
D i r e c t  l i n e

V i r g i n i a  W a l s h

E x e cu tiv e  d ire c to r

. .  .given the  
R en ters survey  
results, librarians  
can c la im  a role 
in  stress  
m a n a g em en t a s  
well a s  
in form ation  
m a n a g e m e n t...

L i b r a r i a n s  s a v e  l i v e s ?
D ying for information is th e  t it le  o f a 

re p o rt  re le a s e d  o n  7 N o v e m b e r  b y  

R e u te rs  A u s t ra l ia . T h e  a c c o m p a n y in g  

p ress  re le a s e  w a s  h e a d e d  'In fo rm a t io n  o v e r ­

lo ad  c a u s e s  s tre ss , i l l- h e a lth  a n d  p o o r q u a l­

ity  o f life  in  A u s t r a l ia ' .  B a se d  on  a s u rv e y  o f 

1 3 1 3  ju n io r , m id d le  a n d  s e n io r  m a n a g e rs  in 

A u s t ra l ia , th e  U n ite d  S ta te s , H o n g  K o n g , S in ­

g a p o re  a n d  th e  U K , th e  re su lts  su g g est th a t 

A u s t r a l ia n  m a n a g e rs  a re  m o re  s e v e r e ly  a f­

f l ic t e d  w it h  in fo rm a t io n  a n x ie t y  s y n d ro m e  

th an  th e ir  c o u n te rp a rts  e ls e w h e re . T h e  o b v i­

o u s so lu tio n  is c lo s e  at h an d  —  the c o rp o ra te  

l ib r a r ia n .

In th e  fo re w o rd  to  th e  re p o rt D r  D a v id  

L e w is  (w h o , w e  a re  to ld , a c ts  as an  a d v is e r  

to  m a jo r  m u lt in a t io n a l c o m p a n ie s  in E u ro p e  

an d  th e  U n ite d  K in g d o m ) e x p la in s  th e  l in k  

b e tw e e n  in fo rm a t io n  o v e r lo a d  a n d  s tre ss . 

T h e re  is a  fe a r  th a t fa i lu re  to  u n d e rs ta n d  c ru ­

c ia l  in fo rm a t io n  w i l l  le a d  to e x p e n s iv e  m is ­

ta ke s . T h e re  is a b e lie f  th at hug e  q u a n t it ie s  o f 

in fo rm a t io n  m u st be a b so rb e d  if  a jo b  is to 

be d o n e  e f f ic ie n t ly . S tre ss , he  sa y s , 'is  c a u se d  

b y  not k n o w in g  w h e th e r  c ru c ia l  in fo rm a t io n  

e x is t s , o r  if  it e x is t s , o f  n o t b e in g  s u re  o f  

w h e re  an d  h o w  to lo c a te  it ' .

H e  c o n t in u e s  in a m o re  d ra m a t ic  fa sh io n : 

'C o n fro n te d  w ith  th ese  th re a ts , o u r  b o d y  im ­

m e d ia te ly  g o e s  in to  p r im it iv e  s u rv iv a l m o d e  

te rm e d  th e  fight or flight r e s p o n s e . T h is  

e v o lv e d  m il l io n s  o f y e a rs  ago  to sa fe g u a rd  us 

w h e n  c o n fro n te d  by  p h y s ic a l d a n g e r. In s itu ­

a t io n s  w h e re  th e  o n ly  o p t io n s  a re  to  k il l  an  

a d v e r s a ry  o r f le e  fro m  it, th e  fight flight re ­

sp o n se  c a n  m a k e  th e  d if fe re n c e  b e tw e e n  life  

a n d  d e a th .' W h i le  th e  re p o rt d o e s  no t id e n ­

tify  th e  s o lu t io n s  to th is  p ro b le m  it d o e s  s ig ­

na l that 'd e a lin g  w ith  th e  in fo rm a t io n  b u rd en  

is n o w  o n e  o f  th e  m o st u rg e n t w o r ld - w id e  

c h a lle n g e s  fa c in g  b u s in e s s '.

T h e re  se e m s  to b e  a c o m m o n  m is c o n ­

c e p t io n  th a t th is  in fo rm a t io n  o v e r lo a d  is a 

re c e n t  p ro d u c t  o f th e  a v a i la b i l i t y  o f o n l in e  

in fo rm a t io n . W e  k n o w  th a t the  a v a ila b il it y  o f 

n e tw o rk e d  in fo rm a t io n  is g ro w in g  at a p h e ­

n o m e n a l ra te . B u t , as th e  re p o rt p o in ts  o u t, 

a w e e k d a y  e d it io n  o f th e  N e w  Y o rk  T im e s  

c o n ta in s  m o re  in fo rm a t io n  th an  a c it iz e n  o f 

th e  1 7 th  c e n t u ry  w o u ld  re a d  in  a l i fe t im e . 

T h e  n u m b e r  o f b o o k s  p u b lis h e d  e a c h  c lay  is 

n o w  a ro u n d  1 0 0 0  v o lu m e s  an d  th e  to ta l o f 

a ll p r in te d  in fo rm a tio n  is d o u b lin g  e v e ry  f iv e  

y e a r s . It is th e se  fa c ts  th a t h a v e  e s ta b lis h e d  

th e  p o s it io n  o f c o rp o ra te  l ib ra r ie s  as an  in te ­

g ra l c o m p o n e n t  o f th e  b u s in e s s  e q u a t io n . 

T h e  a v a i la b i l i t y  o f o n l in e  in fo rm a t io n  h as 

e r ro n e o u s ly  c a u s e d  so m e  m a n a g e rs  to  d e ­

v a lu e  th e  ro le  o f the  l ib ra r ia n  in the m a n a g e ­

m en t o f an d  a c c e s s  to n e w  m e d ia . W h a t  th is 

re p o rt d o e s  is p ro v id e  so m e  m o re  a m m u n i­

tio n  fo r  c o rp o ra te  lib ra r ia n s  to d e m o n stra te  

th e  e f fe c t iv e n e s s  o f th e  in fo rm a t io n  s e rv ic e s  

that th e y  c a n  p ro v id e .

In th e  s u rv e y  A u s t ra l ia n  m a n a g e rs  id e n ­

t if ie d  th e  fo llo w in g  c o sts  to b u s in e s s  as  a re ­

su lt o f in fo rm a t io n  o v e r lo a d :

• F if ty - s e v e n  p e r  c e n t  ag re e d  th a t in fo rm a ­

tio n  o v e r lo a d  c a n  lead  to d e la y s  in  m a k in g  

im p o rta n t  d e c is io n s  an d  fo r ty -e ig h t  p e r 

c e n t  ag re ed  th a t it h a m p e rs  d e c is io n  m a k ­

in g ,

• T h ir ty - s e v e n  p e r c e n t ag reed  that th e ir  c o l­

le ag u e s  o ften  w a s te  su b stan tia l a m o u n ts  o f 

t im e  lo c a t in g  th e  rig h t in fo rm a t io n ,

• S ix ty - s e v e n  p e r  c e n t  b e lie v e d  th e  c o s t o f 

c o lle c t in g  in fo rm a t io n  e x c e e d s  its v a lu e  to 

b u s in e s s , an d

• E ig h ty - f iv e  p e r c e n t sa id  th e y  w e re  fo rc e d  

to  c o l le c t  in fo rm a t io n  ju s t to re m a in  c o m ­

p e t it iv e .

W e  m ust a rg u e  th at the  ro le  o f th e  c o rp o ­

ra te  l ib r a r ia n  h as  n e v e r  b e e n  m o re  im p o r­

tan t. In d e e d , g ive n  th e  R eu ters su rv e y  re su lts , 

l ib ra r ia n s  c a n  c la im  a ro le  in stress m a n a g e ­

m e n t as w e ll  as in fo rm a t io n  m a n a g e m e n t —  

th e  n e w  c o rp o ra te  h e a lth  p ro fe s s io n a ls !  

H o w e v e r  fu r th e r  w o rk  is r e q u ire d  to  f u l ly  

u n d e rs ta n d  w h a t  is h a p p e n in g  in c o rp o ra te  

lib ra r ie s  th ro u g h o u t A u s tra lia . A L IA  is u n d e r­

ta k in g  a s tu d y  w h ic h  w i l l  p ro v id e  us w ith  

im p o r ta n t  in fo rm a t io n  a b o u t h o w  th e  to p  

o n e  h u n d re d  A u s t r a l ia n  b u s in e s s e s  v a lu e  

th e ir  l ib ra r ie s . I am  a m e m b e r o f th e  s te e rin g  

c o m m it te e  w h ic h  a ls o  in c lu d e s  M a rg a re t  

H y la n d  an d  fro m  th e  B o a rd  o f  E d u c a t io n , 

M a r io n  N ic o ls o n , Ju l ie  D o w . Ju lie  D o w  h as 

s e c u re d  a sm a ll g ran t fro m  the U n iv e r s it y  o f 

So u th  A u s t ra l ia  to d e v e lo p  an d  c o n d u c t  th e  

s u rv e y . W e  lo o k  fo rw a rd  to p re s e n t in g  o u r 

re su lts  in  th e  e a r ly  p a rt o f  1 9 9 7 . M e m b e rs  

w h o  w o u ld  l ik e  to re c e iv e  a su m m a ry  o f th e  

R e u te rs  rep o rt sh o u ld  c o n ta c t  Ja n e  M c C a r ty  

at A L IA  N a t io n a l O f f ic e .

F in a l ly , an d  on  a d iffe re n t n o te , I w a n t  to 

th a n k  th e  m a n y  c o rre s p o n d e n ts  w h o  h a v e  

re sp o n d e d  to m y  c o m m e n ts  in th e  N o v e m ­

b e r is s u e  o f inCite a b o u t th e  't re m e n d o u s  

o p p o rtu n it ie s ' a v a ila b le  in the  l ib ra ry  se c to r . 

T h e  'o p t im is t ic ' p o rtra it  th a t I s k e tc h e d  has 

d ra w n  p o s it iv e  an d  n e g a t iv e  re sp o n se s  fro m  

re a d e rs . L a b o u r  m a rk e t s u rv e y s  s u p p o rt m y  

c la im  th at the  fu tu re  fo r l ib ra ry  p ro fe ss io n a ls  

lo o k s  ' r o s y ' . S u c h  an  o b s e rv a t io n  d o e s  not
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d e n y  th e  d i f f ic u lt  t im e s  e x p e r ie n c e d  in th e  

lib ra ry  jo b  m a rk e t to d a y . W e  h a v e  a c k n o w l­

e d g e d  in m a n y  a r t ic le s  in re c e n t  t im e s  th e  

im p a c t  o f  m a jo r  s t ru c tu ra l c h a n g e  in  th e  

w o r k p la c e , th e  im p a c t  o f n e w  in fo rm a t io n  

te c h n o lo g ie s , th e  need  fo r c o n t in u in g  p ro fe s­

s io n a l d e v e lo p m e n t  an d  th e  im p o r ta n c e  o f 

f le x ib i l i t y .  A s  th e  a r t ic le  b y  R o ss B o w e rm a n  

stre sse d  w e  h a v e  to lo o k  fu rth e r  th an  'L '  fo r 

l ib r a r ia n . It w a s  th is  a w a re n e s s  in p a rt th a t 

p re c ip ita te d  th e  a d d it io n  o f th e  w o rd  ' in fo r ­

m a t io n ' to o u r  A s s o c ia t io n 's  n a m e  in  1 9 8 8 . 

S t im u la te d  b y  th e  re sp o n se  fro m  lib ra ry  p ra c ­

t it io n e rs  in h ig h e r e d u c a t io n  w e  w i l l  be  fe a ­

tu r in g  u n iv e r s it y  l ib r a r ie s  in  th e  F e b ru a ry  

1 9 9 7  e d it io n  o f  inCite. T h a t  is s u e  w i l l  

p re s e n t  p o r tra it s  o f  a n u m b e r  o f  u n iv e r s it y  

l ib ra r ie s , an  a n a ly s is  o f jo b  o p p o rtu n it ie s  and  

th e  e m e rg in g  in d u s t r ia l la n d s c a p e  a n d  a 

s to ry  a b o u t th e  a p p lic a t io n  o f q u a lity  s ta n d ­

a rd s .

I w is h  a ll o u r  re a d e rs  a h a p p y , p e a c e fu l 

an d  a n x ie ty - f re e  C h r is tm a s !  ss

P r o b le m s  e x p e r ie n c e d  f ro m  
in fo r m a t io n  o v e r lo a d

Pon t see, lull pietytc j 49"

Vital details missed 45°
I 37°o

Q u a l i t y  r e w a r d e d
A t th e  a n n u a l A u s tra lia n  Q u a l ity  A w a rd s  c e r ­

em o n y  held  on 12 N o v e m b e r, the  lib ra r ie s  o f the  

U n iv e rs ity  of W o llo n g o n g  an d  the  U n iv e rs ity  o f  

M e lb o u rn e  rece iv e d  A c h ie v e m e n t in B usin ess E x c e lle n c e  

A w a rd s . T h e  A u stra lia n  Q u a lity  A w a rd s  w e re  in tro d u ce d  

in 1 9 8 8  an d  h a ve  co n tr ib u te d  s ig n ifica n t ly  to the  g ro w ­

ing a w a re n e ss  w ith in  th e  c o m m u n ity  o f the im p o rta n ce  

o f q u a lity  to  A u s tra lia 's  in te rn a t io n a l c o m p e tit iv e n e ss . 

T h e  A w a rd s  p ro v id e  a  fra m e w o rk  for defin ing  su sta in a b le  

o rg a n isa tio n a l e x c e lle n c e .

For the U n iv e rs ity  of W o llo n g o n g  L ib rary , th e  p rese n ­

tatio n  cu lm in a te d  a tw o -y e a r co m m itm e n t to th e  q u a lity  

jo u rn e y  an d  a lm o st a d e c a d e  o f p lan n e d  ch a n g e  w ith in  

the lib ra ry . T h e  p ro ce ss  has tra n sfo rm ed  the  lib ra ry  from  

a r ig id ly  h ie r a r c h ic a l ,  re a c t iv e  o rg a n isa t io n  in to  o n e  

w h ic h  is f le x ib le , tea m -b a sed  an d  c lie n t-fo cu se d .

P a rt ic ip a t io n  in the a w a rd s  p ro g ram  p ro v id e d  th e  l i ­

b rary  w ith  a  s tru ctu red  m ean s o f c r it ic a l in tro sp ectio n . It 

rea ffirm ed  th e  lib ra ry 's  goal o f c re a t in g  a c u ltu re  w h ic h  

va lu es both team  and  ind iv idu al ach iev e m e n t. M o re  prag ­

m a tica lly  it has p rep ared  the lib ra ry  for m eeting  th e  c h a l­

lenges b ro u g h t ab o u t by ch a n g e s in U n iv e rs ity  fu n d in g . 

U n lik e  m a n y  o th er sec tio n s  o f th e  U n iv e rs ity , th e  lib ra ry  

has a c le a r  m issio n  statem ent, can  identify  its c o re  a c t iv i­

ties an d  h as d ata  reg ard in g  its p e rfo rm a n ce  an d  co sts.

T h e  l ib ra ry  n o w  h a s a f ra m e w o rk  a ro u n d  w h ic h  to  

c o n t in u e  d e v e lo p in g  its s e rv ic e s  in a m a n n e r  w h ic h  is 

stra teg ic  an d  c lo se ly  a lig ned  w ith  the need s of its c lie n ts . 

T h is  f ra m e w o rk  w ill fa c ilita te  the lib ra ry 's  a b ility  to  m eet

w h a te v e r  ch a lle n g e s  th e  fu tu re  b rin g s.

Fo r th e  U n iv e rs ity  o f M e lb o u rn e 's  lib ra ry , the a w a rd  

recog n ises co n s id era b le  gains in the a re a s  of staff, co m m u ­

n ity  re la t io n s , p la n n in g  a n d  p ro d u c ts  an d  s e r v ic e s , a l ­

though the  lib ra ry  reco g n ise s  that q u a lity  is a jo u rn e y  and  

th e y  s till h a ve  so m e  d is ta n ce  to go.

O rg a n is a t io n s  m u st lead  fro m  th e  fro n t by e ffe ctin g  

th e ir  o w n  co n tin u o u s  le a rn in g . T h is  re q u ire s  an ap p ro a ch  

w h ic h  e n c o u ra g e s  a u d it  an d  re v ie w  an d  re ta in s  e n o u g h  

f le x ib ility  to m o v e  re so u rce s  to  n e w  p ro g ram s an d  d riv e  

ch a n g e  to a c h ie v e  g re a te r  cu sto m e r sa tis fa ctio n .

L ib ra r ie s  n eed  a  v is io n  w h ic h  ca n  be o w n ed  by th e  o r­

g a n isa tio n  an d  its c u sto m e rs . T h e  m a ss iv e  in c re a se  in in ­

fo rm a tio n  both  in p rin t an d  e le c t ro n ic  fo rm  req u ire s  th at  

l ib ra r ie s  ch a n g e  th e ir  ro le s  to  m eet th e  o p p o rtu n itie s  an d  

ch a lle n g e s  a h e a d . It is in th is  co n te x t  th at m any lib ra r ie s  

h a ve  used q u a lity  p r in c ip le s  as a  to o l fo r m oving  fo rw a rd .

W h e n  the lib ra ry  began it's q u a lity  jo u rn e y  it w a s  seen  

b y som e to be 'lagging  b eh in d ' —  alth o u g h  m any of the li­

b ra ry 's  s e rv ic e s  an d  its c o lle c t io n s  w e re  e x tre m e ly  good , 

th e  lib ra ry  w a s  c r it ic is e d  fo r its la c k  o f  a s e rv ic e  fo cu s . It 

w a s  c le a r  that su b sta n tia l q u a lity  im p ro v e m e n t p ro g ram s  

n eed ed  to  be esta b lish e d  as a too l fo r a c h ie v in g  o rg a n isa ­

tio n a l ch a n g e  an d  d e v e lo p m e n t.

A  fra m e w o rk  for susta in ed  im p ro vem en t is in p lace . L i­

b ra r ie s  h ave  a fu tu re , th is  fu tu re  w il l  co n t in u e  to  ch a n g e  

ra p id ly  an d  lib ra r ie s  m u st be a b le  to  e m b ra ce  the o p p o r­

tu n itie s  th is fu tu re  w ill  p ro v id e . ■
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