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What direction libraries?

C u s to m e r s e rv ic e  o ff ic e rs  (C S O ) w ith o u t  a n y  lib ra ry  tra in in g  
a re  c o m m o n ly  e m p lo y e d  in p u b lic  lib ra r ie s  in p a rt ic u la r , but 
o ther lib ra rie s  have begun to fo llo w  th is m o d e l. I w o n d er if th is 
M cD o n a ld 's  m odel is putting an extra b a rrie r betw een  the c lie n t 
and  the lib ra ry  staff. H o w  can  I help you? D o  you need a book 
w ith  that?

T h is  sort o f se rv ice  m ay be adequate  for d ire c tio n a l q ueries , but 
an yth ing  m ore lib ra ry/in fo rm ation  cen tred  has to be d ec ip h e red  
by the C S O  then a llo ca te d  to an ap p ro p ria te  staff m em ber. The  
c lie n t has to e xp la in  th e ir need tw ic e  befo re  they even beg in to 
get a s s is ta n c e . In m y e x p e r ie n c e  m an y  p e o p le  a re  not a b le  to 
a rt icu la te  c le a r ly  w h at in form ation  they re a lly  need, even w h en  it 
seem s quite sim ple . D o  they even go to the C S O  or do they ask the 
staff in the sh e lves w h o  m ay or m ay not have any lib ra ry  tra in ing  
e ither? A re  they re a lly  being  served?

A fte r  m an y  y e a rs  in th e  lib ra ry  in d u stry  it se e m s to m e th at 
c lie n ts  or custom ers have the perception  that a ll staff in lib ra rie s  
are  'lib ra r ia n s '. Th ey  are  not aw a re  o f the d iffe rent tra in ing  that 
p ro d u ces d ifferent leve ls o f expertise  and  sk ill in lib rary  staff.

A s a resu lt they p e rce ive  som e staff as m ore cap ab le  than others 
and the in troduction  of C S O s further co m p lica te s  th is perception . 
H o w  do they know  'the best' person to help them ? The decreasing  
leve l of lib rary  sk ills  required  of staff be ing  em ployed  underm ines 
th e  p ro fe ss io n  as a w h o le . O r  is it re a lly  an  id e n t if ic a t io n  of 
som eth ing  m issing  in lib rary-tra ined  personne l?

If lib ra ry  m an ag ers  a re  se a rc h in g  for, and  not f in d in g , lib ra ry -  
tra ined  staff w ith  the interpersonal sk ills  that create  great custom er 
se rv ice  responsiveness and creative , innovative  attitudes to use and 
prom ote n ew  tech no log ies , n ew  se rv ice s , and  n ew  re la tio nsh ip s 
w ith  their com m unities , it should be o f grave concern  to the library 
p ro fession .

G o o d  custom er se rv ice  m ust a lw ays be an im p erative  in lib ra ries . 
It focuses on understanding w hat the custom er needs and m eeting 
that need as e ffic ie n t ly  and e ffe c tive ly  as p o ss ib le . L ib ra r ie s  are 
fa r d iffe re n t p la c e s  th an  th e y  w e re  2 0  o r 3 0  ye a rs  ago . W h a t 
u se rs  n eed  an d  w a n t from  lib ra r ie s  is v a s t ly  d iffe re n t, ye t o n e  
e le m e n t is the sam e . R e la tio n sh ip s are  still the v ita l e le m e n t in 
an y  su cce ss fu l lib ra ry  se rv ice . D e sp ite  the w o rd  'se rv ic e ' be ing  
attached  to lib raries , the con nection  w ith  p eo p le  does not a lw ays 
seem  to be m ade.

W e  need  to m a rry  th e se  s k il ls  w ith  lib ra ry  an d  in fo rm a tio n  
m an ag e m e n t s k il ls  to c re a te  a n ew  im ag e  o f lib ra r ia n sh ip  that 
tru ly  re flects the p rofession  as it is now , and  w il l take it beyond  
the 21 st cen tury .

W h a t  lib ra ry  co u rse s  fe a tu re  these  e le m e n ts  in th e ir  tra in in g ?  
L ib ra ry  c o u rse s  a ttra c t good n u m b e rs  o f stu d en ts  but a re  w e  
attracting  the right peop le  for the new  environm ent? L ib ra rian sh ip  
still struggles to overcom e its dated im age. Not w ish ing  to insu lt all 
the daring , creative , and d ynam ic lib rarians and library tech n ic ian s 
I k n o w  p o p u la te  th e  p ro fe ss io n , the ste re o typ e  still sm a c k s  o f 
ca rd ig an s, g lasses, and shy retiring types w h o  en jo y  te lling  people 
to 'sh u sh '.

D o e s  ou r tra in in g  fit the needs o f the  n e w  lib ra ry  e n v iro n m e n t 
su ff ic ie n t ly  to eq u ip  ou r g raduates to get jo b s? Is there enough 
fo cu s  on h o n in g  p e o p le  s k il ls , and  not ju st those re q u ire d  for

Note to Members
We welcome letters on any issue of relevance to the library and infor­
mation sector. It is important to note that the opinions expressed in 
Letters to the Editor are those of the authors and not necessarily the 
official policy of the Australian Library and Information Association. 

Deadline for letters is available on the website and they should be no 
longer than 250 words. Please include your name and postal address 
as anonymous correspondence will not be reproduced.

d ea ling  w ith  users, but co lle ag u e s too? D o  em ployers kn o w  w hat 
sk il ls  a re  be ing  taught in the lib ra ry  cou rses? Is it tim e to change 
the pro fession 's nam e?

If lib ra ry - tra in e d  a p p lic a n ts  a re  not seen  as v a lu e -a d d in g  to 
po sitions then the profession  is lo oking  at a b leak  future .

K a t h r y n  L e o n g  
T e a ch e r -  L ib r a r y  S t u d ie s  

C e n tre  fo r  In f o r m a t io n  a n d  C o m m u n ic a t io n  T e c h n o lo g y
k .le o n g @ b o x h ill.e d u .a u

D e a r Editor,

I th an k  N e il Radfo rd  fo r h is  c o n g ra tu la tio n s  on m y e le c t io n  to 
the A L IA  Board  as V ice -P re s id e n t /P resid ent-e lect. (in C ite  vo l 30  
Issue 5 M ay 2 0 0 9  p.6) U pon hearing that I w as elected unopposed 
m y in itia l thoughts w e re  of su ccess and  p ride , then ve ry  c lo se ly  
fo llo w e d  by d isap p o in tm e n t. I w as  e s p e c ia l ly  d isap p o in te d  for 
the A sso c ia tio n  that there w as to be no e le c tio n . There  shou ld  be, 
for the h ighest role in the A sso c ia tio n . A s N eil quite righ tly  points 
out, p ro v id in g  m em bers w ith  a g e n u in e  c h o ic e  in d e te rm in in g  
th e  g o v e rn a n c e  o f the  A s s o c ia t io n  is a h e a lth y  fe a tu re  o f the 
d e m o cra tic  p rocess.

H e le n  Partridge o u tlin e d  in her resp onse  to N e il ( in C ite  vo l 30  
Issue 5 M ay 2 0 0 9  p .6 ) that the B oard room  Bound program  has 
been  e s ta b lish e d  w ith  a v ie w  to p ro v id in g  in sigh ts ab o u t the 
Board  and the ro le  of Board  m em bers. A s an o rg an isation  w ith  a 
con stitu tion  that req u ires a constan t tu rno ver of Board  m em bers, 
it is im portant that w e  co n tin u e  to foster interest and en courage  
p a rtic ip a tio n  at the h ighest le ve l. O v e r  the next tw o  years I shall 
be d o ing  w h at I can  to en co urag e  m em bers to p a rtic ip a te  in the 
A sso c ia tio n 's  e lec to ra l p rocess.

A s R obert K en n ed y  o n c e  fa m o u s ly  sa id , "T h e re  are  th ose  w h o  
lo o k  at th in g s the  w a y  th e y  a re , and  ask  w h y . . . "  W e  need  to 
en co urag e  m em bers w h o  look at ro les such  as Board  m em bers 
and V ice -P re s id e n t and say "w h y  not?"

G ra h a m  B la ck  
A L IA  V ic e -P re s id e n t  

g ra h a m .b la c k @ a lia .o rg .a u

D e a r Editor,

I am  d e ligh ted  w ith  the  recen t issues o f in C ite  that h ave  begun 
ap p e arin g  at m y d oorstep , i'm  a n e w  A sso c ia te  M e m b e r in the 
U .S . ,  w o rk in g  in a c o rp o ra te  se ttin g , an d  find  th is  m a g a z in e  
(c o m p le te  w ith  p u n c h y  t it le ) has re -c o n n e c te d  m e w ith  th e  
exc ite m e n t o f m y p ro fession .

Th e  m ost recen t issue (A p ril 2 0 0 9 ) addressed  m u lticu ltu ra lism , a 
top ic  ve ry  m uch in A m erican  m inds, p rovid ing  insp iring  exam p les 
of A ustra lian  ach ie ve m e n ts , such  as the m u ltiling ua l g lossary and 
W E S C O L  coop erative  c o lle c t io n  ven ture .

The  p rev io us issue (M arch  2 0 0 9 ) a lso  held  great appeal w ith  its 
c le ve r m arketing  ideas that rang true to som eone like  m e, w o rk in g  
at a la rge  ad ve rtis in g  ag ency . I w as  p a rt ic u la r ly  taken  w ith  the  
am b itiousness and c re a tiv ity  of th e Ya rra  P lenty Regional L ib ra ry 's  
ap p ro ach .

Th e  re fe rence  issue (D e ce m b e r 2 0 0 8 ) w as a lso  good, rem ind in g  
me of m y pu b lic  and un iversity  lib rary  days and the im portance of 
the reference in terv iew , w h ich  is often d iscarded  in this d igital age.

As I begin co n tem p la tin g  a ch ang e  in w o rk p la c e  -  I do have m y 
hopes about w ork ing  in A ustra lia , yes -  I am pleased to have inC ite  
a iong  s ide  m e for the jo u rn ey .

Best w ish e s ,

S t e p h e n  C o n s t a n t e lo s  
C h ic a g o , U SA  

s b c o n s ta n t@ h o tm a it .c o m
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