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Librarian Interview

Name of librarian: I spoke to two simultaneously, Sue Bond and Karl Wasmuth.
Subject specialization of librarian (if any): Karl Wasmuth is a children’s librarian.
Name of library: OCPL Hazard branch
URL for library’s web site: http://www.onlib.org/
URL for reference services at that site: http://www.onlib.org/web/ref_shelf/index.htm and http://www.onlib.org/web/ask/index.htm
Modes of delivery of reference services: 

Obviously, the library has in-person reference services (i.e., patrons can ask questions of either Sue or Karl), but this is not really the focus of the library’s services nor do many of their patrons take of advantage of it, though they have a few “frequent flyers.” One such person likes to research natural home remedies, occasionally prompting the librarians to remind him or her that they aren’t doctors (nor lawyers, for legal reference questions) and cannot offer any kind of opinion on the information they have looked up. The second URL given above is the remote reference page, which provides links to phone, email, and 24/7 chat services. They apparently get a lot of remote questions about genealogy via email, particularly from Arizona, as the OCPL Local History & Genealogy department is very well-developed. Occasionally they get some very polite queries from prisoners, as well, which was an unexpected source of users to me. They also get chat questions from students on the west coast who have procrastinated an assignment and are taking advantage of the time zone differences while it is still 5 a.m. on their end of the world, which I find rather hilarious. 

Comments on levels of service: 
Both considered in-person reference interviews (by phone was their second choice) to be superior to the type-based reference, as the immediate verbal dialogue is much more conducive to a reference interview existing at all. The expansion of access to reference services is also a strain on time resources, even though these are routed through the central library (the librarians take rotating shifts to give responses). A common trend is that they are expected to do more and more with fewer people and money; in the case of the phone service, there is now only one person at a time responsible for answering questions while there once were three.
Service assessment methods (if used): 


There is not any hard and fast assessment in place. They keep a tally sheet of reference questions taken which is submitted to the New York State Report, but this is only quantitative analysis—how many questions asked and when. Whether good answers were given (qualitative) is much harder to determine and generally limited to any voluntary feedback, which of course slants the kind of answers they may receive to those who are particularly peeved or pleased. Quality of service evaluation can get even more convoluted, apparently: Sue gave the insight that sometimes, even if people don’t receive an answer in the end, they still come away happy that someone spent the time trying to find it for them. 
Methods used by reference librarians to communicate internally:

They are generally very informal and amongst themselves, they will generally just walk over to other’s desk or call. They noted that it isn’t necessarily desirable to have all communications in writing, either. Sue gave the example of a possible violation of patron ethics if writing out details of a patron’s question to relay to another librarian could potentially violate privacy. If one notices the other has been with one particular person, they will make a “mercy call” to the other’s desk to subtly determine if the reference question is interesting or involved, or if the patron is just being difficult, give the librarian an “out.”
Suggestions for keeping up with reference resources, databases, trends:

Karl immediately suggested, “everything you can get your hands on.”  Of course there are journals, professional and general, that can be read. Sue amended, “if you can ever find the time to read them,” a common sentiment among the librarians I have talked to, which I find understandable but also a little surprising, as I have this concept of professional journals as things that need to be constantly kept up with to stay abreast of one’s field). Karl, who also has a strong interest in movies, talked about keeping up with things like Entertainment Weekly as well, just to keep up with current pop culture or all kinds of film-related websites. They also mentioned meetings and seminars at which a conference-going person may relate what they learned what new things are happening. They also have a database librarian whose emails they somewhat dread, as they are always long, detailed updates on changes made to database access.
Librarian’s comments on trends, general observations:

One ongoing trend we discussed was the transition of library patrons to bookstore patrons. Now, the bulk of library use (for their branch) seems to be movie check-outs and for internet access. Should the internet ever become a utility, like water or electricity, combined with services with Netflix or streaming movie/TV, their audience would essentially dry up. However, this is what their focus is on, because 1) people want it, and 2) the managers want to see big circulation figures and not only are films popular, they have faster turn-around times than books. 
The perception of the decline of reading yields a question of identity for public libraries (not so much for the other types, which have pretty well cemented themselves in their more specialized uses in academia or wherever). They also discussed with some wariness the push to turn libraries into community centers, which echoed the concerns of another librarian I interviewed for IST 511, who considered librarians to be “centers of the community” but not (and hopefully never, in her opinion) “community centers.” Alternately, there is the consideration of libraries becoming places of remote access only. Audio books are already available for download from the library’s site, there are several remote reference services available…if movies and books were fully integrated into a download system, there would someday only be virtual libraries. 
