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President’sMessage
Phyllis Keaton, LAMS President.

JLAMS, the electronic Journal of the Library Administration and Management Section of the New
York Library Association, begins its fifth year, and as LAMS President, I’m privileged to introduce the
Spring 2008 JLAMS.
JLAMS provides a valuable outlet for the dissemination of articles, academic papers, and essays of
interest to administrators and managers of all types of libraries: academic, public, school and special
libraries. As administrators and managers, we have a lot in common, but we have few places to share what
we know. JLAMS was the first peer-reviewed journal in NYLA, and the goal was to set a high standard
for future publications. Readers of JLAMS are well-served by the fine work done by Editor Richard
Naylor and his team of referees, as are those whose contributions are published here.
Submissions are always welcome. For information on article submissions, editorial policy, a submission form and more, visit the JLAMS website page at http://www.nyla.org/ndex.php?page_id=922.
JLAMS is made possible by NYLA membership. LAMS receives funding based upon the number
of people who select LAMS as their primary NYLA section, as well as by those who pay an additional
$5.00 to add LAMS as a secondary section. Please keep this in mind when renewing your NYLA membership. And thanks for your support.
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Editor’s Column
Richard J. Naylor, LAMS Editor

Welcome to the seventh issue of JLAMS. It follows the publication of a joint special issue on “Continuous Improvement” with Indiana Libraries — an interesting collaboration since IL has been a print-only
journal and we, an e-Journal.
Our lead article this Spring is an “Editor’s Choice
Article” entitled “A Survey of Public
Library Trustee Attitudes Toward Consolidation” by Rebekkah Smith Aldrich. This is a timely article in
light of the return
of efforts to push for regionalization throughout New York State government — at least in some quarters.
Our second article is “Ask Us 24/7: Virtual Reference Success in New York State,” by Laura
Osterhout. I think this project needs to be fully understood and followed since it represents a potential for
improved distribution of library information services.
Our third article, Joining ConnectNY: Changes in Consortial Relationships & Resourcesharing
Partnerships at Siena College,” is by Kathryn Johns-Masten and describes a consortium of New
York
libraries to improve interlibrary. The paper analyzes Siena’s resourcesharing partners before and after
joining ConnectNY and suggests that the result was sharply increased borrowing.
Our fourth article is “Online Submission Forms and E-mail Notification For Interlibrary Loan
Requests” by Jaclyn McKewan.
We finish with “On the Function of University Libraries in Economic Development: The Case of
Zimbabwe” an article that provides some library perspective on a troubled developing African country.
Once again we must thank our authors for their hard work and creative writing without which we
would have nothing to publish. We are all very busy and they have responded to a request for even more
effort, not only submitting atrticles by being willing to make the changes requested by reviewers
We must also thank our referees who reviewed the articles and made suggestions for improvement.
We have had the help of excellent people from throughout the state. The peer review process is an important part of the writing,
as it enriches and improves the ideas put forth, and as it suggests areas for further research.
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EDITOR’S CHOICE ARTICLE

A Survey of Public Library Trustee Attitudes Toward
Consolidation
By Rebekkah Smith Aldrich
ABSTRACT: There is a widely held assumption in the New York State Library community that public
library trustees are resistant to the idea of consolidation. Consolidation is the merging of smaller,
autonomous public libraries into larger library units (i.e. districts). The researcher surveyed board
presidents of libraries within the Mid-Hudson Library System’s service area (Columbia, Dutchess, Greene,
Putnam and Ulster counties in New York State) as to their attitudes toward consolidation using the Delphi
method. The Delphi method was applied to establish consensus amongst a small pool of trustees as to
their reactions and perceptions towards consensus in order to craft a survey instrument to be applied to a
larger
pool of trustees that would accurately represent the primary issues identified by actual trustees. Results
indicate that trustees are open to the concept of consolidation but do see clear hurdles to achieving
consolidation in the communities:
Two primary deterrents to consolidation were identified:
•
Sixty percent of respondents indicated that they agreed or strongly agreed with
the perceptions that consolidation results in a “loss of local identity”
•
Seventy percent of respondents indicated that consolidation is not encouraged
by the process of creating public library districts in New York
State,
especially when consolidating units currently operating as differing types (see
Appendix 1: “Types
of Libraries – A comparison).
A consistent portion of trustees chose the option for “uncertain or no opinion” for 88% of survey
questions which indicates a lack of understanding of the financial and operational outcomes of
consolidation in the real world. A conclusion that can be drawn from this trend in the data indicates that
more research, especially case studies, is necessary.
Introduction
There is a widely held assumption in the New York State Library community that public library
trustees are resistant to the idea of consolidation. For the purposes of this research, consolidation is
defined as the practice of merging smaller libraries together to create larger library units with the goal of
increased efficiency in the areas of human resources, accounting, and marketing (Amdursky, 2004). A
review of the literature reveals that a very small amount of research has been done in this area. In his

Rebekkah Smith Aldrich is currently Coordinator of Member Information at the Mid-Hudson
Library Sytem. Shecan be reached at: rebekkah.smith@gmail.com.
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States where officials were considering consolidation. Hennen observed that each effort “reinvents the wheel
because the library profession has failed to develop the research data needed to guide such efforts.”
(Hennen, 2005)
A “citizens league,” Kc Consensus, in Kansas City, Missouri, indicated in that same issue of American
Libraries (October 2005) that they were challenged in their efforts to involve the public in a policy decision
about library consolidation “because of the lack of comparative studies.” (Wilding, 2005).
Saul Amdursky published, “The Case for Consolidation,” in the February 1, 2004 issue of Library
Journal. This article was cited in Thomas J. Hennen Jr.’s two articles on the topic that appeared in 2004
and 2005 in American Libraries and Library Journal respectively.
Despite this apparent lack of academic attention to the idea, in 2007 and 2008 communities were
moving forward with consolidation endeavors. The most visible being the merger of the Minneapolis Public
Library (MPL) and Hennepin County Library (HCL), which actually took place on January 1, 2008. In the
months leading up to that merger, Library Hotline reported that in Indiana a commission of “non-partisan
current and former politicians,” have recommended that Indiana’s 239 public library districts consolidate
into 92 single county districts or multicounty districts. (Library Hotline, 2008). Library Hotline also reported
that the executive of Nassau County, NY has commissioned two studies to consider uniting the county’s 54
libraries. Both the Indiana and New York movements are driven by politicians seeking to find “efficiencies”
through consolidation, while the MCL/HCL merger was brought forth by a committee initiated by the
Minneapolis Public Library Trustees.
Previous to this surge in attention to consolidation of public libraries in the early half of the 21st century
research on the topic of consolidation is sparse. There is coverage of specific cases where consolidation is
being considered or implemented but no research on the implications of consolidation or the outcomes of a
completed consolidation initiative.
In 2000, the final report of the New York State Board of Regents Commission on Library Services,
“Meeting the Needs of All New Yorkers: Library Services in the New Century,” was released. In this
report the Commission makes the following recommendation, “Promote the availability of local public library
service to all New Yorkers and improve local support for public libraries through the formation of Public
Library Districts.” (Regents Commission on Library Services, 2000)
There are four types of libraries in New York State, two of which are taxing “districts” and allow
librariesto have their budgets voted upon by the public. (New York State Library, 2005). The other two
types, Association and Municipal Public Libraries do not inherently have this right but were granted the
opportunity to have their budgets voted on by Chapter 414 of New York State Education Law in 1995.
Chapter 414 allows the public to decide how much of their municipal tax dollars will go to the library should
the library initiate the 414 process. However, if a library does not utilize Chapter 414 they are dependent on
the municipal government to decide at what level to fund the library.
According to the Commission on Library Services final report experience has shown that in districts
where the public votes on the library budget, support is higher. The Commission recommends models that
apply to a lone library becoming a district as well as to multiple libraries banding together to provide shared
services to a school district-defined area or county-based service area as a means to significantly increase
support.
The Mid-Hudson Library System (MHLS) service area contains Columbia, Dutchess, Greene,
Putnam and Ulster Counties in New York State. The majority of member libraries are Association Libraries.
75% of MHLS member libraries have their budget voted on, either by virtue of their type of library
(special district or school district public library) or, for association and municipal libraries, by using Chapter
414.
There are a number of opportunities for libraries to combine to create a district or to combine a district
with smaller libraries, including situations where individual libraries are in financial trouble, yet consolidation
6

Trustee Attitudes Toward Consolidation
of library units is not seriously discussed as a viable option at the local library board level in the majority of
cases.
The researcher found little history of the promotion of consolidation to local library boards as a sustainable funding option, and no concrete data related to trustee attitudes towards consolidation.
In order to reveal trustee perceptions and attitudes towards consolidation a Delphi study was conducted with the presidents of the boards of trustees of the member libraries in the Mid-Hudson Library
System. The Delphi method is traditionally applied when there is a need to build agreement, or consensus,
about an opinion or viewpoint. (Linstone & Turoff, 2002)
“Delphi may be characterized as a method for structuring a group communication
process so that the process is effective in allowing a group of individuals, as a whole, to deal
with a complex problem. To accomplish this “structured communication” there is provided:
some feedback of individual contributions of information and knowledge; some assessment
of the group judgment or’ view; some opportunity for individuals to revise views; and some
degree of anonymity for the individual responses…” (Linstone & Turoff, 2002)
The use of the Delphi technique allowed the researchers to establish a vocabulary that could be used in
a wider study, based on input directly from the subject pool, public library trustees. By using phrases and
ideas directly submitted by trustees in the wider survey the researcher was able to avoid perpetuation of
assumptions or unfounded ideas through the survey.
Methodology
By defining the geographic area of the study as the Mid-Hudson Library System the researcher was
able to use a distinct subject pool of the board presidents of the sixty-six public libraries within the System
that had a valid e-mail address on file with the System (52). Member libraries in the Mid-Hudson Library
System represent all four types of libraries in New York State and serve populations anywhere from 500 to
over 60,000. (Mid-Hudson Library System, 2008)
As the Delphi method was being applied to this research, two “rounds” of surveys were planned.
“Round 1” was administered as a means to establishing what the key issues, keywords and initial reactions
trustees have to the topic of consolidation. The “Round 2” survey was designed based on the input received
from the survey administered in “Round 1.”
The “Round 1” survey was constructed with open-ended questions designed to illicit thoughts, attitudes and perceptions of the trustees about consolidation. These questions were tested with the professional
staff of the System before being sent out to the “Round 1” subject pool. The “Round 1” subject pool
consisted of ten board presidents that were randomly selected.
The “Round 1” survey was administered via e-mail and included five questions:
1. As you think about the idea of consolidation, what words/phrases come to mind?
2. What are the drawbacks to consolidation?
3. What are the benefits to consolidation?
4. When would consolidation be a viable option?
5. When should consolidation not be considered?
Responses were collected and put into one document in order to identify keywords and common
themes. From these responses the “Round 2” survey was developed using a combination of questions using
likert scales, multiple choice and open-ended narrative based responses (See Appendix 2). “Round 2”
questions were designed to test trustee attitudes and perceptions of a number of issues identified through the
“Round 1” responses. For example, 100% of the respondents to the first survey mentioned that consolidation would mean a “lack of local control”, “ownership issues,” or “loss of local identity.” Therefore the first
7
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question of the second survey addressed this issue, using a likert scale, by asking if the trustee strongly
agreed, agreed, disagreed, strongly disagreed or were uncertain or had no opinion about the following
statement, “Consolidation of libraries results in a loss of local identity.”
Other issues identified through the first survey that led to question creation for the second survey
included economies of scale, collection development, staff training, bureaucracy, and the process for creating a public library district in New York State.
The second survey was administered via email to all board presidents in the System that had email
addresses on file at the system’s headquarters (52), this included the ten trustees that participated in “Round
1.” It was requested that responses be emailed back to the researcher within one to two days.
As data was received it was coded and entered into an Excel spreadsheet for analysis. 38% of the
trustees targeted responded in “Round 2.”
Results
The data collected indicates that trustees are not necessarily opposed or resistant to the concept of
consolidation. While many trustees indicated that the application of consolidation to a situation certainly
depends on local conditions these same trustees were in agreement that there are benefits to consolidation
for public libraries.
The top benefits of consolidation were identified as:
• Minimizing duplication of effort: 80% of respondents either agreed or strongly agreed with this
statement.
• Better collections: 60% of respondents agreed with this statement
While a high percentage agreed that consolidation would minimize duplication of effort (80%), just
50% agreed that consolidation ultimately saves money.
It would seem that all duplication of efforts are related to funds in one manner or another, whether it
be the merging of technical staff, group purchasing,
bookkeeping, facilities maintenance, collection development or training – all involve a staff component that is a
budget line.
The 30% of trustees that indicated they were
uncertain or had no opinion to the question related to
saving money were a consistent group in other questions.
20-30% answered with this choice of “uncertain or no
opinion” in 88% of the survey questions. Possibly
indicating that this group would either need more information or that the same outcome would not necessarily
appear in all situations. One of the respondents who
consistentlyanswered with a choice of “uncertain or no
opinion” noted in the comments section of the survey
that, “My “uncertain or no opinion” answers are really “it
depends on the situation [answers].
The issue of “loss of local identity,” which was
prominently appeared in “Round 1” proved to be a
consensus point within the “Round 2” survey as well.
Sixty percent of trustees agreed or strongly agreed that consolidation results in a loss of local identity
(20% disagreed and 20% were uncertain or had no opinion). This topic received much attention through
question 14 in the “Round 2” survey, which invited respondents to share any further comments on the topic
of consolidation with the researcher:
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• “The idea most seem to cleave to in
NY, that each community must have ”its
own” local library that has local control,
no matter how poorly funded or how
few hours open, is a rather antiquated
position in today’s fiscal climate.”
• “Consolidation needs to be perceived
as a “grass roots” initiative, from the
bottom up, not as an edict from the
top.”
• “…[consolidation] would result in a
“diffusion” of local support.”
Another trustee commented, at length, about the perception of fairness when combining libraries into a
new district. The point at the heart of this trustee’s comment was the fear that the public would perceive the
application of consolidation to be a burden on one geographic area in order to salvage another geographic
area’s library funding problems
There was not a clear consensus for the question of whether or not consolidation results in more
bureaucracy. Forty percent indicated it would, 20% indicated it would not and 40% indicated they were
uncertain or had no opinion.
The question that the trustees felt the most uncertain about was related to whether or not consolidation
results in funding problems for a new district.
However, these results are not reflective of the trustees’ attitudes towards management. When asked
whether or not they felt that consolidation would result in districts too large to manage 60% indicated they
felt this was not the case, just 10% indicated that it would result in unmanageable districts. This disparity
between their perceptions of bureaucracy and manageability could be related to how they define these two
concepts.
While loss of identity was the primary hurdle to consolidation identified locally, the highestranking
hurdle overall was identified as the actual process to create public library districts in New York State.
Seventy percent of trustees strongly agreed or agreed with this statement: “Consolidation is not encouraged by the process of creating a public library district in New York State, especially when consolidating
units currently operate under different models for forming public library districts.”
While this statement received the highest amount of agreement overall (70%), a person who disagreed supplied a comment that clearly demonstrated an understanding of the process, of the 70% that
strongly agreed or agreed, 28% supplied comments that revealed a misunderstanding of the process.
Consolidation was not considered a primary solution for libraries that are facing the problems of lack
of community support or lack of access. Solutions of promotion and public relations to strengthen support
and local needs assessment and funding to widen access were preferred 9:1 to consolidation.
Discussion
The trustees that participated in this research appear to be open to the concept of consolidation. While
trustees may need more information to make serious decisions about this solution as it may be applied to
their own situation, the data reveal that they are not automatically dismissive of the idea of consolidation as
is often assumed.
No trustee indicated that consolidation should not be considered. This is a clear statement that the
trustees are willing to learn more about the issue of consolidation and how it might apply to their local
situation. High percentages of trustees agreed with the possible positive outcomes of consolidation:
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minimization of duplication of effort and collection development. About half agreed with other possible
positive outcomes such as training and saving money. Those that indicated “uncertain or no opinion” in
these questions could be open to these outcomes as well with more information. Of the possible negative
outcomes posed through the survey there was less emphasis from the trustees that they were likely. This
could be attributed to their willingness to learn more about this topic.
The fear of a loss of identity was indicated as a strong barrier to consolidation, which was expected,
the clarification by the trustees of the true fears behind this were useful to know. Some felt that their communities would support and use them less if they were to consolidate. An analysis of real-life situations where
consolidation has occurred could reveal whether or not this fear is founded or what decisions were made in
the consolidation process to mediate and rectify unequal distribution of assets to one geographic area or
another. If the case could be made that there are techniques to use, through marketing and publicity, targeted programming, etc. that would combat this outcome a very large obstacle could be made smaller to a
board.
It is interesting to note that the fear of a loss of identity was not necessarily a personal fear of the
responding trustees. In multiple cases trustees indicated that they assumed this is how their community
would feel about consolidation, but it was not how they, personally, felt. Whether or not the trustees were
projecting their own opinion within this assumption would need to be explored further. However, if this were
truly the case, that their agreement with the statement is based on an assumption of the communities’ reaction, this reveals another tool for a library that is exploring the idea of consolidation – assessment of public
opinion before moving forward. While this “tool” would need to be applied carefully – it could be used to
identify the communities fears about consolidation which could provide opportunities for trustees to better
explain an outcome or to investigate that outcome further to predict the true impact.
The “local identity” issue may have less weight than long-time trustees think in light of the changing
nature of public library service in a system where all libraries participate in resource sharing. A library user
may use any library in the system and may identify less with their local library than has been the case in the
past. The true level of investment and commitment to a particular autonomous library would need to be
measured in a community considering consolidation as an option.
The responses to the question about whether or not the process to create a public library district in
New York State is a barrier to consolidation clearly show that trustees feel hindered by the process, however there was evidence that some of the trustees did not fully understand the process and therefore may
have preconceived notions or inherited feelings about the process that keep them from exploring consolidation or even from becoming a solitary district if they are an association or municipal library.
Multiple trustees revealed a lack of knowledge in this area. One trustee noted, “Consolidation will
only work where there are no overlapping boundaries.” This is not true. Another commented, “consolidation is only allowed at the county level.” This is also untrue. A third trustee stated that consolidation is
too “tricky” to implement because of the current four types of libraries. While “tricky” is a subjective way to
describe the process it does not seem that the merging of libraries of differing types is that much more
complex than merging two libraries of similar types.
There is a web-based guide to creating Public Library Districts in New York State developed by Panz
Library Consulting, under a contract with the New York State Library Division of Library Development
[Public Library Districts How-To Kit: http://www.nysl.nysed.gov/libdev/libs/pldtools/guide/index.html] that
explains the process for becoming a library district. Perhaps a section on consolidation could be added to
explain the mechanics that are already listed in the guide, but in the context of merging. New tools could be
developed for this section to identify best practices based on other mergers in the country or a checklist of
items to consider that are above and beyond the creation of a district when merging two formerly autono
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mous entities, i.e. preparing staff, communication with the community, dealing with redundant facilities, etc.
Or perhaps create a timeline of suggested activities that includes a “test-thewater” phase to gauge resistance
in the communities where the libraries considering the viability of consolidation. Another tool could be
suggestions for laying the groundwork for a merger, for example, sharing a few things to begin with – a
newsletter, some staff, ordering of materials and supplies and programming.
In addition to the mechanics and answers for how to become a district or merged district the toolkit
could tie into the work that is being done by the Mid-Hudson Library System to help libraries build community support to aid in the quest for sustainable funding. There are two projects that are resulting in valuable
tools for public libraries in New York State, one, the “Getting to Yes” project produced the “Public Library
Vote Toolbox, Know-how For Your Library’s Vote” [http://midhudson.org/vote/default.htm]. This is a
collection of resources and strategies for increasing the number of “yes” votes your library can achieve. A
second project, called “Building Your Base,” builds on the success of the Getting to Yes project, to provide
targeted marketing strategies to build your base of support to aid the library in whatever endeavor they are
undertaking [http://midhudson.org/byb/main.htm]. These resources could directly impact fears about local
identity. If a targeted, strategic PR plan is in place as part of a consolidation attempt or as part of an exploratory committee’s research plan trustees can build support for the idea of consolidation and begin creating
aunified front to test the concept in the community.
This enhanced toolkit, along with targeted education events or talking pointes for System staff could
use with member libraries could be developed to fully explain the options a library has to build community
support and achieve sustainable funding. This clearer explanation of the process to become a district along
with answers to frequently asked questions, like whether or not libraries of differing types could merge
together to form a new district (yes, they could), marketing and PR steps, timelines and case studies would
lessen misunderstandings about how NYS Education Law is applied to the local situation.
These tools need to be available and in place for public library trustees to have what they need to
make the right decisions for their community. As evidenced in the 2008 Library Hotline articles cited
earlier, the issue of consolidation is being spearheaded by some politicians. It is clear the New York Library
community will need to be ahead of the curve on this issue so that when legislators come knocking we are
prepared with steps to take, research to cite and justifications in hand.
While consolidation is certainly not a panacea for every library it is a viable option for some in New
York State. This research reveals that the professional staff in New York State Public Library Systems
should present consolidation as a serious option to boards of trustees who call upon them to consult about
sustainable funding. The evidence from this report would signify that the idea would not be dismissed out of
hand as was previously thought.
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Appendix 1: Round 2 Survey
Survey on Board Attitudes Toward Consolidation
NOTE: For the purposes of this survey, Consolidation is defined as the practice of merging smaller libraries
together to create larger library units.
DIRECTIONS: For each question below, please indicate the response that best represents your feelings.
You may “reply” to this message and indicate your answers in the body of the message.
1. Consolidation of libraries results in a loss of local identify:
__ Strongly agree
__ Agree
__ Disagree
12
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__ Strongly disagree
__ Uncertain or no opinion
2. Consolidation of libraries ultimately saves money:
__ Strongly agree
__ Agree
__ Disagree
__ Strongly disagree
__ Uncertain or no opinion
3. Consolidation of libraries minimizes duplication of effort:
__ Strongly agree
__ Agree
__ Disagree
__ Strongly disagree
__ Uncertain or no opinion
4. Consolidation of libraries results in more bureaucracy:
__ Strongly agree
__ Agree
__ Disagree
__ Strongly disagree
__ Uncertain or no opinion
5. Consolidation of libraries results in funding problems:
__ Strongly agree
__ Agree
__ Disagree
__ Strongly disagree
__ Uncertain or no opinion
6. Consolidation of libraries results in better collections:
__ Strongly agree
__ Agree
__ Disagree
__ Strongly disagree
__ Uncertain or no opinion
7. Consolidation of libraries results in improved training for staff:
__ Strongly agree
__ Agree
__ Disagree
__ Strongly disagree
__ Uncertain or no opinion
8. Consolidation of libraries results in a library district too large to manage:
13
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__ Strongly agree
__ Agree
__ Disagree
__ Strongly disagree
__ Uncertain or no opinion
9. When consolidation is a viable option, which model would be more appealing?
__ Smaller libraries join a larger, existing district
__ Multiple small libraries join together to form a new district
__ It depends upon the situation
__ Consolidation should not be considered
10. Consolidation is not encouraged by the process of creating a public library district in New York
State, especially when consolidating units currently operate under different models for forming public
library districts.
__ Strongly agree
__ Disagree
__ Agree
__ Strongly disagree
__ Uncertain or no opinion
11. The Regents Commission on Library Services stated in July 2000, “All New Yorkers should live
in a community that has access to, and supports, a quality public library, and all libraries must
have adequate local support.”
11a. In communities where support is not strong, strengthening of support should be first be considered
using:
__ consolidation
__ promotion and public relations activities
__ other (please specify ___________________________)
11b. In communities where access is not strong, strengthening of access should be first be considered
using:
__ consolidation
__ local needs assessment and funding to support increased access
__ other (please specify ___________________________)
12. Which county do you serve as a trustee in?
__ Columbia
__ Putnam
__ Dutchess
__ Ulster
__ Greene
13. How long have you been a public library trustee?
__ Less than 1 year
__ 7-10
__ 1-3 years
__ over 10 years
__ 4-6
14. Please add any comments on your views of consolidation.
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PEER REVIEWED ARTICLE

Ask Us 24/7: Virtual Reference Success in New York State
By Laura Osterhout
Abstract: Reevaluating Reference Delivery: During the 1990s, many libraries began to reevaluate
reference services. As libraries faced decreasing gate counts and increasing traffic to the Internet, it became
necessary to think about reference in a new way. The Western New York Library Resources Council
(WNYLRC) saw an opportunity to help its member institutions evaluate new forms of reference, and began
to pursue the idea of virtual reference.

First Steps
In 2001, through a grant from the Library Services and Technology Act (LSTA), WNYLRC
brought nationally recognized experts in the field of virtual reference to western New York to provide a
broad overview of virtual reference services in libraries. Throughout 2001 and 2002, 11 workshops and
vendor demonstrations were held in the western New York area, with presenters from all over the country.
Presentations ranged in scope from getting started with virtual reference to providing virtual reference in a
multi-type consortium.
As librarians from the western New York area attended the workshops and presentations,
interest in virtual reference grew. Out of the initial interested librarians, a group of 12 volunteered to form
WNYLRC’s
Virtual Reference Advisory Task Group, and were charged with implementing a regional virtual reference
service in western New York. To keep momentum going, WNYLRC applied for and received a second
round of LSTA funding for 2002-2003 which was used to implement a virtual reference pilot project. Seven
.
member libraries, along with western New York’s Hospital Library Services Program, volunteered
to
began by offering 24 hours of service each week during normal
business hours. The group chose to use the 24/7 Reference chat software to provide the service, staffing
the hours locally. 24/7 Reference was a project of the Metropolitan Cooperative Library System in California,
and included participating libraries from California and around the country that helped staff the chat service
Laura Osterhout is Regional Services Librarian Western New York Library Resources Council and can be reached at:
losterhout@wnylrc.org. Image above from Pathfinder Linden’s Flickr page.
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24 hours, seven days per week. However,
d id not participate in the 24/7
aspect of the service at first, offering only 24 hours per week of service staffed by local librarians.
The Need For 24/7
Traffic to Ask A WNY Librarian was slow. The group felt that the hours of availability had a
direct effect on usage of the service. How many library users were accessing the service during the
business day? What about the users who needed help after 5:00pm, or on Fridays, Saturdays, or Sundays?
Participating
librarians were also concerned about marketing—people needed to know about the service in order to use
it. Ask A WNY Librarian began to focus more effort on marketing and purchased pencils, posters, and
domain names. Even with increased marketing efforts, usage of the service was not as high as expected and
it became obvious that the service model was not working.
In 2003, the Ask A WNY Librarian participating libraries decided to adopt the 24 hours, seven
days per week model, joining the 24/7 Reference consortium. This model provided the best of both worlds
to librarians and users. Participating librarians were able to staff the service during their normal work day,
secure in the knowledge that when they were not staffing the service, another librarian would be online and
available to answer users’ questions. For users, this model offered 24 hours, seven days per week access
to reference librarians online, even in the middle of the night or on holidays.
As Ask A WNY Librarian went live with the 24/7 service in September 2003, it became clear that
some users expected to chat with librarians from the western New York area, as the name of the service
implied. This created some confusion when users were connected with librarians from other locations.
Other users were not even sure what WNY meant, and it became clear that the geographic indicator in the
name of the service was unnecessary. The group also agreed that the name Ask A WNY Librarian did not
accurately reflect the 24/7 nature of the service. WNYLRC then applied for and received a third round of
LSTA funding to hire a marketing and graphics consultant to develop not only a new name for the service,
but also a complete marketing package with graphics, logos, sample public service announcements, and
other marketing tools. Ask A WNY Librarian was changed to Ask Us 24/7, the name that the service uses
today.
Overall, the switch to 24/7 service was a success. Users began accessing the service more often and
were able to connect to reference librarians in the evenings and on weekends. Through increased marketing
efforts, users (and librarians) began to recognize the Ask Us 24/7 brand. As Ask Us 24/7 gained recognition in the western New York area, more libraries began to participate, including a library in the Rochester,
NY area. WNYLRC provided training on the 24/7 Reference software to new participating libraries, and
also visited potentially interested libraries in the region to demonstrate the software and talk about the
service.
24/7 Reference becomes QuestionPoint
As WNYLRC and the Virtual Reference Task Group concentrated on growing Ask Us 24/7 into a
large regional service, OCLC became interested in acquiring the 24/7 Reference software and consortium.
OCLC did acquire 24/7 Reference in August 2004 (1), and began to migrate all 24/7 Reference users
into OCLC’s chat product, QuestionPoint.
All Ask Us 24/7 librarians were trained on the new
QuestionPoint
software, which was somewhat different from the 24/7 Reference software.
OCLC was able to retain the project manager of the 24/7 Reference consortium, who became the
new manager of the QuestionPoint 24/7 Reference Cooperative. One positive aspect of the change was the
increase in size of the 24/7 Reference Cooperative. Users of QuestionPoint’s cooperative joined with users
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Central Administration
After the transition to QuestionPoint, Ask Us 24/7 began to grow again, with new libraries joining the
service. By the end of 2006, eight academic libraries, one public library system, and four subjectspecialist
groups were participating in Ask Us 24/7. Like other regional and statewide virtual reference services, Ask
Us 24/7 has a project manager who coordinates activities for the entire service and handles the administrative tasks such as providing training, responding to questions, checking transcripts for quality, scheduling
virtual reference shifts, providing marketing materials and spreading the word about the service to other
regions.
The next tier in the administration of the service includes site supervisors; one librarian at each
participating library acts as the administrator for that library’s account, and is responsible for routing followup questions, checking transcripts for quality, helping to promote the service to users, and acting as a liaison
to the Ask Us 24/7 project manager. The front-line librarians, those who spend time providing chat reference to users, are the base of the service, the most crucial members of the team. Multiple librarians at each
participating library spend at least an hour a week working with online users, providing quality research
assistance and information sources to people from all over the country.
This central administration approach to chat reference is a very successful model because it allows the
front-line librarians to focus all their energy on providing quality chat reference, without having to spend time
on the administrative tasks related to the service. The site supervisors keep the service running smoothly at
each participating library, and the project manager handles all tasks related to the service as a whole. Some
of the most successful statewide virtual reference programs in the U.S. are also using the central administration model.
Quality Control
Ask Us 24/7 also owes its success in large part to the rigorous quality standards set forth by
WNYLRC’s Virtual Reference Task Group and QuestionPoint’s 24/7 Reference Cooperative. Each
participating librarian goes through an introductory period that includes training on quality standards, best
practices, and transcript evaluation techniques. Each librarian is responsible for providing quality reference
help, which includes following best practices and procedures, offering professional-level research assistance,
and treating all users with courtesy and respect.
Site supervisors read through all the active transcripts in their library’s account. These transcripts
include interactions between librarians working at that library and users from other locations, and also
interactions between users from that library and librarians from other locations. There are reporting mechanisms built into the software that allow any librarian to report a transcript to the Quality Control team at
QuestionPoint; excellent transcripts can be reported with praise, and transcripts that raise concerns can be
reported with constructive criticism.
The Ask Us 24/7 project manager serves as yet another level of quality control for the service. The
project manager has access to transcripts from every library in the group, and also receives reports when a
transcript from one of the group’s librarians has been referred to the Quality Control team. It is the responsibility of the project manager to address all quality concerns not only with the librarian in question, but also
with that librarian’s site supervisor. Using these different levels of quality control helps ensure that no librarian slips through the cracks—training needs are identified sooner, and problems are addressed so that users
continue to receive high quality service.
Ask Us 24/7 branches out
Over time, interest in Ask Us 24/7 began to spread, due in large part to the efforts of WNYLRC staff
and all the librarians involved with Ask Us 24/7. By the end of 2006, Ask Us 24/7 enjoyed solid participation from many libraries in the western New York region and one library in Rochester. In 2007, WNYLRC
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focused more effort on getting the word out to other regions. WNYLRC began closest to home, offering an
Ask Us 24/7“ road show” at the Rochester Regional Library Council (RRLC). Subsequent presentations were given at both the Central New York Regional Library Council (CLRC) in Syracuse, NY and the
Capital District Library Council (CDLC) in Albany, NY.
As a result of the presentation in Syracuse, NY, two libraries from the Syracuse region joined Ask
Us 24/7 in the summer and fall of 2007. WNYLRC was thrilled to receive the two new participants, but
knew that getting some of the “bigger fish” would be necessary in order to grow the service and move it
across
New York State. WNYLRC sees other New York 3Rs as potential agencies through which their members
may be able to join Ask Us 24/7. If a library council joins Ask Us 24/7, the council contributes a portion of
the dollars needed to run the service, and as a consequence, any member institution is eligible to participate.
This was the model adopted by CLRC when the council joined Ask Us 24/7 in January 2008. Five new
libraries from the Syracuse area joined Ask Us 24/7 through CLRC, in addition to the two Syracuse area
libraries that had joined in 2007.
Dollars and Sense
Targeting New York 3Rs as potential participating agencies allows a great number of libraries to
participate, but also makes the most sense financially. The service is not inexpensive; in addition to the fee
for using the QuestionPoint software and taking advantage of 24 hours, seven days per week coverage, Ask
Us 24/7 also requires funding for training and promotional materials for the service. Fees paid by participating libraries help offset the cost, but at present, WNYLRC and CLRC are paying the bulk of the cost
through Regional Bibliographic Database Program (RBDB) funds.
Growing Ask Us 24/7 can certainly be accomplished by adding one library at a time, but could more
efficiently be accomplished by adding library councils. The 3Rs may be in a better position to help sustain a
large, multi-regional virtual reference service than a network of participating libraries spread throughout the
state. The 3Rs have access to RBDB and other funding that could be used to support member participation
with the goal of creating a self-sustaining service in the future. As Ask Us 24/7 gets bigger, the funds required to sustain it are spread over a larger number of library councils and participating libraries, and as a
result, funding the service becomes easier.
Looking toward the future
It has been almost seven years since the idea of virtual reference took hold in western New York.
Today, the service has its own website, www.askus247.org, and participating institutions from three regions
of the state. Participating institutions include 13 academic libraries, three public library systems, four subject
specialty institutions, and two 3Rs library councils.
Ask Us 24/7 is positioned to become a large, multi-regional, multi-type library virtual reference service
and may someday achieve large enough participation to be considered a statewide service in New York.
New York’s neighboring states have achieved great success with statewide virtual reference services, and
provide excellent examples for cooperation and collaboration.
When Pennsylvania boosted public library funding by 23% in 2006, Ask Here PA, Pennsylvania’s
statewide service, was launched. (2) Eleven academic and public libraries made up the initial group of
participants and today, Ask Here PA has participation from more than 80 libraries. (3) Ask Us Now,
Maryland’s statewide virtual reference service, was launched in March 2003 and provides all Maryland
residents and students in Maryland academic institutions with 24/7 access to reference librarians (4) through
the cooperation of more than 30 participating libraries. (5) In New Jersey, QandANJ offers 24/7 reference
help to all New Jersey residents and partners with Tutor.com to provide live homework help between
2:00pm and 10:00pm. (6) More than 40 libraries contribute staffing to QandANJ. (7)
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committed to managing Ask Us 24/7 and growing the service through site visits, presentations, and marketing. With continued effort it will be possible to create a self-sustaining service that reaches the farthest
corners of New York state.

Notes
(1) Susan McGlamery, e-mail message to author, March 10, 2008.
(2) Norman Oder and Michael Rogers, “PA Boost State PL Funding 23%,”
131(15): 15.
(3) Ask Here PA, “Participants at a Glance,” Ask Here PA, <http://www.askherepa.org/
participantlibraries.htm>.
(4) Joe Thompson, “Starting and Operating a Statewide Virtual Reference Service: Maryland
AskUsNow!,” Maryland AskUsNow!, <http://askusnow.info/presentations
Fall_Federal_Depository_Library_Conference_Thompson.ppt>.
(5) Maryland
AskUsNow!, “Participating Libraries,”
Maryland AskUsNow!, <http://www.askusnow.info/ libs.html>.
(6) Peter Bromberg, “Managing a Statewide Virtual Reference Service: How Q and A NJ Works,”
23(4): 31.
(7) QandANJ, “About the Service,” QandANJ,<http://www.qandanj.org/about.htm>.
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EDITOR’S CHOICE ARTICLE
Joining ConnectNY: Changes in Consortial Relationships &
Resource-sharing Partnerships at Siena College
By Kathryn Johns-Masten and Patricia Markley
Abstract: In August, 2004, Siena College joined a consortium of private academic libraries called
ConnectNY. The main objective of the consortium is to facilitate resource sharing among its members by
making a large amount of books available and by getting them to the users as quickly as possible. This
paper analyzes Siena’s resource-sharing partners before and after joining ConnectNY. Anecdotal evidence
suggested firstly that Siena was doing much more borrowing and lending of books through ConnectNY
and, secondly, that Siena was generally doing more ILL of all types with LAND libraries and less with our
local
group. We wanted to see if the statistics bore out these impressions.
Analysis of Top 20 Lenders & Borrowers 2002-2007
For this analysis, we used interlibrary loan statistics for filled requests from 2002-2003 through 20062007 and ConnectNY filled statistics from 2004-2005 through 2006-2007 to determine the top 20 lenders
to Siena and borrowers from Siena for loans, photocopies, and totals. We then checked these lists to look
for any patterns that may exist. The present analysis does not include figures for all transactions from all
lenders and borrowers – only for the top 20 institutions in each category. Since looking at just the top 20
may have limited the results, it might be useful to do a more comprehensive analysis in the future.
Background
Resource sharing, perhaps especially in New York State, involves overlapping cooperative alliances.
Here are the cooperative groups that are most relevant to the current analysis.
1. ConnectNY is a consortium of academic libraries in New York State, which uses a union
catalog and resource-sharing software (INNReach from Innovative Interfaces, Inc.) to facilitate
direct borrowing (unmediated interlibrary loan) by its users. Authorized users at participating
libraries request books directly from other participating libraries by linking from their local
OPACs to a LAND, to decrease delivery time (to about 3 to 5 days from request to delivery).
The process is meant to be an improvement upon traditional interlibrary loan because of the
ease of use and rapid turnaround time. ConnectNY began with five founding members, one of
which is a local library, Rensselaer Polytechnic Institute (RPI). It has since grown to 14 members. ConnectNY members pay an annual fee, plus a one-time start-up fee.
2. LAND is a statewide courier system run by Nylink: it is a closed delivery system, in which
participating libraries can send and receive an unlimited number of shipments. It was launched in
2002 with 62 SUNY libraries and the five founding ConnectNY libraries. LAND membership
has since grown to over 100: 62 SUNY, 14 ConnectNY, 20 members of the City University of
New York system, seven non-ConnectNY private institutions, and the New York State Library.
LAND costs $4,650 per stop per year, plus a one time start-up fee.
3. The Capital District Library Council is on of New York State’s Reference and Research
Library Resources Systems (“3Rs councils”). It serves academic, public, school, and special
libraries in the following counties: Albany, Fulton, Hamilton, Montgomery, Rensselaer, Saratoga,
Kathryn Johns-Masten is Serials Lirarian at the SUNY Oswego - Penfield Library and can be reached at:
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Schenectady, Schoharie, Warren and Washington. On its Web site (www.cdlc.org), CDLC
states that part of its basic mission is to “provide leadership in resource sharing and library
and information management.” Towards that end, CDLC has organized a system of free
reciprocal ILL and a local courier service. Almost all local libraries are CDLC libraries and
in the CDLC
courier system. The one notable exception is the New York State Library, which is not a CDLC
library, but is in the CDLC courier system. There is an annual flat fee for the CDLC courier
service.
4. Nylink defines itself as a “nonprofit membership organization of all types of libraries and
cultural heritage organizations through New York State and surrounding areas”
(www.nylink.org). among its members, and supports access to high-quality, cost-effective
resources” (www.nylink.org). Particularly relevant to this study two Nylink programs: LAND
(see #2 above) and the Reciprocal ILL program (ZERO). Nylink membership requires annual
dues, but there is no fee for participation in the ZERO group.
5. LVIS (Libraries Very Interested in Sharing) an interlibrary loan consortium of primarily U.S.
libraries, which agree to provide each other ILL services for free. LVIS has no membership fee.

Standard Interlibrary Loan Principles for Choosing ILL Partners
Generally speaking, a library decides whom it will ask for ILL materials based on the following three
principles:
Principle 1. Price: Free lenders before those that charge; Cheap lenders before expensive lenders.
This has always been the most important principle in choosing ILL partners. Free lenders are chosen
over libraries that charge for ILL. Membership in reciprocal ILL groups (CDLC, Nylink’s ZERO
group, LVIS) makes a library desirable.
• Principle 2. Location: Near lenders before far. Less important than price, but a long-standing
practice is to borrow from nearby libraries before distant libraries.
• Principle 3. Type of institution: Like lenders before unlike. Another long-standing ILL practice has
been to request from similar libraries before approaching libraries of a different type. Along similar
lines, libraries may develop favorite lending relationships, based on common subject specialties or
curricular emphases.
A few years ago OCLC improved the functionality of its ILL software by adding a tool called “Custom
Holdings.” With the Custom Holdings tool, Siena tailors to its individual needs the order in which groups of
potential lenders display, based on the principles described above. Within each group libraries still automatically display in alphabetical order by OCLC symbol.
Resource Sharing at Siena College Prior to Joining ConnectNY and LAND
• Siena operated by Principle 1(price) by ordering from suppliers that do not charge for ILL service
whenever possible. When not possible to get a loan or photocopy for free, Siena approached
lenders in order of price, from least to most expensive. Local libraries that were on the CDLC
courier route were preferred to others because the flat fee for CDLC shipping saved over U.S. mail
and UPS.
• Siena followed Principle 2(location) by requesting first from local institutions, then from institutions
at progressively greater distances.
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• Siena followed Principle 3(type) by requesting from small college libraries before requesting from
dissimilar institutions. Siena developed special informal ILL partnerships with Fordham University
and St. Bonaventure based on shared collection emphasis on religious studies.
Resource Sharing at Siena College After Joining ConnectNY and LAND
• Principle 1 (price) remains the single most important factor in choosing a lender. As always, membership in a reciprocal ILL group has a major impact on Siena’s lenders and borrowers. Since
joining ConnectNY and LAND, however, Siena has to consider the sizeable annual fees for
ConnectNY and LAND membership and cost-savings related to ILL staff time and shipping.
Joining ConnectNY and LAND involved a large increase in the ILL budget for the sizeable annual
fees and Siena must see improvements in service, plus cost savings in order to justify this additional
expense.
Just as with the CDLC courier group, the flat annual fees charged by ConnectNY and
LAND make using those services as much as possible advantageous to Siena. Both ConnectNY
and LAND also provide savings because they save ILL staff time: ConnectNY permits library users
to order materials themselves instead of requiring ILL staff to search and order; and LAND uses
zippered shipping bags, saving ILL staff time packaging materials for U.S. mail or UPS shipment.
LAND provides an additional savings by eliminating U.S. mail or UPS charges. For these reasons,
ConnectNY and LAND libraries are favored for loans over all other lenders, except for CDLC
courier libraries.
•

Principle 2 (location) is less important now that Siena has joined ConnectNY and LAND, which
are state-wide consortia. All things being equal, the principle of ordering from near libraries before
libraries farther away still holds, but putting a priority on use of ConnectNY and LAND means that
Siena will request a book from a library across the state before a closer library that is not in
ConnectNY, LAND, or CDLC.

• Principle 3 and less important to Siena as it joins more consortia. While all ConnectNY libraries are
private college libraries like Siena, some are unlike Siena in that they are quite large, wealthy, and/or
different in their mission and collections. As for LAND, nearly all of its participants are academic
libraries like Siena, but in other respects represent the entire range of institutions of higher learning-very few are small, private colleges like Siena.
Special ILL partnerships based on subject specialty still remain, but do not play as large a role
as in the past. ConnectNY caused a tremendous growth in the volume of books in all disciplines
ordered. The large volume of loans has reduced the relative percentage of materials in any single
subject area, thus reducing the relative importance of those special ILL partnerships. For example,
Fordham lent Siena 42 out of 1526 loans in 2002-2003 (3%), but only 22 out of 3358 in 20062007 (.6%).
After joining ConnectNY and LAND, two new principles have come into play in determining the most
popular ILL partners:
• Principle 5. Ease of use: Easier ordering process before more complicated. ConnectNY libraries
have become favored resource-sharing partners due to the system’s direct borrowing functionality.
Library users can search and request books online at any hour, from any location, and without the
assistance of library staff.
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• Principle 6. Speed: Libraries that will supply the material faster before libraries that take longer.
LAND and ConnectNY libraries are preferred resource-sharing partners because ConnectNY
eliminates waiting for the ILL staff to order books and the LAND courier service cuts down on
shipping time. Only after joining ConnectNY and LAND, has Siena had two options for ordering
and shipping around the state. So it was only after that point that Siena has encountered situations in
which one lender across the state can provide a book in 3 days, while another needs 10 days.
The Impact of ConnectNY and LAND Membership on Loans
Since ConnectNY resource sharing deals only with lending of books, it is not surprising that the effect
of Siena joining in 2004-2005 would be evident in the lists of top book lenders and borrowers.
• Shift from local to state-wide. Before joining ConnectNY and LAND, Siena’s very top
resourcesharing partners were local:
Top lenders to Siena (Table 1) were Skidmore, Union, RPI, Sage, and College of Saint Rose.
After Siena joined ConnectNY, RPI and Union, which by then were both in ConnectNY, were
still top lenders. Other than those two local libraries, the other top Being in LAND is probably
why the University of Albany still placed in the top 20, although its ranking relative to other local
lenders changed.
Much the same shift from primarily local resource-sharing partners to primarily ConnectNY
partners can be seen with borrowers from Siena (Table 2), except that smaller local libraries
figure more in Siena’s lending than borrowing. Thirteen CDLC libraries appear among top 20
borrowers the year before Siena joined ConnectNY and LAND, but only 8 place in the top 20
by 2006-2007. Moreover, non-ConnectNY/non-LAND local libraries that were the very top
borrowers before 2004 ranked much lower after.
• Increase in number of loans. An unexpected consequence of joining ConnectNY was the fact that it
did not simply replace ILL for books: it led to a tremendous increase in the number of books
borrowed and lent by Siena. This increase contradicts current trends. We believe that ConnectNY’s
ease of use and proven quick turnaround times have contributed to Siena patrons borrowing more
books through ConnectNY than they ever did via ILL. Table 1 shows how completely ConnectNY
libraries dominate the top book lenders from 2004 on, plus how the numbers of loans jump dramatically. The same can be seen when Siena is lending (Table 2).
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Table 1 (above) lists the top 20 lenders of materials to Siena College for each fiscal year from 20022003 through 2006-2007. There was a pronounced jump in the number of ConnectNY libraries from 3 (1
local) in 2002-2003 and 2003-2004 to 8 in 2004-2005 when Siena joined ConnectNY and LAND. In the
two years that followed, the number of ConnectNY lenders continued to grow to 11, then 12. At the same
time, the number of local libraries (CDLC) declined: from 10 in 2003-2004 to 3 in 2006-2007.
Table 2 (below) lists the top 20 borrowers of books from Siena for the same time period. After Siena
joined ConnectNY (and LAND), ConnectNY libraries dominate as borrowers just as they did as lenders (1
in 2002-2003 up to 11 by 2006-2007). CDLC-only borrowers led the list of top 20 borrowers before
2004-2005, but only a handful made it into the top 20 after (from 9 in 2002-2003 to 4 in 2006-2007).
Borrowing libraries not belonging to CDLC, ConnectNY, or LAND dropped as well (5 in 2002-2003 to 1
in 2006-2007).

The Impact of ConnectNY and LAND Membership on Photocopies
• Need for load leveling. After Siena joined ConnectNY and LAND, the number of ConnectNY and
LAND lenders in the top 20 photocopy suppliers to Siena rose considerably: from 3 in 2003-2004
to 9 in 2005-2006. What is most noteworthy here is the fact that joining ConnectNY and LAND
influenced resource sharing of photocopies at all. ConnectNY deals only with books. As for LAND,
while it is possible to send photocopies via LAND, most photocopies have been sent via fax, email,
or over the Internet since before the time period in question.
We believe the change Siena experienced happened because Siena prioritized LAND and
ConnectNY libraries, through OCLC’s Custom Holdings function, for photocopies as well as
ConnectNY, CDLC, and LAND libraries for both loans and photocopies. This decision led to
overburdening these libraries: ConnectNY and LAND libraries handle the vast majority of loans, so
it would be desirable to avoid going to them first for photocopies, too. In 2006-2007, Siena ad-
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justed its custom holdings profile to level the load: CDLC and Nylink ZERO libraries were put first
in custom holdings for photocopy requests. The change in the top suppliers of photocopies back
to local libraries (Table 3 below) demonstrates how that readjustment of the Custom Holdings shifted
the burden. Table 3shows ConnectNY libraries were the very top lenders to Siena in 2004-2005
and 2005-2006. After the readjustment of the customs holdings profile, CDLC libraries are again
top lenders, as they were before Siena joined ConnectNY and LAND.
• Slight shift from local to state-wide lending. The number of ConnectNY lenders in 2002-2003 in
the top 20 was 4. It rose to as high as 7 before Siena readjusted its Custom Holdings, at which point
it
returned to 4. The number of LAND lenders in 2002-2003 was 2 and by 2006-2007 it was 8,
even after the readjustment of the customs holdings profile. Part of the increase, though, is due to
libraries joining LAND (New York State Library and Hamilton). It should be noted that, even
though the number of LAND and ConnectNY libraries in the top 20 borrowers (Table 4) has not
grown appreciably, in 2002-2003 nearly all of the LAND and ConnectNY libraries were nearby.
• No growth in volume. These statistics reflect the general trend in serials: that periodicals are going
increasingly to electronic format and that library users prefer periodicals that are available instantly
to those they must order. At Siena, interlibrary loan of photocopies (largely from periodicals) has
been declining sharply, both for lending and borrowing. Joining ConnectNY and LAND seems to
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Table 3 (above) lists the top 20 suppliers of photocopies to Siena from fiscal years 2002-2003 through
2006-2007. This table shows a clear jump in LAND lenders after Siena joined ConnectNY/LAND in
2004, but a slight decline in CDLC libraries from 2002-2003 to 2006-2007 (from 7 in 2002-2003 to 5 in
2006-2007). Lenders that are not in CDLC, ConnectNY, or LAND also decreased from 2002-2003 to
2006-2007 from 9 to 4.
Traditional ILL Loans
As seen in Tables 1 and 2 above, ConnectNY loans completely overshadow traditional ILL transactions for both Siena baorrowing and lending. Most of Siena’s ILL borrowing traffic has been article requests
(about 2/3 of the total ILL borrowing transactions), while Siena lending has been predominantly books
(about 2/3 of the total lending transactions). If the ConnectNY loans are excluded from the totals for loans,
one can see if top ILL lenders or borrowers changed after Siena joined ConnectNY and LAND.
• The first noticeable change is in the volume of Siena’s borrowing: it drops sharply (in 2002- 2003
Siena borrowed 133 books from its top lender, in 2006-2007 the number was 26). It was expected
that, by joining ConnectNY, Siena would borrow fewer books through ILL, but we did not expect
it to drop as much as it did.

•

ConnectNY libraries are virtually non-existent as either lenders or borrowers of books through ILL.
The reason for that is obvious: if a book is available at a ConnectNY library, it is ordered through
ConnectNY, not via ILL.

•

There was a slight drop in CDLC-only lenders to Siena from 2002-2003 to 2006-2007 (5 in
2002-2003 to 2 in 2006-2007).
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•

There was some increase in lenders to Siena that are not in CDLC, LAND, ConnectNY, or Nylink
ZERO. This increase might reflect a trend among New York libraries towards using non-OCLC/ILL
systems for resource sharing (ConnectNY, SUNYConnect, the CUNY shared catalog, Borrow
Direct). What remains for traditional interlibrary loan to fill are only the most unusual requests. If that
is the case, it is not surprising that ILL is increasingly being used for fewer book requests and that
ILL loans are coming from farther away. It should be noted, as well, that by 2005-2006 and 20062007 even top 20 lenders were lending as few as 4 items. Figures that low mean that one unusual
research project could put a library into that year’s top 20.

•

Siena’s lending of books through ILL has changed very little by membership in ConnectNY and
LAND. The only obvious change is the appearance in the top 20 borrowers after 2004 of a couple
of new LAND libraries (Syracuse University and CUNY’s Graduate School & University Center),
to which Siena rarely lent before.

Consequences
1. The cost of participating in ConnectNY and LAND causes Siena to favor them over previous
resource-sharing relationships. This could potentially weaken older partnerships, such as Siena’s
relationship with the Capital District Library Council (CDLC). For example, since joining
ConnectNY/LAND Siena reduced its CDLC courier contract from 5 times a week to 3 to save
money. The reasoning was that having LAND and ConnectNY meant fewer books needed to be
sent by local courier and the savings could be put towards the LAND bill. An unintended consequence, however, was the decrease in CDLC’s income stream. That could make it more difficult for
CDLC to provide services to Siena and other CDLC libraries.
2. Direct borrowing models like ConnectNY tend to create a different pattern of primary
resourcesharing partners for a library. Libraries that may have been used heavily in the past, because
they are in close proximity geographically, may become less important as resource-sharing partners.
Since joining ConnectNY and LAND, Siena simply focuses more on resource sharing in those
systems. We must remember to look at local libraries for resources they could provide quickly. We
must remain responsive to non-ConnectNY/LAND libraries that have been primary resourcesharing partners in the past, and potentially helpful partners in the future.
3. Now that Siena library users can connect from Siena’s OPAC to the ConnectNY union catalog with
a click of a mouse, they are requesting materials primarily from ConnectNY libraries. Most are not
even aware of what may be readily available for their use at local libraries. Even though links to
local libraries and library systems are available on the Siena Web page, once users try ConnectNY,
they
tend to disregard other options.
4. Siena library users have rediscovered books because of ConnectNY and LAND. The ease of
ordering, rapid delivery, and access to approximately 5 million books (compared to Siena’s
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Conclusions
There are negative and positive aspects to most of the consequences named above.
•

Joining a new resource-sharing group may cause changes in the way old partnerships function or
even eliminate the need for those old partnerships. Managers should try to foresee ways in which
they can maximize the benefits and develop at least preliminary plans to minimize the risks.

•

The ConnectNY software creates a workflow that allows for faster turnaround time compared to
traditional interlibrary loan, plus LAND moves materials faster for less money. Improvements in
production and service can be achieved without an increase in overall staff.

•

Still, volume of transactions and operational requirements may have budgetary and other management implications. The workload for the ILL department (or whichever department runs the program) may change radically, as it did at Siena, requiring adjustments to be made in staffing and
workflow. There may be staffing implications, depending on where a library locates the ConnectNY
and LAND operations. Some have placed it in the circulation department, while others put it in the
ILL department. At Siena College, ConnectNY was viewed primarily as an ILL function and, as
such, is managed by the ILL Department. The tremendous volume, however, is more than the
limited ILL staff can handle; plus meeting turnaround standards meant some work needed to be
done after the ILL Department closed. Both those problems were solved by moving some of the
processing of outgoing ConnectNY materials to the evening Circulation Department staff, although
ILL still manages the service.

•

Joining a new resource-sharing group may have ramifications, not just for the department managing
the program, but possibly for several departments not directly involved. At Siena: Circulation,
Collection Development, Cataloging, Reference, and Instruction have been affected.

•

Possibly the most difficult aspect of participation in a resource-sharing consortium, like ConnectNY,
is the loss of local control. Libraries can take advantage of the economy of scale and distribution of
responsibilities, but they must give up at least some freedom to tailor policy and resources to their
particular clientele.
A policy example: Siena has always had a very generous attitude towards its faculty in that
materials. With the implementation of ConnectNY, Siena attempted to modify its stance by
letting the charges agreed upon by the ConnectNY group apply to faculty. This approach has
led to confusion for the faculty.
A budgetary example:
A new product or initiative that appears essential and affordable
for most of the group may seem an unnecessary or overly burdensome expense for a few. The
managers at the latter institutions need to consider the potential advantages and disadvantages
for each of
their options.

In conclusion, in resource sharing our main goal remains the same as it’s always been: to get the users
the resources they need as quickly as possible. Today’s online, consumer culture presents libraries with
users that expect ease of use and quick results. Ever improving technology has permitted new models for
resource sharing, like ConnectNY, to develop. Many institutions, like Siena, now belong to several groups
(Nylink, CDLC, Waldo, etc.) to make the most of limited budgets. Consortial programs, like ConnectNY,
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present difficult choices. An academic library can reap tremendous rewards, but its managers must plan for
the changes involved and respond effectively to whatever challenges new resource-sharing alliances present.
For Future Consideration
1. In terms of collection development, Siena already has begun checking ConnectNY’s union cataloging before ordering. There is, however, as yet no formal coordinated collection development system
among ConnectNY libraries, although the consortium is discussing developing such a plan. Siena’s
Collection Development Librarian will need to be involved in development and implementation of
that plan.
2. ConnectNY’s union catalog contains a substantial number of duplicate entries and priority needs to
be given to creating a more systematized cataloging approach across all participating libraries.
ConnectNY is discussing developing a plan for coordinated cataloging. Siena’s Cataloger will need
to be involved in development and implementation of the system.
3. Expansion of services by ConnectNY is something that all members of the consortium must consider carefully. ConnectNY is planning on expanding its services to include article delivery, federated
searching, and non-book loans. For example, ConnectNY recently added to its union catalog of the
Center for Research Libraries (CRL) collection, which includes a great deal of new and rare
resources. ConnectNY policy does not require all members of the consortium to join CRL. To
access the CRL materials, however, a library needs to join CRL, which is quite expensive. Until
recently, Siena was not a member of CRL, so our patrons were blocked from ordering the CRL
materials. An immediate negative consequence was that Siena patrons were confused and unhappy,
since previously they had been able to order anything with an “available” status.
Long-term issues presented by the CRL addition and future ConnectNY expansion include costs,
copyright, and contracts with electronic resource vendors, to name but a few. As with the CRL
collection, there will be added pressur on Siena to purchase expensive functions, which will stress an
already tight
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EDITOR’S CHOICE ARTICLE
Online Submission Forms and E-mail Notification
For Interlibrary Loan Requests
By Jaclyn McKewan
Abstract: Expanding on a poster session at the NYLA 2007 conference, the author discusses her
experience as part of a committee to enhance the Interlibrary Loan Services at an academic library. The
committee’s goals were to implement two services: electronic submission of requests through the library
website, and notification of item arrival via e-mail. Steps taken by the committee included learning how
other libraries have handled these issues, and running a pilot program to test the system. This allowed the
committee to anticipate problems and make necessary revisions before making the service available to all students
and staff at the college.
Introduction
Before use of the World Wide Web became commonplace, libraries had only one way for patrons to
request interlibrary loan materials – through the use of paper forms. Notification of item arrival was accomplished through phone calls or mailed postcards.
Prior to 2007, the Montante Family Library in D’Youville College was still using paper forms for ILL
requests. These were available in hard copy at the reference desk, and they were also available as PDF files
on the library website. To submit the forms, patrons needed to present them in person, or send them to the
When items arrived, the library did not notify patrons. Instead, a paper list was kept at the reference
desk, containing the names of all patrons who had items awaiting pickup, or patrons who had placed
requests that could not be filled. Reasons for not filling a request included the patron either owing fines on
his/her account, or the patron requesting an item that the library already owned. In those cases, when
patrons came to the desk, we would give them back a copy of their request, and either offer assistance with
finding the item in our library, or ask them to pay their fine and resubmit the request. Patrons needed to
come to the library and look for their name on the paper list, or call the reference desk to ask if an item had
arrived.
Problems With the Existing Services
The existing services were problematic for a number of reasons.
• Requiring the use of paper forms was inefficient for students conducting research while at home,
particularly for commuters. Canadians currently make up 30% or our student body, and many of
them are only on campus for one or two days per week. Students were not likely to have ready
access to a fax machine, and sending the form through the mail added to the already week-long
lead time required to obtain items.
•

Not providing any sort of notification put the responsibility on the patron to continually check with
the library (either in person or by phone) to find out when their items have arrived. In doing so, the
library was ignoring the final step of interlibrary loan item processing, as described by Hilyer (2006),
who states that notification is becoming more frequently accomplished through e-mail.

Jaclyn McKewan is a Reference Librarian at the Montante Family Library, D’Youville College, Buffalo. NY, 14201 She
could be reached at: mckewanj@dyc.edu.
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Because patrons were told that it takes 7-10 days for items to arrive, many of them did not check
with the library until that time. In cases where a request was not filled, the patrons did not come to
find this out until they checked with us. This understandably caused frustration among our patrons,
after learning that their request had gone unfilled for a week or longer, when the situation could have
been remedied immediately if we had only informed them of the problem. This showed a lack of
focus on the needs of the end user, as recommended in IFLA’s best practices guidelines (Stein,
2006).

•

Many requested items were never picked up at the reference desk, either because the patrons
wrongly assumed they would be contacted, or they forgot to check with the library. Books would
be eventually sent back to the lender, or article copies would remain at the reference desk for
weeks.

•

Since the advent of online bookstores such as Amazon, and the popularity of search engines like
Google, patrons have higher expectations of Interlibrary Loan services than in the past (Hilyer,
2006). Because many other library functions were available from off-campus (use of the catalog,
databases, and the ability to check the status of one’s library account) it made sense to include
interlibrary loan requests in this regard. In addition, the ability to submit requests electronically was
keeping in line with IFLA’s best practices recommendations (Stein, 2006).

Planning
Planning for these two service enhancements began in the Fall 2006 semester. A committee was
formed, consisting of the Head of Reference and two part-time reference librarians, with technical assistance
from the Systems Librarian. The goals of the committee were twofold: to create policies and procedures for
notifying patrons of item arrival (or of problems with the request); and to create an online form, along with
the appropriate policies and procedures, for submitting ILL requests through the library website. We
decided upon a deadline of January 16, 2007 (the start of the spring semester) to accomplish these goals.
Some of the librarians had previously looked into the possibility of using software such as ILLiad to handle
requests, but they were seen as cost prohibitive at that time. (This is a decision that may be revisited in a
few years.) The server that the library planned to use to house the online forms was an Apache
server
which
could run PHP. Since I have some experience with that language, I volunteered to create the forms using
PHP. Using forms that we created in-house also had the added bonus of allowing complete customization.
The first actions of the committee involved assigning members to write a preliminary draft of policies and
procedures, as well as promotional signs and flyers. We then met to discuss this draft. We decided that it
was important to first learn how other libraries had implemented these services. This would give us an idea
of what issues and problems they had already dealt with, and allow us to see a variety of layouts and field
choices for the online forms. The Head of Reference sent a message to the ILL-L listserv in October 2006,
asking for information in both of these regards.
Regarding the question about e-mail addresses, most academic libraries that replied did not require
students to use their college e-mail to receive notifications. The committee decided to require it, to be
consistent with D’Youville College’s policy of sending all official announcements and notifications to campus
e-mail only. We anticipated resistance from students in this area, as documented by Carnevale (2006), and
as observed by some of the listserv respondents. To help remedy the situation, we created slips of paper to
keep at the reference desk, which gave directions on how to obtain the username and password for one’s
campus e-mail account. These could be handed out to students as needed.
Regarding the second question, several people replied with links to their own libraries’ interlibrary loan
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or design ideas that should be incorporated into our own page.
Similar to the separate e-mail account that we use for reference questions, the committee decided that
a new e-mail address should be created specifically for ILL use. This would be used to receive all interlibrary loan requests submitted through the online forms, and to send all notifications to patrons. The e-mail
address ill@dyc.edu was then created by the Systems Librarian. We debated whether all reference librarians should have access to account, as with the reference account. If all librarians had access, it could allow
anyone working the reference desk to answer patron questions about their requests. However, it was
determined that only those librarians who actually process the interlibrary loan transactions should have
access, as this would eliminate confusion and possible errors.
For the purpose of consistency, templates would be kept in the “ill” e-mail account, with a limited
number of messages that we could use to send to patrons. These included notification of item arrival, as well
as messages stating that the request could not be filled and why.
In coming up with a design for the online forms, we decided to remain consistent with the existing
paper forms by having a separate form for each type of material (book, journal article, ERIC document,
and dissertation).
All of the fields in the paper forms were incorporated into the online forms (name,
status,
source of citation, date needed by, comments, and the various fields for the citation itself) with the addition
of an e-mail address field to both sets of forms.
Borrowing an idea from some other library’s examples, we decided to have two options for entering
the citation. One option was to enter the information in a fielded format (for example: separate fields for title,
author and publisher for a book request). The second option was to enter the entire citation into a text box.
This made it easier for students to place a request if they were not familiar with the parts of a citation, or if
they had obtained the citation online and would prefer to just cut and paste one block of text. Another
design element borrowed from another library was the use of drop-down lists for the patron to select their
status (such as student, faculty, alumnus, etc.) rather than the radio buttons that we had originally planned
on. Changing this element helped to make the page look less cluttered.
As the marketing planning continued, I created the PHP forms, according to the design decisions that
the committee had made. They were designed so that when the patron entered the required information and
clicked the “Submit” button, the request was e-mailed to ill@dyc.edu. The form asked the patron for an email address, and included a filter that allowed only campus e-mail addresses to be entered.
Pilot
Once the forms had been completed, a pilot was conducted in December among a small number of
faculty members, as well as the rest of the librarians. The Head of Reference sent an e-mail to these faculty
members and librarians with the URL of the online forms (which was not linked from the library website yet)
along with a list of questions:
a. Where were you when you completed the forms, (on-campus vs. off-campus)?
b. What browser were you using?
c. Did the pages appear to load completely and accurately?
d. Was any content, text-box or questions confusing or misleading?
e. Other comments.
Those participating in the pilot were asked to send us the answers to these questions after placing a
request through the forms. The comments were unanimously positive, although some people made suggestions which we incorporated into the forms. One suggestion was to include an automated e-mail message
that was immediately sent to the user confirming that the request had been received. Another suggestion that
we implemented was adding a list of links to all the forms on the confirmation page, in case the user wanted

32

Interlibrary Loan Requests
Implementation
The week before the start of the spring semester, a meeting was held with all librarians and library staff
to introduce the new service enhancements. This would ensure that everyone was aware of the changes and
able to answer patron questions about them (or refer patrons to the appropriate person). Comments at this
meeting also resulted in some changes to the forms.

Results
As predicted, we did encounter resistance from students with regard to checking their campus e-mail
accounts. When filling out the paper forms still available at the reference desk, some students would ask if
they could use another e-mail address, or say that they did not know how to check their campus e-mail, or
even know what their address was. In addition to handing out the slips of paper we had made, the reference
librarians explained that the username and password for their campus e-mail was the same as those used
when logging into a computer on campus. Since most students were already familiar with logging into
campus computers, this made checking their campus e-mail easier.
Based on the above conversations with students, I decided to incorporate a new mini-lesson into the
Bibliographic Instruction classes that I teach. While explaining interlibrary loan to a class in January, I
included a brief demonstration about how to check campus e-mail, using the college’s webmail page. When
looking through the class evaluations afterwards, I saw that three out of the fifteen students in the class had
listed this as “something new” that they had learned. While this is not a statistically significant amount, it
hints that students may be reluctant to use campus e-mail simply due to lack of knowledge, and that
including this in future BI classes can help to alleviate the problem.
During the past year, there has been a significant increase in the number of interlibrary loan requests
placed. With two exceptions (due to specific circumstances), each month in the past year has seen more
ILL requests than that same month in the previous year. The percentage of requests placed online has been
over 80% during the majority of months, indicating that this is the preferred method of patrons.
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On the Function of University Libraries in Economic
Development: The Case of Zimbabwe
By Judith Mavodza
Abstract: In the global economy, information and knowledge are assets (essentially commodities that
are sold/ purchased), and information communication technology (ICT) is central, regardless of historical
backgrounds of the different countries of the world. A large section of Africa is affected by its past, along
with the depressing after-effects of invasion, war, servitude, divestment, racial segregation, illiteracy, poverty
and the denigration of indigenous communities. Regardless of this fact, these countries have to integrate
information into their very economic existence. Globalization makes it impossible for a nation to be in
favorable economic competition with other nations if it lacks adequate control of information flows within its
territory. Developed countries have control over their information, because they have taken advantage of IT
to promote their industrial bases. Libraries as information resources select, collect, store, preserve and
provide easy access to information, therefore it becomes essential to recognize their relevance and maximize
their use for economic development and freedom. The use of multimedia, vocational training, political
leadership and a national ICT policy with emphasis on research and skills development are very important
for the effective utilization of ICT in education for development. The development of intellectual capital of a
community relies heavily on libraries. They offer an opportunity for the availability of information and ICT to
those who cannot afford it in information driven economies, enabling them to become equipped with abilities
to recognize when information is needed and to effectively and efficiently act on that need and Zimbabwe
university libraries are used as an example.
Background
In the global economy, information and knowledge are assets (essentially commodities that are sold/
purchased), and information communication technology (ICT) is central, regardless of historical
backgrounds of the different countries of the world. A large section of Africa is affected by its past, along
with the depressing after-effects of invasion, war, servitude, divestment, racial segregation, illiteracy,
poverty and the denigration of indigenous communities (Ocholla & Bothma, 2007). There is varied
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progress in the expansion and reach of basic and new ICT services and applications in African countries
because the majority of the population does not have access to telephone service, computers and the
Internet. There is a wide and uneven disparity along the lines of social inequality in terms of socioeconomic
status, age, gender, geographic location and ethnicity.
The diagram below illustrates this point. The shaded area in dark color represents where there is
connectivity. This is also where the main rail and road networks are found. There are two main ethnic
groups in Zimbabwe. The northern part is dominated by the Shona, who make 80% of the population. In
that area is the capital city, Harare, as well as five out of the ten universities in the country. The southern
part, where the Matebele ethnic group resides predominantly is less widely covered by communication
technologies.

The global economy runs on global information networks to create a global marketplace. ICT development in Africa faces unresolved problems of governance and injustice at the local levels and the dynamics
of the global economic systems seriously hinder any effective ICT policy implementation. In fact,
while developed countries seem to have important opportunities for the right to information, the least
developed and developing countries are far from realizing this right (Yilmaz, 1999).
Likewise, African countries’ participation in global governance issues and their access to trade and debt
relief are critical for their improved participation in the information society. Financing the mainstreaming of
ICTs in health and education can make sense only if accompanied by policies that ensure new and additional
resources and if the problem of the debt burden, which makes it virtually impossible for
African
governments to maintain adequate programs of public education and health, is seriously addressed.

35

The Case of Zimbabwe
Lack of national information policies sometimes hinders any plans for progress. Yilmaz (1999), points
out that it is important to think of library services as part of the national information policy. One initiative at
networking and co-operation in Africa is the African Virtual University (AVU), which started in 1997. It
provides a network for distance education in Africa. The participating countries in Africa include Benin
Republic, Burkina Faso, Burundi, Ethiopia, Ghana, Mauritania, Namibia, Niger, Rwanda, Senegal, South
Africa, Tanzania, Uganda and Zimbabwe. For library support, it relies mainly on open sources, such as
EPrints, DOAJ.
The Zimbabwe National Information and Communication Technology Framework document (2005)
highlights a realization by the government of Zimbabwe of the importance of ICTs in national and economic
development. The study was undertaken to include all the universities in the country. It is an
acknowledgement of the importance of the Africa Information Society Initiative (AISI).
The Zimbabwe Situation
Interest in looking at the function of university libraries in Zimbabwe arises from the premise that
economic development can follow if information resources are enhanced in the education of university
students, equipping them to deal with global issues. University libraries are partners in local economic
development efforts because, to be successful, aspiring entrepreneurs need good information about their
markets, customers, industry, and competitors. The libraries have trained information professionals who
know how to access and use information resources to answer specific questions. Access to specialized
international literature is essential to revitalize scientific infrastructure and to ensure that universities in the
region can compete and attract academics from other countries to collaborate in joint research projects.
It is practical for Zimbabwe university librarians to forge ahead with national and international cooperation to have an impact as no single library can build a full collection. The Southern African Regional Universities Association (SARUA) came into existence partly because of the realization that universities in the
Southern African region needed collaboration. A serious challenge faced by developing countries has to do
with bandwidth. SARUA (2005) commissioned a study, which was sponsored by the IDRC (International
Development Research Center), named Optical Fiber for Education and Research Networks in Eastern
and Southern Africa. Its concern was with tertiary level educational and research institutions. This is
because
Universities and public research establishments are essential for development in all sectors of society
and to all communities wanting to keep up with the development towards the global knowledge
society. These institutions have a modest request: They need the same network connectivity as their
peers on other continents to fulfill their basic duties. This implies a shift from Kbps to Gbps level
solutions, use of optical fiber rather than satellite connections, and an inevitable change of the
communication market (SARUA, 2006).
SARUA aims are in line with the SADC Protocol on Education and AU and NEPAD ideals (SARUA
2007). It addresses the capacity and research needs of SADC universities and tackles the development
priorities of the region. SADC states aim for greater regional integration, and SARUA is working to enable
such integration in the higher education sphere. Recognition of the importance of information and libraries
may in fact have a positive impact on the general socio-economic development of the region as a whole.
Echoing the same sentiment, Perhson (2006) suggests that the 2008 goals should be “gbps links rather than
kpbs, national research and educational networks”p.4.
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Hapanyengwi (2006), in the context of what can be effected in Zimbabwe, suggests a network whose aim
is to foster cooperation and sharing of ideas and resources with respect to the provision of ICT services
in
the delivery of all services at the member academic institutions”. This National Research & Education
Network will have the membership of all the universities in Zimbabwe. These are the University of
Zimbabwe (UZ), Africa University (AU), Chinhoyi University of Technology (CUT), Midlands State
University (MSU), National University of Science and Technology (NUST), Masvingo State University
(MASU), Catholic University (CU), Bindura University of Science Education (BUSE), Harare Institute
of Technology (HIT), Zimbabwe Open University (ZOU), Women University in Africa (WUA), p.2.
www.entz.ac.zw
The proposed network of Zimbabwean universities, illustrated in the diagram below, would be involved in:
• Sharing of E-resources
• Digital Library
• Institutional Repositories
• Joint Development of Software Systems (e.g., Management Information Systems)
• User groups for the technical workshops on sharing and exchange of technical ideas
• Information Bulletin Boards
• Joint decisions on acquisition of software
• Bandwidth Management and Optimization Workshops (this aspect has been spearheaded to a great
extent by INASP)
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Isaacs (2007) points out that a major boost to Zimbabwe’s ICT infrastructure is the impending
establishment of the East African Submarine Cable System (EASSy), which will be a submarine optical fiber
running along the east coast of Africa and which includes Zimbabwe. This project is facilitated by the New
Partnership for Africa’s Development (NEPAD) e-Africa Commission in partnership with a host of telecom
companies in Africa. In that context, Hapanyengwi (2006) suggests that for the attainment of a NREN
(ational Research & Education Network) it is important to complete the current policies, continue with
efforts of computerization, and lobby the local executive for continued support. He adds that it is essential
to continue with the current levels of collaboration, complete the draft document on the NREN, lobby the
Zimbabwe University Vice Chancellors Association, and also lobby the government.
The Commission for Africa Report (2005) points out that many of Africa’s university problems
include not having sufficient physical infrastructure like internet access, books, laboratories, equipment and
classrooms. In addition, HIV/AIDS and brain drain due to unattractive working conditions has left many
universities in need. Zimbabwe has not been spared this trend. That is the reason for emphasizing on the
benefits of operating within the framework of SARUA goals.
Of the resources shared amongst Zimbabwean university libraries and other libraries in the
developing countries, there is a large component of open access. The Zimbabwe University Libraries
Consortium (ZULC) is primarily driving the Open Access in Zimbabwe. The ZULC came into being on 30
June 2001 as a grouping of public and private universities with the specific mandate to enable resource
sharing, co-operation and collaboration among consortium members. It enhances LIS provision in member
institutions through collaborative efforts, cooperative collection development and sharing of knowledge,
skills and expertise among personnel in member libraries.
The ZULC is also at forefront of electronic information dissemination, capacity building in the use of
electronic resources, and the Web and in creating enabling environments for accessing information for
development. Zimbabwean University libraries are the hubs of internet access.Databases that are accessible
include ELDIS(a resource for development policy, practice and research information),
AGRIS
and
AGORA
(FAO
international information system for the agricultural sciences, environmental science and technology),
and a lot more.
The International Association for the Availability of Scientific Publications (INASP) also publishes a
directory of free and open access online resources, which is a complimentary program to a Program for the
Enhancement of Research Information (PERI), and all university and college libraries have access to it.
Currently, Zimbabwe journals are JASSA: of applied science in Southern Africa, SAFERE: Southern
African Feminist Review, Transactions of the Zimbabwe Scientific Association, Zambezia: The Journal
of Humanities of the University of Zimbabwe, Zimbabwe Veterinary Journal. These are indexed through
the African Journals Online.
It is in the context of ZULC that university libraries raise their visibility.An example is when it
invited all governmental, non-governmental organizations, individuals, private companies, commerce and
industry at its
April 2006 International
Conference to become a part of the OA movement. One of the aims was to get
the provision of free access to sources of research knowledge and information that is generated within
Zimbabwe, between and among universities and research institutions, known to this community.
ZULC works with other local and regional consortia and organizations that offer support to the
development of LIS. Among these organizations are the Open Society Institute of Southern Africa (OSISA)
and the Electronic Information for Libraries.net (eIFL.net).
Raseroka (1999) points out that
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locally published outputs. It is also an opportunity for African universities to influence the
design of emerging protocols to take into consideration copyright concerns peculiar to
Africa http://www.aau.org/english/documents/librole.htm
The Database and Theses and Dissertations (DATAD) 2003 project of the Association of African
Universities (AAU), is one such initiative, and the University of Zimbabwe launched it in 2004.
Information Literacy
This discussion points to the need for information literacy, especially as university
libraries have a teaching and research support role. Raseroka (1999) notes that General
reliance by students on lecturers’ teaching notes, caused by various problems linked to poor
libraries and lack of access to textbooks, has tended to be the norm and sometimes these
are used by generations of students without consideration of the currency of content. The
acceptance and ‘normalization’ of this style of teaching by universities results in the
subliminal devaluing of the commonly accepted university culture which demands
independent research, critical analysis and use of current information as part of learning.
The University of Zimbabwe has made strides in this area, but younger institutions like Masvingo State
University are struggling. Raseroka (1999) also recommends that
Training of students on the conceptualization of information and its role in the culture and
values of university learning be mandatory, in recognition of the deficits of this aspect in most
African school systems.
Part of the ZULC mission “tpromote and facilitate the teaching, learning, research, information and
recreational needs of users within”. University libraries are gradually gravitating towards that same end.
However, a lot of continued learning is needed for librarians as well as users, for effective information
literacy for all. The opening of the first (currently only) degree-granting library school, at the National
University of Science and Technology, in 2001 was a major boost to the training of librarians in Zimbabwe.
One of its main objectives is to educate librarians to become familiar with economic development issues,
and how they can support it. INASP also hosts workshops on improving librarian capabilities on a regular
basis, for example, Electronic Journals and Electronic Resources Library Management workshops held
in 2007, and other workshops prior to this.
Recommendations and Conclusion
Zimbabwe’s university libraries play a unique role in helping the universities reach out across the
nation. The following recommendations and conclusions offer suggestions on how they can function
effectively towards economic development efforts:
1. University libraries can be more closely linked with the Zimbabwe National Chamber of
Commerce, the Industrial Development Corporation of Zimbabwe, the Zimbabwe Investment
Centre and other such bodies in the economic sector. This way, librarians get to understand
better the information needs of that sector. These economic and political ties with the business
community can provide benefits for members of the business community, elected officials,
and academia. Cooperation can be in the form of allowing participating firms to receive
company
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2.
3.

4.

5.
6.

7.

library cards as well as discounts on certain fee-based services in return for donating specified
amounts of money to the library. University libraries have to provide access to such information,
both in terms of physical access to research collections and intellectual access to people with
expertise in the structure of information sources. Given the need for such access, it makes
economic as well as philanthropic sense for companies to help fund academic centers that can
provide these required resources and services.
They can train staff on a continuous basis to meet the demands of business reference needs.
This usually also implies re-skilling of librarians.
They need to continue to host and conduct technology related workshops, such as those
sponsored by IFLA, The International Association for the Availability of Scientific Publications
(INASP), Program for the Enhancement of Research Information (PERI), Electronic
Information for Libraries.net (eIFL.net). These enhance information literacy, starting with the
librarians.
It is important for them to make meaningful contributions on University open days (when the
universities open their doors to the community, and academic departments showcase their
services), as a way of marketing library services to the academic community, as well as to the
visiting audiences which include business people.
It is essential that they provide ready reference solutions through telephone, email, instant text
messaging.
A complimentary resource could be available through making arrangements for interlibrary
lending facilities, as well as developing a referral service for academics to private sector libraries
which usually contain specialized collections that university students and researchers need.
The Zimbabwe Library Association and ZULC can be powerful fora for librarians to discuss
problems and share ideas as well as learn about the new technologies that help improve library
service for economic development.

Much as they possess research and development information resources, they also need more government
support to fully develop their raw materials into a meaningful information infrastructure.This is because the
future of the economy depends on academics’ ability to access current and accurate information. If the
2005 Zimbabwe National ICT policy is effectively put in place to enable use of information as a commodity,
especially in the university as part of the learning process, then economic development will follow as a result
of students’ being properly equipped to deal with global issues.
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