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Abstract

The Value of Servicein theLibrary and

I nformation Science Curriculum

Diana Miranda-Murillo, MSIS
The University of Texas a Audtin, 2004

Supervisor: Andrew Dillon

This exploraiory study examined the vaue of sarvice, which has been implicitly
present in the field for decades and is recognized as one of the pillars of the professon.
However it seems that there is not a universa gpproach to it and it looks like it is taught
inconggtently in LIS curricullum in the United States This research sought to determine
how the concept of service was viewed and trested in the Libray and Information
Science field, and based on the reaults, to make recommendations to information schools
to improve librarians educetion and training.  The results reflected an unclear definition
of the vaue of service a dl leves (students, professonds and professors) and dso
suggested that  Library and Information Science schools do not have a standard way to

teach about this value.
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CHAPTER |

I ntroduction

The vaue of service has been present in Library and Information Science (L1S)
for decades and has been recognized as one of the pillars of LIS, but how is it defined and
goplied in LIS today? Is service aufficiently taught in LIS programs in the United States?
Is service till considered important for information professionals?

Thisexploratory study seeks:

To determine how the concept of service is viewed and trested within current

Library and Information Science curriculain the United States, and

To make concrete recommendations to information schools to improve

information professonas’ education and training in service.

After looking for documents addressng the vaue of service and its gpplication in
LIS for dmog a year and finding dmost nothing, the author of this study collected
information from dudents, professors, and information professonas working in libraries
in the United States. She interviewed professors from the Business, Sociad Work, and
Nurgng Schools a the Universty of Texas a Audin (UT), to learn about the different
ways professonds from other areas percelve and teach service. (The detals of the
methodology used in the collection of these data appear in Chapter 3).

Chapter 2 contains a literature review of LIS materids published in the 20" and
21% centuries in the United States and abroad that gives the reader a better idea of the
importance of the vaue of service and the different gpproaches it has had through time.
Chapter 4 presents the results organized according to each activity: interviews with LIS

professors of the Top Ten univerdties interviews with customer service managers of
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Banes & Noble and Schlotzsky’s Dei, a quettionnaire sent to dectronic lists, and
interviews with professors in other schools a UT.  The lagt section in this chapter, “Big
Picture Andyds” shows the principad findings and tendencies in the data. Even though
this is not a definitive sudy, dthough the vadue of service has been present in LIS in the
last decades, the different samples collected seem to indicate that information schools do
not give service the importance it deserves. For that reason Chapter 5 contains specific
recommendations to improve LIS programs.

Due to the lack of recent documents that study service in LIS, this thess could be
used as a darting point to make visble the importance of doing such research. This work
could dso hdp as a guide further research, helping identify possble sources of
information or congdering others that were not included here. The main point of this
thess, however is to raise awareness among information professonas of the importance
of having clarity about what the vdue of service is for LIS and what its benfits are to
LIS.

| SSERVICE IMPORTANT IN THE LIBRARY AND INFORMATION SCIENCE AELD (L1S)?

According to Richard Rubin (2000, p. 260):

Libraries and librarianship are about serving people and the society asawhole.
Service to others has been the foundation of American librarianship for more than
a hundred years, and this notion of service seemsto gpply to librarianship no
meatter what type of library or information serviceisinvolved.

In the same text, Rubin cted Shiydi Ramanrita Ranganathant (1931) who

proposed five laws of library science, including the idea that “libraries serve humanity”

! Indian librarian and educator (mathematician) who was considered the father of library sciencein India
and whose contributions had worldwide influence (M athematics Metaserver, 2001)
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when he sad the “dominant ethic that permeeates librarianship is service to the individud,
community, and society as awhole.”

Rubin's point of view is echoed throughout Library and Information Science
professon. Service has a prominent part in the misson gatement of a mgority of public,
academic, and inditutiona libraries (See Appendix 1). The library of Auburn Universty
in Aldbama, for example, dates dealy in its Vaues Statement “the Library provides
superior service in an open, receptive, and courteous manne” (2003. p. 1). The Geman
Libray Sysem a George Washington Universty in Washington D.C. has “sarvice’ a
the top of its lig of vaues saying that they expect “qudity and excdlence in service that
meets the expressed and anticipated needs of students and faculty.” Moreover, they dso
expect “qudity and excelence in gaff that demondrates the highest standards of service,
competence, and integrity” (2003, p. 1).

The vdue of sarvice appears as an important dement in the American Library
Asociation (ALA) 1992 Standards for Accreditation of Master's Programs in Library
and Information Studies. It appears in the section “Misson, Gods, and Objectives’
within the list of characterigtics or sandards that a master’s program has to accomplish to
be accredited:

Program objectives are stated in terms of educationd results to be achieved and
reflected:

|.2.4 The value of teaching and service to the advancement of the field.

|.2.8 Therole of library and information servicesin argpidly changing
multicultura, multiethnic, multilingua sodiety, induding the role of serving the
needs of underserved groups.



Section |1, Faculty, dso talks about service:

[11.2 The school demondtrates the high priority it ataches to teaching, research,
and service by its gppointments and promotions, by encouragement of innovation
in teaching, research, and service; and through provision of astimulating learning
and research environment.

Twenty of thirty professond codes of ethics from different countries of the world
listed a the Codes of EthicgBehavior page in the IFLA Web site (2003) contain service
as an important dement for professonds to condder, including the American Library
Asxociation's (ALA) Code of Ethics On the American Society for Information
Science's (1992) Professond Guiddines Web page, service is not liged as a
repongbility of the informaion scientig or the Society, but it is mentioned in the
Chartered Indtitute of Library and Information Professonds Code of Ethics (2004) as
one of the conduct requirements for library and informaion science professonds.
Finaly, service dso gppears in the motto of the Library Honor Society Beta Phi Mu
(2004), Aliisinserviendo consumor, meaning, “Consumed in the service of others”

In addition to the different conceptudizations of service, which will be addressed
later in this work, its presence in the misson datement of nationd and internationa
organizations demondrates its importance.  This fact dso shows tha recognizing the
importance of this vaue and being service-oriented are professional expectationsin LIS.

Clearly, service is important to LIS. Professond organizations and libraries
mention sarvice, and it is conddered as an important dement that should be included in
university curricula  As a result, colleagues in the Library and Information Science fidd
want to hire or to work with people who are friendly, who have communication skills to
assgt and understand users, and who recognize that a good relaionship with users keeps
the library or information service dive and account for its exigence. Users from their

point of view expect not only to be helped effectively but dso by a person with a friendly
4



and helping attitude. Professionals in LIS and patrons expect to interact with people who
know the importance of service and how to provide service because it is what is expected

from the library as a socid inditution.

| STHERE A PROBLEM AND HOW BIG ISIT?

Sometimes as a user and sometimes as a librarian, the author has observed how
the value of service has been assmilated, or not, by information professonds. As a user,
she experienced problems finding information because of collection arangement, a
database with a difficult interface, or an unclear list of results. In order to overcome these
chdlenges, it was necessary to talk with the reference librarians. Sometimes the librarian
answered with good manners and interest in helping to resolve the question.  Sometimes
the responses did not have any relation to the question, or a scold was received instead of
an answer.

As a librarian working with other professonds a the circulatiion or reference
dek, she had a different experience. Occasondly, another librarian, after answering a
patron’s question, would @mment to colleagues about how dumb a patron was for asking
a cetan quesion. Sometimes other colleagues got mad because they thought the
question was about something obvious. If it was possble, when a group of librarians
worked together, they chose te person with the best attitude toward users to be in charge
of an information desk or in the reference section. Many librarians do not seem to want
to ded with “people” There are even librarians who expect not to have to attend to users
at dl because patrons disrupt their “work.”

Bary Bowes in Between the Stacks (as cited in Knede, 2004, p.2) presents the
following description of alibrarian:

In the public psyche, alibrarian is awoman of indeterminate age, who wears
spectacles; a person with either atimorous disposition or an austere disposition,
5



wearing along deeved blouse buttoned to the neck; someone who loves silence,
likes books, and suffers people. Librarians don't laugh. They are covered with a
thin film of dugt. They have pae skins, which, when touched (asif one ever
could) might flake and prove to be reptilian scales.

Although dereotypes are frequently crud exaggerations and generdizaions they
just as frequently have at least an dement of truth. The omnipresence and consstency of
the Stereotype proves that the attitudes that originated it are held by patrons.  Although
not dl librarians digplay these Stereotypes, the way in which even a minority of librarians
interacts with patrons affects the way patrons perceive information professonds as a
whole,

Why is it a problem that some professonds do not identify service as an
important element in the professon or do not provide good service to parons? The
problem is not the failure to recognize the importance of service and the way sarvice is
provided; the problem is in its implications Even a few unsatisfied patrons, much less
angry ones, can begin a chain reaction which leads to fewer patrons, it then becomes
increesngly difficult for the library to judify its exigence, and because of that the library
ends up with inadequate budgets, outdated technology, low daff sdaries, and
undergtaffing.

It is hard to identify the number of patrons who do not go to the library because
they had bad experiences with unhepful or unfriendly librarians. The impact of users
disstisfaction is illustrated by Jeff and Vd Gee (1999) in Super Service: Seven Keys to
Delivering Great Customer Service Even When You Don't Feel Like It, Even When They
Don't Deserve It when they ask:

Did you know that 68% of customers are lost because an employee didn't handle
their complaint well? Research shows that, out of 25 dissatisfied customers:



One customer complains.
Twenty-four are dissatisfied but don’t complain.
Six of the 24 no complainers have ‘ serious problems.

The 24 no complainerstell between 10 and 20 other people about
their bad experience”

According to these points, the worst isthat “from apool of 25 customers,
therefore, between 250 and 500 potential customers learn about the bad service’
(J. & V. Geg, 1999, p. 10).

Every month the reference desk and sometimes the circulation desk submit a
datigtical report of how many people were helped in these departments. This information
a the end of the year is used not only to plan the implementation or improvement of
sarvices and products of the library, but aso to prove that the library is important for the
community. Based on that, the locd government will make the decison to keep the
library open and to provide a budget for the library. The information about the library’s
affluence is ds0 used to gpply for funding in foundatiions and big organizations in order
to implement programs to benefit the community. Therefore, a group of ten unsatisfied
users can have a negative impact on a library’s affluence, because service helps to judify
alibrary’ s existence.

The exigence of a library depends dso on community support. Danie Stuhiman
says, “ No library can coast on the assumption that its services are vitd to its city or
inditutions. Libraries are vitd only if the community perceives them as vitd” (2003, p.
1). When alibrary has the support of its community, it can reach its gods, and guarantee
its exigence. “Remember that just as a busness wants to keegp customers, libraries want
to keep patrons because they pay the bills--through their taxes, tuition, dues, or
inditutiona support” (p. 4). But again, like a vicious circle, in order to have patrons

support, it is essentia to provide them with good service.
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In addition to the two aforementioned Studions there is a third one the
incapecity of the library to accomplish its misson of sarving people. Libraries exig in
order to help people and information professonds recite that this is one of the most
important vaues of the Library and Information Science discipline.  However, when
information professionals have to put service into practice, the idea does not seem to be
clear for some of them. If patrons fed uncomfortable with the way they are treeted, they
are not going to come back to the library or support it, will the library then be able to
achieve its misson with a lack of funds for paying daff <daries, technology, new
acquisitions and maintain the basic products and services?

Parons expect information professonds who not only hdp them to find the
information they need with a friendly attitude but aso to undersand and articulate ther
research questions and needs. If information professonds turn their atention only
toward developing products and services but forgetting the red reason of the existence of

libraries, then many libraries would have to close their doors.



CHAPTER 11
Background

WHAT ISSERVICE?

The concept of service can be defined from different points of view and from
different approaches depending on the fidd of study. From the management perspective,
Phillip Kotler and Gary Armgrong define sarvice in Principles of Marketing as "Any
activity or benefit that one paty can offer to another that is essentidly intangible and
does not reault in the ownership of anything" (1996, p. 7). In this definition, Kotler and
Amgrong do not identify what kind of activities should be performed in order to provide
savice, however they mention two important properties of this vaue intangibility and
lack of ownership.

James Fitzammons defines sarvice from the marketing perspective as “a time-
perishable experience, intangible experience, performed for a cusomer acting in the role
of co-producer” (2003, p. 5). Once agan, intangibility appears in the description of
svice, but Ftzsmmons dso includes other important points.  Firg is the idea that
svice is an experience, not only an activity. The word “experiencg’ implies in this
definition that service is an event lived through where the participant or paticipants are
learning something. Second, he mentions that service occurs during a period of time. The
“time’ dement enables us to understand service as part of redity, not only as an absract
idea in limbo. Fndly, Fitzammons consders the customer not as an observer but as an
active paticipant in the service experience. Vauing the information and guidance that

the cusomer gives the sarvice provider, and recognizing tha service is not a



unidirectional process enriches the experience, thus helping the participants to reach ther
gods, whatever they are, easier and faster.

In the VNR's Encyclopedia of Hospitality & Tourism service is defined as “the
act of hepful activity" (1998, p. 398). Even though this is a vague and tautologica
definition, the idea that service is for helping people has value. This word gives sense to
the other two definitions that were more focused on the process itsdlf but not on the godl.

From the LIS perspective Wat Crawford and Michae Gorman sate “Service in
librarianship implies attention to qudity, a desre to live up to, and to surpass the
expectations of library users’ (1995, p. 12). Gorman and Crawford present two new
edements of service in ther definition of service used above qudity and meeting users
expectations.

The problem with qudity is that it is hard to measure because this concept varies
from person to person. For this reason it would be necessary to adopt a standard like 1SO
9004-2 provided by the International Organization for Standardization (1SO) to hep set
up a sarvice quaity sysem for organizations. Such standards act as a guide, a ligt of
things to do in order to provide good qudity service, without forgetting the unique
characteridics of each inditution and its community. Without usng a standard it is hard
to have consstency in service the level of qudlity depends on different factors based on
the priorities the managers or Staff consider important. Meeting patrons  expectations
and quality are smilar because both depend on culture, economic and educationd levels,
and other condderations. In order to provide good service according to the Gorman and
Crawford definition, it is necessary to implement a study of users to know what the
community expects from the library. What is good about their definition is that it makes
cler that service is more complicated than a phrase in a misson daement. This

definition helps darify the difference between the dbdract dde of sarvice and the
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practicd or concrete sde of it, and it heps daify the implications of not using
appropriate language to define service and an appropriate method to implement it.

The American Libray Association's (ALA) Code of Ethics reads that: “we
provide the highest levd of service to dl library users through appropricte and usefully
organized resources, equitable service policies, equitable access, and accurate, unbiased,
and courteous responses to al requests’ (1995, p. 1). This is a more complex definition
of service because the ALA includes qudities like accuracy, equitability, representation,
balance, organization, access, and cordidity. This gives the reader the idea that service
is more than beng friendly and hdpful while heping patrons resolve ther information
needs. Service is incorporated into the organizationa culture where the aff is aware of
the importance of service for the patrons and the organization.

Based on the definitions presented above, one can define service for the purpose
of this dudy as an intangible and time-perishable experience carried out with the patron
as a paticipant and as one that implies atention to quaity and to meeting peopl€'s
expectations by providing equitable access to information, organized resources, and
accurate and courteous responses. Its main god is to help others improve their quality of
life through informetion.

A key to effective library service that these definitions do not explore is the
important digtinction between good and bad service. Good service in this case can be
defined as the sum of empathy, ligening, patience, and sengtivity shown by an
information professond  while interacting with patrons, it is meding patrons
expectations in terms of persond relations. Bad service is the opposte. Although the
professona may ultimately hep the patron, indifference, impatience, insengtivity and
inattentiveness can conditute bad servicee An example of bad service would be when
patrons come to the reference desk and a librarian does not pay much atention to their

11



guestion, tries to answer quickly, or does not look at the patrons face when they tak. It
is not hard to guess the impact of bad service: unsatisfied patrons who will not come back

to the library or recommend it to others.

THE CONCEPT OF SERVICE IN THE LIBRARY AND | NFORMATION SCIENCE
LITERATURE

In specidized dictionaries, encyclopedias, and glossaries for libraries published
between 1973 and 2003, the definition of the vaues in LIS, and specificdly service, is
amos non exigent. The Ranganathan Dictionary, which is a compilation of terms used
by Shiydi Ramamrita Ranganathan from his works from 1931 to 1965, includes a brief
definition of service “Service is an action to saisfy a want” (1993, p. 96).  In other
dictionaries and encyclopedias there are definitions of “service qudity,”(Keenan and
Johnson, 2000, p. 221) and “customer care” (Prytherch, 2000, p. 203), both definitions
taken from the management marketing perspective. The fact that there are s0 few
definitions included in encyclopedias, dictionaries, and glossaries could be interpreted as
a dgn of the implicitness of the meaning of sarvice for the professonds or a lack of
attention to the importance of servicein LIS.

Although it is difficult to find definitions of service for information professonds,
characterigtics of service do appear in the literature.  Service gppears in documents about
expectations of librarians in the future. In The Whole Library Handbook, proficiency in
communication and interpersona  skills gppear as two of the mgor competencies for
librarians in the 1990's (Eberhart, 1991, p.71). Even though service is not directly
mentioned, these are important characteristics of it.  Barbara Lovato-Gassman says that

for the 21% Century “we want librarians who are flexible, enthusiagtic, have good stress
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management skills, are service oriented and have excdlent interpersona skills’ (2003, p.
47).

By going back in time to review materids produced in the late 19" century and
between 1940 and 1975, one finds more detailed information about vaues in LIS, its
misson and the expected characteristics of people intereted in being pat of
librarianship. For example in 1876 Samuel Green wrote;

Certain mentd qualities are requidte or desrable in library officers who mingle
with readers. Prominent among these is a courteous digpogition, which will
disclose itsdlf in agreeable manners. Sympathy, cheerfulness, and patience are
needful. ... A librarian should be as unwilling to dlow an inquirer to leave the
library with his question unanswered as a shop-keeper is to have a customer go
out of his store without making any purchase (p. 79)

For Green, the principd misson of the librarian in that time was principdly to give
assdance, to hdp people find the information they were seeking to resolve ther
information needs. In this case, the librarian was conceived as a mediator between
information and patrons. In the same year Mevil Dewey gives a more complex
definition in “The Professon.” He sees the librarian as an important actor in society:
“The best librarians are no longer men of merdy negative virtues They are podtive,
agoressive characters standing in the front rank of the educators of ther communities,
dde by sde with the preachers and the teachers’ (p. 5). For Dewey one of the
respongbilities of the librarians is to enhance in thar patrons lives by making accessible
the information they need, by urging patrons to read and learn, and aso by providing
them with the best information resources available.

Gadgton Litton's El Bibliotecario, The Librarian (1973) is another good example.
He describes the principles and vaues of librarianship presenting a profile of the
librarians  persondity. Some of the characteristics he mentioned are hdpfulness,

communicativeness, approachability, dtruism, and good manners (p. 32). Lasso de la
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Vega describes the work of librarians with the Latin words Sic vos non vobis, meaning
"Thus we work, but not for oursdves' (1952, p. 426). Another example agppears in the
book Fundacion y Organizacién de Bibliotecas (Foundation and Organization of
Libraries) by Alfredo Console, who describes the misson of the librarian as “to create
with books a library for public, and through a good service, a public for the library”
(1954, p.16).

Years|later, Claire Guinchat and Michagl Menou write that:

The information specidist serves users and hence needs a gift for and interest in
human relations. In many cases, information work is primarily ametter of
teamwork. But his persond relations with the users and producers of information
have even more decisive influence on the effectiveness of the service. An
information speciaist must be capable of understanding other people, mixing
socidly and inspiring confidence — in short, of communicating (1983, p. 329).

Anocther writer with a unique point of view about service is Barbara Chernick who
thinks that one of the two basc characteristics of library daff is “an interest in working
with people” Chemnick dso says “preacticdly dl gaff members are involved with
bringing people and these informetiona materids together. If they do not like being with
people or heping people, library staff members will not be successful in fulfilling this
library function” (1992, p.14).

A brief andyss of the publications compiled by Library and Information Science
Abstracts (LISA) from 1998 to 2003 reveds that “service’ has been sudied from
different perspectives. The search term “service” under the descriptor “category,”
yielded a total of 606 documents. Duplicate records were removed; book reviews were
ddeted by usng a Boolean search. Manudly, titles of inditutions or products that
included the word “sarvice’ in it were deleted as well, leaving a totd of 239 records.
Usng the controlled vocabulary provided by the same index as a guide, the tota number

of records was divided in 19 categories (See Appendix 2). The category with the highest
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percentage is “Service qudity” with 34.43% followed by “Customer sarvice” with
25.82%. Only 36 documents included information about service as defined in this study
(15.06% of the totd). If one compares this number to the totd number of records in
LISA, that is 242,000 in 2002 (Cambridge Scientific Abgtracts, n.d.), it is only a 0.01%, a
very small percentage for atopic that seems to be important for LIS professonals.

If one reads each document however, the mgority of authors do not define service
or they do it so vagudy; the terms are used with a totdly different meaning. This is the
case of the documents that appear under the descriptor “service qudity,” where
gpproximately 89.28% of them refer to Quality of Service (QoS) which is a “cgpability of
a network to provide better service to sdlected network traffic over various technologies,
incduding Frame Rday, Asynchronous Transfer Mode (ATM), Ethernet and 802.1
networks, SONET, and IP-routed networks that may use any or al of these underlying
technologies’ (CISCO, 2003, p. 1). When reviewing the documents that appear listed
under the “customer service’ descriptor, it is possble to find many materials about
difficult patrons, project satisfaction or documents that study the satisfaction of patrons
with a specific service, such as Cdl Centers.

The literature contains many descriptive studies of persond characteristics desired
for information professonds, but documents addressng the vaues of LIS, including
service are rare.  In the literature there are aso user studies, new services to incresse
patrons satisfaction, marketing drategies to meet patrons  expectations, and ways of
orienting the library oaff efforts towards helping petrons reach their gods. In some
documents, the authors suggest that management techniques can create a satisfied and
motivated gtaff in order to provide good service and can dso provide training about how

to provide good servicein libraries. These documents could also be grouped into two :
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1. Research and recommendations to resolve a specific Stuation related to service
and

2. Manuds to learn how to provide service to users. The mgority of documents
about these topics seem to be oriented to information professonds who are aready
working in libraries or those who just got their first new job as reference librarians.

In short, the literature review shows that service is consgdered an important
dement in Library and Information Science but the concept is not wel articulated.
Authors have included different dements in ther definitions of service, and dso have
different approaches to it. Based on these results, there are some questions that come to
mind, eg. if there is not a homogeneous idea of what service is, how does this affect
LIS? How are students educated about this topic when they are in a university program?

This study seeks to answer these and other questions.

16



CHAPTER 111

M ethodology

After searching for previous studies about service in LIS and finding little, the
author decided to do an exploratory study in order to collect data from different sources
to learn how information professionds define service and how it is taught in the LIS
curriculum.  She usad the following data-collection methods:  fird, informd interviews
were conducted with faculty from 9 of the top ten university programs in LIS determined
according to the US News and World Reports, to determine if the value of service is part
of some of their courses (See Appendix 3). Her thess advisor suggested some of the
contacts in each school, and the remaining professors were chosen based on their position
a the school (preference given to the higher ranks such as the associate deans,
department directors or department chairs). In two cases it was necessary to cal the
universities to ask for appropriate faculty members to contact. Because email messages
sent to different faculty members did not solicit responses.

A dréft list of faculty contacts having been assembled, the researcher made firg
contact with them to verify if these were the gppropriate people to contact for the purpose
of this study. After they answered this message, a new e-mail was sent containing the

initia definition of service created for this study:

Saviceis having patrons needs aways present while performing every task in
every department in the library. It is assgting patrons to resolve their information
needs with afriendly attitude. Service isthe sum of being helpful, friendly and
respectful of patrons needs. It is a pogtive way of thinking and perceiving
patrons. Serviceis a conviction that patrons satisfaction about services and
productsis the reason for the library’ s existence.
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Respondents were asked if they were teaching from this point of view service dther in
generd or as pat of a pecific course. They were dso asked if they were teaching
techniques like empathy?2, active lisenings, and sengtivity4.

Professors in business, socia work, and nursng were interviewed as part of this
sudy. These professons were chosen because service seemed important to the
professon. The Socid Work and Nursng schools were chosen from a list of possble
departments where service seemed to be a strong component of the professon. The
professors sdected were teaching introductory courses or courses with a service
component, as indicated by department Web stes.  In some cases, the faculty members
dso suggested taking with another professor because of his or her professond
experience or interests.  Faculty members were contacted by e-mall, and the interviews
were conducted in each professor's office.  Before the dart of each interview, the
interviewer briefly explained the gods of the research and read the definition of service
proposed for this study to the interviewee so he or she could have a better sense of the
word “service’ in the context of this sudy. After that, the researcher asked the interview
guestions (see Appendix 4), and took notes by hand, (the interviews were not recorded)
veifying a the end of the meeting that the information in the notes represented the

interviewee s thoughts.

2 «Empathy is the process by which a person momentarily pretends to himself that he is another person,
projects himself into the perceptual field of the other person, imaginatively puts himself in the other
person’ s place, in order that he may get an insight into the other person’s probable behavior in a given
situation” (Goldstein & Michaels, 1985, p. 7).

3 “Thistype of listening involves a person (typically atherapist) listening to a person and then responding
to the person using techniques such as paraphrasing. In thisway the listener restates what has been said in
order to demonstrate empathy, show that he/she was listening and understanding what was being said”
(Psychology Glossary, 2003, p.1).

“ “Sensitivity isthe ability to predict what an individual will feel, say, and do about you, himself, and
others’ (Smith, 1966, p. 9).
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Third, as recommended by the thess advisor, an e-mail message was sent to the
JESSE lig  (http:/listserv.utk.edu/cgi-binfwa?A0=jesse), which is a wdl-known emall

discusson group with 1153 members (Ligsarv, nd.), for Library and Information
Science faculty members and students (See Appendix 5). The message sought to collect
information about professonas and sudents views of the importance of service in
Library and Information Science. Before the questionnaire was sent to JESSE, it was
teted on The Ingder a lig with 408 members® incuding faculty and gtudents of the
Schoal of Information a the University of Texas, and the “El Corazdn de Tgas’ which is
the lig of the Centrd Texas Chapter of REFORMA, and has 64 memberss. This lig
condgts principdly of information professonds who work a public and academic
libraries, and the author of this study is a member of both lisgs. No problems were
encountered in the pilot test, SO no changes were made to the questionnaire. Thus the
same quedtionnaire that appears in Appendix 5 was sent to dl 3 groups. Origindly, the
results of the test were not considered part of the research, but, because no mgor changes
were made, and because of the interesting responses students and professionas sent, their
responses were incorporated. The results of the lists were coded manudly in order to
extract patterns from the data (Lofland & Lofland, 1995, p. 131). There were no
duplication of answers between the professors that responded to the questions posted in
the JESSE list and the ones that answer the emails sent to the top ten universities. Findly
the data were organized into tables with mutudly exclusve categories based on the
patterns. Each pattern was differentiated from others according to the types of keywords
used by the respondents.

5 Vanessa Chavez. (vanescha@ischool.utexas.edu). (2004, Nov. 18). Number of Members Subscribed to
Thelnsider. E-mail from Diana Miranda-Murillo. (diana@correo.co.cr).

® Margo Gutierrez. (mgutierrez@mail .utexas.edu). (2004, Oct. 06). Pregunta acercadelaLista E-mail
from Diana Miranda-Murillo. (diana@correo.co.cr).
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Findly, cusomer service managers from Barnes & Noble and Schlotzsky’s were
interviewed to discern how the gaff in those businesses is trained to provide service and
the impact of their training methods on their clients (See Appendix 6). This would dso
help to make a comparison between different approaches (business and academy) when
talking about the service. Barnes & Noble was chosen because this company has been
known for innovations in the bookstores market. Barnes & Noble designed a different
ambiance for ther dients providing them with a place to sit, browse, or read books, while
drinking coffee and eating. They added-on those dements to the traditiona services they
were providing to clients in order to increase their satisfaction.  Schlotzsky’s was chosen
among other fagt food companies because it is a locd franchise and has been known for
its diverdfication of products and services for usars. They dso desgned a different
ambiance for their customers, making ther restaurants look different from the rest of the
fast food companies. They used wood materids and pastd colors that invite dients to
day and relax. Moreover, because it is smdler than Burger King and Mc Dondd's,
communication with them was expected to be much easier. The fird communicaion in
both cases was by phone, and in the case of Schlotzsky’'s e-mall was aso used.
Interviews were conducted in the interviewees offices, and the researcher took notes and
verified a the end of the meeting that the notes represented the interviewee' s idess fairly.
Paticipation in this sudy was completedly voluntary. Participants names were kept
anonymous to help the them fed more rdaxed and confident about the information they

were providing, thus improving the veracity of their responses.
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CHAPTER IV

Resultsand Analysis

As described in the methodology chapter, four methods were used to collect data

for this exploratory study:
Communication through e-mal with faculty of nine of the top ten
universtiesin LIS
Interviews with Barnes & Noble and Schlotszky’s Ddi customer service
managers
A quedtionnaire sent to JESSE, El Corazon de Tgas, and The Indder
eectronic lists
Interviews with professors from the schools of Nursing, Socid Work, and
Busnessat UT Audtin.

This chapter presents the data then anayzesiit.

RESULTSAND ANALYSISOF COMMUNICATION WITH FACULTY OF NINE OF THE TOP
TEN UNIVERSITIES?

Some LIS professors & the top ten universties had difficulty distinguishing
sarvice from other related topics, as determined by information collected. One wrote in
her e-mail “Our entire school is based on a user-centric approach to information.”  Other
sad, “Each of our required courses has a strong people/service orientation. Many of our
dectives are people/service oriented. Even the strong information technology courses
dat with the quegion of information technology/systems for whom?'  Another professor

commented, “I would say that the sarvice orientation is embedded in many of our

"The School of Information at University of Texas at Austin is not included since the author studies there.
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courses”  These answers seem to reved that faculty tends to have an unclear
understanding of servicee On the one hand, they conflate service and user-centered
design, which are rdlated but digtinct. On the other hand, the respondents assume that
savice is dfectivdy integrated in many cdasses dthough the examples they provide
indicate that service for them might be a variety of different things but not senice as
defined for this study.

In Table Xa there is a summary of the courses that have a service component in
the top ten univerdties according to the responses collected through the questionnaire.
Only students in reference courses seem to be studying techniques like empathy, active
ligening and operntended questioning that might help them to develop their knowledge of
the value of service (See Table 1, Appendix 7). But what of students who do not teke
reference courses and are more focused on cataloguing, software development, or
information science? It seems tha education about techniques to hdp interndize and
practice sarvice is more relaed to librarianship than to information science or information

technology.
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Table 1-a (Summary)

How is service taught in the top ten universitiesin library and information science?

University

Number of courses
involving service

Reference cour sesteaching empathy
and other similar techniques

University of Illinois at Urbana-Champaign 4 1
University of Michigan at Ann Arbor Did not say
University of North Carolina at Chapel Hill All courses
Syracuse University 3 1
University of Pittsburgh at Main Campus: No answer
Indiana University at Bloomington: Did not say
Rutgers University at New Brunswick All courses
University of Wisconsin at Madison: 3 1
Drexel University (PA.): No answer
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If only reference librarians know about the importance of the vaue of service,
what happens when they ask co-workers from other departments in the library for user-
oriented products and services? Vauing service is important, even for behind-the-scenes
daff, because the lack of it can cause ddays, misunderstandings between people from
different departments, and confuson. While reference librarians think about satisfying
patrons 0 they return to the library, their colleagues are concerned about accurately
decribing a book in the cataog, building a database, developing a new circulation
system, or adapting the latest technology to the inditution needs. All these problems will
be reflected in inconsstent service, thus affecting users perception of the library as a

whole.

RESULTSOF THE INTERVIEWSWITH BARNES & NOBLE AND SCHLOTZSKY’S DELI

Comparing librariesand businesses: isthere something to learn from businesses?

For the Barnes & Noble customer service manager, service is a way to make
people fed vaued by keeping eye contact (culturdly specific), lisening with aitention,
showing that you are making an effort to hdp them, and by making them fed tha ther
requests are important. Through service, this manager wants to resolve a need and ensure
that the customer leaves the store happy and satisfied; a good éttitude adds vaue to the
sde. Even though there is a standard of service in the organization, each store adapts the
way they provide service according to local expectations.

The Schlotzsky's Ddi Customer Service manager describes service as an attitude
committed to meeting customer’s expectations so patrons will return. A product for this
manager is not complete without service. Service is the principd dement that keeps an
organization or product dive in the market where smilar organizations offer smilar

products and compete for dmost the same clients. In order to provide good customer
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sarvice, it is important to be familiar with the product, to be honest, to be conscious in
providing a nice environment, to be understanding and to appreciate diversity.

Based on thee definitions, one wonders how different are libraries from
busnesses? Table 2 enumerates the principd characterigtics of the three definitions to

better visudize smilarities and differences.

Table?2

Comparison of Definitions of Service

Definition of servicefor Barnes & Schlotzsky’s
thisthesis Noble

Accuracy of information
Equitable service policies
Equitable access

Unbiased responses
Cordidity

Helping others
Non-transferability of
ownership

Resolution of a problem
Mesting client expectations
Making customer feel valued
Honesty

Providing a nice environment
Appreciation of diversity
Knowing the product
Service important for survival X
Service as away to educate
customers

XX XXX X[>

X
X[ X| X

XXX
XIX[X[X[X]|X| [X

There is an important element present in both libraries and businesses. the sense
of service as a way to survive, or compete with smilar organizations in the market.  Both

mentioned that sarvice is a way to diginguish themsdves from other smilar companies
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that offer dmilar products. The company that provides more efficient and personalized
service will have and retain more customers.

Libraries provide sarvice because this is pat of ther misson. They dso rey
indirectly on patrons satisfaction in order to sustain funding. Although libraries do not
adways compete among themsdlves like busnesses, they do compete with televison, the
Internet, and bookstores as well as other recrestiond and educetiond activities.  If
libraries provide poor service, people will look for information in other places or use their
freetime in more satisfying activities.

“Medting client expectations’ is another shared dement. In Barnes & Noble, for
example, one of the customer sarvice gods is “book in hand.” This goa seeks to make
customers satisfied, even when they do not have the book they origindly sought. If a
Barnes & Noble store does not have the book, they try to offer one on the same topic or
find the origind book a another store and get it for the customer. This extra effort lets
the customer fed appreciated, leaves a podtive impresson, improves the prospects of a
return vist, and makes it likdy that the store will be recommended to the customer’s
friends and family.

Librarians grounded in good sarvice adso do their bet to meet patrons
expectaions and share the god “book in hand,” dthough with a different gpproach.
When a patron looks for a book that the library does not have, librarians check
avalability through interlibrary loan, review the eectronic books collection, and look for
materids about the same topic or by the same author. Their main god is that the patron
leaves the library with the satisfaction of finding some useful materid.

If one compares the dements diplayed in the chart of the different definitions,
there is some targeting of smilar gods but usng different words. For example one could
equate “honesty” with “unbiased responses” and “equitable access’ with “appreciation
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of diversty.” But other characteridtics, such as “heping others’ and “non-transferability
of ownership,” make the difference between libraries and businesses more clear. The
god of service for library and information science is to hep others, while in businesses
savice is an add-on to the product itsdf to make a profit. ~ While businesses have
transferability of ownership, libraries have patrons who borrow rather than buy. In brief,
businesses use service for profit, and libraries do not.

Service has been adopted by different kinds of professons in many fidds, and it
is present even in people’s lives. The difference rests in the meaning of this vadue for LIS
and the tools used to put service into practice.  Although service is important for both
libraries and busnesses, it means something different for each. Service in libraries
represents the misson of the inditution and the professonds in the LIS, savice in
busnesses improves the market podtion of a paticular product. Some information
professonds dready have implemented and gpplied some of the techniques used in
business in libraries, like marketing, for example. In most LIS schools there are courses
where students may learn how to manage libraries and students learn may theories and
techniques used in busness. In the cae of savice it seems that information
professonds can learn more about this topic from the business fidd but it is important to
be aware of the differences in the conceptuaization of service so libraries do not end up
acting as businesses.

Everyone needstraining

All Banes & Noble and Schlotzsky's Deli staff members are trained to provide
good customer service, no matter whether the person works at the back or directly with
customers.  Training congsts of materid about how to become a good service provider
according to each company’s standards. Both companies have a cross-traning sysem

where everyone learns how to do every task at the bookshop or restaurant. Both regularly
27



tes the daff as a group to discuss how they would resolve a problem or approach a
certain Stugtion.

Both managers think that it is important to provide the same training to al
employess, even if an employee is dready good a working with people  Even
employees with grong service predigpodtions may not respond according to the
company’s expectations in dl crcumdances. An untrained employee may fed more
pressure and anxiety when responding to a problem for the firg time if he or she is
unfamiliar with the company’s sandards. Having an employee who was not equdly
traned in how to provide service can dfect the whole team’'s peformance thus leaving
the customer with a negative perception of the company.

Library and Information Science seems not to have uniform expectations and
traning for dl sudents on how to provide service. Professonds in different departments
have a different idea of what service is. For example, service means something different
for reference librarians than for catadoguers and this different approach makes their
communication and their work more difficult to accomplish (Hristov, 2004). Stephanie
Ognar enumerates some of the problems that emerge as a result from the divison of these
depatments in libraries “Inefficdencies, redundancies, miscommunication, competition
and a generd lack of understanding and respect (2003, p. 38). Staff members in these
departments have the intention to do their best, but they sometimes work againg each
other (Kimmel, 1998), negatively affecting the library as awhole and its patrons.

One dgnificant root of this problem is that there is not a shared idea of what
service means in LIS and how to provide service to patrons. As seen in business, when
employess have a shared idea of the principles and vaues of the organization, generaly
imparted thorough a common education to interndize these vaues, and put them in
practice, many misunderstandings and ddays ae diminated. Thus, employees and
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customers fed increased sdtisfaction and perceive a consigtent, organized and strong

organization.

Good service requires constant reinfor cement

In both bugnesses traning is reinforced periodicdly by quizzes internd
contests, and rewards. Schlotzsky's Deli managers have an dectronic liss where they
communicate succesful  or  difficult experiences they faced while working with
costumers or other managers. Sharing their stories helps managers to think about how to
resolve the unexpected and how to agoply the principles of service according to the
community’ s and the company’ s expectations.

Information professonals attend conferences or training where they discuss new
trends in LIS and new ideas or advances in performing a specific task. There is dso a
vaiety of dectronic lis and blogs that host discussons of current topics in LIS. The
difference is that busness staff knows that courses, rewards, and contests are oriented
pecificdly toward sarvice; in libraries, sarvice is mentioned but is not often the center of
a course or the reason for prase Moreover, not dl LIS professonds have the
opportunity or the time to attend conferences or training, or to paticipate in eectronic
ligs Libray gaff is frequently busy peforming multiple tasks, mantaining the products
and sarvices the library currently offers, and implementing new ones.  If the gaff is not
reminded about the importance of providing good service to users, it is easy to forget
about it, not interndize it or put it into practice.

It seems that the vdue of service has been implicit in the fidd of library and
information science, but it has not been materidized or operationalized. Because of its
importance for professonas and patrons, service should be consdered part of the day-to-

day life in information organizations. Rewards, training, or any other method would help
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gaff to be congtantly aware of the reason for providing good service and to think about
service not only as an abgract idea but as a way to implement services and for dtaff to

perform their job.

RESULTSAND ANALYSISOF THE QUESTIONNAIRE SENT TO JESSE LIST

As described in the methodology section, a questionnaire was sent to three
different dectronic ligs. The Indder, El Corazon de Teas, and JESSE. Five responses
were collected from the Indder ligt, sx from El Corazén de Tejas and 12 from the JESSE
lig. Thequestionswere:

1 Do you condgder that service-orientation is pat of a person's naturd
disposition or can it be taught to al professonds?

2. Do you think librarians are generdly wdll educated during their degree
program to be service-oriented?

3.  Thecurriculuminthefidd of Library and Information Scienceis

broad. Do you consider it important to train dl professionals as service

providers or only those who are going to be working with library patrons face-to-
face? Why?

The indructions sent to the JESSE ligt included a request to post answers to the lig to
generate discussion about the topic; however, dl participants sent their messages off-lig
(i.e, directly to the author). Ther responses are different and more diverse than those
collected from the other lists.

It is dmogt unanimous that, if someone is willing to learn, he or she can be trained
(See Table 3). As one respondent wrote “the receptiveness of the individua is criticd to
the learning” Thus, with the exception of the truly antisocid, it seems reasongble to

30



expect that with proper training dl information professonds can obtan a strong service

orientation.

Table3

Question 1. Do you consider that service-orientation ispart of a person‘'snatural
digposition or can be taught to all professionals?

Responses The Insider El Corazon de| JESSE List
Tgas

Only anatura 0 (0%) 0 (0%) 0 (0%)

disposition

Only as aresult of 0 (0%) 0 (0%) 2(17% )

training

It isamix of both factors | 5 (100%) 6 (100%) 9 (75%)

No answer 0 (0%) 0 (0%) 1(8%)

Total (100%) (n=5) (100%) (n=6) 100% (n=12)

Teaching the value of sarvice does not seem to have been one of the priorities of

the library and information science curriculum in the United States. Table 4 shows that

the mgority of respondents think that information professonds are not wel taught to

provide service. Seven participants explan more their answers ant they seem to have a

clear idea of the reason for this problem. For example, one respondent writes: “I think

some faculty have a disdain not only for patrons but for librarians. This can be especidly

true in research ingtitutions, where the only respected approach is ‘research, not patron

centered service” Another participant recognized not only the problem but aso identify

the benefits of educating LIS professonas in how to provide service “more emphass in

library school should be placed on teaching students how to provide customer service
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with a NON-INTIMIDATING/Braingorming dtitude.

experience rather than a bad one.

So the patron has a good

| think friendliness and sarvice are the keys to

guaranteeing the library is seen as a place of sarvice ingead of a warehouse for old

books.”

Table4

Question 2: Do you think librarians are generally well taught during their degree
program to be service-oriented?

Responses Thelnsider | El Corazon deTegas | JESSE List
Yes 2 (40%) 0 (0%) 4 (33%)

No 3(60% ) 3 (50%) 1(8%)
Itishard to say 0 (0%) 2 (33%) 5 (42%)
Itissomething learned at work 0 (0%) 1(17%) 0 (0%)
Should not be taught 0 (0%) 0 (0%) 1 (8%)

No answer 0 (0%) 0 (0%) 1 (8%)

Totd 100% (n=5) | 100% (n=6) 100% (n=12)

Seven participants think that it is hard to say whether service is wdl taught in

library and information science schools. For example, one respondent says, “1 think | do

a good job with this. What goes on in other programs, | cannot say.” One participant

supports his thoughts on their observations “My guess is tha some are and some aren't,

based on what | see in LIS” These responses and the uncertainty demonstrated by some
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of the participants demondtrate a lack of education about how to provide service in LIS
curriculain the United States.

The diversity of responses received for this question, aso reflected previoudy in
Table 3, suggests a problem with the meaning of the word “service’ in LIS. In the
previous paragraph, one participant used “service’ as a synonym for “friendliness’ and a
“gniley” dtitude. For another, service is being focused on users, such as patrons from
different cultures or with disabilities, and teking their needs into condderaion. One
respondent related service with marketing, while another dates, “a a Magters degree
level the idea of training people to be nice and smile when providing good service is far
too naive and norrintelectud.” For her, service was limited to the badc traning at
McDondd's for a burger flipper or & Wa-Mart for agreeter.  These are just some of the
different approaches to service reflected in the answers that reved the lack of darity
about the concept of service and being a sarvice provider.  Implications include
misunderstandings among colleagues when trying to desgn or improve services and
products a the library, ddlays in the implementation of new services and products,
confusion about the gods library staff must follow as a team to provide good service, and
mediocre find results.

Table 5 shows that information professonds are very receptive to everyone
recaiving training in service. Two contestants noted that students will never know where
they are going to work; they can have a preference, but, with budget cuts, layoffs, and a
limited job market, they may be hired to work directly interacting with people or be
transferred to another podtion within the library where they have to interrdate with users,
and they have to be prepared for that. Another participant say that dl librarians have to
be aware of and trained about service in order to understand the importance of their work
for patrons and to peform ther jobs with the patrons in mind. Three contestants even
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recognize that everyone in a library is there to provide service, some in front of the
curtain, and others behind the scenes; in the end, however, if everyore receives training
in savice, the whole inditution will benefit. The fact that students and professonds
accept the importance of universal training could be considered as recognition of a need
in LIS, a gap to be filled or fixed, (in this case through education and training). Having a
more integrated idea of service in libraries would dlow saff to respond to the needs of
their patrons more assartively and effectively, face problems with more confidence, and

develop higher quality products for patrons.

Tableb

Question 3: Thecurriculum in the field of Library and Information Scienceis
broad. Do you consider it important to train all professonals as
service providersor only those who are going to be working
with library patrons face-to-face? Why?

Responses Thelnsider | El Corazon deTgas | JESSE List
Everybody in LIS should be| 5 (100%) 6 (100%) 9 (75%)
traned

Only those interacting with | O (0%) 0 (0%) 0 (0%)
people

Everybody should be taught | O (0%) 0 (0%) 1 (8%)

about the vaue of service but
only those interacting with
people should be traned as
service providers.

No answer 0 (0%) 0 (0%) 2 (17%)

Totd 100% (n=5) | 100% (n=6) 100% (n=12)
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Based on the responses, it looks like service is gill important and essentia for LIS
because people ill fed they need to learn more about it to improve ther job

performance.

RESULTSAND ANALYSISOF THE INTERVIEWSWITH PROFESSORS FROM THE
SCHOOL S OF BUSINESS, NURSING, AND SOCIAL WORK

Differencesand similaritiesin the concept of servicein different fields of study

Business School

Searvice seems to be the “icing on the cake’” in busness;, dthough it is important,
sarvice does not represent the core of LIS,  The first business school professor
interviewed views sarvice “as a product but dso as an add-on to a product.” This
comment coincides with the second professor who defined service as “something
perishable, an experience where the client participates as a co-producer, not only as a
gpectator.” He added “service is the sum of marketing, behavioral aspects of users, good
interaction between customers and employees, and use of technology in order to
empower cusomers and efficiency.”  Even though the second definition has more
eements, it dso makes clear that service is conddered only one of the ways to reach a

business s god to increase profit.

Social Work and Nursing

Service is one of the vadues a the core of professons like nursng and socid
Work. When interviewed the Nursng School professor said that service “is the group of
actions, assessments, and wise decisons a professona makes in order to help another
person to reach his or her level of competence and independence. Without service nursing

would not exist.” One of the socid work professors said that service is one of the most
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important vaues in their misson satement. For her service “is a way to help a person to
achieve his or her gods” So, both socid work and nursng seek, through service, to
dlow a person to return to productive participation in society. Everything in both
professions seemsto focus on theidea of “helping” or “caring for” others.

Nursng and socia work (like LIS) are consdered part of the so-caled “service
professons’ or “pink-collar professons” This coincidence could explain the smilarities
between them. Thee professons are femae-dominated, have a smilar higtoricd
background, and have druggled with smilar problems smal wages (compared with
men's wages in the same profession), occupational segregetion, a lack of professond
recognition, and short career ladders (Howe, 1977). According to Ann Heton
Stromberg:

These professions were originated in the mid- nineteenth century, in apatriarcha
society with a powerful sex role ideology that viewed women as especidly
sengtive, mord and sdf-sacrificing by nature — an ideology that, when aneed for
women's labor arose, could be adapted to support their work in the serving
professions (1988, p. 207).

Women were included in these professons responding to the sex-role stereotype
in that period of time; they were hired to concern themsalves with how to assst people.
The impact of these stereotypes of women in socid work, nursing and aso LIS could be
the reason why service is congdered an essentid part of these professons. Moreover,
these dtereotypes could aso influence the way professonas in socid work and nursng
often reate the vaue of service to the concepts of “helping” and “caring” about clients or

patrons with a more dtruistic gpproach than that in business.
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Library and information science struggle

Library and information science seems to be a hybrid, with eements characteristic
of both for-profit and non-profit. As a result, professonds in LIS sruggle in defining and
putting service into practicee For socid work and nursng, high qudity service hdps
ensure that the client is satisfied and happy, so the client does not need to come back.
These characteristics are the opposite of busness and LIS, where qudity service helps
ensure that the client is happy but aso that she or he wants to come back. But, athough
business is for profit, LIS, nurang and socid work are non-profit.  All of them, however,
have smilar gods when taking about service to make the client or patron happy by
saving and making him or her fed satisfied. Thus one sees that LIS has characteristics
of business and aso of the nursing and socid work.

Libraries traditionaly have provided services to communities and, through that
savice, much like socid work and nursing, have helped people improve their quaity of
life. Libraries, however, can be seen as busnesses dso, snce in order to survive they
need patrons to come back in order to get funding. These mixed motives in LIS can
cregte confusion in the way professionds conceive service,

In the responses collected from the dectronic lists one of the participants said,
“We are a service industry but dontusudly get trainingfteaching on how to ded with
cusomers, customer problems, and problem solving.” Other professonds used terms
like “marketing” to suggest activities they condder important to improving service
Another person answered, “Serviceis something that can be trained. Why don't you look
a the busness literature?” So, there are a lot of references b the business area when
information professonas answered questions about service, but, there were aso people
with the idea that the word “serviceg’ means to be friendly and hdpful and that service is
the reason of the existence for libraries. If libraries themsdves are complex systems that
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have their own characteristics but which have absorbed characteristics from other fields
of study, that makes it even more relevant to define the vaue of sarvice for LIS and the
best ways to put it into practice, hat way dl professonds could have smilar gods and
the Library and Information Science disciplineitsdf could become stronger.

Education and training on providing service

Business

One might think that in business school, service would be emphasized  throughout
the courses or by teaching a core course about service; however, there are contradictory
idess in terms of sarvice education in the UT Audtin Busness School.  When the firg
business professor answered the question about how faculties teach service, he sad that it
is not taught because Business School is meant to teach more complex and abstract
topics. He consdered teaching or training about service to be smple and easy and thet it
could be learned &t the work place during the first Sx months of employment.

The second professor indicated that there is an dective course cdled “Service
Management” where al the important aspects of how to give good service are discussed
in cdlass. He aso discussad his disagreement with his colleague's idea that service should
be pat of an employeg’s training when he or she is hired. He says that a member of an
organization, managers included, needs to know how to provide service in order to guide

the company toward its goal.
Social Work and Nursing
Students in Socid Work and Nursing Schools are educated about service in

amilar ways. The UT Audgtin Nursng School has one required class, and Socid Work

School has three required classes where dl students learn techniques like active listening,
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empahy, and sendtivity among other skills. These techniques help them to interact more
effectively with ther clients to resolve problems, to know them better, and to establish
better communication and undergtanding. Students of both schools dso learn about
sarvice through practice because they study part-time and do fidd work part-time This
practice heps them understand that service goes beyond a face-to-face interaction and
that service aso requires them to have a spectrum of knowledge to be able to assess
different Stuations and make the best decisions for the benefit of the clients.

In socid work and nursing it seems that students and professors are more aware of
the importance of service as part of therr professons and are able to respond to what
other professonds in these fields expect from them in this matter. The fact that Sudents
ae traned to see savice as an integrd pat of ther jobs is notable.  With some
exceptions however, people in genera ae not in touch with these professonads often

enough to know the resullts of their training.

Practice: a way to learn about service

Socid Work and Nursing have found that practice is an effective way to learn
about sarvice. LIS training is dmilar to business training because it does not seem to
have a dandardized approach to teaching service in its curriculla  Professonds of
Nursng and Socid Work seem to have a homogeneous idea about service, and it is
included in both curricula in required classes for their students. In both cases, they are
very clear about how service is taught in these courses and the importance of them for
dudents and their professons. What draws on€'s dtention is that these professons
where fiddd work is only suggested in the curriculum are the professons with problems

identifying the importance of teaching service. The key dement in socid work and
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nursing appears to be the time students practice working directly with people, meaning
that they have part-time classes and part- time fidldwork. Offering studerts both a mix of
theory about the vaue of service and the techniques to put that theory into practice seems
to be effective in heping students learn about its importance for the professons, their

clients and themsdlves as professionals.

BIGPICTURE ANALYSS

Service without practice can be abstract and confusing

The respondents on the Indder and El Corazon de Tegas lids reacted different
from the respondents on the JESSE ligt. Three of the participants from El Corazon de
Tgas sad that the questions were interesting and observed that they were a little
chalenging because they do not think about topics like this very often. One of the
participants even sent a message saying that she discussed the questions with her dtaff
and thus raised ther awareness about the vaue of servicee Mogt of the responses were
clear, right on target, and, because the answers were very homogenous, it seems that al
participants from these two lists shared very smilar concepts about the meaning of the
word “service’ inLIS.

In the case of the JESSE ligt, whose members are mostly professors and some
sudents, haf of the participants said thet they had difficulties with terms like “service” or
“sarvice-oriented” used in the questions. They fdt tha the questions were abstract and
imprecise.  For this reason, one of them wrote a long message explaining her answers
from multiple points of view, while two people express confuson about the meaning of
the words used for this survey.
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Two paticipants from this lig adso expressed asserted that this sudy is
ingppropriate for LIS. One of them said that he fdt uncomfortable with the use of the
term “service orientation” used in the fird question because, as one respondent noted:
“Notions like ‘sarvice orientation’ are too generd and meaningless Name a professon
that is not ‘service-orientation’ bent. It is little wonder the library professon has so little
respect when this is how so many define their work.” The other one consdered this
research as “non-professond” because the service should not be taught in LIS, “You
don't waste a whole degree training people in sarvice” she sad.  According to her,
“sarvice is not even taught in business schools”  She continued “Why not go to the
McDonads Universty or work in a Wa-Mart if you want to learn how to provide
sarvice? This hang-up on library sarvice issues is misplaced and is not based on any red
research. And you wonder why the MLS is not regarded as a vadid academic master’s
degree and non-intdlectud.” However it is precisgly the academic discipline and point
of view that will dlow LIS to undersand, perform, train, etc., in a way that is gppropriate
and unique to LIS. Otherwise, one can expect that information professonds will find
models for service from some other discipline or field that are not aways appropriate.

These reections bring some quettions to mind: do today’s information
professonas not want to see themsdves as being in the sarvice of others? Is service
today seen as a weakness instead d a strength? Is service consdered a menace because
other professonas and society have not respected LIS? Although only two academic
participants reacted so negatively, one may ask: how many colleagues think the same as
they and do not manifest their thoughts openly because of socid desirability?

One of the professors from the Socid Work School said, “It is important to be
clear about the professond identity to be able to know how to hep.”  There is no
question that LIS has been changing and it is going to keep changing, but it is important
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to recognize that there are ements in a professon that do not change, such as its vaues
and its misson. The negation of the core principles of LIS is not the way to improve this
discipline and to make others give vdue to the Library and Information Science
profession.

Another reason for the differences between the responses from the lists might be
the ongoing debate between theory and practice. The differentiation between these two
aspects has its roots in Plato and Arigtotle's different conceptions of knowledge: episteme
(theory) and phronesis (practice). The debate centers around the dilemma about which
one better resolves the inherent problems of each discipline (Kessels & Korthagen, 2001).
This dilemma has been present throughout history and has impacted the way in which
people conceive some fields of knowledge, for example “high and low professons” and
has aso caused the separation of research and practice in U.S. universties in the firgt haf
of the nineteenth century (Schon, 1995). People have been taught to conceive theory and
practice as two different things that are hard to combine (Kessdls & Korthagen, 2001),
conceptions that one could see reflected in the results of this exploratory study. In the El
Corazon and The Indder ligs, the mgority of participants are dready working in
libraries, but participants from the JESSE lig ae modly faculty members with a
perspective oriented toward research and education.

A smilar obsarvation was noted with the data from the professors in business and
the customer service managers.  For professors in business, service represents only an
“add-on” to a product, but, for the customer service managers, service was considered the
engine that moves their business. Once again, it seems that there is a difference between
those who work in an organization and those who study the field, in this case, business.

People who not only theorize about service but dso put it into practice, such as
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prectitioners in socid work and nurdng, seem to recognize its importance for the

organization, as wdl as the techniques to best put service into practice.

Clarity in the meaning of serviceisfundamental for L1S

The information compiled from different disciplines such as busness, socid
work, and nurang shows some dmilarities and differences among them in the way tha
sarvice is gpproached. For example, according to the professor interviewed from the
Nursng School, the objective of service in this fidd & to help a person regain his or her
hedth and to achieve an acceptable levedl of independence, competence and productivity
in society. Both professors from the Sociad Work school said that the god of service is to
help a person achieve his or her persord gods and integrate into society. One of the
professors in the Business School and the manager a Schlotzsky’'s Deli opined that part
of sarvice is enadling people to reach therr gods by themsdves. Even though these fieds
of study are diverse, there is a common thread that unifies the idea of service in dl of
them that could make one think that the vaue of service means the same everywhere.

Despite the universd characterigtics of this concept across fidds of study, there
are dight, yet important, differences in the goplication of the term “sarvice” The core of
the concept remans, but its gpplication presents variaions in each discipline  One
example is service in a company like Barnes & Noble versus service in a library. In both
cases, service is a way to keep dlients or patrons satisfied, and happy, and to help them
find what they are seeking. However, for a company like Barnes & Noble, the main
purpose is to sl as much as they can so they may increase thar profits. In a library, the
god of sarvice is to have patrons satisfied with the products and persondized attention, to
make them come back. The more users tha vidt the library, the eader it is to judtify its

existence and, by doing so, to be able to achieve its misson and to judtify its funding.
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Smilarly, the Socid Work and Business professors agree that one of the gods of
sarvice is to build a good rdationship with the client. The purpose of this task, from the
busness point of view, is to survive in a makeplace where dients have multiple
dternatives for amilar products, service is what makes the difference.  In the case of
socid workers, the purpose of having a good relationship with their clients is to increase
communication and confidence, to be able to work bgether, and to help them reach their
personal goals.

In the specific gStuation of LIS, for dudents and professonds working in
information organizations, this value appears to represent something more practical and
concrete than theoretical. Service for them seems to be associated with direct interaction
with patrons. For professors however, it seems that service is something more abdtract: a
theory or an approach. Additiondly, there are dso different ways to interpret the
meaning of service The literature review shows this problem not only when different
authors define service from different perspectives but dso when the term “service” does
not agppear in specidized dictionaries and encyclopedias.  This problem with a definition
of sarvice suggests a wesk development of professona ethicss in LIS because there
seems not to be asolid definition of principles and vaues that frame this discipline.

There are ds0 multiple definitions of this vaue depending on the different types
of libraries specid libraries (SLA, 2004), public libraries (PLA, n. d.), and academic
libraries, and school libraries.  Furthermore, every organization or library establishes its
own vaues for internd use, see the multiple examples in Appendix 1.  When taking
about vaues but specificdly about sarvice, it seems that Libray and Information

8 “It consist of (a) identifying the duties that are or should be standardized within professional codes of
ethics applicable to all members of aprofession and (b) grappling with how to apply the duties to particular
situations where they conflict or have unclear implications. All professions specify duties: to provide
competent care, obtain informed consent, maintain confidentiality, be honest, avoid conflicts of interest,
and (collectively with other professionals) provide public accessto services’ (Martin, 2000, p. 3)
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Science professonds live in a Tower of Babe: everyone has his or her own opinion and
goproach to the topic. There are no limits for the meaning of this vaue in LIS, some
people use a business approach to define it, others use an educationa approach, and some
participants in this research defined service from amore ethica perspective.

Based on the firg principle of logic, which is the principle of contradiction that
says “something cannot be both A and not-A at the same time and in the same respect”
(Asperson, 1998, p. 74), one could say that a word that has multiple meanings or
contradictory gpproaches does not mean anything. This principle might be applicable to
this case because sarvice in LIS has many different interpretations and definitions. At
this point, service could mean dmog anything in LIS, it appears that what information
professonas defend is their persond gpproach not the discipling's approach to this vaue
and its goplication in red dStudions. If sarvice is one of the more important vaues of
LIS, it is essentid to be clear about what service means for this discipline.  Strong vaues
can be like anchors for a professon, but without clarity about ther meaning and limits, a

profession can drift.

Education and training in how to provide service, an important task to consder

Service is more than goodwill, it is also knowledge

When taking about interpersond relations in service, it is not enough to have the
good intention to help others and be friendly, it is dso important to learn how to perform
in the best way. The Nursing School professor said that service is a combination of good
attitude, caring about people, and scientific or technical knowledge. For her, caring about
people is not enough; one needs the knowledge to be able to help them effectivey. But

to only have knowledge without the dtitude of caring is not good ether. Customer
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service managers from Banes & Noble and Schlotzsky's voiced a smilar idea It is not
enough to hire somebody who is good in working with people; these companies train
their employees to become service providers according to the standards of service of the
company.

It seems that most people from the Insder, El Corazén de Tgas, and the JESSE
lists share this point of view. One of the respondents wrote that it is not enough for a
person to have a service-oriented attitude; it is necessary to have the knowledge of how to
help patrons reach their gods. It is aso essentia to know how to use tools like databases,
indexes, abdracts and the kind of information one can find in encyclopedias, handbooks,
and dmanacs, for example.  Skills like empathy, sympethy, and active ligening are dso
important for the information professond in identifying if a patron is having difficulties
aticulating his or her information request, responding to patrons complaints, and in
knowing the community in which she or he works. These techniques dso hdp the
information professona to help coworkers and patrons. A friendly atitude is important,
but it is ds0 essentia to address their information needs effectively.

To Educate or not to educate, that is the question

“When a river makes noise, it is moving sones’® is a Spanish gphorism that
means that, when people tak about something directly or indirectly, there is probably a
deep reason for it. This aphorism illustrates what seemed to happen in LIS when
professors from the top ten universties and the JESSE lig said that they think they do a
good job educating about service but they are not sure about other professors. These
indirect answers are Smilar to the ones expressed by the participants from the Insder, El

Corazdn de Tgas, and some others from the JESSE list, who said that they do not think

% «Cuando €l rio suena, piedrastrae.”
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that information professonas recelve an appropriste education to become service
providers and to become aware of the importance of service in LIS For some
professionals it was clear that students do not receive an gppropriate education on how to
provide service. Other professonals seem to know about the lack of courses about
savice, but they did not accept it openly. The fact that a group of information
professionals could not provide clear answers could be interpreted as a way to accept that
thereis not aforma and adequate level of education about servicein LIS.

Professors in the JESSE lig and from the top ten universties dso used a
different terminology when they refer to this topic in ther answers.  Some of them used
terms like “customer service” “customer orientation,” a “user-centered” and “customer-
centered approach,” concepts that have been adopted from other fidds in the last decade
and that adso could have to do with the concept of service but n a dightly different way.
The reason for these multiple approaches could aso be related to the absence of a
uniform definition of service in the Library and Information Science fidd. So, professors
teach or emphasize what they consider service to be. But sudents might have a different
idea of what it is, s0 they do not think they have received any education about it. One
way or ancther, directly or indirectly, participants recognized that there is a lack of
education about this topic in the curriculum, and they seemed open to learning more
about it.

| s service something only for librariansto learn?

That education about service and its application has been reated mosly to
librarianship but not to information science can be perceved in the responses from the
dectronic ligs, the top ten universties professors, and the information about the
curricula on the sdected university Web stes. The courses where students study topics

like empathy, sengtivity, and active lidening, are in reference classes according to
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responses of the professors of the Top Ten LIS programs, but those topics are not part of
any of the core courses. It seems that LIS schools are assuming that only those students
who become reference librarians are going to interact with users.

One of the participants in the JESSE dectronic lig thinks students of information
science or more technology-oriented areas should not receive any service education. For
her, dl students need to be aware of the importance of service, but not dl of them need to
gudy the topic in depth. In her opinion, students in those areas are going to have little
direct interaction with usersin comparison with the onesiin reference.

It seems, however, that the technology professons and the technologica aress of
LIS are changing. The book Information Architecture for the World Wide Web by Louis
Rosenfeld and Peter Morville (2002) is a good example of this trend. The authors
suggest research methodologies like interviews, card sorting, user testing, surveys and
focus groups for designing Web dtes. This trend implies a closer relationship with users,
unlike the past, when software, hardware and Web designers worked only at their desks
with a minimum interaction with users. Moreover, service, as defined for this research,
does not mean only a faceto-face rdationship between parons and information
professonds, service dso includes concepts such as accuracy, qudity, organization and
accesshility, and it is important for adl saff members to be aware of the importance of

those components for the maximum performance of the library asawhole.
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CHAPTER YV

Conclusions and Recommendations

Information professonas today have to remain current about what is going on in
the world, their country, and their communities. They dso must keep up with hardware
and software changes and the trends in information organization, dorage, and
information retrievd methods. New and fascinating arees have dso emerged in LIS in
the last decade, including information architecture, usdbility, and digitd libraries.
Information professonds and dudents have many new things to lean and new
expectations to meet.  Although it is easy to fed overwhemed, it is important not to
forget the principles and values of LIS,

Service has been important to LIS for decades and is il recognized as one of the
pillars of the discipline. It seems however that there is not a universal gpproach to service
and the way this vaue is taught in LIS, One way to resolve this problem is for the
American Library Associdion to define in detall the scope and limits of vaues for LIS,
including service. For example does savice in LIS incdude only faceto-face
interaction? Or does it dso involve the organization of the collection in the shelves and
the way a database is desgned? Professonds, for their part, not only need to be aware
of the importance of defining service, but dso have the responsbility to make sure the
asociation fulfills this task for the benefit of dl.

Another way to resolve this problem with the meaning of service is by credting a
course that specificaly covers not only the meaning and importance of service for LIS
but dso explores the limits of the term.  But why is it important to have a course instead

of incorporating different dements of sarvice in different courses? A course specificaly
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about service would dlow students to theorize about it, to learn techniques to interact
with users, to understand service from different points of view according to different
departments in a library, and to put service into practice. Service should not be seen only
as atheory or only as a practice; service should be learned as a combination of both. As a
theory, service is the core of the information professons, through service, libraries exist
to improve the qudity of people's lives. As a practice, service develops products and
services in order to accomplish what the theory states.  To include this service as part of
an independent course reinforces its importance for LIS, as is the case with courses about
users, technology, and research.

Students and professors should discuss questions such as. how can | provide
better service from the reference desk, technica processes department, or from the
technology department? and such classes should define tools to use in order to provide
such service.  For students, it would be much easier to understand service as something
that needs to be continuoudy built as a team in a library, something vivid that needs to be
part of the everyday activities of information professonds.

Snce face-to-face interaction with patrons is one of the important aspects of
savice, techniques like empathy and active ligening that are taught in some reference
classes are recommended for dl students in the service class. As one of the respondents
from the Indder mentioned, because of tight library budgets it is hard to know where a
graduate will work. Therefore, it is essentid to be well acquainted with dl the basic
eements of LIS, Moreover, as mentioned in the results section, tendencies like user-
centered design and usability require that professonas in technology areas interact more
with users, thus the aforementioned techniques would aso help to improve their work.

A practice component of service would help sudents avoid intangibility. The

professor might give students a lig with possble places they can go work directly or
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indirectly with users.  In this way dudents can enrich classoom discusson with
examples and questions based in Stu experience. To include fiddwork for students in this
dass is a way to give them a better idea of what read expectations are in the professond
world.

Each school should make clear to prospective students, in the printed materia and
on their Web dtes, tha service is an essentid part of LIS, In most cases, schools
enumerae the skills sudents should have to get into the program. But it is dso important
to talk about the persond characteristics they should have, or need to develop, in order to
succeed as a professond. In the case of service, it would be useful to let students know
that good interpersond skills and caring about people are important eements not only
when working with patrons, but aso for understanding the misson of the library and for
being able to connect with it.

Increesing awareness of the vaue of savice in libray daff is another
recommendation for addressng the meaning of service. Cross training or daff rotation
could accomplish this god. Nadie Hrigov (2004) enumerates in “Super-Librarians
Issues, Trends and Practicd Solutions for Cross-Training Caaogers to Provide
Reference Services' the benefits she obtained working with these two methods.
Professonds gained a better perspective of what was happening in different departments,
and they dso learned to see the library as a system, not as a group of departments that
work independently. Managers in dl departments could dso help ther saff to interndize
the importance of service by asking their daff for suggestions about how to improve
savice. By doing <o, staff members could aso perceive that service is not only a task for
information professionds in one or two departments, but for everyone in the library.

Findly, the use of gtandards like the 1SO 9004-2 or others in libraries would help

to universdize the way service is conceived and provided among libraries. A sandard,
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according to Standards, Conformity Assessment, and Trade Into the 21st Century, “isa
st of characteristics or quantities that describes features of a product, process, service,
interface, or materid” (Standards, 1995, p. 9). A standard of service would benefit the
library aff because they would know what colleagues expect from them in ther job
performance. To have a standard does not mean that information professonas must
necessary follow a gtrict set of rules. Standards can be used as a guide to develop better
services and to provide better service to patrons while adways respecting and recognizing
locd norms. Parons, as a rexult, will perceve the librasy as a more integrated

organization with clear gods and values.

RECOMMENDATIONS FOR FURTHER RESEARCH

As mentioned a the beginning of this work, this is an exploraory sudy that
compiles information about the extent to which service exigs in LIS. However, the szes
of the samples were amdl and may not fully represent the magnitude of the problem.
Increesng the sample sze and sending questions to more than one dectronic lig with
amilar characteristics would enrich the data.

In the case of the information compiled from the top ten universties for this sudy
a lager sample and a more controlled way of getting information would be of great
benefit if doing a dmilar sudy. Some of the people contacted did not answer the
questions or ingtead recommended gathering the information from a Web ste. It would
be helpful to devedop a quedionnaire asking for more detalled information about the
methodology and literature used to teach about service in their courses. The questionnaire
could guide face-to-face interviews with faculty members of these universties It would

a0 be usgful for the research to incdude dl LIS faculty members to compare different
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approaches to the same topic within the school and be able to determine tendencies based
on each professor’ s background and work experience.

In addition, 1 recommend a literature review of sarvice in other fidds. Learning
more about service not only from what professonds in other areas say but dso by
reading about their theoretical approaches and gpplications would enrich the concept of
service and its application for LIS, Later, it would be useful to evauate the pros and cons
of these different gpproaches to the topic and evauate new ideas from that literature that
could enrich and improve the idea of service or its gpplication for LIS.

This research focused on the value of service and its application to LIS, It seems
that this vaue has been implicit rather than explicit in LIS, that it has been tranamitted
generdtion after generation without being formaly included in dudents curricula  To
sudy savice in LIS in depth might hdp determine if this vdue is dill useful and
meaningful today or if it iS necessary to redefine it for the 21¥ century. Information
professonds need to define clearly the professona vaues and principles of LIS, In this
way information professionas will better respond to the rgpid changes occurring in the
professon without forgetting the principd reason libraries exis. For this reason the
incluson of topics such as sarvice in LIS curricula is essentid to ensure the continued
high performance of information professonas, hdping them to prepare for the future

ganding on solid ground rooted in a foundation of service to individuds, groups and

sodiey.
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CHAPTER VI

Appendices

APPENDIX 1

1. Library of University of Wisconsin, Eau Clare
http:/Ammw.uwec.edu/library/about/mission.htm

2. Auburn Universty Libraries
http:/AMmwww.lib.auburn.edu/dean/docs/val ues.html

3. Library of University of Arkansas Medica Sciences
http:/Aww.library.uams.edw/aboutlib/misson.htm

4. Universty of Kentucky Libraries
http:/Amww.uky.edu/Libraries/lcvison.html

5. Nationd Agriculturd Library
http:/Mmww.nd .usda.gov/generd info/nd mvv.html

6. Tompkins County Public Library
http://Amww.tcpl.org/ivaues.html

7. North Carolina State University Library
http:/AMmww.lib.ncsu.edu/adminigtration/vis on/va ueshtml

8. Minnegpolis Public Library
http://Amwww.mplib.org/misson.asp

9. Harford County Public Library
http:/Amww.harf.lib.md.us/'services'aboutus/'mission.ntml

10. George Washington University Libraries
http://mww.gwu.edw/ge manvlibrary/publicationsivisi on.html

11. Temple Universty Libraries
http://www.library.temple.edl/ORGANZTN/misson.htm
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12. Princeton University Library
http://libweb5.princeton.edu/hr/forms/PUL A Perf App/corevaues.html

13. Indiana State University Core Vaues
http://library.indstate.edu/level 1.dir/library.dir/va ues.ntml

14. New York University Libraries
http://library.indstate. edu/level 1.dir/library.dir/va ues.html

15. Monroe County Public Library, Indiana
http:/Amww.monroelib.in.usgenerd info/misson statement.html
http://odin.indstate.edu/level 1.dir/stratpl an.dir/is.pdf
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APPENDIX 2

Descriptors Number of Percentage
publications (%)

Service Quality 84 34.43
Customer Service 63 25.82
Self-Service 35 14.34
Universal Service Concept 16 6.56
Application Service Providers 10 4.10
Service Level Agreements 10 4.10
Internet Service Providers 5 2.05
Civil Service 4 1.64
Public Service Broadcasting 2 0.82
Service Learning 2 0.82
Service Industries 2 0.82
Service Management Systems 2 0.82
Service Denial 2 0.82
Public Service 1 0.41
Ontology Service 1 0.41
Service Provision 1 0.41
Service (ethics) 1 0.41
Service Control Points 1 0.41
Service Industries 1 0.41

Service Infrastructure 1 0.41

TOTAL 244 100
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APPENDIX 3

Faculty membersor administratorsfor each one of the U.S. top ten schoolsin

Library and Information Science
The definition of service that is being used for thisresearch is.

Sarviceis having patrons needs aways present while performing every task in
every department in the library. It is assgting patrons to resolve their information
needs with afriendly atitude. Service is the sum of being helpful, friendly and
respectful of patrons needs. It is a podtive way of thinking and perceiving
patrons. Service isaconviction that patrons satisfaction about services and
productsis the reason for the library’ s existence.

1. Arethere any coursesin the program about how to serve usersin a better way?

2.
3.

If not, why?
If yes, which ones? Are they required courses?
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APPENDIX 4

Interview questions for faculty membersof the fields of nursing, social work, and

businessat UT Austin

1. How do you define service in your own words?

2. How would you define sarvice from the (budness, socid work, nursng)

perspective?

3. When you were a student, did you receive any course specificaly about service or
a course that developed this topic a some point? If not, how did you develop the
capacity to provide service?

4. Do you condder that serviceisimportant in your fidd of sudy? Why?

5. Is this vaue currently taught to the sudents in this fidd in a course or by usng
another methodology?

If yes, do they learn specific techniques to better serve users, clients, or patients?
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APPENDIX 5

Questionnaire for the JESSE list members

You are invited to participate in a study conducted by Diana Miranda-Murillo, Magter in
Information Student a the Universty of Texas & Audin. The man purposes of this
sudy are to determine the importance of teeching service as a vadue within current LIS
curriculum, and to devel op recommendations on improving the lines of

communication between practitioners and users.

If you decide to participate in the study, you will be asked to answer three open questions
that are posted below. Please, send your answers to the ligt, but if it that makes you fed
uncomfortable, you can send them off-lis. The questionnaire should take 15 minutes to
answe.

Your name will not gopear on any form or in the finad report. No data will be persondly
identified with you. Participation is completely voluntary, and there are no risks beyond
the inconvenience of time. The Univergty of Texas a Audtin Office of Research Support
and Compliance has approved the distribution of this questionnaire. :

Diana Miranda-Murillo
School of Information
Univergty of Texasa Audin
diana@correo.co.cr

Questions

1. Do you congder that aservice-orientation is part of a person's
natura disposition or can be taught to al professonas?

2. Do you think librarians are generaly well educated during their degree
program to be service-oriented?

3. Thecurriculum inthefied of Library and Information Scienceis
broad. Do you consider it important to train dl professonals as service
providers or only those who are going to be working with library patrons
face-to-face? Why?
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APPENDIX 6

Interview questions for bookstore and fast food Company

1. How do you define service in your own words?
2. How would you define service from the perspective of this company?

3. Is dl the daff trained in cusomer sarvice or just only the ones who are dedling
with customers?

4. Isthiscompany using any 1SO standard for service?
5. Do you condder that service could be something that some people just know

naturaly? If yes, would you expend less time training a person that is hdpful by
nature than another one that is not?
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Appendix 7

Tablel

How is service taught in the top ten universtiesin library and infor mation science?

University Isthevalue of Isthistaught to all How isthisvalue
servicetaught as | studentsin the program? taught in cour ses?
part of the
curriculum?

Itispresent in four required The reference class

University of lllinois | Yes. Itisincluded
at Urbana- in the statement of courses. The basic course of emphasize the RUSA
Champaign: purpose. reference, the basic course of Guidelines for
technical services, an two Behaviora
required courses. Performance of
Reference and
Information
Services
Professionals (2004)
No other
methodol ogies where
mentioned in the case
of the other courses.
University of Did not say
Michigan at Ann specifically. Person
Arbor: contacted suggested
to review web site.
University of North Yes. The person contacted at this No specific
Carolina at Chapel university said, “we believe that methodology was
Hill: information and library science mentioned.
is about the intersection of
people, information/content,
and technology.”

According to this person, the
value of serviceistaught in all
courses & al levels, eveninthe
strong information technology
courses they start with the
guestion: “information
technology or systems for
whom?’
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Syracuse University

Yes.

Serviceis part of two
introductory courses required to
all studentsand it is also part of

one of the reference courses.

In the introductory
classes, serviceis
presented to students

&
the “blackbone” of
the profession” but

the contacted person

did
not mention any
specific technique.

In the reference class

techniques like
empathy,
sympathy and active
listening are taught.

University of
Pittsburgh at Main
Campus:

Did not answer

Did not answer

Did not answer

No specific courses were No specific
Indiana University Did not say mentioned methodology or
at Bloomington: specifically. Contact topics were
suggested to review mentioned
web site.
No specific
Rutgers University Yes. According to the contact, it is methodology was
at New Brunswick taught as part of each classbut | mentioned
this person was not specific
about any courses and
suggested to review web site.
University of Yes. It istaught principally in one of | No specific
Wisconsin at the introductory courses methodol ogy was
M adison: required for all students, oneof | mentioned for the

the cataloguing classes and one
of the reference classes.

introductory class.

In the cataloguing
class, students answer
the question: how the
does the way the
information is
catalogued affect
patrons?

In the reference class
sarviceis taught by
techniques like
empathy

and open-ended
questioning for
example.

Drexel University
(PA):

Did not answer

Did not answer
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