
MINITEX 
Vol.5, No.l, August 1979 

ESSENGER 
Minnesota Interlibrary Telecommunications Exchange 30 Wilson Library, 

309 19th Avenue S., University of Minnesota Minneapolis, Minnesota 55455 

A Program of the Minnesota Higher Education Coordinating Board 

OCLC USERS COUNCIL MEETS IN COLUMBUS ON 
JUNE 4 AND 5 

by Virgil F. Massman 
and Darrel Meinke 

Proceedings of the users Council are 
being taped, and we can get a tape if any
one is interested in hearing the whole 
show. 

The highlights of the meeting are as 
follows. 

The Users Council has a budget of $180, 
000 for the fiscal year beginning July 1. 
The budget is allocated on a monthly basis, 
and unused funds revert to the general OCLC 
budget. 

Kilgour reported that the FTU's reached 
a plateau in recent months. OCLC does not 
know why that happened. He reported fur
ther that OCLC's financial condition is 
sound and that the 38. 5 million in indus
trial revenue bonds for the new building 
sold very quickly. A task group on AACR2 
has developed a time chart, which will be 
distributed soon. LC is making some 
changes manually, and it may become neces
sary to do some cooperatively within OCLC. 
However, Kilgour thinks most of the needed 
changes for AACR2 can be made by machine. 

On May 10-11 the Association of Research 
Libraries heard presentations from OCLC, 
RLIN , Toran to, and Washington. The Council 
of Library Resources is seeking requests 
for proposals to study linking the networks 
for (1) searching and (2) shared cataloging. 
Kilgour maintains that shared cataloging 
must be first and searching second. He 
also said that OCLC is a national network. 
He feels the national network planners are 
trying to plan the network from the top 
down; planning should instead be from the 
bottom up as in OCLC. 

During the question period, Massman 
asked Kilgour about a discrepancy between 
the response time reported by OCLC and the 
response time experienced by terminal users. 
(This was the question Russ DuBois raised 
at our meeting in Moorhead.) Ki_lgour re
sponded that the response time reported by 
OCLC is recorded daily between 9:00 a.m. 
and 3:00 p.m. EST. There are sometimes 
problems with telephone lines. If any 
user experiences "bad" response time, the 
date, time of day, and response time should 
be noted and reported to the network office 
which in turn should contact Dennis McKenna, 
the communications engineer at OCLC. 

Additional reports from Kilgour and OCLC 
staff included information that (1) ILL re
quests are running about 1,500 per day and 
have not had an adverse effect on response 
time, (2) the new terminal which will be
come available next year will cost less 
than the present terminal, (3) OCLC has 
taken over the management of CONSER and all 
the participants have agreed to catalog re
cords under AACRl, (4) the circulation sys
tem may be a distributed processing system 
(i.e., in the local library), (5) a paper 
on duplicate records is in preparation, (6) 
OCLC is working on a format for analytics, 
(7) OCLC may develop a hierarchical display 
for ARL libraries if they want it, and (8) 
initially the hierarchical display will in
clude three characters but plans are under
way to expand that to four or more charac
ters (to include Ref, branches, etc.) per
haps by late this year or early next year. 

The last paragraph on p.16 of the new 
contract, which we have not seen, generated 
heated discussion. The question at issue is 
the ownership and use of records which lib
raries and networks buy from the OCLC MARC 
subscription service. Many Users Council 
members thought the contract language was 
too restrictive. A Task Force will be ap-



pointed to bring a recommendation on this 
question to the Users Council meeting in 
September. Meanwhile OC:LC will negotiate 
this issue on a case by case basis. 

The Task Force on Telecommunication 
Charges, of which Meinke is a member, gave 
a preliminary report. A final report is 
due at t he Users Council meeting in Septem
ber. The major question is whether all 
telecommunication charges should be divided 
by the number of terminals and thus equalize 
charges. The plan includes installation of 
new modems which would cost considerably 
less than the present ones and the restruc
turing of some lines to use concentrators 
on long lines and develop a more efficient 
communication system. The result would be 
that some networks would pay more and others 
less than at present. The total cost would 
be reduced. 

The Users Council received a preliminary 
report on the relationship between the Users 
Council and the OC:LC Board of Trustees, OCLC 
management, the network directors, and 
other groups. It will take some time to 
work out details of those relationships, 
and the Users Council will discuss the is
sue in September. 

Another major issue related to the use 
of OCLC subsystems other than cataloging. 
In a test for the British Library, Lending 
Division (BLLD), OCLC found 55% of the 
items not available in BLLD. A number of 
library schools are using OCLC terminals 
for educational purposes. Choice is using 
one for verification, and a number of net
work/ILL centers want to use terminals for 
interlibrary loan. Although no conclusions 
have been reached on the above, there is 
some support for allowing the use ofter
minals for these purposes if "reasonable 
charges" can be worked out. None of the 
above does any significant amount of cata
loging. The question of use by those ARL 
libraries which are switching to RLIN is 
much more complex; some of them may wish to 
use OCLC for other purposes but do their 
cataloging on RLIN. Again, another report 
on these questions is forthcoming at the 
September meeting of the OCLC Users Council. 

The Users Council passed resolutions to 
encourage OCLC to add records produced by 
the National Library of Medicine and to 
urge LC to produce MARC records for sound 
recordings and sheet music. Further re
ports on these matters are forthcoming. 
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Should anyone wish to see them, Massman 
and Meinke have more detailed reports on 
(1) statistics of the ILL subsystem, (2) 
the relationship of the Users Council with 
other OCLC entities, and (3) the use of 
OCLC subsystems by library schools, Choice _, 
ILL networks, etc. These reports total 
about a dozen pages and are available upon 
request. 

The number of terminals are counted each 
spring to determine the number of represen
tatives each network has on the Users Coun
cil. As a result of the count this year, 
MINITEX and eight other networks (AMIGOS, 
BCR, ILLINET, OCLC Western, PRLC, SOLINET, 
SONY and WLC) are getting one additional 
representative. The Executive Committee 
of MINITEX/OCLC participants is meeting on 
June 18, and it probably will suggest a 
procedure for electing the new representa
tive to the users council. 

(outcome reported on back page) 

VISITORS 

MINITEX hosted recent meetings of the 
Council of Computerized Library Networks 
(_July 11-12) and the OCLC Network Directors 
(July 12-13). Both meetings were held at 
the Spring Hill Conference Center. 

Visiting the MINITEX Office were Donald 
Thompson of the University of California 
Systems Office, and Mrs. J.I. Snyman, Head 
of the Library of the Centre for Scientific 
and Technical Information of the Council f~r \ 
Scientific and Industrial Research, Pretoria, 
South Africa. 

Recent visitors to the MULS Office were I 
A.R. (Tony) Pierce and Tamer Uluakr of the 
Virginia Polytechnic Institute and State Uni· I 
versity. 

MINNESOTANS PUBLISH 

Nancy B. Olson of Mankato State Univer
sity is the author of Cataloging of Audio
visual Materials; A Manual using AACR 2 with 
an Appendix Containing OCLC Worksheets. 
Mankato: Minnesota Scholarly Press, Inc., 
1979. 

Jane Caldwell and Celia Ellingson of the 
Education Library at the University of Min- , 
nesota have published "A Comparison of over
lap: ERIC and Psychological Abstracts" in 
Database, June 1979, pp. 62-67. 
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ccLN MEMBERSHIPS -
The Council for Computerized Library 

Networks is soliciting for memberships in 
Minnesota, North Dakota and South Dakota, 
among MINITEX participants. MINITEX is a 
network member of CCLN. 

There are four categories of membership 
in cCLN: Network Members ($500 annual), 
Associate Members ($15 annual), Affiliate 
Members ($1,000 annual), and Educational 
Members ($50 annual). The only category 
that is not self-explanatory is the affil
iate status, which is intended to provide 
a place for "suppliers of services, sys
tems, or data bases which are of interest 
to Network Members." 

CCL states its purpose thus: "CCLN 
serves several purposes. It disseminates 
information concerning online library net
works; collates information provided by 
members; and organizes and coordinates 
professional development activities. In 
addition, it acts as a change agent by pro
moting dialogue within the library profes
sion and among professional groups working 
in allied fields; participating in planning 
of the national network; informing the pri
vate sector of members' problems with 
existing technology and needs for new solu
tions; and making R&D recommendations to 
the federal government and foundations to 
facilitate support of state, regional, na
tional, and international networking 
efforts." 

The first issue of CCLN's newsletter 
appeared at the recent annual conference 
of the American Library Association--it is 
free to members of all classes. CCLN is 
making plans now for a news service, to 
inform both networks and media of signifi
cant news and information. CCLN will also 
plan and/or coordinate special meetings and 
colloquia. 

For information and membership, contact: 
Council for Computerized Library Networks, 
c/o Barbara M. Robinson, Metropolitan Wash
ington Library Council, Suite 201, 1225 
Connecticut Avenue N.W., Washington, D.C. 
20036 , or call MINITEX. 

AUTOMATION IN DULUTH 

The Duluth Public Library will install 
the LIBS 100 System at its main library and 
four of its branch libraries. The program 

for automation will proceed in a multi
phased implementation which encompasses 
automated circulation control, book acqui
sition, and public access catalog functions. 

The Library contemplates a substantial 
increase in circulation when its new Main 
Library, currently under construction, is 
opened. The Library also operates four 
branch libraries and a bookmobile. Current
ly, annual circulation is in excess of 
800,000. The Library houses a collection 
of over 250,000 volumes and serves a popu
lation of approximately 100,000. 

The Duluth Public Library will be the 
second LIBS 100 library in Minnesota. The 
Hennepin County Library in Edina installed 
the system earlier this year. 

MORE PUBLISHING 

Virgil Massman of the Hill Reference 
Library contributed "There are no easy sol
utions" to "Pittsburgh University Studies 
on Collection Usage: A Symposium" appearing 
in the Journal of Academic Librarianship, 
Vol. 5, No.2, May 1979, pp. 67-68. 

Pat Ricci, also of the Hill Reference 
Library, has published an article titled 
"Product and engineering standards" in the 
Summer 1979 issue of~, Volume 18, No.4, 
pp.351-354. 

Andrea Honebrink of MINITEX has an ar
ticle on "Quality control" as part of "Co
operative Reference: Hazards, Rewards, Pros
pects" appearing in the same issue of~ 
on pp. 361-364. 

PEOPLE ON THE MOVE 

John Metz has b.een named Director of the 
Carleton College Library. Metz was previ
ously Executive Director of MIDLNET., the 
midwest network of which MINITEX is a mem
ber. 

Sister Avila Schurb is the new Director 
of the College of St. Teresa Library. Nan
cy Marshall has announced that she will re
sign as Director of WILS/WLC to become the 
Associate Director of the University of Wis
consin, Madison Library. 

On July 1, Julia Blixrud became the 
Coordinator for OCLC Services' to MINITEX 
libraries. 
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LIZ STROUP MEETS WITH RUG GROUP 
by Mar y Martin 

Regional Reference Coordinator 
Tr averse des Sioux Library System 

The MINITEX Reference Users Group (RUG) 
pre-MLA conference meeting on May 16 and 17 
held at the Concordia College campus was a 
meeting I will long remember. The guest 
speaker wa s Elizabeth F . Stroup, Director 
of General Reference at the Library of Con
gress. The RUG participants met with Liz 
for two three hour sessions, "Exhausting 
Your Resources" and "Appropriate Referrals". 

Liz shared her philosophy of reference 
service with us. It may be summarized by 
her expressed goal of having the reference 
and other public services of the Library of 
Congress be as responsive and sensitive to 
user needs as the services provided by the 
rural five county public library system in 
the State of Washington for which she work
ed earlier in her career. 

She elaborated by saying that it is not 
the collection of any library that makes 
it great, it is the HUMAN resources of the 
staff that makes libraries come alive. In 
essence then, it is the reference librarian 
and her/his skill(s) in the reference in
terview that is the primary and most crucial 
local resource. "Those who can relate and 
dialog with people are the best reference 
librarians." In addition to this basic 
tenet she emphasized three other compon
ents she felt contributed to the provision 
of quality reference service. She stated 
that reference librarians should: (1) be 
completely conversant with a small core of 
ready reference materials and know what 
these sources can do; (2) consult with fel
low colleagues when trying to locate diffi
cult or hard to track down information; 
and (3) use the telephone more frequently. 
Liz suggested the possibility of allocating 
money in the reference budget specifically 
to access information by telephone. 

Liz desc ribed the operations of the con
gressional Research Service where the Con
gressional "Hot-Line" is located_ Fifty 
reference librarians, Ph.D. subject analysts 
and other support staff answer an average of 
1000 telephone reference queries per day for 
members of Congress and their . support staff~ 
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During t he second session Liz described 
the function of the National- Referral Center 
at the Library of Congress. This led into 
a general discussion of the responsibilit 
we as reference librarians have for makin~ 
referrals for our library users to obtain 
the information they need. Here again, Liz 
emphasized the importance of the reference 
librarian's "spirit, attitude and personal 
sense of caring" in serving the public. 

Througho_ut the sessions, Liz shared many I 

anecdotal accounts of her experiences as a / 
reference librarian. Some of the oost mem- I 
arable ones for me were the stories concern
ing Lucille, the public librarian in the 
small town of Peshastin, Washington. Liz 
said that Lucille had a minimal high school 
education, but there was no doubt in her 
mind that Lucille was one of the most res
ponsive librarians and the greatest readers' 
advisor that Liz had met. Lucille was a 
voracious reader, but more importantly she · I 
knew the people she served and cared deeply 

1
. 

about their information needs . In her 
current capacity as Director of General Ref- ) 
erence, Liz is responsible for six depart- J 
ments and supervises 600 people. When she 
is faced with an administrative problem at 
the Library of Congress, Liz said there is 
hardly a week that passes when she doesn't 
stop and reflect "I wonder what Lucille 
would do~" This helped to illustrate for 
me the grass-roots level of service Liz was 
referring to in her description of quality 
and professional service to the public. A 

professional is not limited to those with 
advanced degrees, rather Liz defined a pro
fessional as someone who is growing and has 
the "can-do spirit;" if one stops growing 
and looses this spirit of service, one is 
no longer professional. 

In the time she spent with us, Liz devel
oped a remarkable rapport with the group. 
Our discussions during the two sessions of
ten resulteq in a lively two-way dialog. 
At one point when Liz was describing the 
importance of being familiar with ·a small 
core of ready reference tools, someone in 
the group asked her to name some of them. 
Rather than rattling off some titles, Liz 
jumped up, ran to the blackboard, and with 
chalk in hand turned to the group in a spir· 
it of fun and enthusiasm and said, "Let's I 
make our own list" and proceeded to write 1 

down titles the members of the group called ) ' 
out. Some of the titles produced some 
lively debate which we all enjoyed! 



I left the sessions· with Liz with seven 
r ' ides of legal size• paper · filled · with her 

~omments and des~riptions of the inside 
1«Jrking of the Library of Congress. All 

1 her comments were interesting and informa-
' tive. More importantly, however, I left 

with a renewed spirit for my role as refer
ence librarian. The dynamic manner in -
which Liz spoke stemmed not from the impor
tance of_,. her position, but rather, reflected 
the intensity of her human qualities that 
she brings to her job. I extend my thanks 
to MINITEX for providing us with the oppor
tunity to meet with Liz and share in her 

- \ enthusiasm for quality and "spirited" 
reference service. 
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SOUTH DAKOTA UNION LIST OF SERIALS 

The South Dakota Union List of Serials 
was recently published by the South Dakota _ 
state Library. It contains 52, 000 holding 
locations. The South Dakota list is pro
duced by MINITEX as a subset of the Minne
sota Union List of Serials (MULS) and was 
funded by the Bush Foundation as part of 
the HECB/MINITEX grant. 

GUSTAVUS AWARD WINNER 

Falke Bernadotte Memorial Library was 
selected as one of nineteen winners in the 
John Cotton Dana Library Public Relations 
Awards contest and received the award on 
June 25 in Dallas, Texas, during the Ameri
can Library Association Conference. 

The special award recognizes the promo
tional efforts of the Gustavus Library 
Associates in aiding the library's acqui
sitions drive and was the only one given 
to a college or university library. 

The Gustavus entry was cited for "its 
well-organized and energetic fundraising 
campaign resulting in increased library 
visibility and additional library acquisi
tions. 11 The scrapbook, which documented 
the Gustavus Library Associates' first 
year of activities, was compiled by Marian 
Johns.on. 

The John Cotton Dana Library Award is 
sponsored by the Public Relations Section 

ed of the ALA' s Library Administration and 
Management Association with the support of 
the H. W. Wilson Co. 

RECENT PUBLICATIONS OF INTEREST 

Planning for the Future of the Card catalog 
- SPEC Kit and Flyer #46. Association of 
R_esearch Libraries, Office -of University 
Management ·Studies, 1978. $7 .59 . (ARL 
members); $15.00 (others) (OCLC#4144371) 

Freezing Card Catalogs. Washington, DC: 
Association of Research Libraries, 1978. 
(OCLC #4116830) 

What's in. a Name? Control of Catalogue Re
cords Through Automated Authority Files. 
Proceedings of a workshop held December 
1977 in Ottawa and May 2, 1978 in Van
couver. $8.00 prepaid from University of 
Toronto Library Automation Systems, 130 
St. George Street, Room 8 003 , Toran to, 
Canada M5SlA5. (OCLC #4551188) _ 

The Role of the Library of Congress in the 
Evolving National Network. Copies may 
be ordered from U.S. Government Printing 
Office, Superintendent of Documents for 
$3.25. GPO stock number: 030-000-00102-
8. (OCLC #4036513) 

The following four documents are avail
able free from the Customer Service Station, 
Cataloging Distribution Service, Library of 
Congress, Navy Yard Annex, Building 159, 
Washington, D.C. 20541: 

A Glossary for Library Networking, prepared 
by Dataflow Systems, Inc., 1978. 

Initial Consideration for a . Nationwide Data 
Base, by Edwin Buchinski, revised .and ed
ited by Henriette Avram and Sally Mccal
lum. (OCLC #4194464) 

Message Delivery System for the National Lib
rary and Information Service Network; 
general requirements by the Network Arch
itecture group, edited by David Hartman. 
(OCLC #4194726) 

Nationwide Location Database and Service, 
by Brett Butler, 1978. (OCLC #4032874) 
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REFERENCE USERS GROUP MEETS 

The MINITEX Reference Users Group met 
for the third consecutive summer to learn 
about sources of information in particular 
subject areas. This year's workshop was 
held at Bethel College in Arden Hills on 
July 30 and 31. Seventy-five people came 
to hear four subject specialists discuss 
access to information sources in their 
fields. These four were: Syliva Frisch, 
Municipal Information Library, Minneapolis 
Public Library and Information Center, on 
municipal information resources; JoAnn 
Musumeci, Mid-American Solar Energy Center, 
on solar energy resources; Judy Wells, Bus
iness Reference Service, University of Min
nesota, on business information resources; 
and Patricia Turner, Reference/Resources, 
University of Minnesota, on sources of sta
tistical information. All of these speak
ers also compiled bibliographies to support 
their presentations and led informal dis
cussion groups. 

On the evening of the first day, Judy 
Devine of the Saint Paul Public Library ad
dressed the group, sharing some of her 
ideas and insights about providing refer
ence service which is responsive to patrons' 
needs. Judy's thought-provoking remarks 
start on this page. 

If there are topics which you would like 
to have presented at future resources work
shops, please let Andrea Honebrink know 
about them. 

RESPONSIVE REFERENCE SERVICE 
by Judith Devine* 

Supervisor of the Reference Room 
Saint Paul Public Library 

Responsive reference service is an is
sue that I believe I will always have to 
deal with. It is one of those lifelong 
battles like keeping one's weight down, 
getting along well with others, or keeping 
a marriage happy. I think, also, that the 
clearer my personal philsophy of responsive 
reference service is, the more thought I 
give to it and conclusions I draw, the more 
I edu~ate myself by reading, listening, and 
stu~ying my experiences, the more capable 
~ will be~ome of dealing effectively with 
it--that is, practicing it. 

*Based on a speech given to the MINITEX 
Reference Users Group meeting at Bethel 
College on July 30, 1979. 
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What is responsive reference service? 
Why is it a problem? Why don' t we all know 
what it is and just go do it? It is a prob- ' 
lem, I think, because we have had a problem 
defining it objectively--in terms that would 
allow us to recognize it and determine if 
we are providing it. I conclude that def in- , 
ing responsive reference, then, is a diffi
cult process. Reference service is a com
plex service because it includes many ele
ments, elements such as all the disciplines 
under the sun at all levels of difficulty 
and depth. It involves all the different 
workplaces where the service is delivered 
and the various expectations and responsi
bilities attached to the job at those ser
vice points. It involves the many people 
who deliver it: their skill, level of ma
turity and commitment, beliefs about what 
their jobs are, and beliefs about their 
clients. It also involves those clients 
and what they bring to the reference situ
ation. So, responsive reference isn't 
just one type of procedure that would be 
executed the same in any circumstance, it •

1 is to some degree situational. On the 
other hand, responsive reference has cer- ' l i 
tain elements that must always be present 
for it to take place. I think that we can 
define those elements for ourselves person- ,, 
ally, as purveyors, and for our places of 
business. • 

Developing such a definition becomes a 
mandate if you are a supervisor, and should I rn 
concern or involve you as a provider. I 
think we can develop a definition because 
we do it all the time. Whenever we train-in 
a new employee we do it. We tell them, in
struct them, "We handle this situation like 
this. " "When asked a question of this na
ture, we do this." "The procedure for thus 
and such is such and such." We are telling 
the employees, "It is expected that you will 
behave in this manner." The definition con
sists of the particulars, the policies and 
procedures that are established by the agen
cy to serve as guidelines and standards for 
its employees. 

If we each, at our workplace, developed 
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a set of standards and guidelines, we would (1 

be better able to evaluate performance in vo 
reference service delivery: our own perform· / wh 
ance and that of our employees. We would be se 
able to objectively state: "I don't believe , co 
that you are meeting the standard for X or I 1e 

I 
following the guideline for z." we all have / PL 
formulated some judgments about our co-work- in· 
ers: who does well or .J?OOrly in particular 110· 



areas and why. If we ca n think it, we ca n 
say it and write ~t. This can then be for
mulated and made into a usa bl e tool, both 
for management and training purposes . The 
policies and procedures whi ch serve as the 
standards and guideline s for employees as 

• they del iver r efer enc e service constitute 
the s i t uati onal definition of responsive 
reference service. 

What is the r eference librarian's job? 
It is to hel p peop le to get what they need, 

, usually i nformation. It is also to help 
them t o det ermine what information it is 

' that they need, that i s, to assist them in 
formulating t heir specific information need, 
if t hey have not done so for themselves . 
And f urther, it is to link them, when the 
library is unable to provide what they need, 
with a person or place which can. An accur
ate ref erral, not a best guess, may require 
calling to check i t out before referring a 
cl ient , and a follow-up to see if the whole 

I thing worked out. Was it the information 
, t he c lient needed? Did it do the job? What 
j happened? The library profession has never 
J accepted t he responsibility of carrying 

through with this last part of a referral. 
I 

I 
t 

I believe that responsive reference is 
service that is thorough, competent, con
sider ate, helpful, and snccessful". What 
does that translate into in the real world? 
Thorough--does that mean that I Jo the work 
myself and hand the client the answer? In 
some instances it does. The task is to de
fine, for my workplace, what those instances 

n , are. How much time should my guideline pro-
) vide in order to be fair? To be wise? If 

I serve twenty-five people in a three-and-a
half hour shift, I could give each of them 
nine minutes, but it doesn't work that way. 
Some questions don't require nine minutes 

1 · and some could e·at up days. What is re
·· \ sponsible in this case? Some behaviors 

that I believe to be responsible and allow 
1· me to work towards my goal of service 

which is thorough, helpful, successful, 
competant, and considerate of the reques-
tors' needs are these: 

(1) I set my guidelines; I let my inner 
voice, upon hearing a question, determine 

:wle· l whether or not to attempt to answer it my
self or to instruct the client in how to 

re• conduct t he s earch. Here competance (know-
1 ledge of resources) and fairness come into 

ie ) play . Is the decision based upon personal 
(· interest in the question, how busy I am with 

work that could be interrupted, how diffi-

cult the question is, what the searc h is 
likely to require in terms of time , number 
of steps , special t ools , amount of reading 
and inter pretat ion, etc. ? Fairness of 
judgment determines what is responsive here. 
Would I be hurti ng other c lients by spend
ing a lot of time on this request? Do I 
just not want to do it? Do I feel that the 
search isn't worth my time? Do I want to 
get on with my report? Have I clearly 
demonstrated that the search will be a 
long one? 

(2) If I decide to attempt to answer a 
question myself, and then discover that the 
answer isn't going to come quickly (to me 
that is five to ten minutes), I must decide 
whether to continue to search or instruct 
the client in the search strategy. I ask 
myself, "Is the nature of the question such 
that I am sure I can answer it in an easily 
identifiable type of reference tool but I 
just haven't hit the right one yet? In 
this case instructing the client is likely 
to take as long as looking myself. Or the 
client would have to come to the library 
for only a few more minutes of work. Or 
using the indexes isn't much more time con
suming that gathering material together 
for the patron. 

(3) If I decide to instruct the client, I 
feel it is being responsible to describe to 
the client my evaluation of the situation. 
I explain to clients why I am going to in
struct them instead of doing the search my
self. I describe the steps the search re
quires, such as searching periodical indexes 
and scanning articles, and how long it might 
take. I 'tell them what I will do to assist 
them, "I will help you determine subject 
headings," "I will help you gather reference 
books to look through." If I give them some 
information over the phone, I tell them to 
write it down and bring it along to the lib
rary. I give them my name and say that they 
may ask for me, if they wish, and that I 
will provide assistance if I am on duty. 
This helps clients to feel secure, supported 
and wel]-served and also avoids repetition 
of the reference interview. 

What about attitudes that work against 
responsive reference? I believe that ref
erence service workers must accept the fact 
that customers really are dependent on us. 
They usually can't find the information for 
themselves, at least not without good in~ 
struction. I believe that we , must fight the 
t e ndency to think that they are lazy and 
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unwilling to do things for themselves. 
They need us! They may not know what is in
volved in finding their needed information 
and so don't understand how much assistance 
they are requesting. Explain the situation 
and your willingness to make the search be 
simple, smooth-going and fast as possible. 
Perhaps agree to do some ground work for 
telephone callers and then call back with 
an assessment of what it will be necessary 
for them to do, should they decide to con
tinue on their own, with instruction. I 
feel, however, that it is easy to fall into 
the "Instruction Trap," doing very simple 
ready reference and then instructing on ev
erything else. That isn't responsive. Test 
the question out and know that the search 
will be a long one before resorting to in
struction. Or instruct because you have 
spent the allotted, allowed thirty minutes 
on a question and the workload will not per
mit more. We aren't just teachers and our 
skills will only stay sharp with use, by 
conducting searches ourselves. That is how 
we come to know individual tools, our col
lection, and other services available in 
the area. 

Where do we fail? I know how I fail. I 
feel that my unresponsive service falls into 
two categories: inappropriate behavior or 
insufficient service, or some of both. How 
does it happen? We are busy and I feel 
press.ured; my nervous inner core whispers, 
"It shouldn't be like this." "'They' 
shouldn't do or expect this of me." "It 
isn't fair." Then I don't take a question 
as far as I should because I feel harried; 
I just give instruction rather than call 
back with information. Or, because I don't 
like stupid people, don't suffer fools glad
ly, I may get haughty with them, put them 
down a bit. That is shameful. I have to 
keep tracking myself, examining what I did 
and why developing understanding, and 
working always to exercise my demons. We 
all have to. 

THE "NOT AVAILABLE" RESPONSE TO ILLRQ'S 

A new report has been appearing on nega
tive replies to some interlibrary loan re
quests in the past few months. This report 
was developed as an outcome of the regional 
meetings held last winter to introduce the 
new MINITEX Reference Services Manual. 

Ten years ago, 100% of the items deliv
ered from MINITEX were retrieved by MINITEX 
Central Staff from University of Minnesota 
Twin Cities Campus libraries. The increas
ing bibliographic access resulting from 
MULS and OCLC and the corresponding know
ledge of holdings in Minnesota, Wisconsin, 
North Dakota and South Dakota has had a 
tremendous impact on resource sharing. 
Thirty percent of the items obtained by 
MINITEX now come from non-University lib
raries. Referral, however, is a more time
consuming process than direct retrieval. 
Items received after a length of time may 
no longer be needed by a patron who had ex
pected rapid delivery. 

The "not available" report indicates 
that the requested title is owned by a 
MINITEX library but that we cannot obtain 
it at this time. MINITEX attempts to ob
tain material for up to three weeks before 
making this report. If your patron con
firms that he or she would like MINITEX to 
further pursue the material, specify the 
length of time and return the request to 
MINITEX. 

OCLC USERS COUNCIL REPRESENTATIVE ELECTED 

Subsequent to its June 18 meeting, the 
MINITEX/OCLC Executive Committee met and 
accepted nominations for representative to 
the OCLC Users Council. Elections were 
held with Patricia Kovel-Jarboe elected as 
representative and Robert Carmack elected 
alternate. 
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