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PREFACE
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initiative taken by the State Library of Ohio (SLO) and are
published with special permission of the SLO. Special thanks are
directed to Richard Cheski, State Librarian, and John Phil:ip,
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organizing the State Library of Ohio's Second Annual Rural
Bookmobile Conference: Quality As A Basic¢c Ingredient held in
Columbus, Ohio, on June 13-20, 1986. This conference was
supported by funds made available through L.§.C.A. Appreciation
is also extended to other staff members of the State Library of
Ohio for their assistance.

At the Clarion end of this publicaticn, one must note the
help of Ma:y Lou Pratt, Graduate Assistant in the Center for the
Study of Rural Librarianship, College of Library Science, Clarion
University of Pennsylvania, who had the major responsibility for
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Bernard Vavrek
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INTRODUCTION

Richard M. Cheski, Sate Librarian of Ohio

I would like to welcome you very much to the second rook-
mobile conference of the Ohio State Library. The conference this
year sort of caught us by surprise, pleasantly, and at the same
time created a little problem for us.

We originally figured on about 75 people coming, but when
the registrations came in we had about 95. Because of this we
did have to make some changes. We could not have exhibits of
bookmobiles this year, for example, because of the size of the
conference.

We're starting to plan for next year, and from some of the
comments of people last night, we will know where we are going.
At the end of this conference, we hope you'll have some other
ideas for us. We're starting to look at next year's conference
and plan how it can be better.

This year's program will look at “programming” and the
quality of service and how to market the bookmobile out there.
One of the concerns that we hear occasionally is that bookmobile
service is dying. Well, no way is this true. 1In fact, the
product is a very live product, and we must look at how we can
make sure people are aware of this product, how it can continue
to grow, and where we all want to go with it.

The emphasis as we've looked at this has been on the rural
bookmobile service. That doesn't necessarily mean tltat there is
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no bookmobile service in the inner city; we recognize 1it's
there. In fact, Ohio is a very unusual state in one way. We are
two different library states. We have eight metropolitan areas
in this state, and when you talk with the people in those areas,
you're talking a whole different lauguage from the other counties
where we have large rural Appalachia areas. So thre service
elements are different.

So while we are looking at rural libraries services,
bookmobiles serving out in the rural area, it doesn't mean that
some of the concepts which we are talking about cannot be used in
the metropolitan area. We still feel strongly about rural
service, but at the same time, we may be looking at some broader
aspects. I hope that the presentations you hear today will help

you in your pursuit of better bookmobile service.
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QUALITY BOOKMOBILF PROGRAMMING

John Christenson, Director Traverse des Sioux Libra-y System
Mankato, Minnesota

I'd like to add to Dick's introduction that I have been a
bookmobile librarian in the long distant past. My first job in a
library was as a bookmobile librarian in Madison, Wisconsin for a
couple of years. Then about 15 years ago I worked cn a book-~
mobile in Stanford, Connecticut: I was the public relations
librarian, and we had some inner city stops that the librarians
didn't 1liXxe to go to at night. It's a far cry from rural
bookmobile librarianship, but 1 learned a lot.

Before 1 talk about quality rural bookmobile services, I
want to tell you a little about the rural area that my library
serves in a little town where I live. The town is Good Thunder,
Minnesota. Good Thunder has a porulacion of 565 and is a book-
mobile stop. Good Thurder is so small that on the sign at the
edge of town saying "Welcome to Good Thunder" it says the same
thing on both sides.

That's not the smallest town in our service area of nine
counties. Sixty miles south of Good Thunder on the Iowa border
is a town with the name of Elmore, and it's only famous because
it's the hame town of Walter Mondale. We used to have a ook-
mobile stop there, but because Elmore is so small, the Gersten-
slager had to go into Iowa to turn around, and we always had a

lot of problems with those Iowa customs agents.



Iowa only has about two rural bookmobiles in the whole
state, and that's because every little¢ town has its own library.
The border guards really hadn‘'t seen a bookmobile before, and
they wouldn't believe that we were using that undersized dinosaur
to haul library books around in. 8o we really had to <liminate
that stop because of those hazards.

The Traverse Library Svstem which I direct is a regional
library system serving a library population of 230,000 in nine
counties. There are 90 towns in our service area, and half of
them have libraries or branches, and the remaining have book-
mobile stops or small deposit collections.

Mankato, where our headquarters is located, is the geograph-
ic center of our region. 1It's the largest city, and Mankato
State University is located there. The city has a population of
26, 000.

Is Mankato rural? Well, I believe it is. But if you
actually went downtown and asked anybody on the street, they'd
say "No, it's urban." So what is "rural?” Most government
agencies define rural as 25,000 population or less; actually the
census bureau defines urban, but not rural. Any population not
urban is rural. The urban population comprises all persons
living in a corporated area of 2,500 or more. The United Nations
demographic yearbook indicates that every country in the world
has an entirely different definition of rural, ranging tfrom
populations of under 500 to places of 30,000 or less.

Last Friday a rural library conference in southern Illinois



defined a rural public library "as one serving fewer than 10, 000
people, and either in a county with fewer than 150 people per
square mile in 1980 or in a county with over 80% of the land in
farms in 1982." It's very difficult to determine what really is
rural.

Rurality does have some measurable aspects. From 1620 to
1865 America's rural population increased every year. Then
beginning after the Civil War, rural America's population
decreased until the 1950's. Millions of people moved to the
cities, but in the 1960's this migration stopped. The 1970's saw
a rural and small :town renaissance. Rural America grew faster
than urban America, and now in the mid~B0's this has stopped.

In addition to the population growth there has been a
massive economic shift. The farm work force is down to six
million. American farms now produce twice as much today as they
did in 1940 with one third the number of workers. Agriculture no
longer dominates rural aceas as the primary occupation.

An interesting rural characteristic is that twice as many
rural people as urban types are self-employed. Education of
people in rural areas has changed, too. In 1970 45% were high
school graduates; in 1982 62% were.

Rural conditions are altered by social, economic problems,
the greatest of which now is the rural crisis endangering the
small farm, resulting in the disappearance of the small town.

Sc¢ what's the difference in providing quality library

service in rural areas rather than urban? The most important



characteristic of rural is geographic remoteness, and bookmobiles
are often the only viable means of serving informatior needs of
these areas.

Rural has a low density population ' ‘th residences spread
out in open spaces. When people group together for any reason
they are in small groups, and everyone knows each other.
However, there has long been a belief in this country that bigger
is better, that more populated areas are better than less settled
areas.

Sinclair Lewis wrote about this way back in 1929. He wrote
that there is an American umentality which considers a town of
4,000 to be twice as good as a town of 2,000. Following that
reasoning one would get to the charming paradox that Chicago
would be ten times better than thz entire state of Vermont. But
I've been in Chicago, and I found it rot so.

Another characteristic of rural is that the nature of rural
industry is different. They deal in raw materials in an atmo-
sphere close to nature . . . farming, mining, ranching, forestry,
resorts, gas and oil drilling. They're subjected to high peaks
of sixteen hour days with no weekends, as well as weeks without
work.

People in rural areas are more conservative, and they're
relatively slow to change, There's a strony sense of common
standards with a great reluctance to go out on a limb. However,
they do reach out in a time of need, and what comparable example

can you find in an urban area of neighbors getting together to
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bring in a harvest for a sick and incapacitated friend? This
isn't just something you see in a movie; this is a common
occurrence in the area that I live.

Most rural folks are motivated by a standard of utility. If
it works, get it dcne. A familiar greeting that I hear in the
coffee shop cafe in Good Thunder is: “Well, what did you get done
today?" That's maybe the first thing comeone will say to
you. Work is more often thought of as a privilege and not a
chore.

Finally there's a characteristic of independence, the right
of everyone Lo be tis or her own self, the freedom to choose.
There seems to be a better chance to get a fair shake in the
conntryside.

Another strong characteristic of rural areas is the 1less
visible diversity of classes that are inherent in large towns.
In a snall town the wealthy, the very poor, all age groups,
business people, farmers, all live and work in a close proximity
to one another. There are different mixes, but they're essen-
tially the same.

Those of us who live in rural America know that the gquality
and val es of life are tetter in the country. But there are some
problems in this garden of Eden and changes a- well.

Today there are some radical changes. The size of the
farm family has declined, and the number of family farms has
decreased. The new rural people have no ties to the community.

The hardware store clerk is not a cousin anymore. People aren't

A -

a &y



neighborly like they used to be, now that cable tv has ccre to
small towns.

Churches are losing their dominant positions in the communi-
ties. Congregations must adjust to ambitious ministers on their
way up and new members without roots.

So what local solutions have emerged to the disruptions to
the rural way of life? No single solution certainly, but there
is a prerequisite, the physical proximity of certain symbols of
community life, a place of identity and stability. This place
could be the rural bookmobile stop. It could be the nucleus
around which vital rural activities are clustered. Aand why not
the bookmobile offering quality service?

A rural bookmObile librarian needs to understand the
information problem of remote areas. Unfortunately to determine
the information needs of rural people, it's necessary to concen-
trate on some of the disadvantages of life in rural areas in
comparison to the advantages of life in urban America.

First geographic remoteness means a different way of
obtaining information. 1In rural areas oral communication tends
to be a primary source of information. People are ear-oriented.
They may get more infcrmation out of audio-visual than out of
print. Often information is obtained by asking a neighbor or a
merchant of whatever is being sold.

The rural pecnle are people-coriented, also. A personalized
delivery is often much more important, even if the information is

available in some other form, it won't be used, if not presented



right.

Geographic remoteness means remoteness from health ser-
vices. This means peopie not doing anything about bad health. A
large part cf the problem is a lack of information that speaks to
health needs. Bookmobiles could provide references on where to
go and also transportation abilities.

Geographic remoteness means lack of knowledge of and access
to social service agencies. There's often a distrust of these
agencies, a fear of being branded as a welfare agent. In
Good Thunder we have the monthly commodities distribution ot the
cheese and the butter, and a favorite sport is watching out the
cafe window, tne coffee shop, and seeing who drives what car.
Everyone knows who drives a ladillac to pick up the cheese.

A bookmobile 1is neutral arnd coculd help by putting together
comnmunity referral files for each stop.-

Geographic remoteness means remoteness from adeguate
education. 1aral school libraries don't have the range and the
depth of better funded urban schools, and most often they are not
part of networks for interlibrary loan systems. And school
stops by bookmobiles ¢an provide that link into the wider
networks.

Geographic remoteness means remoteness from the traditional
methods of coentinuin_ education, and bookmobiles could provide
catalogs of continuing education opportuniiies. They could also
work at nearby community colleges and universiries to provide the

curriculum materials on reserve and on interlibrary loan. This
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has been an arrangement we've worked out in some of our small
towns and one bookmobile stop.

Geographic remoteness means remoteness from the political
centers of power, and lack of information about politics has
resulted in a political apathy in rural areas. There's been a
shift in Minnesota and I know in Wisconsin that the occupation
dominating in the state legislature now is not farming, but it's
educators and lawyers.

Voter registration on bookmobiles has been tried in some
places, and it's just a slight entry into political power. Also,
politicians like to handshake and door knock, and a bookmobile is
a gathering place in a community, 'ut you have to be careful
about this; you have to be nonpartisan, but you could invite
politicians tc come to your bookmobile.

Geographic remoteness means remoteness from economic
opportunity. Although just 29% of the nation's population lives
in rural areas, 43% of the poor live there. Different types of
job information are needed. One is information that prepares
isolated people to get out of an area, that lets them know where
to go to get jobs, etc. Another type of information needed is
information that helps a person to make use of his own resources,
i.e. for better methods of farming, how to automate the bookkeep-
ing and the grain elevator. Thirdly, information is needed that
tells rural persons how to compete with newcomers, when Toyota
builds a plant in an isolated area, for example.

Geographic remoteness means remoteness from information for

10
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small businesses. There was a recent study in Appalachia on
economic development, and they asked people where they got
information. Very few of them said they went to libraries.
Libraries have little or no impact on the community growth from
an economic standpoint. It's not that we don't have that
information on the bookmobile. 1It's just that people don't think
of going there.

Remember I said earlier that more rural people are self-
employed. 1In an urban area workers will go to a job and do one
kind of work, and in a rural area the person may be self--em-
ployed and therefore must kxnow more than just how to watch a
clock and turn a handle on a machine. He must be a manager, he
must know about personnel requirements, he must know something
about advertising, etc. The bookmobile could carry more small
business information, including the very good source of mater-
ials, the swmall business admini. tration pamphlets. Half of them
are free, and half of them are under $5 a piece.

Geographic remoteness means remoteness from a variety of
leisure activities. Of all the disadvantages of geographic
remoteness that I've mentioned so far, this is the one that
bookmobiles do the best with. We provide fiction and recordings
and now whole videocassettes.

Geographic remoteness means remoteness from some special
services for the young and for the aged. Bookmobiles have always
provided ocutstanding services for the young, but the growing

elderly population has strong information needs. A recent survey
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in Wisconsin with Extension Services found that the greatest
single source of income in about five to seven counties in
Wisconsin was social security checks. The elderly need informa-
tion on legal rights, health care, large print materials, better
physical access and different stop hours.

Geographic remoteness means remoteness from opportunities
for women. Rural areas are doubly unliberated. Culture tends to
teach a traditional role, and then there are few educational
alternatives available if a woman does become liberated. Since
more women than men use bookmobiles this is a real challenge in
your service.

Geographic remoteness means remoteness from quality programs
available in large city libraries and suburban branches. A
bookmobile program should attempt to put into effect some special
quality programs.

Geographic remoteness means a lifestyle that's closer to
nature. Life is often more dependent on nature. Information on
gardening in the spring, recreation activities in the summer,
canning and weatherization in the fall, heating, hobbies,
alcoholism, suicide in the winter could be made available.

Finally what's needed to overcome the rural problems is more
than outreach of a traditional bookmobile service extended to
isolated rural areas. A survey of rural community libraries in
Tennessee found that while 808 of the circulation was fiction,
tr 2 actual information needs of the communities were either for

health, hobbies, current events, sewing, child care, farm
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management, social problems. The primary need was not for
fiction, but for materials that deait with life problems.

Norma McCTallan in a 1980 Library Trends article on library

service to the rural population writes that the future of rural
bookmobile services hinges on the bookmobile's ecffectiveness as
perceived by rural patrons. She said that: “If the bookmobile
is still perceived by many as a children's service or a carrier
of novels, it's disappearance may be lamented, but the transition
to books-by~-mail may be relatively painless. However, if it
provides services crucial to rural residences in terms of
information resources useful to the daily lives inclucing data on
agencles, services available in the area, ready reference, and
materials circulating in a variety of formats, and if schedules
can be revised to be as efficient as possible in terms of
reaching the largest number of citizens with the least expensive
gas, then the public may not allow it to die."

However, the rationale for serving the information needs of
the rural geographically remote is not that people have demanded
it, because they are most often unaware of tne possibilities.
Although some information needs of rural people are being dealt
with by agencies other than libraries, and while some agencies
may feel that libraries are preempting their roles, it really can
be argued that libraries are universal. They do have the re-
sources, and they do have the potential for providing services
and information for all.

We 've looked at some of the differences about rural resi-

13
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dence and information, the need for information and quality
bookmobile services, as oOpposed to needs in the city. These
differences have revolved more around isclation and distance
problems.

Promoting library service to this underserved rural group is
complicated by these isolation problems as well as the potential
users lack of information about the potential of a bookmobile.
It's an image problem, and a lot of librarians don't know that
the bookmobile has an image problem.

There is a rural perception about libraries, that they are
institutions for the educated; there is a distrust for city run
institutions, of something coming into the community from another
area. There's an apathy due to a lack of good or any library
service in the past. There's a feeling that the bookmobile is
just for kids and for women who have nothing else to do, but read
novels.

The resources for the small town library are hard to put
together. One of the things I've learned, being on the city
council and being a mayor for ten Yyears is that there are very
few resources for small towns in how they can compete with larger
towns for grants. Tirst of all most grants are written for
larger towns, the grants that are available. It's very difficult
for small towns with populations under 25,000 to get grants.

There are not too many sources available. By providing so.e
of these sources to city clerks, fire chiefs, policen2n, you'll

gain their undying gratitude. The NATT Community Repurter is a
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good source of exchange of information. A city clerk in a small
town may come up with a new idea cr develop a p . hlet of some

aspect of service and send it in to the NATT Community Reporter.

The Rural Library Service Newsletter by John Houlahan is

free and I'd recommend getting on John's list if you're not
already on it. I don't know how much longer he's going to keep
it free, but it's an interesting quarterly on things happening in
rural libraries.

There aren't a lot of small business resources. Again, most
of the business resources and most of the resources you have
available in libraries serve large businesses.

Agricultural books are expensive and very hard to locate and
very seldom reviewed. They have been reviewed quarterly in
Booklist under a title called "Farming Material.” The only other
reviews, and they aren't real critical reviews are in something
called "Ag Access” published in Davis, California, and it's a
combination of reviews ani notations, and they're also a jobberx
with a slight discount.

Another good source is from the University of Minnesota
Technical College, and I've distributed a sample of one of their
best bibliographiés, and this one is on a very current topic, so
all their citations are to periodicals, and these again are free,
and there's nothing else that's comparable in up to date biblio-
graphies, materials to rural people.

If you see something on one of their lists, and you're

interested, you can get it on inter-library loan or on OCLC, and
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they're very happy to leni everything, including multi-media
materials.

People in rural areas tend to do more things themselves, and
that's why I included a section of how to do it materials and
seed catalogs, as aimost everyone in a rural area has a garden,
some kind or another, and some of our smaller libraries at the
beginning of January have had a big basket of seed catalogs, and
everybody gets seed catalogs, but you don't get all the seed
catalogs, and there's always something unusual or different than
somebody else’s catalogs.

In a rural area the first auction of the spring is often a
time when people get together for no other reason than to get
together and talk; it's the first time they can get outside to
see each other, and often times there's not much that's sold, but
one of the reasons for going is that you've known this person all
their life, and you've been in the living room and the parlor,
but you’ve never been in the bedroom or in the closet; this is
the opportunity to see all that stuff for the very first and last
time.

Pecple do tend to collect more old things in rural areas,
and that's why I included this. I'm always looking for additions
to this list, and if you have an area of interest that's been
successful on your bookmobile in a rural area, and you have some
catalogs and resources, 1'd like to include them on this list-
ing.

1 want to conclude by commenting on a Minnesota County just

16



north of the Traverse des Sioux service arza. It doesn't have
bookmobile service; the name of the county is Miff county.
There are very few towns in that county, except for the county
seat, and it's called lLake Wobegon. Lake Wobegon has a library,
but it's what we call a hold-out library; neither the county or
the city of Lake Wobegon will join a regional library. And I
need some good bookmobile ideas abuut how I can overcome the
reticence of the people in Miff County and Lake Wobegon.

Thank you.
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QUALITY OF RURAL BOOKMOBILE SERVICE: RESEARCH FINDINGS

Bernard Vavrek, Director
The Center for the Study of Rural Librarianship
Clarion University of Pennsylvania

Our task for this morning is essentially to talk about
several surveys that we have comple.ed, in reality, three
surveys. We started tc discuss one last year at the conference,
and we've added to that a second survey of bookmobile librarians,
and we have a third survey of library users. 1I°'ll be very
pleased in all three instances to try to reveal some of the
highlights of those surveys.

The task is a ccnsiderable one in terms of trying to take
many *hings and to make them sansible to you as a national
audience. It's a pleasucrable thing to do research: it's also a
very humbling experience ir. many ways.

For example, we may cite that we've found circulation to be
down, and one of you may say your circulation is going through
the roof. You must be avare when we review some of these
findings that they represent national averages. Also, I hope
that when the opportunity arises, you may offer any questions or
comments that you have.

I would like first to refer briefly to the Center for the
Study of Rural Librarianship. It’s an activity of our faculty of
Library Science at Clarion. The Center started in 1978, and we
attempt to do a vari~ty of different things. One thing that we

did was transcribe the proceedings of last year's conference, and
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fortunately our printer was able to deliver it as of Tuesday of
this week, so that prior to the start of this afternoon's
session, this will be available for $9.95.

The Center puts out publications; you may be aware of Rural

Libraries, which is published twice a year, and we have other

monographs, which you're welcome to look at later. We also do
consultative work for people who phone in and have gquestions on
aspects of rural librarianship.

We do research as well. Our most intensive research in the
last year has related to bookmobiles, and we're going to talk
about this research shortly. We do other research, and we offer
formal courses at the graduate level dealing with rural library
gsources, and we also support continuing education.

We have one contribution to the software market; this is a
program called OutputM., It's an electronic version of the output
measures for public libraries. We also have a jobline that
identifies jobs available in rural areas, so that employers can
advertise rural positions at no charge.

In relation to our bookmobile surveys, we interpret “rural”
to be a population of zero to 2,500, using the legal definition.
But we alsc have a pretend definition, what we call extended
rural, from 2,501 population to 25,000, and then a metropolitan
area beyond that. Por purposes of our bookmobile survey, we con-
sidered all bookmobile providers, because it is our understanding
that metropolitan based bookmobile services were going to rural

communities. So the description of this data combines all of
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those individual providers.

The thing that is annoying in an intellectual sense is that
we're dealing with averages. One significant thing we noticed in
our surveys was an absence of quantitative data. We asked in our
surveys what type of data are collected. Just a little over a
half collected circulation statistics, and then it goes precip-~
itously downward in terms of counting people who come on board,
counting reference questinns, so that while it may be fairly easy
for a group such as ourselves to gather data averages, it is
quite obvious that the most significant thing is for the data
generation to come locally so that it can most specifically
identify the model with which yvou're most closely linked.

It's clear, however, that rural means different things in
different parts of the country. This doesn't preclude that there
are commonalities. 1In relation to bookmobile services, I'd like
to point out what appears to be common.

First of all it is the rurality of the community itself
that is & rredictor. What are the conditions of rurality that
depict the community? Secondly, the socioeconomic conditions.
Is the economy itself closely linked to crop production? Is it
now an industrial base? 1Is there no base whatsoever? what
indeed is the population? 1Is it growing older or younger? What
implications does the influx of the "new rural” have?

The variety and nature of the stops is very influential in
not only th: satisfaction of service, but in the analysis of the

service itself. Finally, it's clear that the bookmobile has a
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vitality much beyond its symbolism, much beyond its physical
form in relation to what it means to people.

What we're gcing to attempt to do very quickly is take the
survey that we did last year, and mesh with it a second survey
that we did this year, and then try to present general findings
from them. Then after we do that, we'll go to the user survey.
Before we launch into that I'd like to thank Mike Jaugstetter for
being our resident statistician, in addition to our university'’'s
computer.

Normally it would not be my procedure to read a text, so 1
hope you will tolerate this only in the sense of wanting to make
it as complete as possible. I have five pages of comparisons,
and I hope that as you listen to them, you will attempt to
compare them with your own circumstances. I realize that while
it may be rewarding to cite national averages, the significant
thing is what it means to you at the local level.

The bookmobile has been part of librarianship for the past
28 years, largely because of the belief in extending services to
those who cannot get to the library. The role of the bookmobile
is s0 well entrenched that three out of four librarians surveyed
feei that fixed locations would not be alternatives to book-
mobiles. The reasons given were that there are too few people
living in sparsely popul~ted areas, the cost would be too much ;
shut-ins could not be served adequately, and a bookmobile offers
door to door service.

Most libraries have one bookmobile, which is most likely to
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be a bus or a van type of vehicle. The average bookmobile is
nine years old and is on the road an average of 28 hours a week.
Keepiqg it mechanically fit (it is inoperable for an average of
15 days a year) is a most significant challenge. The bookmobile
does not operate for another five days annually because of
inclement weather.

In addition to the problems associated with mechanical
upkeep, 43% of the librarians surveyed indicated that the lack of
staff, financial support, and the inability of the bookmobile to
carry enough books are equallw distracting problems.

On a typical dav one out of two bookmobiles carries fewer
than 2,500 hardbound titles, 65% of which are fiction, intended
primarily for an adult audience. Parenthetically, two fifths of
the bookmobilists surveyed felt that patron satisfaction could be
improved by having more books on the bookmobile.

The average bookmobile has no separate catalog in its
collection; arrangement of resources is usually the Dewey Decimal
system.

In addition to books two out of five bookmobiles, 40%, will
also carry a collection from 11 to 21 periodicals, non-print
resources, phonodisks, audiocassettes, videocassett: tapes. One
out of ten bookmobiles has a microcomputer on board for circula-
tion purposes with the software of at least ten different
companies. CLSI tends to be the most faverite of those ten.

One out of three libraries that provides bookmobile services

also provides books-by-mail. This is intended primarily for a
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homebound audience.

The typical bookmobile provides reference service to its
clientele, but does not have available means to contact the main
library. Interlibrary loan service is also provided, and usually
the arrangement is that the cookmobile brings the requested
material on the next run.

Only one in five bookmobile services provides programming
for adults; mnost offer programming for children, usually in the
form of summer reading programs or other summer*+ime activities.
The average attendance of children at summer programs is around
47.

In addition to statistics on program attendance, the typical
bookmobile collects data on circulation of library materials,
reference questions asked, and a count of those who come on
board. However, while these statistics are kept, they are
minimally kept.

In relation to services provided, no service of bookmobile
users has been conducted in seven out of ten librarir. studied.

In addition, two thirds of the respondents have no long
range plans for directing or guiding future service.

Our average bookmobile makes community stops, with institu-
tional and school places being next in frequency. The time
for stops ranges from one half to two and a half hours. The
average bookmobile operation has a two week service cycle,
consisting of 46 stops. During this cycle approximately 50 hours

of service are provided.



In relation to the nature of stops, the need and distribu-
tion of users is considered to be a preeminent reason for the
location of stops. The continuation of stops is usually based on
circulation statistics, and allocating new stops is determined
from user demand and the available population.

Fifty percent of the bockmobiles studied have recently
noted changes in the characteristic of stops, with fewer stops
and more time for stops. The relative improvement of school
libraries was given as an important factor, the availability of
resources, suggesting that in those circumstances there is less
need for the bookmobile itself in an area. Another reason for
changes in stops is the fact that there are more working women.

Typically a bookmobile does not offer services in the
evening or on weekends. During the week, however, it travels an
average of 209 miles. The most distant stop from the main
library would be 34 miles.

The bookmobile is staffed by two and a half full time
persons, half of whom have only high school training. ESixteen
percent of the fulltime staff members working on the bookmobile
are certified as librarians at the Master's level.

Fewer than half of the professional staff members parti-
cipate in continuing education programns, and when they do it's
usually on an annual basis. In relation to the support staff,
just a little more than half of them do continuing education
stuff, and it's also anhually.

From the period of 1979 to 1984, which was our survey period
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for last year, a typical library had seen a 2% increase in the
number of rural people served. Then from 1984 to 1985 this
growth had accelerated to 11 percent total. There's approxi-
mately 16,000 people being served by the bookmobile. This can be
very misleading, because only about 14% of the bookmobile
librarians that we've studied actually keep statistics of the
people that come on board the bookmobile. So when we talk about
16,000 people annually, this is in the light of the fact that we
have few librarians keeping statistics.

The number of people served by the bookmobile has increased;
however the circulation of books has continued to decline.
Again, this is a national average. From the prior survey to the
current survey, the circulation of books continues to go down.
It’'s unfair to judge in that context the performance of the
library bookmobile.

We find that only one in four bookmobilists uses the oOutput
measures for public libraries, as a basis for data collection.

The biggest difficulty is in terms of expenditures. From
what we've been able to discern, last year we asked bookmobile
respondents what the budget was, and we discovered we didn’t
really have too much control on that. This year, we were a
little smarter, and we said that for those bookmobile specialists
who had a separate line item, that is a separate bookmobile
budget, what was the annual budget?

Only about 25% of those libraries that we studied had a

separate budget for the bookmobile, but from those responses the
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average annual budget appears to be $62,000. That is a slight
increase over 1984. The average number of books circulated in a
year was approximately 423,631 per bookmobile in 1984, although 1
must again stress that this is an average. In 1985 the average
circulation was 42,219,

The average price of circulating a book in our last survey
was $1.19 per book. Given the $62,000 annual budget, it appears
that the circulation rate of a book is $1.48 per circulation.
Now why is that significant? At the same time it appears that
the circulation of a book from the main library is $2.74. And we
suggested this last year, that it was cheaper from the bookmobile
to circulate books. S0 we're talking about a cost-effective way
of providing library services.

Some libraries have gotten rid of their bookmobiles, saying
that they were too expensive to operate. This shows that
sometimes actions are taken without even a modicum of data to
support them.

Next I‘'m going to talk about the results of the: user
survey. 'For some time we have exclusively directed our attention
to librarians, but we alsc wanted to get closer to the public
being served by libraries. John Philip's direction oriented
toward the quality of service brought about the idea of trying to
do a user survey on the national level.

We agair started with our 1,000 list and attempted to
identify what appeared to be manageable in terms of a vaviety of

different things, manageable in terms of cost, numbers, indiv-
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idual librarians who wo:1ld cooperate. We started with 20
libraries throughout the country, and we wrote to 20 librarians
and explained that we were developing a user survey for the
generation of some national information. We asked the librarians
if they woulu, as they made their stops during the end of March
or the beginning of April, distribute 200 copies of the survey,
divided among the stops. Seventeen of the libraries responded in
the affirmative, and the three that were unable to do it indi-
cated it was because their bookmobiles stopped only at a single
place.

So we had 17 cooperating librarians. We sent to each
librarian 200 copies of the survey, of which you have an ex-
ample. Thirty-four hundred were distributed to tne librarians,
and we received back 1,156. We had many concerns about this
survey, for example, that the bookmobile librarians would be too
busy to conduct a personal interview in order to encourage
patrons to fill the survey out, etc. So the compromise we made
was that if the forms were distributed, the patrons were to mail
the forms directly back to us, and we didn't know what kind of
response we would get.

What we discovered in the 34%, representing different
libraries, was that from some libraries we received only two
surveys back, while from others we rec2ived 150, so as always it
varied.

In response tu the first question, 90% indicated that when

they look for a book on a particular subject, they usually find
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it. Only B% indicated they did not. When looking for a specific
book, 66% said they usually find it, and 30% said they do
not. Probably that question should also have had a category:
"That does not apply to me,” because we got a lot of comments
from individuals who said they really don‘t look for a specific
book but like to browse in subject areas.

In choosing boocks 27% preferred fiction, 9% preferred
nonfiction, and 64% preferred both fiction and nonfiction.

In the fourth question users indicated that 82% of them will
ask the librarian to get materials that are not on the book-
mobile, while 18% will not. Ninety five percent of the respond-
ents said the librarian is willing to get materials for them that
are not on the bookmobile, while only 1% said no. The other
unaccounted for percent figures are people who perhaps did not
answer the question.

The sixth qguestion dealt with reference service. Fifty
three percent of the respondents replied that the librarian
usually has the material on the bookmobile to answer questions,
while 3% said no. Forty four percent responded that the guestion
did not apply. 1It's questionable just what this means; we might
suspect that 44% just do not ask questions. We might also ask to
what extent it is really possible for a bookmobile (o provide a
great deal of information services.

In so many small communities the question is what can be
afforded, what can ecohbmically be provided. 1Is it possible to

extend cur reference collection and keep it up to date, or is the
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point being reached in small communities that the reference
function may have to be reconsidered, may have to be eliminated.

Forty one percent also borrow books from the town lib-
rary. Fifty nine percent do not. i think we've reinforced what
you probably already know, that the people who use the bookmobile
probably do not use other services for a variety of different
reasons. Only 4.68% said they borrow books through the mail from
the town library, while 71% said they did not. Twenty four per-
cent said the question did not apply.

The ninth question asked users to specify the main reason
they use the bookmobile. Nine percent said they had no trans-
portation to get to the main library, 77% said they use the
bookmobile because it is convenient to get to, 8% indicated their
reason for bookmobile use was because the bookmobile librarian is
interested in helping them, .2% said their bookmobile use
provided an opportunity to meet their friends, and 5.3% responded
Yother."”

The question I was posing to John Philip was: Is this the
best form of library service there is, because of that notion of
bringing the library to the people? Or 1is it the fact that
people who use the bookmobile do so because it stops on their
lawn, or in front of it? I think that even the pessimistic
person would say it is probably the category that it illustrates
the enthusiasm to reach the people, and that it is an effort to
bring library service to people wherever they're located.

Question ten asked how often patrons use the bookmobile.
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Sixty one percent use it every time it makes a stop. Thirty
four percent use it most times it makes a stop, and five per-
cent use it occasionally.

Question eleven is very interesting. It concerns how far
users live from the bookmobile stop. The average is one and a
half miles. However, 43% of the respondents find that the
bookmobile stops in front of their house. That makes some sense
because in front of the place may be the only place in town
that's appropriate to stop, and if everyone lives in close
proximity, that makes the stop a couple of doors away, as opposed
to this mile and a half.

In guestion number twelve, which asks how far the user lives
from the town library, the mean is eleven miles. However, 64% of
the people live in a distance less than eleven miles.

Question thirteen deals with the age of the bookmobile
user. In the five to twelve category is 8.4 percent. In the
thirteen to seventeen catagory is 6%. In 18 to 34 category is
18.3 percent, in 35 to 49 age group is 28%, in the 50 to 64 age
group 1is 15%, and almost the largest category, 65+,is 25.3 per-
cent. So the two major categories, at least resulting from the
forms we received, was 28% in the 35 to 49 category and 25% 1in
the 65+ group.

The respondents indicated two large categories of occupa-
tions. Housewives, mothers, and "“homemakers” comprised 29 per-
cent. Retirees comprised 22 percent of the respondents.

Fifteen percent of the users were students, 10 per cent were
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teachers.

The clincher question was "How satisfied are you with the
service that you receive from this bookmobile?® Ninety six per-
cent indicated they are very satisfied. €£o God bless bookmobile

librarians.
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REFERENCE SERVICE AND PEER COACH TRAINING

Nancy Bolin, LSCA Coordinator, Institutions Specialist, & Trainer
Maryland State Department of Education
Division of Library Development and Services

When I attended the University of Wisconsin, to study
library service to the aging, I had the opportunity of learning
more about the differences to be found in communication patterns
in rural areas. In most rural settings the oral transfer of
information is very important.

A professor in the Rural Sociology Uepartment of the
University identified the very clear dependency of individuals
upon other people as transmitters of information to meet one's
basic information needs. I found further support for his
findings in the studies that were done prior to introducing
farmers into the Social Security system in the 1930's. At that
time county extension agents traveled wide! 5 to speck with
farmers about their participation in the syster The agents had
to "sell” the idea of involvement in a program w):ch touched upon
the values system of the individuals who were to be recr»ited.
At the time the trusted sources for information were identified
as friends, family and professionals and in that priority order.
The Extension Service built upon this communications system in
finally registering forms into the Social Security program.

In my present position I work with rural libraries in the
western part of Maryland. These mountainous counties touch
borders and snhare populations with Pennsylvania and Wes: Virgin-
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ia. Among the three is Washington County, the location of
the first bookwagon, established in the early 1900's. These
three counties have purchased five new bookmobiles between them
in the last three years.

One of the counties acquired its new bookmobile by selling
raffle tickets on a side of beef and by putting boockmobile shaped
collection boxes around the county. Using these as well as many
other activities to solicit funds the people in this county
raised $30,000 and paid off their bookmobile in a year and a
half. This was done at a time, when people really did not have
cash to spare because of an extremely lean local economy and
non~-existent job market.

Bookmobile service to the population of this county is such
a significant service that the people made what I think was an
extraordinary effort to meet their own needs. This bookmobile
was acquired without any financial assistance from the state.

Within the past decade the state library agency (Division of
Library Development and Services - DLDS) in Maryland has done a
number of surveys of library performance. From these we have
learned a great deal about both information needs and information
access in rural areas.

In 1981 DLDS surveyed "Materials Availability and User
Satisfaction” statewide. DLDS discovered that libraries have
very satisfied users who tell us we're wonderful -- even though
when asked about what tihey specifically went to the library to

get which they did not receive, these users left saying they were
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satisfied! We're very fortunate; we're loved.

Maryland libraries have also used a tool called the "House-
hold Information Needs Assessment" which is done by a survey
research firm, and is not identified as a library survey. It is
given to 400 people in a county, users and non-users alike, and
assesses what their problem-related information needs are. 1In
addition, it finds out something about their library use and
where they do go for information.

Many of the findings of these surveys expand upon previous
research into how the public uses the library -- and why they
don't. These studies show that users tend not to use the library
for information as frequently as they use it for other seivices.
From the stvdies done in Maryland we know that when people do
come to the library for their problem-related information they
are more liKely to be successful and satisfied with the informa-
tion that they receive. When used libraries have a 66 percent
success rate in meeting people's information needs as compared to
about a 33 percent rate for other sources, including profession-
als.

Let'’'s look at a specific example of how information has been
identifi2d and used. Caroline County Public Library, on Mary-
land’'s Eastern Shore, has done both of the surveys ("Materials
Availability . . ." and the "Household Information Needs. . .").
With the Information Needs Assessment the Caroline County staff
identified the primary information needs on which to base their

five year plan for library service. Using the “Household
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Info:mation Needs Survey" it was determined that the primary
information need was for health information. The prototypical
patron in need of health information in this case was a white
female, over the age of 65, with less than a high school educa-
tion, unemployed, and living outside of town. In responding to
this person, the library, working with the local health depart-
ment, attempted to deliver the needed jnformation to the highways
and to the byways by putting materials on the bookmobile, and
doing programming in churches, grange halls, etc. They wanted
wherever contact could be made with the target population.

This year the Caroline and Dorchester county libraries are
trying to evaluate the value people put on information; they are
going to look at the dollar amount that people would put on the
information they receive. Results to date indicate that for
health information people have a dollar value of $40 on the
information received from the books they've checked out for the
programs they've attended. In Caroline and Dorchester counties
$40 is equivalent to what a person would pay for a doctor's
visit.

What we believe to be happening is that people are better
able to ask questions where going to the doctor, or are perhaps
better equipped to understand the information given to them by
the health care provider where the individual follows up on a
visit. The Caroline County evaluation process is an example of
real, in depth teaching of information and what it means to the

people who need it.
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I1'm interested in knowing how many of you supervise book-
mobile service? Please raise your hands. How many of you
deliver bookmobile service directly? How many of you do any
reference work at all in either of those two positions? Not
quite as many (observation). How many of you on the bookmobile
offer reference service? How many of you have a public that
knows that this is a service available through your bookmobile?

In 1981 the Division of Library Development and Services
(DLDS) started looking at what were considered to be typical
reference questions. For six months libraries participating in a
pretest collected all the reference questions they received.
From those questions 40 were selected and tested on site in
libraries using an unobtrusive approach. When the Division began
to draft the statewide survey library administrators did not want
to save questions for six months and go through the same pro-
cedure as the test sites. As a result a committee of librarians
from around the state contributed specific questions from which
the statewide survey was constructed. The survey was composed of
40 questions, 20 of which were direct questions and 20 of which
had to be negotiated.

A survey research firm was hired to employ proxies to ask
the questions. The proxies received some introductory training
prior to circuiting the state with their questions and observa-
tion forms.

The proxy interviewers were to determine whether they

received a correct answer, and to identify the specific behaviors

37

F‘ -
f oY



which led to a correct answer. The questions were divided to
provide 20 walk-in approaches and 20 telephone reference calls.

Sixty outlets in 22 systems were surveyed. Only one system
did not participate. Altogether 2,400 questions were asked
statewide. The answers were measured on a series of levels from
one to ten. At level one the librarian would give the correct
answer and the source, at level two the librarian would give the
answer but would not mention the source . . . at level ten no
answer was given.

At levels one and two we found there was a 55 percent
likelihood of a patron receiving an answer. When other levels of
negotiation were added (i.e.: when the patron was sent to the
shelf to find it for himself, was told the general area or handed
the book) the likelihood of receiving a correct answer increased
to 67 percent.

The amazing thing was the discovery that it doesn't take a
lot of time or money to deal with changing the level of correct-
ness of answers. Four factors were identified that most pro-
foundly influenced the quality of the service given. Those four
sets of behaviors are associated with negotiation, interest,
comfort, and follow-up.

You may ask: "What didn‘t influence correctness of refer-
ence?” What did not influence the levels of correctness of
reference were the following: the number of volumes in the
reference collection; the number of periodical subscriptions; the

size of the staff, the setting, demand, and the level of per-
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ceived busyness, supervising the length of the interview also had
no impact on the likelihood of receiving correct information.

You may wonder what kinds of questions were asked. "“Would
you be able to tell me when Easter is going to be celebrated in
19872" Not too many people could, believe it or not. "Is Indira
Ghandi any relation to Mahatma Ghandi?" “How many calories are
in a banana?" "What's the name of the last horse to win the
Triple Crown and in what year did he win it2?" Some of the
hardest questions had to do with car repair, "How often should
you replace the radiator cooler in a 1981 Pinto?"

You may think the questions required access to an immense
collection. However, seven basic tools could be used to answer
90 percent of the questions asked. These tools included: the

World Almanac, Information Please, World Book Encyclopedia,

Stevenson's The Home Book of Quotations, Readers' Guide, an

unabridged dictionary, Chilton's auto repair manual.

Last night Dr. Vavrek asked me how many reference books 1I
thought a bookmobile carries. His question made me wonder when
seven books will answer what librarians think are typical
reference questions. What do you carry with you? Obviously
there are hard guestions which can be answered using fairly
simple tools,

In surveying the Division took steps to analyze what the
specific behaviors were that were most likely to influence the
quality of the service offered. We looked at "“negotiation:;"

negotiation means tl it the librarian probes to determine if he or
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she has the correct question and then verifies what it is that
the client is asking one to find. There is a sheet in your
folders which lists the behaviors that influence correct answers
{Ex. 1). As you can see they really are behaviors over which we
have control.

The reference survey found that negotiation occurred only 49
percent of the time on the survey, we also know that in those
cases where correct answers to escalator questions occurred
librarians negotiated 95 percent of the time.

"Interest.”" We showed interest in the client 14 percent of
the time. Actually, I don't think that would happen on a
bookmobile since it has a more personalized approach to service.
"Comfort." Sixty five (65) percent of the time we showed
ourselves to be very comfortable civing answers. However, only
12 percent of the time did we ask a follow-up quettion like "Does
this completely answer your question?” This question serves like
an insurance policy in that it lets the librarian know whether or
not one ever really got to the question the client had in mind in
the first place.

We found that there were two major behaviors which impacted
strongly on correctness in answering an information inquiry.
Those behaviors were PROBING and FOLLOW UP. PROBING requires the
use of open ended questisns which lead to the ¢ ient offering
more specific information. FOR EXAMPLE: “What kind of informa-
tion are you looking for? Could you be more specific?" FOLLOW

UP uses a specific question to close the interview and thus
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determine if the client received the information being sought.
The question used states: "Does this completely answer your
question?”

Obviously this is a closed question requiring a YES or NO
answer. If the client answers YES the interaction can be ¢ sumed
to be a success for having helped the client locate specific
needed information. If the answer is NO then the librarian can
resume the interview by probing in order to find the real
question the client is trying to answer.

The Division took the survey results back to 75 public
library staff members around the state. We said: “THis is what
we found out, what are you going to do a»out it? And they, our
libraria.s, being very very smart people, said: "What are you
going to do about it?"

Someore said, "Get your dog and penny show together and take
it out on the road." That's exactly what we did. Over a six
month period we pulled together a three-~day training session.
Using the literature of adult education to lead us to a more
effective approach to our adult learners.

Most of us were taught in a very didactic fashion when we
were dgrowing up. As a result we're not keen on being lectured
to, therefore, apologize to you for this afternoon -- it's not
the best way to learn. In any case, we learned from our invest-
igation that when people are told something, only ten percent of
the time will they remember what you have said only hours later.

When you write something people remember it only about ten
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percent of the time as wel!. When you add reading and writing to
speaking there's a 20 per:-ent chance of having people remember.
When you have them do all «f these approaches and then with the
information on site, they're going to remember over 75 percent of
it.

The training as we designed it needed to be something that
everyone could do and do often enough to make the person “own®"
the behavior they learned. This rejuires a lot of repetition or
practice as the coarhing model, which I will finally explain
in a few minutes, will show.

You have in your packets a sheet which identifies the
"Stages of an “nterview". This sheet describes the four stages
identified as: SETTING THE TONE, GETTING THE FACTS, GIVING
INFORMATION, and FOLLOW UP.

Using an outline like the "STAGES" allowed the interviewer a
framework to stay on track. This helps the person to avoid
running full speed ahead in the wrong direction.

In addition to sheets like the "STAGES" overview the DLDS
staff developed other tools like the open and closed question
sheet in your folder. Most important a checklist was developed
using the behaviors found in the stages of the interview; it
gives all the behaviors to be employed when conducting an
interview.

By the time one has gone through the training session, the
sheet of behaviors has been memorized. More importantly one

knows where one’'s needs for improvement are in terms of specific
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behaviors.

The last sheet on the right side of the packet is entitled
BETTER COMMUNICATION EQUALS BETTER REFERENCE SERVICE: A THREE
DAY WORKSHOP. It is an outline of what we've attempted to
accomplish in the training sessions given around the state. In
the workshop participants are asked to appraise their own
communication patterns and style, to examine the effect attitudes
and values have on inter-personal communication, to relate key
elements in the communication process to the reference interview
those factors which affect reference and information performance,
to demonstrate techniques for giving and receiving feedback, and
to demonstrate model behaviors for conducting the reference
interview.

The workshop series had the potential of being extremely
threatening to the participants. Afterall, we have a good deal
of ego tied up in the work we do. We take pride in our ability
to do our jobs well. To circumvent difficulty norms were set for
the wcrkshop which kept everything in perspective - and egqos
intact. No one was an expert, everyone was a student; we were
all there to learn, including the DLDS staff. We had information
to present, but the bulk of the work was actually done by the
service providers honing their behaviors.

Our intense emphasis on participant involvement was based on
adult learning theory. The theory is that if you have readings
and lectures which describe the skill, its conceptual basis, and

its potential uses, people will learn. Demonstrations, modeling
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or the actual enactment or role-playing of skills are also very
useful. However, we actually learn a skill best when we practice
it ourselves —-- that 1is try it out and receive feedback on our
performance.

We designed our workshop to take the adult learner's need
for theory, demonstration and practice with feedback into
account. We discovered early on, however, that the local base
for service was often missing or unclear. This base was the
local library's statement of policy regarding reference service.
Many systems, it seems, do not have a policy that covers how
reference service is to be covered (i.e., degree of accuracy).

In the three Western counties where we piloted the training
all of the administrators did develop policy statements, which
were presented and discussed at staff meetings prior to the start
of the training series. The Division requested that this step be
taken because we wondered whether staff really understood what's
expected of them in offering reference service. When are
policies arbitrarily invoked due to lack of clarity or under-
standing by the staff? The issue of homework is a vury good case
in point. Frequently there is a conflict over how far one goes
with homework assistance versus the carrying «ut of whatever
policy is in the book (which may not have been read in two
years).

In the process of starting the training we reviewed local
pelicy first and asked the administrators to support the training

offered. This they did by sending all staff members to be
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trained, including part time and substitute help I realize that
people don't like being forced into things, especially when they
are confortable with the degree to which they have skills or
think they're going to be personally criticized for the skills
they have.

What the training offered to all was a question -~ more
expedient way of giving information. A structured approach to
the reference interview, with proper negotiation and follow up,
helps the staff person to avo’d hunting and peeking for informa~
tion while running all over the place! In emphasizing this work
saving approach to reference, our training offered, we were able
to allay the fears and resistance some participants felt.

Emphasizing communication throughout, the workshop opens
with activities that encourage people to talk about themselves
(self disclose). Parti~ipants also take an interpersonal
communications inventory that helps people understand how well
they communicate. In identifying strengths and areas for
improvement the inventory explores a number of areas including:
whether we're good listeners, whether we're very good at express-
ing ourselves and feel confortable with interacting with other
people, whether we have a communication block caused by anger
feelings or other feelings that are very pronounced. The
discoveries [rom this inventory were built upon during the
workshop.

In exploring what we called the "helping relationship" we

asked veople to consider what happens when we ourselves seek
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information. Consideration was given to what occurs in a
community where people know one another quite well there may be
more interpersonal involvement; which may work either for or
against us as information providers. What we asked participants
to specifically consider was how their attitudes and values might
inhibit clients from getting the information they needed.

This was very difficult for some participants to deal with.
They apparently thought that it would make them appear to be less
good at doing their job if they were to step back and give the
client the opportunity to remain in control of their own inter-
view ~~ instead of projecting what it was the librarian though
the person might want or imposing the person's entire life
history on the specific inquiry. For Example: it a person comes
in and asks for information on venereal disease, you're certainly
not going to say: "Is this for a homework assignment or for
personal use?"”

The behaviors we were training to are such that even the
nost sensitive of issues can be handled skillfully. These
behaviors avoid embarrassment, allow the client to remain in
control of what they choose to share, and yet given the librarian
a method to get the maximum information needed to do a search.
Utilizing the behaviors isn’'t something that any one of us can
make someone else do. The point of the workshop was to lead
library service providers to recognize these behaviors in order
to do in their job what it is they say they do -- provide good

servicel
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The workshop agenda then led participants through ‘i«
various stages of the interview. 1I'sing a great deal of di:-
cussion, several models and demonstrations, and numerous op-
portunities to practice specific behaviors, participants built
their skills through repetition and reenforcement.

The workshop makes maximum use of the time allowed for
practice of the skills to be learned. We know, from the work of
Dr. Bruce Joyce, that not even under the best of training cir-
cumstances do people transfer skills learned back to their job
setting.

It is somewhat akin to the making of New Year's resolu-
tions. Do any of you ever make New Year's resolutions? How
many have you ever kept for very long? It's the scme where we
got to training. 1 may learn theory. I may even say, "Oh, that
was a-wonderful idea, 1've written myself a note. When I go
back, I'm going to tell so and so, . . . I'm going to do such and
such . . . " My intentions are very good indeed, but my follow
through may just not happen for a variety of reasons. A lot of
money and time is given to learning what we, despite our best
intentions, do not take back to the workplace once we've seeming-
ly mastered it on the job.

Suppose the workshop moves beyond theory and offers the most
support of demonstrations. I have the opportunity to obserse
what 1 am learning as it is practiced before my eyes. In reality
about 10 percent of the time I may be able to carrv the rkiil

back to my job if I've seen it demonstrated enough.
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Now given the oppcrtunity in combination with elements of
theory and demonstration, to do practice with feedback I may be
better Able to take a skill back for application on the job. But
what we know, unfortunately, is that when I got back on the job,
no matter how good my intention and skill level, my ability to
transfer is limited to about five percent. This is a very, very
low transfer level.

Consequently. how the question became how to achieve skills
transfer when asking people to spend tinree davs of their time
learning new reference skil s? Fortunately we didn't have to
look very far because of Dr. Bruce Joyce. What Joyce proposed
for effective transfer was to cover ther+y, demonstration,
practice with feedback, and then tc add something called "coach~
ing."”

What is Coaching? Coaching is an agreement between two
people to be supportive of one another in the development of
skills, Joyce worked with the training of teachers at Columbia
University. Joyce used 100 highly motivated teachers and gave
them the very best workshop environment: neither too not, nor
too cold, etc. They had the best materials to work with;
everything was as superb as could be had in order for people to
enjoy the learning experience.

Despite the most perfect of conditions and highly motivated
learners Joyce found what was a five percent transfer -- unless
coaching was undertaken as a support for the training. When you

think about it, it makes a lol of sense. With support a person
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has some incentive because someone else is observing what I do
that I nmay not be aware of myself. It's hard to remember how I
am putting a number of behaviors together when I'm right in the
throes of the action, the interview. The coach in this case
helps me to see myself objectively since he or she is free to
observe in an uninvolved manner.

Throughout the reference interview we emphasize feedback and
coaching as big elements for successful transfer of skills. The
"coach" is initially introduced as an observer of the reference
behaviors. Some ground rules are set for the OBSERVER to report
only what can be seen or heard. These observations are to be
given without any values laid upon them. The observer has to be
very specific about what it was observed.

We call this technical feedback. 1In your notebook you have
three ad'itional items, one of which is a technical feedback
sheet. It defines those areas that we ask people to cover in
observing a reference interview. Also enclosed is a coaching
agreement form. After the first day of the workshop we asked
participants to take the checklist and to go back and check their ‘
wa behaviors. They were to find out for themselves what they '
were and weren't doing correctly, as well as to identify be-
haviors to build upon or improve.

Then after the second day of training they were to go back
and find someone to work with as a coach or observer. With this
person they put together what is a COACHING AGREEMENT. Such an

agreement indicates what the coaching team agrees to do and when

49

y '|'|I| e ||Ir n 'llllll"i A I]I'IIII TN e

g




they will do it.

Your packet also has a copy of an article by Becky Schreib-
er. She has trained for DLDS in the area of c¢oaching applica-
tions for on-the-job learning. What I'd like to do now is to
give you an example of how this works by role playing two
reference interviews. What I'd like you to do is play the part
of the observers. What I'm going to ask you to do when it's all
over with is to describe the specific actions, and to describe
only behaviors that the librarian can control or change.

This may seem threatening at first because of what we
traditionally associate with feedback =-- “"criticism." Whenever
people tell us things, they'll frequently say, “Oh, that was
wonderful, but . . . " or "If I were doing it, I'd do it this
way . . . "

If specific, descriptive feedback is used regarding a
nodifiable (something I can change) behavior then the threat of
Yeriticism”™ is removed.

I'd like you to look at the behaviors checklist in your
packet and ask that you observe me, in the role of the librarian,
using any and all of the behaviors. Watch for everything.

Normally we select one section of the worksheet at a time:
approachability, comfort, interest, negotiation. We repeated the
exercises ten to twenty times over the workshop thus people get
to observe all of the behwsiors in time.

For the purpose of our role playing let's make this the

Allegheny County Bookmobile down at the base of a mountain. Nine
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thousand school kids have just completed their visit. Our staff
is there for the rest of the day. As a staff member I'm doing
circulation and recarding books.

ROLE FLAY: SCENARIO ONE

PATRON: Do you work here?

LIBRARIAN: Yes, can 1 help you?

PATRON: Do you got any books on gerbils?

LIBRARIAN: Gerbils, yes, yes, the animal books are down on

the left hand side, in the 600's.
PATRON ; (After reaching the stuff) They don't have what I
want. I want a book about the ones that can fly.
LIBRARIAN: You know, we're leaving in five minutes.
PATRON: I want to know about the ones that can fly,

because my kid is sick.

LIBRARIAN: Fly?

PATRON : Yeah, the kid's sick, and she needs some books for
a report.

LIBRARIAN: On gerbils? That's interesting, isn't it? Let's

look at the encyclopedia. We'll look up gerbils.

®lying gerbils?

PATRONS : Yeah, flying ones. That's what she said.
LIBRARIAN: Maybe we could just check out an encyclopadia
volume -~ an old one that circulates =-- on

gerbils, and you could take it home for her to
look at it.

PATRO!MN : what's circulate?

51




LIBRARIAN:
PATRON:

LIBRARIAN:

PATRON:
LIBFARIAN:
PATRON:
LIBRARIAN:
PATRONS:

LIBRARIAN:

PATRON :

LIBRARIAN:

PATRON :

LIBRARIAN:

PATRON :

LIBRARIAN:

You can take it home with you.
Oh, I can take it home with me?

Let's just look at the "G" volume of the World

Book, and make sure gerbils are in hec>. Ger-
bils. There's "Gerbils."

No, that's not the one, it doesn't fly.
Oh, this is just a general article.

No, nc¢t the animal.

Mot the animal.

No, she wants a picture.

You know, dirigibles.

Oh! Dirigibles! That's the "D" volume. Here,

this one has an illustration. They're also called
zeppelins. Would you like to take this volume
with you?

I need a picture of the one that . I think she
said something about the big one that no longer
is.

Oh, I bet it's that one that crashed. Here. The
Hindenberqg. 1Is that what you'ir2 thinking of? The
Hindenberg?
Sounds good to me. 1Is that a picture of it?

Yes, now if you'll just sign the card here, I°'1ll
check this out to you. You can take it home. She
can sketch it if she wants to.

flow much is a card?

Nothing. It's a free service.
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PATRON: Could you help me fill it out, I can't write.

LIBRARIAN: What's your name please?

PATRON ¢ Smith.

LIBRARIAN: Can I see some ID? Where do you live, Mr. Smith?
PATRON: I live on Mulberry Lane.

LIBRARIAN: Can you give me a reference.

PATRON: I know Joe down the street.

LIBRARIAN: What's your daughter’'s name?

PATRON: Gail.

LIBRARIAN: Oh, I know Gail. 1I'll sign it out to her, and I

hope she gets better soon.

END

How about some feedback on the behaviors? Anyone want to
maxe an observation about the librarian's approachability?

"You *51d him you had to leave in five minutes."

Yes, I shouldn't have told him that. Even thoujh we do have
a schedule to stick to, I should keep it to myself. It just used
time I should have taken to help him. Did I seem comfortable?

"At first you were very uncomfortable, but you switched into
being very helpful near the end.”

That was when I really gave him my attention. At first I
wasn't really hearing the question. I never did ask a follow up
question either, sco I could never be sure that I finaliy did
answer the right question. Did I do any negotiating? 1 really

didn't do any questions to negotiate; I lucked out in finding
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anything for the patron. Let's try another scenario which may

give you more to observe that will be of value.

ROLE PLAY:

SCENARIO TWO

LIBRARIAN:
PATRON:
LIBRARIAN:
PATRON:
LIBRARIAN:
PATRON:
LIBRARIAN:

PATRON:

LIBRARIAN:

LIBRARIAN:

PATRON:

Hello. Can I help you?

Yes, I'm wondering can birds fly?

Can birds fly?

Yes.

Could you be more specific?

Well, I want to know if parrots can fly.
Could you tell me a little bit more.

Well, you see I'm going to Europe this

summer, and I want to know if I can take my
parrot with me.
Oh, you know, that's really a good guestion.
I was going to run right over to the bird
books, but I honestly think we're going to
have to look in some of our travel books
under traveling with pets. Let's try that.

Here's our one travel book we happen to
have. It goes into pets and traveling:; but
it’s so limited; it doesn't really say. What
country did you say you were going to?

wWell, we're going to several countries in
Europe. Do you suppose it depends on what

airline I use?
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LIBRARIAN:

PATRON :

LIBRARIAN:

PATRON =

LIBRARIAN:

PATRON:
LIBRARIAN:
PATRON :
LIBRARIAN:
PATRON :
LIBRARIAN:
PATRON :

LIBRARIAN:

It probably depends on the laws of the
countries. Do you know what! If you could
wait long enough for me to get back to the
main library, I can check the answer there,
or I can also call in a request {0 a larger
library.

How long does that take?

I'm going to get back at 4 o'clock. 1I°1l1
look it up when I get back and then I'll call
you tomorrow morning before I go out again.
Is & o'clock too early?

No, that would be fine.

Come on over here, please, while I write this
down. Now, the question is: You want to
take your parrot to . . . Would you tell me
the countries just in case I need to know?
Lngland, and France, and Italy.

And how long are you going to be gone?

Three and a half weeks.

And may I have your name?

My name is Dianne Griessen.

Telephone number?

488~-6143.

I will call you before I leave toumorrow
between 8 and 8:30. 1If I can't find it there

. .« . when do you leave by the way?



PATRON:

LIBRARIAN:

PATRON :

LIBRARIAN:

PATRON :

LIBRARIAN:

PATRON:

LIBRARIAN:

PATRON:

LIBRARIAN:

In two days.

Oh my. I hope you're making alternative
arrangements for your parrot. Okay, we'll
call you in the morning, if we can find any
information, or perchance if I get Dback
earlier tonight, I'll be glad to call you
tonight.

Thank you very much.

You know, you might actually want to take
this book, because it discusses travel
and feeding . . . and a lot of other things.
This isn't the best book I know. Would you
have time to go into the main library?

Oh, no. I don't have time to do that. I'm
getting everything ready for my trip.

What about going to the bank for your cash?
Were you coming into town for that, because
they might be able to give you more informa-
tion that way, too.
well, I sort of have all that done.

Okay, well, I1'll try to get the information
for you and call you tomorrow morning.

Thank you.
Well, have a good day, and have a great

trip.
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How was approachability?

“Much more friendly?"

That's evaluating. How about: "I saw you greet the patron
and smile.”

How was comfort?

"I heard you speak in an interested helpful tone."

Did I ask open questions?

""he questions elicited a lot more information.®

Did the patron have my full attention?

Did I make attentive comments? Yes, I did.- And 1 par=-
aphrased and clarified what she said, especially when I took the
notes.

Was 1t appropriate for me to ask her if 1'd answered her
question? 1t would have been wouldn't it? It was not appro-
priate under the circumstances. Had I handed her five or ten
books on the subject of pets and that travel, I would have been
better able to do so.

While I was doing a follow up to workshop participants, one
librarian told me she had not been asking the folliow up ques-—
tion. I asked why she hadn'’ She said: “"Every time I asked
the follow up question, I found I was giving out incorrect
information. I'm wrong, so I'm not going to ask the question.”
Obviously she did not see the question as a tool to help her

redirect her questioning in order to be given correct informa-
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tion. Most workshop participants, however, have really found
positive reinforcement in the acknowledgement ©X the correctness
of their search. The librarian in question also was not coaching
with anyone. She apparently was not able to analyze her own
interviewing skills. A coach could have provided her with
feedback thus allowing for a change in specific behaviors
leading to correct answers.

We do have people who are coaching as a result of the
workshop. What we suggest 1is peer coaching. Peer coaching
brings people together at equal levels, thus people aren't thrown
into awkward situations where they may feel as though their job
is in jeopardy; this is what often happens with a supervisor --
librarian relationship.

People on bookmobiles and in sole service provider jobs have
used coaching very effectively by doing telephone calls, or by
taking recording or renumber question they worked on, and
reviewing it using the checklist to check themselves.

We also suggested that branches or perchaps bookmobile staff,
taking one behavior t» work on at a time. If I worked with
Dianna as .ay coach, I might say, "Now I'm not a very good
listener, so I'm going to need to really work on open questions,
because 1 sort of go right off and do things without listening,
as I did with Mr. Smith." Then Dianna would sinply watch for
those behaviors under "negotiation."” She would write down any
direct quotes I made. We would agree on a period of time for

observation. If I had a reference customer during that time then
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she would observe me.

" ]

Coaching gives me a chance to "see" to some extent mirror
images of my behavior in the interview. With my coach I can
speak freely and explore ay feelings and options about what I can
do.

As the workshop cones to a close we try to ensure the
transfer of skills by pushing the idea of using the behaviors
checklist back on the job. We also encourage the development of
individual action plans.

Through an action plan the librarian identifies the skill
that they're working on and makes a commitment to themselves to
find different ways of making sure they go back and do it.

We also utilize management coaching and reward. There are
more articles coming ocut in the literature on this now, but to
date they've been very limited. Found mostly in training mag-
azines these articles focus on how to set policies, setting time
priorities, etc.

The bottom line for our training is that the behaviors o:
good reference are within the control of the individual librar-
ian. If anything's going to change - and service is to improve -
it depends on the individual librarian's willingness to make that
change occur. When you think about it, the very simple skills
we've covered make the difference between whether a person gets
an answer fifty percent of the time or 100 percent of the time.
I think that makes a big difference when we talk about quality

library service.

59



The best testimeny, however, comes from the people we've
trained who say: "When I do these things, I feel more confident,
and I know from what the clients tell me when I ask the follow up
questions that I've gotten the information that they need.” I
value hearing this response most from those who are good refer-
ence librarians, and were good reference librarians, but who
simply needed to - and wanted to - refine their skills in order
to give the best possible, the most accurate reference service.

I thank you all for your attention.
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BEHAVIORS THAT CONTRIBUTE TO CORRECT ANSWERS~2/85

APPROACHABILITY NEGOTIATION (Inquiry)
Smiles Asks Open Questions
Makes LEye Contact * Probes

Gives Friendly Verbal Greeting * Paraphrases

Is At Same Level As Patron * Clarifies

* Informs

COMFORT * Checks oOut

Maintains Eye Contact * Summarizes

Shows Relaxed Body Posture * Uses Basic Sources

Makes Attentive Comments * Goes Beyond Immediate

("I See,” "Uh-huh") Resources

Speaks In Interested Helpful Tone * Cites The Source

INTEREST FOLLOW~-UP (Evaluation)

Maintains Eye Contact Asks "Dres This Conmpletely

Is Mobile, Goes With Patron Answer Your Question?"

Gives Patron Full Attention Closes The Interview
Tactfully

Maryland State Department of Education
Division of Library Development and Services
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BETTER CUMMUNICATION = BETTER REFERENCE SERVICE

A WORKSHOP TO LEARN REFERENCE BEHAVIORS THAT
CONTRIBUTE TO IMPROVED PERFORMANCE

PARTICIPANTS' AGENDA

Day 1

{Times Approximate)

8:45 a.m. REGISTRATION

9:00 a.m. INTRODUCTION / TO EACH OTHER /

TO THE WORKSHOP

What We Intend To Accomplish
How We Intend To Accomplish It
When We Intend To Accomplish It

10:30 a.m. BREAK

What We Learned About Reference
Performance In Maryland Public
Libraries And How We Can Improve
Performance

What My Communication Strengths
And Weaknesses Are

12:00 Noon LUNCH

1:00 p.m. How To Look At Reference Service
From The Patron's Point Of View
How To Be Aware Of The Effect Of
Values And Attitudes On Reference
Service

2:00 p.m. BREAK
Stage 1 Of A Reference Interview -
Setting The Tone
How To Be Approachable

Interim Assignment
Evaluation of Day 1

5:00 p.m. ADJOURN
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8:45 a.m.

9:00 a.m.

10:30 a.m.

12:00 Noon

1:00 p.m.

2:00 p.m.

5:00 p.m.

DAY 2

REGISTRATION
REVIEW ASSIGNMENT

How To Give And Receive Technical
Feedback

wWhat My Feedback Strengths And
Weaknesses Are

BREAK

Stage 2 Of The Reference Interview
- Getting The Facts

How To Listen

How To Elicit The Patron's Specific
Question

LUNCH

How To Elicit The Patron's Specific
Question (continued)

BREAK

Stage 3 Of The Reference Interview
- Giving Information

How To Give Information In A Clear
And Meaningful Way

Stage 4 Of The Reference Interview
-~ Following Up

How To Assure That You've Answered
The Patron's Question Correctly
How To Incorporate The HModel
Reference Behaviors In My
Repertoire

Interim Assignment

Evaluation of Day 2

ADJOURN
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DAY 3

9:00 a.m. REGISTRATION
9:15 a.m. REVIEW ASSIGNMENT

How To Be Approachable, Get The
Facts, Give Information, And
Follow Up To Assure Correct
Answers

11:00 a.m. BREAK

How To Give Yourself And Others
Positive Reinforcement

12:00 Noon Demonstrating Key Workshop
Learnings
2:00 p.m. BREAK

How To Assure That You Apply On
The Job What You've Learned In The
Workshop

Assignment

Evaluation of Day 3 / Total
Workshop

4:30 p.m. ADJOURN




STAGES OF AN INTERVIEW-9/85

Variable Minimum Required Behaviors
1. SETTING THE TONE Approachability {(Smiles

(Makes Eye Contact

(Gives Friendly

Verbal Greeting

(Is At Same Level —
As Patron

2. GETTING THE FACTS Comfort (Maintains Eye
Contact
(Shows Relaxed Body
Posture
(MaXes Attentive
Comments “"Yes,"
"I See," "Uh-Huh"
(Speaks In Interest-
ed, Helpful Tone

Interest {Gives Patron Full

Attention

(Is Mobile, Goes With

Patron

[ W

N~qotiation (Asks Open Questions
{' quiry) Probes, Paraphrases,

Clarifies

(Uses Basic Resources
(Goes Beyond Im-
mediate Resources

3. GIVING INFORMATION Comfort (All Behaviors Above
Interest (All Behaviors Above
Negotiation (Informs, Checks-Qut,

Summarizes

(Cites The Source

4. FOLLOW-UP Follow-Up {Asks "Does This
Completely Answer
Your Question?"
Closes The Interview
Tactfully
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MODEL REFERENCE BEHAVIORS CHECKLIST-11/85

YES NO EXAMPLES (Verbatim)
APPROACHABILITY
Smiles

Makes Eye Contact

Gives Friendly Greeting

Same Level As Patron

COMFORT
Maintains Eye Contact

Relaxed Body Posture

Speaks in Interested
Helpful Tone

INTEREST
Maintaine Eye Contact

Mobile, Goes With Patron

Attentive Comments
("I See,” "Uh, Huh")

Gives Full Attention

NEGOTIATION (inquiry)
Asks Open Questions

Paraphrases

Clarifies

Summarizes

Probes

Informs

Checks out

Uses Basic Resources

Goes Beyond Immediate
Resources

Cites the Source

FOLLOW-UP {(Evaluation)
Asks "Does This Completely
Answer Your Question?"

Closes the Interview
Tactfully
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FEEDBACK RATING SCALE-9/85

DESIRABLE UNDESIRABLE
Specific 3 2 1 0 1 2 3 General
Descriptive 3 21 0 1 2 3 Evaluative
Directed toward 3 2 1 0 1 2 3 Directed toward
modifiable non-modifiable
behavior behavior

Checked with 3 2 1 0 1 2 3 Not checked with
Sender sender

Solicited 3 2 1 0 1 2 3 Imposed

Maryland State Department of Education
Division of Library Development and Services
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INFORMATION AND REFERRAL APPLICATION TO BOOKMOBILE SERVICE

John Christenson

First I want to define information and referral, then talk
about information and referral as a library function, then give a
practical example with alternative funding, then I&R as a
bookmobile function, the pluses and minuses of that.

First of all, information and referral 1s a process of
linking an individual with an information need or a service need
through a resource designed to meet that need. So it's a little
bit different than reference.

Information referral in a library setting may include
developing and maintaining a resource file, the heart of informa-
tion referral, giving information, referral to other agencies,
follow-up. Information referral follow-up goes on to following
up the agency, calling up the agency that you referred the person
to; follow-up is very important.

Advocacy is something that we usually don't do. In informa-
tion referral if someone doesn't get what they need, you may have
to bargain with that agency and £find out why, or go to a legal
service or some other place, and that's something tha® librarians
usually don't do traditionally.

Identification of service gaps is part of information
referral. If you do see an information gap, you may have to deal
with the agencies about it, confronting them with gaps in their
services. You're not always popular when you do that, but it's
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part of good information referral.

Traditionally the public library has been the information
center for the library. Information referral expands this
function from only using published resources to include community
resources.

Another difference in information referral is that most
questions are related to human services, not relying on books or
the printed page. Questions about fuel assistance, medicare.
support groups of all kinds, health information, tax help,
weatherization, and sometimes even some crisis calls. Library
information referral is different than a social service agency
information and referral, and I believe it's better.

The library is broad-based. 1It's non-partisan, non-threat-
ening, and it has no eligibility requirements. It has no income
disclosures. Have you ever asked a library user when thes came
on the boockmobile how much money they earned? How many people
they have in the household? Are they rarried or living to-
gether? These are juestions that the social service people have
to ask, particularly with the tightening of social welfare
requirements, on the state, national, and county level.

But so far the library hasn’'t had to do that. A library's
goal is to provide information rconnecting the user with the
needed services, reather than to affect a change in the client;
this is something else we don't have to do, try to change the
clients' environment.

You can get lists of resources, agencies from the Chamber of
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Commerce, from telephone books, etc. Any of these lists will
lead you to other organizations. So it does take a while in the
beginning to get the lists of the organizations that you're going
to refer to and then to make sure that information is up to date.

Tne biggest criticisms we've had, not with what we're doing
but with other agencies, is people getting bum steers. We try to
provide the name and address and phone number of the agency, the
name o. the contact person, the services, the hours, the fees, if
any, the waiting list, if they have one, if they bhave qualifica-
tions of the clients, the limits of the service, and wransporta-
tion . . . if they can provide transportation if it's some kind
of service that people have to be transported to, and the date
that the information was verified.

Currency is vital. I want to emphasige this again.
Updating must be don~ on a regular schedule. New information
must be added on a regular schedule, and old information weoeded
out on a regular schedule. This is where volunteers really
help. You can't really run an information referral service
without enlisting volunteers; you can't get enough money to pay
people to do the work that's necessary.

Now the information you get is for use. It's not just to
cdllect in a fontastic resource file. You have to publicize it,
and maintain it. We have noticed that if our information
referral person isn’'t out pushing the product on a regular basis,
the calls start dropping. The difference between the information

referral and library reference work is that the library is there,
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it's something visible that people know is there. But informa-
tion referral is often a number, and if that numbe- isn't
immediately accessible and available to the person that needs it,
they aren't going to use it.

So you hav “o work hard at this. We've done all kinds of
things, telephone stickers, advertising it periodically in
newspapers, etc.

Another problem besides keeping that publicity going is
convincing librarians who aren't already doing this that
information referral is different, that it is a function, a very
worthy function of providing information in a library.

To start an information referral service I just refer you to

the bibliography. The guidelines published in Public Libraries

in the spring of 1986 are particularly good, and that's a good
bibliography.

Now I'm going to talk about information referral in the
bookmobile. I did some literature searches and could find
nothing about information referral on a bookmobile specifically.
We have the files on our bookmobile in our area, because it's one
of our pub'ic library outlets, and each public library outlet has
a copy of the files.

We've also sent out a looseleaf directory to everyone who's
listed in it, so we've published about six or seven hundred
copies. It is there on the booknmobile that I have talked to the
bookmobile librarians about it several times, and it has been

used several times in four or five years. It's not a reatl
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successfiil high level service.

That bookmobile doesn't do a lot of reference service. The
published notebook is good, if we are able to put all the
information on a micro, and if that bookmobile is able to be
automated in the future and have a micro, and then that informa-
tion will be even more accessible. If the bookmobile had a radio
of any kind, then there would be a possibility of using it to
answer questions asked through the referral service.

The disadvantage of information referral on a bookmobile is
that because the bookmobile is usually busy, there may not be
confidentiality. It may be hard to respond to questions asked
over the phone. Another barrier is the immediacy. I don't think
some of the questions would be the type you would want to respond
to over the radio while other people were listening, yet they
might be of an important nature requiring immediate response. 5o
there is a problem.

You could write the questions down and take them in to the
informat ion and referral base and have them call back the person
and follow up. I think this would be the most reliable way.

Now I would like to ask if any of you are doing information

referral on a bookmobile. This concludes my speech.
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MARKETING PRINCIPLES AND THE BOOKMOBILE

Dr. Joseph Grunenwald, Professor of Marketing
Clarion University of Pennsylvania

I'd like to talk a little this afternoon about marketing as
it relates to bookmobiles, and I'll do that in two parts. 1I'll
talk about marketing and what it is, and secondarily I'll make
some type of bookmobile application.

Marketing to some is a red desk and a plastic smile. We
have a peculiar notion that marketing is nothing more than
Madison avenue, super slick, and hype and hustle. To be sure
marketing has plenty of that, but that's not all of marketing,
indeed. Marketing is much more than the promotional element
suqgests.

Most of marketing is unseen, because most of marketing is
planning; it's determining what you want to do, how you're going
to do it, and how it is going to be done at the lowest possible
cost; that's what marketing is. Marketing is a management area,
so most of marketing like most of management cccurs behind the
counter and in one's head. So we want to look at marketing in a
realistic way.

To be sure we will talk about promotions, and 1'll suggest a
few for you for the bookmobiles, but at the szme time we have to
recognize that our marketing activity is not hither skither, it's
something that's focused and directed, and has objectives and
accomplishable goals.
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1 thinx sometimes any of us who has done the bookmobile tour
in our area may think more about the physioclogical tangible
elements of bookmobiling, that is: "This is a lousy, miserable
road I'm on, I hate this." We're thinking about the physio-
logical and equipment-based part of our job, and we're not
thinking about the most important part of our job, and that's
bookmobilirg.

I guess when we take a perspective that one of our primary
responsibilities is selling service, selling that bookmobile,
selling its products, and if we don't do that then we're not
successful, then maybe we would forget the low tire pressure, the
warm temperatures, and all the other irritations that we have,
and maybe it would all seem worth it. So we want to take a
little bit more mature look at marketing the bookmobile.

Sometimes we're all a little sheepish when we crawl into the
cab of that vehicle, as if we're slithering out away from the
library because we're an embarrassment; the thing smokes, it
backfires, it's =~usty; our manager gives us the impression that
he or she is glad to see us go, and with that send-off we go off
into the territory on our route embarrassed, shamefaced, Jjust not
thinking that we're much of a contribution to anything, and then
these clients that we face are not much better, because they come
to us, and we're that.

So we have some difficulties to overcome. We have to
recognize the strengths of a bookmobile system, we have to

identify what it is that it does, and secondly we have tn show
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why that bookmobile does it better than any other delivery system
that we can imagine. Once we get behind the wheel thinking we're
number one and we can prove it to you, *Ler we're going to do a
different job when we get to that first stop, and the twenty
first stop and to the 2,000 screaming kids that came to the stop
that day.

I want to show you what I think are the basic elements of a
marketing plan or a marketing program. Here's what I believe to
be a marketing program. It has five essential steps, and as I've
modeled it here, you see that it is an ongoing, a dynamic type of
process.

The five steps involve research inputs, strategy develop-
ment, tactical execution, program control, and program evalua-
ation. We need to talk about each of these five steps in order
to guide our marketing planning for a bookmobile., a retail
business, a manufacturing concern, or any other institution or
organization that wants to utilize marketing methods.

First let's talk about this concept called research input.
This morning we had a little go-round with some statistics and
all that sort of thing. We have various reactions to statistics:
sometimes we view statistics, the output of recsearch, quiz-
zically, sometimes we're interested, sometimes we're bored, and
sometimes we reject what we see out of hand because it doesn't
apply to us, and we have to deal with some of those thoughts
before we go any farther with this i1dea about research input.

The comment was made this morning: "What does the national
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average mean to me? I'm not average." Well, of course. None of
us is average on next to anything that I can imagine. Why then
1s a national average or any kind of average important to me and
how do I use that to make decisions about my marketing effort?

Think about some of the averages that you know, that you
compare yourself to. Notice I'm setting you up for the applica~
tion already. The average height of the average American male is
five foot nine and a half and growing. And I say to myself:
“I'm above average on that one,” and I start to think about where
I place myself in the overall scheme of things.

We mnight say "What's the average age for a female to be
married in the United State?" The average is 20 vears and 9
moéths. S0 we say: "I was a little younger than that or older
than that when I was married."”

Sometimes we use averages just to check how well we're
doing. We use those statistics to see how far along a track of
development we are. We use those statistics for ideas which are
new and creative, and sometimes we use those statistics to find
out how really different we are.

One of the reasons we collect statistics is to find out if
we are representative or nonrepresentative of everyone else. 1If
we find out as bookmobilists that we are different from everyone
else, then what we neced to do is take advantage of our peculiar-~
ities in a way that serves the needs of our people.

Statistics, output of survey research, are primarily focused

for comparison and planning. The research average doesn't tell
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you exactly what you have to do. It's not like a suit that will
be a perfect fit. But just like a suit which is built to an
average, it's tailored, it's tucked, it's cut, and the tailoring
process 1s marketing.

We're going to take the differences that we've observed in
our people, in our patrons, and we're going to make a plan that
fits their needs. 1I'm going to know how they're different than
average plans and how they're the same.

So I guess the key thing that we have to haul away from
statistical method and averaging is that first of all collection
of the statistics indicates thirgs to us which are important, it
gives us a basis for comparison, and to provide creative applica-~
tions or modifications . . . that's what research is about.

Now let's talk about doing a little research. Research does
not have to be intense, difficult, or impossible to perform.
Research might mean asking three or four questions of every
patron that comes across the doorway of your bookmobile, things
like "How old are you?" “How often do you come here?" "what do
you like best?" and "what don’'t we have that you'd like to see?"

Very quick hitting things that can be done during the period
of a normal transaction, with you just checking things on a
little three by five card . . . tha“’'s research. And what you're
finding wit that are thle peculiar things, the peculiar desires
Of your target service area, the peculiar needs of your service
area.

That brings us to the definition of marketing: 1 guess
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we're going to have to take the view that marketing represents a
need matching process. We match the needs of our clients, our
customers, our patrons, with the needs of a library or a book-
mobile. And we need to do that within cost constraints, socio-
economic constraints, and all of the other things, but that's
marketing at it's ultimate level.

If we say that we are not matching the needs or taking care
of all the needs of our service area, then we are not marketing
very well. If we have unserved clients or patrons who are
established as part of the nmission for our library system to be
reached, we're not marketing very well. Therefore, we nust take
the view that marketing is need-matching.

Librarians have to consider whether they are carrying the
books that they wart on the bookmobile or whether they are
carrying the bookec that the patrons want. The Key thing is that
I can put on the shelves of my library at home what I think is
good, but if it doesn't match wrat my wife and chilaren need and
use, what happens to those books? They den't get used.

We have to decide what this booknobile is supposed to
do. Do we have an education mission