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INTRODUCTION TO SERVICE RESPONSES

This booklet is part of set of materials entitled Planning for Results: A Library Transformation Kit.  The Service Response Resource Guide contains a wealth of information about how public libraries can serve their communities, valuable suggestions about how libraries can evaluate services, and a detailed look at the critical resources libraries wanting to offer specific services at an exceptionally high level will need.  While this booklet can be used by itself, the greatest benefit will come from using it in conjunction with the other resources included in the Library Transformation Kit.  

Planning for Results stresses the importance of the connection between community needs and library services.  It guides libraries in their efforts to design an overall program of service that is both dynamic and relevant.  Exercise some caution if you are using this booklet outside the context of the Library Transformation Kit.  Service responses should not be selected in a vacuum.  A library shouldn’t choose to offer a particular service simply because that’s what the library has done in the past or because the library board, director, or staff is comfortable providing it.  The selection of service responses should be firmly rooted in an awareness of what the people of the community served want and need.

What exactly is a service response?  How does a service response differ from the eight library roles introduced in Planning & Role Setting for Public Libraries in 1987?  In simple terms, a service response is what a library does for, or offers to, the public in an effort to meet a set of well-defined community needs.  Roles are broadly defined categories of service; they describe what the library does in a very general way.  Service responses, on the other hand, are very distinct ways libraries serve the public.  They represent the gathering and deployment of specific critical resources to produce a specific public benefit or result.

This booklet provides fourteen service responses.  It is by no means an exhaustive list of the possible ways libraries can meet the needs of their communities; it simply captures most of the primary services that libraries offer in a general way.  Because communities differ however, the ways libraries carry out these services differ as well.  The Business & Career Information service offered at one library may vary significantly from the Business & Career Information service offered by another library.  The differences are perfectly appropriate if they result from a tailoring of services to address local needs.

The service responses that follow aren’t intended to make libraries more alike.  Quite to the contrary, the descriptions and the examples offered are provided to help library planners see the many possibilities that exist for matching their services to the unique needs of their communities.  The service responses are a starting point, not an ending point.

Each of the service response descriptions that follow are organized in the same way.  Because Planning for Results stresses that planning is ultimately about producing results by meeting community needs,  each service response description begins with a section entitled Needs Addressed by this Service Response.  This section, which also appears in the short service responses in the How-To Manual, will help you make the connection between the needs you’ve identified in your community and the services the library should provide.  

Next, under the heading What the Library Does and Provides, is a general description of what a typical library offering this service does or what it offers to its community.  In this section, the words “the library will” are used to indicate things that are at the heart of the service.  They point out the key characteristics.  The words “the library may” are used to indicate desirable enhancements to the service that are offered by some libraries.

Each of the service response descriptions also contains a section entitled Some Possible Components.  This is nothing more than a list of the kinds of things some libraries do as a part of carrying out a particular service response.  You’ll find that these lists can be helpful as you try to visualize what a new service might be like in your community.  Use this list to expand your thinking about  some of the options available to your library as it attempts to match community needs and services.

The fourth section of each service response follows the words Target Audiences & Aspects.  Most of the variability between and among libraries offering a particular service comes either from targeting a service to reach a specific population or from concentrating on a certain aspect of the service.  For example, one library might choose to design a service aimed at helping college students meet their formal educational goals while another may decide to provide homework help for children in grades 3 - 5.  While both libraries are offering the Formal Learning Support service response, it’s obvious that the services at the libraries would be quite different.

In the same vein, one library might emphasize helping genealogists trace their family history while another could stress access to information about local or regional history.  Local history and genealogy have been linked in the service responses because they share some critical resources.  The same is true of Business & Career Information service.  A library could decide to “unbundle” them, to emphasize just one aspect rather than both.  Libraries often find this kind of targeting enables them to have a significant impact on a segment of the population at a much lower cost than they would incur if they offered the service to everyone in the community.  

Next, comes a section entitled Resource Allocation Issues to Consider.  The information included here will give you an idea of the resources that may be required to achieve excellence in a particular service area.  Remember that the idea behind selecting service responses is the identification of service priorities.  The Resource Allocation Issues to Consider sections contain specific information about what your library probably needs in the way of staff, collections, technology, and facilities if you choose to emphasize a particular service .  This component is included because Planning for Results is built around the idea that a library can have a greater impact on its community if it does a few things well than if it does many things less well.

For example, the Resource Allocation component addresses the follow types of questions:  What are the desirable characteristics in staff that provides Lifelong Learning Service?  What kind of collection does a library need to do an excellent job of providing Government Information Service.  What are the special facilities needs associated with high quality Formal Education Support service?  What sort of technology does the library need to offer exceptional Community Referral service?

It’s important to note that you should use the Resource Allocation Issues to Consider section to figure out what you need to carry out a service response rather than to determine whether you should do it.  If a service is critically important to the people in your community, you should be looking for ways to offer the service rather than finding excuses for NOT offering it.  You may eventually come to the conclusion that your library simply doesn’t have the resources, even if it reallocates them from other services, to perform a service well.  But don’t reject a service out of hand before exploring reallocation, partnering with other community organizations, targeting service to a specific population, or  concentrating on a single aspect of the service.

While issues such as adequate electrical and computer network wiring and compliance with the Americans with Disabilities Act Guidelines (ADAG) have not been included in each service response, make sure you consider them as you think about what you’ll need to carry out a given service at a high level.  For example, if you’ve selected a service response that involves the heavy use of library meeting facilities, it probably isn’t adequate for your library to simply have restrooms that are accessible somewhere in the library; accessible restrooms should be located in close proximity to the meeting rooms.  Along the same lines, if you select a service that entails the heavy use of computerized databases, special attention needs to be given to the adequacy of your library’s electrical and computer network wiring, adaptive technologies, and appropriate adjustable workstation furnishings.

Each of the service response descriptions includes short Stories about libraries which offer that service.  The stories are included for two reasons.  First, they demonstrate the fact that no two successful libraries are exactly alike.  The libraries included in the booklet have truly customized their services to fit their communities.  Second, it is hoped that the stories will stimulate creativity; that seeing what other libraries have done will encourage you to experiment and innovate.

The last section of each service response description, entitled Evaluation Measures to Consider, contains information about how your library can evaluate its performance in carrying out that service.  These suggestions for which measurement tools work particularly well with each service are broken down into input, output, and outcome measures and indicators.  This information should help you pick the right assessment tools to measure what you really want to measure.  It may also help you determine what data you might STOP collecting. 

Finally, be aware that Planning for Results: A Library Transformation Kit includes an exercise libraries can use to “build their own service response.”  Carefully consider adapting one of the service responses that are provided before you jump right into developing your own.  However, if your community has specific needs that aren’t adequately addressed by adopting and adapting the services included in this booklet, don’t be afraid to try building your own unique response.

BASIC LITERACY
Needs Addressed by this Service Response

A library that offers BASIC LITERACY service addresses the need to be able to read and to perform other essential daily tasks that require the ability to read.

What the Library Does and Provides

The library will provide a learning environment, specialized materials, and access to trained tutors to help people reach their personal literacy goals.  The library may provide specially designed facilities and access to instructional technologies that enhance the effectiveness of tutoring efforts.  Library staff, or highly trained volunteers may be used to provide the tutoring.

Some Possible Components of Basic Literacy Service

•
English as a Second Language (ESL)

•
Family literacy programs

•
Tutoring or tutorial materials and exam preparation guides

•
Teaching functional math skills

•
Use of instructional media / tutoring software

•
Small meeting spaces for tutors and learners to meet

Target Audiences & Aspects

Target Audiences:  A library offering BASIC LITERACY service may choose to serve the general public or to target a specific population such as recent immigrants.  Efforts may be focused on individuals or may involve other family members.  

Service Aspects:  Literacy training may concentrate on improving general reading comprehension or it could focus on providing assistance needed to accomplish a specific goal such as attaining a Graduate Equivalency Diploma (GED).

Resource Allocation Issues to Consider

Staff:  All staff involved in providing BASIC LITERACY service should be required to complete a literacy volunteer training program.  Library staff members need to be aware of the challenges and the problems faced by adult new readers, individuals learning English as a second language, and other learners enrolled in the literacy program.  Formal education in reading instruction and/or educational methods is desirable.  Staff providing this service should have strong community networking and communication skills.  All volunteers used in the program should have completed a comprehensive training program for literacy volunteers.

Collection/Information Resources:  The library providing BASIC LITERACY service should have materials and resources such as workbooks and controlled vocabulary texts specifically designed for use in literacy programs.  The library may choose to offer computer software intended to supplement the interaction between learners and their tutors.  A supplemental collection of high interest/low vocabulary materials may also be provided.

Facilities:  Libraries providing BASIC LITERACY service need to provide quiet, and relatively private areas for tutoring.  Small study rooms (for two people) are ideal.  Classroom space may be provided.

Technology:  Computer-based and computer-assisted literacy training opportunities should be considered by all libraries providing BASIC LITERACY service.  Multi-media computers and software designed to encourage independent learning may be provided.

Likely Stories

Broward County, FL


Chester County, SC

Evaluation Measures to Consider

Inputs:
Number of people needing literacy services

Number of tutors 

Number of learners

Number (Full-time equivalents) and level of staff providing this service

Amount of library space used for this service (including classroom space, study rooms, office space for program and volunteers)

Number of computers available for use in literacy program

Number of literacy materials provided

Amount budgeted for literacy materials 

Outputs:
Number of paired students and tutors

In-library use of literacy related materials

Circulation of literacy related materials 

Volunteer contact hours with learners

Number of hours logged using computer-based literacy tools

Number of hours of classroom/study facility use for literacy purposes

Outcome Indicators:

Participants in literacy program attain their personal learning goals

Learners obtain employment

Learners obtain GED

BUSINESS & CAREER INFORMATION
Needs Addressed by this Service Response

A library that offers BUSINESS & CAREER INFORMATION service addresses the need for information related to business, entrepreneurship, employment, work, and personal finances.

What the Library Does and Provides

The library will provide expert personal assistance, specialized electronic and print resources, and services of interest to the business community, to investors, to individuals who are seeking employment or who are dealing with a changing work environment, and to individuals who are contemplating a career move or change.  Library users will be able to access a significant amount of information without visiting the library by using the telephone, fax, e-mail or other electronic delivery systems.  The library may provide computers, printers and other office equipment for public use, may offer special programs on business and career topics, and may offer specialized facilities for business meetings and/or for career counseling. The library may also create business and career resources or may locate and organize related information on a web page.

Some Possible Components of Business & Career Information Service

•
Career guidance counseling

•
Job placement service

•
Public use computer equipment for preparing resumes

•
Copy or business services center

•
Programs on investing

•
Programs on writing resumes or on job interviewing skills

•
Career day programs

•
World Wide Web links to business & investment Internet sites

•
World Wide Web links to job postings & job placement Internet sites

Target Audiences & Aspects

Target Audiences:  Services may be designed to meet the special needs of entrepreneurs, small business owners, and individuals seeking or facing a change in career or employment.

Service Aspects:  The library selecting BUSINESS & CAREER INFORMATION service may offer both of these related services or may choose to concentrate on either the business or career aspect.  A library might focus on a specific component of one of these two areas such as providing investment information or college financial aid information.

Resource Allocation Issues to Consider

Staff:  Staff providing BUSINESS & CAREER INFORMATION service need to develop and maintain a good knowledge of business, financial, career, and employment topics.  Formal coursework in economics, business administration or work experience in related areas is desirable as is education or experience in guidance or career counseling.  Staff should be highly skilled in using a variety of computer search engines to access resources on the Internet and through other on-line sources.  

Collection/Information Resources:  Business and career Information resources are very time sensitive.  Information is changing daily and new reliable resources need to be sought continually.  Libraries concentrating on specific aspects of this service, such providing assistance in searching for employment, personal investment, or entrepreneurship, will need different specialized tools.  Libraries need to consider the purchase of multiple copies of high demand items such as materials on resume writing, occupational guides, and civil service or placement exam manuals.

Facilities:  BUSINESS & CAREER INFORMATION service is often provided from the same physical space as other reference and information services.  Typically, a great deal of space and furnishings are shared.  Meeting room space for programming is important but may also be shared with other services.  Since many Business and career resources tend to be non-circulating, adequate table space should be provided to support in-house use of materials.

Technology:  Providing excellent BUSINESS & CAREER INFORMATION service requires the use of many technologies.  Some computer workstations should be equipped with adaptive technologies to provide access for hearing and sight impaired users.  Communications technologies are particularly important for the business aspect of this service response.  The library needs a high quality telephone system, the capability of sending and receiving faxes at the business information service desk, as well as copying facilities.  Libraries emphasizing the business aspect may want to consider a business services center including equipment such as color copying equipment, copiers that collate, binding machines, etc.  The demand for videoconferencing facilities is likely to increase significantly in the near future.  Public use computers and printers loaded with a standard suite of office productivity software are important for both business and career service.  The availability of public phones is an important component of the career and employment aspect of this service response.

Likely stories


Sterling, TX


Milwaukee, WI

Evaluation Measures to Consider

Inputs:
Number of businesses in the service area

Number of people in the targeted audience(s)

Amount budgeted for business and career resources (print & electronic)

Number (Full-time equivalents) and level of staff providing this service

Amount of library space used for this service

Number of hours the service is fully accessible

Number of computers available for providing this service

Number of phone lines or dial-in computer ports available

Outputs:
In-library use of materials (in specific subject areas)

Reference completion rate (related to target audiences and subjects)

Circulation (in specific subject areas)

Number of programs offered related to business & career topics

Attendance at programs related to service

Number of hits on library business web page 

Documents delivered via fax to business users

Hours of use of business equipment provided for business & career 



purposes (for preparing resumes/business plans, etc.)

Number of uses and duration of use of business and career related CD-
ROMS and databases

Outcome Indicators:


People using library services and resources find appropriate 


employment

New businesses are successfully launched by users of library business 
services

Existing businesses that use library services expand

CATALYST
Needs Addressed by this Service Response

A library that acts as a CATALYST helps address the need for public discourse in seeking solutions to community problems.

What the Library Does and Provides

The library will facilitate the resolution of community problems by convening and coordinating public discourse about issues of concern.  Community leaders, representatives of community organizations and governmental agencies and the general public will be brought together to identify problems and issues and to devise plans to address those issues.  The library may use library resources and staff reference skills to supply background information regarding methods other communities have used to address the issue at hand. The Library may identify facilitators who can help participants analyze the situation and reach consensus on the action(s) that should be taken.

Some Possible Components of Catalyst Service

•
Public issues forums

•
Political candidate debates

•
Community service fair

•
Library moderated issue listservs

•
Public hearings

•
Community “office hours” for elected officials

•
Automated room scheduling

Target Audiences & Aspects

Target Audiences:  The library providing CATALYST service may target problems related to a specific segment of the population such as seniors or preschool children.

Service Aspects:  A library may concentrate on a particular type of problem such as job related education and training needs in the community or mental health.  A library could partner with another community organization with the library providing some aspect of the service such as locating and organizing background information on an issue.

Resource Allocation Issues to Consider

Staff:  Staff involved in carrying out the Catalyst service response need to develop and maintain a high level of knowledge about their community.  Staff providing this service will be constantly involved in monitoring and assessing community issues and events.  Previous experience working with a nonprofit or a social service agency is very helpful to staff members providing this service.  Strong community organization and networking skills are desirable as is experience in group processes and working within a political context.  It is important to consider the amount of maintenance assistance required to handle frequent meeting room set-up and cleaning.

Collection/Information Resources:  Many of the information resources required to provide Catalyst service are not typically contained in the library’s collection.  Library staff will frequently need to seek out fugitive information contained in unpublished reports, such as studies or reports of projects in other communities, as well as in popular periodicals and books.

Facilities:  Meeting spaces for small group meetings and for large public gatherings are required; however libraries sometimes use other community meeting spaces for large meetings.  The provision of ample parking facilities is of particular importance.

Technology:  The Internet is an extremely valuable tool for determining what other communities have done to address specific problems.  The library may want to consider moderating listservs and providing e-mail accounts for representatives of agencies who do not have e-mail access.  Since summaries of the efforts in other communities are often captured on videotape, providing facilities where a group of individuals can watch videotapes is important.  Videoconferencing capability is becoming increasingly important.  Meeting room facilities should be equipped with adaptive technologies to help the hearing and sight impaired fully participate in meetings.

Likely Stories


Fort Bend County, TX


Ramsey County, MN


Corvallis-Benton County, OR

Evaluation Measures to Consider

Inputs:  

Number of people in the service area

Nature of problems in the community

Number (Full-time equivalents) and level of staff providing this service

Amount of library space used for this service (including office space as 



well as meeting room facilities)

Number and type of meeting facilities

Number of paid staff memberships in community organizations

Amount budgeted for materials and database searching to develop 



background information

Number of parking spaces

Outputs:

Number of community meetings hosted

Attendance at community meetings hosted

Number of background information packets prepared

Number of displays or exhibits on community issues presented

Number of community agencies officially participating in sessions 


hosted by the library

Number of elected officials attending sessions hosted by the library

Number of requests for library involvement in researching issue 
background

Circulation of materials in subjects related to issues discussed in 


meetings

Level of activity on library moderated issue listservs

Outcome Indicators:

Major community issues discussed at the library are resolved

Communication between and among community organizations 
participating in library hosted sessions increases

 Number of jointly sponsored projects involving community organizations 
participating in library hosted sessions increases

COMMONS
Needs Addressed by this Service Response

A library that provides a COMMONS environment helps address the need to meet and interact with others in their community. 

What the Library Does and Provides

The library will provide public space for meeting and gathering that is recognized as inviting, neutral, and safe by all individuals and groups in the community.  The library may provide a variety of meeting and gathering spaces including large meeting rooms, small group meeting and study rooms, and open public spaces that invite conversation and discussion.  The Library may provide electronic means of assembling such as videoconferencing facilities.

Some Possible Components of Commons Service

•
Large, medium, and small meeting room spaces

•
Community events bulletin board or kiosk 

•
e-mail accounts for the public

•
Coffee shop or restaurant in the library

•
Videoconferencing facilities

•
Automated room scheduling

Target Audiences & Aspects

Target Audiences:  A library could target a particular group such as young adults or older adults for special attention.   

Service Aspects:  The library could concentrate on a particular aspect of the service such as providing community meeting room space  if it partnered with another organization or agency to provide community based programming on a regular and ongoing basis.

Resource Allocation Issues to Consider

Staff:  Staff involved in providing COMMONS service need to develop and maintain a good working knowledge of the community.  Both good “people skills” and good management skills are required.  A good knowledge of audiovisual equipment is necessary as are good public relations skills. It is important to consider the amount of maintenance assistance required to handle frequent meeting room set-up and cleaning.

Collection/Information Resources:  COMMONS is largely a facilities related service response; however, collections are important in that they are often the drawing point that brings people into the library.

Facilities:  COMMONS is a facilities intensive role.  It symbolizes the idea of “library as place” in the community. Innovative approaches to creating unique environments such as coffee bars should be considered.  Parking available at or near the library should be adequate to handle the traffic generated by full capacity meeting room use in addition to parking required to support other library use.

Technology:  Traditional audiovisual technologies such as video cassette recorders, televisions, overhead projectors and microphones are heavily used in a library providing a Commons environment.  Video projection is now commonplace.  Videoconferencing facilities will be in greater demand as additional sites are wired and as costs for this technology drop. Meeting room facilities should be equipped with adaptive technologies to help the visually and hearing impaired fully participate in meetings.

Likely Stories

St. Charles Parrish, LA


Detroit Lakes, MN


Papillion, NE


Sheridan, WY

Evaluation Measures to Consider

Inputs: 

Number of people in the service area

Number (full-time equivalents) and level of staff providing this service 



(including maintenance and personnel doing room set-up)

Amount of library space used for this service (including office space and 
storage space related to the service)

Number of hours the library or its meeting rooms are accessible

Number and type of meeting spaces within library (kitchen/catering 


space, exhibit spaces, etc.)

Audiovisual equipment, meeting room furniture

Number of parking spaces

Outputs:

Attendance at meetings held at library

Number of different community groups using library facility

Number of hours of use of meeting room/group study facilities

Percent of library hours during which meeting rooms are used

Gate count

Outcome Indicators:

Increase in interaction between and among community organizations

Increase in joint sponsorship of programming
COMMUNITY REFERRAL

Needs Addressed by this Service Response

A library that offers COMMUNITY REFERRAL addresses the need for information related to services provided by community agencies and organizations.

What the Library Does and Provides

The library will establish ongoing relationships with community organizations and local governmental agencies.  The library will develop and maintain, or will facilitate the development and maintenance of a database of available services and the qualifications for receiving those services.  The library will provide easy, convenient, confidential access to the information in a variety of ways such as walk-in service, toll-free telephone service,  or Internet access.  The library may provide intake and assessment forms from referral agencies and library staff may conduct initial interviews or may provide follow up with clients and/or agencies to determine whether services were provided that met the individual’s need.

Some Possible Components of Community Referral Service

•
Community information database

•
24 hour information and referral line

•
Dial-in access to community resource files

•
Electronic access to community resource files through computer kiosks in public places such as malls, post offices, and schools

•
Counseling and follow-up tracking service

Target Audiences & Aspects

Target Audiences:  The library offering COMMUNITY REFERRAL SERVICE could target its service to a segment of the population by providing high level referral service only to agencies assisting young people or to the unemployed in the community.

Service Aspects:  The library could focus on a single aspect or to several aspects of the service through partnerships with other organizations or agencies.  For example, the library might build and maintain the community database while another organization provides staff to handle personal and telephone contacts as well as counseling.

Resource Allocation Issues to Consider

Staff:  Staff providing Community Referral service need to develop and maintain a good working knowledge of the community the library serves and extensive knowledge of community agencies and their services.  Staff also need excellent computer skills and experience working with computer databases.  A social work or counseling background is an asset.  Clerical staff to do data entry may be required if the library is maintaining a large community information database.

Collection/Information Resources:  To a large extent, COMMUNITY REFERRAL service depends on information resources created by or maintained by the library.  Quickly changing information rather than the static information found in monographs is most important to the service.  Some directories of services are used; however, this information is typically rapidly out-of-date. 

Facilities:  If the library is making direct personal contact with the individuals seeking services, special attention should be paid to making the information desk as non-threatening as possible.  Providing COMMUNITY REFERRAL service sometimes involves the exchange of confidential information.  Facilities should be designed to allow for some degree of privacy between the user and the library staff.  If the library is providing access to the community resource data-base only by telephone or through a dial-in service, the facilities requirements are minimal with the exception of adequate electrical and network wiring to support the computers needed to host the community resources database.

Technology:  The value of a community resources database can be magnified if a “read-only” version of the basic information is made available to the public.  Providing dial-in or World Wide Web access to the information can be very helpful to potential users who are unable to use the library during normal business hours.  A computer large enough and fast enough to host the database and a computer network capable of distributing the database throughout the community is desirable.  Some computers should be equipped with adaptive technologies that allow sight and hearing impaired to access resources.

Likely Stories


Kootenai-Shoshone Area, ID

Evaluation Measures to Consider

Inputs:

Number of people in the community

Number of service agencies in the community

Number (Full-time equivalents) and level of staff providing this service

Amount of library space used for this service

Number of hours the service is fully accessible

Number of computers and printers available for providing this service

Number of phone lines or dial-in computer ports available

Number of community based computers that can access database

Outputs:

Size, accuracy, and recency of community information database

Number of individuals referred to community agencies and 
organizations

Number of hits or accesses of community information database

Number of successful referrals (if follow-up service is provided)

Outcome Indicators:
Individuals referred to agencies report that library helped them find 
needed assistance

Individuals referred to agencies return to library for help with other 



issues

CONSUMER INFORMATION

Needs Addressed by this Service Response

A library that provides CONSUMER INFORMATION service helps to satisfy the need for information that impacts the ability of community residents to make informed consumer decisions and to help them become more self-sufficient.

What the Library Does and Provides

The library will provide expert assistance and specialized electronic and print resources to individuals who are interested in becoming more knowledgeable consumers and/or individuals who need to make important consumer decisions.  The library will offer resources that include critical reviews of products and services and wholesale price guides for durable goods.  The library will also offer access to information on maintaining and repairing consumer goods.  The library may provide programs on topics such as health, nutrition, child-care, and consumer affairs.  The library may offer practical pamphlets, booklets, and/or electronic access to resources produced by cooperative extension agencies, governmental entities, and consumer advocacy organizations.  The library may also create its own consumer resources such as informational brochures or it may locate and organize consumer related information on a web page. 

Some Possible Components of Consumer Information Service

•
Special programs on health, legal, or consumer topics

•
Library web page on consumer issues

•
Library produced publications/flyers on consumer topics

•
Child care referral service

•
Tele-text service on consumer topics

Target Audiences & Aspects

Target Audiences:  The library could focus their efforts on serving target populations such as teen-age mothers or seniors on fixed incomes.

Service Aspects:  The library offering Consumer Information service could narrow its emphasis to a specific topic such as health information.  It could focus on providing information needed to repair and maintain durable goods such as automobiles and washing machines.

Resource Allocation Issues to Consider

Staff:  Staff involved in providing CONSUMER INFORMATION service need to develop and maintain a good knowledge of consumer, health, nutrition, and legal topics.  They need to be highly skilled in data-base searching and should be familiar with a variety of computer search engines to access resources on the Internet.  

Collection/Information Resources:  A wide variety of materials and resources are needed to support CONSUMER INFORMATION service.  Some aspects of the service demand up-to-date reviews of consumer goods found in periodicals and from on-line sources.  Other aspects of the service call for maintaining significant retrospective collections of repair manuals.  Web sites, newsletters, and other publications from governmental agencies, universities, and non-profit organizations also contain valuable consumer information.

Facilities:  Providing CONSUMER INFORMATION service often requires considerable interaction between library users and library staff and sometimes involves the exchange of confidential information.  Facilities should be designed to allow for some degree of privacy between the user and the library staff.  CONSUMER INFORMATION service is often provided from the same physical space as other reference and information services.  Typically, a great deal of space and furnishings are shared.  Adequate table space for use of non-circulating materials is essential.  Meeting room space for programming is important but may also be shared with other services.   Display racks should be provided for distribution of brochures and other free consumer publications.

Technology:  A great deal of CONSUMER INFORMATION is available from on-line sources.  Libraries offering this service need to provide physical spaces that can accommodate computers and printers.  Some computers should be equipped with adaptive technologies that allow sight and hearing impaired users to access resources.  A copy machine or machines should be provided in close proximity to print resources.  Standard programming tools such as an overhead projector, screen, and video playback/projection equipment should be available in the library's meeting facilities.

Likely Stories


Plum Lake, WI


(Ask Charlie about library that produces a consumer newsletter)

Evaluation Measures to Consider

Inputs:

Number of people in the community

Number of people in the targeted audience(s)

Amount budgeted for consumer resources (print & electronic)

Number of consumer related materials or resources

Number (Full-time equivalents) and level of staff providing this service

Amount of library space used for this service

Number of hours the service is fully accessible

Number of computers available for providing this service

Number of phone lines or dial-in computer ports available

Outputs:

In-library use of materials (in specific subject areas)

Reference completion rate (related to target audiences and subjects)

Circulation (in specific subject areas)

Number of programs offered related to consumer topics

Attendance at programs related to service

Number of hits on library consumer information web page  

Number of uses and duration of use of consumer related CD-ROMS and 
databases

Outcome Indicators:

Individuals continue to use the library’s consumer resources

Individuals who have used library consumer resources refer friends and 
relatives to the library

Users of library consumer services relate their successes to library staff

Users of library consumer resources assist with programming on 



consumer topics

CULTURAL AWARENESS

Needs Addressed by this Service Response

A library that offers CULTURAL AWARENESS service helps satisfy the desire of community residents to gain an understanding of their own cultural heritage and the cultural heritage of others.

What the Library Does and Provides

The library will provide in-depth collections of materials and resources in many formats and will offer programs and special displays that reflect the cultural heritage of populations in the library service area.  The library staff may be multi-lingual and print materials, media materials, the library’s on-line catalog, other electronic resources, and cultural programming may be offered in the languages spoken or read by the residents of the community.  The library may also offer resources and services that promote awareness of cultures in addition to those represented in the community.

Some Possible Components of Cultural Awareness Service

•
Ethnic Resource Centers

•
Library publications in several languages

•
Lectures & book discussion groups

•
Performance and exhibit space

•
Cultural fairs

•
Cultural exhibits

•
Art displays

•
Dramatic, musical, and dance performances

•
Diversity and cultural sensitivity forums

Target Audiences & Aspects

Target Audiences:  CULTURAL AWARENESS service could be provided for all people in the community or it could be targeted at specific age groups such as children in the intermediate grades or seniors.

Service Aspects:  A library might concentrate on reflecting a particular culture represented in the community or it could focus on the literature or performing arts of a culture or cultures.

Resource Allocation Issues to Consider

Staff:  Staff providing CULTURAL AWARENESS service needs to develop and maintain a knowledge of and sensitivity to various cultures, especially those represented in the community the library serves.  Staff should specifically have a good background in literature and in the arts.  The ability to understand and speak languages spoken in the community is desirable as are good public relations and organizational skills.  It is important to consider the amount of maintenance assistance required to handle frequent meeting room set-up and cleaning.  It is also important for staff to have a good knowledge of audiovisual equipment.

Collection/Information Resources:  The collection and information resources supporting CULTURAL AWARENESS service usually includes materials in many formats and resources in many languages.  The history, traditions, prominent historical and contemporary figures, and issues related to specific cultural groups should be a focus of in depth collections.  In addition to maintaining a collection of print materials representing the literature of a culture, materials such as video and audio recordings that capture performance arts such as music and dance are usually included.  Libraries may also collect visual arts such as paintings and sculpture or may make these art forms available as computer images.

Facilities:  Performance and display space is critical for libraries providing CULTURAL AWARENESS service.  Good acoustics, and a raised stage for performances is an asset.  Gallery and/or display space should be provided.  Multi-lingual signage is an important consideration if the library serves a significant non-English speaking population or users for whom English is a second language.  Facilities that allow for public participation in arts and crafts projects should also be available. Parking available at or near the library should be adequate to handle the traffic generated by full capacity meeting room use in addition to parking required to support other library use.

Technology:  A full range of technologies used by performers should be provided.  A high quality sound system capable of accepting a variety of inputs, and video display and/or projection equipment are essential.  Theatrical lighting and video-taping and editing equipment may also be provided.  Since many cultural resources are available on CD-ROM and from the Internet, the library should supply multi-media computers capable of sound and of displaying high resolution graphics. Meeting room facilities should be equipped with adaptive technologies to help the visually and hearing impaired, as well as non-English-speaking populations fully participate in meetings and activities.

Likely Stories


San Antonio, TX


Queens, NY

Evaluation Measures to Consider

Inputs:

Number of people in the community

Number of people from each ethnic/cultural group in the community

Number (Full-time equivalents) and level of staff providing this service

Amount budgeted in specific subject areas or for resources in specific 



languages

Amount of library space used for this service (including office space and 
storage space as well as meeting room space) 

Number of hours the library facilities are accessible

Number of computers and software available for providing this service

Number of phone lines or dial-in computer ports available

Number of community based computers that can access databases

Number of parking spaces

Number of staff able to speak the language(s) of the community served

Outputs:

Library visits per capita  (target audiences)

Program attendance per capita  (target audiences or subjects)

Circulation per capita  (target audiences or subjects)

Number of pathfinders created  (target audiences or subjects)

Number of cultural exhibits provided

Number of partnerships developed with local cultural and ethnic 
organizations

Reference completion rate

Reference transactions per capita (target audiences and subjects)

Outcome Indicators:

New cultural organizations are formed

Cultural programming is increasingly community initiated

CURRENT TOPICS & TITLES

Needs Addressed by this Service Response

A library that provides CURRENT TOPICS & TITLES helps fulfill the desire for satisfying recreational experiences and the appetite of community residents for information about popular cultural and social trends.

What the Library Does and Provides

The library will provide a current collection with sufficient copies of titles in high demand to ensure customer requests are met quickly.  Materials will be offered in the formats and in the languages people want and will be selected primarily on the basis of mass appeal.  The library’s collections will be organized in ways that make items easy to find and will be marketed to the public through the use of displays and display shelving.  Staff knowledgeable of the content of best-selling titles and the style of popular authors and performers will offer expert guidance to the public.  The library will monitor pre-publication review sources and publisher advertising campaigns in order to anticipate public demand.  The library may also track personal appearances, media appearances, publicity tours of authors and the schedules and media reviews of artist’s performances for the same reason.  The library may offer programs such as book talks, book signings, performances, and exhibits that promote current and forthcoming releases. 

Some Possible Components of Current Topics & Titles Service

•
Book talks

•
Author book signings

•
Reader’s Advisory Services

•
Preview stations for videos and recordings

•
Display shelving

•
Drive through check-out and/or return

Target Audiences & Aspects

Target Audiences:  CURRENT TOPICS & TITLES can be targeted to the general adult public as well as to other age groups such as young adults and/or children.

Service Aspects:  A library could choose to narrow the scope of this service by offering a current popular collection of materials in a particular format such as video.

 Resource Allocation Issues to Consider

Staff:  Staff providing CURRENT TOPICS & TITLES service need to be knowledgeable about popular culture and literature.  Staff will need to spend a significant amount of time keeping current with what’s in and what’s out.  Staff members should have broad personal interests and should frequently read, view, and listen to the types of materials the public is demanding.  Skill in marketing and merchandising, including public relations, is an asset.

Collection/Information Resources:  Since popular demand is the primary criteria for the collection that supports CURRENT TOPICS & TITLES service, the collection will contain materials in the many formats library users prefer.  Non-fiction and fiction titles, paperbacks and hardbound books, popular magazines and non-print materials such as video and audio formats should be provided.  Libraries may offer CD-ROMs, multimedia kits, puppets, and computer games.  Quantities of popular titles in all formats should be sufficient to make the library a dependable source of high demand items.

Facilities:  Facilities used to provide CURRENT TOPICS & TITLES service should be designed to allow for the "marketing" of materials.  Display shelving, display end panels, and ample room for browsing through collections should be provided.  A pleasant atmosphere should be created by providing comfortable chairs and excellent lighting.  Innovative approaches to creating unique environments such as coffee bars should be considered.

Technology:  Computers can assist staff in providing a high level of reader’s advisory service.  For example, library users can be supplied with information about authors, musical performers, or movie producers who share a similar style.  Offering this type of special service through a library web page or pages should be considered.  Libraries may offer listening and viewing facilities for browsing and previewing purposes.  The on-line public access catalog should be available by dialing-in from home and should offer services such as patron initiated holds.

Likely Stories

Plum Lake, WI


Westlake Porter, OH 

Evaluation Measures to Consider

Inputs:

Number of people in the service area

Amount budgeted for current collection

Amount budgeted by genre

Amount budgeted by format

Number (Full-time equivalents) and level of staff providing this service

Amount of library space used for this service

Number of hours the service is accessible

Number of computers available for providing this service

Number of parking spaces available

Number of phone lines or dial-in computer ports available

Outputs:

Circulating collection turnover rate

Title fill rate

Browser's fill rate

Circulation per capita

Number of programs offered related to popular materials

Length of waiting lists

Percentage of Best-sellers library owns (from lists like NY Times, 



Billboard, etc.)

Outcome Indicators:

Users of service continue to use it

FORMAL LEARNING SUPPORT

Needs Addressed by this Service Response

A library that offers FORMAL LEARNING SUPPORT helps students who are enrolled in a formal program of education or who are pursuing their education through a program of home-schooling attain their educational goals.

What the Library Does and Provides

The library will provide informational resources, personal assistance, and educational tools such as computers that further the educational progress of students.  Library activities and materials will support the curricular objectives of a teaching institution or institutions.  The library will also provide physical facilities conducive to learning.  The library will provide Internet access and may offer access to other instructional technologies such as multimedia computers with educational software, educational videos, and distance education equipment and facilities.  Expert assistance with homework, tutoring in specific subject areas, and help with other school projects may be offered.

Some Possible Components of Formal Education Support Service

•
Enhanced bibliographic instruction

•
Formal cooperative agreements with schools

•
Teacher in-service sessions

•
Classroom visits

•
Specialized curriculum based collections

•
Homework help center

•
Computer laboratory

•
Tutoring

•
Group study facilities

Target Audiences & Aspects

Target Audiences:  Formal Education Support can be provided for all students in a community or it can be targeted to a specific group or groups of learners.  For example, one library may decide to support pre-school students, a second may concentrate on students in Kindergarten through grade 3, and yet another library may support the learning efforts of community college students.  

Service Aspects:  It is possible to focus on an aspect of service such as providing homework assistance or offering tutoring in a particular subject such as reading.  

Resource Allocation Issues to Consider

Staff:   The staff in a library providing FORMAL LEARNING SUPPORT service should have a good knowledge of how individuals in their target audience learn and about the topics they are studying.  For example, if a library has decided to focus on learning support for very young children enrolled in preschool programs, staff should have a working knowledge of early childhood education principles and methods.  Staff need to develop and maintain a good knowledge of the curricular goals of the educational institutions supported.

Collection/Information Resources:   The collection and information resources needed to provide FORMAL LEARNING SUPPORT depend greatly upon the targeted audience(s).  Libraries typically concentrate on providing materials that supplement rather than duplicate the resources available in the institution(s) of formal learning that offer the programs that are being supported; however, the library may also offer a collection of textbooks (sometimes provided by the schools) for reference purposes.  Materials in a variety of non-traditional formats such as instructional videotapes, educational games, educational computer software, models, and multimedia are provided.  Graphical World Wide Web access is provided.

Facilities:   Libraries offering FORMAL LEARNING SUPPORT service should provide facilities which are conducive to learning.  Space for individual study as well as group study rooms are typically provided.  Computer labs or workstations equipped to allow students to complete homework assignments may be offered.  Formal classroom space may be offered.  The library may be the site from which students participate in coursework offered using distance education technologies.  The library may also use this classroom space to offer bibliographic instruction or training related to locating high quality, relevant information on the Internet.

Technology:  The use of technology in teaching has become more closely integrated with content and instruction.  Consequently, libraries offering FORMAL LEARNING SUPPORT should provide appropriate technologies that enable the people in their target audience to learn.  World Wide Web access, computer labs, and distance education have already been mentioned above.  Library staff members need to be knowledgeable in the use of technological resources and must be able to teach students to use these resources.

Stories
Likely Stories


Broward County, FL


Hancock county, MS


Wicomico County, MD


Chester County, SC

Evaluation Measures to Consider

Inputs:

Number of students in the service area

Number of learners in the targeted audience(s)

Amount budgeted for curriculum support resources (print & electronic)

Number (Full-time equivalents) and level of staff providing this service

Amount of library space used for this service

Number of study carrels

Number of hours the service is fully accessible

Number of hours special services (such as a homework hotline) are 



available

Number of computers available for providing this service

Number of volunteer tutors available

Outputs:
Number of paired learners and tutors

In-library use of literacy related materials

Circulation of curriculum related materials

Number and duration of contacts between library staff and school staff 

Volunteer contact hours with learners

Number of hours logged using computer-based educational software

Number of hours of classroom/study facility use for tutoring purposes

Outcome Indicators:

Users attain their learning goals

Users improve their performance on exams

Users graduate from program of study

GENERAL INFORMATION

Needs Addressed by this Service Response

A library that offers GENERAL INFORMATION helps meet the need for information and answers to questions on a broad array of topics related to work, school, and personal life.

What the Library Does and Provides

The library will offer print, non-print, and electronic resources that cover a broad variety of topics.  The library will provide staff skillful in determining users’ needs and in locating relevant information that satisfies those needs.  Internet access will be provided for staff and public use.  Alternative off-site means of accessing information resources such as dial-in service and computer kiosks in public places may be provided.  The library will provide telephone information service and should consider accepting and answering questions via fax and e-mail. The library may locate, organize, and provide access to general information resources on a web page.

Some Possible Components of General Information Service

•
Basic reference resources available through library web page

•
24 hour electronic reference service (ability to e-mail questions)

•
Dedicated telephone reference service (not located at reference desk)

•
Ready reference answers faxed to home or office 

•
Desktop videoconferencing (for transmitting schematic drawings, graphics)

Target Audiences & Aspects

Target Audiences:  GENERAL INFORMATION service is typically available to all ages; however, it is possible to target the service to meet the information needs of an age group such as seniors or primary aged children.  

Service Aspects:  Aspects of the service that might be stressed include telephone reference service or other off-site access to basic information resources.

Resource Allocation Issues to Consider

Staff:  Staff providing GENERAL INFORMATION service should be informed about a broad range of topics and should possess a good knowledge of how to retrieve information.  In libraries where multiple staff members provide the service, staff with varied formal education backgrounds is desirable.  Staff need to become highly skilled in data-base searching and should be familiar with a variety of computer search engines to access resources on the Internet.

Collection/Information Resources:  Libraries providing GENERAL INFORMATION service need a broad well-rounded collection.  The entire collection, not just non-circulating reference books should be considered to be reference tools.  Libraries providing this service should have Internet access available for both staff and the public.  Other databases, indexes, and locating tools should be available in many locations throughout the library as well as in the designated reference section.  The library catalog and other general information resources should be available 24 hours per day through either a dial-in service or via the World Wide Web.

Facilities:  Facilities should be provided both for interaction between library staff and library users and for quiet study.  Tables and study carrels should be available in numbers that meet demand during the heaviest use period.  Individual study rooms and small group study facilities may be provided.  Both standing and seated computers (short-use and extended use) should be provided.

Technology:  Computers throughout the library should be able to access a full range of information resources.  Single purpose terminals dedicated to an individual product should be eliminated.  Technologies such as local and wide area networks should be used to distribute information broadly.  Internet access for both the public and staff should be provided. 

Likely Stories


(still to be identified)

Evaluation Measures to Consider

Inputs:

Number of people in the community

Number of people in the targeted audience(s)

Amount budgeted for non-circulating and basic electronic resources

Number (Full-time equivalents) and level of staff providing this service

Amount of library space used for this service

Number of hours the service is fully accessible

Number of hours of electronic access to information resources provided

Number of computers available for providing this service

Number of phone lines or dial-in computer ports available

Outputs:

In-library use of non-circulating materials

Reference completion rate

Number of hits on library’s general information web page  

Number of uses and duration of use of CD-ROMS and other basic 



information databases

Outcome Indicators:

Individuals continue to use the library’s information resources

Individuals who have used library’s information resources refer friends 



and relatives to the library

Users of library consumer services relate their successes to library staff
GOVERNMENT INFORMATION

Needs Addressed by this Service Response

The library that offers GOVERNMENT INFORMATION service helps satisfy the need for information that enables people to monitor and understand the activity of elected officials and governmental agencies and to participate in the democratic process.

What the Library Does and Provides

The library will provide access to a wide selection of information by and about governmental agencies in print and electronic form.  The staff will have full Internet access and Internet access may be provided for public use as well. The library will provide staff knowledgeable in using government documents, in searching the Internet, in determining users’ needs, and in locating relevant information that satisfies those needs.  The library may serve as a federal, state, or local document depository.  The library may initiate efforts to make local government information available on-line or through a web page and may be responsible for collecting, organizing, indexing, and disseminating this information.

Some Possible Components of Government Information Service

•
Local government information web page organized by library

•
Document depository

•
Local records depository

•
Displays of highway/sewer development plans

•
Public hearings at the library

•
Public access television broadcasts of  public meetings 

•
Government contract and procurement center

•
Town meetings with government officials

•
Patent Center
Target Audiences & Aspects

Target Audiences:  The library could decide to address the specific government information needs of homeowners living within a flood plain area or of retired military in the library’s service area.

Service Aspects:  Particular aspects of the service that might be emphasized include proceedings of a local city or county government, or a focus on making unpublished records information such as tax assessments accessible electronically. 

Resource Allocation Issues to Consider

Staff:  Staff providing GOVERNMENT INFORMATION service need to develop and maintain a good knowledge of government and the political process.  An educational background in political science, public administration or government is an asset.  Staff members providing the service need to become highly skilled in data-base searching and should be familiar with a variety of computer search engines to access resources on the Internet.  Good organizational skills and political networking skills are desirable.  Experience in or a willingness and ability to learn how to construct and maintain Internet web sites should be available within the library organization.

Collection/Information Resources:  Federal, state, and local documents may all be included in the collection of libraries providing GOVERNMENT INFORMATION service.  Much government information of interest to the public is also available on-line.  Libraries may be formal depositories for federal, state, and/or local documents. This designation imposes special requirements regarding retention of records and storage methods.  Finally, the library may create digital collections from print-on-paper formats and may organize and disseminate these documents in a variety of ways including through the Internet.

Facilities:  Space needs of libraries providing GOVERNMENT INFORMATION service may vary from minimal to extensive depending on whether the library acts as a full or partial depository of documents and the storage and retention requirements that accompany the designation.  Libraries providing Government Information service must provide space for user interaction with staff and quiet study spaces.

Technology:  Libraries providing GOVERNMENT INFORMATION service will make extensive use of technology to access World Wide Web sites maintained by governmental agencies, to access documents stored on CD-ROM, and to provide information through the library's Internet presence.

Likely Stories


Pasadena, CA


Corvallis-Benton County, OR

Evaluation Measures to Consider

Inputs:

Number of people in the community

Number of people in the targeted audience(s)

Amount budgeted for government information resources (print & 
electronic)

Number of government documents or resources

Number (Full-time equivalents) and level of staff providing this service

Amount of library space used for this service

Number of hours the service is accessible

Number of computers available for providing this service

Number of phone lines or dial-in computer ports available

Outputs:

In-library use of materials

Reference completion rate (using government documents & resources)

Number of programs offered related to government information topics 



(e.g., how to secure a government contracts or apply for a patent)

Attendance at programs related to service

Number of hits on library government information web page  

Number of uses and duration of use of government information CD-


ROMS and databases

Outcome Indicators:

Users of service participate in public hearings

Users procure government contracts

Users continue to use service

INFORMATION LITERACY

Needs Addressed by this Service Response

A library that provides INFORMATION LITERACY service helps address the need for skills related to finding, evaluating, and using information effectively.

What the Library Does and Provides

The library will provide training and instruction in skills related to locating, evaluating, and using information resources of all types.  Teaching the public to find and evaluate information will be stressed over simply providing answers to questions.  The library will provide access to information in a variety of formats and will offer public Internet training and access.  Library staff will be knowledgeable of information seeking behavior and how people learn.  Staff may offer group classes, individual tutoring and/or spontaneous one-on-one training in topics such as media literacy or finding resources on the Internet.  The library may provide a computer laboratory or classroom.

Some Possible Components of Information Literacy Service

•
Classroom space

•
Multimedia computers

•
Special programs on media literacy

•
Computer laboratory

•
Listening/viewing stations for critical evaluation of resources

Target Audiences & Aspects

Target Audiences:  A library could choose to target its information literacy program toward teaching critical thinking skills to children. Another could focus on training adults to use resources found on the Internet.  

Service Aspects:  Aspects of the service that could be emphasized include teaching effective strategies when using various Internet search engines or instruction in how to perform expert or complex searches on the library’s on-line catalog.

Resource Allocation Issues to Consider

Staff:  Staff providing INFORMATION LITERACY service need to develop and maintain a knowledge of how people seek and process information and skill in evaluating information resources.  Formal education on the topics of information seeking behavior and how people learn is desirable.  Staff should have an excellent range of computer skills and familiarity with different types of software products.  Successful teaching experience is also desirable.

Collection/Information Resources:  The entire library collection and the entire range of electronic resources available to the library can be used in providing INFORMATION LITERACY service.  Books, periodicals, video tapes, sound recordings, television, radio, and on-line information resources can all be used to help people understand how to find and critically evaluate information.  Information Literacy training typically happens either on the fly using the materials an individual has already selected, or in a formal classroom/training setting using materials selected by the instructor for illustrative purposes.

Facilities:  While INFORMATION LITERACY service involves more than just computer literacy, training in locating and evaluating on-line resources is often a major component.  Libraries may provide a computer lab to accommodate formal training sessions or it may provide an area on the floor of the library that has a large number of computers, some of which can be used for training purposes.

Technology:  In addition to the computer lab mentioned above, libraries offering INFORMATION LITERACY service should have access to a full range of instructional technologies for teaching purposes.  Specialized equipment such as video equipment capable of frame-by frame display and computer input video projection units are highly desirable in addition to more traditional teaching technologies.

Likely Stories


Papillion, NE


Pasadena, CA


Farmington, MI

Evaluation Measures to Consider

Inputs:
Number of people in the community

Number of people in the targeted audience(s)

Amount budgeted for specialized information literacy resources (items 


you purchase specifically to support this service)

Number (Full-time equivalents) and level of staff providing this service

Amount of library space used for this service

Number of hours the service is accessible

Number of computers available for providing this service
Outputs:

Number of teaching contacts with learners

Number of contact hours between library staff and learners

Number of formal class sessions held

Number of participants in class sessions

Number of lesson units created

Outcome Indicators:

Participants apply what they have learned to their selection of information 
sources

Participants in programs are able to conduct complex searches 
independently

LIFELONG LEARNING

Needs Addressed by this Service Response

A library that provides LIFELONG LEARNING service helps address the desire for personal growth and development opportunities and for quality leisure time activities.

What the Library Does and Provides

The library will provide and maintain an extensive collection of materials on a wide variety of topics of interest to the general public.  Collections will be easily accessible and organized to encourage browsing by subject area.  Staff knowledgeable in subjects and topics of interest to the general public will provide expert assistance in locating materials of all types and in all formats.  The library may develop pathfinders to assist library users in learning about specific subjects or topics for which there are frequent requests.  The library may build substantial retrospective collections on some topics and may provide collections in considerable depth in high demand subject areas.  The library may improve typical subject and keyword access in the on-line public access catalog through the addition of supplemental user-friendly terms.  The library may identify quality World Wide Web sights on topics of high interest to the public and may organize them for public access on a web page.

Some Possible Components of Lifelong Learning Service

•
Electronic and printed pathfinders

•
How-To programs on topics of general public interest

•
Special topical displays of materials/resources

•
Artist-in-Residence programs

•
Demonstrations and exhibits

Target Audiences & Aspects

Target Audiences:  While Lifelong Learning is intended, as its title implies, to be lifelong, special efforts can be made to encourage specific groups to use library resources to support their informal learning.  Programs that introduce very young children to the joy of reading and efforts to provide high interest, low vocabulary materials for hesitant intermediate aged children are examples.

Service Aspects:  A library could concentrate on building exceptional strength in a few specific subject areas such as travel, crafts, antiques, fine arts, or sports.

Resource Allocation Issues to Consider

Staff:  Staff providing LIFELONG LEARNING service should have a broad-based education that prepares them to assist independent learners as they explore a wide range of topics.  Formal education in how people learn is highly desirable.  Staff providing the service should have good organizational skills that would allow them to develop pathfinders or other guides to using library resources to learn about topics of interest to large numbers of people

Collection/Information Resources:  While the entire collection can be seen as supporting LIFELONG LEARNING service, the non-fiction collection is  typically the most critical.  Libraries providing the service need in-depth resources in areas of special interest to the public.  Electronic resources such as those found on the World Wide Web and other resources that engage multiple senses such as multi-media CD-ROMs can be particularly effective.  Self-paced, individualized instruction programs are of special value.  The library may be involved in developing web pages for public use.

Facilities:  Libraries providing LIFELONG LEARNING service should provide individual and small group study spaces.  The library may provide meeting spaces for clubs or organizations that have a special interest in topics of special interest.

Technology:  On-line public access computers should be located in and near the collections and should provide enhanced access (additional search terms, etc.)  Multi-media computers and other individual educational tools should be provided that can be used for self-paced individualized instruction.

Likely Stories


Farmington, MI


Milwaukee, WI

Evaluation Measures to Consider

Inputs:

Number of people in the community

Amount budgeted for non-fiction

Amount budgeted for materials in specific subject areas

Number (Full-time equivalents) and level of staff providing this service

Amount of library space used for this service

Number of hours the service is accessible

Number of parking spaces


Number of computers available for providing this service
Outputs:
Browser's fill rate

Subject/author fill rate

Circulation/capita

Turnover rate of materials in targeted subjects

Number of programs related to service

Program attendance

Reader's advisory transactions

Number of pathfinders created or updated/year

Number of holds placed (in person and electronically)

Outcome Indicators:

User requests for assistance in designing personal learning programs

Increase in complexity of requests in targeted subject areas

LOCAL HISTORY & GENEALOGY

Needs Addressed by this Service Response

A library that offers LOCAL HISTORY & GENEALOGY service addresses the desire of community residents to know and better understand their personal or community heritage.

What the Library Does and Provides

The library will provide a significant collection of materials and other resources that chronicle the history of the community or region in which the library is located.  Family histories and genealogical research tools are provided.  The library will provide the equipment required to read, print, and copy all formats in which information is supplied.  The library will be actively involved in borrowing and lending historical and genealogical resources with other local, regional, and national libraries and historical societies.  The library may maintain special collections of historical interest including photos and archival materials.  The library may digitize these collections and provide computer access to them.  Staff knowledgeable in genealogical and historic research methods, and in archival and records management will be available to assist library users with their research.  Electronic resources including Internet access may be provided. 

Some Possible Components of Local History & Genealogy Service

•
Instruction in Genealogical and/or Historical Research Methods

•
Programs on Local History

•
Digitization of Historic Photographs

•
Temperature and Humidity Controlled Archives Vault or Room

•
Indexing of Local Newspapers

•
Oral Histories

•
World Wide Web Links to History & Genealogy Sites

Target Audiences & Aspects

Target Audiences:  While this service is typically associated with older adults, a program of service could be designed to introduce young children to local history or to genealogical research.

Service Aspects:  Either the local history or genealogy aspects of this service can be stressed.  Historical resources could focus on a municipality or on a region.  A special collection such as a famous person’s personal papers or a collection of historical photographs might receive special attention.

Resource Allocation Issues to Consider

Staff:  Staff providing LOCAL HISTORY & GENEALOGY service need to develop and maintain a good knowledge of history and/or genealogy.  A background or formal training in history and/or archival management is highly desirable.  Special skills in preservation and archival methods are essential if the library performs an archives function. 

Collection/Information Resources:  Resources supporting LOCAL HISTORY & GENEALOGY service often come from non-traditional sources.  Some desirable items are out-of-print, come from small presses, are self-published, or are unpublished documents.  Because of the rarity of some items and the fragility of others, many items of interest are available in microform, on CD-ROM, or in other electronic formats.  Libraries providing local history and archival functions face special challenges acquiring and maintain collections of unbound documents such as correspondence, manuscripts, and personal records.  Oral histories are also often collected in a variety of forms including sound and video recordings.

Facilities:  Libraries providing a high level of LOCAL HISTORY & GENEALOGY service face a number of specialized facilities considerations.  Rare, fragile, and archival materials should be housed in a secure and temperature and humidity controlled environment.  High density storage units are often used.

Technology:  Public Internet access should be provided.  Necessary equipment includes, computers and monitors capable of displaying high resolution graphic images, microform readers and reader/printers, and copy machine(s).
Likely Stories


San Antonio, TX


Sheridan, WY


Uintah County, UT


Richland County, SC

Evaluation Measures to Consider

Inputs:

Number of people in the community

Number of people in the targeted audience(s)

Amount budgeted for local history and genealogy resources (print & 



electronic)

Number of documents or resources

Number (Full-time equivalents) and level of staff providing this service

Amount of library space used for this service

Number of partnerships developed with genealogical/historical 
organizations

Number of hours the service is accessible

Number of computers available for providing this service

Number of phone lines or dial-in computer ports available

Outputs:

In-library use of materials

Reference completion rate (using local history and genealogy 


resources)

Number of programs offered related to local history and genealogy 


topics

Attendance at programs related to service

Number of items digitized

Number of hours or percentage of time computers, microform readers,


and reader printers are in use

Number of hits on library’s local history and genealogy information web 



page  

Number of uses and duration of use of related microforms, CD-ROMS 



and databases

Number of interlibrary loan requests for genealogical resources filled

Outcome Indicators:
Interest in local history increases

Locally produced family histories are added to the library collection






