . "y -’ - - e
“ . : . . id . -
- L. N . . - * [
. *See Appendix of Evadluation Anhex. .
v . *
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s s . - ]
] P
F
*
9 “w ’
o
[ .\’
E S - '
o ¢ ¢ '
- . — - . i Lt .
3-15 . : v

° A ’ ’ 63 ¢ a ”
» . -

LOGKHEED PALO ALTO RESEARCH LABORATORY

LOCKHEED MISSILES & SPACE COMPANY. INC
A° SUBSIDIARY OFf LOCKWHEED AIRCRAFT CORPORATION

e — T re—— o === =

the patron can assist the searcher in conducting the search, particu%’zg.rly in highly A
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R < Section 4. SR .
w. ~ PLANNING FOR ONLINE SEARCH SERVICE IN THE PUBLIC LIBRARY
x

'One of the major goals of the DIALIB study was to devaop guide&i:es that would be

useful for public libraries contemplating online search service his settion uses

. materlal given in the Evaluat1on Annex to formulate/such guidelines. The key requ1re—
ments for online search serv,1ce are first enumerated and liscussed. A check list of
"qtfestmns that must be answered by a public¢ 11brary contemplatmg online search ser- -
vice concludes the section. A recent publ1cat1on by the Amerlcan L1brary Assoc1at1on

Ref 7, will also prowide search service planne;rs with useful gu1de11nes

- N ot
a

4,1 KEY REQUIREMENTS FOR ONLINE SEARCH .~ C- ‘ Coe

. - P
- > - "\Q 5
~

We have identified 9 key requ1rements for online search in the public 11brary1
N - t )
(1) - E8tablish scope and limits of serviceé. The online search service must be

BT

s'tr ctured, by the goals and objectives of the 11brary and the needs_gf«ﬁts patrons,

&

and -not by the potent1a1 of online searching. . ' .

,

\(2) Staff time. The lmpact of online search on staff time must be carefully
' co%lmdered ‘ - ) :
(3) Staff attitudes. Attitudes of library personnel toward the role.of reference

Kq s <

J};servmes, ‘and toward fee-baged service (where apphcable) are cruc1a1 to the

;’ success of online service. . .
f{) ding. ‘A method of supportmg the cost of online search service must be

J
-

developed . . .
(5) Néed for promot1ona1 planmng Methods of lettmg the pubhc know about the

' existence and capab111t1es of the onlme search service must be developed.

(6) "Need for Ongmng staff training. In add1t1on to the 1mt1a1 training, the librarians

must have the time and budget to mamtam,and improve, their competence by.
means of pract1ce sess1ons, to critique searches among the staf.t' and advanced

13 .

training sessions. N

a1 T
LOCKHEE‘D_ PALO ALTO RESEABCH LABORATORY -~ °
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" (7) 'Need for-a critital mass of searches.

®)
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/\- ,ﬁ . .
Thé staffzng should be such that a hbrar;an 4

® -
’ i

can maintain a critical mass of-5 to 10 searches per month per data base.

'Document support.— To provide effective searching, the library must be prepared

to 1nvest in, and ma1ntam, adequate support documentatzon '

Man Jement and evaluatlon. Some method of evaluatmg the impact of the service

-

* on the library and on the community must be found.

v

-

d

48

These topics are discussed in more detail below.

4.1.1 Establishing Scope and Li_gnits of Service . ’ ’ N

"

v

scope and limits of service, Every hbrary has some set of rules to defzne scope and
service. Some rules are exphczt — such as requiring cards to check out bopks.* Other
rules are implicit, for example, demszons as to hov? much time to devote to a particular
type of questzon, such as a phone questzon. In add1tzon the hbrary can also limit ser-

wice. wzthout rules - hy not‘klng people aware of the. service. ' -

= - R
//\,J\ . . i

3

" The fir& key requ1rement for a pubhc library offermg onlme" searchmg is'to defme the -

L
In offermg online searchmg, the library must mvest significant effort. mto estab11sh1ng

the scopé and 11m1ts of the service. Issues which must be, dealt wzth include:
Y
- XY

What are the goals and. gﬁjectwes of the service?
Wzﬁ\the service be used to support jnternal. operat1ons, to grovzde servzce

to patrons, or both? '

-

® What limits should be established in terms of subject areas, costs, staff
» - . >. - _‘ .
‘time, ete.? . ‘ : ; > o . S
® ' Will user fees be used to limit service ? ‘ .
. LS o
® Who will be allowed access to the service? , - d
e ‘When will the .service be available? . . . )
. * X . LN t \ “ . ) s y
-. @, What kind of service yvill be provided? -, s b
. ? M o ‘ -
- @ What level of publicity will be used? . i A
o . . % - S . / .
0 . o <
v, ¢
s / D 4°
L _2 By, __I
C’ N ! -
6\) bf - °
3 . hd < ~ .o
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These are major questions. Determining the scope and limits of the service has

major-impact on other decisions which must be .ma‘def& It is important that the service

) } should b structured by the goals and ‘objectives of the library and the needs of itg

«

o

patrons, not by the potential of online searching.

. 5 7 o o ’
g'é“‘ 4.1.2 Staff Time Requirementg - RV ' - NN
*‘*“ -k o 4 c N ' .
" The, staff tlme requ1rements associated with the introduction” and pro’zszon of on,hne
search.mg cannot be overemphaszzed Throughout the DIALIB exper1ment staff time °

was perce1ved by the 11brar1es to be the major mh.1b1t1ng factor. Searches average

mg, and post-search act1v1t1es) In addition, time is required for promotion, account-

ing, and training of search persontiel,

[
L4
-

7 . : A . . 23
Libraries planmng to introduce onhne searchmg must véry carefully consider the
1mpact on, their sta.ff They must be prepared to add staff to" support the new service

~

or to d1vent sta.t'f from other activities, if and when user demand develops.
4 . Vs

. . ] B \"\2 ° . , ¢ —— .' . ) - .
"4.1.3 Staff Attitudes and Support " t cw

' , P'reconceptzons and attitudes of library personnel toward fee- based serv1ce, and the

roIe of reference serv1ces, piay a grea‘t part in defermining the d1rect10$n and ulttmate

@ °

4 '. successuf online. searchmg A e ) . o -
) -t . s " o ° ! - ' > o °

“’ More spec1f1ca11y, we feel that the att1tu9;t§ and support of the head reference 11brar1an
; 9

andz’uhghbrary dzrector are crucidl to ‘the success of online searchmg Unless both
are firmly committed to work for ar}dvsupport onliné seaf‘rchm’g, the probab1hty for suc-

_ cess is at hest marg1pa1.. : ' s ‘3 . ’2_
Y% - L :
[}

° -

The attitudes and support of the reference librarjans who will serve as’searchers are

also important.‘ However their reactions toward online segrching in the public library

4 l ’ s v
, P Y X . ¢
¢ . L +
LN : : s
) ) - 4-3 ; 66_‘,“ o X .
« " - :
. R . . . . . , < -
o - - LOCKHEED PALOQ ALTO RESEARCH LABORATORY
EMC - . WOCKHEIED MISSILES & SPACE. COMPANY, INC s
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" } approxunately 1 hour of staff ttme_(for query negotlatzon search preparatzon search- .

.
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will be determined, to‘aJarge extent, by the activities and opinions of the head -+ -

"~ reference librarian and the library director. . - ‘ - i . '
. ) L d
F3 . I

‘In developmg a'plan for online searching, it is v1ta1 that emphas1s be placed on
estabhshmg and mamtalnmg the support of the libfary sta.é from the admmlstratzon

to the reference service to the circulation department. A S
1 I
-

4,1.4 Funding S - L e

e

[l

> The financial requirements for online searching cah be divided ido three categories'

(1) Capital (startup) costs include injtial trammg, initial purchase of a tom-

puter termmal (if the termmal is purchased) purchase of doeumentatzon :
‘9 . A

“

“and initial training costs. . : ‘
(2) 'Margmal (or varzable) costs’ are those costs that can be associated with a
) spec1f1c search. They mclude retrieval serv1ce costs (based on termmal
o connect time and printing charges), commumcatzon costs, and search—

related staff time. ‘
(3) Overhead charges are’ those charges that are specit:ic to the online search '

service but caﬁnot be associated with any specific search These may in-

clude terminal rental (if the terminal is léased), terminal mamtenance,

staff {ime for tr?zmngP (and also search-related staff time if-not charged as

-

-

°

a marginal cost), maintenance of documentatidn; and mamtena.nce of .
trammg Errors in searching can also be conszdered asan overhead«cost

> °

- ° e . - . -,

' Sc:ne\ipeclﬁc cost values will c1ar1fy }:he subsequent discussion. The Cooper;DeWath
study, summarlzed in Appendix H, shows/an average cost of a search during the pay
perlod as $26 44, mcludmg‘ offline and online stafftime-and search service tost (con— X

. nect time and prmtouts) If we assume 30 searches per month, we obtam the follow- ‘ .,

.
]

ing costs ) s

. ¢ . Lt ’ - .
*"'\b : . ": . L] { - \ '. . >
-*Terminal maintenance is included in the leasing cost. ) .
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(30 searches/month) ($26 44 per search) = $800
(30 sedrches/month)  (1/4 hour connect time) ($8 per hour) =$ 60
<. : + communication
b ! . cost* .
Terminal cost per month, including mainténance .  f = § 125
.0 . . - 8 \ ‘ it
) . Total monthly cost\ " -$1600 (approx)

-

B 4
. If we assume an annual budget of $500 for staff tra1n1ng, $500 for reference materials,
and $500 for publicity, we see that the annual cost of ‘an onlme search serylce per-
* i

P formmg 30 searches per month is $13, 500. : o

-

.
A

A public library has the optzon of e1ther supporting this cost from the library budget
or grants, and offermg the service to the public at no'cost;_ or service can be offered
at a fee that part1a11y or completely covers the cost. If the serv1ce is supported by the,
hbrary budget then the library must develop pohc1es which define afd 11m1t the ser-
vwes provzded In the free portion of the DIALIB project, the 11brar1es d1d not place
overt limits on the setvice. When they were confronted by rapzdly increasing search
requests" they opted for an implicit form of control — cuttmg off all publicity about the
service. The 1ack of spec1f1c policies a.nd rules for the online search servzce hada
contmued 1mpact of the DIALIB project. This is an arga which should be of prime **
| concern regardless of whether the service is offered on a free or pay basis: the estab-
lishment of the scope and limits of.service, as d1scussed in subsectzon 4. 1 1 is

strongly related to tl%e fundmg question. . , ~

4.1.5 Need for Promotional Planning - ] B : PR S
Promotional planning is an essential part of the development‘of the opline-search
Servzce Failure to promote the service, w111 keep it from redching its full potent;aI
Prmted szgns brochures and _public announcement can be effective. 1 However, demon-
- strations of online searches to potential users has been, found to be one of the most
"' . . . . - ’ ’ . ) .

N ¢ . . - . ) - .

*Most major cities'in the°U.S. have Tymnet or Telenet communications sefvice to the
»a_%ru - search services at $8/hour or less, | -
o .

-
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effective ways of publicizing the. capabilities of online searching, Small; portable )

terminals are now available that allow o£f-s1te demonstrations to be given to school "
community, and busmess groups. .

4.1.6 Need for On-Going Staff Training

i
v

. The library must also mvest inf ongoing ‘searcher traimng on data bases. The search
services generdlly o£fer 1- and 2-day traimng sess10ns in'the use of their Fystems

and traimng in the use of specific, data bases is generally offered by the data base; .
producers. . by '

. 5 »
s . 52

Lack of specific data base training was a common complaint amoné librarians across

all libraries and all 3 years of the project. % obtaining specific .data base training,
the Iibrary will confront three problems- *

(1) Availability of trammg Dfta base prov1ders generally offer tralmng

\sessmns only a few times a year in various parts of the country

(2) Avallafnlity of personnel. Send1ng 11brar1ans to trammg presents a staf.f

A 2
-

cost expense to the library

" (3) Training costs. Many data base prov1ders charge for training sessmns

and, unless the sessmns are available locally, traimngvmay require travel

! and per diem costs.

LS
.

4.1.7 Need for a Critical Mass of Searches ’ ' . . ‘-
A-critical mass of searches is required to mamtam searcher competence. Most
librarijan terV1ewed ag‘reed that 5 to 10 searches per month were necessary to
maintain search sk111s for each data base. Certainly it is possibIe to conduct searches
on a less frequent basis; however, the hbra}ians indicated that they felt under these

circumstances they were less efficient: . .

-

(VN

*

Search competence'is'concerneti with specific data ba'sesl,ra'ther than general skills

;'.equir}d"to deal with the search system. “This suggests that rather fhan ‘have one or /

) B ¥
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-\ . *® . (e
two searclfers handling all’ searche\s,lzt would be more effectz\f‘é Jo tram a num,ber of
) ‘searchers .and have each specialize in only a few data bases. oY o é}_, .
Centralized search.mg for a library network or a library system with branches, is
feasible.” Data show little difference in chent satisfaction wzth‘ regults when the search
is negotiated at a br’anch rather than the searching library. The data also show, how-

ever, that branch libraries in San Mateo Couxity sent i few searches. T'AI‘hus, although

’”careful attenizon must be- pald to trammg ‘and workmg /w1th branch 11brar1ans in order
to have the branches forward questions to the search center. * Trauung should mclude

famzharzty with the online search service, an awareness of available data bases, and

©

, query negotiation,

. 4.1.8 \Docum‘ent Support -
To provide effectzvé search;.ng, the library must be prepared % invest in and maintain
.'adequate support documentat1om such as Thesaur1. Documentatzon is Kqulred for the
search services, and for ‘each individual data base. Some of th1s documentatlon is
', available free of charge ; however, some-must be purchased. Document cost for each
data base used ranges from a low of $10 to-$15 to a high of over $100. B

-~
°
Lg}

_There is a need for, better data- base documentation, search service documentation,

and summary documentatzon, and such documentatzon must be-periodically reV1sed

, » and kept up-to—date. In partzcﬂlar, we need

%] o Brief data base guides, as well as detailed data base descrzptzons .
, . e Gu1des that show-similar search commands.in each major sexrvice *
® Documentatzon that compares data base character1st1cs along common .

dimensions, such a guage, scope, or typ\es of documents mcluded and

. excluded - e ) P

. ¢ Tabulatr and summary,documentatxons and comparisons for at-termmal use

. ‘'
- - ° . ~ - - .

- -. h . N . -
—%“:,_— ) * ) > . Lf . .
*Appendix F briefly describes the problem of resource sharing! -
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Some work has been done in this area (for example, by the National Federation of .
Abstracting andJndexmg Services, and by the Amerzca.n Soc1ety for Information
Science),. but miore is needed.

¢ .

4,1.9 Ma.nagement and Evaluation

@

-

Another area which 11brar1es shéuld explore carefully is management and evaluatzon,
partzcularly in accountmg for staff t1me. It is essentzal that accurate data be collected C

to allow the hbr}ry admnustrator to assess the 1mpacst ‘of the sparch serV1ce —on. the

-

pubhc, and on the llbrary. This requires the estabhshment and Wtename of de-
‘tailed procedures for recordmg staff time and act1v1t1es.

v

If the service 1s to be offered on a fee basis, then addltzonal procedures are requ1red
{ ~
to govern the collectzon of funds. * 2 '

If the service is offered via a' network then it is important that a smgle, umform
‘ system be developed to transmzt requests to the searchlng library and to transmzt .
'search results back to the requesting library or to the patron.
f
Evaluatzon is extremely important. This 1ncludes evaluation of (1) pact on‘the
library, (2) user impact, and (3) the quality of the searches produced. Tt is” essen-
tial that some procedure be-developed to collect user feedback to assist in the evalu-

Unfortunately, pr‘bcedures for assessing the quality of searches are, st111 ad hog,

Ain nature, a.nd fesearch rema,).ns to be done in this area. Y
- T . oL ) N '
"' 4.2 A CHECKLIST OF QUESTIONS ] T
] . > N . . - ]:Y ’

From the precedmg d1scuss10n of requirements for online search in the pubhc

Wwe can derlve the follow1ng checkhst of questions for use-as a'planning gmde

(1) Should we' offer online search serv1,ce?/ T
‘e What goals will we ‘aaa;m by offermg\th1s ser-v1ce?

e Do we have experience in 1ndepth reference service? R

-’

»
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. @, How many librarians should we tram?

.. ) LMS’C-D520986

L}

.

P

® Do we havé a potential user group? ¥

@ Is the staff positive toward offering such service?, o & .

® Are the data bases offerred by ttégretrieval services pertinent to the needs
of our patrons? - y ' "

° Canrwe provide adequate funds for staff, search service \costs and terminal
¢ by either 11brary budget or user fees or a combmatmn of both? '

e If user fees, seem necessary for budget support, can the fees be persuas1ve1y

3

g ]ustlfled to funders to Lt:he 11brary staff and fo li(brary;patrons? i
; 2

13
4

What lével of service should we offer? ‘ 0,

How-many reference 11brar1ans’ can we devote to this service?

Do we want to actively solicit users ? ) ' . )
What should our policy be for requests that come from outs1de of our service
.area, e.g., out ‘of district users request from other libraries?

® Should we offer.all available data bases or concentrate on just a limited

number ? Co } Ce
® [
What about the details of settmgmthe serv1ce‘7 . ) . -
® Should we place the terminal in an open area or do we want th1s to be a "backs
roomt operat1on? ~ L.
<&

® What reference aids do we want to purchase in support of the service?

@' What type of publ1c1ty should be used? ’

e Ifa fee-for-ser'vice approach is to be used, w}rat 'boolgkeeping‘ and billing

9

arrangements are to be used?

How can we cobntrol the activity? - o

° ‘Do we want to prevent—md1V1duals or comphnies from frequent use of our

-

seryme and if so, how can this be done\‘5 B . -

® What reconds do we want,to-keep on search tlme and search activity ?

LY

® Do we want’to monitor user reaction to;qur onhne senV1ce ?

v . ' ‘ B . ) . 4 - ) .
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How can we evaluate the effectiveness of the system?

-

LMSC-D560986

LR,

e What evaluation techniques can ‘we use to obtain user reactions?

Can we develop a means of comparmg manual and onlme search activity ? *

)
® How can we evaluate the impact of onIine search service on the l1brary?
)

How cdn we evaluate the impact of onlme search service on the commumty

.of library users?

4
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'5.1 THE MARKET

_government, officials,

Section 5
I CONCI;USIONS . : -
Y . ) ' N
This Section summarizes three ge’nerai aspects of online search in the publié library,
(1) the market for such serv1ces, (2) the J.mpact of online search on the hbrary, and
(3) the questzon of free for service in the pubhc hbrary. For further details on theSe
topzcs, see Section~5 of the Evaluation Annex. "

. .
Iz ~ . )

Online searching has been expanding re.pidly fromﬁa highly specialized service avail-
able only to, or through, governnrent agenczes to a service that is available to
hundreds of academic hbralg ies and mdustr1a1 users. Heretofore, however, it has
not been ava.llable to the general public. Unt11 the advent of DIALIB only people
assocza.ted with large organizations had access to the scientific, techmcal and .
busmess-orlented data baseg “available through Lockheed, and other ver;do~rs.
The DIALIB' experi:&1ent has shown'that there is a market fdr existing date. bases., It
\1(5 made up of employees of small’ busmesses~ of students from colleges and universi-

t1es wﬁo do not otherw1se have convement access to onlme searching; of individuals

" who are starting yp a busmess, domg personal research or investigatioh; and of local

N e

Other users of the service came from governmdnt agenczes of¥

" all sizes and descriptions, and small hlgh-technology firms, These people appear to

have a need for access to online searching and may have no other point of access.
THhey have been vocal in their endorsement of the public library as a linkixig:\fsjgent to,
the data bases, and have been willing to pay for the use of the service: :

. - ( . ) . 5,
Unfogtunately, it is not possible to estimate what usage of the service would be if the
libraries were‘able. or Wwilling to engage in a plodés;t amount /0 4 a'dVer'tieingl. The

5 P
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service was publicized vigorously when the DIALIB experiment began, .using ;len}on—
strations, gosters, brochures, newspaper stor1es, etc. Since the searches were
free during the first year, demand soon bega.n to tax the staff resourées of the par-
ticipating libraries. The pubyt’ty led to a dema.nd that appeared to be greater than

. they could handle. Add1t1ona promotional efforts were halted Although the demand
'during the second and third years of the experimenf was 1ess than the libraries felt

they could support they were unw1111ng to authonze further pubhclty. As a result

-

‘most users of the: serv1ce durmgthe second and th1rd years heard about it through

. word-of-mouth

1 . “

)
» * 4

We feel that the DLALIB project showed that the public 11brary has the potentlal for

serving as a linkage agent beiween the market and the online search services.* As -

L 4

indicated in sectlon 5.2, provision of online search service through the publlc library
can be v1ewed as a natural extensmn of its current reference services, requlnng many
of the same skills currently used However, the future of online searchmg in any par-

ticulat library will probably rest in large part on the attitudes of the, people providing

- the. service. . .

-

5.2 ONLINE SEARCH AND THE PUBLIC LIBRARY
- . : d o F s

This s bsection briefly indicates some aspects%f librarian tramlng related to online

Vi

search, and discusses . role of in-depth search in the Jpublic library. Some changes

to be expected in a pubhc hbrary offermg such serV1ce are also noted.
< . - -

. 5.2.1 Connection Between ,Ma.nual and Online Search Skills
. ' - o Ty
- - The traditionally. t¥ained public librarian does have a varlety of sk111s that are directly
apphcable to the kas of sk111s required in online searchﬂlg These include the ability

v . to form an adequate search query by consulting with the user and encouraging the

’ .

hy

« N N .

FaN

*Other possible linkage agents are college and umvers1ty 11brar1es and pr1vate
mformatlon brokers. See Evaluation Annex Section 6. ..

, -
M
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user to communicate his needs fully. Theotraditionally traihed reference librarian - A ’/
is already expert with complex manual tools — thesauri, indices, etc., —and the - ‘ .
skllls developed with, these toolsx'lre tra.nsferable to computer data base searchmg

There is considerable evidence that traditional reference hbrarza.ns are willing and

_able to learn data base search techues - vt

A

5.2,2 Librarian Skills and Training

Many librarians mvolved 1n DIALIB ‘became skilled online, seamhers although most - *

‘ . would agree with one o the conelysions from the Interim Report that to maintain

search proficiency, '... .online searchers must complete some 'c1;1t1cal mass' of
searches each month in each data. base for which proficiency is desired; the large
number of different data bases makes it d1ff1cult for an fndlvzdual to mamtaln a thor-
oug,h knowledge of each data base....

There appear to be two problems - trarmng on specific data bases and subject skills.
‘Many DIALIB searchers complained about theack of trammg on specﬁzc data bases
and ernphasazed the need for such training.. Each data base 1s unique; it has its own
orgamzatmn, thesaurus, and ldlosyncraczes While it is posszble to search the d
base with little or no traini :. the quahty of a search istoa large extent determined

by the training and experience of the searcher in the data base being searched.

‘

]

The sécond ptoblem area has to do wifh subject expertise. For research queries. of ‘
greater copplexity than "'simple fact' questions, ma.ny people feel that the searcher,
shogll a subject expert. It is félt that a librarian searching Chemical Abstracts,
for example, cannot do a good ]Ob on some complex questions without a knowledge of
che’mzstry If a hbrary does not ‘have a subjec }pecmhst (e.g., sciencé, technology,
business), then this problem can be at least part1wolved by having the patron
present for the search to(assist the searcher. (This agsumes, of course, ‘that the .
‘f)%tron has some k‘nov(rledge of the search topic area.) v ' “
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*5.2.4 Changes to be.ExpeBted in the Lf_brary .

“ : ) LMSC-D560986 .

5.2.3 The Role of the In-Depth Reference Se.archer -
' N J :
Hon much time actually is spent by a bublic librarian in lengthy, in-;lepth, personalized
searches for a client? The a.nswer seems to be that the majori szof public librarians -
(including reference 11brar1ans) spend very little t1me conducting such searches.
i . !;’ P \ S - *
nlineosearch';could, aps, be v1ewed asa custom information package or
p"erson,alizec} library servm?. As such it could be cons1dered a new type of service,

not simply a faster, cheapefr way of carrying gut an old service.

.

. ,
. .
\l/ . .

In genenal there appear to be few precise reference/information pol1c1es in public
11brar1es which establish limits in terms of services offered, top1cs covered, patron
e11g1b111ty, and allocation of staff fime.

mformal limits becatse the demands placed upon reference service have not been that

Public libraries have been able to live with

great. One major result of the DIALIB experiment has been to focus attention on the

reference functign in the pubhc library. Given the rapid adva.nces in information

technology, it would seem cons1dérab1e thought should be mvested in determining what
e §

-~
] . o <

[

ths reference function of the public library should be in the future.

. ‘Wr1tes one commentator "It would seem, that we have not honestly or re3211st1ca11y

decided upon a philosophy concermng the nat{re and scope of these serV1ces How

much service do we provide for whom, when, where, and at what level?" (Ref. 8.) -

- &
° -~

° @

. .
’ N , , I3

- The.introduction of onlme searchmg into the pubhc 11brary settmg g1ves the library

a chance to change its image by expa.ndmg and deepening its serv1ces The computer

a’llows the public hbrary to offer personahzed data base search sqrvices, for both
md1v1duals a;nd,orgamzatmns Such Services can expand the library's clientele, and

make it a ‘more useful information regource to these segments of the popvﬂatmn.

C - . . 5-4 ° ‘ .
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5.3 FEE FOR SEi%VICE IN THE PUBLIC LIBRARY . -

v
s, o

An import@t result of the DIAI:IB experiment was: that, contrary to expectations,_ nd
problems were experienced in the me‘chanics of billing and fee collectgon', and that
comments by the patrgns were favorable to paying a fee for the search service. The
only problemn»associated wzth chdrging for this speclallzed reference serv:lce in
DIALIB was ‘dealing with the phllosophlcal concept of fee for servi‘ce. Once this was
accepted by the admimstratzon, the actual mechamcs of coIleetzon and patron accept-
ance offered no difficulties. Furthermo.re, there has been no tendency to, extend the
concept to traditional services within the partzczpatzng libraries. We should note
though, that no study of non-users was made we do not know. whether fees deterred

. some individuals from usihg the service.,

We dre we11 aware of the strong views on fee for service, best summar1zed by two .V

© quotas taken from the 1977 Ame‘ncan £1brary Assoczatlon meetzng Y

6)

b

L.

-~
. How did we get to such a point of horrendous surrender of principle in 8"

> scarcely more than a quarter-century Since the simple moral declaration *
i.ryée Unesco Public Library Manifesto, that a public library 'should be
. maintained wholly from public fundg, and no direct charge should be made
» to ahyoneforsits’ services.'? ) : ¢
N ] ot TN
Tl Eric Moo raj Address;
. , Presi American Library Association
‘ d ¢ . 96th Annual ALA Con.ference, 1977 ' '

~

-
-

. Of course, you want hbrary service to be "free" or as low cost as you can
. \ make it. But is it better to hold to some abstract principle of freedom,and
“‘; ) deny service? There is & history of things starting out on some commer-
cial or quasi-commercial-basis and then becoming free. Gradually
society will‘perceive the importance of these sqrvices and provide ték
money to make them free. . s et L
. v .
Exrvin Gaines, Directar .
Cleveland Public Library .°  “** '
’ ° -.» © ' 96th ALA Conference, 1977
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Ag the August 1977 Library Journaj statés: . '

. .

The fee debate will be with us\ now, for years to come. We've only begun, .

and by the fme we're f1mshed we '11 haverAtad opinions from the informa-

tion industry, from government, and fr citizens ggd taxpayers about -

how we 'should support library service

. ‘
q . 7
[y * !
- . . ¢

!

Il

. In the DIALIB reports we have tried to indicate ﬁhe tiﬁg_,’ind cost eleménts, .and the.
* mahy organizational and staff aspects involved in 'onﬁne ,search in the public libra‘ry.’

We hope that such factual 1nformation will be useful to those on both 51des of the

. fee- for-servme quest1on. . . )
»
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%’ Appendix A = | -
: ® LIBRARY PROFILES . :
This appendix presents a brief profile of the participating pum\'\c libraries. For a
more compiete profile, see the Annex I volume of the Two-Year Interim Report,
. Ref. 2. Al " '

A.1.SAN JOSE PUBLIC LIBRARY .

¢

et
¢ .

, . . - > .
The San Jose Public Library consists of a large central library and 15 branches, and

_serves a large municipal ag:_e\a . The San Jose Public L1brary is the only CIN library
partzczpatmg in the study wh1ch operateg a municipal reference service st’affed by a
full-time professional 11brar1an. The reference staff at’the main library consists of
19 full-tinmie librarians, and 7 part-time librarians. San Jose participated in -tg“b e full
3 years of DI.ALIB and contmues to offer online servme . (‘A J
A.2 SANTA CMCOUNTY LIBRARY °

v Loae
The Santa Clara County L1brary isa large system with 13~bra.nches located throughout
the county. The DIALOG terthinal was located at the research library n Cupertino,
the backup re%ce regource “for the County. The Cupertino Library has a réference

This, hbrary partzczpated for a little over\2~years of DIALIB; .

it no longer offers online servzce ate th1s site.

staff of ezght personsl

.‘ . . q.‘ '\ X ga;
A.3 REDWOOD ci'rY PUBLIC LIBRARY o -

* » \’ £ L]
The Redwood City ] Pubhc L1brary consists of a maih hbrary and two small branches.
\Qedwood Lity has a reference staff of 5 1nd1v1duals Of the. 4-Project DIALIB hbrarzes,

Redwood City had the largest turnover of staff duvrmg 1ts 2-yea,r partlczpatzon Although

‘ L]
€ e v » ’ 4
. h . -
! L4 L4 o> P
IS ¥ ¢ ' . - b W
: ® A-1 .
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« ) . 81 o
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" A.5 LONG ISLANi‘)“e“LIBRABY RESOURCES COUNCIL S

—

. ;A;'e CLEVELAND PUBLIC, LIBRARY L : -

San Mateo County L1brary began with 3 full-time reference, librarians and a reference

B . .
N ‘: . o .

K
.

S . T , | " LMSC-D5609864

‘

all staif members performed searches, only 2 of the original staff conducted searches
thmughout the free and pay periods. Redwood City no longer offers onhne service.

Az}*mfzo COUNT*RA.R T

. '

The San Mateo County Library is a 1arge system’ w1th 14 branches located throughout
the county. DIALOG service was prov1ded through the Sag Mateo County L1brary
Headquar’rers locateg in Belmont ‘Unlike the other libraries participating i in PrOJect

-

DIALIB, the maJonty of onhne patrons at San,Mateo were not "walk-in" patrons The <.

superv1sor,;but lost one of the reference librarians in the third year Ban'Mateo
County Lzbrary continues to offer online search., ’ - —r

7

The Loné Island Library Resourcés Council (LILRC) is)one of‘9 regional corpor;tions )
adm1mstered by the New York State Comm1ss10ner of Educatzon. The Council consists:

of a group of pubhc hbrary systems (and their member hbranes) 11brar1es in institu- -

, tions of higher educatzon and other non-profit orgamzat;ons and 11brar1es in for-

profit business or commerczal firms. LILRC participated for 6 months ‘to provide
subjectf‘/.e evaluatgon of the service. Online search is now offered for specialire-'
que?sts only'./ >

P—

v ~
N . - -

The Cle:}eland Public Library serves primarily the city of Clevela.nd although persons
from a11 Northeastern Ohio regularly use the facilities. In add1t10n to the central Mam
lerary bulldmg, there are 33 branches locat'ed throughout Cleveland In'Septembper’
1975 the' library initiated "Facts for a Fee" —a fee-based reférence\servme- if
response to requests for mformatzon beyond the scope of hbrary pohcy on free research
* and outs1de the hbrary S geographzcal arex of respons1b111ty Facts for a Fee, aimed’ N
at business and mdustry, ig aVazlable on a cpntractual basis at $25 per hour There ' '.._

? . - -

T e . A '-f ” .s
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. ) LOCKHEED, PALO ALTO' RESEARCH b.ABORATORY o ~ 0 .
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" is a minimum chérge of $25. ThdPstaff includes 3 part—time indiQ als. The lihrary
participated fqr 6 months: %o provide su}aaectlve evaluat1on of the serzmer and continues

to offer online search. “- / s - R ",
Al . s . ‘ . ; \3 . . - ° ,
A.7 HOUSTON PUBLIC LIBRARY o o .

s . >
- , - . )

L) The Houston Public L1brary serves the metropohta.n Houston area and mcludes
25 branches. A fee-based reference serv1ce, called Business Informat1on Service_
- (BIS); was in existence at the library for about 1 year prior to the mtfogucuon of
DIALGG BIS charges patrons $15 per/ hour. However, patrons do not “have fo go
thxough BIS to obtain a DIALOG search. Those patrons who. have séarches done in-
dependently of BIS are charged only for connect time and for offline pr1nts. No

- - . )
e . * s ¢ . . .
& A . .

/ .
) DI_ALOG service at aneapohs is operated through INFORM, a fee-based research -

_ service of the aneapohs Public L1brary and Infgrmatlon Center whose purpose is to - L
prowde ‘information’ on demand and in a usable form. The INFORM staff consists of

ofrsn charges are made for sta.ff tnne. Currently, the reference department at the Houston 7
Public L1brary ha,m‘es about 21, 000 reference requests per week The 11brary
. partm;pated for 6 months, but no longer offers online search. T . *
. - A.8 .MINNEAPGLIS PUBLIC‘ LIBRARY . - o -

v one full‘itlme hbrar1a.n one part-time librarian, and one clerical person. Charges

'for the service include $25 per hour for professional tune, and charg ﬁs for photocopy-

. ing, 10ng distance calls, and any other expendltures made on bebalf of the client. The
. mlmmum charge for a new chent 1'5*$‘25 Smce 1970 INFORM has hanﬁled about 600 .
mformat1on searches annually. INFORM participated for 6 months and contmues to

Fl v i

, offer orline search: KT
. P . N » , - 'y .
3 ' - ’ . [ ¢ & £

AL "T,U'LSA CITY-COUNTY LIBRARY (INFO 1) . .
SR .o o~ { . ' . T
o ) .
INFO II is a fee-based research serv1ce that*charges a profess1onaL fee of $25 per

hour for domg research for chents. Any other costs that are mcurred dur1ng a

e -
N ‘ . o~
D . )
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. seareh, such as onlme searchmg, long-distance phone calls, or photocopy1ng, are

also diredtly rebilled to the cLlent INFO II is currently operatmg only 20 hours per
- week and has a staff of one. "Search volume is increasing and they hope to be operat- °
-mg full-time by January 1978. Clients are business and profess1ona1 péople from .

. large corporatmns, small busmessmen consultants, governmept personnel, and 1n- .
d1v1duals There is little use by the academic commumty since the Umvers1ty of TUII:d.,
although not doing onhne searchmg in an, orgamzed manner, ‘serves its comﬁumty well’
and the Tulsa branch of the Umvers1ty of Okla?ﬁoma s Med1ca1 School does Medlme ¥

searching for its students as well assfor the medical commumty. The questions re-

-

ceived cover highly technical engineering and chemical subjects, ma.nagemeht and
marketing data, and the area of grants and foundations. The 11brary part1c1pated in
the third year of the study for s_ubJectlve evaluatlon purposes, and coxy,'maes to offer
" onlige search SRR . : o -

g
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. tion Network (CIN), was invited to’ part1c1pate in'the experiment to show the value of
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LIBRARIAN COMMENTS -," .

¢
— . . - ’
.

. . . K . “
. -
‘

We felt that 1t was 1mportant that the part1c1pa.nts g1ve the1r percept1ons about
DIALIB W1thout an 1ntermed1ary translating or "mterpretmg" what happened. We

therefore have included this appendix, consisting of two parts (1) formal statements . l ' "i,

by several 11brar1ans and (2) comments from max{y librarians orgamzed into varjous
topm areas, There are many dlfferenc:es of opl,mon and this is usually traceable to

the partlcular 11brary situatlon The 1nd1v1duals and the1r affiliation axgrven SO that "
dix"

the reader can relate the comments to the Library Profﬂes in Appen *

. . .. . l\ [ * - . ; .
B:1 FORMAL STATEMENTS . | o - ‘

-~ . > ) l . ' . o . . fa r, . . . . N . ‘

e Barbara J. Campbell, Coufity Librarign, County of Santa Clara

¢ \

‘.c ™ o ‘Q L

The Santa Clara County L1brary, through our membership in-the Cooperat1ve Informa—

B

the DIALOG servme in a public 11brary setting.

] . ~
Several very positi*;/e resuits can be identified. Firet in my_ mind, is anina.nsio.n s ' /\

4n visibility to dlfferent segmehts of our communities. It seems mcreasmgly apparent
- to me thatif libraries are gomg to "make:it" durmg({he next decade in the SCramble
for the limited available funds the’library prégram must be made more vital and im-
portant to the cemmunity and particularly to the commumty leaders — those controllmg .
the, funds DIALOG helps dramahcally in this area? fA segment of our publig dis-
* covered that the modern pubLic library has /s phistication beyon}i what they had"

\

unagmed Equally important in our case, ma;or segments of County govern&nent were

s )

. . / ) * ’ h : [N
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paot' _This happgns to be a current "soap-box" of m1ne - that 11brar1es must use
every. concewable way to become 1mporta.nt to their commumnes, DLA;LOG helpaw

N _._‘_“1- N \'
AT

. ‘( . e . N i
1. ' . A >
~ o R A
- 'f.,. & 2

Second arethe benef1ts t’o the. staff ,Qur staff while feehng pushed *hd pulled
enjoyed the expenence - the challenge the Opportumty for professzena} growth and
the pnde if offerihg a new depth of serv:ce, e T e .;~«E§;“.4 T ""'-,_

RN .o o
‘ . . oL LT
- " . .o . - oy '*' .
- . .. . .‘
A iy

Now to explain why we dropped the,program in the rd year In our. area as in mo«s,tr L
Cooperat1ve Library System. THe Santa Clara agouhty lerary is 2 group of commun- ;~
ity 11brar1es. ‘My hope is that we will offer the best m direct. conunumty{hbrary ser«-' ;
yice, given limited funds. This year we have had to, face «program cuts to balance, t{J
avaflable funds. Jn the DIALOG expenment our County has ha'd two termmals af our

- .

P

T
~ .

\“r-

termmal for our reglon anUeel we sﬂould follow the structhre of our cooperatlv‘e
system. .Therefore, the one termma.l should Be ‘focated at. the Saﬁ Jose Pubhc L1brary

> . ."
% \' RV SR £
. - e - }' . ..-, N v =
’. [ ta \ . s

& ' & . ~ . ?“ oLt

ey ‘
As far as. adm1mster1ng the progfam, any pressurewas not on admmm‘;;;auon-- but on o
Etaff Our Department of,. F1nanihas always taken A most’ helbful attfitude
out new programs m the most d1rec ahd unoomphtcated Way,*so we,had no robleme L

¢t
m oo NTE L

..,

Cupertino Ifbrary and at th\e San Jose ;Pubhe fabrar;y tfsage currentfly supponts One.
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Beoause the sta.ff wanted to g1ve' the serv1ce fheymmmzed the p;;oblems,. and they "
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"® Homer'L. Flétcher, C}ty Lzbranam Clty

.y, . .
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I have been most pleased W1th the success of th,e. DLALOC} p,ro;ect;, ‘As our first-.-. ' ~"
experlment w1th onlme’th’orma’aon retr1eval the prbject has been ay Valuab‘lé learhmg'&:_

A

of San_,%*ose‘"CaIifoﬁma,' =
- ~'r - \ _"‘:, ! “: .o‘i-‘ :
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wo.rkmg ' o

éxperiénce far admnnstrators and referen‘ce sta.ff, ag Well as thé geheral, pubho We'r:
¢ have been g'xven the. .opportifiity. to obserVe f.n'st hand, the be‘neﬁts of th15.»h1gh17y ;,-, .-.5_{;
\

soph1st1c;ated serv1ce, and feel tffat x n‘ W d;uhensmn m serv;me has become

o‘.
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At the outset tytd‘concerns surfaced from our poiut of view. First, the Coop'efative{.
Informatlon Network Board of Directors took on the project without getting input to
any extent from the public 11brar1es who would ‘have to do the work. Second, Lockheed

was hesitant about releasing budgetary information about the prOJect even though it was

e

supported by public funds.. o i
. » . . i * e - - ' g ”

- -

uring the free pqnod the prunary problem faced was th f inadequate staffing,, < .

" The San Jose 'Lrbrary had lost thirteen pos1t1ons in 1974 75; all from the Main L1brary.

Because of the fact+that no staffg;ng had been furnished through the NSF DIALOG grant,

our already depleted ﬁaff resources were further strained as DIALOG became a high- '
demand servide. A staff recommendat1on to term1nate the expernnent was carried to
the C1ty Council. Counc11 chose to cont1nue the pro;ect Followzng this action, 1t be-
came neeessary to adjust and reschedule DIALOG serv1ce hours. If is clear that

sta.ffmg isa s1gn1f1cant factor 1n the success of DIALOG serv1ce We would urge any
potent;al DIALOG user to apbropnate adequate add1t1ona1 funds for personnel prior to

. 1nsta1hng the serV1ce We do ‘not feel that’ 11brary patrons can benefit from the ser-

vice to the fullest extent if overall s f1ng resources are stramed It follows, too,

that staf)f enthuszasm .for DIALOG may ane under adverse staffmg condltzons. s
. ' , . . . PRy

., : \ . , é . 1 "; » . ) » ~“\
The fee/nonfee issue in pub11c libraries is a philosophical question that was discussed

thoroughly by ‘San Jose Library admm1strators. The decision to charge fees was made

by the'City; L1brar1an followmg this d1scuss1on This was,a clear’ ch01ce 1n vzew ofsthe

tact that, -since, no funds. could be budgeted a nonfee decls1on ‘would mean xtmoval ‘of
?

.the servxce 'a service which ha”proven itself yaluable to our, patro,ns. . Too-

l‘ , - s . . ! )

~

J/ We have been 'S0 favorablf%mpressed w1th the serV1ce and mformauon(avmlable

through DIALOG that we are; cons1der1ng the poss1b111ty of an addit1ona1 terminal for
our Mun1é;1pal Reference L1brary whach has just been moved to C1ty Hall from the

. N . . Lt .
:
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‘e Jane Colwi‘n, * I.NFO.II Research Librarian, Tulsa City-County Library

) (/) - ’ a,

Il\g‘o II's growth since September of 1976 can mamly be attr1buted to the demonstra-
sible without the
ahelp of Yhe DIALIB project funds. We have given approxunakly 40 presentahons - to

. tions a.nd presentat1ons we have given. This would not have been p

. md1v1duaIs who stop in the of.ﬁce, to small groups of hus1ness or government people

at the1r fac111t1es a’nd to large groups of professional people at the1r society meet1ngs.
These profess1onal groups 1nclude the Tulsa Chapter of the American Society for
- Metals and the Tulsa Geological Society. Our typical presentat1on mcludes an intro-
ducijon to INFO II a descr1pt10n of online searching, usually done using overhead
‘transparenmes, and then an actual gnline demonstratmn using the terminal to f1nd
mforrhatlon related to the group's primary 1nterests These prefgentations are always

_successful br1ng1ng us new clients and furthering our word- of
o - .-

outh publicity.
?

- “ R v/ - '
Other publicity efforts have included: (1) Two good feature articles on II&FO U that
appeared in the local press. Although they appeared in March we.are still getting

fesults. (2j We are also researching financial mformatmn fora local business maga-
C TN e
zine and receiving a byline and free ad space in return. (3) Re_gular articles in our

.own newsletter INFO highlight the sﬁrvvice and particufar data bases. ,
. . ’ . ’ 4. o

-~ 0 N . ,
1 '

Our bllllng procedure Is sunple. Chents are sent a statement of charges when the

‘

‘ sea;'ch has been completed, They, in turn, send us a check. This has causedano

p,roblemsfwhlatsoever An a nat1ve to this pay-as- you go. method is INIZO II's de-

posit account system Some cl1ent’s' deposxt a-$250 m1mmum withrus, enabling them )

- to a lower prpfe s1onallsearch fée of. $20 per hour and pr1or1ty serv1ce. Costs of the1r .

. searches are deducted from this deposit thereby ‘doing away W1th bﬂl1ng for each
search, ) .o s \ . '1 '

* \ -4

i

. Staff oresponse to INFO II and onhne search1ng has all been pos1t1ve. As a part of our
participation in the DIALIB project, we'requested some online time to be used for.
trammg Six members of the Business and Technology Department staff a.nd one
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member of the Referencq,Department staff attended a 4—hour training-session ngen by
myself The staif members are encouraged to use the terminal for practices or ‘actual
searchmg, but they have not taken advantage of the opportumty. "It has been more effi-
cient and c_onvement for the qflestlons to be referred to me. A demonstratzon I d1d for'
the library's Middle Management Groyp was well received. In a hbrary system with

18 branches, it is important that 11brar1a.ns 1n the branches be aware of online search-

ing so that 'patrons can be referred to INFO II, . T \ -

04 .
- - J,

The few problems we have encountered are not unique to INFO II Other librarians

in gimilar posztzons have expressed them also. o .

. -
- . .
L]

The biggest problem is publicity ?nd educat1ng the public to appreciate the value of .
online searching and use it. Personal demonstrations are our best method. Settmg ‘
them up and giving them, however takes tlme. Newspaper art1c1es _have produced .
results but can only be used to feature new servzges not on & COntmumg basis. Word-
able The mass mailing whzch we tried at INFO II's~1ncept10n in November 1975 whs

+ a total failure. ‘ '

-

.
- » e °

- . s
T4 14

? Another problem 1s locating qu;ﬁ cop1es of art1c1esf and reports found through an

online search. Interhbrary loan is usua11y the slowest a1ternat1ve but it 1s the one

_ we still.use most frequeptly. . Th1s ha's not yet put a burden onh our mterhbrary loan

staff but I do see it as a possible problem. . T \ <
. l.

e

T i‘»u ) )

- 4 . ”

.

I have no qualms about chargmg fees for the types of service INFO II prov1des
Everyone connected w1th any phase of IN'FO 's inception, and opeyatzon from our’

o L1brary Comm1ssmn on down” has been supportive of this positién. I strongly be11eve
that customzzed servic® should be paid for byt the 1ndf‘v1dua1 whp requests.zt We ar.e )

, charging users fees for the professzona-l service we offer, not for the actual mforma- .
“tion we provide. Anyone can buy or lease a terminal and szgn up witl;a data base sup— :

ta . 7y
3

g pher but only a tra1ned searcher W1th experlenoe can use the onhne szstems to thezr
g’ - :
o

‘ LOCKHEED PQLO ALTO RESEARCH LABORATORY

Vi, OB KM EE.D PO\ YRy s P b G i e O = M= P~ N ¥ 1N

.« Y




o~ ‘users and very glad a service such as ours is ava11ab1e to the{n Our 11brary staff

. . . .
. . /
v . /
. .
o

¢

~ best adva tage, In the same l%iner anyone n comrein the libréd and search ‘most
" of the samp information in the Brinted indexes. INFO I provides a cost- effect1ve a@d )
" eff101ent alternative to th1s do-1t yourself method Mo,st of our clients feel“that the °
fees they pay for 1nf01‘mat10n are "'worth swery cent" or surprlsed that all we charge
is $25p.elﬂlour. - ;- ' ’ ‘ e RN ' ~

. -
® = . R . , . . . o v pm e
. - K - [ /

Overal] satisfaction with our service is very good, Our c11ents are mostly repeat oo

. members are support1ve ahd are ‘g\Lad to be able to suggest an aLternat1Ve to patrons
whose_information needs cannot be’ serv1ced through normal librdry operations. Before
the establishment of INFO II, we had to tell fi‘atrons such. as this that(/'No we could Yiot

do the research for them'' and then show them how to do 1t on the1r own. Now we can
1 3

‘ offer thenr a cho1ce, . . .
& .- [
¢ v .

N . . . 1 . - . Y
/)Irj» summary, I believe the public library is the place.where the public should go for’

online searching and that, in our case, the charg{ng of fees has ‘not been 2 hindrance

o’ ! . L % t)\, e .
° L1sa H, Naef Head Adult Reference and ﬁeader s Adv1sory Serv1ce RedWood
C1ty]Pub11c L1brary . P : 5\ ' .

~ /. »
Servmmg a populat1on of approxunately 55 000, Redwood C1ty Public Lihrar ry has a
main nl1brary situated downtown .a branch in a res1d ntjal area,,and quppo s a small

@ » . B

library in‘a commumty center. - ‘
. f ‘ - : / T .
A\J N .

Our computer terminal was allocated to the RedWood ity Publi Library (hence after
referred to as RCPL) which was placed in Kgmam library refer oe/readmg room,

" The termmaI 1s Western Union Data Service

.

N -
> s

~
0 second and i8 not portable. Although we, Jo not enforce a s11ence cotle, we eceived
I' \ so many nimplamts about the noise the’ termlnal generates while j serv1ce that NSF
' agreed, tB, rovide an acoust1ca1 cover for the mafch/n}e. 8ince fhe cover Was mstal\led '4 .
we have had no co'rnplamts about. the noi e ( R / \ -
. .-": ) > - [
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The RCPL reference staff cons1sts of five librarians (including the unit superv1sor)
All f1ve librarians are searchers on the DIALOG system. Each librarian attended .
one all -day introductory workshop on computer search techniques, Any add1t10na1
skills have been achlred by experience and the use of manuals provided by Lockheed

Information Systems. ‘-

The t‘ive librarian® are generalists, although one f member Mr, Thomas Kam, .
has a more speclahzed knowledge of businegs, sc1ence, and technology than the ot{hers
Until February, 1976 RCPL xan the computer1zed information retrieval system opa -
drop-in basis. But the plannihg of a search strategy and the e_xplanatlons to the patron °
teok up so rhueh time, we began to require that appointments be made. The computer . :
is online only until 52)0 p.m. Monday throughrFriday Pacifieg 'Standard Time, and until ‘

noon on Saturdays, Fridays-and Saturdays were not goc}d days to run DIALOG searches

as RCPL is short-staffed on those two days each week, due.to rotat1ng weekend CoL

schedules. ’ g R . A l‘-‘-

[l 4 M

5 ot - A&

Since June 1975 we fotﬁld that most DIA.LOG system users were-graduate students

doing re search papers or d1ssertat10ns Few users‘were repeaters. Some bus1neSs

' f1rms, prlma'rlly engmeermg firms; psed the DIALOG system at RCEDL Most users

of our DIALOG service, f were not Redwood City residents, nor were they employed in

Redwood Clty. In fact 50% of the users, did not reside or work in our county. The .
‘maximum ﬁumber of searches we ran any one month was 32;% minimum was 7: We

found that the staff spent anywhere from 30 minutes tor1-17/2 hour/ in explaining the )
\DIALOG system and planning a search with a patron, We tried to ncoufgge patrons

: i ' ' .
- to be with the searcher when we ran (hﬁ_sjlrches. - 0 '
. % ] .’ ‘ . ')' - ’ - . ) .. ) - -

{ . v . .

. Not being used‘,;(‘) charg1ng for our services made us perhaps too aware of the cosK_{

factors of the searchmg §We ¢hus spent a great' deal of ‘time preplannmg our searches

serv;ces ’ecause 1t cost less than goihg

-

3. . . S ~¥
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* . searchers t%the various seminars offered by the 4'pubhshers" of the d1fferen€ data ' ,

- bases. » Costs range- from no charge to $150 or

. 1. MSC-D560986

;- R
n r Cow . ~
$15. This request mcreased the anxzety of the librarian Who often felt her undex- @

st dmg of the data bases left much to desire and the patron would not get what he

was paying for, .
-t - : . lﬁ

-~

\ ».
. ) N o .
To ease this anxiety, and to beéjair to, the patron 1 would recommend that money be
_allocated in budgets to absorb the cost of errors made by searchers (such as runmng
the search in the wrong “bage):- - .
e c ) s

4

DIALOG has expanded from 20 bases to over 30 in less than 6 months. As.' more data
bases were loaded onto the system, we at RCPL becarne less sure of our abilitieg to
meet patrbng,requests; Sonie 'ofe the files were problems becauée none 'of .u's have either
the subject knowledge to understand the search request or an understanding of the
standards and procedures.used in COmpzlmg the index or abstract services bemg
tapped. In bases.hke B_IO§§ we had probIems comprehending the'different codes and .
deciding how to combme them to '*hit" what our patron was"seekmg' ‘In my opinion,
libraries who offer this type of service w1ll have to send their searchers to mdepth
trammg sessions on the structng of the data files agd to more advanced workshops i
on computer mampu’latzon. L1brar1es will have’ to ’budget tune and money to send their - .
ore per pei'son per session. °

P ’

[ - -

a.

* The five librarians who prowded llIALO
have cofne to some conclus1oas ;about‘the erV1ces. thle the idea of computerzzed

servzces at the Redwood City Publi¢ Lzbrary

* information retrzeval is véry exmtltfg, ,' e DIALOG bases. are too specialized b1b11ov -

. size library does not have the per1od1c

graphlc tools, and too costly to be, usad by the general publ1c. We believe these data
bases probably are put to better more requent use in a larger hbrary Our medzum— : , N

and document collectg.ons to provide the ma- i

© terials¢ited in the b1bhograph1es obtamed through the computeR. . This lagk' means ‘that

&

. . " . . - | -8
: b . . 4 \’ 92

our patrons either have to wait for us td obtam the desired materlal by 1ntefhbrary

loan or they go to another source. If'che Reader s Gujde to Periodical therature were

TN

computer1zed or local stat1st1cs such. as the cfime rates»m, town, I thmk 1Qformat1oq

[y ' . ' . .
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™ : ST -
r,etrie\‘ral servioes' would be u'sed by Redwood City residents: ’II‘he DIALOG'data system
is not the ideal one we should be offermg Although we started this project with great
enthusmsm we fmd that we do not have enough staff to offer as good a computerized
information retr1eva1 sérvice as should be possible with DIALOG, We do not have the

time to takef serveral hours each week to study the manuals and to practice on the 4
. equipmen?. ’ S ' . o )

» | . 8

DIALOG d1d not lead te an increased use of our library as a unit by commumty resi-

_ dents formerly not library users. ‘Most DIALOG users came to our library for that

purpose only: to get a search o})ne. .. : .
- ’ : .. -

£

At the end of the NSF grant period, June 1976, DLA.LOG mrvmes were d1scont1nued at -+

the Bedwood City Public Library for t

an mvaluable experience in'the use of ¢

reasons*I've described. "However, we drig’am
Mputers in the library. _Additionally, Wwe re-
mforced and 1mproved‘ our reference 1nter\>iew techniques in workmg ouf search re—

quegs w1th DIALOG users. We hop that when data bases that we feel can be more

approprlately used in a small libragy are. compuse\nzed that we will be able to offer

such services agam Mr. Oscar Firschein was most helpful to us throughou ‘the NSF

project-as were his colleagues 1n{Lockheed Customeér Serv1ces .
\ .

1 g * ’ ) g
. ’ .

° ‘Ch%rlotte ‘Sakai, * Reference yi’b;'hria;n’,‘San Jose Public Libragy . o s

a -
-

A .

e o ' 3 . . .
San Jose Public Lijpraryshas always offered indepth reference service for free to our

, library users. One serv1ce we were not doing wa‘s compiling b1b11ograph1es for 1nd1—

. 4 -
~viduals. Since we were automatmg the mrculatmn and cataloging systems,_ it was a

natural extensmn to offer an information retrieval system. The Clty/I.Abranan decided
_to have DIALOG for a fee, chargmg the d1rect DIALOG cost to the end user. Otherw;.se
we could not ofﬁar the service in these days of budget eonstramts‘?; ~ —

, . ] « . :«,
‘ * .
/ ¢ / R 'i);

We found that people who do not normally use our 11brary servite were'commg in to

have a D]’.ALOG search, Most of these people some comméfrom 50 miles aWay, ¢

¢ "J
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were grguate students or researchers who were willing to pay for their time saved

. on literature searching. DIALOG also made available to these people indexes not '
. - .o 5 -

normalfly found i a public library. (We duplicate about 10 titles in the hardbound .

L/_J t, b e " - (N . 4 . . . )

format.) - . .,“\3 . ’ J Voo ‘ e ;
- ) *t. s, \» ) . ..‘:‘ — : -~ . 'h . -

\\_‘_,_)Ne have four operat‘qrs plus a municipal refere?d‘e librarian doing searches. The

’ operators were gelected on their sixbject ‘backgroun'd and aptitude. To cqordinate

~ available staff time ta the number of DIALOG requests, we requegtedthat all searches
be done by appointment, “We found that appointments gns’urgd time for a thorough reft

> ergnce interview and having the patrgp p.resents during the::e,earéh.! THis method e e .

resulted in satisfied customers. )

e . -
. 0 .

. e
x 4
R

—. In regﬁrd‘ to -our daily reference work,*we use DIALOG "mair;l}' for Bibiiographicg‘ .
’ ver1f1cat10n as we use OCLC for Verl.fymg a baok title. We also use DIAL G for . —
subject (search) requests about twice a month, There is a budget for librarfans’
. searches, ' / ‘ i .t R \ <
~ ' : s . , r
. Pur, current level of DLM{O(‘}Srgquests is at a, contortable number for our operators o

to handle without feelmg strained. That is thé main reason why we ha¥e not b@ pub-

licizing the information retr1eva1 system w1de1y We could-not handle any increase )

without adding another operator. Most of our DIALOG requests are referred to us
. by word of mouth™or by 11brar1ans\1n the Coweralilve Informatmn Network. ' : N

V
San-Jose Public Librdry tries to offer and maintain those serviges requested and "
needed by the variety of people using the public library. Our library users are be-
coming increasingly sophisticated in their: démands for informatich and materials,

- especially here invsilicon valley. DIALOG is just one service to meet such demands.
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* & Ann Scott, * Reference Cvoordinator, San Mateo County iaibrary

. .
»

< . .

. LY
. 1 e .
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Th1s is an overv1ew of 3 years of part1c1patlon in the DIALIB/DIALOG PrOJe;:t by a
superv1sor and participant. During the first year of fre”*\,serwce, P part1.¢1pated in

, the’ trElnmg, some of the demonstratlons, ‘and soime of the searches Na.ncy DeWath )
In
,the second ye?r, dle to staff changes, my part1c1pat10n increased and has cont1nued
through the third year, Ve

this part1c1pat10n included conduct1ng searches, interviews, «
g1v1ng explanations to patrons as to’ serV1qe ,a.nd costs, a.nd attendxng training sesslons .

did most of pr;actlcal organization 1nvolv1ng desrg;nmg of’ forms and procedures

1 -

given by Lockheed and 1nd1v1dual data !base vendors VYT e e

- . [ . * ! d 0N
. -
.

Staffing has been a major problem since the begmmng, ’I‘he Reference D1v1s_1,on is

composed of generahsts who are accustomed to do int depth manual searches for subJect

e requests In the first™ y’ear our complement was four full “time Reference L1brarians,
1ncludang the Coordmator, due to staff changes, we operated at 3 full-time employees
for most of the second and third years. As our regular wo"l?oad did nqt decrease nor
were the hours o°l“ sery}ce (69 hours a wed< reduced cons1derable pressure was felt Ta

by the staff. ¥ ¢ - : L e

»
2, . . > * N - E ]

™
“The explosmn of data bases from the or1g1na1 15.0r 16 to nearly 60 By ’he end of the

\

The Lock'heed‘User Update sess1.ons

bert Donat; demonstrateél £ nurr,g;er of short cuts |,
cuts, these became a rewew gource for all '

. th1rd yea ept us all busy trytng'to' keep current.
were invaluable; at one.of these,
‘and handed out ‘examples of the s|

. The mform,atmn prov1ded about dffa bases seemeﬂ sk1mpy to us; the feature of gettmg
the ,1nformat1 onllne is an expens1ve one f0r Data Bases wh1ch cost 95"dollars.ah hour, ‘-

1Aavould help a great deal if as Data B’ases s are added the discrate’ character1s‘t1cs could

@

appear w1th the general 1nformatxon, th1s would 1nclude sample search: “Be¢

data base has its own 1nd1v1dual character1st1cs, fne must consta.ntly \rewew

' ‘startmg a search a comparat1v‘é dghsplay of how to search for authors, free- xt .

searchmg,_ ete., would be most helpful‘ Some of this has appéared in recent .
Chronologs but t.'lns nece;s1tates searchmg Chrono'lbgs wh1ch 1s nme’c"‘r‘isummg

: . , .. . o ‘ »
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Trammg in general could have been better over‘the 3-year period, espec1a11y as new -
data bases are added. Perhaps this presents no problem in the Speczal Library, where
hardcopy of some of the indexes are used regularly, but where the whole index is a new
area, Ffound mysélf at a disadvantage. N -

The exploszon of data bases makes DIALOG more attract1ve, but brings one in contact :
with whole new world of abbreviations. When\,there were only 15 data bases, one had

a very good idea what to suggest toa patron Now the number and variety of data - '
bases, with considerable overlap, seVerely comp],zcates this. The Loclgheed publicity
seeWo be of a market approach rather than a consumrer use. The pamphlet which
came out in the third year is one of the better'efforts, but even it needs to be ypdated
for the newer data bases. Duringthe first year, the best in.formation we had oa.me.'
from Forrest Carhart's METRO, System. It is too bad that everyth1ng has to be re-.

invented by everyone and that there isn't more shanng, perhaps ‘this is a respons1b111ty

of the Libraries concerned rather than Lockheed. ' /.

RS

Rublicity h4s been a problem since the early days of the project an I have to assume
it will continue. We had lots of vivid and attractive publicity, but it did not really
attract a-great many batrons Communications is difficult when knowledge is,common
to all; patrons came expecting to see a computer rather than a termmal to put in
specific problems and get exact answers rather than biblographies, Mmd an answer
to a question for wh1ch no data base was available. This is still oecurring althéugh a
number of referrals durmg the third year came as result of professors, friends, or
previous experlence with the system when it was free Ev1dent1y there are ﬂyers '

3
around which still give the for public library locat}ons so some patrons really have

_to be serious to find the 2 locations. y g ’ o0

.
- - .

The availability of DIALOG in the Public I;ibrary seems to me to be an added dirnension

K

f
i
of service as well as a step to changing the 1mage of public library serviee. .The data f ’

bases are still geared to research and science more than the general quhc, whith

means the users are generally in bus1ness, college/umverszty, researchers, but
A . ¥ . ! ' ' N \ !

. - .
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N yet become critical; there are at .least two commerclal

.,\l
A ]
‘

\ LMSC-D560986

rarely the general pubhc on a general interest. If and whe the more common indexes

such as those of the Wllson Compa.ny becdtne avallable uage by the general public ' A\, )

erv1oes ava11ab1e Knvthe.Bay )
Palo Alto), ‘as well as the

Cahforma at Berkeley As

Area, (Information Unlimited, Berkeley, and WESRAC
_service offered at Stanford Un1vers1ty and University o]
stated previously, some professors in business course have adde DIALOG search

to course requlrements this presents a problenh but provides an xper1ence for ':_ .

students for future use.: ] 3 -
a . ' ,oe . ' \

o The charging of fees presented no problems other thax the dministrative work with -

handling checks (which was what we rece;ved rather than cash; and processing bills.

I was the one who did this and it is time- consummg, ée of the time has been reduced
since costs have been showrt on the search; this relle; ed the L1brar1ans from having to .
figure computer time, charges ‘etc. The free perfoc st111 hangs arqund and we still

get calls about it, b{“rt/a.n expla.natlon as to the p ect] a.nd 1ts stdges clears that up?

L
v

-
. %,

"~ +'We have had accounts opened by agencles, ms/, tutlon ;, a.dd businesses whlch really fl

worked out very well. During the third year/ive requ red b down payment/depos1t of
$5 and the balance when results were rece, ved. ., All g f us'feel ve gonscious of cost

when doing a seéarch now that the patron s paying the full computer time, so more

time is spent in preparing for the searéh than’in the fjst. For my part, the past 3—
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Ifeel stroneg there is a p{ace for DI.ALOG in Pubhc Libraries but 11brar1ans ‘have to _

-

accept the idea of computers and what they do without feeling madequate to dea} with |
. . them Chargmg for- DLALOG serV1ce does not, seem out of line; hbrar1es charge for
' " rental typewrzters and for copzers ‘which are special equipment in a certa:m sense.

) DIALOG is special also _but may hecome less so as mo‘re dafa bases of common in-

. ~ b R .
terest appear. ) S . .

R : . At . . - v
[ .
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B.2 COMMENTS ~ - o 2
) ° & .

2

Comments regardmg the DIALOG project were sohc1ted from all the part1c1pat1ng

-

-

hbranans Comments were received from 19 1nd1vzduals from a total of 7 11brar1es

‘' both in written and tape- recorded form The individuals are:

’

e Charlotte Saka1, Reference Librarian, San Jose Public Library, San Jose,

Californid ) YL \
.. - © Bob Johnson, Documents L1brar1an San Jose Pubhc Library,-San Jose,
f . Califorhia ' o » , - < s .
. ® Robin Kendzg, Mum&zpal Beference Librarian, San Jose Pubhc L1brary,
- , SanJose, Cahforma s '
I ‘e Rob Luchessi, Mumchal Reference L1brar1an San Jose Pubhc L1brary,
L San Jose, California : . - )
: ’ ° Scotty McEwen, Science ijrariar_), San'Jose Public L‘ibrary, San Jose, .
T \ ; Cahfornla . . ~ i .
‘ ‘ e Phyllis Par}Lr sttory Librarian, San Jose Public I:1brary, San Jose,
) Tl ) Cahfornza ; . : \ T .
) ‘ ' ¢ Judith Neufeld Asszstant to the Director, ,Long Island Lzbrary Resources
- \ Council, ’Inc o Bellport New York ) -
: f, e Ann Landtroop, Head of Business, Sc1ence, and Technology Department )
Houstofx ’f" exas - . , .
o Carol Vantine, INFORM L1brar1an aneapohs Public L1brary, aneapohs
- Minnesota . O - LN
. N o Leais Thomas, Head Research Center, Santa Clara County L1brary, .
) . . Cupe”f*ﬁno Cah.forma , . . '
- L N oo ."L"\’l ‘ ',‘ : o
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Dale Thompson- Regmnal L1brar1an Santa Clara County L1brary, Cupertmo,

.|

California : e o .
Alison Holtby Reference L1brar1an Santa Clara County L1brary, Cuﬁertmo,

. California * . - Ve t ¢ °,
Charlotte Doudell Reférence Inbrarza.n Santa Clara County L1brary, o o )
Cupert1no Cahforma - Y : ’

Eric Krzstoffers,dn Reference Librarian, Sanﬁa Clara County L1brary,
Cupertino, California . ; . A t o -
Lisa Naef, Head Adult Reference and Readers’ Advzsory Service, Redwood
City Public L1brary, Redwood City, Cahforma
Nancy DeWath, Reference Librarian, San Mateo County Library, Belmont, . - ‘
Callforma . i RN ‘ < B
Anna M. Scott, Reference Coordinator, San Mateo County L1brary, Belmont, P
Callforma ; : v : i .
Béth McNabb, Reference' Librarian, San Mateo County Library, Belmont; .- )
California : _ ‘ : © ‘ P
Wazrcxe Smith, 1:{eference Librarian, San Mateo County Library, Belinont, )
' Cali._fernia ) e . . ' | < ’l‘ . C.\
v ) ‘ .
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These comments have not been ed1ted but have been organized into top1c areas, based
‘on suggestmns by Nancy H. nght We have selected the comlments from the Two-
Year Interim Roport that are still pertinent. We JAndicate comments submitted at the

\
end of the third yedr with an asterisk._ . 0 | .
- - N - o - ‘ e s
The topic areas are: R . ’ L &
.2.1 Effectst of Onlme Seajch on"L1brary Image . e, ] -
.2.2 Effect of Online Sgar h on AlIooatlon of Ltbrary Resources

203 Fee—a.mi&ee Service .o . -
.2.4 Training and Allocation of Staff-Using Onlme Search
.2.5 Use of DIALOG for Refererice < -

!
%u\wwwwr\nww

. .2.6 Negqd for Pub11c1ty to Promote Use of Online Search hE
.2.7 Who Are the Users (a.nd Nonusers) . . 0
‘ .2.8 Other Topics , T S
' B.2.1s Effects of ‘Oriline Search on Libgary In'iage . — | 3 | <
Librarians suffer from a bad unage problem We find people surprlsed that a librar-
i ian can access 1nformat10n without knowmg much about the subject. *I am p1eased as,
""""" to what online searchmg does for the image of tHe 11brarian Online search is a strg{ig
- selling point which shows people that the librarian is dealing with information in a %
modern way. ° ‘ R ' . e -,

. . " - D
. . B
. ~
»© °

® x b . < -
‘,‘I have found the experiment to be totally satisfgetory in enabling me to educate infor-

L Vi

(3

matio‘r\l users as to why an u'ndersta.nding of the organization of inforination is imp()r-
. tant, and why it should be done, by a professional, as well as a suhject sﬂeciahst It

has really given a pol1sh to the librarian's image in the eyes of business and scientific

people . . RN * )

- -

»

[}

The business 'cpmmunity initially has some difficulty in understanding that we gre )
getting bibliographic citations, and that it is necessary to look at the source faterials. . ‘ .
to see whether the question can be answeredL : Once they get past that poi"nt,‘ the reac-,
tion of the clients is: Isn't this terrific — we have a much better“g{rasp on whether. or .

B—16 oo, ’ -
o N
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' library with current information. Ftrieval techniques. In the long run, however,

~

As far as refexence use is concerned, I think that we are fmdlng that it is nnprovmg

now that there are fhe added ba%es and we are using the service more. We are now

able to” answer requests for informatjon that we could not have answered w1thout

onL1ne search © N ' T '

) ‘ ' ' . — Thomas
‘ s K

i (R A v

JInitially, iibrary i.mage, {s enhapg d through onlinesearching as patron identifies

Q

ine search results consistently must g&ceed those of manual searches in appro-

pr1ate citations retrieved £or theé7 library image to benef1t from new tech;iology
o L. Tkendig

) Lo | FT117 .

L really don't think that our havmg DIALOG in the l1brary changes our-image. The

patrons who need a search find us, use us, and walk odut the door. If they need re-

prmts of an art1c1e, then they are back in the same groove “of us1ng everyday library

" services. OuY haV1ng the capabiljties of computenzed search1ng does not affect their

_ perception of a* I1brary. It 1s just a service they need an’d wan} and 1t happens‘to be at

our 11brary. I DIALOGUWere in a drug or grocery store as copy mach1nes é.re, 1t

wouLdn't change thc way patJ;ons think about or use those. stores.

4

v

/\ McEwen*
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I feel that onlme s/earchmg is ayvery pos1t1ve mﬂuenqe on the hbrary image, The

. servige brmgs in a number of people, especzally busmess people, who nght not

>

normally use the library, o L
L,} ‘: . i o ’ '. ~ ‘. B P.arker-* t . "
: LA : : no

/

Onlme searching has not changed the library's image.to any great degree. . The avail-
. ab111ty of the service has fa\forably impressed 'those who have used it,. but these people

are such a small percentage of total hbrary users that the overall libyary nn;ge re-

mains unthanged, The average library patron may display mild interest m the ter%n—

nal, especially when it is being operated, But the_system must be used to be appre-

ciated. Since the average library patron does not use the servzce it does not affect
"him ér his"view of the library. (\ - g
., | ' - L —‘;J‘ohnson’;/.
o : Tttt

. ’ . . s . N >

B.2.2 Effect of ‘Onine Search on Allocation'of Library Resoqrces
. T .

e

s Lessons learned: A library should ask several basic questions hefore adding online' .
' sear\ch service: , - o . . '

ow does the service fit into the

174

»

- Is there a real not imagined, need for it?

.

\ "7 Joverall obJectlves of the hbrary‘?
* — Does the library have the necessary financial resources, the personiel
requzremejnts to develop this service? -
— Will this service produce better results than gglterna;tive, s#\rce 2cost

factors versus performance factors)?

L}

J ! <.
— Will thie service contrilmute substantially to meeting library objectives ?

: - Landtroop
[ - " . - °

— .~ TTET ‘
The most 1mportant comment I would make tp anfone contemplatmg the initiation of
online search is that it does take a cons1derZ;1e amount of staff time. The time re-‘.
/ , quired for training, workshops, a.nd' searchmg has had a cons1derab1e 1mpact on the .

entire staff,

- -

~ ; . Al N * -
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’ ThlS leads to the larger quest1on of how online search fifs mto the overall goals of the

l1brary Asin ma.ny other progects I d1dn't,reallze when we started out'all that was
1nvolved but as we cont1nued I began to see that there are questions that haye to be
answered The_more staff time we put into online search, the’ less time we
.othor serV1ces The quest1on of which community to serve then arises: afe we to
serve a s0ph1§tlcated highly educated community, or are we to serve the community
that has no 1nterest in .thls specialized reference serviee, but has other interests and
needs that we are unable to fulf111 We are going to have to/eome to grips with this -
problem I beheve we have to’ be flexible enough to 1nclude both; but, we may have
to requ1re the users of onliné search to pay for the full service, i.e, 1nclud1ng ter-
: m1naI cost and staff “time so that the service does not become a burden on the 11brary
system' ‘e v v : : <

. 1]
v — Thompson

Overall, we are finding that online search requires.a lot of effort - pub11c1ty, tragnmg -

just to keep things going, . It is not someth1ng that we can subscribe to and let sit

: -around until we feel like using it — like a new reference book, Each 11brary (publ1c

-

and otherw1se) w1ll have to decide whether it is worth the. effort,
. .. R o L e " —DeWath
N ‘ Pttt

T — »

. We have d1scussed~ in our 11brary the possibility of ¢liminating some,data baSes in

”
7+ < paper copy because they are online.. However I do rot think that that isa good way

to look at the problem because if the online service is no longer ava1lab1e for one

ey
; reason. or anotherz then one has no backup in hard copy. Data base availability im-

- plies that we don't have to keep dupl1cate copies of materlals and that we can also

-

go 1nto chroﬁche to obtain an enormous saving in shelf space (we could save 200 to
300 11near feet’ of shelf space by doing th1s) We could also save the binding cost
part1cu1ar1y for references that are only checked occ’asionally with dnline seatches.
We can have ava11ab1e datak“ases that we could, not afford to buy in paper and it

broadens our ent1re scope of data retrieval. |, - N

e - \ — Vantine
. ’ _ L. ./\
Tty - ;
o - .23-1{03 :
i '
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We have faoed this resource'qgestém before. A lot of the paper sourcges that we
subscribe to are very expenszve, and at the present time we do prov jde ver,y expenswe -
. business services for a limited audience. If 5ou look at the people (vho are s1tt1ng at . \
e\

a.ffect other library services. Th1s is further compounde ecause the type of person -«

\&ho makes an effective DLALOG operator is tﬁe type of p rson who is also a very capa-

‘ble librarian, So the best librarians are dra.fted as D? 0G operators. Their DIALOG *
u

duties give them less t1me to~devote to the trad1t10nal. blic library duties. The other ™

staff members must shoutder this extra load! if pos 1b1e The effect of d1vert1ng staff
to online searching often results in a slight decregée in the quaht) of tradmonal hbrary
services. L1brar1es with a chromd staff shorta may be u?able to offer onhne search-

. mg in addztzon o their trad1t10na1 library servi es.

r " --J'ohnsonf“
levell of libra'ry reference serviceat peak demand periods, DIAL@G searchers who

~ Kendig*

. time, Of the 20 hbrarzans work1 g in the ‘main hbrary af pubhc servzce desks,, 4 of us ‘

have been trained to use DLALOG Over the past few months, we have probably run ___ °
\  between 30 to 40 searches each onth Adding in the time requ1red to explam the sys;

tem, make appomtments, a.nd the related duties of notifying them When prmtout arrives, L

etc., let's say 50 hours a mont are now spent on DIALOG. This amounts to roughly

12- 1/ 2 hours a week out of 800 a week for all h_prgrﬁzaisj (20 x 40 hrs/wk) — hardly a

major commi\tment.l S . “ .t ‘

__/ : . . - McEwen* ) | .
o TWTT : 3 L
IO T) » -

l{llC . LOZKHEED F\ALo ALTO RESEARCH LABORATORY =~ — ' v

> LOCKHEED $SSILEYS 1] SPACE COMPANY, INC . o .
. A SUI’IDIAIV\DF LJOCKHEELD AI\‘CIA}F CORPORATION . ‘o AN
. . 5

-




- ﬁ , * " } . -
< LMSC-D560986
Ny .
! R ;-\/ , )
- ' \ \
B.2.3 Fee and Free Service © e oLt

N . R . + ’
t - »

Our major hurdle was tlte decision to charge fees ip a public l‘ibrar& It was decided
_that the library would absorb the stagf time, connect tinie, and overhead; the terminal |
would be paid by NSF; and the DIALOG cost would be,paid by the patron. If we did not

chargeThe patron the\PIALOG cost we would not-be abie- to offer the serv1ce .. We
have had no requests for refunds or defaults by our DIALOG users.

. ' © ' —Sakai
T Tt B

The fee service has nét presented as many problems as we had feared. .If anyone
ongcted to the public hbrary selling a serv1ce they didn't do so to our faces. We
have had no problem that I know of with patrons fa111ng to pay a balance due, bound1ng ..
) checks, etc. We ha\e a checks-on]y provision that works wéll for us;& I'm sure that
users would like it better if we accef)ted cash and credit cards, but no one has been
terribly inconvenienced (although a couple of times staff members have wr1tten checks
- on their own accounts for people who showed up w1th cash only). We do feel the pres—

sure of having to segrch economzcally when spend1ng the patron's money; begmnmg A')
searchers find th:;éartmularly d1scomfort1ng They have dealt with that by practicing ‘
a search on demo and then doing it "for real" as a standard seﬁrch -a luxury that we
may.not be\ahe to afford in the future. The standard searc} prom1ses some relief in
that situation. When we are more confident (with ourselves or the subject of the
«Search), we prefer custom so'that we can get the benefit of our eff1c1ency. The prob—
lem, Ithink, stems from the strangenéss of hav1ng someone el”se in essence, pefy for
our tife. I have worked other places where oun time was billed to clients (not librar-
ies but c'onsultmg orgamza&ons) ‘After a little initial discomfort, staff membery
learned to accept the idea that whatever time we spent was billable, that m1stakZ

-~

false starts, and .gneffzcxency were a part of any human act1V1ty A - .-
) I ' rg '

' I ¢

If we did enough DIALOG searches, we would eventually realize.that no search is flaw-

-

less, -and that the flailing around that we do'sometimes, is a legitimate part of the search.
g : b gl

. : . ./ —Dewath
) L 5 5 6 B -
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We b#fe had a number of people in }ibrarf systenms aronnd the Twin Cities inquire as
to nonfee use of the terminal. Up to the.‘present, we have limited use to fee-paying .
INFORM clienfs In 1977 a pilot study of free online sea,rching for the general patron
will be undertaken. The subject librarians will be responS1b1e for determlmng whether
a terminal search 1s thg most cost-effective wa$ of answering a ‘question. We are
fmthng that the average séarch cost runs $20 to $25 for a client, not 1nc],ud1ng our
INFORM 11brar1an fee {We have had searches ranging from $5 to several hundred

¢

dallars ) Itissucha reasonable price that I feel that online search1ng isa tool that

o~

should be ‘available in 11brar1es everywhere - '

. . ) — Vantine

: .\TTTTT, Co -

. L Yer .o

With reference to our use of DIALOG to answer reference quest1ohs I cont1nua11y

worried about the fa1rness of chargmg some patrons and not charglng others The

\

critetion somet1mes menhoned as the approprlate guide — use online search only

"to save time'" — is not workable* in actual pract1ce I found myself looking at‘the

~

patron's address to get an idea as to whether he or she could afford on11ne search

ThlS &ffected my decision as to whether a full ontine search ‘was recommended or net.

B
PR s

.. \ o —Thomas )
o preer - -
\Le are concernéd more than the. pubhc about 'charglng a‘fee for searches. The public
seems to be able to separate the on11ne service from our free refenenge servme weé
©  gre ‘goihg to have to set up a*fynd, though tq handle the t1mes\1\en we use online

searoh for our own reference /1uest10ns and for b1b11ograpt_uc searches. \

.

<

— Kristofferson

-t

fieet '
Houston Public Library has a long h1story of domg 1ndepth I’eference work for our
patrons — for free. This 1nc1udes of course, 11terature searchmg If these manual

searches are successful, théh electronic search1ng is rict necessary Th1s apyroach

a~
,

(doing manual searching first) certam!y does affect the use ‘of DIALOG.

A

Houston Public L1brary has no d1ff1cu'1ty at all in chargmg for patron use of online

computer time., Ifa patron/ c11ent wants a ht'erature search via computer he will

a

LS ’
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have to pay for ‘it. A library doeos not have to have a "fee—‘based service" b‘_ef% they
can have DIALQG, nor'misst they have DIALOG before they hayé7 a fee service.
: e e . o ~ Landtroep

. ‘ : A )
Since most of our users are college students or in research they have been glad to s
trade money for service. Everyone seems to be workmg with linfited t1me and thg.‘

time saved is well worth the cost ) . -

v B - “

, s - .

~ -~
M i

|-

My questlon is how much of the service should be pa1d for by thé taxpa'yer‘? At present
t1me the 11brar1ans' t1me is paid by the l1brary .The patron pays for the conneect time
and pr1ntouts We have had very few’ complamts from patrons who felt they didn't get
~their moneys worth Most are thrilled with the results, Now should they be paymg

for the 11brar1ans t1me a1so? That's the difficult’ quest1on ) .
3 : :

e 4 s )

Making rough genera11zat1ons we now spend ,about an hour with each D'IALO& patron °

.
’

and many times we spend this same amount of timé'on a te1ephone reference question,

so I feel that the library is Ju$t1f1ed in offer1ng th1s servme W1thout charging the patron
" for the 11brar1an s-time. R ;.. - o
! . “” T o —McE‘wen"" '
' .t e : :

AIthough many librarians feel strongly that the pubhc library should not offera
service for a fee; I do not agree.’ I feel that one wdy or the of;her the public is pay1ng )
" for the hbrary Since DIALOG attracts a Very spe01a1 chentele w1111ng to-pay for thes «

serV1ce Ifee1 that 1t is-useful and des1rab1e. . R .
. v o - Parker:" .
’ . T t T T 1. '

The quest1on of charging fees for selected pubhc 11brary services is'an emotional S

issue. Although some 11‘b’rar1ans become md1gnant at the thought of charging any kind

of~fee J:b‘r any k1nd of public 11brary service,. the DIALOG operators at our library feel
< mo such qualms about chargmg a fee for on11ne search1ng ’I‘he economic rea11ty is

such tl{a‘t there is no way thait the city of San Jose would completely underwr1te such a

~-
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' B.2.4 Trainirig and Allocation /of Staff Using Onlihe Search ..

ya ' © Be24’

o

N
sp'ecmlzzed servzce for a select few. As it is, the dxty is already subszdzzn&g the .
servzce by not ohargmg for library staff t1me or the use.of the term1naI The hbrary
can and does offer online searching at a very reasonable cost, we11 within reach of all

who need this type of servzce. There have been no complamts about the fact the library

) must Qharge a fee for this service. All who use it agree they recezved good value'for -

- ' . . - K
v . : T — Johnson*

trrtr S g

7

1
>

e

Training Programs . o ‘ i . : C L
) ! ‘ > - ‘
° N N T . : - %,

"I feel that the most.fenefieial training session would consist of two or three people at

most with an experienced trainer some tune after they have read the manuals. We
are intelligent enough to absorb the basic 1dea of how the system works from the ‘
prmted mater1a1 1n the future 1t might be more valuable to, read it f1rst At the train-

ing sesszon one could discuss the finer pomts aﬁd have hands-on training.
¢ - - . L < B v o

,

There should be tralmng °beyond the 1mt1a1 1- or 2- day sess1on preferably after the
11brar1an has used the system’ for aw}nle. Advanced tralmng shiould be offered on.
location, since 11brar1ans find it hard to get.away. It shquld occur gmae a year or
maybe every ‘6 months. A mzmmum of three people should be trained to cover absence

due to illness, job change, and dlfferences m_subject interest. o C e

'
Ve
«
.
“a

"It was very difficult for us to become acquainted with the new data bases when we ‘

were not familiar W1t them in hard copy. For example, we were fazmhar with

FOundatzon Center ;materzals, so it was easy to use 1t in the. onizne form. But when

*

familiar with,
: vy ' § - . —Vantine

&

it . - S

we, dgg.lt wzth 1ca1 Industny Notes or ‘Oceanic Abstracts, which we weren't
ﬁo longer were confident about what we. were doing. J\
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My trammg as a DIALOG operator began 4 months into the fee Jperiod. The 1mt1a1
trzumng was done by an experienced operator who explained the key commands and
gave a demonstration on the terminal to 111ustrate their nuse. Although encouraged
, tquse ‘demo time to practice with DIALOG th1s br1ef introduction did not give me

enough confzdence to do more than one or two p‘ractzce searches,
. 4

5 ! oo 4 >

~
- . . .
- ~

About 3 weeks after the in- house tra1n1ng sesszon, a Lockheed-sponsored workshop
RB:orn novice DIALOG operators was given in Palo Alto, Th1s workshop was very helpful,’
"It presented a comprehens1ve rev1ew of basi¢ DIALOG search commands and techni-
" ques, thus summarizing bits 'and p1eces of key information given me by other operators
or p1cked up on my own., In addltzon, there was 4 chance for hands- =on practice with
' DIALOG terminals, which reinforced the informatior? given earlier in the workshop.
Although in-house training is useful it is no substltute for a formahzed pract1ce s
sesszon/workshop. s T . -'.!f,?
A . ~ .
Shortly dfter atte'nding this workshop, I began doing fee searches I did very few demo
searches for practlce. In contrast to 6ther operators who began doing fee searches
after some months of pPactice dur1ng the nofee perzod I was doing fee searches w1th
very litfle prior experlenge. As a result, my | f1rst fee searches were rather poor,.
Errors were made in typing, command syntax, and search logic. These searches &ok

3

twice as long to do as comparab‘le searches done by experienced operators. I had g

trouble keeping track of the commands givén -and sets manipulated earher in the search -,

and often had to go back and retrace previous steps The fact that my inexperience Was
cost1ng the DIALOG patron money only served-to increase my nervousness and unease

during those first fee searches . ) . , - L

.
)

"Nevertheless, I was learning. After a dozen fee Searches my search time dropped o

while my confldence and effectzveness, rose. Soon, be1ng apDIALOG operator became u

an enjoyable occupatzoh‘ and has'remained so ever since.

-

P .

Becommg a DIALOG _operator in the middle of the fee penod was not easy. 'Desplte

. trammg sessions and demo timé available for DLALOG pract1ce, DLALOG prof1c1ency

o e 3

<
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can be gained only by domg patron-imt1ated searches. I just regret that those patrons
for\vhom I did my first fee séarches rad to unknowmgly subsichze my DIALOG
educat1on ’ <o - . N
— Johnson
&, TTPTH |
Since I knew nothlng about computers or set theory, I didn't have ‘the fogglest idea of
wlﬁt was going on 1n1t1a11y I felt that I d1dn't havé enough time to train oh the'ter-
'mmais._ Another training session that came 1 month to 6 weeks later wkas of Some
value, but we should have had @other followup ‘a month after that, When we went to

the workshop in May 1975, almost at the end of the free perlod we learned ‘about

! thmgs that we had never heard about before (stackmg, for example).

‘ bemg added a11 the time. ..

. | ' ~Holtby
- (RAAS I -
One of the major problems that I foresee for our continued use of online search is that
. of not having enough searches to.keep our skills current. We have sgen how rapidly
we get. rusty, and how d1ff1cu1t it is to p1ck up on new bases if we have no pressmg
need to use them It is a1so lfkely that the money for training and for pract1c1ng on-
line will be c}lt down or e11m1nated from tRe budget But, they are essent1a1 in order

to keep us even modest1y competent,’ espec1a11y W1th new bases and search f'eatures

2,

. . N . ~— DéWath

I Pt .
My.only comment is that there isn't enough hands-on time. A great deal of‘information‘
is glven in lecture form a.nd with slides, etc., but there is nothing like facmg a real
problem and trymgtgo figure. out how to best approach it with a trained person on hand
to correct your strafegy. That is the way I 1earn best. " )

. \
o ' .. —McEwen* .

) , ‘ TITTT I
&,
I was not pleased W1th my 1- dayomtroductory tra1mng g1ven by Lockheed. This was'

L]

not due to the mstructor ratﬁer I feel that a dﬁferent approach is required. Spec1f1—
ca11y, there were 20 people and only 3 termmals ava11ab1e for the (eq

aining session.

»
. .

. . T
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I have been gunning s_’earc\ since Febr’uarif 1977. It took about ten or twelve

B - P P20 K1 L : « \

nfortunately, some of the attendees with prior e‘Xp'erien'ce in DIADIOG took over the

- ferminals to search their work-related questions, leaving little time for the rest of us .l\ .

to obtam online practzce I believe a better format would allow each participant a fixed

amo f time on the‘ terminal with a g1ven problem to search and solve. | A -
. !, ‘ '

searches before I feltgrealiy»r\c\o ortable on the terminal 1 am still not comfortable‘

in certain data bases Lwish that in the trai ing sessions there was some d1scusszon -

of the different data bases w1thout the presumthn af, as hbrarlans we are fam1.har

with all of them, * '/ : .o )

— Parker*

v N
~ \ . 3 \ d
. . an - -

- Staffing Arrangements . - T o~ ' . ¥

o

Staffing has been the brggest problem created by online search at San Jose. Smce we
did not add any extra staff for online search we began to feel the stram as D}QJOG
requests mc‘:’reased from San Jose State Umverszty students. Fort\mately, we had\
help from a SJSU librafy school student whe rEcelved umts for her work, Linda

W
- LN
. AN N
. AR
- . AN

Erickson helped us through our busy: free per1od

v .
@ ‘o -

During the period when fées were charged, the four oﬂerators were able to handle .
about 50, requests a month comfortably Each‘of the operators speclahzed ina cfouple
of data bases, assigned according to the operator’s"strengths. However, we conduct

most of ‘our searches in ERIC, a result of our’high student usage.; - v

[
1

o . .

I think it would be better to Have a staff mernber assigned full time to do all the
searches. That person would be able to study. and receive advanced training in each
data base and thereby do rhore skilled searching @nline search servige takes time,
For evety mmute online, an operator spends Kmmt%s ofﬂme. This time does not _
include the numerous mquzrzes we receive, Staffmg is a serious cons1derat10n m de—

°

ciding to offér online search. - : :

., \ - v
.\ : .t . N - P

' - — Sakai e
R S S T
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- We were »ever overwhelmed by the workload but our staff1ng arrangements are more
flexible than those of) a l1brary wh1ch must staff g reference desk We did l'rav.e some
slight problems with d1str1but1on of requests among the staff We leave requests-in

) an m-box until someone picks them up to work on: them:. Occas1onally a reQuest would

get bypassedg(espec1ally 4 messy one), W1th everyone thmkmg that sémedne else would

do it “but that is more a function of our way of d1str1but1ng workload than a.nythmg

Gdlrectly related to. onhneeseapch We. have talked about assigning requests e1ther in

str1ct rotation or accordmg to- different subJects but the staff was unanimous in its
feelmg that the current procedure was preferable both-in ter;ns of d1str1butmg thé\
workload fairly and, gett1ng the searches done w1th the least delay.

.

L
s

" We have avo1ded ass1gnmg sdec1f1c bases to individual searchers because that would
.mean a heavy load for people doing the popular bases, ‘and could mean that a request
would need.to be done ina hurry w1thout the "appropr'Aéte" person’ being ava1lable to’
doit. However, that whuld make 1t easier to keep up-to date .on changes in th

~
-
®

; -bade sy MY ] oL,

. I N /, ,v" / o , —DeWath -
Lo R SRR § A5 ,

\‘. Since thére are only 4 DIALOG operators, we do have to make appointments at least

P

. 24 hours or more in advance. We avoid Mondays because that is our bus1est day. -
. Sometimes, ‘during’ our busy season I dé feel that online search1ng does detract from

our overall reference se.rv1ce because we are stretched very thin from’a staffmg po1nt

of view, ' .

,. - C .0 « .+ —Parker*
. ’ L4 p p

A A S

" ' There are 4 DIALOG operato;s at this l1brary (San Jose) =That s a suff1c1ent number
to cope with the 30 to. 40 searches done monthly~ And 1t ensures that there is usually .
at least one trained operatdr available to answer quest1ons about the service and set'up
appo1ntments If the number of monthly searches were to increase shghtly, more.

. operators WOuld have to be tramed Not all librarians hdve the potent1al to be good
DIALOG operators. The operator must be of above average mtell1gence logical and
flex1ble in thought and, capable of engagmg in a man/machine DIALOG. These qual1t1es i .
do l1m1t the number of potentxal operators even it a large library. °

' ' ¢ : h —Johns,on* ‘

’

i
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Number of Operators . . ’ e . )

-

. e ; .
. “ M T e~
“

‘From the user s point view, I suggest that a s1ng1e operator be utilized. A~ single

" operator can become a specialist; he gams more expert1se by-doing more searches.
This system is preferable to spreadlng out the searches among many operators. .
" | : "' —McEwen .

U tTHTT .

‘ It is'important that there not be too many [operators because then you have a lot ()f

o have only a surface knowledge of how to perform searches, . On the othe‘r

hand, one operator does not work out we11 in a pubhc library situation, It is dlfﬁcult

» ] .

for one person to cover many slfb]ect areas, and from a stafﬁng point of view, it

doesn Mt work otit we11 due to 111ness vacat1on etc.

&

— Kristofferson

® TiTTTu
. .. Stafy Attifude and Ability - Lol \ ° -
) | . * v
\ .

»

& » [

The key to a successful onlme search operat1on is the staff, If the people who will

be workmg with it are not enthus1ast1c, thé use of on11ne search de anywhere is

almost guara.nteed to fail, The patrons know of onhne search o gugh us, so if

we are skeptical or reluctant, or not interested in the patron's questipn, the patron
’w111 pick that up. If we aren't convmced of its value, ‘e can't sell the patron on it;
but, ‘on the, other hand, if we seem conf1dent that we have gotten from DIALOG the

best it can prov1de, however much or little, the patron is conf1dent that the search

LMSC-D560986

has been as successful as poss1b1e.
ES

P

.

N = DeWath

o ’
v

) TTJ‘TT .

el

to offer online search. Many of our early problems intensified because of : a poor att1—

\tude, As our att1tud’es changed, the problems with fees workload and term1na1/
computer became manigeable. I;'s becatfse of this positive, support1ve attitude of

ot
Y

. - . - ¢
- ALd ‘ B

2.

The attrtude of the staff and adminfstrationemust be supportive when a 11brary dec1des (

’

" T v, . L
- B R} . \ 3423113
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T ments about DIALOG to patrons whioh are untrue.

ww.
v

. .&fi' B"‘3 . . .
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~ - " ' LMSC-D560986

the operators and of admzmstratlon that DIALOG w111 continue for a th1rd year at

.t V

 Sah José Public Libraty. o

: o' T — Sakai

| .’49

perators, Most.
of-the staff not connected with DIALOG havé only a vag gue 1dea of wh
is about. They are 1gnorant of what DIALOG ¢an an cannot do. This is undexstand-

online searching

able since one must work with, the system over a pefiod of time before one can fully N

grasp its capabilities. But it does create situation whelfe nonbperators make ‘state-
| d which DIALOG operators must -
)

1ater refute. Some type of education about DIALOf: for rflonoperators is needed. Aléo
there is some ré“sentment a.mong the hbrary sta.ff,l"ow_ard operators whose appointment.
with a DIALOG patron runs over the allotted hour/

'staff re annoyed when they must

and who is subsequently late in re- [

lieving another librarian at a pubhc desk. Somef
cover for. Qperators who must attend to DIALOG-related business. To be sure, this
t%e of résentment is not overwhelmmg,~but 1t 1: present. - .

, — Johnson* ' ‘

Interlibraty Cooperation ; . ' | '
e . ) " o ‘ g, .

An alternative to the kind of arrangement that we ha/le now is one in which one library

acts as a central search faczhty for a large number/ of libraries, in a more formal -

arrangement than we now have in CIN. . We have haé so httle partzczpatlon from special

' '

. - -
% . .
£

1 . ’
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. 11brar1es ig.CIN that I shuSpect that they pever learned enough about DIALOG a.nd/or
the DIALIB pro;ec% Including a larger ared, espetialty San Francisco, would prob—
ably increase flie use tremendously . The question would arise, how would the cost be
shared, partlcularIy the staff costs. In the East Bay, the public libraries are tl‘Sr/mg
an arrangement whereby onlme search requests are sent to U.C, It w111 be 1nterest1ng

'to see how, that wo\rks out, espe01a11y since the pubhc 11brar1a.ns have been givenno

o special tramlng regardmg the k1nds of requests that are appropr1ate. .
Yo — DeWath

'y

.

N .
« . . )-l
¢ . .
. P

. N ST
Aside from a few reques%s“from some. special’ 11bra‘r1es,rwe haven't been in direct
contact vuth other libraries re DIALOG. Other 11brar1es do send pat.rpns to us but
there hasn't been a marked increase or decrease in mterllbrary cooperatlon because
of DIALOG,  + - PR
’ l ' ) ) - MoEwen*
Ctrrr L TR

& 2

B.2.5 Use. of BIALOG for Reference

Reference Use = . . . e _. )
B LY )
& ’ : | ‘
Online ‘searching opens up a new vista for the smaller library as well as the research

'11brary. It prov1des the small library w1th capab111t1es that they never had before and
enables them to prov1de better servme’f" the pubhc. 31 would recommend online search-
ing to any 11brary that cap a.fford it, no matter how small the 11brary. I feel that 1t is

e o
N .

a tool that can enhance their collectlon nnf:neasurably.

. .B- -
e

. Interhbrary loan and other networking s1tuatlons make 1t possmle for pedple to get
cop1es of needed materials at little or o cost This means that online b1bhograph10
"searclung enables the person having access to a vefy small collection to find out what
is available and begin to do a really decent literature search. It may take them a little
longer to obtain sBurce mater1a1s that aren't immediately ava11ab1e but it, is well
worth it. ' _ . ) , -
’ ' . . — Vantine
e N
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The ab1hty to do full- text .searching has'made 1t relatively easy to ver1fy a b1b110

-

g’raphlc citation when on1y limited mformatzon is supphed by the patron The "hit
! rate for such searches is high which means, that a special collection llke Mumclpal
Reference has amadd1t§)na1 tool in he1p1ng a sometimes démanding clientele.

) .. . e L — Ltchessi* : .
‘-‘ . - . - . -
. ‘ -

RS \ (AARAR S ‘ R

DI,AI‘_.OG was used for more than patron.—zmtlated searches. We, as hbrar1ans became

* mterested in the possible uses of an information retrieval s‘vstem in daily pubhc

hbrary reference work, e.wg‘, b1b110graph1c verification and searchmg for a specific

;, answer. More time is needed to determme “whether a system such as DIALOG is a

useful reference tool. It is unforfunate that there is no current study being conducted °

. . ¢

N on this.asoect'. . e _— A~
' ; - o . . L o - - ’ ‘ 7
We tried us1ng DIALOG in our reference work That 1s, we used it to find a spec1f1c

answer to a subJect query. It was used te®ave §faff time in searching indices and/o

making a.11ab1e spec1a11zed indices. Our "hit'" rate, was about 25%. It was hoped
1\1 text Capabzhty of DIALOG would zero in on the spec1f1c top1c " We need

. that the
to do mbore reference searches on DIALOG before any dec1s1on can be made about its

— usefulness in pubhc hbrary reference. - S T \

~ . T Sakai
: : T
Five of us received a 1—day.DIALOG traininé session at the librargl in August. After -
the training sessfon, we practiced diligently for a while and talked with our ‘friends
here in the Twin Cities who had thé system, trying to find out how to best use the - M

’ T » o . . ‘ . « .\
system. \ . . o 5o e . ‘
\ . - . - . ’ . 3
~ N _— " 3 . . ] ®

[y

Orzgmally we lumted online searches to those that we knew would be successful, i:e.

" those that we could p1an a strategy for, and for which there was adata base we knew
had the mater1a1 We did hot do much in September and October because none of the' -
INFORM questlons seemed su1tab1e for. online search HoWever, our” seaxches in

* November indicated that there was a great deal ‘of mformatzon in the bases which could N

E_be retxileved once we be‘oame more base or1ented . ¢ < ! .
. ’
LT .\ N . ‘
A Y
’ {. Ay a - -
v . ~. :
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Because of 'a newspaper article in September descr1b1ng INFORM and our onhne search
capabilities,/ the request for®our service incre@sed quite a bJ,t °Peop1e were mterested

to see what/the computey could do for them As the-number of searches on the system "

/
) ,1ncreased our proficiency increased;.we used the logic more effectlvely, truncated

« 3

more\eff' 1ent1y, and began to understadd thée peotﬁ’mxmes of each, data base better.

Our search1ng results then began to showa noticeable perement R
¢ 7 . ’ LYKQa f’g e

As DIALOG added new bases such @s Science C1tat10n Index{and D1ssertatzon Abstracts,

we were able to do searches tha\@e had nét been able to do )

veloped additional sk111s for Chem Abstracts and for NTIS whzch have been most helpfifi.

o‘prewously, and we de-’

S,
»

We. feel that DIALOG enhan jed,\.the serv1ce that we prov1de eur paymg chehts many-—
fold. has provided an efficient, 1nterest1ng, and ,,mformatzve backup service to the
kinds c&

formerly we would have had to subcontract because of a lack of suff1c1ent resources

esearch that we already do. It has also‘ enabled us to handle questzons that ~

, T ; -y
’ . - .Yantme

Tt~ P -

4

DIALOG s an adequate'tool for the solution of reference questions which can be
answered through comp11at1on of b1b110gra3mes. DIALOG 1s 1ess useful for ready

reference type questlons which are generally anSWered with one or two word factual
replies. T ‘” ~ Co . )
- o . * —Kendig*

ﬂ L - trifr S

¢

I feel that there is quite arf oppqrtunity for using DIALOG to seirch réference questions -

‘online. The problem here is the cost Ido n.ot'foresee that we will be able to* do this

in the near future. N _ s BN h
) AR N To- Parl{er*
| ' AR AR . ) .
DIALOG has bﬁn ed very little in answéribg reference qu stiohs or1g1nat1ng within .
the library. There are many types of refereltce questions for whlch DIALOG is of no

or little help‘v (1,.e , tr1v1a legal, duto repair). Thére is some money to spend on v

- computemzed hterature searching for in-house reference oluesti&)s Most of the ma-.

terials found in such a search would be unavailable at our hbrary and would have to
o e o ’
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2 be gotte{{l elsewhere.’ Lib{arians are reluctant 4o 's.uggest DIALOG as an alternative ‘
*to a patron in the library searching for inférm#fion. Perhaps this is because'DIALOG
is a fee serv1ce Most of our onhne searches are 1mt1ated by patrons from outszde
the hbrary who,know of the, service and isk for it speclfzcal»ly, and not by libratians

°_Work1ng on in-house reference questzons There is a good potential for using DIALOG —.
for such queétions, but the lack of nioneyﬁo opr1ated for such a purpose is the key “

negatzve factor. ¢, .
S i, . ) N - —Johnson*
' trerr ’
- 4 ) v . B ’ -~ . . !
Data Bases - s g - W

3 . O

. — e

2 We find-NTIS most valuable — it provides us with information that gives us gocd,leads
«. - toother sources. We have found it a fast, efficient base to search, and we've had

excellent results. We're gaining more experience in CAIN.and like that base very
much also. , .e \‘ * ‘
‘ T - ’ N

. « —, N ¢ "

Psych Abstracts has also been ix}valﬁable. It is a difficult base to se—ai;cl} manually
+ and we can find a great deal of material online that would not be cost effective to ob-

tain by manual search. We had never realized the wealth of materla{m Psych Abstracts

-

until we used it in the online form. The Foundation data bases have been of g‘reat use'to

our Sociology Department which is a regzonal reposztory for these materials as well as

“

to INFORM,, _ _

-
.

ﬁ‘ ] The one frustratlon ‘we have had in usmg the system is that -Food Technolpgy Abstracts
is not online in DIALOG. _ It is something we use constantly and it is very cumberseme
to use manqally There are so many eross checks fﬁa.t have to be'done that we would

really appreczate having onhne access. If Food Technelogy Abstracts had been online .

we would have easity doubled the numbeg of searches during the trial period. e +

v oo v - . —Vantihe e
.
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DIALOG provides several files which are useful f6* urban research. . The thost per-

v

tinent is probably NTIS which, with its stron base of governiment-sponsbred research,
" covers .many areas of interest to mumc1pa1 anagers. In recent months, for example
. San Jose Mun1c1pa1 Refererice L1brary has conducted searches in NTIS for c1ty sta.ff on
such subjects as computer de51gn of sewer systems, pedestrlan safety, urban goods
- Itransportatmn bus transportatlon energy consetvation uildings, and health needs
* assessment. The results of our searches in NTIS haw!:niauy been very good, and. .
the flexibility of search techniques has greatly s1mp11f1ed access to that body of report

literature. Other f11es such as Compendex or ABI which focus on ogrtain aspects of

public works, personne], management adm1n1straflon flnance and the like, are a1so )

4

valuable in supporting an urban affairs reference serv1ce, : - -
' ) : - — Luchessi ‘
CttErt oy ” ‘
Our biggest problem is not hav1ng 1nformat10n aboutthe data bases. Data bases have
been added and we have not received instructional mater1a1 until several months after-
.o ward. We have not had; specific training in the use of most data’ bases. Pred1cast__s
was on for a year before we learned how to operate it. There are some new bases on-
line for which we may be using the wrong te'chniques because we are basing our approach
on the brief blurb that was in the Chronolog. ‘ .
' \ T ., ' R — Doudell -
F~ f ' , S S R0 1 S : o
o The number of data bases keeps expanding. There is no possg@uityﬂf part-time S
selrchers mastering them all. There are many ‘subject areas wh1ch can be searched .

but most of the searches done at this library are in either ERIC or Psych. Many of

g " the data bases have never been searched, and may be searched very rarely inthe ~_
" future. Nevertheless 1'f is good to_know they are there.
. ) ‘ ‘ T .— Johnson* !
.o A £ 211 ST ‘ J

As has been the case ever since we started using DIALOG rhost of our searches have
been’in EifIC due to the San Jose State¢ University students. I would say that we use )
10 data bases 99% of the’ time. It's nice to have the 1arge number (now up to 60) to

" choose from, but it will take more publicity before we would have customers for many

of them, « .. ! -~ d ' ) ‘ N
. ' - 28 -
g L : . — McEwen*
. . ~ _ : .
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I v1e,w DLALOG ﬁs a relevant adjynct tO/good library service as it offers comprehenswe .

and up- -tosdate covera/ge in many necessary fields. Some bases -are a bit esoteric for ) rhfl

" ~ . N it
g‘eneral public usage ‘but their ava11ab1l1ty isa comfort . - %
_ 3

‘ " ¢ R , . /3,?;//

General problems regarding DIALOG I would like. to see rectifieztl are: (1) standardlza~

tion of formats for bases since much time is spent "f1gur1ng out™how a nev}a base work

t“

(by new base I mean one that I Jhave not preV1ously used or one that I have used 1nfre~ i

quently and need refresl'hng before using aga1n), (2) I feel that the addition of bases i

A

" more attuned to public library needs would be most useful, e.g. , the Wilsow publica-f ~ '.'

" ‘tions; (3) in view of the, aforementioned (see numper 1) it would be most helpful if l

.
e‘ . -
v .
N N -
.

"ﬁ*ee" tupe Wwere still ava1lable — eVen if on a very lnmted basis. -
. It would be helpful if more thesauri were ava1lable for pre- search screening of subJect

.

“areas. We are forced to suppose that the cllent is agept;or an eX‘pert in the field(s)
related to their particular search Usually -their mput is‘adequate to the1r needs but

" how often, we ask ourselves could a bettqr search have been conducted if a thesaurus

f ._u
a2

were handily nearby. . : T
7 wﬁ* ~ Smith*

’ . '\TA‘ Al M o .
. e

N L ttitt. ¢

Presence of Patrons During Segrch " -~ ’

oo . 4 v : ; N
S One point that shoyld be ei‘?{ 'as'izediis‘the impo.rtance of performing ,searches' with
" the patron in attendance. From our experience it works much better; oné knows ex--

5 actly what the'patron wants. - . o B E ‘ — ¥ :

- — Kristofferson '
Tttt Co i
I th_mk that it is esSent1al that the patron attend the sfrch session. I had only one H

search where the patron wasn't present, and I felt very uncomfortable performlng the

K

14

search The suec‘.ess of the search is really dependent on the patron being there t/‘

. o 3,
negotlate search strategy when results are 1nsuff1clent S0 /“’ -
r oy ¢
) ) ! ~ Parker* ‘'f,
3 . 4 4 3 y r i o . o
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’ Personally, I.prefer to have the patron present while® conductmg h1s search if the
N - patron is present when the operator is-online he hag a much better idea-of how online "

B ‘ searching works, and why he got the results that he did. Also, if snags develop during .
the online search if the sedrch strategy is not getting” the desired results, the patron '
is' there to help the operator decide whether to drop the,§earch or try a different ap-
pr.oach The operator is not a subject spe 1a11st and may need guzdance from-a patron
m fhe middle of a search. Most of the searches where the patron has been less sat1s-

' ] f1ed with the Tesults were searches‘doneguthout the patron bemg present.

U I , e ) A —Johnson* "A
o BRI 33 5 ' L -
This is to be recommended, It is more satisfying to the custom.ex;\and certainly makes
- it easier on the operator. .If too rnany c1tatzons appear the patron can- choose to see
all or son;.e of them, .It keéps us from worrymg about w}kether we are gettmg too ‘much
- material for him or not enough. Beszdes when he is there and sees: how the combi-

natzons are put together, he seems to get a better grasp of how DIALOG works than 1t ‘

we just hand him the search results. . W : /"‘ \

: . N , I . — McEwen* , -
Lo o B A A4 DUy 4
- .. Location of Terminal as Factor inNUse * ' ' o -

I : :' ) | T \

We are one library in a group of 13 county libraries. Although wé have sent, these

libraries promotzonal mater1a1 we have not ‘been ,recezvmg many quest;ons from them )
"+ Most people who have come in for searches ‘have contadted us directly or are people . . 5’3\
~ \\ho regularly use our hbrary The fact that the computer terminal is npt physically )

‘present at these other libraries seems to makcia difference._ o
- o T . Yoa "~ Doudell

. B
o ¢
il

W : ‘ IRRARI - . S s
I believe that the patyon is more attracted to online search 1f the termmal is located in
hys local brangh
"' he more expensive TWX for the third year, we l}ad some patrons who unmedlately

xh. We were surpr1sed that when we mentzoned the Qossrbzhty of ysing .

.s-*

-~ :-'u:”: 4 - -
~_' “ -~ -
\r«..‘ . . . - * , . J:- 3 . A‘/ . )
s - . . s
’ . \ . v~ - I'E _y‘ e
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volunteered that they were w1111ng to pay the extra cost rather tha.n go to a more
distant. library. )

o

i -
— Thomas

i : x

The locat1on of the terminal has little ,effect n it§use. Theré have been hardly any

¥

e searches generated becauge a patron wander, ng through the library saw the term\fnal
read the 51gns and brochures, a.nd decided this was exactly what he needed.” The ma-
jority of searches or1g1nate with people who already know the 11brar)*s this servl%\

and call in to make an appointment. ‘

: ’ _ = Jolivag*
R AR

Doesn't appear to have any effect. _The fact that it's in a publig area generates some

«interest —but rarely does it bring us a new customer,_

-

- N . — McEwen*

B T 7 SRRREI

Use of Offline Prihting .

We rarely use offlm,e printing. We feelwthat the 3 or 4 days of waiting for a printoht.
is a detriment for mdst of our questions. We use offline printing only when we hdve
long—term‘projects or when the person indicates they really do.not have immediate )
o deadhnes. Three or 4 days is too long if your are mterested ina busmess questzon.
o The busmessman generally waits too tong to ask the questzon “and he must have his
apswers as rap1d1y as possible. : L o

) <. MG ’ —Vantine

.o Srtft RN .

Reliability of Service -

»

N v

Tymshare ahd Telenet give us more reliability problems than DIALOG does. We have
- only Been ingonvenienced once by a DIALOG crash; the other times we have had a con-

nection problem. In general, we havé ‘had very good service indeed.

- ) = Vantine .
. S A
. .o : AT o .
‘ ' 2! B-38° ' T '
L 12 L .-
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J_system when it is workmg - R . ‘ . \ ’(\i
;. B ' S : = Johnson*
e Pt ) .
‘Theﬁmcldence of downtune has been very smalI ’t‘lii‘s year Also, we have had a few
: bﬁsy 51g'nafls. All in all,— service this year has been great. D . ,
SR ) A ~ —McEwen*
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On the whole, the re11ab111tzy of DIALOG service has been quite good But when the i:"“ .

RPN

k)

~
kﬁ
. \‘&;
@ -7 () N -
. ':"‘_,_ 15,

computer de€'s: go down, everything comes to a halt and this does create a problem ) : D
It is embarrjlssxng to sit down before the term1na1 with an eager pa{ron confidéntly,

dlal up the computer and not get.an answer because of sonie computer bug. Worse

still is when an operator is in the middle of a complex search and the computer. goes

down.’ The operator has no 1dea how long it is going to be before the computer is Tixed.
Shcmld the operator encourage the, patron to wait a few minutes, make another appo1nt-
nient, or offer to do the search himself later that day when the computer is back up but \
lthe patroﬁ has’ ’feft"? The people at Lockheed are of little help, When called about the
;1ength of the delay, they are often _vague or overly optun1st1c DIALOG is a marvelous

Importance of the Service o ’ : /
= ‘ :

Computerized literature searching is the move “of the future. Egr speed and com}re-_ -

hensiveness,’ it cannot be compared to manual literature searchmgr The future proin-

7 ises more data bases, and mcreased price competition between wa gt b e :
* Online searthing should be offered-dt all academic libraries. Itt b
RS

d be offe 8 at
N . Y
those public libraries whose administrators make a firm commitmefi to prov1 e-
quate staffmg To me, online searching has been both educational %d enjoyable and

AR

I hope. to continue to be involved with it. - - . . LN

. . - : —Johnson* -
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R Libraries are going to have to get into online search. The schools are producing
machine-oriented individuals, and peo'ple are well’ aware of how one can get at infor- . ’
mation through the use of the computer ' There are going to be.more and more ‘people-

to "in the publit who are not academically or business connected who are after;specialized
- information that they expect to’ get\\from 11brar#es. : N *
. B39 103 L v
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In summary’: the/ onhn termmal was a much &preciated serv1ce In’ the near future o :
it w111 necesSanly be more or less sélf—supportmg, we hope that we can draw together -
some statlstms that will he1p make thi’s poss1b1e Y A T .
- —‘-Thomas ce v
| : SR A SN
I would like to em‘p')hatmally state that DIALOG, while, it has its pecuhar1t1es -and |
problems, isa pos1t1ve approach and a most welcome addition to libraries. T
. ':tﬁ;it i / . : & ' . ? . "_Sm1th*
. st \‘/-i."»::' n f?"}:.':r Tt
. T Ty ; ‘

B.2.6 Need for Igu’ohmty to Rromote Use of Online Search

¢,
o
\‘ . . iy -

Pubhc1ty to Library Staff ‘ 1'{5“:'.?‘;?3
\' 1y T > -

P c‘/‘x\#" “;‘S"-
({,@, A

A

-
AN

T It is, important to estabhsh a’ base of support W1th1n the 11brary by running, trammg

"sessions for 11brama.ns Who might forward questions to the search center. It is im- -
o . portant that staff members not fgel left out. They shoul;l not regard the online search

System as a spec1a1 tool’closed to them, but as somethmg that has practical applica-

~

t1on for every reference librarian.

 We had 10 or 12 introductory sessions for staff members of any level who were
1ntere.st:ed from the janitors r1ght up to the d1rector _We had a total of 60 or 70
people who attended, out of a staff of 220. I explame‘d the online system to them andg
how it is used and we ran demonstratmn searches‘ *Each department was asked if
there was aprofess1ona1 sta.ff member who was, mterested in online searching. About
S P) 11bramans were then tra1ned more 1ntens1ve1y on how one sets up a search strategy
71 and weg:egwen time to practice on the termmal S(o/mse of these” persons have practmed

PR and some’ have not. AR R L ST,

2
14 .
[N

. e . © ..+ . ' —YVantine
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Publ1czty to patrons is more important than pubhczty to hbrary staff on other libraries.
L1brary staff should be familiar with the service, but main pubhclty effort should go
* toward mtroduc1n‘g hbrary patrons to the new service. _ . .
) o s - , — Kendig* "
N I ’rg,ﬁ ’ h
Regardmg guzdehnes for public 11brar1es considering online service, I would empha—
» size making l1brar1ans familiar and comfortahle w1th the service through demonstra-
. tions in small groups and in fa:mzh.ar subject areas Once.the 11brar1ans are enthusi-
astic (as most of them are a.t‘ter havmg seen successful demonstratzons), likely search

v <.

toplcs seem to flow in. : ol

4 - ) ,/ . - Neufeld
. R T ¥ .
It should be pointed out that all of the staff members here have enough knowledge of .

T online search to be able to angwer patron que&tions about the sPstem when the search N

. sta.ff is not available, o . ¢ ®

) . : : ). - — Kristofferson * **

e s - o L \

e AR AR

- K

’ Publicity to.Other Libraries =

Branch l1brar1ans will also remain a probl%rn forever more. They don't care enough
to spend the time to learn enough to take the initiative in generating online search .
Tequests and will have to be relied on merely as a p1pel1ne for users who have already
deczded that they want DIALOG searches, ThEy sm1p1y have too many other thmgs to' .
+ worry about; DIALOG is too low a priority’ Most however, are willing to re ay a |

.

request, now that they have tried it a few tlmes and no one has bitten them A
' '- .. ) e - DeWath

: D S S S '

It ay be that we should provide more \i_nformation to the librarians in these other

~-

libraries so that they will have a better idea of what online search is and what it can °
supply. Although I don't operate the terminal, ‘the. little knowledge that I have is im-

portant in that if helps me answer quest1ons ab;)ut online search when I am at.the

[} . )
LS o

o . B-41
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reference desk. Those who are not familiar with online search can'have an erroneous
idea of what t'he true capab111t1es of the system are with respect toa gzven questzon

. ) — Thompson
A IRARAS
.We feel that the timé was not sufficient to make all 11brar1ans ‘a%are of the ways in
which the program could be of service to them and to their users. We dave not yet
succeeded in reachmg the-entire potential clientele but think we will in time, I thmk
the commzttee and the board are convinced the service is worthwhzle, .More spade-

work has to be done to remove objections of librarians to chargmg for services, and

‘ hes1tat10n to suggest methods with which they are not fa.mzlfar, but th1s too is easmg

with tlme. ’ .
‘ o - Neuéld .
s . e ’ ) N

‘ : IARARI

Besides the newspaper artzcle we have done no outs1de pubhczzmg of the online ser-

-

vice other than at meetings such as the local SLA chapter, the American Law Librar-

ians Association; and an American Marketing Assoczatlon seminar on information

We have also discussed the service with librarians throughout this regxon

We try to. make users aware that online service is necessary if you are really going to

.

do a good job for most business and technical questions.

.
» \

SN SR A, . \

— Vantine

Publicity to Patrons and the Community ' .

L]
.

: We have not used handouts or other prmted material for the public. HoWever we

_ have taken the opportumty, whenever possible, of performing demonstratzons for .
business peopie When we recezve an inquiry from corporations concerning the sys-

There has been an jncreasing and con-

ine.” If we feel that an online search is relevant

tem ‘we try to arrange for a demons ratzon
tmumg interest in what is ava11ab1e

to a question, then we mentxon this to the client indicating the poss1b1e results of the

-search and the possible cost.

computer search.

-
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In nine times out of ten, the chent is interested in thef

— Vantine
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We had d1scouraged pub11c1ty because we didn't have the staff to handle more questzons
but pubhczty is a chicken- a.nd—egg situatipn: if you don't have the support for the staff
you/éan't publicize the service; but if you don't publicize the servzce you don't get the

emand and you can't get support for the staff. We may have to go through a ad’ per10d
of pushmg the sexrvice, contractung business, technical, and professional groyps in
order to buzld usage. Then, we can attempt to charge a fee t6 cover staff time. We -
have not pubhclzed the way Redwood City has and still the word has spread About
50% of our searches are for busmess chentele but there, is going to have to be a lot,
more pub11c1ty if we want to promote DIALOG to reach gll potential users.

. B - —T’homas .
THiTT

Pubhmty will rema1n a problem forever more. Most people don't need online search\es ¢
frequently endugh to qualify as repeat users. We!'ll always be trying to find and sell
‘new users. Fewer users (fewer than dunng the free period) mean less. word-of-mouth

¢ o

) ' pub11c1t‘y, which still accounts for most of our busmess

°

¢

-

) A - DewWath .
C ) %‘TTTT i .
We have some patrons who are computer experts who know exactly how the system W111
work and what they want when they come in.. We have the opposite extreme of people.

whg’know nothing about computers and who are unsure as to how to express their

)
)

.

Y requirements, We therefore spenda lot of time explaining how online search works
. \‘and what is required, and we make thzs explanation over and over again.. The exam-
' ples in our handouts have not been thorough’ enough to give patrons an-idea of what the
steps are in formulat1ng search strategy It would be nice if they could look at some-
.~ thing before they com in. Usually we must pull out a search that we have already

done to show them how -the system works. Many t1rnes they still don't understand,

making it difficylt to produce a satisfactory search., ~ . ”
| : L S " ~Doudell - :

‘ : (AERE R

There is no questzon that increased pub11c1ty would resu1t in mcreased demands for -
- DIALOG service. Some pub11c1ty was generated for the sbrstem when it was inaugurated,

but now searches are the resu1t of information spread by wordu-of-mouth or by college

~ m‘ N - .
N ’_ - 0 r .
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of pub1101ty

—J ohnson*
I

B.2.7 Who Are thelers (and Nonuéers) ?

&

[}

The users of DIALOG by this library (San Jose) are primarily students, with lesser ,
usage by busine‘ss and scientific/technical professionals. The number of students .
users is not surprising since the library 1s only four blocks froin a 1arg%Z:te univer—. ° \.
sity. It’is common practic€ for some prdfessore to tell their students to come here to
do a computerized literature ?earch for their thesis or term paper. Those who are not
using the service are the trad1t10na1 pubhc library patrons. TheSe people need infor-
mation of a more general nature than can be found in DIALOG:. The information -
in DIALOG is just too esoteric, If there were a data base equ1va1ent to Reader's
_Guide available at reasonable cost, the average public 11brary patron would find onhne
hterature searchmg more attract1ve o ' ‘ - o~
’ . ) —-d ohnson*
= AR AN : |

The response from users has been favorable that is, from those who have actually

. +

-

nsed it, but the majority of our users aren't 1nterested. By favorable; however, I

mean less than overwhelmmg —"the world is not beating a path to our door. No doubt

88 more data bases are added DIALOG will appeal to more people, “but ;t W111 still ap-
- peal mainly to scholars and researchers, and to%)eople whose busmesses are directly
related to subJects covered by DIALOG. These ayre not the people who form the back-
bone of the public 11brary, much as we like to believe that they are — few scholars : and
researchers think of the pubhc library as a resource. We would 11ke to change that,
and DiALOGmap -us td change that, but itds a long, slow change. .
CE . - — DeWath

Tt '
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We have W@rked with the Mumc1pal Informat1on Library to answer questlons posed by
the'mayor and other city off1c1als There is actn{e support from our city officials.
‘They are aware that a tool is available to locate important information for their needs
in a short time. . - " N .
S | ~ Vantiné -
'4 4 N TPt )
e more geferral from branches than we real e, since some of the patrons
who call us rectly may have been directed to us by the1r branch l1brar\es

— Thomas

s

jITTTT ERE TR

Our County L1l)rar1an Barbara CampbelL felt that 1t was important to provide free )

search for the county departments since they provide/certain services to us. We were
¥ disappointed in the degree of county interest. "Only/he Planning and Public Works

Departments ca.me to our demonstrat1ons, there are still many departments that ap-

parently have not discovered what we can prOV1de through online search. Nevertheless

we have done a fair number of searches for Planning and Pubhe Works and also for

the Health Department - : N

N : ’ . ’ N Thomas
’ , TTTieE o .

We went to the County offices and gave a number of demonstrations We haven 't

charged the County departments for any of the sear.ches that we have run. However

we have not received the responke that we thought we would have., We had looked to

the County as one outside source of dema.nd in the future, and we had thought that a

demand would develop and that they might help with some funding in the future, This

was a b1g disappointment to us. -

> - S Llloltby
' trrtt ' -

In my ?experience, user's of the service are generally.students working toward their

masters or doctorates, or members of the business community who are having

searches performed for work related purposes. - ) o
’ ans . _—Parker* ..
trftr L
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x - Atthe end o the<third year, I noticed that ou library was getting a flew more oalls ’

E

from memb rs of the corporate commumty in our service area and fewer from outside - °

the CIN network. ‘ T e

-

v . ' ) — McNabb** .
TTTTT : -
B.2.8 Other Topics ‘ T - A .
p - [l , . 3 "
Use of a Portable and TWX Terminal . \ L

f
.
o \ o~ -4

We were fortunate to have ava11able a portable Texas Instruments termmah for the
3—year perzod Although one reason Tor our participation in the DIALIB prOJect was |
the use of TWX, we did not make too much use of this during the first year, very )
-limited use during the second, and somewhat more frequent use during the third, With .
% the portable termmal ~we were able tofvigit 12 of the 14 Branch L1brar1es of San Mate_o
County Library and 6 of the 8 Pubhc 1brar4es in the Peninsula L1brary System and

glve demonstrations.- Demonstrations were given for County Government offlpes such
as County Managers Offzce, lic Works, Planning, Agrzculture, and Puhblic Health
_and Welfare. The demonstrations with the publicity were thought to beghbaszs for \
attractmg users; however, 1t did not work this way, as only a few requests were gen-
. erated as a result of either. The exception was 1n the Public Health and Welfare
Department since there appeared to be a cont1nu1ng use pattern, the departmenw.l
hbrarzén rece1ved tra%mng and conducted tlle department's searches. We foud using
the portable terminal with County telephone t1e1mes (it was a local call from Redwood
Czty) frequently resulted'm garbled page copy on the terminal; this made it difficult to
read as well as to co“ncentrate on earch pattern. During the third year, Jmore use
_was made not of the TWX but,of the microwave teletype and telephone lines dedzcated

to computer use, The ;dlffe,rence in speed.was notlceable, from 30 CPS to' 10 CPs, but
no garblmg wag noted; since the te1etype was equipped with a tape attachment, tape

copy of the seareh could be made and retransmitted to a Branch. Lzbrary, thzs was done
in several rush requests so the patron would know what to expect When we were

%

- .

Vi

. 4 -
B-46
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- Mail Requests<for Service
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[ -
. >N

considering the TWX as the mdans of access, it was determined the charge would be

15¢ per minute; this charge would have to be added to cost of search to the patron;

a * ~

the library did.make provision for c!overing the cost of TWX charges for.the free ahd )

half-fee perzod but during the full-fee period, the cost of TWX is added to patron
charges. During the second year, 18 searches were made on TWX and 8 on the tele-

typewrlter, the 'log for the third year does not indicate the number of searches done

by teletypewrlter The use of the terminal was the optzon to reduce costs tothe
) ¢

patron for search time. However, from tbe. end of the third year, all the séarches

will be done on the TT. + = _° o - LS

e — Scott*

- L& : -

DIALOG requests were also faclhtated by doing the entu:e transaction by ma11 San
Mateo County L1brary did this to a certain extent wzth,requests from Stanislaus State
and also from our branches (by a regular delivery ‘service within our library system).
Atter discussing with the patron_'the cost of service, ‘what resu}ts could be ’exPected,

etc,, formgs were mailed to the patron flled out by patron and returned with the de-

posit. Requests were done as soon as possible ana results mailed to patron Another

benefit of the mail transactlon. was the convemence ‘to both partles and I beheve it was

more cost effective for the patron. It also gave the 11brar1an a better opportumty to .

prepare search strategy, because a problem still \yzth the DIALOG system*was the in- .

creasmg number of data baFes added one rlght after the other, and in thzs period of 7

time, with only 1 hour of demonstration time a-‘month, there was very httle onlme

learnmg of 1d10syncraszes of {hwdua]. data bases. e e
- w Y - ’ - s« . 4
/ .o . e < McNabb*
- . b N '
+ i A .
- 5 : el
4 ’ ¥
. A * 3
S, ) .
¢ ‘t 4
s/ (- R
14 ‘ .
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C.1 SAN MATEO COUNTY LIBRARY (3:YEAR PARTICIPATION) - .
LU . . .

-

o James W, ﬁuckley, County Librarian_
e Anna M, Scott, Reference.Cbordinato;' ' . ) s
e Nancy Lewis, Reference/Documents Librarian (transferred to another

*.*  Division 5/75) - ' ‘

- ® Beth McNabb, Reférence Librarian - , .
e Joan P, Tobias, Refergnce/Documents L1brar1a.n (from 9/75 to date)

° Nancy DeWath Reference Librarian (left prOJect 5/76)

° Wayne Smith,- Reference ‘Librarian ‘

e Nancy Crabbe, San Mateo County Dept of Public Health & Welfare L1brar1a.n

e Evelyn Helmer, Public Information Coordinator

>, . -

e Dennis Nolan, Staff Artist ) )

’

n
]

idr. Buckley gave his approval for our participation and encograged‘usage and demon-

_strations for County. Branch} Libraries, Peninsula Library Syétem Libraries, and for

st - .

County Government deﬁartments.
- . a . ) ; ,

Ann Scott, Nancy Lewis, Nancy DéWath, and Beth McNabb were the first tramed

operators. Nancy DeWath did most of the work in developmg forms, logs, and
initial tfainmg of staff. All these reference-librarians participated'in demonstra-

- tions in libraries, at organizational meetings, and in County departments’.* Wayne

Smith was the last librarian to rgceive training in the group of librarians on the staff
at the beginning of the project. . '

Joan Tobias received the training after she reported to.the Reference Division and
has been aﬁDialc;g researcher ever since; she /odmpleted the Predicast special train-
ing course in December 1975. . - o '
ot /(\ - -

-
r

. Nancy Crabbe, librarian for a departmental library, was‘%‘ained in DIALOG because _

she was a heavy user and'thié reduced the workload on the Cotunty Library Reference
ey !

Staff. ) ‘

. o C_f * i
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;W/ . \'L( 3\3 v . e
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Evelyn Helmer is the San Nﬁa.teo County L1brary Public Informa,fnon Coordmator and
kept up a flow of publicity for San Mateo"County Library. Dennis Nolan, gtaff artist,
contributed ideas for local displays and publicity brochures which serve to attract
- . . . . ’I’ A {
N

- . 1, A -

attention. R

All the people listed contnbuted tnne and effort in support’of the project as well as
the remainder of the Reference Division stagf who had to ’t;oveﬂ while the Reference

L1brar1ans were at training sessions and demonstrations.
H

$ s “ "‘~ ,(

PR

{ Anna M: Scott;
" Reference Coordinator
4% : -

C.2 REDWOOD CITY PUBLIC LIBRARY (2-YEAR PARTICIPATION)
. S i |

.y '
— B

F"irst?Ea‘rr— Sally Drew, Librarian III
- Thomas Kam, L1brar1an 1 3
Dolores ng L1brar1an I
Alice Tabar; ¢ Librarian I
Luc'} Bexfedetti, Librarian I
Second Year: . Lisa H. Naef L1brar1a,nIII
) ~Thomas Kam L1branan 1
Lucile Benedett1, beranan ]I
,St‘tsan Kaplan, Librarian I \

Linda Lindeen, LibrarianI
< * . Y ~ -
-, ) | _ ) : :
Each of these persons acted as interviewer, search operatot, anq did the followup

-
A

work with D-1a10g users.
.In addition the L1brar1ans III .coordinated asmgnments, kept the account books, and

LY

made reports. .- X . ' .

" Lisa H. Naef :
Head, Adult Referenoe and Readers'
Advisqry Services
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C.3 SAN JOSE PUBLIC LIBRARY (3-YEAR‘PARTICIPATION) - .
8 - - T T
© e Beverly Chance,“O-ffice’ Su'pervisor, handled DIALOG jnvoice/billmg
e Rose Crimi, Administrati\}e Seryices Offider,l establlshed administrative *
- procedure invalving DIALOG L . ’ \
e Homer .Fletcher, City Librarian, approved and sugported DIALOG ]
e Bob Johnson Reference LIbrarIa.n DIALOG operator- @
o Robin Kendig, Mumpral Reference Librarian, DIALOG operath (3rd year)
o .. Char]een KurotsuchI Reference LIbrarIan, DIALOG operator and DIAeLIB
11alson .
e Rob, LucheSSI, Reference LIbrarIan DIALOG operator )
e Scotty McEwen, Reference Librarian, DIALOG operator 5
e Richard Rendler, ChIef Publlc Servlce, adm1mstrat1ve liaison
e Charlotte Sakai, Reference LIbrar.Ia.n, 'DIALOG operator and DIALIB

liaison N . o

& ’ B ' @ -

e Phyllis Parker, Branch“Li,aison&Librariagl, DIALOG operato/(_Brd year)
° Katherme DeVOnshIre TypISt Clerk, handled DIALOG printouts and statistics
Dorotha Edwards TypISt Clerk, ha.ndled DIAL'OG prIntouts and statistics

-t ¥
~ -

Charlotte. Sakai ,
DIALIB Lia.i'son v

AR SRS '
C.4 SANTA CLARA cc NTY LIBRARY (CUPERTINO) (2—YEAR PARTICIPATION)

\/

Tt

~

-

CredIts are due to: . -

-

&

'Barbara Campbell Santa Clara County Librarian, for her agreement to allow partIcI—

pation in the NS# Study, prov1du§ space and allowing staff time as needed for planning:,

meetings , reports, workshops, and DIALOG demonstrations and seax‘ches as reqmred

threughout the .project, and for her enthusiastlc support of the investigation of a new
{ ; R

dimension in 11brary service. , - _
Ny L

&

Phyllis Levine, Superv1sor of Adult Serv1ces Santa Clara Gounty L1brary, for her

partIGIpatIOn in the. orgamzmg and planning of the project\as it operated ii1 the
Cupertino Library an and elsewhere ‘ 0 ‘

4

7
- ' ’ > . ,
- . cb. C-4 > ‘
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. L01s Thomas, Reference LIbrarIan Santa Clara County Library, who, as head of
" the Research Center managed the DIALOG progra.m at Cupertmo Library,

Allison Holtby, who has’ been Chief Reporter for the Cupertmo operat10n as well as
a?ALOG demonstrator ax}d searcher and whose 1deas as well as time and effort

- - N

contributed n;uch to the program. .

Charlotte Doudell whose skill and previous knowledge of machme searchmg added a

great plus to the pro;ect at Cupertino. ’ W o
S

. IEI‘lC Kr1stoffersons whose scientific background coupled with knowIedge of automated

retr1eval systems promoted a high degree of expert1se in the Cupertino program.

' Dale Thofnpson who, as Regional LIl,orarIan in charge of Cup;?rtmd Library, has
/ 'constantly topéd with adjusting schedules and workloads’ to permIt DMLOG to operate
. / smoothly for thesbenefit of patrons and the project.

. Cheryl Mouton, now with Richmond Public Library, who enthusiastioaHy participated

"". - « P

- . -

v
searches .

Mary Ferber, now Order brarIan for Santa Clara County, who devoted tIme and
energy to the CupertIrIo pro am in the fIrstomonths of the project, glvmg demon—

o

w

strat10ns and conductmg searches

- “’;; ° ?ﬂ o
. R_,E: . ‘ Moo
‘ z i.ois Thomas - .
A _ L. , ’ ) Head, Research Center -
C.5 MINNEAPOLIS PUBLIC LIBRARY (INFORM) (6—MONTH PARTICIPATION) R

v J
e Joseph Kimbrough, Director - ' S
. @ Capo¥'L. Vantine-INFORM Librarian T .

‘e Carol A, Helsmg—INFORM LIbrarIan (now w1th 3M Busmess Informat,Ion

>

. LOCKHEED PALO ALTO FESEARCH LABORATORY ,

LOCKHEED MISSINLES & SPACE rPaNY, 1Ng¢ e
" A SuBsSIDIARY OFf LOCK”‘t!D AIRCRAFT CORPORATION

V- a

"in the early stages of the program at Cupertino, giving demonstratio‘ns and conducting

) Serv1ce) . ) T ~ L
) ¢ Amy E. Raedeke-INFORM Librarian : o e :

: . €5 t
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C.6 CLEVE%AND‘PUB IC LIBRARY (FACTS FOR A FEE) (6-MONTH PARTICIPATION) '
. — S o ) U i ‘ il i

i \ o . . O R RS X . " .

) e Ervin J. Gaines, Director y ’ - o g ) ,
Q e "Ethel L.b Robinson, Head of Mairﬁibrary -, J- '
""" ' e Jean Davenport, Facts for a Fee Consultant ] o

~ . . ’ -
- -

c.1 HOUSTON PUBLIC LIBRARY (6-MONTH PARTICIPATION) N

- ~
[P

L e David My’ Henington, Director
" & Ann Landtroop, Head, Business, Science and Technology ~
154 v~ . *

} - - e

' C.8 LONG JSLAND LIBRARY RESOURCES COUNCIL (6-MONTH PARTICIPATION)
. - K ’ iy
e David Wilder, Director ' ] .
“e Judith B. Neufeld, Assistant to the Director

» ” * R . )
' . CL9 TULSA' CITY-COUNTY :’LIBRARY (INFO II) (SRD-YEAR PARTICIPATION):

* ~

o Linda Hill, Head, Business and Technology Department
® Jane Colwin, INFO I Research L1brar1an ) -

a

R -
. . ,
. . . .
“~ N .
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The publlclty:approach followed a four- stage approach, as descr%ﬁhy our publicity
consqltant Evelyn Helmer * .
. . LN
' e Stage One: S .
- Ribbon cufting oerem&nies took f)lace in the San Jose Public Librarj, news
stor1es appeared in four daily newspapers and half dozen local weeklies (see
- Fig. D -1); there was some coverage on the news programé of local radio
" stations and one TV ngtwork covered the operiing ceremonies. Brochures,
. ‘600kmarks and posters were designed pr1mar11y for d;strlbutlon to public,
. school, spe01al, industrial, and college libraries in A" Santa Clara and San Mateo (J
Counties. Ult1mately they mcluded also Monterey and Santa Cruz Countles
when they 301ned the COOperatlve Information Network. These mater1a1s were "
x@s_sued from time to time when opportunities for wider d1str1but10n were
. sought, i. e. , at state and national library conventio s, profess1ona1 confer-
ences, and meetings-of technical and scientific orgi

1zat10ns. It soon became

. apparept that publicity of a general nature needed to be supplemented by more

~

specific descriptive flyers and brochures. {See Figs, D-2, D-3.) ’

+ N . - L
. . 2 R . J ’
\

o StageTwo: . .. i
. ‘ ~

During th1s period, several hundred brochures and cover letters were mailed .

to sc1ent1flc techmcal educatlonal ,, and professlonal orgafmzatlons as well i

as to schools, a few businesses,” ghd govemmental departments pr1mar11y in - g

the Santa Clara and San Mateo County and City Jurlsdictlons Invitations A

were sent to various groups encouragmg them to ask for demonstratlons . .
] Reference librarians did on-the-«spot searc"hes for nearly two dozen groups : )
’ as varied as the Coroner's Department Klwams Club, and County Manager'
Offlce S T . . . (
v Perhaps the most difficult problem at this tlme was gauging the amount-of - o
pub11c1ty th%should be: released Everyone ‘Wﬁnted the prOJect to succeed J

‘-
" . »

.
2 ©

] [ .

*It has been a challenge and an 1nterestmg two yea;s serving the project as pubhcity
, coordinator. I am gratefyl for all the help given to me in my “efforts to spread the * -
o word, Specizal thanks to Oscaxn Firschein, Ann Scatt, Nancy DeWath, Beth McNabb,
Sal].ey, Drew, lesa.,Naef L01s Thomas, Charlbtte Sa.kal, and staff artlst Denms Nolan
‘. ) PR N . p-? 1 3 J ’ ‘ . s
® - .
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Aruitoxt provided by Eic:

VOLUME 46, N'o. 31

Behind every* successful
transaction witha computer is
a human being.

‘And the person behind the’

County lerary System's new
research computer operation
Nancy Dewath, research

The recently-installed
< computerized program at the
centgal library on Tower

Road, Belmont, provides
. almost instantaneous n-
formation on resdurce

« Mmatenals information that
until now has taken days, even
weeks of fesearch.

But the durttion of those
instants depends on the
hbrarans 1n individual
libraries that are tied into the
Systenr, and on the operator of
the terminal, which resembles
a typewriter

They must be detectives,
psythologists, linguists,
researchers and just plain
good guessers

The process starts at the

loca! hbrary, where the

patron tells the librarian the

subject of the desired in-
< formation

Ounc word, however, isn't
enough information for the
computer appropriately
nimed “Dialog”, which lives
at Lockheed in Sunnyvalé, to
provide the speaific in-
formation wanted-

The researcher is carefully
questioped to ehait kéy words
that will point the computer m
the exact dipection.

«Then -the information s

y transmitted by telephone or
teletype to the Tower Road
hbrary

There, the hbrarlan dials a
telephone number which 1s

- answered, so to speak, by the
computer The operator gives

"a password fo reassure the -

computer that no outsider 1s
trying to steal information
That’s when 1t begins to get

interesting ehcited. The subject 1s first divided
L from <hese the precise  Jdt canbecome something of ~ \ - (cohtinued on Page4) -
‘. : ~ u ‘
-, Y -
v X M *
Fig. D-1 Typical Newspaper Coverage of the Proj L
5
- ! ’
) . < . * D_3 1 40 " .
, LOCKHEED PALO ALTO RESEARCH LABORATORY -
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hibrarian,’and her co-workers _
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. - o

WEDN ESDAY, SEPTEMBER 4, 1974 Price $2.00°A Year - - 10c A Copy

Conversatlon With a Computer

B \hriam \nomll

% »

RESEARCH LIBRARIAN Nancy Dewath aids research worker track down materials
checks replies from computer at J.ockheed for a project.
Missiles and Space-Ca. in Sunnyvale as she !

“The computer has stored 1n ~

referencw desired must be - a game.
it-six milhon citations, and

-
— . )
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D‘HLDB termlnuls are avallable at:

REDWOOD CITY PUBLIC LIBRARY t
881 Jetferson Avenue, Redwood City

{(415) 369-3737
Library Hours:
Monday-Friday 9: 00 9:00 p.m.
Saturday 9:00 - 6: 00 p.m.

— SANTA CLARA COUNTY LIBRARY
RESEARCH CENTER °
. Josoo ];orre Avenue, Cupertino
(408) 253-6212
Library Hours:
‘Monday-Friday 9:00 - 9:00 p.m.
Saturday 9:00 - 6:00 p.m.

SAN JOSE PUBLIC LIBRARY
180 West $an Carlos Street, San Jose
* (408) 287-2788 Ext. 4855, 4858

Library Hours: . .
Monday 12:00 - 9:00 p.m.
T, W, Th 9:00 - 9:00 p.m.
Fri., Sat. 9:00 - 6:00 p.m.

\
SAN MATEO COUNTY LIBRARY
HEADQUARTERS

25 Tower Road, -Belmont
(415) 573- 2071
Library Hours: -
Monday-Friday = 8:00 - 5:00 p.m.

. An experimental project by

.LOCKHEED INFORMATION SYSTEMS

COOPERATIVE INFORMATION
NETWORK

funded by -

'The National Science Foyndation

‘'

—
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Aruitoxt provided by Eic:

"

Are you writing a ‘paper on
microbioiogy, linguistics or cat
" leukemia?

Do you administer an air conditioning
and heating business? .

Teaching a class of hyperkinetic
children?

Interested in community services?
' ¢

. Perhaps you are writing a book:
you've got a plot and the setting—now
you need to enrich it with background
data.

?

-

How about bee culture or plant
\ nutrients?

=

\

{Do ycu\need to know more about
management by objectives, a
affirmative action programs, the

inur—%ﬂo hour work week?

"'Are you mvolved in your commugity’s
"environngitai impact siudies"

We;:an find the current technicai and, :
w,sg niiiic information you need; as'f L
i as data from the fields of . -

education, psychology, agricuiture,
and the social sciences.” -

I8

e

How may YOU obtain ihis
information? -

DJHLDB an on-line information

retrieval system, developed by
Lockheed information System,was
made avallable to the libraries of
the Cooperative information »
Network (CIN) by a grant from the
*National Science Foundation.

The computer serJvIce ‘provides:
quick access to-millions ot*
\zierences in science, technology,
social s¢iences, gsychology,
education, and agriculture. |

Although the computer terminals
are located in just four public
libraries in Santa Clara and San

- 4 Mateo counties, the patrons of all

the libraries in the Cooperative
Information Network may receive
the overwhelming amount of
iniormaiion that can be read and
broughi forth by the computer.
During the iirst year, ‘of the program,
there will be no charge to the
libraty patron; however, there will
be a nominal charge atter,June 1,
19757,

@

N .

Ask your iocaliii:rarian about DJHLDB
or visit one of the libraries that has

"'a computer terminal. See |ocations

on the back.
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developed by the Lockheed )

» Information Systems Is avalla- .
. ble to the Cooperative Informa-
" tion Network (CIN) Libraries. N3
Made possible jby a granf from ’
* ‘the National w;cience Founda-
- ftion, this serwice provides quick
o + access to milllons of references .
- In science, technology, social £
° sciences, psychology, educa-
- tion, and agrlculture ‘ A
= Ask yourlocal librarian about the
services of DIARLOG - or visit :
., one of the libraries that ‘has a - -
: - eomputer terminal.
. REDWOOD CITY PUBLIC - )
’ LIBRARY ?
» 881 Jefferson Avenue = , . '
‘ \ Redwood City (415) 369-3737 ©
. Library Hours: - ,
. . < M-F 9:00-9:00 p.m.
Saturday 9:00-6:00 p.m.*
..SANTA CLARA COUNTY . .
. 4 LIBRARY RESEARCH CENTER
’ - , (Cupertino) . v
3! 10400 Torre Avenue ‘
* Cupertino * (408) 253-6212
- - . « LibraryHours: ~ e .
. oY MF -9:00-9:00 p.m. ,
' Saturday 9:00-6:00 p.m.,
v % . . 4 ‘ ﬂO- ’ '
> SAN JOSE PUBLIC LIBRARY \
N d . 5 ot 180 West San Carlos Street -
. - RN A >,* 9San yase - E(‘408) 2587-2788’ .
. coe L . xt. 5, 4858 P
’ ‘ ? . G éaleral;‘glP Hoprs: '“‘%8*."/‘ . ‘
- TR v . .1 onday , 12:00-9:00 p.m. '
o - . , ¢+ T,WTh. . 9:00-9:00 p.m.
< TY-00c0N0 S 000 ° . . - e,

. . . U g e L Frlﬁit.. 9:00-6:00 p.m.- . . ‘
.. - o :: ittt teon Comen .’“:'::-:’:m ! * . sm{ ATED COUNTY -
: R SIS aey st e can o .2" f/LIBRARY HEADQUARTERS

» . :.‘:'.nu Qunlestnetioe, see | Loeee olicide  fo 05 { 25 Tower Road .J. - 3
. 1 L..’;“.ZI".LI.“L.‘Z:.IZ."Z.ZIZ.II? . -{ Belmont (415) 573-2071 :
' =) e + . \ Library Hours: )
. e I © . 8IMF Y ¢ 8:00-5:00 p.m.
R e R e ~ N
- ¥ wile - (2O TLISTRN YT IR TIYILIRES [ whn.:b. ‘s a * . @ . . ° Pl
. . Eéiii’j - ',I\.IIZIIL-'.'ZIZ.".ZIZ.Z??iI‘.EZ’.'Ii.c e - S
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LMSC-D560986
and the requests to come in, but libraries were fearful of a flood of requests
that would tax staff members who were already working at capacity. Efforts
were made to ascertain the effects of each publicity reléhse anc{ the subseq nt .
Although thepk i
was never an overwhelmlng surge of interest from the pubhc all libraries {

actions were tallored to fit the response whenever possible.,

Telt they were receiving about as much demand 4s they could handle without |
extra staff help, We d1d not, therefore, step up the tempo of ﬁxbhclty, but
rather kept a\steady ﬂow going out to the commumty — another newspaper@
article, a'few rad1o spots, and some mazlmgs to busmess

- A}

e
This section of the plan was to have gonsisted of feature articles as follow up
s\l ‘This did not materialize -

and major media presentatlons, on T\}, perhaps.

because there was concern‘{hat Bay Area W1de pub11c1tymlght result ina
However a slide/tape presentation was produced- that was used by some 7/
11brar1es a.nd schools both as publicity for the project and staff or1entat10n
The tape is 11 mirutes in }ength and there are 80 slides,~ Ads were placed in

the Redwood City Tribune on four separate days. They produced only two

inquiries. No searches resulted. ° - . )
- L]
. ‘ ‘ - . ¢ o T
e Stage Four: # . ® . - -

Instead of wide-spread media coverage,' we concentrated on posters with
tear-off sheets for further information., We are still receiving a steady

trickle of response from these, whereas thesdirect mailings elicited very

- httle action: One direct, concentrated and se ect~ma111ng was directed at

. an upper m1dd1e class, primarily professmnal ommunity of Ladera, located
near Stanford. The community consists of more than 400 familigs.. Materials

were, mailed to about 200 households to determine the res/ponse Since only .

three individuals contactéd the-libraries for further informatlon, we did not

continue with the additional 200 mailings, Fmally, mailings were sent to

Santa Clara County government employees at thé request of the Santa Clara
County Library whichr made DIALOG searches available free of charge to
* County officials. - 146 7 w
S - D-7
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DIALOG INTERACTIVE INFORMATION o
RETRIEVAL SYSTEM = ~ Y @
el DIALOG is the name given to an interacfive, computer-based information re-
trieval language developed at the Mdckheed Palo Ako Reseaigh Laboratory. The
DIALOG system consists of a series of computer prograps which have been ‘de-
signed to make full use of direct access memory.devices (in which data located
anywhere on the device can be accessed in app?oximately the same amount of -
time) and-video display units to provide the user a rapid and powerful means of . * . .
identifying records within a file which satisfy a particular, informatiort need. By '
providing the user full display access to the indexin Yocabulary, gnd the ability to
, modify search expressions, DIALOG becomes a data processing extension ofethe
human operator who directs and controls the process according to his own personal -
needs. Figure 1 shows a DIALOG communications terminal which enablés the user
to communicate with the computer. The user issues commands to the"computer by ‘
way of the keyboard, and he receives results on the display .fipit- and/or "on the < .
teletype as appropriate. DIALOG allows the user with.a well-defined §earéh~topic to
proceed directly to desired records: the user who cannot so explicitly define.his .
requirement is provided tools for browsing through the file. It is.thus possible to
investigate successive avenues:of interest as they arisé ‘or are su%gested by ‘inter-
‘ mediate retrieval results. ' : H .
'I_'he:~ language procedures are easily learned, and

.,,_
I'4
3,
4
!
.
.
hJ

the system has been used
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f ) E’IGURE 1. DIALOG communications-terminal, - o, ‘. :,j 7 A
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. . . ..
successfully by educators, working scientists, engineers, and librarians. To under- e

stand how such-an information fetrieval system operates, one should be aware of
historical solutions to the problem of mformatlon retrieval and should have a
general grasp of the techiniques eémployed wrthm a computer to accomphsh on-line
retrieval of information. '
N The central problem in information retrieval is to identify and obtain those docu-
. ments from a collection that contain desired information. The magnitide of the -
problem becomes apparent when it is rcalized that many current technical collec- -
tions require several miles of shelf space for-storage. The user attempting to ldentrfy
' all documents that might discuss welding defects in-aluminum or the use of molyb-
denum disulfide as a.solid lubricant in spacecraft, for example, faces ‘an almost o
* insurmountable information retrieval problem. y ",
The historical solution to thissproblem has been to create an index to the informa-
fion collection. Indexes can take many forms. Back-of-the-book indexes assist’ the <.
reader in finding which pages of a book discuss a particular: topic. Library card
catalogs are indexes that enable the hh[ary user to find mform'mon through several
access points: subject, author. corporate sQurce. report number, and other collective
characteristics. Although useful, manual indexes are limited in several ways. The
more specific the indexing, the larger the index becomes. and the harder it is te find
particular topics of fterest in the index. Consequently manual indexes usually con-
tain anly relatively general subject hcadmgs which apply to large numbers of docu-
ments. As a result, after finding a gereral topic of interest, the user still must scan . (
a sometimes burdensome amount of material to identify specific items of intérest’
-Another limitation inherent in manual indexes is the inability to combine or co- .
ordinate mdex elements 4110 comprehensnve groups. -If one wishes to find what . .
Stanford Uniyersity has produced ‘on the subject of teaching matheniatics in the
elememarv grades, for example, the user has no way of combining the source entry .
. point, Stanford University. with the subject entry po\fms of mdthematlcs gnd cle- "
mentary education. Furthermore, ther¢ may be several sourpe entries for Stanford
- University. : r‘ .
puter-based information retrreval systems can largely overcome many of the
limitatidns of manual systems if properly designed. Tn most ‘cases computer -based
~retrieval systems not only allow the user to combine several retrieval parameters.
but~they also provide relatively rapid.ecsults. Therc are two major categories. of
computer retrieval systems, each of which®approaches the retrieval problem in a
somewhat different manner: serial search systems and direct access systems. ‘ .
Serial searcHsystems were”the first to appear and were widely used during the
carly 1960s. With his sapproach, the collection .or data base to be searched is.
normally contamed on magnetic tape in sefial fashion. Each rc’cord represents a .
document and contains the informaticn clements found on a Ilbrary catalog card
(e.g.. title, author, sourcce. subject headmgs) To perforin 4 se: 1;ch a user fills out a e
form in which he describes as nearly as possible his irfterest. This scarch request 1s °
. then coded by a person familjar with the collection and ¢ntered into the computer
(usually along with several other search requests). The computer is controlled by a
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magnetic tape. to compgre the contents of the record with the Llun\mnts specified in
the scarch request, and then to copy the record-out to a second mdg,ncllc tape if
there has been a match, of to proceed to the next record. If the collection s large.
it can take several hours-for the computer to process the scarch. requests. Eurthcr—
more, if the request has been too spccnﬁc the requestor is likely to get few if any

\\rcsults f the specification has been too - broad, _the requestor can gct SCVCI"]I

hundred citations printed-out which he then must examine: Becapse the rcqucst
had to-be .processed through an intermediary, there may have Been further degfa-
dation in the quality of the results. . v
In direct access systems, indexes much like back-of-the- book mdcxu arc con-
structed from the collection, For cach index term or descriptor, the.locations of all
records in the collection containing that descriptor -are listed on a direct access de-
vice. This }n\dcx is commonly known as an inverted file. Whereas the book index
. mdlcatcs the locations of pages containing particular information, the inverted file

S —
indicates locafions-of-records containing pm{lcular information. The main collection '

is also located on & dircct access device. This file is commonly, called the linear file.
It is thus possible for the computer to lpok up a particular indtx term in the in-
verted file, to read off the list of locations or addresses for the, citation recorgls that
contain the'index, term, and then to access dircctly the lincar file for cach location
to copy the appropriate record—ecither to a display. as in thc casg *Sf an on-linc _
system. or to a printer,"if this has been specifigd.

Whereas #erial, scarch systems can be cfficiently ‘operated only in a 'Tmtch rhodc.
(i.e., each inquiry-specifies the complete search «process to be performed), direct
access systems can be’ dcs:gn@d to be opcmtcd in either a katch or interactive mode
(i.e., whercin the user can control and-redirect the scarch process during cXecution).
Typically, serial scarch systcms arc simpler and less costly to design but arc more
costly to operatc than direct access systems. Dircct access sy%tcms which provide
.for user interaction can typically produce ‘higher quality rcsulLs (i.c., a higher pro-
portlon of relevant results with fewer items missed). . <ot

Interactive systems ¢an be further distinguished ﬁccordlng to the rate and amount -
of information transfcrrcd during the scarch process. Systems designed for visual
dlsplay terminals usually Operate at rclatwely high spegds (120240 characters per '
second) and transfet.a larger amount of information but cost more to opurate than -

/)\mtypc terminals, which operatc at relatively slow speeds (10-15 charaoters per e

+

ond)
It was decided from the outsct that. DIALOG was to prowdc maximum interacs,
tion between the user and the file. As % result, and even though 'relatively uneconomic
at thc time (1966), DFMALOG was designed to include a terminal consisting of both a -
hlgh-spced cathode ray tube display and an associated hard copy device (sce Figure
~1). From the user’s point of view DIALOG consists of several plam Englls'h com-
mands, such as DISPLAY, PRINT, and SELECT, which allow h|m to perform
information retricval functions. Comidhds afe defined on the: spcc1al characters
above the.numcnc keys on the mput keyboard so that a convcment command label )
.o \%1 ' .
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. strlp can be‘n'mached to the keyboard to identify the commands (see Figure 2). . ~
. The commands are so designed that no prespecified sequence must be followed;

i'e., the user is free to select any command he considers appropriate for the next - . )
step of the search. Consequently, the user comipletely controls the search procegs.
, At any point he can branch off the main path of: his search to explore associated
. _ ideas suggested during the course of the search’ The command key onentauon re- + ’
. . sults in a very simple clerical procedure: depress command key, key in operand
data, press TRANS kéy to transfer the entire message to the computer. Corfections ,
are made by backspacing and typing over incorrect characters. Following entry of , -
each command, the’ system fesponds ‘With. information that assists the user in
deciding the next step to take. ’ ¢
The final implication of the command onentatngn_,ss—)hat the search process is
. broken up into a sequence of small steps, each of which is very simple, and each
. . _of which results in feedback from the system. In this manner each step is completed
.correctly before proceedmg, thus eliminating the need to reenter the entire search .
. specification i in.case of an error, as must be done in batchiype systems.
In the context of these fundamental considerations, DIALOG desngn chdracter-

, + " istics, will be discussed with regard to six fundamental steps which are more or less (‘ . T
) - followed in any-retrieval process:

.

o . -~
> . .

(1) Identify and sclect mdcx terms Wthh Tharacterize the search interest.

! (2) Coordinate individual terms into concept groups. - ,? |- P
' . 3) Samplc and evaluate intermediate search results . . MENRSAAS

, . ! (4) Modify (1) and/or (2) and redo (3). . - >

; (5) Output results. - . : ¢ . .

’ . 6) Revie;w attual documents. - - ' - N

f\ 4 ; . i C .« ¢ . . . . .
» . » ® ’ A - - -~
‘. . -
ApF s - . .
. ' 1 f ong 2
. N . . 5 i
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Machine lmplementatlon of cach- stc\W?{l be compared with thé hlstoncal solution g
in using the card catalog. ‘

*In susing a card catalog, the searcher selects a generic noun or ‘noudt phrase
related to his scarch interest and scans through the alphabeticilly '?rrangcd catalog
‘entries looking for a match or a cross referenee. If it is a large catalog, finding an
acceptable entry can be time consuming. Most libraries do not provide a published

" catalog guide or index that would enable the searchér to 1dcnt|fy subject headings of
interest before approaching the card catalog. ‘ ¢

. In DIALOG, two commands, EXPAND and SELECT, are provided to agsit

the user in identifying and “selecting desired index tegms. One form of EXPAND
provides a display of the alphabctically near ‘index teris-to the term cntered,to-
gether with an indication of the number of citations indexed by displayed terms, and
also the number of cross, reference or related terms associated with cach dlsplaycd
. term. Fxgure 3 shows the display resulting from the command EXPAND “INTER-
ACTION.”# " Each displayed term is numbered for casy reference. Another form of
the EXPAND comniand allows the user to display thé related terms in the Same
*-format as that just described (sce Figure 4). The user is thus provided a window to
the index and thesaurus to assist him in 1dcnt1fymg useful index terms with which to
characterize his search- interest. - - )
The SELECT command enables the user to construct a list of desired index terms
for future reference. SELECT entries result in the definition of file subsets (referred
to simply as, sets) which are tagged with “set numbers” and are printed out on the

Once sclected, a term (or more ex.actly. the file subsct associated with the term)
may be referenced by its 'set number. Citations associated with any set can be dis-
played, printed, selectively savcd or combmcd with other sets. If a selected term
cagimot be found, an error message is printed out for the user who then can auto-
matically display the alphabetically near terms by 'depressing the EXPAND key.

. o terminal hard copy device. . 7/
" . The command, SELECT “€OMPUTERS.” for cxample, would result in the -
following output at_the terminal: A o
. ¢ /
oo ' Set  No.in ~ Description of set R J
\ No" sef , (4=or*=and, —=not) N *
1. 558 COMPUTERS .

Each term is thus validated at time of ntry, ahd the frequency ofc tprm use is re- -

corded for later reference.
The cardsgatalpg co atic collection of prccoordlmtcd subject headmgs
(at least in the short run)? eonc other than the scarcher had t6 decide a priori the
appropriate categorics to be provided for retricval H wt«.gorm are too broad, thcq
scarcher mus{ marfually cxamine a large numhcr ol ut.umns to satjsfy a specific

2!
g . - -
2 -
o ' ) s N
- tKeyed entries by user are shown 1h quotation marks to disupglitsh them from command oy
. ‘ i i
entries. . , S
. ) NS
- - . b A
#
f
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A
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\ EXPAND IT=INTERACTION _
- " -REF  DESCRIPTOR ¢ TP CIT RT .
> EO1 IT=INTER INSTITUTIONAL
PROGRAM DEVELOPMENT . . 1
E02 IT=INTER ITEM CORRELATION - :
. - COEFFICIENTS R
) E03 IT=INTER NATION . " I
. SIMULATION ) ) 2
E04 IT=INTER-AMERICAN TESTS
OF GENERAL ABILITY - 1.
E0S IE=INTER-UNIVERSITY
PROJECT ONE 3
E06. -IT=INTERACTION 282 9
. E07 IT=INTERACTION ANALYSIS . 2 1
E68 IT=INTERACTION ANALYS]S .
SCALE ] )
E09 IT=INTERACTION OF , .
MATTER AND ENERGY., ~ 1
E10 IT=INTERACTION PROCESS B B

‘ - v L4

FIGURE 3. Displav of alphaberically nea: terms to “INTERACTION.”
. " o .

subject interest! If categories-age narrow. the number of catalog entries begomes
unwieldly to use! In the tradllignal catalog, there is no way of combmmg categories
at search time to provide broader or more specific categories.

In designing DIALOG it was desired not only to provide the user a_means of
reviewing.the citations within a particular category, but also to allow hxm to define

. dynamically his own Categories "by,logically comb.mng the results of several in-

dividual categories. Thn function was provided in the COMBINE command. With
COMBINE the dearcher can combmc any number of citation scts in any logical
manner. Continuing the above cxample, assume the user is mtercsted in the interac-
tive use of computers in mformauon retrieval. He mlght go through the followmg
steps: * - ’ \
., - - '.h,

P
‘. - Terminal output '

'

! . Set  No.n bescription of set

Command entered . No. st (+=or.%=and, —=not)
SELECT “COMPUTFRS" 1 558 COMPUTERS. -
SELECT * lNFOR\iA‘TION RETRIEVAL? 2 _ 441 '+ INFORMATION RETRIEVAL
COMBINE * 3472 12 - T 4
SELECT * lNTFRACTION - 4 282 INTERACTION
SFLECT “MAN MACHINE SYSTEMS' = 5 ~93 MAN-MACHINE SYSTEMS
COMBINE * x~(4+5)" 6 17 1%2%(44-5)

In the above llluetrauon the .user combined concepts of “COMPUTERS’ and

“INFORMATION RETRIEVAL" into a single category containing 72 items. He,

“
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EXPAND IT=INTERACTION
i REF:  DESCRIPTOR * TP CIT RT T
»RO! -IT=INTERACTIOR 282 9 .
RO2 IT=INSTRUCTIONAL i
. . " INTERACTION /1 2 1
R03 IT=RELATIONSHIP © 3 80 30
, - RO4 IT=AUDIENCE * : . .
PARTICIPATION .~ - 4 14 3 3
RO5 IT=INTERACTION PROCESS L.
ANALYSIS : 4 332 12 -,
R06 IT=INTERGROUP RELATIONS 4 172 8.,
. - RO7 IT=INTERMODE . -
DIFFERENCES -4 22 s
. R08 IT=INTERPERSONAL . " .
) COMPETENCE S N4 188 21
. R09 - IT=MAN MACHINE: SYS‘EFMS 4 93 a2
v RI0™ IT=STATISTICAL ANA%YSIS 3 768 24

A

- FIGURE 4, Displav of related m:ms of "INTERACTION,"

. n’»&
3 ¥ .

decided thai he could bwmoré specific, and o he combined this result with a new
concept made up of categorics “INFERACFION" or “MAN MACHINE SYS-
TEMS” whiich were obtained from the display.shown as Figure 4 @hn cxample can

.

be dcvclopcd as the cumulation of a series of very simple steps. § ¢ 1, .

&

Scanning the titles of entries under a particular subjcgf categdry in the tradmonal '

card catalog allows the user te select specific citations o mLRt Frequently, "how-
ever, other subject entry pomts for a parucular item arc not included on the catalog
card, which denics the user the information he needs to cxplorc othcr rclated arcas
of interest which might be suggested by the citation. .

The DISPLAY command in DIALOG was designed to allow the user to review
intermediate zesults. Of several formats available, that most frcqucntly used pro-
vides a display of the entirc citation including all assigned dﬁcnptors and a dcscnp-
tive abitract if.available (sce Figure §). Supplying the full citation not only cnables
ghe uscr to evaluate the relevancy of his search to that pomt but it also shows him
alternative descnptd‘fs he can explore or can include (using the COMBINE com-
mand) with other previously developed categ\:cs Figure 6 khows the assocnated
absfract that may also be dlsplaycd

X : hen the card catalog uscr finds relevant citations, e ..copies down their call

bers for use m obtammg the associated qlocumt‘ms If hes«\gshcs to dcvclop a
bibliography for future use or pubhcatlofL heis rglcgatud to coﬁ}ing manualify fhc
entire c:t'mon of'each sclected entry. | f 3

© Two output commands are provided the DIALOG.user which are ldcnucal except
for the target device. PRINT outputs indicated sets of citations to the high-speed
printer at the computer: TYPE mmnlarly outputs to the low-speed t-crmmal printer.
Normally the user will output accession numbéfs to- the local prmtér for ysc in
obtaining hard copy, and he will usc_the high- spccd printer at the computcr for the
output of extensive btbhographxe: ; ‘

v
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AN INTERACTIVE INFORMATION-RETRIEVAL SYSTEM;
CASE STUDIES ON THE USE OF DIALOG TO SEARCH
- : THE ERIC DOCUMENT FILE. : :
) TIMBIE. MICHELE; COOMBS, DON H. e
‘ \ STANFORD- UNIV., CALIF. ERIC CLEARINGHOUSE ;
: ON EDUCATIONAL MEDIA AND ‘TECHNOLOGY ‘ -
- RMQ66000 T - _ :
v . DEC69 ,, e ; , .
, 90P. - : .
EDRS PRICE MF-$0.50 HC-$4.60
JCOMPUTERS/ *EVALUATION/ “INFORMATION RETRIE , Cow
VAL, “INFORMATION SYSTEMS/ INFORMATION THEOR -«
Y/ INPUT ‘OUTPUT DEVICES/INQUIRY TRAINING/ IN,
L TERACTION/RESEARCH/ *SEARCH STRATEGIES/

b

. ‘ °  FIGURE 5 Display of full citation

-~ ’ — .

At present most library collections are not avarlable in machin€-readable form.

. Provision has been made in DIALOG for each citation to be associated with a
second record. This record can be an abstract or 1t can be the entire text of a
' . ) document. ’ '

£

“Of more ‘practical interest” at the "p‘rés’cnl ig mtergace_lo"autom;nic‘microﬁlm
equipment. DIALOG has becn used with several of these devices, any of which can
. contain full document text. A ..

' In practice, DIALOG provides the user an easy-to-use command language that
extends rather than replaces the concept of the traditional casd catalog. DIALOG
. ) extends this concept By providing a means of combining subject ‘categories and by

& providing the clerical facility for storing, cumulating, and printing desired citations

_in a variéety of formats. ' ) .

/ *_ The injtial application of DIALOG occurred early in 1967 when a DIALOG
terminal was installed at the NASA Ames Rescarch Center, Moffett Field, Cali-
fornia. The system”was used to conduct on-line scarches of thé NASA document

. citation collection which at that time numbered som¢ 300.000 records. This data
) base was stored in a mass storage devicé at the Lockhced Palo Alto Research
Laboratory, and communication was conducted over a telephone line. During this
first application, DIALOG was used principally by engineers and sci‘cn'tism directly. .
. During the second phase of the NASA application the terminal was relocated to

. NASA Hcadquarters in Washington, D.C. for'12 months, By this time the file had
.. - grown to 450,000 citations, the largest bibliographic collection of document ¢itd-,
tions searciable in an on-linc. interactive mode. DIALOG was used principally by

librarians du ring this second phase. Usage differences between the first arid second” .| L

phases were analyzed in a final report submitted to NASA (/). '
4y Lockheed has recently completed a contract with NASA to develop and install §
version of DIALOG known as NASA /RECON (Remotc Console). NASA/RECON
. * . is currently in daily operation on a NASA computer servicing lwenty-threg:" terminals

; - -
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. THE FIRST INTERACTIVE (ON-1INL) COMPUTERIZED b
- USF OF _TH} FRIC LILES BY THTI- US OFFICE OF FD-
UCATION IS REPORTED IN THE FORM OF AN FVAL-
UATION O IH!:‘. DIALGG SYSIFM CONDUC 1ED AT
THEI « FRIC ( I.I-‘ARIN(iHOU.SI' FOR TDUCATIONAL
MEDIA" AND TFCHNOLOQGY. ol)f-'%(“RlPl'lONs ot MHE' .
PURPOSES OF THF STUDY OF IHF DIALOG SYSTHM
(DEVELOPED BY LOCKRHEFD MISSILES AND SPACF
CO.). AND OF THF PROCEDURFS-INVOLVED IN CON-
. ’ DUCTING A SEARCH OF THF FRIC FILF USING DIA-
LOG ARE FOLLOWED BY INFORMATION ON THE NINF
PEQPLE. FROM VARIOUS ARFAS OF FDUCATION. WHO . :
¢ WERE ASKFD TO HFEP EVALUATF THE SYSTEM THE °
MAJOR PORTJON OF THF RIFPORT. CONWSISTING OF -
NINE CASE STUDIFS, IS BASFD ON THF REACTIONS -
. OF THESE EVALUATORS (GATHERFD IN DEBRIFFING
INTERVIEWS) TO ONF OR MORF DIALOG SFARCHFS
WHICH. THEY THFMSFLVFS CONDUC TED, IN ADDI-
TION, 19 EVALUATIONS (BASFD ON QUFSTIONNAIRES

< LMSC-D560986
R 13 S ‘ DIALOG SYSTEM . -
. p - ' y-
FDO3443 1 -

FROM OTHFR SYSTEA USERS) ARF PRFSENTED. C e

.THFSE, ALONG WITH THF NINF ORIGINAL FVALUA-
___TIONS. STRESS THF'SPFID AND “HORIZON-WIDEN-

- ING™ EFFECT OF THF SYSTEM. A FINAL SECTION EX-
. AMINES THE VARIETY OF USFS FOR THE SYSTEM AT
- THF CI EARINGHOUSE THF PRE-DIALOG QUFSTIQNS.
= THF DFBRIFFING OUTLINE, AND RFCORDS OF THE,

EVALUATORS' SEARCHES’ARF APPFNDED ‘

(SP/MT) J . .. ‘

4
U
B

FIGURE 6. I.'.\(Hll‘pl('“()f displavable abstract.

N
- -

located in NASA facilities across the country.«Lockheed installed and maintains

. ganization (ESRO). ESRO support: tdrminals in several European countries from
’ } a’central computer facility in Gérmgny (2).

During the past 2 years Lockhegd has supplied remote termnal retrieval serdices

to three Office of Education f Cilitics with the Education Rescarch, Informatien

Center (ERIC) files (3. and fou;!Al()mic Encrgy Commiission facilities with Nuclear

- , Science Abstracts. A \ .
» .« % ', REFERENCE
-y ‘" i \ . . .
X ‘) - ‘*;\ /. Roger K. Summit. Remde lnfmgmaﬁon Retrieval Faciliry, N-07-68-1. NASA CR-1318.
g ’_:'_ '}tr Yo Lockheed Palo Alto Redearch Lahgratory, ‘Pate Alto. California. . "
-7 U ‘2. N. E. C. Isotta. “Furope’s Firsfi Information Retrieval Network.” £SRO/ELPO Bull |
. ot (January 1970). .y .
. /3 Roger K Summit. ERIC Onhne Rz?lm'val System—Use of the DIALOG Online Informanon
Retrieval System With ERIC Research in Educanion Files, N-6R-70-1. L.ockheed Palo Alto
: . Research Laboratory. Pale Alto, C}ahfornia. April 1970 i :
« L . .
7 - . ‘ / | L , ROGER K. SUMMIT
"‘ < v o 1
com S : 3 .
re . ? ’
, . i
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) THE PROBLEM OF RESOURCE SHARING S
y : \ .

While the concept of a central search’facility is appealmg from the point of v1ew of

* ohtaining & "critical mass" of searches and usmg skilled searchers, it is meortant

to indicate the important problem of resource sharing We therefore present below -
the remarks of Dav1d C. Weber, Director of the Stanford Umvers1pg L1brar1es and

a member of the Cooperat1ve Information Network (CIN) Board of' D1rectors as g1ven :

in News Notes®of California Libraries, Vel. 70, No, 1-4, 1975
' ' l s * ’:

In some ways the CIN Board of Directors llas found the most

1KY

frustrating-aspect to. be the lethargy .of profess1ona1 sta.t'f atthe? .
- c1rqul%tion or reference desks of\ our hbrar1es whether, thex be ,
large or small, The public do not always seera to be tlre group
2 which néeds to be cl)nvmced of resource shdring; the :libnarmn
‘ and senioz clerical or technical staff who eonduct our front desk
‘operations seem the,weak link., Some of them aré of course - \

, superb. Nevertheless it h,as been appallmg how much evidence

accumulates that'when a request 1s made fOr 1n£ormat10n, "thé

) answer is often "this is all we havé" or “you would have to try
‘ <" some othér library" or "we do not have the current informatmn
‘ but these three items from our collect1ons may prowdﬂ you7 with
. some help." True s that the staff is often very hard pressed.

*‘ - All of us feel short of staff, and We are spread over very léong

Hours. Howéver,- if ye are to'use shared resour‘ces the ser,vmej
staff must take that'extra sl:ep to tell the patron "';but in 24 hours-
I can have it from a special library inthis area, ' "may I obtain
it in photocopy from the Leo Libraxry nLLoulsm.na“ or Mif you can
grve us a week, we can borrow that part1cular edition froni\one

- of these three Hibraries and it w1ll be here next Thursd!y between
4 and 5o'clock," -

" e - F
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Resource sharmg requires an aggressive attitude, and'it

involvés a lafer&l thmkmg process A good deal -of effort

" by the CIN staff has gone m%o spreading the message to ser-

v1ce librarians of what resources there ‘are right around the ‘

) corner how the CIN network ¢an be made to help them meet = - —-

‘the needs of the1r patrons. C1rcu1at1on a.nd reference librar-

ians may be very good in a traditignal process but on the

whole they do not do well when mérsured agalnst the demands

of operatmg in a fully effectn?e sharing network Here seeras SR
to be an area where library schools need to teach a different
opeé'ational attitudé than may have been previously adequate,
Continuing education progra.xns for staff development of those

who interface with these ‘tooperatives seem an urgefit need. -

o "
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Lo . Appendix G
COMMENTS OF OVERSIGHT COMMITTEE MEMBERS

-~ : . %‘\
B EPEN v . ’ .
We invited members of the Oversight Committée to comment on the DIALIB project .
and/ or other topics that they felt were pertment to online retrieval in the public
hbrary. We felt that as critics and reviewers of the study for the past 3 years, they

were in a unidue posztzon_ to provzde additional 1ns1ght and evaluatmns.

\ - ‘ N . A

B
v

G 1 VIRGINIA ROSS GELLE?R GELLER AND ROSS; LIBRARY CONSULTANTS
REDWOOD CITY, CALIFORNIA . ‘

This is an mterestmg and s1gn.1f1cant pro;ect w}pph has provzded an opportumty for
public libraries to expernnent W1th computer assisted reference service. .As is the
case with many demon&ratmn projects, the serv1ce was regarded as something.
separaf€ and d1stmct from.the regular act1v1t1es of the [ibrary. In this case, the
« tendency for such thinking was mcreased because use of the service requzred a new*

tech.mque for acgessing - information. Because of th13 attitude toward the pro;ect, the
potentzals, requirements, contingent problems. of online’ data base Searchmg ap-
pear no\to have been.conszT‘red in the framework of the hbrary s overall goals and
objectives. I ‘believe'it is s1gmf1cant that only two of the librapn part1c1pant§ make

' any mentzon of relationship to goals and objectives m their comments re1at1ve fo |

» DIALIB ' Reference personnel usualLy seem to have regarded it ag something aside”

from their normal reference service and most of the pa.rtic1pants seem tb regard on-"

_line data base searches as a new function rather than as another means of perfornung.

-
t . % .
- - hJ
MY

i
¢ . . 3

-

a reference search
’ I believe the study could Have provided more useful: infor;nation?il:t' there had been

prowszon during the last 2 years for~hbrary supported searches so that the referegce

hbrar1ans—could have more fully explored the reference potential of computer-assisted

[ T { ’ /,
. ‘) 4 M
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reference searches in their partlcular settmgs Once the patron fee was establishe.d
¢ the libraridns lost the ability to make discretionary use of DLALOG when they conszd-
ered this the begst means of answermg?questlon Conversefy, they might have to
make a nonproductive search if the patr&n was insistent in his desire for such a search
Prov1s10n for dlscretzonary use would have added a useful dunenszon to the pro;ect
Although there was provision for free "demonstrat1cnxﬁt\une this was intended for use
in.learning’ new data bases and for providing demonstratiofs and was not available for -
conducting patron searches.. . | > - ., ‘( ' -
. . Asan observer of the pro;ect I have been dlsappomted and concer.ned that ‘the public
hbrary Admmq,strators éhd not appedr to have a clearly thought-—out rationale for the
imposition of user fees for DIALOG searches Wzthout sueh a rationale I believe there
is a definite possibility that a local government,‘ nmts 'search for ways to reduce taxes,
may pursue the user fee concept in a mayner ultunately harmful to the general public’s
.access to more ‘traditional. aspects of pubhc hbrary servzces and resources. Moreover,
fa11ure to recognize the.increased 1eve1 of serv.1ce made possible by computer-asszsted
reference servzce, and to evaluate cost in re1at1on to benefits, could very well resuLt
in curtailment of the public library's ab111ty to move ahead with new dgvelopments in -
resource ava11ab111ty The easy dcceptance of the user fee. for these setvices makes
it appear as though the hbrary admmzstrators had already made a predetermmatzon N
that the techmque ofronline data. base search1ng and the resourées thus- available were

: - really not approprzate to the public library. In my opzmon, th1s is a narrow and very .

»
3

short-szghted view. . o , ~
- AP . 3 {

/\ I am also disappointed that the pro;ect .did n!)t fully take adva.ntage of the. opportumty
to explore the use of online data base search in’agetwork framework. In View of i m-
creasing e;nphaszs on library networking and cont1nued limited aval.la,blhty of pubhc
library funds it appears likely that public 11brary access to data bases such as .

. DIALOG will be furn1shed by a few 11brar1es on behaIf of nel;,vork members, thus the .
patron ageess w111 be mdlrect or deferre;i Teﬁnmal installations in the pro;ect were
well su1ted‘for explor%.tzon of th1s -aspect: San Josg Cnpertlno, and Redwood Czty had

s -~
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- heavy nwalk-in" traffic the San Mateo Couﬁty installation had little "walk in" traffic

* to the seven member libraries oY the cooperative Peninsula Library System Although

fhe study fakes note-of some of the problems inherent ﬁ "indirect' access, %beheve )

much more attention should have been devoted to this aspect. The data’seem to indi-
cate that the service was not used in a truly network manner, i.e. ,asa service to
independent members of a'cooperative system For example, of the t})tal "indirect"
re.quests ‘reported for San Mateo County, only six o 165 came from SyS§tem member
11brar1es Although Redwood City Pu.blic Library patrons wewe eligible to use San
\, Mateo County Libtrary for data base searches no such use is reported. Redwood City
had a very high usage during their partieipation in the prOJect it would seem logical
to hav-e—-redirected this patronage when the Redwood Gxgy terminal was removed a' year
LS prior {o the end of the project, particularly so since the Redwood City staff was familiar
with the data bases and the search strategy. An investigation of why this was not done

EIE
I

would have heen instructive. K .
» -, « -

The difficulties of gbtaining effective utilization by staff in outlets remote from the
terminal is noted, bu.t it would be useful if the study had devoted more attention to .
efforts.and techniques to encourage such staff to make effective utilization and v1ab1e

N °

referrals to the terininal access point. : . . -

r -

The need for training and continuing education to maintain professional competence

‘in the changing technology and state of the art of the library field is clearly demon— ST

strated by this project. Libraria.ns should gniulate other profess1ons 'such as law,

medicme, ahd pubhc, admmistration and work to secure such update training as an

R

accepted part of their profess1ona1 status ® ' *

° ©

. - ® -’

‘ In summary: it is unfortunate that the ""fee £.or service" aspect has confused the iSsue
by dlverting attention from the more basic aspect which is the value\g‘bomputer- ¢
assisted refewence services for public 11brar1es. The basic questidn 1; whether this

s ‘a tool which pubhc libraries should’&dd to their other bibliographic tools for access—

I’ ing resources. I beheve this study gives a positive answer to that question and

'3
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pro'vides'constructive guide lines to other libraries\Beeking to use this means to

enlarge their service and resources. .

o . B . » AT

§

L

G.2 DOUGLAS FERGUSON HEAD DATA SERVICES, STANFORD UNIVERSITY

‘LIBRARIES = o S . K
The DIALIB Project Was a field s?udy a‘;ld not in any sense a designed social experi-
ment. Several choices were madé tosmové the prOJect forwar\d within the contexf of .
workmg libraries. Many alternatives were not explored but alternatlve ways of
makmg online reference service work were revealed For me th1s is the main value
of this project. It illuminated problems in 1ntrodu'c1ng.an 1nnovat1ve service into pub-

lically, funded organizations, It revealed various polic¥.decisions and opefational

.choices. It showed the critical importance of individual motivations and attitudes in

the change process. r

The ﬁrojeci suggests alternatives in funding, in operation, and in marketing computer-
supported reference service. These alternatives appli; not just to public libraries but

to libraries in‘public and;private educational institutions and possibly to other types of
information service organizations. The following observations should be cdnsidered

to have the usual wisdom of 20/20 hmds'ight and the humility of the bystander d1scuss1ng

+ &

- -

the 11ghtn§ss of other peoples' burdens.

®

Funding Alternatives . . . / :

The record does not show that the project part1c1pants“act1velg cons1cle1fed f\ndmg
alfernatwes such as pr1ce—free serv1ce or fullﬁy us&r supported fundmg Pmce—fx\'ee
service would have been in the publ1c l1brary, tradition. Perhapé because of the >
or1g1nal prOJect proposal and structurmg, pr1ce-free servme was not considered a
v1able alternative. It is my-personal and professional bel1ef that computer-supported
reference service cai} be bffe«red on a price-free basis in public and academic libraries
and that this is not only a viable but a desirable alt‘emative WHEN THE LIBRARY SEES
IT AS SUCH. S ) Lo '

~
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'The same constraints and cho1ces apply to trad1t10nal reference service as apply. to

computer-supported reference serv1ce. When the similarities rather than the differ-
ences are emphaszzed a price-free service: structure can be made to work. The

false dilemma that plagued the thinking of ma.ny of us, and emphaszze that th1s in-

)y luded myself, was not free versus fee service but total versus balanced access to

"service. No library offers un11m1ted access to its resources or facilities. Every

library choses what: sources how much staff time and taient and what access condz—

tzons 1t will offe}' to the public - a.nd so does vzrtually every other pubhc service

; orgamzat1on. If we select which. prmtéd indexes we cap afford, why can't we select

which data bases we can afford? If we select sta.ff and books.on the basis of the sub-
Ject emphasis that meets the central needs of ouy chentele -why can't we select data
bases and train staff on the basis of our Erlmary subject comm1tments'> If queues

form at reference desks and on phone lines and people are served on a deferred basrsc

.("all.operators are busy, your call will be taken in the order rece1Ved. ..'") why can't

online searches be ha.ndled on a firSt-come and. then deferred baszs? ]Z; we-chose not.
to attempt to answer certain types of questions (e.g., legal, medical, puzzles). why
can’t we decide thosé types of questzons for which we cannot do onlme searches ?

>

The list of analogous questions can go on to each aspect of how information service is )
offered. ' But isn't thisa neg‘ative approach, alv‘gays stressing, Ji or what we will
NOT do? Perhaps, but it seems to me that what result‘?ﬂbﬁhf:?chozces isa type
of service that balances, availabie resources across a spectrum of library servzces.

By carefuily monitoring the results of these thoices, such as service backlogs or un--

answered requests, .we have the basis for reallocatmg people and money resources

and for s port1ng budget requests.
J ’ - T,

The professional hterature is recordmg a dlscusszon in which the problems of fees

and the ratzonale for price-free service s well represented and I will not add to it.

I emphasize, at a minimum, the common-sense practzcahty of prlce-free servzce but

'not its iron necessity. Furthermore it seems to me there are pragmatzc benefits of

price-free service, in terms of extendmg access, remov1ng unproductzve accounting
A ’ ~ .
» ! , /
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activities, and buildin'g a broad base of professional experience and clientele support

The project report suggests deciSion areas that could lead to structuring a price-free

service around selected data bases, using selected staff, under oconditions that permit .
the operation of a balanced reference service. L1b’?rarians and library managers do
have scope for choice in funding computer supported reference service. Price-free
service has not been tried and found wanting; as -Shaw said about Christianity, it has
been found difficult.ahd not tried '

\ | \ b - *
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Improved OpeTrations oL . . r

- .l ' . | Q ) - .
The project did not explore but it did suggest the way in which onltne sources could
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be used to assist with the major types of information reque ts fa'ced by a public (or

academic) library reference serv1ce. Data bases can be appropriately used to answer  *

fact or brief response questions (e.g., estlmates of the volume of pocket calculator
sales iny1980), to answer short topical questions (eggg., 2 few recent articles on appro-
priate technology), as well as to answer questions requ1r1ng extended subJect searches

It may have been a missed opportunity when the 11braries did not pla.n to try lmnted

. use of data base searches with daily on-demand reference requests. Even though data

base sources were not systemat1cally used with dlffermg information tasks, they are
clearly appl1cable espec1ally as the data base repertOire expands. Furthermore, as
online sources become more common in daily reference activities’it will hecome im-

porta.nt to develop and test guidelmes for the appropriate use of printed and com-

puterized sources in respondmg to mformation requests The guidelines would help

to determine when computerized sources alone might most effectively produce a result,

when printed sources alone might produce the deszred result, and when both, computer—

ized 4nd print sources are likely to prov1de an appropriate response. The advent of an*~

- B . 4
. .t ¢ P v

and source select

online reference ¢ llection may hasten the \refmement of guides to query negotiation
at are beginning to appear. .

" -
¥ ~
.

I am speculating that online sources w.111 be an acCepted,and common part of most

Iibrary reference activity w1th1n the next 10 years. If tlns ha};pens, librarians can
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become a s1gnif1cant force in improving data bases. and access methods by applyin

* critical standards to these information sources Just as they ‘would to other kinds of
mformatzon sources. Equally as important will be the necessity to develop practical
* ways of determlmrig the quality or goodness of the results we produce from data bases.
Systematzc samphng for analysxs, peer, group. sea'rch autopies, ‘and settings to wh1ch
problem seaz’-ches can be brought, are examples of the kinds of professional and
orgamzat1ona1 incentives that are needed to produce a peer- based approach to service
,Quality and professional accountability. N '

Markets and Marheting | T o

The project is rather limited in the extent to which it reveals the market structure
for onhne reference service. The markgt structure for varxous goods and servzces
‘ of pubhc libraries$ has riot been éxplored in any depth It may be asking too much for
computer—supported reference service to pioneer’ in market analyszs. A study of .
nonusers of computerized literature searches would contrzbute to answering several
questzons (1) Are fees a deterrent to use, tg\whom are they 4 deterrent, and what
condztzons would bring about active use ? (2) I¢ the nonuse based on lack of-need, lack
. of awareness of the service or problems in gaining access to the servzce? a.nd (3) Are
_ nonusers predomma.ntl‘y part of groups to which the. 11braryL.nd the commumty gives a
gh service priority, such as ethnic. 6r disadvantaged groups? Nonuser information
zong with informatioh on service users would help structure pricing, service deszg:n, ’

and promotion decisions. . ca e h
- -~ N N '

o . Most marketing promotional approaches were tr1ed in the pro;ect at 1east once and

they ranged from direct mail to public rﬁlations approaches to the medi

sales approaches in the form of live demonstratzons The problem of servick over-*

that go beyond the present hbrary market were not tr1ed The probIematzc character

of promotional activities extends beyond hbrar1es to most tax supported service

y

orgamzatzons. If an orgamzatlon succesgsfully promotes its services, if i 1ncre es

’
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demand. Increased demand, in orgamzatmns without pricing mechamsms does not ,
result in more resources t{ keep up with demand. Hence service degrades and more -
people are brought in by /promot1on only to be disappointed by what they get or don it
get. Furthermore there is no tradition of promotional budgeting in most c1ty agencies
and public employees may rrghtly be responding to a belief in the public and in elected
off1c1als that publ1c agenmes “should spend money on their substantive services not on
advert1s1ng Publ1c promot1onal money must be initially tied to a, h1gh pr1or1ty ser-
vice, must be focused on gpecific target groups, and must be low in cost. Bu11d1ng

ra promotional budgetmg base and 1n—house promot1onal resources takes yéars and they - i
.Juust always be rejustified and kept lean. This is not all bad since most advert1s1ng
resedrches say they don't know what wOrks and doesn't work with Any degree of assur- .
ance. Meanwhile a great deal of money can be spent. 'To paraphrase Baron
Rothchilds, there are three ways to spend a great deal of money, gamblmg, fine wine,
and advertising. The first two .are the pleasantest, but the last is by far the most

certain.

AT S ! o«
If marketing is basically four clusters of decisions — pricing decisions, promotion

decisions’, delivery decisions and design decisions —~ the last is the mos} problematic
. for tax supported Orgamzatmns Designing goods, services, or products to meet
cl1entele requirements i is easy to say but it 1mpl1es a great deal more flex1b1l1ty and
resources than most public agencies have. The public 1mage of what publ1c agencles o,
tshould provide controls the content and format of public sexvices, and l1brar1es are
no except1on In part this aecounts for why the participants in this project, along with
almost all libraries, present the service bas1caHy in terms of a computer-produced .
bibliography. Again, as data bases become more like Ford's and less like Maser ?s, ..
. imaginative service designs will be produced. They will be sets of analytic techniques,
interpersonal’ skills, and computer processing'available for unique and recurring in- -
fi))rmation tasks of the lif)rary's various client groups‘ The DEALIB Project has con- |
tr1buted to conceptualizing and creating the cond1t1ons for this kind of public l1brary

mformatlon service.
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G.3 FORREST F CARHART JR., EXECUTIVE DIRECTOR, NEW YORK METRO-
POLITAN REFERENCE AND RESEA.RCH LIBRARY AGENCY (METRO)

v f v .

{ .
. ‘This was an Jimportant project, and was successful in prowdlng most of the'sought for

‘answers to the followmg questions: ) - i Y

¢’ Is computer searching of value to publie library patrons? .

® ‘What is the impact of computer search1ng on the library and the library ’ ¢
patron? ) .
® What conditions are required for successful use of computer searching?
o A‘re there special financial or marketing considerations ? . ' '
- : . o~

¥ . : . . . '

\  The astute librarian reading-this report will consider the e;(periences here neither

the norm for libraries nor atypical, The size"of library,.population served, member-

ship in consortia; etc. , necessarlly 1mpose quallflérs on policies, practices, reac- ' !
tions of patrons and staff, ,and any conclﬁswns wh1\h may be extrapolated, It is obV1ous

I thmk< that much of wigat wasg 1earned could be transferred with d1scret10n to other )
11braries. R woufd be fair to say that changes which may come about from the utiliza-

tlon of ébmputer searchmg will be evolutionary rather than revolutionary, A recept1ve

staff will bgneﬁt from this augmentatmn of .their sk111s.

R - . s
L] [ ), A Y (

y .
- The public library's role as aJinking agent would seeg now to be self-evident. When -

our questlons were posed 4 years before the end of the pro;|ect term, the answers were

net clear. ‘In fact this program pnOV1ded part of the proof thdt public libraries are a
' logical place in which to locate terminals for 11terature searching, Terminals are now

“commonplace in libraries which have a demonstrated need for them. . '

- e

’

There is no fundamental difference between doing a manual search and a computer

"search. The printiples of f searching are the same, T,he "dlfference'; most-often cited

" is not related to the technology but relates to the services customar11y prov1ded by a - / P
11brary. The role of the 1nd1v1dual Ilbrary&n information tra.nsfer (reference work) is
ai‘fected by such factors as whether it is a small suburban or 1arge urban library; )
A ry . o,. ' :
. o e Lot
EY ' -
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’ nearby Hbrarzes and utilizes such referral and support opportumtles, etc.
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whether the area served is located near research and high technology co‘inmu_m‘.ties;
whether the library serves mainly the recreational reading needs of a retirement com-

mumty, the extent to which the public library part1c1pates in cooperat1ve programs w1th

(

* .

.

- The above factors (and others) lead to a question of degree — to what extent is the.

. --copy of Chemical Abstracts.

3

hbrary accustomed to performmg in-depth h‘terature searches for its patrons? The
&

library which is unaccustomed to in-depth searchmg may find computer-assisted
searcmhg‘a.n overwhelming procedure in the beginning. Howéver, it is my opinion”
" that most librarians have fallen into bad habits when doing reference work. The
computer-asszsted search forces the librarian to do a thorough reference interview
before the search begms rather than raising questzons as the search proceeds. In

fact, computer-assisted searchmg is good trammg and discipline for manual search- .

\
ing because of th® reqdired precision of the reference interviews.

<
.

a

Most indexes printed on paper and their counterpart computer mdexes are used in the
same way. In fact, many originated as printed mdexes and use the sa.me list of subject
headmgs (thesauri). As is the case with printed indexes, each field of knowledge has
its own subject headings and literature searchers are accustomed to using d1fferent sets

/

of terms in printed indexes. The same can be said of computerized indexes.

The study shoWed that cooperative use of a terminal is possible and provides ng/bar

to good service. At the same time,, if was shown that not eyery library needs a com-
puter terminal for literature searching just as not every library needs a hardpaper
Librarie's have alwayﬁ“een.interd?ependent in thése
.matters (hard paper) and they can be interdependent in terminal ysage. A parallel ex-
periment m New York has shown that no 11brary having a terminal will be overrun by

patrons of a.nother library. A library makmg heavy ‘use of another's termmal will

' soon find such a situation so mconvement that it will obtain its own facility. The

shared use of a terminal prov1des an dpportunity for a 11brary to gain experience and

data to support budget reques'ts for a separate teémmal

« tf - . ‘ 'y
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In this study, 1t was not possible to compare costs between mandal and computer
searchesé Tlns could only have been done if the libraries had previously routinely
o conducted m-depth manual seayching. Smce this was not the case, the advent of the
termmal proV1ded an entirebdew «dimension to the service of these libraries. This
fact is so basic that it pervaded all activity in the study perzod,and colored many of
the comments collected by the evaluation team.
P , , x
* The pattern of this study provided a progression from "free" searches to "fully" paid
searches. In retrospect, this would not have been necessary for public acceptance and
if the 3 'years had been ent1re1y a "fully" paid period, we nght have Reen able to eval-
uate othér varlables. It is my (ﬁeehng that the gradual bu11dup to "full" charge was for
the library sta.ffs' fears wh1ch proved to be unfounded. It is hkely tha$1t wou1d have
been less try1ng to the hbrary staffs 1f the reduced charge periods had never been in-

-

)st1tuted I certainly would not recommend such a practice again,

/ We learned some things about the ampact of computer-asszsted searche in relation to ,
the patron éut missed a golden opportunity to learn more. As pred1cted;. a computer
searth saves much time, gTHe most dramatic demonstration of this was the heavy use

- by sty ents. LThey could see the eff1c1ency of using the terminal and its attendant costs

versu the money they could earn in the t1me a‘rmanual search wou1d have consumed
- . Fﬁm

ké%

) N - «

It was significant that some patrons returned for add1t10nal searches. That more did
not is not szgmfzcant Except in industrial laboratory investigations (special 11brar1es)
' and similar s1tuat10ns, it is most unusual to have a general patron return for add1-

[P
)

tional in-depth searc

f Unfortunately‘, the evaiuators did net investigate the reasons for reported dlssatzsfac-
‘ \tlons.. For examp le] we do not know whethei: the patrons were unhappy because no *
c'itations were found and whether an any citations should have been expected. We do not *
know whether the- questzons were sharply defined or too narrowly stated. We do not °

know whether approprzate data bases were searched In general we can say that
- . - . ; ¢ - ki .
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d1ssat1sfact10ns reported by the evaluators are a1so reported from manual searchers
. - . in hard—paper mdex%s. More often unhappmess is in frustration or disappointment
based on unfounded hope. In some cases, partlcularly those re1at1ng to doctoral candi-
dates, the rephe% received may have been a response to a poorly worded questzon.
Such a student may very well turn up no. cititions in his searching but at the same time

this can be ahappy result — he has found a top1c upon which he can build his doctoral

research ) .
. ) ) o
I - . k.- ,.
- . . - ﬁ
The unp?}s which may be expected in hbrar1es will vary accordmg to the nature of
the libr and the commumty it serves. If we think of computer—asszsted searches

as a nagural augmentatlon of our already highly developed sense of service and fine- .
tuned capabilities, most of the "impacts'' afe entirely predictable such as: the possible
necessity to rearrange staff schedules to allow pre-search interviews with the patron;
scheduling of time for more intensive training for the utilization of new reference

tools; necessitxfor training all staff for'an attitude of support, not simply a g'rudging,

acceptance; as well as similar @dministrative problems most of which we should Have

, -
. N .

y One item which .S been labeled a problem has in recent months been raised into a

4

Jfaced long ago in our.manual search days.

\Eghly emot10na1 cause celébre = an unfortunate occurrence. This has to do with whether
a library should or may charge the_ patron a direct fee for this or any service. I think
o /?e study responds to ’this‘rquestioh although the evaluators failed to probe sufficfently
' 0

write convincingly on the tepic: : _ ‘\ _ , PN
g .o b e
. o | s e
S It is unfortunate that some well-meaning persons have raised shi'boleths in-the guise of

phllosopﬂlcal issues. There is not })uch doubt that all 11braigy adrmmstrators would
like to offer all serviceés without direct charge to the immediate user. But when a
servicge is neegded {demanded) and normal sources of funds are not available, there is

no otlj-:er recourse. To charge isnot to.deny service because we do offer the same_ . ’
service, albeit a slower grocedure, The patrén makes his choice — cheap and slow of

fast and for a fee. We've done this for years. We have sold ink fOr pens, ball

s ‘ i. -
e, . {
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point pens; writing paper and, more drainatic‘ally,’have’ p'rovid‘ed photocopying ser=
vices for a fee. At the samé time, paper and pencil have been available to facilitate
manual copying. Choice — cheap and slow or fast and for ag'eg. . -

-

AN

4

~

Not only. gpes char(g\ng not deny access, it enhances access to those who do need it:

It 1s mainly for in- -depth, search1ng, not for simple reference quest1ons ‘As with

photocopylng, libraries have found, and this study demonstrated that controls must

be imposed to prevent unbndled and irresponsible utilization of:tax dollars’for in-
_‘appropriate use of servjlces €. 8, photocopymg

«
Indeed it is nof a simple question of charge or no charge The very act of installing
a terminal and the training of gtaff to use it is a subs1dy DeSp1te the fact that the
1ssues are really hard bus1ness issues, librarians are not proh1b1ted from prov1dmg
(on discretion) certain needed "free" services. Subsidy can be JAncreased in ma.ny
ways and in gh infirite number of degrees (upto total) when fund providers are per-
suaded that terminals are more necessary thaf, for msta.nce, garbage collection.
N g . A
Costs are present ‘whether they are associated with manual or machine searching >
A point tQ remember in th1s context is that over a period oftime we havq often demon-
istrated that services prev1ous1y thought tq be expensive were reduced in price asJ
’ volume increased. As a result, libraries have found that they cou'ld forego the direct
) charge for the service. From this study we cannot pred1ct W1th certalnty that history
. may be repéated here, But I think that subsidies will increase just as they have in_ the

.

case of coin-operated photocopying.

~ ¢

‘Staff attitude.was mentioned a% an impact on the library.” We found that the attitude
of the library d'irectorqwas reflected in his staff, i.e., whethex the terminal was_kan
extra chore or provided enha.nced service opportunities. We have made mistakes re-
lating to staff acceptance of microfilm as a normal medium for storag?and trans-.
niission of information. Public acceptance of microfilm is“reflected from librarians!

attitudes that"fwe '13 sorry, this is all we have, it's inconvenient and we don't like it,

-
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but, you'll have to get along." Psychologmal and technical preparation is somethmg\
that cannot be overlooked if any program is to be successful. User comments may

S— ’ . -

possibly reflect negatlver\sta.ff attitudes.

Persons readmg.the report ‘of the study should examine carefully the op1n10ns reported
Readers of the report should ask themselves what

might have been the reason for the reactions ‘whether positive or negative. Unfortu-

from both librarians and users.

nately, the report of the stu,dy could have been more useful ifﬁ:hé 'e\;aluators had had

some library experience or co-opted such experience in order to probe for signifi-

cances behind the data and statements which they collected.
. r '

The study did demonstrate that the machine augmentatlon enhanced the ability of the

librarians to perform in-depth reference work more eff;.clently. The study found that

these tools are good extensions of prmted n}dexes and dbstracts. But -—,‘1t was"also '

demonsfrated tha%the service, i.e., terminals for searching, should be acquired

selectively a.nd cooperat1ve1y in the same manner that 11brar1ans now sefect and ac-

quire printed versions of indexes. : '\ . .

& . . ‘ 4 °
The study demonstrated the potential, but did not ha\fe ‘the opportumty to truly demon-

strate the real pos31b111t1es owutex‘-assmted searches ina geographlcally

- In parallel studies (METRO) 1t has been shown that

a central terminal mstalled on behalf of,’ and used by many 11brar1es is feas1b1e and

dispersed area of library service.

useful, Only a lack of understandmg of the serV1ce potent1a1 and-a 1ack of J.magmatlve
use of such service will hold back the extension of servide. The pub11c library is a

1inkin°g agent as are all'libraries. | @ o —,
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AVERAGE COST OFQNLINE SEARCH . e .
—> ;‘ .

A deta1led study of the time fequired to perform var1ous elements of an onl1ne search
‘was made by Cooper and DeWath as reported i’ Ref 4 and 1n theEWﬂuatmn Annex
volume of this final report. This appendlx summar1zes the cost data

H.1 SEARCH ELEMENTS - g

. ‘ ~

.y

. The search elements used by Cooper and DeWath were:

- ® Reference interview: time that the user spent negot1at1ng the request W1th a

* library staff member
® Originating l1brary pregaratmn t1me 1n or1g1nat1ng libraxry to record

research and record the request p

° DIALOG l1brary preparat1onu t1me spent on the request at the library per-
" forming the DIALOG search with no patron present and before performmg

\he online search. o k' .
e Online search time: the actual DIALOC{ search. S

e DIALOG l1brary follownp time spefft at the DIALOG 11brary after the onlme
o

search.with no gatron present. ¢

‘o

° Origlnatmg library followup same as _above, but at or1g1nat1ng l1brary

° Followugw1th patron: at either the origimating or the DIALOG l1brary, the

“time spent with,patron tg(plalmng the results of the search,

- * A4

H.2 TIME AND COST OF SEARCH ELEMENTS © . ~

/ A " e . s . [ ”;‘:—
The t1me requ1red for each of these elements is shown in Fig. H-1 for the free and

pay penods _Because not ﬁlhe elements are performed for every searoh a4,
/

. ::‘ —. ~‘ AH"l N w . . -
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- L : - PROBABILITY ~ WEIGHTED
‘ ' TIME . COST OF ~CO¥T*

o . L MIN) ($). ELEMENE 7 ($)
_© " SEARCH ELEMENTS FREE FEE , FREE  FEE ., - 7 FREE FEE
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! REFERENCE INTERYIEW WETH PATRON'" 10 16 102 172 072 © 0.81..-1.24°
 ORIGINATING LIBRARY PREPARATION TME 18 15% L 1.9 166 011, . 0.2 0.18
_- DIALOG LIBRARY PREPARATIGN TIME 10 . 18™N\,1.06° 1.93 0.54° ST 0.5% 104
% ONLINERETRIEVAL SERVICECOST- . 23° 165 17.35 11.60 1.0, 1735 11,60
" BRINTING OF CITATIONS . > ' 8.83 10.87 0.7 (REEF 592  8.91.°
SALARY COST FOR ONLINEMIME _ * - 2437 174 1. . 2.43 V.74
FOLLOWUP TIME FOR DIALOG LIBRARY - . 12 126 1530 074 . 093 1.3
FOLLOWUP TIME FOR ORIGINATING LIBRARY 11+ .08 M2 000 o 0.1 102
FOLLOWUP WITH PATRON - =~ " - 8 f15 042 '0.34  0.48 "
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probability of each element is shown. For example, the originating library seldorn .
\ expends time preparrng the search and therefore the probability of that element is i
. low, 0,11, while the p ility of a reference interview is high, 0.72. When the

cost of each search element 1s mukltiplied by the correspondlng probability, we obtain

o
4

the we1ghted ‘cost shown in the right-most columns . - "
S ‘e ’ . _; ‘ s, .
] N ¢ ' b
The sum of the .welghted costs: for the free period is $28.68 per search a.nd for the
pay period is $26.44 per ‘search, This decrease in cost from the free to the ,pay ‘

period is due to the decrease in online search time fram 23 to 16 minutes.

. ; \

Y Y
[
<y,

Figure H-2 shows the costs g'rouped into "librarian salary," "on11ne cost " "prd.nt

cost " and /'totals' for the free and pay periods: It can be seen that the search ser- '

P“ [
vice costs represent about three-quarters of the’ total costt of a search.
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. This appendlx presents a list of the meetmgs hefd and indicates the kmd og,coordmatlon - B
'reqmred in & project sach as this. A 11st of papers presented md1cates the dlssemma— *
tion of knowledge concermng the prOJect . S C s s s
1.1 COOKDINATION MiZE:I‘INGS Do e Ty -
May 17, 1674 Descrlptxon, of study to CIN “Mesting; Palo\Alto, cd. : e,
June 17 1974. D1sc$15smn, of agreements wi part1c1pat1ng 11brary heads These - (
.agreements were to be S1gned by the res'pethe c1t1es ‘Gnd countles and Lookheed A
-~ LT
July 11, 1974 Apphed Commumdatwn Research made a presentatlon con&rnmg‘ the o
// data gathermg plan at a tramlng: sessmn £or the hbrarla.ns (o " e, 7 -

o

\

-

- to employ a publicity ¢o6

- A Prlcmg Polf@Work.mg Group was establ‘mhed by ‘the librarles to deal w'1th the R 3

-~ - . .

July?30, 19’& General meet;ng of par:t1c1patt1ng librarles 'to cﬁ-s_cuss m1t1aI ‘experlenCes
with the s stem N N S 5 r .‘i".‘
¢ y 'L/" ;"f ™ . :" T "'l -, ,'.‘."_ '
August 2, 1974, Arrangements for opemng cerememesL Sa.n Jose ,"‘;H'

Y. .

4 .
- August 6, 1974 Pubhc%Commﬂ:tee meetm% at wtn,ch a recommendatam was

.':- -

A A . >\ \. - vﬁ i .\ - -
: LS - R <o e e 2 . Y

inator, p T . ;,.’\ R R
s o ,“ 2 S, s R 'r\", L.

' August 15, 1974. Genéral %eetmg of partmIpatmg’_ librarles to dlsfuss expemence to : j_‘ : :

L4 -

LI ../

date a.nd rev1ew revtsed evaluatxon pIa.n o ‘(_~ - :.- =

- P “'—
ne’ . *
. A, . - » .
_‘. } ’

N ’ .
August 22 1974. Opemng Ce‘remomes at San Jose‘Pubhc lerary attende’d by c1ty ‘
d1gn1tar1es, City and County leranans and NSF and chkheed representatlves -

.‘ ., ._1 5
* 1. ’.».

September 12, 4974, The heads ‘of the/pantlclpanng llbranes'metat the San Mateo
‘Bducational Research Center‘(SMERC) Redwood Cltyto" dlscuss pohcy matters mclud- -
ing possible hm1tatxons in the u/se “of. the systenp ane}the problem of fee for servme ; '

August 23; 1974 Over51ght: Commiftee meetmg toxeweW progress J:o date.

X B
.,-"“: ‘L;/‘.

‘oa ARy . - [N
.

- . “ -"_' . \‘ .4 '.‘ P .s‘_ _“‘ ‘ . ',‘ Lol
;. lattér questlon IR , b ; TR :\ -'-,,z oy i
4-2 539
Octqper 10; 1974. Reference l;rbrartans from, the pai‘t1clpat1ng libramgs mef’ at the 5 oF
’Redwood City 11brary to disduss pubhclty, the evzth?tlon mlestronnalre, anﬁ to sha“ce g ‘g
o -~ f‘ ';:
their experlences with the system, e T SET e CE ‘-** "
.. . “ o . __:.".- . ‘. '{i ,' i
- . b NS PR T ORI
T D B S
.' L - L i 182 ’* ¢y '
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October 24 1974, Ferguson Helmer, and Firschein met at Stanford to d1scuss the
marketing effort status and strategy In-hbrary publicity was to’ be stressed auntil

after January 1 a saturation canipaign was planned for .one community in J@uary - ..
Febryary, and*some m-—hbrary media presentations were consillered.”

N . , . ~ ’ - . ¢

g@er'és, 1974. -C." Mick and A. Ahlgren (ACR) met with R. K. Summit and O,
- Dl ’ ‘

irschein to discuss the user questionnaire and We evaluatloﬁ"plm

-

Dctober 27 1974. Frances Grant conducted an add1t10na1 training perlod for reference

b - 3

<, 7
bramans df the participating 11brar1es to br1ng ‘them up to date on some of the new

data bases and to show some advanced search techniques.

(] L) «

November 21, 1974. CIN Presentat1on Skilling Aud1tor1um, Stanford Un1verS1ty .
R. k. Summ1t 0. F1rschem F Gra.nt Lockheed; N. DeWath San Mateo County
. Library)., _—

'}Ja.nua Ty 16 1975 Meetmg of, the 11brar1ans at Redwood Clty The Cooper/DeWath
5 t1me study was d1scussed and Alice Ahlg‘ren of- ACR d1scussed the mechanics’ of
quest1onna1res . N ¢ ] o i
. .

Februaty? 1975 Meetmg of Oversight Committee Regwew of ACR eval}laﬁbn material

“and the fee-—for-—servme pol101es to be used by ths 11bra.r1es -

e

- [
.

March 19, 1975. Meetmg at Sa.n Jose Public L),brary to review the Cooper/DeWath

* . © .

B

x ? I3

g
4

* March 1975. Heads ﬁhbrarles met a.nd requested a sub51dy because of unexpected

persoﬁnel costs., ‘ : ; _' RS . . .

K

April 7, 1075 Meeting with heads of Hbraries, CIN, .and Ldckheed in which a $10 per

term1na1 hour subS1dy was proposed for subm1SS1on to NSF.

/ u

it
June 19:75 Meetmg of 11brar1a.ns to di/gcuss pay per1od operatlon

A

N 1ember 24, 1975 Oversight Comfinrlttee meetmg‘concermng the need for plannmg .

for the third year of operatlon at fui(l fee, the/ geed for follow-on studies of nonusers,

’ -

_and the c&t&nued collect1on of timeand eost &ta o s )
Iy " > ) 7 i . .
'February 1976 Site v1S1t by ACR to out-—of—state hbrar1es part1c1patmg in study ) A

‘ une 3, 19‘7(2‘ OverS1ght Coﬁrmttee rneetrng to rpwew first draft of f1na1 report. ’
\ . ﬂw R . :; N . . Q' ! . . N ) ~
e . . R . A\ - 3
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. uation matekial and to incoroorate the commenis-and critiques into the ACR report,
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June 1977 - Qctober 1977. The Oversight Committee individually reviewed drafts of

the fmal ACR~ report and the Final Report. Carhart Zg» Firschein met in 'June', and

Geller Firschein, and Mick; Ferguson, Firsehein, Mick; and Bourne and

Firschein met in September. “Firschein and Mick met many'tixnes to review he evél-

4 \

b .\l . ‘.
d N

- - L .

. 'JComputerlzed Retrleval Comes to the Public Library, " Oscar Firschein, Lockheed

Information Systems; Evelyn Helmer‘ Publieity Consultant Sally Drew, Redwood C1ty

reference librarian; and Na.ncy DeWath, San Mateo County reference librarian, Bay.

" Area Chapter of the American Soc1ety for Informat1 Smence 12 Dec 1974

< o - ' .j' ~ . - {:
. . \ ! \

14
. * L

-

i
l'Computer1zed Retrieval jn a Pubhc L1brary Settmg, '" O. Firschein a.nd R. K. Summlt,
COMCON 175, IEEE Computer Soc1él:y, San Franclseo, Cahfor;ua Feb 1975
J

-

"f‘actors Affeoting the A"doption of Online Serv1ce by the Public Library, ' Ahce E.

Ahlgren ASIS Mldyeayg‘Copference, Portla.ndI Oregon, Jun 1975 T

b

*

h "Prov1d1ng and Pricing Computerlzed Search\m the Public L1brary, " Oar F1rsche1n '

and Roger Su it, NSF colloquium, '~'Strateg1es for Improving Sﬁeclal Library Effect— ’

_ 41veness," Northwestezn Un1verS1ty, Jun 1975; o "~ ( ’ , ‘
. ; ’. | - . &f .t ), - o
1"Ofiline RFtneval in a Public L1brary Settmg,"' Roger Summ1t and Oscar Flrschem,
Sp tnal Libraries Assoc1atlon.meet1ng, Ch1cago Jun 1975, - : ST
. S | § '? . ! | ‘_ \ 6

"The DIALIB PrOJect " o. Flrschem, Instltute on L1brary Service to the Business
Commumty, State Un1vers1ty of New York, Albany, N.Y.; Jun 1995

.-

1
N -
- <

-

N

""Online Search Services in the Public L1brary PrOJect DIALIB " Ahce/ﬁi} Ahlgren,
Amerlca.n Library. Association A.nnual Conference, Sé,n ,Fra.nclsco Callfornla 3 Jul’

1975 : ‘ e S - R
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Aug9hs . L./ 4 S /'/
. . £
"The DIALIB Study, " Roger Su\mit ji)jts Engi’neering‘—.Foundati‘on Conference,
Henmker, New Hampshlre 11 Aug 1975 Lo, o “. -
v . ; N

"The Cost of On- L1ne Bibtio apﬁ;c earch,mg," M. D. .Cooper, N A DeWath

-

i 11976 * : a . . —— . " ;'v -

ACR- 003- 75—01 Apphed Communri tion Resea December 1975 (pubhshed in a
revised form in Journal of L}brary;Automatmn, . 1, 9, .No. 3, Sép 1976, PP~ 195-—20?3“,\‘

o

Y . ,l ! g 4
"On-Line Reference Re/r%ieval in ag Public L1braryg "R, K f}.}&lmlt and O. Firschein,
Special Libraries, Feb 1976, pp. 91—96 . - S h

' ) ;';,.' : “« n. Yoo - .!;’.s - -
e -~ Ty !
"Effects of Fee fog Onlme Reference Retrleval ina Pubhc zlbrary Settmg, "o,

F1rschem, and R K. Summlt, 67th Annual Spemal L1brar1 s Assoclatlonqmeeting,
“June 1976 Denver, Colorado. ./ . -

. i X ..
"Prowdmg Fee for Sﬁe Onl‘me Searched’ Through the/ Pubhc L1brary,’" A. Ahlgren,
67th Annual Specml Libraries Association’ Meetmg, Jun /1976, Denver Coloradb. '

[y

"An Investlgation of. the Public lerary System as a Link g Agent to Major Scientific, - -
Educatmnal Soclal and Enwronmental Data Bases,'' R. Summit and O. F1rschem,

Nat10na1 Sc1ence Foundat10n,*D1v1s1on of.Sgience ’Informatlon Seminar, ""Alternatives
~t6 Traditional Information Tr ’a,nsfer Mechanisms, " Was;ungtcf:, D. C. , Sep 28-29, '~

- |
‘ ' , 7 oL - . : i . .
s -« ° . : / F- 3

""Online Referencé Retmeval n the ‘i’ubhc lera,ny f.essons Léarned, " Q Firschein
and R. K. Summlt Amer1can Somety for Information Science Annual Conference,

San Franc1$co, California, Oct 4—9 1976 . f

"Online Use of ERIC’ in a Public Library Setting, "' }1 Johnson (San Jos . |
L1brary) and O. F1rschein, ERIC U Conf encp, San, Franciscoy -California,

Oote, 1976, Lt e cv e -
. N ot e . . - . re.
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'\Fee for Servzce Eét on Users, " O. Firschein, National Sczence Founglatzon/Speczal

Library Ass001at10n bymposzum "Future of §m01a1 Libraries," SIA Annual Meetmg,
New York, N. Y. Jun 1977 2 LT . ?

a SR S N
"Onlme Search in the Pubhc Lzbrary Results of a Three Year Study, " 6 F1rschem
and R. K. Summzt Amerzcan Society for Informatzon Sczenee Annual Conference, .

- “Chicago, 1ll., Sep 1977 S =
s. . Lo \\ L. * * . R
. ' "Pubhc Library Use of Online szhographzc Retrzev rviges: Experzence,,m Four
. . Public L1brar1es in Northern California, " R, K Sum it ap; Oscar Fzrscéin L ’

>

ONLINE Magazme, Oct 19(7 -

- ) L
"Input- Outpu,t Relatzonsths m On- Lme Bibhographlc Searchmg," M. D. Coope
. Journal of the Amerlcan Soczety for Informatlon Sclence, Vol. 28, No 3 Ma 1977, '
V4 ; / e ~-
pp. 153~160 , . , o .
» - . - -} . ' - . ‘, ‘Q
L. ( ¢ '\ ) .. “‘"@e- ‘/\r . .
’ * "Eee-for Lzbrary Service: Effects oR‘Users " 0. rﬁschem Speczal Library .
] Associatio Colloquzum "The Euture of%pemal Lzbrary Research ogress F\\» (:A*
Sponsore by the D1V1s1pn of Sczence Information; National Sczence Foundat'.lpn., -
New York N.Y., Jun 1977 ) _'\ Lo \ . N )

1
o

"Onlme Search in the Pubho Lrbrary Results of a re@-Year Study, t O F1rsche1n
and R. K Sum,mzt 40th ASIS Annual Meetmg Amer1c

Sczence, Chlcago Ill Sep 1977 (

- [

Sqciety for Information

-~ ) B (\; . IS - .
"Pubhc Library Use' of‘%nlme -Biblio aphzc Serv1£s‘ Exper1 ce in F ur Pubhc'
) : , .3
L1brar1es in Northern Qahforma "™R. K Summzt and O. F1rsche1 , ONLINE, Oct . / >

j977 Vol. 1, No. 4,§pp 58—-64

. .. . l . K » ’ - 'J‘..
S N
. i . S ' ° . . ﬁ

. B . ’&&/'- - . o
k- _ . LOCKHEED PALD ALTO RESEARCH LABORATORY . - .
2 N\ . © tockmEEo, Mmissiths & sPACE £OMPANYY N4NC . v (o




