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FOREWORD

Whenever personnel from the ERIC' Clearinghouses are together, .

sooner or later they start discussing common problems. and sharing
ideas about how to solve them. In, an attempt to make these informal
tonversation's orderly and useful, CAPS toot on as 'a special project
the task of coil ecting and organizing into a single vol ume the, best
pf all the Clearinghouse pract(ices,. . This Handbook is the result.

In the spring ,of 1 981 CAPS- disseminated to each Clearinghouse
,

an extensive questionnaire about all phases of our operation and man-
agement. Each -Clearinghotise was asked to (a) indicate the level of
staff satisfaction with a partiEuTar area,. (b) .identifyany problems
in thatarea, and jc) destri'be what had been done to resolVe them.,
The CAPS staff then analyzed the data, integrated coneerns,q..'a simi-

. lar nature into one succirict statement, and listed solutionsas often
as postible just as they were expressed by each .Clearinghouse in the
questionnaire. Prior to final assembly, the material was reviewed
and approved by Central-ERIC.

Because the operation of an ERIC Clearinghouse is in a continual
state of -refinement and improvementi2thea.Handbook is arranged fn

leaf format so that Clearinghouses can add or delete pages as policy,
.

and procgduhs change. The sections within the Handbook appear as they
did in thq .questionriaire. A title page precedes ,each section with a
Level of, Satisfaction ratina...'Based on a scale of one to five (low = 1,n.

. high
I
= 5), the timber i's.an average of the Clearinghouse rankings for

,--
each area' designated on. the questionnaire. This Level- of Satisfaction

4 rating represents, overall Clearinghouse satisfaction .with the .particUlar
,......,..2ea. - -,

.

,'W iihi ri each section, the problem statements are arranged in alpha - ,

. 4. .

betic-al order, followed by Clearinghousergenerated solutions listed in'
random orders I16 attempt ha's been made tb"rank problems or solutions-T -/

in any kind - of priority or ..frequency,, as ille-level'4 importance, after"' -

all; fall; is An the eye and
4
mind of the reader 'Foflowing each .solution are\ ,- .

the initials of the ClearinghoUS'e(s) which suggested -it, Tie' purpose , -.
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of referencing the/ solution is -it provide a ,cirritact for furthePexplo-
-

ration of a procedure of particular interest. No individual names have

been indicated because of the pos-s-ibility of the staff member's leav-

ing ERIC or the reassignment of tasks within each Clearinghouse. °

The Handbook is a compilation-of real and practical issues facing

an ERIC Clearinghouse because it bai been created by, staff persons di-
.

rectly i,nvol ved in Clearinghouse functioning. though ,,some. probl ems

or solutions may be 'unique to a particular Clearinghouse, we believe

that ,a thorough study of specific areas of interest will yield infor-

mation of potential benefit.. The rainbow on the cover. symbolizes the

supreme individuality of each of the,16 Cleacinghouses, as well as

their harmony and unity as part of the total ERIC system. This Hand-

book is an example of that unity because it is truly a joint effort

N of all of us.

We wish to express our sincere appreciation to all 'of you for

your respons8 to our call far your best thinking. Here at CAPS we

are highly pleased with the range and substance of information the

Handbook contains and hope that all the Clearinghouses will find it ..

useful as they work to enhance the-efficiency and effectivenes's of

their own performance.

I
41.

.1

,*

Garry R. Walz

Director, (ERIC/CAPS

ti
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' Acquisitions

Problem: Document Quality

changeof.emphasis in scopq areas

.4 prevalence of roundtable discussions over
scholarly papers

large number of documents with limited or
, local interest

overlap in scope, areas

I

*st

Solutions

1. Review tAefulness:of documents from "tried and
true" sources. (FL)

2. Eltminate'marginal types,of acqtrrsitions. (FL, IR)

3. Create an external validation procedUre,
a small advisory board to examine acquisition/
selection procedures. (EC)

4. Contact other CH's when scope overlap is in
, question., (CG)

5. Gather input from advisory board and professional
association members about trends in scope area.
(s q; IR)

r .

2
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Acquisitions

Problem: Identification of Do.cuinent Sources

maintenance of total coverage of,seope area

handling of bills for submitted materials,

low productivity in field

addresses of conference presenters

diminished relevance'and/or funding of sources

tendency to rely on "tried and true" sources

regular supplies of newsletters ailti
'.-bibliographies

Solutions

1. Set- up acquisition networks Wthin scope areas.
- (RC)

2 Use liaison contacts with pro ess °hal organiza-
tions. (HE, RC)

3. Request cancellation of bills by p,hon and/or
return bill with a 1 ettpindicating a, date
after which CH assumes' bill is tcancel Id, or

' offer Jo return the item. (EA)

4. Request,address lists /mail ing labels from c fetce
coordinators or sponsoring organizations. CG, TM)

5. Review annual foundation reports to ,iden
fund -ing recipients. (TM)

6. Requestjournal editors to inform authors of
rejected (butgdod) manuscripts about ERIC.

40,

-3

0

(CG,
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Acquisitions

7. Have abstractors scan bibliographies
/
and references

.

.

for, likely sources. (SP)
.

8, RevieW all institutional acqUisitions arrangements.
._

(FL)

Share resources (newsletters, etcJ with other
projects ghin_supportinforganization. (CE)

10. Initiate an "exemplary student paper contest"
through directors of graduate programs in scope
area. (HE)

:11. Search ERIC by source code and provide org izations
with a printout of input from last two y rs to
detetmine if any materials are missing from
ERIC. (HE)

12. Attempt ,to locate replacement
' cutbatics occur. (EC)

agencies when funding

13: Mbbitor state and federal projects, within scope
area, as well as regional, local 'and international
'sources. (PS, SE)'

14. Set up a monthly file of upcoming conferences, ,(CG)

Maintalncontacts'with previous contributors. (JC)

16. Develop a "Conference Paper Automatic Collection
:Kit" tvt provides a. step-by-step procedure for'
getting professional associat4ohs to assist in

- document solicitation/collection. (EC)

.

;

n
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Acquisitions4

s;

Probi em: Low Responie gale
;

, -inappropriate format of conferenRvspeeches,
e.g., speaker's notes or overnbld projector

.. outlines.

amount of. time for follow-up of solicitation
efforts

decrease in document submissions.

A.

Solutions
. .

l. 'Broaden conference solicitation. (CS)

2. Send "reminder" flyer (self-mailer) to selected
portions of mailing list. (HE)

3. Establish standing arrangements with professional
associationvto encourage their members to
submit conferencepapers. (HE, TM)

.

4.: Request space in convention program for announce-
ment of "requests for pariers." (HE TM) '

5. Screen newsletters for possible documents and
conference announcements.- (CG,
.

,
.....

6. Call authors before actual conference to'determine
.

if presentations are written. (SO) ,-
. 0

7. Include Clearinghous"e and/or.Facility,Acquiiltions
,,.

-
,

. brochure with each solicitation letter. (CG)
'N,

8. Ube rpass mailings to specialized groups. '(EA) '
,

/

r
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Acquisitions

9. Place acquisition-iadyertisements in scope area
journals. (SP),

16: Use word processing, equipment t make correspondence
more attractive and "personal.;' '(FL) .

e.
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Acquisitions

8,

Problem: Reproduction Releases.

Solutions

misunderstandtnOof form

Level III materials

receipt of documents without release forms

4

1. Send form letter to organization /association

director asking. *bout ffilicy on reproduction

releases and encouraging at'least a Level II

release to ERIC. (1CG, HE, SO)

2. Examine the usefulness of creating a standard,
system-wide explanation letter to accompany
release form. (UD)

/
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Acquisitions

Problem: Staff Time
IP

:follow-up efforts

coverage of scope. areas

Solutions

1. Provide dittating equipment to utilize staff
time better.. (RC)

weriment with form letters. (RC)

7-3. Develop short, succinct form letters.and include. Aft
CH and/or Fatillty acquisitions brochure with \ .,W . each solicitation letter. (CG, UD)

.i.

4. Set aside spedific timesin CH each week for
acquisitiow,efforts. (JC, RC, SP)

.

\

5. .Use word processor to personalize letters and
target particular items/groups. (ril, FL) ,





Screening,

Problem: Content Analysis

/ i; duOlicatipn*.of other materials

Value of''ushore, documents

repetitive nature of documents

v

o educational applicability

to overlap in scope areas
.si

Sol utions

Mr

t

1. Redesign screening worksheet to include specific
rejection causese (CE)

2. Run a 'computer' Search to identify duplication

with materials already .in ERIC, but monitor- .

cost effectiveness. (SO) ,

3. Encourage abstractors. to form opinions about
documents and question the quality.

. --

4. Share acquisition lists with other CH's and/or
call about specific documents. (CG, FL, RC, UD)

5. Get input-OnMaterlias'. educational applicability
from professional staffiadv-i-soard members,
and subject experts. (RC)

_I

O

I
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Sereening

4

Prikblem: Document Flow

volume of documents

turnaround time with'reviews_

increased submission qf copywri
materials

limited staff time

en/Level III.

Solutions

1. Include more CH staff in process. (EC, SP)

Z.` Involveall professional staff. (SE)

S. Set aside specific work time each'week. (CG, PS)

4. Develop procedures checklist for documents
,in "hold" file. (TM)

5. -Contact author and explain need for reproduction
release--reject Level III only document if
necessary. (EC).

'.

6. Form selection committee to make decisions
about Level III documents. (RC)

7. Use color-coded folders to identify documents
in process, on hold, for transfer. (CG)
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Screening

Probl Duplicate Checking

snags in prescreening and/or screening
fJ stage

#

Solutions

1. process into two stages: (a) preaccession,
prescreening check of in-house title filet
(b) postscreening check of ADR and Title,
Indexes for selected documents. (CE)

*Po

6,
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RIE_Processigg

Indexing/Abstracting c

4

Level of Satisfaction: -4.36
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Indexing/Abstracting

Problem:--r-- Cost and Time Factors.'

training new A/I't

:, payment procedures,

( - clerical aspects, e.g., authqrcard4,
. typing, etc.

d

inservice training for "old" A/I'§

per unit costs
A

Solutions

1. Use outside consultants on a contract basis;
pay by the document with a specific number-of,
documents required per week: (CE, CG, RC)

2. Use Memos and corrected work copies as appro-
priate; set up inservice meetings, with A/1s
whenever possible. (RC)

.3, Make ALI,responsibleitor entire resume-rindexing,
abstracting, cataloguing,,author card; and c
scanning for further resources; provide
feedback on, work before final, shipping., (SP)

4. .Create an in-house training Manuel with.hints//
and summaries of A/I rules. (CG, SE)''

14

.,

4t
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Indexing/Abstracting,,.
ti

\
Problem: .Implementation of_ ERI( A/I ,Guidell

c

o use of mandatorTleveling terms and general
co, .terdi

user of IdentifieneAuthorit, List

,t

coordination of descriptq' usage ,with other
CH uses - 4 /0

use incorrect descri 'tors

complex instructions for -indexing

changes by Facility w tbout consulting` CH

indexing from memory rather' than the Thegaurus

fr .

discrimination' ant4'ng closely related descri.p
tors

4

quality dontrol ' '..%

. ,

time necessary-foriiriting quality abstracts
...

Solutions
;

1. Hold/- frequent staff meetings and working sessioris.
(CS) , i

0 . .
- , -

2. Have A/I's review and critique 001 other's :Work
to delete excessively generalfterms And to/
maintain consistency. (,EC,, PS)--,

3. Use mandatory leveling terms on more-docdments. ZPS)

,

0

v 4.
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Index4ng/Abstracting

f,

02,

541,

4. Coordinate indexing with other CH's ill instances
of borderline or over -lap in document scope;
consult as necessary. (PS) .

5. Institute computerized edit program for "Catchiny g"
incorrect descriptors. (EC)

...

6. Use staff Wit4 a IibrarY/information science back-
- ground; expeHence suggests they tend to produce
higher quality indexing after- ry little
training. (TM) 4---7-

.
p,,.

7. Write to Facility and monitor about appropriateness
of,indexing changes without CH consultation. (EA)

f
,

.i
8. Send corrected worksheets back to A /I's and write

r memos to all A/Ifi when Facility ,notes specific
ptobems. (CG, SO, SP) .

- 9. Allow A/I's epbugh time to write; avoid
standards of production. (JC)

10. Hav irector review all work on a regular basis.
SE .

,

/16
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RIE Processing

Cataloguing

Lewel of Satisfaotion:
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Cataloguing

. c

Problem: Staff Time and Effort

training

reyiewing

consistency
A

dF

Solutions

1. Suggest'a day-long training session by Facility
for all CH cataloguers. (ECI

.
4

2. Check Facility printouts and/or monthly isstes.
of RIE. (E)

1
. .

1- 3. Have A/I's complete efitire resume to assure close
look alt each aspect in comparison to 'the docu-

4 .)nent. (SP)

Mass produce fBrms for large confererices (iuch'

0

as AERA) with note field information already
typed in. -(IM)

J



,Cataloguing
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1 .

Problem: Use of ERIC' Processing Manual

"I

insufficient detail- in Manual

'lack of examples in Manual

o lack of feedback on changes from Facility.

. 4,
idioeincratic pipblems wit fugitive documents,

e.g. borderline issues regarding COSATI rules, a

subtitles;'` report i's; GEO field

confusion in correct title entries

conformity and consistency

Solutions

1. Make ohe person-responsible for all cataloguing to
maintain consistency. (CG,-SE)

2. Keep small notebook to record Facility phone
instructions about cataloguing style require-
ments or changes. (CE)

. RequestShipment/editipg pridtouts (LIDS) from
Facility for review. (CE, CG,.EA, HE)

.
4. Develop,a cataloguing form which has a space fot\

every.possible field in.the order inWhich it
will be typed. (CG, TM) ''

,

5: Call-Facility for-a, "second" opinion on certain
documents before shipping." (Cqy

6. ,Include review of cataloguing as an "additional
layer" in editing process.' (*)

r,

19.
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Cataloguing

t

7. Include a title page with -all appropriate inforMation
:for each document. '(JC)

8. Maintain.close contact with appropriate staff
. members at Facility. (CS, JC)

4

o A

ca;
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.RIE Processing

Editing

Level of Satisfaction: 4.44
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41* Editing

Problem: Conflicts between Editors and A/I's

ovei-editirig

highly technical hture of documents

lack of feedbacci

disparity of writing skills among A/I's

Solutions

1. Communicate frequently with.A/I's to ensure
consensus' on certain decisions. (PS)

.2. Create content. and style.guidelines:and
writing "tips'." (Ps

3. Schedule periodic meetings-fdr-A/I's and editors
to discuss responsibilities. (PS)

4.- Return nontrivialthanges to A/I's for their
ornament before input. (EC) ,.

c

5. Indicate abstract mode for A/I during sdreenig-.°
process - -A /I still has freedom to.change

writing style provided reasons. a're given. (CG)

bse third person as arbitrator for severe
. disagreements.? (PS)"

22

n'
29



Editing

4

Problem: Staff Tide'.

quality control,

-o consistency

Identifier,Authority List and cataloguing
checks

proofing

overload of responsibility for one person

Solutions

e

1. Set up several levels of editing: (1) edit before
typing /keying; (2) double proof; (3) have associate/

-assistant directors check and possibly edit: -(CS)

2. Ease pressure by dividing work between two editors.
(PS)

3. Rotate. proofing among processing staff.' (HE)

4. Try to schedule- adequate time for IAL and cataloguing
checks as well as editing of abstracts. (HE, JC)

5. Have Director review work periodiciilylo check
consistency. (SE)

23 as
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RIE Processing f

OCR Typing

Level of Satisfaction:- 4.75
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OCR Typing 4

r

Problem: Corrections

-sporadic feedback from Facility I

questions about the "finer points"

Solutions

A .1. .Contact Facility after reviewing edited printouts
. (LIDS) ; CG)

2. Make notes on the resume form abodt recurring
problems and ask Facility to explain how the
problem should have been handled. (JC)

t.'

r

it
l
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OCR Typing

4

I
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- 0

Problem: 'identification of Alternatives

. better ways to submit information

cost factors'

Solutions

1. Use a word priFessor. (IR, SO)

2. Institute direct keying to tape. -(EC),

3 Teletransfer resumes via computer. (SP)

4

26

rt

0.0



t
-

OCR Typing.

.

4
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Problem: Volume/Flow of Materials

&taff time

P

lio-or handwriting

lack of a backup person

'conflicts between shipping and typing deadlines
for abstracts

,

r

-.

Solutions

.%

..

1-. Use more than one typist. (SE) q
- ..

..

S

v

2. Consider the use of dictaphone equipment to over-
.come ,problem of handwriting. (TM)

1

a. Set absolute deadline for acceitance of CITE and
RIE resumes frign editors to eliminate last-
minute typing° pressures. (PS)

.. 4
. ,

. Train others to proof OCR forms. (CG) .

. 4.

t
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RIE Processing
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Shipping/Mailing
0

4L.

V

3

3

.
Level of SititsfeOtion: 4:89,

a

\
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Shipping/Mail ing

*-4

.

Probl em: Arrival Require eiis

coast -to- coast` hipping

determination of appropriate shi ppi,ng day

cost

Sol utiont

1. Mai"( _ahead of usual gchedul e to make sure ADR
and/or resumes arrive on time. (JC)

2. Mail during mid-week ,to assure prper.arri 41 of
shipments. (RC)

33. Suggest -a need to ° ill:testi gate costs of ,shipping

as postal rates icrease. (SE)

0,

r

. 4,z

ti
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Shipping/Mailing

r

A

RrOblem: Staff Responsibility

s lack of a backup person

s vacation peelods

Solutions

1. Cross-traid staff, especially administrative
° 'associate, secretary, and coordinator of

document processing. (HE)

2.. Package resumes and documents ahead of time with
post-dated log sheets for.vacation'periods--
plag,on extra work to get this feat accomplished.
(CG)

3. Have organization or sponsor do the mailing. (CS)

14*

N .-

pt
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Shipping/Mailing

,/
0

_

LS

Problem: Work Flow

completion of author cards.

keeping'track of copyright release
a7ngeaqntsr.

a

Solutions.

1.° Use weekly4deadline,to.keep on a regular schedule.
(TM)

2. Complete.author cards at the same time as resume.
(SP)

3. L struct the person Who looks up copyright arrange-
ments to note the level and authorizer name in'
resume worksheet, so that,the person who, prepares
the shipment does not have to look up that *foe

information again. (SP)

e

I

e
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RIE Proc ssing

4

Communication with RIE utbors
.14

N

I

4

Level of Satisfaction: 4.3

,

1



r

4
ti

gro 4

.

.Communication With'
RIE Authors.

Problem: Acceptance and Announcement of Materials

o' length of time between receipt of document
and announcement in RIE

determination of amount/frequency,,of
communication,,

inconsistency in notifying authors about
status-of documentS

to\

Solutions

1. ContacilOythors A explain ERIC, system. (SE)

2. Warn authors that documents may take six months
to enter database. (IR)

I Let each author know status of his/her document
within two weeks of receipt. (CG)

4. Devise form letters about status categories
(accepted, accepted'conditionally,,and
transferred) and send to each author. (JC)

5. Copy off author addresses from notification
tyds when 'weekly shipment is prepared. (SP)

I

7
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Communication with
RIE AUthors

Problem;em Complimentary che-

keeping track'of author addresses

4r value of this effort

1

Solutions

-1. Redtitgn resume workfo-rm to, include address space--
CH- numbered file also facilitatep assembling

. 'announcements at later date.- (CE

. Type mailing labels from information on author
noti fi cati on'. cards . (SP.)

. Type envelope with CH nuMber in corneir and author
name/address when weekly shipment is being
prepared; file -envelopes by CH number. (CG)

. 4. rhclude exp)apatory letter with each complimentary
microfidiwto author. (eG)

_
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Communication with
RIE Authors

Problem: Document Quality Control Issues

reproduction releases

reproducibility

inappropriate formats

4
hacking documents throughout processing.

,

Solutions

1. Keep in-house author and title card index to track
documents' through processing. (CG)-

2. Educate authors with CH blurb and .the CERIC

brochure about their rights in terms of copy-
right laws. (RC)

3. Develop a form letter about the reptbducibility
issues. (HE) .

4. Use CH brochures and written/phone communications
to decrease format problems: (EC)

5. Includereproduction.release foiln and brochures
with. each solicitation letter. (9, EC)

35
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4.

Communication with
RIE Authors

Problem: Types of Letters

rejections

yeproduction release requests

follow-up

a ,acceptances <

F

*.`

Solutions
. .

1. Develop form letters for documents,that'are
accepted, accepted conditionally,.or.transferred:
(CG, JC)

2. Notify author of acceptance when document is

shipped; include information about thg receipt
of complimentary microfiche; (PS)

3. Send carefully phrased, personalized rejection
letters to m intain good relations with authors.
(JC, PS, SO)

,

,

4. Request reproduction releases only twice, three
weeks apart. (PS)

5. Indicate on reproduction release form whether\
second or third request. Add A "P.5."-oh.the

- third ifidicating thatpCH astumWffirst tWolvere
. lost - -also, use phone cal r§. (EA14 -0

W.

. '
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Record Keeping
A

Problem: Organization of Files

manual tracking of documents

computer record maintenance

efficiency

statistics gathering ?

accessibility

L

4

Sol utions

.1. Set up filing system of RIE authors, documents,
and evaluators.. (CS) ,

2. Make, files accessible to entire staff. (PS)

`3. Coal esce several foniis Into one 'multiple part
form. (E.C)

4. Keef:, three, card files: on order," 'in processl"
and "reSected".or "transferred." Also keep three
-document files: "wafting" for better copy,

'

missing pages, etc.; "waiting .for release' and
"ready for shipment" (file copy waits for shipment
to the Facility while the other copy is abstracted).
(PS)

5. Color code a six-part accession form: (I) white=
#accession file and record of final disposition;

(2) Itlue=author tilt; (3).green=title-file; (4)

'yellow:1g process filer.(5) pink=ADR, transfers
'(for statistics); 16)- goldmediting slip used later
for-leielip9Ary file and other acquisitions purposes., .4,

- ,

o

.45



CIP

Record Keeping

6. Use manual ,files to retrieve documents in process --

contributdr, institution, transfer, nuAerical
accessions, and fh-process. o(JC)

7. Centralize all "holding" files in one space/office.
(RC)

8. Maintain author, title, hold, and transfer files:
(CG) q,)

ji

9. Use colored .folders to identify document's status;

i.e., a different colored folder for transfers,
holds' for better copy or reproduction release,
holds formpre information, and accepted docu-
ments. (CC)

IMP

10. Make duplicate check only before abstracting/
indexing or only when better copy/reproduction
release arrives. Also arrange documents in
alphabetical drder for duplicate checking
efficiency. 14SP)

11. Use con ter prograirtO eliminate ADR problems
and to track documents. '(SP).

12. Cross-train=staff to provide backup support. (HE)

13. Put accepted. title and author records on, computer.
(RC)

/
14Keep comprehensive notOook of-soli-cited document

'sources (*conferences, etc.i and unsolicited
documents (.Facq4y, CH, etc.) to Make gathering
statistics easier. (CG)

0
39



Record Keeping

Problem: Transfer of Documents

staff time

° tracking

backlogs r

Solutions
a:a

1. Switch transfers to ."top' priority" to prev'ent'
backlog. (SP) .

1#

2. Collect transfers in a very visible basket and'
send out once a week. (RC) f4-

,3. Use colored folder for all transferskeep separate
card file for all transfers, including author;
title, date of transfer, and CH recipient. (CG)

0

`.
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RIE Procesing

.

Training Indexers/Abstractors

0

.

-

'Level of Satisfaction: 4.1.3
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.
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Training Indexers /,

Abstractors.,,

Problem: Costs and Time _

use of computer as'tralning tool

staff involvement°

selection of.ift/I's

Sol utions

1. Use outside consultants who agree to do the
training on their own time, working through
the A/I.,Workbook with a supervisor. I1'they
sign a monthly contract,, they receive-a lump

--sum for the training time. (CE)

2. Use A/I Workbook, (All CH's)

!3. Use in-house manual s and guidelines. '(CG,. SE)

4. Have other staff double up on tasks until new
staff has A/I tasks under control. (SP)

5. Train abstractors to ciO computer searching.; (So)

6. 'Hold a [group meeting of poteitial.A/I's and have
theni complete a few sample exercises to assess

-, their abilities and interests. (CG)

7.. Select candidates who can write well, are responsible,
and have good analytical abilities, such as
students from graduate 'school's of education' or

., library science. (JC)

ti

u
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Graining Indexers/
Abstractors

Problem: Inseryice Efforts to Develop Skills

poor writing abilities

specialization in indexing

0
consistency.

information'overload

feedback
1

t

tt.
41!...s

0,.
.1 road de colt'

a 0,,

o

2. Allotettn

4

a

feedback from editing. (All CH's)

r prtice andoimmediate feedback.
" ,

3. Have Associate Dfritfe and' Dii-ector conduct
reviews of WOrk.t15 4.,:.

4'. Use plemos,cOptee.bf441. "everything," and
',. ,told occasional'meetin t 13d),

, .

5. Retu rfi copies of ede0 r eSum es
%
to An's,. (CG, HE)

ktv
.9 4

a

Review, ERIC Process4614°MaivalAe (PS)

116
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CIJE Processing,

Level of Satisfaction: 4.42
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CIJE

L

Wo-iiTim: Selection of Articles

selective vs. full coverage

too many journals and annotations

"one-shot" journils

cutbacks

o '-lenIth,of annotations

1

Solutions

1. Make all selectioni selectively rather than
cover-to-cover; put'"theme" issues in as one
article. (CG, EC).

2. Suggest the need for a CIJE Title Index for
duplicate checking. (HE)

3. Review "one-shot" journals,carefully to make sure
good articles notneglected. (YE)

4. Suggest 'a need to review the 50-word annotation
length. (SP)

5.- Determine 'cutbacks from information on a chart
that includes: (1),subscription method (compli-
mentary, paid, exchange);' (2) last-Issue
received; (3) UMI availability; 4) number of
libraries subscribing; (5) number of times pubn
lished for last two years; (6) number of issues

o in CIJ64- (7) number of total articles in journal
issues; (8,)' number of articles selected. (FL)

Ia

A

1.

4.
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4

Problem: Turnaround Time

late journals

weekly shipmentS

staff vacation breaks

tracking journals

cost

it

Solutions

1. Select articles in one day. (EC) .

2. Place clearly marked CIJE baskets everywhere to
alert in-house people to move contents along
each day. (RC) ,

3. Suggest the option of mailing once a week whenever
the shipment is ready. (UD)

4! Post a wall chart showing when journals arrive,
who is responsible for annotations, and when
shipped. (CG, JC, PS)

5. Assign all tasks to one person to speed up
process. (CG, SP)

.6. Stagger vacations for, consultants and staff to
. maintain work flow. (SE)

7. Develop workform with: (1) ultimate shipment date
highlighted at top;., (2) initial and date by each
journal handleff (3) numb of articles to. allow
for= projections of n6mbeegof annotations per
journal per year. (CE)

CIJE
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Pr;b1 Costs/Recbr. eeping

, billing /accounting

staffing

'f training

_s scheduling_
4

A41' trajning

Computer. Searching

a O

Solutions

so.

,
4

1. Schedule appointment; only during specific time
blocks. (CG) °

. Develop internal accounting procedure. (HE)

3. Hold inservice workshops to .train all professional
staff: CPS, TM)

. thin searches during low usage times, e.g.,,,when
EastiGegl .(EA) .

5. Pay for in -house searching through:revolving
account; '(PS)

6.- Valuate servides from patron, evaluatioh forms
. and chart of collected patron, fees. (CG)

,

48,
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Computer Searching

Problem: Search Negotiations/User Contacts

vague questions

search strategy development'

. citation retrieval

referrals.

keeping Qp top of the Thesaurus

0

manual vs. computer services for users

Solutions

Insist, on in-person or telephone negotiation. -(CE)

2. Reduce turnaround time wheh user services specialist.
is out of town or busy with other tasks- -train
otheri. (SP)

3-: Refer all non-scope questions to, other Cif's or\
'search services. (TM)

4. Allow time fore searcher to study Thesaurus to
provide quality searches. (RC)

5. 'Develop negotiating form.to use for search. nego-
- tiations.. (RC, so)

6. ,Train secretaries to screen all search calls and
use Directory of ERIC Search Services to help
clients locate nearby and/or lesssexpensive
services. (CG, EC) -

.1

6.6
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Computer Searching-

v..

O

7. Develop'a "Research Set" of.Pubtypes 143, 070, 0.71
plus all citations with research fen _thctiy

tors to provide cotprehensiye searches. or
research. (tA)

8.. For difficult high interest searches, run search,
hapd select relevant citations, and save coples.
When -requests come, send a copy along, with an i

update of ney citations. (EC)

9. Emphasize differences between manual and computer
searches. at time of search retidest.,,,, (JC)

t.
.

'
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Vocabulary Review

ti

O

1.

.1*

r Level of Satisfa.6ticn':o 4.27
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Vocabulary Review

9

Problem:- Development, of New Terms

..complex forms.

gathering input from staff and users

disposition of,,rtiatericls from earlier project

confttsion abou t compound terms and ',dieted
terms

Solutions% ,

1; Suggest a need toLdevelop a policy far compound
terms and a tefunition for related terms. (IR)

2. Photocopy forms sent ein monthly EAB's and ask each
-.staff memberto complete theM; have vocabulary
.review representati -e tabulate results. (EA)

3.. Investigate the disposition \of materials not p.ut
in current edition of Thesaurus. (IR)

'4. Use new Identifier Authority List with, postings
to determine priorities for descriptor creation.
(HE)

NI

a

52

59



Vocabulary Review

9roble4. Staffing

priority among other CHlunctions

time,lecidii.ement?

Solutions,

1. Have. eptire wniting/professidnal staff partici-
. pate. (CS, HE) 's

2 Circulate VRG forins to A /I's for feedbick. (EA, SO)

, 3. Allot time
;

each month for, review of Thesaurus.
displays and receet RIE and CIJE postings. (JC)

4. Use procedures established, in early Iocabulary
Improvement Program, i.e., listing and priori-
tizingodescriptors.; using.log sheets for
managing work, collecting reference books, etc.

. (CE)

'5. Review EAg. at first staff meeting after arrival.
(TM)

co

r k,
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Facilities/Equipment
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Level of Satisfaction: 4.3
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4

. Facilities /Equipment

O

Pro bl em :

--***1--/

Equipment

photocopying system

i cabinet 'space

-sound quality .of FTS line

age/efficiency equipment
.0 .

t acquisitibn of better_equipment

i N )maintenance

Solutions

5

0

1. Purchase copier to improve document legibility
ERIC reproduction and to Neet in-house needs. (EA),

2. -Work with vendors to explain need-for prdper,-
pro* service.. (SE)

3. Contact local FTS.,facility to check sound level
controls. (SO)

4.. Demonstrate ways for use of new equipment as well
as importance of locating it in-house. (JC)

5. Investigate support po4sibilities from host organi-
zation or university. (SE)

6. Use wordprocessor tos store information and alter
as'necessary for yearly/quarterly reports. (FL)

55
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Facilities /Equipment

Problem: Facilities

- space

location,

-...,
.

Solutions

lc

e /

d
I

.
1. Work with host organizatidn or university to

increase off_ie space. (SE)
,

,

2. Take advantage of prime space location.* tapping
into faculty/student traffic. (CG; PS)

.

s

,4 .:

a
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User Srertvices
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Level of Satisfaction: 4.53
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Products,

ProductsProblem: Currency of l*oducts , I
... (

outdated resource lists (bibliographies)

LiSolutiOns .

4

4

1. Reduce naiber, expand length, update every six
months. 1$L, PS)

2. Advertise more widely; include order blank to
facilitate ordering. (CG, RS)

3. Review'search carefully to, eliminate citations
not "on target." (FL)

O

r

1
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Products

Pro bl em : Dissemination vs. Costs

increase, in numbers and distribution without
increase in costs/

Sol utions

1. Develop cooperative arrangements with professional
associations to assume printing, reprinting, and
distrigution costs. ((E, CG, JC)

2. Use office copier rather than formal printing
services. (HE)

3. Pri nt bibliographic, series directly from Lockheed's
computer 'output. (CG, TM)

4. Use dry transfer lettering for covers of some
products (very cheap). (TM)

5.Use more ing.house talent;,have various CH staff
vol unteer to take responsibility for developing
flyers;fact sheets, bibliographies as part of
regularly scheduled duties. (CG)

6. Share costs with related pi.ofessionaanizations
on a cost-recovery basis. ,(CG)

7. Establish priorities for various user services
products, e.g., professional \looking publications
list; include cost in. budget and el iininate some
thing less cost-effective. (CG)

8. Type 'Instead of typeset some user services products.
(CG) " el

59
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9. Riduce outside author (CG)

Products

10. Charge for newsletters and fact sheets. (SE)

O

I
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Products,

Problem: Inventory Control

proliferation of total number of products

large inventory of outdated products

continuing popularity of older' products

Sol utions

1. Have staff review products before each new budget
rs year begins to decide which ones to drop

(according to user response and/or sales). (CG)

ta

2. Send outdated'or.closed-out products -in quantity
to vatioys conferences for freebie table; put
them out as freebies in the CH; include them,.
in packets at conventions. (CG)

3. Maintain tight inventory control; have one staff
person responsible for keeping -track of existing
quaQtities. (CG, PS)

'printed andistibuted during each contract year. )'

4, Keep ongoing, accurate records of number of products
r

(PG)

S. Make realistic decisions on number to 'print, based.
'on previous experience; print smaller quantities.
(CG, EC)

6. Eliminate- price on all user services produqs.. (PS)

7. Include notice of limited availability date, on
ordering', information. (EC) , L

A

9 a
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/ Products

Problem: Mailing Lifts
t

.

i. set-up of 'lists

s' establishment or'targeted audiences/readers

o.

Solutions

1

p

Create mailing list applicatiodscards that include
professional position of:requestor; identify
variouscategories of users and computerize
this information. (Ct)

u-

2.' Obtain mailing lists of various re4atbd professJonar
organi2ations. (CG, 4C) ".

3. Combine CH mailing list Wipe other related com-
puterized mailing files. (CEY -

.

4. Create a special mailing list of people to whom"
products are sent. (CS).

i

.

'62.
1
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Products

° Problemt Topic Selection for Off-the-Shelf Items

wide variety of items requested by users

decision-making on topics, especially for
mini-bibs

Solutions

A.

1. Have user services spicialist draw up frequently-
asked questions list. (SP)

2. Obtain input from staff and advisory. boards on.
topic selection. (SE),

3. Have preVious authors review eearches'arid select
10-12' best citations. (Reward: uthor keept
the.tearch andihas name' printed on ini-bib as

'c complier,). (FL)

I

42'
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User -Services

Que6tion Anqwering

.\

Level -o.f Aatisfaction: 4.48
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Mit

Question Answering

C

Problem: Responses to Questions

re use of 'OM- 1 etters

referrals

statistics keeping't

turnaround time-

40,

'Sol Uti ohs .--
MCS1001,00 O

-\ 1. Develop an "all-purpose" form letter' for routine
k

requests. (TM) . .

2; Develop I inkages with other information proViders.r
.

(CE)
%

. .
. .

3. I denti ty 'local referral- sources, such-as-TM:Mc
. or university litbrari, (CE) \ . ,

.
4. Refer document requests to .EDRS. (CE) .,

5. Write brief netes on a standard enclbsure slip
.

using a felt tip pen o match printing on
slip--creates a pro essional-looking note. (EA, RC),

,

6. Photocopy Addresses from ERIC Directory of Microfiche
Collections for nearby collections, (CG, EA)`

.

7. Develop a simplified record- keeping procedure, ad

53 .
review quarterly report format for.statistical-
needs: (SP)

8. Develop a multipurpose packet of CH/ERIC materials..
(EC)-

'65r
.72
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Question Answering

0

9. Use small note paAer tip obviates need for typing
a letter. (RC)

'10. Establish a COordinating Board compoied ctf scope
area. researchers and- informatton coordinator*-

to identify issues, questions and ways CH an

serve users. (HE)

11. Offer off-the-shelf items as ready-made informa-
tion resources. (HE)

.

0

-.---r"

\
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Problem: Staffing

training new staff

conference tray. el

inservice training

s time

.

1%,

Question answering .

vol ume of requests

Solutions
A

1. Develop a guide or packet to reflect CH. role,

functions, focus, scope area, etc. for staff
and/or users. (PS, SE)

2:1 Set-schedule- of- inservice training- and set-aside
time for new staff to work with -patrons in
Lear inv Resource Center. (CG)

3. rain;.receptionisttd answer and screen calls.
(CG) .

4. Investigate the use of interns from graduate
school -of education to assist with''question-
answering. (JC)

.
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User Services

On/Off-Site
Workshops/Orientations\

7" .1

Level Of Satisfaction: 44,55-
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Orr/-0ff-Site Workshops /'

Orientations

Problem: Off.Sitel.Jorkshops

publicity ,

number of Orticipants

o over-concentration on Standing Order
. Customdrs

.-
-o getting materials to workshop

travels, funds

Solutions

1. Broaden workshops to include professionals, students,
etc. in scope area. (SP)

,'

2. Charge fci-r wprkshops. (SE)

3. Send brochures. and other 'information tf travel'
is Impossibe., (HE) ,

4: Cdsporisor donferences wit other CH-'s to share
, . costs. (Hg)

. 4 . .

. .. . , .1

Identify 'location Of professional association
meetings ane be sure to exhibit locally. '(HE)

AJ Encourage e organizations to-suppgtt ERIC staff
tras.1.. (Cr, CG)

7. irrangelmaterials and consultation to support work-
shoW ariailadd by others :-.,s(CE),

. -
.-. .

, .

..
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On/Off-Site Workshops/
Orientations

8. Include pre-registration form in workshop announce-
ments; sp= minimum number of participants;
ask regist an s to rank possible workshop topics.
(EC)

9. Obtain 'a fn mal listing in.conference program as-
early as yssible. (JC)'

10. Train stable
osional -asAciat ons to conduct ERIC workshops.
(CERIC),

rm) members of liaison profes-

o
t. f

. I,

ki
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On/Off-Site Workshops/ -

'Orientations /

do*

Problem: On-Site Workshops
r'

A

numerous requests

e- cost

stalng

time

4

Solutions

1 Divide mponsibilify dmong,severaf staff members.
iCG,

2. Review and make better use of allERIC audio-
'visual materials. (ES)

Allow professors tO-borrow ERIC audiovisuals and
then bring 'students.on-site for aWef visit.
(RC)

/4. Use audiovisual mat6lals atother resourcesaudiovisual
already developed-by other H's., (TM)

(. 1
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Topic Selection \

O

Level of Satisfaction: 4.47
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Topic Selection

Problem: Criteria for Selection.pf Specific Topics

determination of relevarke, currency, and.
appeal %

decisigns about priorities

adequady of data base (ERIC & others) for
desired topics

develoAent of tnic

a

Solutions

c 1. Consult advisory board and professional associa-
tions (e.g., ask Members to rank topics featured;
in 9ff-the-shelf item); solicit staff input.
(All CH's)

2. Survey usr.services reqUests received by CH and

3. :took at trends in 'acquisitions. (CG)

by educational (e.g., 1MERC
and RISE). (TM) , sf.

\

4. Scan'recent literature. (TM)

5. Establish more liaisons with user services. (PS)

6. Experiment with practice application papers and*
extensive reviews for targeted audiences. (CE)

7,-Run preliminary searches of data bases. '(CE)

8. Work with prospective authors. (CE).

73
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Topic Selection

.

Problem: Identification of Issues Within- Scope

inadequate knowledge of materials other than
_ERIC input

overlap with other CH's

suitability for "packaging" for review and
synthesis.

Sol uti 095

1. Set aside time for staff reading and discuision
of pAl i shed. 1 i terature . (P($)

.
2 Rely on director's expertise-. (PS)

3. Attend conferences and workshops for direct contact
with .field. (SP)

4.- Slant issues toward users (SP)
/

5. Run .0reliminary computerAsearches and consult
with authors. (CE)

:

74 8.1
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Topic Selection

6 A o

S1,

Problem:
-T---r7-

,

Lack of P .n or Pro ram or'Selection-

%

of decision-makingaa hoc nature process . e

1.
4 .

.-za

t

-... ,

.Solutions

1 DeVehd9 systematic program for productband
,

serVicAi. .LEC; HE)

a. Organ4ze consultatjdns witira.dvisiry,boards arid

. .

..
..4

professional. associations,. (All CH's).
i-..,,

.. .o. ,..

s Iv,
f 1

. ' \

o

O
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Procuring of Authors....
-/

O

f

r

,.

Problem:- Inadequacy of Rewards

low or noilaymcnt

prestige. factors

$

1,0

la 4.

I

A

,

Solutions

t

3. 'Provide bonus fo. meeting deadlines. (IR)

2. Use young scholars or unestabli-shed authors':

(CE, RC)

3. Avoid^ necessity of costly new research by asking
. authors i.n other disciplides to interpret their /

wurk or ,scope. P

4. Promote products. . (SE)-1

5. Build prestige",of ERIC publications through.
commercial arfangements (e.g.., issue IAP's in
hard hover. series). (1)9,)

6. Provide author s with s'elisted supply of products
..

for, their own use. .(EC)\
-,- \

,o j.

\

br

4

4

, .



:
7,

PrOcuring of Authors

4.

110

.
, Problem: Qualfty/Ability of Aut-hors

`identification /development of skills inrevjew,
syntheseg; and practical app119tion .

location of unknown subjeCt srecialists wi,pii
something new to say

abundance of unskilled or unknowledgeable
, "volunteers"

0

1

Solutions'
4

-

4

o

1. Survey Professfon. 1 i terature. (CE).

O

.s2.I

"

1111111

c.

J % 0

. Identify especially good ERIC documents through.
coMpu;er search or routin scteeening. ,,,(PS).!

0 .. . ,,...,
L.- if ''' ''

3. Ask' authors in other di sc i pi i nes to inteivret......
_ their waif. for CH scdpe.- 1PS) ':7-,

v,

4. Peruse ,conferencerograms..L,PS) ,;- ° .
.

, - , 5. Choose atithors with ',good reputions and' proven '- .1- --I
1 ..

. , " ability. (JC) '
. , , -

a

*6 -Consult advisory board and assoctaVons. (RC, SE). , . , ,
i -, ....,

a ,6 \. '-:
,'"4 . . t

-7.. Develbp clearsiatement of product formai and z-,-a ,
* ,

G. . ' emphasis afurrifor.k with authorithrOugh first' k. :
. .,_. ..

. . .-drafe. (PS) ,. t-- \ . -I.

,

.

a

)

I

4 " 0
.

,
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Procuring of Authors -

\

1

I

a

ti

0' .

,

Problem: Questions of 43wnerthip and Copy .fight

\.,, . ,
i' , `,1

Solutions

a

l.' Devise an4 use release' forms early'in product L
deveiopment. (t.C) If

2..
..
Provide authors with selected supply of producty
for own use. (EC)

'

o

4.

A

5 I

:

I

.!".

a-

4

14:.1

?

ft
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4

r
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4
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Procuring of Authors

Problem: Rettr4ction of One-Year_Titne Frame

o' high pressure .to produce

inability to complete assignment
L

''staying on schedule especially for authors
separated geographically

4loss cirell-known field authorities

Solutions

1. Write bonus into stipend if deadline is met. (IR)

Use young scholars with more time at the,ir\ disposal. (CE, RC)

4. Apply gentle presisinle to tardy authors. (KG)

o
,

.

6..

it.
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ve.

N.,

0
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rr-
Am Editing S

O

Pro bl em: teadl i nes

/IL

interruptions in editor's workday by visits
from local authors

scheduling .

tUrnaround time

/I

) ,

Solutions ik

1. Use mailboxes as drop-off for materials from local
authors to decrease interruptions- -also try to.
provide feedback as quickly as possible. (PS)

e

3. Hire part-time editor, if possible, to atsist"
editors ill- meeting deadlines. (RC, SE)

4. Tighten scheduling process. (PS)

5. Hire, frte-lance.editors to cut costs'--they have (LOG 1 ..

. a top-notch jdb. (f) .. .
1

%

6. ise an elaborate.form system to control turnaround
tiTe. (HE) , ''

,..

,

,,
.,. t

'7.' Use wall'dhart to'monitor progress 'of each publi-
4' cation. (CG) _

t\t

4

. .

.

t.

,

0 .

.82

, ,
a ,

. ..1, ,
. .

.

r



.
a

.1

O

Zditing

Problem: Quality Control ,

o. marginal papers (good content,. ppor'writing,
etc.).

4 definition of responsibiljties of authors
vs..editors

writing styles

,

Solutions

1. Specify areas of responsibility, i.e., author
responsible foi content, editor responsible
for style. '(PS)

4

.

. .2. "Put tore burden on authors to rewrite/expand. =(P S)

1/4 ,

,
. DeVelop a style sheet forauthors.,(1,R)

/
t . , 1

44. ,Submit edited manuscript to author for Ipproval., /

(CG) ;
,1 .

.. /1r-7°°
5. Remain sensitive to author's feelings an style,

:

even if manuscript is a/disaster. ; (CG;'

.
,

.

411

y. A 4

1 't .
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/ Publishing /Printing

.
.

,

.
.

.

.

.

7
.

.

,

.

.

.

. -

;'!

,

$

.

, ... .

.

,

.

.
.

.

t-

.

.

.

.-

.

.

-

.

.

.

..

Problem: Costs
.

.
.

t .

a bidding processes . .

.

.

. v.....,

. , demands vs. budgets

-

co-publishing agreements .

i''/-
.

.
..%

o
.

. .
. .

.

, .

_,..

.

e.
.

.

Solutions ,, w-,
'

4° /

-

-

.

. /. 1., . ..
7

. 1. Have a designated GIN member akt asliaison, p&rticu-
. larly when low'bid made by out-of-state' printer.

.(RC) . '

..
, ., .

Attem.t to foster m.ofil. relations with 'inters
.

r

$

.

.
A

. .

/'

%

.

:

0
.:---------

. ,.

.

,

...
.

- - an. grap s contacts. CG

.1
, 3. Have professional org ntzatlions/print copies of
t products ors poi-ate products in their ,

.journals'to meet demands,: (EA;
.

, (

4,---Use-eompetW9e bidding procss'. (S2) ,

J. .1'
.

5. Developko-pUblishingfagreenents

.

w rofesvional
,

assoc4ationi/sponsors. (iCS, 50)
* i i .

:6. Suggest a need to identify examples of successful
.

co-publishing agreements with a variety of
publishing groups. (SP)

.
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.
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PublishingPPrinting

Problem: .Quality/ Quantity Control

.
equacy/clartty. of specifications

A

determination of number to print

-. .- .
..-

3. Use 'forms which detail 02-LaiLid_qaeafiratians/
..

( .-

--.. requirements: (RS)
, .)

.'I-.

f

Solutions

1. Tendjto print 100 copies of each unless co-,-
pabl'ishing' arrangements elist. .(SP)

2. R ire, if possible, person with expertise in
publications area. (SE)

k

c

r'
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Publ ishing/Printing

.

l
N .1

,.

:

.

,

''.v. .

,

(

-4,

,

.

,

-

,

( ' ,

,.

-

.

.

.

-

,1.7
-

.

.

. .
...,

V

Problem: Scheduling - .,
.

41.' meeting dedlines . \ \
. -working with.kGPO

II time lsigs with printers-
.,

,

s

.

1 *. , .

.

1.

%...,

,=-7

.

_
Le 14 "-- ''6it..

Solutions . , . -; r

,, I

._

e

1

<

_

<

-,

i.,

.
1,

l .Keep,on top of deadlines by *posting a highly
Visible wall chart with due dates, etc. (CO'

ar,

.° a. Set up drop-off boxes eoptaining forms which acre
completed along withs printing s'pecifications. ("PS)

-,

. L.,

t

.

..

.

.

.

..
.

.. ,
.,

i
N.

.

. ..

3. 'Have printer communicate '(in advance) an times .

' far vacation\so that =CH staff can forecast -
printing requirements. (PS) . , ,

?

° 4. Explore Use 'of local or university printers as
alternative-to GPO. (JC) z'

i
. # - c,i,

+r,-.. . .
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IAP'S
I

MarkOng/Salps

4

Level ol Satisfaci.ion: 3.62

/S
4

,
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a;

t

` ,1

. d
A

Mar eting/Sales\''
3

cs-

Probl em: Management of Sal es

4,
o staff coordination

increase in inventory,

A

a

Sol utions

r

1. ,Appointone stiff member to oversee all aspects
of publications. (CG, PS)

2. Anal yzie buyers, and non -buyers. (SE)

3. Maintain selectiu,mailing lists. (SE),

\

4-

a

of

,

R

-7:-, I



ti

7

0

r

Marketing/Sal es

Problem: Publicity /Exposure of Publications for Sale

lack of expertise

lack of funds
,

Sol utions

I. Distribute flyers at conferences and conventions.
(CE, CG)

2. Purchase advertisements in key professional
journals. (EA)

".:3.

A.
soy

Send review copies to professional journals.
(A,4 Jab.

Send news releases to profesiional Sournals. (EA)

5. Provide complimentary copies to organizations for..
notification Of members. (JC)`

.6: Include publications ist with each' fillet order.

(T.K.

7. Develop prOfessional eye-catching brochures and 7.

product covert... (CG)

m

8. Utilize marketing programq of co-publishers and
professional orgamizatibns. (CS, EC, JO:

:-.

9:- Invite marketing experts to Technical Idleeting.s. (PS)

ecial mailings to tiOgeted10.. Do mass mailings and /or s
groups.' :(CG, HE)

11. Work' with maeketing director,

each paper. (CE)

IRO

90"

4

develop plan for

A



ar

4

k

Marketing/Sales

t

12. Consult authors for marketing suggestions. (CE)

111* 13. Develop revolying account to support sales. (SE)

14. Make decisions to sell materials with wide appeal
and to distribute/giveaway materials with
limited appeal. (EC)

r

- a

91

98

\-
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J

Inventory Control
.)

lb;

4

A

et.

Level of Setisf4ction: 3.85

..)



C.

A

_

Inventory Control

Problem: Physical Storage

c.

Solutions

1. Purchase storage Cabinets that can-be locked. (SO)

2. Ceptralize location of all sales products. (CG)

v.

1

g;.

.

93,

100 =
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Inventory Control

Problem: Record Keeping .

16

4'

Solutions

AO.

1

4

I. Comparg.actual numbersdp-hand with sales records
on regulah'bWv.(CG,',S0)

,

2. Limit access to materials to Publications Assis-
tant. (SP)

3. Communicate ftequently with "order-fillers." (PS)

4. Set up files tereflectisouse of order; '.Use
separate Mg card for each publjcation which
contains ilfot4mation on buyers, number sold,
numbers complimentary_ copies, etc. (PS)

5. 9Sheive publications so that numberjeft Can be
readily seen. WI

6. Maintain lists of publications and their numbers
for out-of-printmateriOs. (JC) °_

7.4 Keept'rack of numbers'by noting frequency and
quantity of materials transferred from storage

__.building to CH. (RC)'

S

0 8

94

101
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ession'a Linkages

.

p

4

-..

I

-. . '
1'

J

4.

V

I

Level of ilatisfaction: 4..18

a

:

O
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e.

Professional inkages

Problem: Outreach Efforts

insufficiency of staff and/orfunds

-t,-
follow-up and follow-through

04!.

monitoring changes within field

number /breadth of scope areas

contacts with professiOnal organizap ons
during leadership' changes '

quantity of requests and demands

Solutions'
.

1. Hold offices within prbfessional,organiz tions.
(CG, HE, JC)

0

-2. Announce papers from conferences as min
in RIE. (BE),

3. Work, with EDRS t provide ineXpemsive
packages of c rence papers to pro
'association m rs. (HE)

.4. Make wtematiclipkages -to covet vari scope
areas. (CE)

collection

4r0fiche
sional

5. Present workshops and exhibit bodehs loonfeences.
(Alt CH's)

. 6. Request suppOit'from professional (Jr* lzations for
publigations and /or conference trav . (SE)

96 3

I



Professional Linkages .

,

7.. Encourage individual contacts by professional
activities of staff. (TM)

III14. Use eXpertise of advisory commission members. (GG)

. .

15. Cosponsor publications with professional associa-
. tions. (All CH's)

\e
8. Establish ongolng review of IAP's with professional

associations. (SO),

9. Renew acquisitions arrangements periodically. (SO)

10. Use staff meetings to brief members on trends
- within the field. (PS)

"1T. Send differbht staff members to ERIC technical and
profesSional staff meetings. (PS)

12. Increase phone,and.mail contact. (PS)

13. Set up committees, of. evaluators froln\professional
.0

. associations: (CS)

16. Write regulat4 newsletter /.journal columns fo? pro-

fessional.association publications. (All CH's)

A

17. -Encourage professional associations to reprint user
services products.. (CE)

18. Be se3ective in*choOsing journals/newsletters for,_
staff - developed artitles'if,demands for standing,
olumns are too great. I(CE)' ,

19. Restrict the number of joint publiCations for each
professional organization' in order to.involve
many organizations aspossible, (EA)

20'. Involve profesiional organizations inroductplanning
!and development and in advisory capacities. (EC)

21.. Help. with mailings for annual meetings and then use.,
. same

2
lis or acquisitfbns. . (JC)

16/422. Cleve p a sdope area directory to provide an overview
of field. (RC) .

,

97 .

104
.
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.Support Sources

'Levi)! of Satisfaction: 4.76

-4

I.

a

4



J

( ,

Local/Administrative
SUpport

Problem: Financial Support°

cost sharing

. business offke relationhips

Solutions

1. Use services of host institution or organi4tion
as much as possible. ('All CH's)

-2: Hire outside consultants to help with overhead
costs. (CE, CG)

3. Employ part -time accountant-to monitor/sped up
accounting and billing procedures. (Re)

4. Work closely with university administration. (SE)

4

A

a

99'

106



Special Pr'ojecis

/.
elHow;Determined

Level of Satisfaction:- 4.08
4.4

i



r'A

4
4

Special Projects-- ;

How Determined

;

Problem: Funding angi Staffing
y

re Iack of resources .

41 lack of clarity in.ERIC system priorities

timing.of receipt or request of funds

.Solutions

1. Use brainstoringsessions to elicit ideas.' (CG, SO) .

2. Get input from advisory board. tspy

3. Seek funding from non-NIE sources. (SE)

.
4

4. Survey the field for needs. (SE)

5.. ,Check with university personnel tp see what they will"
support. (St,) e

6:,14onitor comments from workshop participants; (EC)

7. ,Examine overall system. (EC)

8. Suggest a need to develop a list of ERIC,-system priori-
ties-and then have CH's de'velop appropriate proposals.
(CE)

i of

1.081

J

fi

A

44

V,
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.
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Speoi
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How 'Assigned°

ma.

'
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I
Level of Statisfaction:

qb.

102

109

3;98



4

Special Projects- -

How Assigned

a

9

Problem: StaffInq

1 invited ,time

limited funds

identification of staff member y skills'

co.

4

Solutions

1. Identify interests ed,cappbilities. (SE)

2. Make sure that projects are carried out with full-
time permanent staff so that changes in part-
time staff do not interfere. (JC)

3. Look at staff skills as well as time which staff
member(s) can "caltve out" of usual schedule. (RC)

e

103

110 4

\r

O
9
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e

o

t Management

4

Level of Satisfaction: .4.48
t

104

A



j

c

Budget Management

Problem: Fiscal Issues

limited funds' even for required items

projection of unforeseen changes-, e.g.,
inflation. rates

'cost.effeetiveness

task analysis

interface with university or sponsor

Solutions

1. Use host organization services whenever possible- -
some may offerassitance in projecting for
inflation rates. (CE, CS, TM)

. Develop a manual*system for monitoring "encumbered"
funds.. (EC)

3. Develop a special form forgrocessing task analysis
that incorporates baseline data gathering called
a SelProTiDa). -(RC)

4. Explore cosksharing oPportunities% (PS)

5. Maintain flexible attitude toward money management/
expenditures. (PV,

6. Encourage interested professional ohanizations to
contribute to mailing or printing. (JC)-

Review monthly budget printouts. (CE3

8. Develop reldted projects to assist with. costs. (SE)

105
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Advisory`Board

Level. of Satisfaction: 4.16

1G6



Adv,i,soryloard,

,
Problem: CH/Advisory Board Relationships

maintaining contacts

insufficient input /feedback from advisory
board members

Solutibns

1., Use frequent phone calls and letters. (JC, SE)

2. Send each member selected portitns of monthly RIE
inpdt, proposal summary, annual and quarterly
eports, JAP's, and other CH products. (RC)

3. Mail 'an "Advisory Board Alert" newsletter twice
,a .y r. ,(PS)

4. Presentfcharts and tables of documents and journal
articles in ERIC system from each of the organi-
zations, represente on the board. ,(EA)

107
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Advisory:Board

Problem: Costs
-----r

f

travel expen'ses

group meetings

ORM

Solutions
.7=----1-,,

1: Meet at conventions. (CE, CG', HE, PS, SE)

2.. Limit size. ,(CE)

.4.

JP.

3. Set up alternate-year meetings. (SE)

4. Use personnel from host organization. (EC)

1

4

4.1

.

........

r

a

4

s
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Staff Development
L

cs?

Staff Meetings

D

t.

o

V

, Level. of Satisfaction: . 4.25

109
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1

,Staff Meetings

Problem:" Agenda

determination of items

''determination of priorities

t

Solutions I.

1. Plan ahead and incorporate concisejeporting,
attention to EAB action 'items, a 0,developent'
of project ideas. (PS) ..

2. Hold inservice sessions oriCbmputers and.eaucation,
writing, and'staff development. (PS, TM).`

Setup inservice day for secretarial training. (SO)

4. 'Hold monthly meetings to discus's EAB. (HE, SO)

A ..j

At.

cs.

o.

te

r,

0

'41
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4'

a,

a

Stiff Meetings

oblem: Scheduling Factors_
,

C.

determilpation of, tine' and freqUency

6 0

""

Solutions"
,

1. Hold total staff meeting a neecied=-i0etqs from
any member. (EC,, SP)/

1_./

t

. . , 4- .,,..
kc.

r

e/ 2. Schedule meetinebfAH'departmentibeads on biweekly
basis; then they hold meetingas necessary. (EC)

b "
'3. Hold staff meetings frequently, especially "-mini-,

Ineetings." (SO)
, , , k

. > ° g 9 i,
*V., Have an annual advance (retreat) away, from Cid to

,plat. .(CG)

5. Meet more often during. periods of extensive ttavel
by staffmembers. (JC)

/-

4,

1

111
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Staff Development

Sta,ff Turnover/Hiring

/1 4

.. .
r. . .-

, -

a

Level of Satisfaotion: 4:08

r 4

C

112

119
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V '

4.

Staff Turnover/

Hiring

4. Problem: OpportUnitjes far Advancement

lack 9f career ladders

eaduate student turnover.

,
Solutions

0,

1.- Consult.with CH staff and others: (PS)

2. Hold tnserviceseminars: (CG, PS),

1
3,

6

Provide some job rotation for learning opportunities
and regular reinforcement. . (Ps.) .

4. Use teaming aPprbach. (CE).

A
5. Hire consultants (local people) to.provide

econtinuity. (SE)

/

6, Have all professional staff on unly;ersity'appOint-
mehts to decrease turnover, .(St)

o

0

N

:113

1

L.

120

7



4

J

0'

4

Staff Turnover/
Hiring *

,..:.

Profblem: Salaries

lack of Competitive basis

.geogrdphic.19cation

low level for clerical-class4fications

O

Solutions

1. Try to capitalize on staff members' commitment to
CH and its users, specifically their satisfaction
in seeing the ERIC database and materials used
well.' JC)

114

121
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Staff Development

Staff 'ComMunicallotr

I,
4 t

a

Level of Satisfaciion: 4.68 .
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Staff Communication'

,

Problem: ,Maintenance of Contacts

's updating on regular or daily basis

out -of -work interactions

lack of awareness of others' responsibilities

staff size

to

y.:

Solutions'-

V .- Hold biweekly meefi staff advance, and
route key info on' on a routine basis. (CE)

Hold frequent- mini- meetings.. '(CS)

3. Design processing space with three-door access
triangle'to facilitate impromptu meetings. (RC)

4. Schedule-weekly meetings of CH management team. (EC)

Set aside qulet time for minimal'ptaff interaction
to accomplish specific tasks. (PS)

6. EstabliiVsystem,of internal checkpoints. and
information sharing. (S0)1

. Po§ter open communication among staff member. (CG)

8: Provide Opportunities for out-of-work get-togethers.
(CG, SP) A .

9. EnCourage development-of both professional and ,

personal friendships Within the CH. (JC) ,
,

J16.
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Staff Development

Upgrading and Training in. New Skills

for Existing. Staff

ro

P

Level of Satisfaction: 4.25
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Upgroding.and Training in New
Skills for Existing Staff

o

Problem:, Skill Acquisition and improvement

4

time

o cost

o ,lack of,career la0ers

changes in equipment/procedures

release time

content vs. technical expertise

a

Solutions

1. Spend time one-on'-one,to teach and check skills. (PS)

2. Have workshops for entire staff: (PS)

3. Allow staff to take advantage of classes offered

i

at university. (JC, RC, SE) S.

1 ot
4. Encourage attendance at seminars, use staff training

time to read journals, etc. ,(RC)

6. Have vendors provide training for,, new equipment. ISE)

6. 'Provide opportunities for staff to attend,off-site
training. (CO)?

7.

,

Train professional staff' in Computer searchingand
word processing. (SO)

.

8. Hold monthly staff development seminars with outside
speakers. (CE) .

7'

9, Allow flexible time schedules,t6Hmeet.individual
neee: (HE)

x
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Upgrading and Training In New
Skills.foriExisting Staff

t

o'

Problem: Workload or-,

flow and variation of work

small numberof staff

batkup :assistance

r

4

Solutions

1. Train everyone to do every job to compensate for
seal.' size of staff. (TM)

2. Encourage, staff members to learn other areas to
help with worktjowvariations. (EC)--

° \

4,

7





Training New Staff

Problem: Organization of and Approaches to Training

systematic vs. sporadic efforts I
-s explanation of complicated procedures and

manuals

o, explanation of the "big picture" of ERIC

time

costs

quality

efficiency

responsibility

Solutions-
_

1. 'Provide structured guidance in use of ERIC.
Processing Manual. (EC)

2. Have newest member trained by next -to- newest
. member, with pervision. (PS)

3. Try to overlap new and old person for at least
one week. (RC)

4. Set aside-time-for intensive one-on-one'training
sessions. (0G)

5. Allow two new people to train each other--can make
significant improvement'n procedures and.work
flow. (SO) 4

k
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Training New Staff

6. Put together handbooks about responsibilities for
each position.' (CG, JC) .

7. Use A/I manual fortraining,,,as well as other ERIC
. materials.. (CE, SP)

8. Provide feedback on'informal basis as well as
through university staff assIssment procedures.
(IR).

9. Use a training cOordinator to ensure quality and '
efficiency. (CE)a

10. Provide a omprehensiveoverview-of the ERIC system
to help new staff see the.full ERIC picture. (IR)

-
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-) Staff-Development
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Job. Rotation/Staffing Patterns

I.

,

1

'Leveret Satisfaction:. 4.27,
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A. r,

Job Rotation/Staffing ;
Patterns

t.

Problem: Effectiveness

assessment

adjusiniint period a ...
v

's workload fluctuation

Solutions )'.

%2 Try to ,determine acceptable level of success
advance. (PS)

2. Set up changes on temporary basis if necessary. OS)

3. Reassess staffing patterns when personnel changes.
occur. (.RC)

\I. Make certain:that at least one A/I position is
filled by a person who dan'write and/or edit if
publications workload increases. (IA)

5. Allow departing employee .to writ,e job description
for replacement. (SO)

^

J
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Job Rotation /Staffing

Patterns :

Problem: Eririchment/SatisAcpon
,

training,and bacicup
-.

ability /skill identification

Solutions

1. Maintain flexible staff patterns.

2. Recognize, that specialization is
efficient for many activities:

generally most
(SE)

40

3. Use teaming to provide 'opportunitiprs for learning
new tasks. ,(CG) -

.Cross -train staff for support and backup.- (CE, HE)

5. Assign primary and secondary areas of re4nsibility
to provide work diversity,. (CE)

. . ,- : . .

6. Change-staffing patterns according to Work emphases
(PS) -::

, i,

e /
4'
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Public Relations
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. Level of Satisfaclioft: 4..t3
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,Public Relations

1

a

0

Problem: VISibility
I

maintenance of contacts with users, professional
associations, etc.,

maintenance of quality of ERIC materials
(pro4cts.ghd4microfictie)

exposure, outreach

, o-:hinds

time

staffing

Solutions

1. Set up, toll -free number for users. (CE,EC)

2. Use newsletter information dissemination resourc es

of supporting organizations. (CE) '

3. Produce non-ERIC,pubiications with rotary account

funds to help PR. (SE)

4. Work with associations to help pay, for publications

and conference travel: (SE)

5.. Conduct outreach activities through advisory board,
teacher centers; newsletter and fact sheets,
international visitors, and joUrnal article
writing. -(HE)

. 127
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Public Relations

6. Attend conferences and workshops as much as
possible.. .(All CH's)

7. Offer on-site orientations. (CG)

Send mini-searches to faculty for their courses.
(CG)

9. Use targeted mailings. (HE)

10. Encourage institutional librarians to use ERIC
hotline for computer searching assistance. (JC)

11. Prepare RIE documents to make them more readable.
(JC).

12. ..Offer information about professional groups to
users through nwsletters and- liaisons. (JC)

13. Send out copies of off-the-shelf items to mailing
list -- creates a wonderful ripple effect. (CS)

k

p

low
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