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Customer service is sorreth*"g that everyone talks about, but very few people seem to know
much about. Two peopie who do know something about customer service, Mary Taliey and
Joan Axelroth, take a leok at exactly what it is and how your library can provide more of it.
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The notion of moving up—~gomg from bad to good or good to great—is prevalent in the
American culture. Yet, it is very difficult for companies to become great in the American
economic system, A company can often become good, but it is a challenge to become great.
Author Jim Collins pinpointed the factors that can help a company achieve greatness in his
{atest book, Good to Great. Collins took time to talk with Information Outlook about
becoming great.

P Making the Transistion: Balgarian Livarians Mruggle b o Post-Lommunist Werld
Like 'nost Fastern European countries, Bulgaria has struggtnd to find its way in the years
since the fali of communism. The country’s libraries have not been exempt from this
transition, with much of the financial support they enjoyed under cor*mm*s*r drying up.
Sherrie Kline Smith takes a tock at how one library in Bulgaria is handling this problem and
what it is doing to fill the shelves.

3% Packing Them In: 67 Ansaal HRLA Sels New Reconds , _
The 67 edition of the IFLA Conference, heid in Boston, MA, was a record breaker in both
attendees and exhibitors. A number of SLA members were on hand and filed reports from the
conference,
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executive

September 11%—Where Do We Go From Here?

On September 1%, the world as we know it changed forever when terrorists
attacked the United States. On that fateful Tuesday, SLA lost members who
died serving in “active duty.” While, foertunately, many of our members es-
caped the horrific tragedy, they suffered terrible losses among their loved ones
and colleagues, and they may suffer more losses in their ways of life or liveli-
hood. We mourn our members’ untimely deaths, and we share the concerns of
those who have survived to face huge uncertainty. The images of September
112 are etched inte our psyche, and they will shape the world we live in.

Sociclogists, psychologists, and social commentators agree that the events of
that morning will have more of an immediate impact upon us as a society than
any other single event of the last hundred plus years. September 11, 2001, has
already drawn dark comparisons to December 7, 1941, The political, social,
and economic effects are evident as the world unites tc wage a global war on
terrorism. Certainly, we can see repercussions on businesses, governments,
and professional associations, particularly on SLA, where the very nature of
our members’ beings is incorporated into information sharing, knowledge buiid-
ing, and global networking.

Like many organizations, SLA and its membership has stakes in the ground,
which touch upon the worldwide aftermath of the events cof September. On
October 12th, during their monthly meeting, the headguarters staff shared views
on these issues and attempted tc gather some perspective on the cverall rami-
fications of recent world events.

The discussion focused on topics like the vulnerability of information systems
tc sabotage and the impact that technological warfare could have upon us. We
noted the changes in policy regarding the kinds of information freely availabie
on many government web sites, and wondered how that might affect our mem-
bers who rely upon that information to provide critical services to their clien-
teles. We wondered about our beliefs in information sharing, informaticn cen-
sorship, and information privacy. We discussed some of our personal fears and
concerns about our safety and the safety of our family and friends. We pon-
dered what could we do as individuals to bridge the religicus and cultural
differences that have piaved a key role in the events leading up to September
11™, and continue to divide much of the world.

In the weeks since the attacks, we have all asked ourselves about the unique
coniributions that SLA can provide to make the worid a better place. How,
under these horrific circumstances, can we “put our knowledge to work?” We
must recognize that our prefessional propensities tc make decisions based on
verifiable and source atiributable information has greater value now. Our abil-
ity to organize information into inteiligence has greater necessity. Our under-
standing of the confiuence of content and connectivity provides more sensitiv-
ity to security concerns. As SLA members and knowiedge leaders in the 21%
Century, we have an gbligation to put measures in place toc help build a greater
global understanding. Francis Bacon said “Knowledge is power.” To paraphrase
him a bit, knowiedge is a powerful weapon!




Joan Axelreth is the president and owner of Axelroth & Associates. She has over two decades of experience as a librarian and a consultant to
governments, law firms, corporations and trade asscciations. She has written and lectured extensively on a wide range of topics, including space
plonning and collection development. Axelroth has an M.A. in library science from the University of Chicago.

Mary Talley is Axelroth & Associates’ senior consultant and project director. She has been providing consulting services since 1983 when she
founded Library Management Systems, She has performed information and cost audits for a wide range of organizations, including consulting,
environmental engineering, petroleum, manufacturing, and law firms. Talley has her Masters in library science from the University of Michigan.



it is the importance of customer service to the success of our information centers. But after this point, agreement

usuatly ends.

How we define customer service and what we do to pro-
vide it differs as widely in our work places as it does in
the general market place. There are those who believe
that the ability tc provide customer service is ingrained
in our collective psyche and, as professionals, the quality
of our work should suffice. For others, customer service
means standing ready to respond whenever a patron asks
for assistance. Stili others see excellent customer service
as the single most important factor in their information
center’s survival and provide it from the back office to
the front.

With these differences of opinion, many questions arise.
Whe’s right and who’s wrong? How far should we go to
provide customer service and what is far enough? What
does customer service mean to us as a profession and
why should we care?

To answer these questions, we must first create a com-
mon language of customer service that answers why we
care, targets our users, defines the meaning of the word
service, and sets methods of measurement in its vocabu-
lary. Without this common language, we will be sty-
mied in our efforts to move beyond delivering service to
providing excellent customer service.

Lompetition and the Why of Customer Service
It’s not surprising that our profession is not in agreement
when it comes to customer service. In days past, cus-
tomer service was not a focus of our jobs for an under-
standable, if not necessarily goad, reason—it didn’t have
to be. We worked on the assumption that serving our
customers was the natural focus of our work and, as long
as we performed well, no additicnal efforts were required.
Qur customers knew where we lived and they came to
us, or so we thought, when they needed help. These
days, new challenges are shaking loose our old assump-
tions, compelling us to abandon our old, complacent
noticns in order to survive.

Now, as never before, our customers {and perhaps more
importantly, our potential customers) can choose where

they go for information— and the information center may
not be the first choice. The Internet, end-user databases,
individual subscriptions to electronic news media, elec-
tronic or print document delivery services, and internal
document collections mounted on an Intranet all con-
tribute to a marked decrease in the volume of reference
requests directed to information centers. In the focus
groups we conduct with users of information centers,
participants are increasingly citing the Internet as their
most important information source, followed closely by
their colleagues. The information center is frequently
mentioned as a distant third. Information directors and
professionals in all types of institutions confirm that there
is a decline in the number of reference and research re-
quests they are asked to handle. The sources mentioned
here do not represent an exhaustive list of information
choices, but it is exhausting just thinking about the com-
petition.

The choices available to our users affect their expecta-
tions of our services and our products. As they experi-
ence new and different ways of receiving information,
they assess the information center’s services against these
new experiences. For example, Internet users often de-
velop a host of expectations for library service: they want
their information center to provide the same fast and
ubiquitous access to the center’s information resources
and an around-the-clock response to reference requests.
Those who have had good experiences with Internet
search engines may feel disgruntled and discouraged if
the information center’s Intranet search engine performs
poorly in comparison. Some users will have opposite,
negative experiences when they attempt to use elecironic
information sources. Many Internet users experience a
high level of frustration when tco much irrelevant infor-
mation is retrieved from a search engine. These users
may look to the information center tc provide what they
cannot find elsewhere: information that is filtered, cn-
point, and value-added.

New choices and new expectations force information pro-
fessionals to compete for customers in new ways. If we

december 2801
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are to compete for our customers, it makes sense to locok
to industry, particularly the service industry, for customer
service models. Streng customer service is linked with
profitability and survival in business literature and in the
minds of industry leaders. This year, two retail giants
facing declining profits, Kmart and Home Depot, an-
nounced major customer service initiatives to increase

their customer bases and prop up sagging sales.

singularly high level of customer service. But agreeing

that customer service is important is one thing; agreein

what is meant Dy “service” is guite ancther. Cusiomer
service is an amorphous, harg-to-define concept because
it encompasses every facet of an information center’s
operation, including things we do not traditionally think

of as service. It includes the service provider, the prod-
ucts angd services provided (vesearch, interiibrary loan,

In the fiercely competitive, globalized marketplace, com-
panies no longer rely solely on the advantages of fea-
tures and price to sell their products. Instead, they em-
phasize and capitalize on high levels of service to create
a competitive edge, and so should we. The most suc-
cessful information centers understand the impact that
choice and expectations have on their operations. They
work o anticipate and il their customers’ expectations
and information needs by providing strong new services
that distinguish them from the pack. They continually
pursue ways to attract and hold new customers wk
serving their existing customer base. Choice creates com-
petition and drives the need for a common language of
customer service within our profession.

e

Does it matter how we define the people who frequent
our information centers? Creating a common language
of customer service and fully embracing the concept of
customer service requires a fundamental shift in the way
we view these peopie. We must see and treat them as
customers, rather than patrons or usevs. 1o accept thi

notien is to accept that they are actively engaged in se-
lecting and purchasing our goods and services. In other
words, customers evaluate our goods and services, then
choose 1o buy them or not. 1o accept that we have cus-
tomers is to accept that there is a class of people we want
to attract so that we can sell our products and services.
To accept that we want to sell our products and services
is to accept that we must constantly promote and im-
prove them in order to compete effectively. To accept
that we must compete for our customers is to accept that
we must run our information centers as we would a busi-
ness. We cannot expect our customers to see an intrinsic
value to our wares nor can we demand that they value us
simply because we believe we are providing a beneficial
service. As in the market place, our customers will vaiue
us if and when they believe we are providing the prod-
ucts and services that they want, when they want them.

information ¢

current awareness services, circulation control}, how the
customer is treated by the service providers, the time and
effert that the customer must expend 1o use the products
and services, and the customer’s foregone cpportunity to
do scmething eise {what ecocnomists cail the opportunity
cost). All these things contribute t¢ how the customer
experiences thie service and whether or not the customer
will come back.

We, the service providers, are the most important com-
ponent of custormer service. If that seems obvious, what
often is not recognized is that service is provided by more
than just the people who respond directly to custemer
inguiries. It is provided by anyone who answers the
phone, sends e-mail, processes serials, or has even the
slightest chance of interacting with a customer. Every-

one from the serials assistant to the cataloger to the filer
to the director is a customer service representative. Each
person ieaves an impression, whether they are commu-
nicating face-to-face, on the phone, or via the written
word. Bodies should be upright (not slumping) and faces
shouid be smiling {not frowning}. Veices should express
intevest and concern {not boredom or anger) and memaos
shouid be polite and well written {(not abrupt or filled
with typos].

It is not encugh for the service providers to be interested
and friendly. The information center must offer the prod-
ucts and services that its customers want and need, not
what we think they need. It is not enough to provide the
right mix of products and services; they must be made
available in such a way that it is easv for the customer 1o
use them. A CD-ROM may have all the data needegd but
users wiil go elsewhere if it is too siow, if they ave fre-
quentlv denied access, or if they are kicked-off. Web
subscriptions are & waste of money if customers are not
trained to use them efficiently. Intranets with poor search
engines or none at all are more likely tc turn custormers
away than to connect them with the information center’s

)

C8gurces.

Another mpertant component is communications. All
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materials produced by the information center, whether
in print or electronic format or using words or pictures
or sound, refiect back on the operation. Examine every-
thing. Written materials include memos to management;
the information center’s site on the Intranet; notes to cus-
tomers, whether formal or handwritten; manuals, guides,
and pathfinders; and end panel labels, nameplates, and
directional signs. The materials should contain accurate
and current information and be easy and inviting to read.
Manuals should begin with the positive things the center
does for its users, not with a list of don’ts. Appearance
counts as much as content. A standard ook, includin
format, colors, logo, and fonts, insures that library prod-
ucts are aiways easy to identify by users and non-users
alike.

Finally, how our customers experience the physical envi-
ronment has an impact, negative or positive, on their
overali perception of the informaticn center’s service. As

with a good hotel, our ciientele should feel welcomed
and comfiortable and they shouid not have tc look too
hard before finding what they want and need. The infor-
mation center should ook neat and orderly, not cluttered
and claustrophobic. The first condition is conducive to
an effective working environmeni—peopie want to stay
and are anxious to return. The second is not, The lack of
good lighting {the most common fomp‘iam; frem custom-
ers}, uncomfortable furniture, and broken equipment will
istomers from using the facility.

e

discourage cu

To make matters more challenging, customer service is
in the eye of the beholder. ¥ the customer does not exp
rience the service as superior, then it isn’t. The fonew—

ing quote captures this idea weil.

“Many librarians maintain that only they, the p

als, iave the expertise to assess the guality OfZ rary ser-
vice. They assert that users cannot judge guality, users do
not know what they want or need, and professicnal hege-
mony will be undermined if they kewtow to users. Such
opinions about service, in fact, are irrelevant. The only
thing that matters is the customers’ opinions, because
without users there is no need for libraries except G serve
as warehouses . . . Eac ustomer evaluates the guality
of service received and de L,des when {or if} there wiil be
farther interaction with that organization.”

—Elen Altman and Peter Hernon, 29 American Libraries
53-54 (Vol. 29, issue 7}

en more challenging is the fact that the one constant
he provision of customer service is change. Our
fomers’ needs, expectations, and choices are never
¢. . They are akfected by many things, especially
ha;ﬁges in technology. As a resulf, innovation is
2 basic element of excellent customer service
d of a competitive edge, customer ioyahy,
nd profitability) and must be included
yocabulary of our common language.
0 provide exceilent customer service is
¢ keep pace with our customers’ needs
continually generating ideas to im-
@%re‘ existing products and services
plement new ones.

ity of a formiess concept
ner service be measured?
e task requires an honest
of what we are doing and
are doing it. The pro-
ka}uaﬁng every component
> tion is difficuit and time
g but the end resuli—the evo-
o go’\u to great customer service—
e well worth the effort.
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Because great customer service starts with the custom-
ers’ perceptions and needs, the first step is tc establish a
dialog with them. Since those perceptions and needs are
so mutable, the dialog must be on-going, flexible, and
conducted in as many ways as possible.

You can create a dialog through the use of focus groups
when you want to see the big picture, establish widely-
held perceptions, and identify problems. This type of
broad, extensive dialog supplies the types of information
we need to build long-term, planning goals and change
cbijectives.

Another tool for creating a dialog is the survey. You can
use surveys when you need the dialog to produce quanti-
fiable information that can be generalized to a larger popu-
lation. Focus groups and surveys provide us with a snap
shot in time of how things are and what people think at
that moment

Although focus groups and surveys can be effective tools,
they are impractical for establishing the type of ongoing
dialog that allows us to capture fast moving, immediate
changes in our customers’ perceptions and needs. Learn-
ing about these changes as they occur allows us to react
quickly and to be flexible. For this, the dialog must be
constant, immediate, and less formal. One of the most
effective methods is to simply walk around and talk to
our customers and non-customers alike. If your custom-
ers are located elsewhere, visit them as often as possible
or, at the very least, keep in touch via telephone or
videoconference. Another method for creating dialog is
to review reference requests on a regular basis, placing
randcm, foliow-up calls to find out if the service meets
expectations or if there is more that could have been done.
Attendance at department meetings is also effective, es-
pecially if vou use the time to respond to issues and con-
cerns and to bring new ideas and information to the table.

The primary rule in the on-going customer dialog is that
we must never wait for the customer to initiate it—they
probably won’t. A common fallacy among information
professionals is to believe that a lack of complaints proves
that there is good or superior service. At the same time,
many believe that if the service were not good, their us-
ers wouid surely let them know. A sad fact is that only
two to four percent of dissatisfied customers direct their
complaints o the person or organization that provided
poor service. Dissatisfied customers are much more likely
to teil others, such as potential customers, about their
complaints. To combat this situation, look for ways to
encourage your customers teo talk to you about their ex-
periences with your services, as well as their expecta-
ticns, needs, and problems. Solicit feedback on research
results and products; include an “I Wish” section on your
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Intranet site for suggestions and improvements; and form
uSer groups among Voir cusiomers.

Evaluating the information center’s policies and proce-
dures is an overiooked, but vital, step in the process of
assessing customer service. The center’s policies and
procedures form the underlying structure for the processes
of providing services. For example, circulaticn policies
are part of the structure for allowing customers access to
print materials. Librarians have had a reputation for k-
ing rules for rule’s sake, and for implementing rules with-
cut regard to whether they inconvenience our customers
or actually get in the way of the services we are trying to
provide. In fact, many policies and procedures are estab-
lished for our convenience, to serve the center’s internal
needs, and some of these may have a negative impact on
our customers. If we are to be truly committed to creat-
ing outstanding customer service, serving our custom-
ers’ needs must take precedence over meeting our inter-
nal needs. This is a balancing act, to be sure, because we
must at the same time insure that our information center
functions and that it serves the needs of the organization
as a whole.

You can start by looking at each and every policy and
procedure, written and unwritten, from the customer’s
point of view. Ask yourself if this rule/policy/process
helps or hinders customers from getting what they need.
Ask your users the same thing. Consider the language
used to express each rule, including rules that are ex-
pressed in negative or limiting terms {do not do this, never
do that, only do that when). Rules such as “our policy is
tc never pay for interlibrary loans,” “we do pot allow
customers access to the circulation database,” and “we’re
not in the book buying business” are rules for cur pur-
poses and not rules that serve gur customers. The core
problem for the customer is to locate the data or the book,
or someone within the organization who can help when
the information staff has gone home. The core challenge
for the information provider is to identify the customer’s
problem and find a way to solve it. Where necessary,
rework policies and procedures se that they are customer
friendly, expressed as a positive rather than a negative
and still serve internal interests and needs. We know
information centers that do not buy print materials, but
do provide their customers with direct links tc online
book vendors and manage the service relationship be-
tween the customer and the vendor.

In the end, what we talk about when we talk about cus-
tomer service is survival. A commoen language of cus-
tomer service, might, just might, help insure that more of
our information centers survive, albeit as changed entities
that reflect the same transformations our customers’ ex-
pectations and information needs are undergoing. &
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in mediocrity? And just what does it take to be great? Author Jim Collins looked at these questions and others in

his second book, Good to Great. Collins recently sat down to talk with Information Outlook about the path to

greatness, how a company can’t really pinpoint the exact time it becomes great, and even how to make dinner

conversation more interesting.

zak: You once said that Good to Great
found you rather than you finding it. I am wondering
how it captured your imagination?

ERESS M

TE Well, Built to Last caught me off guard. I
never would have predicted that it would have sold a
million copies worldwide.

That produced a certain degree of pressure that came from
all kinds of people—publishers, agents, and myself—wkho
felt we should try to capitalize on that success fairly
guickly end do another book.

My wife Joanne made the observation that Built {0 Last
went its deepest when there was a question I was really
interested in answering and there was no pressure ic
answer the guestion. Ijust wanted to know the answer.
That was what it takes to build a great company from the
ground up and what separates great from good over the
course of time. That question just appealed to me. So 1
answered it with Built to Last.

When I toid her what I was going to write next and about
all this pressure from all directions, she sat me down and
said, “Don’t pick another question. Wait until a question
picks you.” ¥ was great advice. If you are going tc do
huge research projects, spend years on a book, and come
up with answers that might stand the test of time, the ques-
tion has to really grab you and force you to answer it.

I waited two years and the question finally appeared. One
day at dinner a {riend said, “We reaily loved Built to Last,
but we feel that it is not a useful book.”

“Well, that is interesting, having spent six years of my
iife om it,” T answered.

“You found that companies have to get the genetics of
greatness when they are young and small, and they must
have great parenting,” he said. “All the companies in

Built to Last have guys like Wait Disney and David Packard
and have great parenting from the ground up, but there
were companies that were only good for most of their life
and then became great.”

1 thought to myself, “Well, there have to be organizations
and companies that went from being average or good to
being great. I may not know who they are, but they have
{0 exist.”

And the essential question became: can that which is good
ever become great and, if so, how?

New that this question picked you, how did you set out
on your journey to understand this good to great transfor-
mation? Where did you look to understand this challenge?

The first thing I had to decide was if this was an
answerable question. There are some questions that are
big and interesting questions, but they are unanswerable.

It doesn’t matter what the answer is. What matters is
that we find the answer. The one thing that is really im-
portant about our work is that we did not set out to say,
“Let’s see how culture applies in Good to Great or let’s
see how technology plays a role.” There was never any
of that. We never came in with any assumptions as to
what the answers might be.

I think most management and business literature think-
ing is so deeply unsatisfying because it is ultimately cir-
cular. People are starting out with a specific point of
view and then ending up with that same point of view.
They think culture is important, and, lo and behold, they
find cuiture is important.

We said, “Let’s find companies that had at least 15 vears
of being truly average.” We defined as if you put your
money in that company, you have done no better than if
yvou would have put your money in a mutual fund.
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Then the company exploded from that medioccrity and
beat the market by accumulative returns to an investor.
You put a dollar in the company. You wouid be three
times better off after 15 years than if you put that money
intc a mutual fund,

Why did we come up with three times? Well, it is basi-
cally a benchmark for what most pesple consider to be
great performance. A company like GE (during the Jack
Welsh era) falls just short of three times the market. Itis
basically about 2.8 times the market. We said you had to
go from being an average performer to one that would be
General Electric at its best over 15 years.

: You and your coileagues identified three broad stages
of organizational change, inciuding the presence to dis-
cipline people, the prevalence of discipline fought, and
the commitment to discipline action. I am wondering
about each of these stages and how this idea of the fly-

wheel applies to this particular framework?

: There are three broad stages of development in going
from good tc great, and the sequencing is very impertant,

These companies didn’t just jump into doing new things.
They stopped doing more things than they started in many
ways, but the things they stopped doing were far more
important. The interesting thing is that most companies
run around saying what they shouid do, but that is really
stages two and three, We found that stage one is to disci-
pline people. You do that first. It is all about getting the
right people on the bus, the wrong people off the bus,

and the right people in the right seats. You do that befere
you ever decide where {6 drive the bus.

In the second stage, the question is what you are going to
do. If you got the right “who’s,” then what is the what?
That breaks into two components. One component is
having the discipline tc confront the brutal facts of real-
ity. It is having the unwavering faith that in the end you
won’t prevail, but that discipline to confront the brutal
facts is one form of discipiined thought.

A second form of discipline from this is that all these
companies got a very crystal concept that eventually
guided them. We came to call it the “hedgehog concept.”
They got this simple concept that guided their actions
from then on out. That came from discipiined thought,

Then, once you have that hedgehog concept—that simple
direction—you can then turn to stage three, which is dis-
ciplined action. You are always asking questions, but the
real action is to drive things that come after stage one and
two. Stage three is about building a culture of discipline,
harnessing technology accelerators {o your hedgehog con-
cept, and putting those together in a very disciplined way.

Wrapping around all of this is this idea of how it feels as
vou are going through it. The best way I can sum it up is
through a conversation I had with rles “Cork”
Walgreen, the chief executive of Waig*ee W ig een is a
company that broke out in 1975, afier 40 years of being
average.

As I was taiking to Walgreen, ! said, “Can you put your
finger on the moment when the leap from good fo great
happened? Is there 2 Key transition point that you can
identify? Y sc, when?”

After thinking about my guestion for a minute, he said,
“Well, I would Say that was probably sometime between
1971 and 1980.” Thatisa reali profound staiement when
you think about it. R is like turning this giant fiywheel.
You are pushing on the giant piece of metal to make it go
faster and faster over time. If vou push really hard early
on, you make very little progress. But if you keep push-
ing in a consistent direction that ultimately t;es back to
the hedgehog concept, you will eventually

tuiid more
and more momentum in the flywheel.

Some turns may be big pushes and some may be small
pushes. The key is the accumulation of the pushes over
time. If I ask you when the flywheel made its iransition
te break through rotaticn, you wouldn’t be abie to tell
me because of this cumulative process.

: You do say that it is important for organizations to
get the “who” right before they get the “what” right. Most
organizations want o do it the other way arcund. Why is
it important to get the “who” before the “what”?

iT: Most companies will talk about the
getting their peopie and the importan of building the
right team and aii of that.

No level five leader walks in -"'d says, “I know.” Ewvery
ievel five walks in and says, “I don’t know what ic do,
but if I can figure out the right ‘who’s;’then with those
‘who’s;, we will find the right ‘what’ That is number

Ed

one.

What happens if you do the “what” fivst rather than the
“who” and you get 10 miles down the road and you have
to change the direction of the bus? Well, if you have got
everybody on the bus, what do you do when the bus
needs to change directicn? You have got a problem.

But suppese you've got everybody on the bus because of
who else is on the bus? Well, that change is a lot easier
because everybody locks at each other and says, “Fine
with me. Ididn’t get on the bus because of where it was
going. 1 got on the bus because of who else is on this
bus.”
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There is one other piece of that, though. Companies talk
a lot about having the right people. What they don’t do
is exercise extraordinary rigor. At a management team
ievel, every single member must bave the capacity to be
the best in the industry at what they do. If they don’t
have that capacity, they must be thrown up the ladder.
i As I understand it, the hedgehog cemcept is the
clearest and simplest expression of how an organization
is going to create value. Why do you think that is so
important in the move towards greatness?

¥, Think about a great scientist. What does a great
scientist do? You think of Einstein or Charles Darwin or
Freud or Adam Smith. What all of these great thinkers
had in common was an understanding of how the world
worked. They simplified the universe.

Now, why was it simple? Well, it was simple on two
dimensions. It was simple because it reflected such a
peak understanding that you could get to simplicity. And
in most cases the essential insight was right.

Now, what does that mean about the hedgehog concept?
Well, we found in the good to great companies that they
all had a very simple concept about the way their uni-
verse would work.

The good to great companies were like the great scien-
tists. They got such a deep understanding that it pro-
duced simplicity. There are a lot of simple ideas filled up
with physics, but they have po reflection of the way the
world really works. These leaders got a profound under-
standing that ultimately was very simple and right.

I wanted ask you about the three circles. It was so
intuitive and elegant to think about the overlap of these
three very core ideas. Could you talk a bit about that?

J£: Our first observation was the simplicity of these ideas
and how they were right.

Then we went back and asked, “Is there any pattern across
them? Is there any deeper understanding rather than
having a simple idea that is right?” As we pulled at it
and made sense of it, we came to see that there were
three basic dimensions that cut across all of them. The
hedgehog concept seemed to always have these three di-
mensions.

Oune, it had deep understanding of what vou could do bet-
ter than any other company in the world. And if they
couldn’t be the best in the world at it, they shouldn’t do it.

The second dimension is a very deep understanding of
the essence of what drives vour economics. Every com-
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pany got some clear single economic ratio—profit per X.
Then they figured out which X best drove its economics.

The third thing was & deep understanding of what really
makes it passionate. They put those three together and
said anything that they are not passionate about, can’t be
the best in the world at, and that doesn’t fit with what
really drives their economics, they don’t do.

I usually teach the three circles on a personal level. Sup-
pose you were looking for your own hedgehog concept—
for your work life to go from good to great. Well, imag-
ine you found work or constructed work that meets three
fests.

One, you absolutely love to do it. Even though there is
drudgery, you are really passionate about what you do.
Two, you are genetically encoded to be really good at it.
When you do it, there is this feeling you were born to do
it. Third, you are doing something of economic value or
of value to others.

i What is level five leadership? What does it take for
someone who is developing his or her self as a leader to
achieve this level of excellence?

¥: Level five leaders are the antithesis of what our cui-
ture thinks are the most effective leaders.

If you take a look at the types of leaders who have made
these leaps happen, first of all, they were largely insid-
ers. They were rarely outsiders. They were not charis-
matic. They were self-effacing people who kept themselves
in the background.

If you want to think of the ultimate non-level five lead-
ers, think of Lee lacocca or Al Dunlap. Both of these
leaders praised themselves as great herges. They had
great personalities. One viewed himself as Rambo. The
cther saw himself as the savior of the free worid. Their
egos were not only the size of a city block. They were
the size of the city.

But these are the antithesis of the level five leaders. Level
five leaders tend to be reasonably quiet, even if they have
an intense personality. They tend to lead by standard
rather than by personality and they are the types of people
who are media-shy. They avoid attention. Most of the
level fives in our study are unknown people.

Part of the signature of ievel fives is they are always think-
ing about what their ambition is for the company, the
work, and ensuring the greatness of what they are build-
ing more than their stature, celebrity, and personality.
That is not what drives them. That is what is so special
about the level five.
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. If someone is moving in the direction of becoming that
kind of leader, what is the advice you would offer them?

: When you have some managerial executive respen-
sibilities, you are confronted with times where one choice
will feed your ego and your own ambition more than the
cther. You can step forth and take more credit or, if some-
thing goes badly, you can look for something outside
yourself to blame.

The real guestion is do you make the choice that will
feed your own ego and your ambition or do you make a
different decision that might uitimately reflect a greater
ambition for the organization?

Colman Mockler at Gillette faced cne of those choice
points. He was facing takeovers and threats to the com-
pany. From a perscnal ambition standpeint, he might have
been better off if he would have just capitulated to the
raiders, taken his millions of deliars, and retired. But his
ambition was for Gillette to be a great company. So he
stared down the takeovers.

He wasn’t very concerned about how it reflected on him.

He was concerned about how Gillette would turn out in
the end. The irony is that Mockler died from a heart at-
tack in office. Though he never got to retire and enjoy
the fruits of his labor, he would not have changed the
way he led his life. There will always be a guestion of
whether something is fundamentally about you or what
you are building. If you are a level five leader, you make
the choice in favor of what ycu are building.

I would also recommend getting bicgraphies of people
who are truly level five and iearning from them. One
book to get is David McCullough's biocgraphy of Harry
Truman because I think Truman was a levei-five Presi-
dent. A second levei-five biography to get is Abraham
Lincoln’s from Carl Sandberg. The third book to read is
Katharine Graham’s autobiography. It is her view of how
she became a level-five leader, and she is one of the great
ievel-five leaders in American history.

. One of the things I thought was interesting was the
importance of luck. Can you say a worg or two about that?

: Have you ever noticed that some people just seem 6
be a lot luckier than others? Why is that? I know some-
body who was just biessed with stroke after siroke of

incredible good work. You wonder how that happened.

What is interesting is level fives always lock out the win-
dow to find something or someone other than themselves
to kiss the blame of success on. But when things go
badly, they never lock out the window to blame anyon
They look in the mirror and assume fuil respensibility.

information ¢

They aisoc credit good luck. These people view them-
setves as lucky people, and they tend to acknowledge the
role luck has plaved in their life. 1 think this is part of
their essential humility. The reality is they worked hard
and did all of those things, but when people reaily begin
to iook at a Iot of things that happen in their life, many of
them happened because of good tuck.

What is interesting about the level fives is they are very
aware cf their starting point and how their starting points
have been s¢ helpful to them. The flip side of that is they
also had bad luck that they don’t talk about.

When you collected this research, what surprised you

the most about the way it developed?

Jil: Some of the things that surprised me the most were
the things that we expected to {ind but didn’t. You would
expect to {ind a big censcicus effort to go from good to
great. But there was none of that.

1 think one of the biggest surprises for me was the ques-
tion of how you get consistency and commitment and
alignment with the changes that you are bringing about.
But the folks who brought the companies from good to
great never thought about managing change, never
thought about commitinent, alignment, and consistency.
They didn’t do that, but it was a natural resuit of every-
thing they were deing. That surprised me a lot.

I think what surprised me was the quiet certitude that
people had as they moved through, even when they might
have not been clear about what to do. I think the thing
that really stands out about it is that most of what we
spend our time doing is reaily just sound and fury that
signifies nothing. These foiks didn’t W"I‘k any harder
than the rest of us. I think that is probably the most
surprising t'rxiz‘.g to me. It dees not take more work o
take something from good o great. It basically means to
siop doing a whole lot of really stupid stuff and focus on
a few key essentials.

What if you are not a Fortune 500 company? What
should this idea of greatness mean to you and how can
you go about striving for it if you are a sole practitioner
or one of a handful of people running an internai infor-
mation center?

The first thing is to become very clear in your own
mind about what defines resulis. For example, these com-
panies have the wonderful advantage of gauging their
results because they are publicly traded. For whatever
organization you operate, you have to define what re-
sulis are



INSPEC

Al 6.8 million records and growing
weakly, the INSPEC Database is
zewmzszed as the world's leading
niblicgraphic database in the fields
of physics, eleclrical and electronics
&;ﬂg‘ne«sr“kq computing and control

Over 3,500 scientific and fechrucat
journals and some 1,500 conference
proceedings. as well 85 nUmerous
hooks, reports and dissertations, are
scanned each vear by INSPED staff
for relevant arlicles to abstract and
index for inclusion in the Dalabase.

{EE BOOKS
The IEE's professionat and academio
book program offers books of the
highest guality for professionals,
academics and students, covering a
wide range of subjects within slectnica
engineering and related discipiines,

al

IEE ONLINE PUBLICATIONS

The IEE's online publication service
gives subscnbers access 1o the full
text of the IEE's ipurnals. conferenc
publications and colloguium digests,
Feaiures include; Cross-journal
searching of bibliographic records,
browsable iable of contents, and
full articles stored in POF format
that may be viewad and printed
with the Adobe™ Acrobal Reades.
Flipifia)ies orguk!

IEE JOURNALS

Eiectronics Lelters— The waorld's
most cited journal in the field
of electronics.

EE Proceedings— An inlernational

joumnal u{‘i;sneu under twehve

it ing current, origingl
yutions in electrical, electronics,

f:cmpa.sng. control and communi-

cations technology.

EE Revisw- The {EE's flagship
U&;h‘u(id(ﬂs provides insight into the
«z; iy advancing world of electronics

¢ slectrical engineering.

iEE Enginesring Journals- A se

of professional journals providing
i-depth coverage of a wide range of
gngineering issues and applications.

FHE INSTITUTION OF ELECTRICAL ENGINEERS

FRAEZEAASY < wwnec.orgak




22

For a university, it could be any number of things, in-
cluding the extent to which your graduates make last :xg
contributions in given fields. In a church, it could he th
number of lasting conversions to your religion.

The question is: are the results really the reflecticn of the
purpose of the institution? Then you begin to assume
that your current run rate of those results is only good. If
so, what would be the level that would reflect that you
were truly great?

» Wiy are you s0 passionate about teaching? Do you
think it is what you were genetically encoded to do?

: 1 am geneticaily encoded for twe things. One is to
brmg order out of chacs. I mean thinking about a chastic
world and being able to extract the three-circle concept
and the level five leader idea. The second thing is {o be
able to do it in a way that impacts students and their lHves.

I remember reading that there are two fundamental ways
to change the world. One is through the sword and the
other is through the pen. Iremember deciding I wouid
do it through the pen. By the pen, I mean changing the
way things operate by climbing inside people’s heads and
fundamentally affecting, infecting, and changing the way
their brain works. Then you have an impact on the world
through your students.

3 1 think that most people have lost much of their
curigsity over their educational professional lives. Do
you think it is possible for us ic recapture some of our
natural curiosity, and, if so, how would you encourage
or invite peopile io go about doing that?

You are absolutely congruent on one key assumption
that { hold, which is that curicsity is the natural state. itis

a matter of removing ail the junk that is on top of it

I learned a long time age from a great teacher of creativ-
ity at Stanford Business School that we are all created
curious. That is cur natural state, but the real process is
one of removal. You don’t add creativity, You remove
stuff that gets in the way. You don’t add curiosity. You
remove stuff that gets in the way. So it is reaily a matter
of how we get back to that natural state.

I would suggest a few practical things that help with that,
One is to read this book by Rocheile Myers and Michael
Ray called Creativity in Business. itis based on'a course
that was taught at Stanford Business School. It is really
about going through life as a curious and creative per-
son, It takes a bunch of Stanford MBAs and teaches them
how to be creative.

There are also a few key things that you can continuaily
work on. One is learning to ask guestions that people
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may think are dumb. It’s ckay to ask these guestions
because that is where your curiosity begins.

The second thing is to learn to suppress that internal veice
of judgment that is always speaking and banging around
in cur heads and saying, “Well, you should know the
answer o that,” or “That is a reaily stupid thing to be
thinking about.”

I am also a big bellever in pursuing the learning areas
that you are interested in. You cultivaie your curicsity.
The guestion then becomes, “How do I fit that inio my
fe reiative to the time constraints that I have.” I have
ound a couple of things really useful.
Orne is books on tape. Books on tape have been great in
expanding my mind and exploring curiosity. I walk
around with a tape player in my pocket a Iot. If you see
me going through an airport, there is an 80-percent chance
you will see an earpiug in my right ear. There is z lot of
dead time, driving to and from, emptying the dish washer,
cleaning the cat box, faking out the garbage, folding my
clothes, and walking around the block.

The key is to get good writing. Never listen tc bad writ-
ing. Geod writing will make you curicus.

The second key is to translate a statement that a great
teacher gave me. He did not set out to be an interesting
person, he set out to be an interested person.

He was talking about the idea of geing in
and being interested in that situation. The
this particularly useful in cuitivating the
things is in social events, I {ind them prett

to any situation

way I have found
wrigsity side of
dreadful.

His advice makes dinner so much more interesting be-
cause I don’t make conversation by saying things. ! make
conversation by asking guestions, iike finding out where
people are from.

Once, § was going to give a talk ioc a bunch of business-
men whe locked so incredibly boring that I thought I
was going to shoot myself. 3o I started asking guestions,
nd it turns out that one of the people at the table had
been on the TWA jet that was hijacked by Palestinian
guerrillas floating arcund the Middle East.

m

o

He was on that jet for eight days and he thought he was

going to die. He is a beauty and barber supply traveling

salesman from Wichita, KS. You wouidn’t think this per-

son would have much interesting to say, but I stumbled
pon this thing. ¥t was fascinating.

I didn’t want to go up and give my own talk. Ijust wanted
io keep asking him guestions
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to find its way in the years since the fall of communism. The country’s libraries have not been exempt from this

transition, with much of the financial support they enjoyed under the old system drying up. Sherrie Kline Smith takes

a look at how one library in Bulgaria is handling this problem and what it is doing to fill the shelves,

I paid the driver and climbed out of the taxi. “Was this
the right place?,” { asked myself. In front of the long two-
story building was a Cyrillic sign that would have read
“Central Technical Library” in English. Though the sign
had more than three words, the last one—library—reas-

sured me that I was at the right place.

I entered the front door and found myself in a small ves-
tibule with two large living plants on either side of double
doors leading into the library. The large fern on the right
locked so healthy and green that I stopped to admire and
feel it tc see if it was real.

1 then entered the lobby area, which was barren with
empty sheives and display cases. A woman sat in front of
several rows of these shelves and behind a low, long
counter. I wondered if the “emptiness” resulted from the
summer hiatus that took place here in Sofia when many
went tc the Black Sea. I greeted her and asked for
Valeniina Slavcheva, the director of the library, with whom
I had an appointment.

She picked up the phone, spoke into it, and, not a minute
later, a tall woman with blond, shoulder-length hair came
from the far opposite side of the lobby area and shook
my hand. “Hello! I'm so glad to meet you!” Slavcheva

said.

She ied me back to her office. It was very large with a
bank of windows across the full width of the reom. On
the windowsill sat 10 or more plants—at least three six-
foot ficus plants, one five-to-six-foot plant I didn’t recog-
nize, and several other plants decorated the room. I was
struck by how extraordinarily healthy they looked.

I first heard of Slavcheva from a colieague. When I came
to Bulgaria in June, I wrote my colleagues and asked if
they knew of any librarians in the country. I soon re-
ceived a2 message from Alexandra Dimitrov, a professor
at the library school of the University of Wisconsin, Mil-
waukee. She wrote that the previous summer she had

met Slavcheva at a conference in the Crimea. “She speaks
English, and is a warm, wonderful woman.” With the e-
mail and phone numbers sent by Dimitrov, I contacted
Slavcheva and made arrangements to visit her library and
get acquainted.

“I do not speak English so good,” Slavcheva explained,
“so I have asked my colleague to join us to help with the
language.” At that moment another lady entered the room.
“This is Lyudmila Velkova. She works in our acquisitions
department.” With preliminary introductions over and
refreshments served, I asked them to tell me about the
library.

E113]
The Central Technical Library {CTL}, established in 1964,
is one of four main divisions of the National Center for
Information and Documentation (NACID}. Formeriy called
the Central Institute for Scientific and Technical Informa-
tion, NACID was established in 1961. The name changed
to the National Center for Information and Documenta-
tion in 1993. Engineers and economists with & good com-
mand of foreign languages (English, German, French,
Russian, etc.) comprise most of the staff at NACID.

The other three divisions include General Administration,
Information Products and Services {IPS), and Automa-
tion of Information Processes {AIP). The IPS staff pro-
cesses and submits information about the present state
angé trends in the world of science and economy; pre-
pares branch analyses; carries out marketing surveys of
Bulgarian industries; provides Internet services, online
information services with in-house databases, and tele-
comumunication access to leading host centers; and main-
tains close contact with cocmpeanies within the country
and abroad. The AIP is responsible for information tech-
nologies, the hardware and software, and it maintains
NACID’s web page.

“I know this is a special library functioning primarily to
support the center, but can others use it2,” I asked.
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toc the Hi-
Slavcheva said. “We

“Yes, anyone over sixteen years oid can come
rary after optaining an ID card,”

have 4,000 registered users who make 15,800 visits yearly
to search the 4,950,000 items in cur collection. We have
books, conference proceedings, product catalogs, trans-
lations, microfiche, CD-ROMs, and pericdicals. These are
organized or cataloged with the Universal Becimal Clas-
the cataleg

sification scheme. In 1984, we automated
using ISIS, the UNESCO
designed software. To
find items in the coilec-
tion prior to 1984,
though, users must
search the card catalog.
Just recently, the auto-
mated catalog was alsc
made available via the
organization’s web site
and five public worksta-
tions provide Internet
access.”

Materials cannot be
checked out. Newest
books, proceedings, and other items are shelved in a spe-
cial reading room with free access. Another part of the
coliection that receives heavy use is kept in a special roem
and monitored by a librarian to limit loss of the valuable
resources. After five or six years, the librarians remove
older items to storage areas. Clerks can still retrieve these
items if a user has a need for them. A sampie of topics
researched inciudes economics, telecommunications, soft-
ware and hardware, power engineering, electronics, chemi-
cal technologies, protection of the environment, biotech-
nology, and medical equipment.

Employees of NACID, engineers, professors, scientists, and
studentis who use the library wiil often reguest items the
library doesn’t own. The ILL depariment then goes into
action, contacting libraries in Russia; the British Library;
a library in Hanover, Germany; the Library of Physics in
Vienna; and the National Library in Macedonia. The ILL
depariment receives few requests from iibraries in othe
countries, except for scientific materials in Buigarian.

The CTL staff numbers 29. Eleven of these pegpie have a

library degree and five, who have taken umverslty courses

in librarianship, are specialists in other areas. {Velkova’s

degfee is philosophy.) Engineers work in the library be-
ause of their technical expertise.

The National Patent Library shares the building with the
Central Technical Library. The patent library used tc be part
of the CTL, but in 1994 it was separated and moved =‘nder
the direction of the National Patent Office. It remains in thi
building, providing convenient access for library patrons.

information «

“What about the NACID?” 1 asked. “Who directs its ac-

tivities?”

“it was and still is a state organization, currently under
the direction and funding of the Ministry of Economy.

ut, we do not know what will happen now with the
new governmendt,” Slaveheva said.

Just that week the newly
eiected Naticnal Move-
ment Simmeon II {(NMSI)
party had been approved
by Parliament. Leading
the party was Simescn
Saxe-Coburg, boy/king

exiled with his family
from Buigaria following
World War II. After
spending aimost 50 years
in Spain, the 64-year old
returned to Buligaria as
prime minister. Whether
it was % 8 promise g im-
prove the lives of Bulgarians within 80C davs or his royal
status that caught the fancy of B\ﬁgar;an voters, his party
won & stunning victory by an overwhelming majority.

Taik of the government was a natural lead intc my question
about how things were going in what is referred 10 here as
the “transition period”—communism to democracy—that
began in 1990. Slavcheva ang Velkova iooked at each othe
for a moment, and then words began spiliing forth.

“Our funds have been cut drastically,” Slavcheva said.
“There is nc money. The coliection has really suffered
setbacks. Before 1990, we received 10,000 periodical titles
a year. This year we only have 105, plus 150 subscrip-
tions via exchange with other institutions. One of cur
meost vaiuable subscriptions, Scientific Citations Index,
had t¢ be dropped. We used to buy about 6,000 bocks
each vear, and this past year we only purchased 435

The CTLis not alone in its struggle to survive in the fran-
sition period. Many of the Bulgarien librarians I've met
teii of drastically reduced revenues that limit purchasing
new materials, let alone supplying reasonable salaries,
refurbishing rundown facilities, and providing continued
training in informeation management in the age of the
Internet.

I contacted Snezhana laneva, the Information Resocurce
Center Director at the United States Embassy in Sofia, o
heip me understand the state of Buigarian libraries. Janeva
also serves as the International Relations Officer for the
Union of Librarians and Information Services Officers.



“The principal piece of legislation on libraries in Bul-
garia for many years before 1990 (even until 1996) was
Decree No. 2 of the Council of Ministers of January 28,
1970,” Ianeva said. “The decree established the Uni-
fied Library System, and in addition to the subordina-
tion of iibraries to their institutions, called for coordi-
nated activities in areas like acquisitions and library
management. The Ministry of Culture, through its De-
partment on Libraries,
was the governing insti-
tution for the system. A
number of libraries
were mandated specific
responsibilities con-
cerning the centralized
activities. For example,
the National Library
and its then established
Methodological Depart-
ment became the coor-
dination center for li-
brary management. It
also organized a num-
ber of qualification courses for librarians and techni-
cians. Sofia University Library coordinated all univer-
sity libraries; the Medical Library of the Medical Acad-
emy in Sofia correlated all medical libraries in the coun-
try, etc. The decree also established several cocrdinat-
ing bodies, iike the Council of Directors {for manage-
rial decisions; and Council of Acquisitions {toc take care
of coordinated acquisitions). Under the regulations of
the decree, libraries used their funds for salaries and
collection development, but some money, especiaily the
so-called “hard currency” (US dollars), was given to
designated libraries for the acquisition of western books
and periodicals.

“In the beginning of 1990, everybody wanted tc be inde-
pendent in reaction to the previous regime. University
libraries became more independent and many special H-
braries were closed. This practically ruined the central-
ized system, although the decree was formally in force
until 1996. In 1995, on the initiative of the Ministry of
Culture, a working group of specialists was established
to draft a new law on libraries. It is to be based on the
legislative experience in countries with developed library
systems and is aimed at preserving the traditionally good
Buigarian libraries and their activities while giving more
specific definitions to a number of principles underlying
the work of libraries in the country and ailowing them to
take advantage of opportunities for individual develop-
ment. While waiting for a new law, the Ministry of Cul-
ture passed several pieces of legislation concerning some
types of libraries, none of them resulting in a better sta-
tus for Bulgarian libraries and none of them satisfying
the library community.”
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With the governing change in 1990, librarians established
a non-governmental organization of librarians called the
Union of Librarians and Information Services Officers
{GLISO). “Before 1990 there was no way we could have
had the union, so that was a major change,” Ianeva said.

With 720 individual members, 65 institutional libraries,
and 14 regional branches,
the group is working and
iobbying for better legis-
iation fer Bulgarian li-
braries. Unfortunately,
there is no iaw yet. But,
as laneva said, “We will
continue to work with
the new parilament on
that.”

Until then, Bulgarian H-
brarians meet the chal-
lenge of moving from
communism to capital-
ism with creative determination. Some have sister li-
braries in the United States. Colorado State librarian,
Nancy M. Bolt, has been instrumental in establishing
some of these relationships. The CTL does not have a
sister organization, but wouid welcome such an alli-
ance. Slavcheva, who came to the library in 1978 and
became director in December 1999, approaches the re-
duction in financial resources with panache and hopes
for better days ahead.

“Unfortunately problems and bad moments come unex-
pectedly, without asking us,” she said. “Sometimes they
pass away quickly, but sometimes they last unbearably
iong. But still we have to be patient and hope for beiter
times to come—both in the personal and global aspects.
Probably the prolonged period of transition in our country
has made us philosophers, but sometimes philosophy re-

ally helps to overcome emotional and financial probiems.”
“Would you like to see the library?” they asked.

“Of course!” I answered.

“Bui before we do,” I commented, “I want to tell you
how wonderful your plants look. Someone takes very good
care of them.”

“We have many, many plants in the library,” Velkova said.
“Almost ali our employees at this time are women, and [
think we have a fondness for flowers and plants.”

And as we toured the different rooms, I saw what she

meant.
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“In July and August, a lot of people take vacaticn; they
go to the Black Sea,” Slavcheva said. “So presently, we do
not have a {ot of patrons in the library. Here is the peri-
odical reading room. Right now, some of the staff is re-
moving older issues that will be put in storage. Our shelves
are going to look so bare! Going from 10,000 titles to
only a couple hundred leaves big gaps in the physical
space. We’ve discussed what to do with all the unfilled
shelves.

“We thought we’d put plants there,” she said, with a
twinkle in her eye.

Her attempt to make light of a serious reduction in the
amount of information being provided by the library called
to mind something a Bulgarian doctor said to me several
weeks eariier. Throughout the evening he had shared
amusing anecdotes and later apologized for telling so
many funny stories. “Life in Bulgaria is not easy,” he said.
“If we don’t joke, life is very difficult.”

Bulgaria ranks as one of the poorest Eurcpean countries.
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Since the “velvet revolution” in 1990, when the country
quietly changed from communism tc a free market soci-
ety, the nine previous ruling parties have struggled to
adapt and change and have been severely hampered by
corruption.

But hope rises on the horizon. Bulgaria has applied for
membership in the European Union and NATO. Both are
being diligently and purposefully pursued. The European
Parliament estimates that Bulgaria will be set for joining
the EU by 2007. And, on Tuesday, July 24, the 800-day
countdown to October 2, 2003 began. Saxe-Coburg, the
new Prime Minister whom the Bulgarians nostalgically
call “The King,” promised to place a clock on his desk to
keep track of the time and his vow to improve the life of
Bulgarians in 800 days.

Perhaps all these things, along with the active invoive-
ment of the union of librarians, will improve conditions
for Bulgarian information providers. Then maybe
Slavcheva won’t have to put plants on the empty shelves
of the Central Technical Library. &

. *N mnal Center for Information and Documentation’s web page, hitp://www. nacui pat.bg

e Open Scrcxety Foundatmn, Sofla, Bulgarxa, http-'/ /

Foundation, http:// WWW.S0108.01g/

* Bulgarian Union: of Librarians and Informat

uhso/

me, http: //Www(udcc org/about htm

n Se vices Officers, http;//wWw.nl.otei.net/

* “Bulgarian beranans in Support of Inteﬂectual Freedom Issues,” http / /www ala.org/worky/

mternatlonal/ intlpprs/ianeva.html
* Valentina Slavcheva, Vs@namd.nat‘bg
* Sutejana Ianeva, shezhand state gov

¢ Sherrie Khne Smlth khnesmiths@usa net

. The Sofia Echo, Bulgana 3 Enghsh Langua,ge Newspaper Online, hitp://www, soﬁaecho com/
- - Bulgana A Country Study, http://lcweb2 . loc. gov/frd/cs/bgtoc himl
e CIA: The World Fact Book 2000 Buigana, hitp: //WWW cia. gov/ma/pubhcauons/factbook/
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of Library Associations and Institutions (IFLA) record-breaking, 67% IFLA Council and General Conference The attendance

figures for the conference, held August 16-25, 2001, broke all previous IFLA records. More than 5,300 peopie were

involved in the conference, nearly 2000 more than in any previous IFLA event. Boston also had the biggest exhibition

ever with 171 exhibitors, including SLA. The United States had the best representation, with more than 1,300

American delegates participating in the sessions and workshops. Other well-represented countries included China
{with 166 delegates), the Russian Federation (with 145 delegates), United Kingdom {with 132 delegates), France

{with 115 delegates), and Canada {with 108 delegates).

IFLA President Christine Deschamps opened the confer-
ence and then gave way to the event’s 261 meetings, 68
poster sessions, and 27 workshops. More than 160 pa-
pers were available in print or on the CD IFLANET Un-
plugged. Many of these papers were translated into one
or more of the other four IFLA working languages {En-
glish, French, Spanish, and Russianj.

A resolution that addressed the obstacles involving Cuba
and access to information had 553 supporters, 54 oppo-
nents, and 12 abstentions. SLA abstained from the vote
so it could have time to gather input from its board of
directors and members. For full details on the resolu-
tion, go to: htip://www.ifla.org/1V/iflag7 /iflaexp8.pdf.

3
The first IFLA/FAIFE World Report on libraries and intel-
lectual freedom was launched at the IFLA conference.

“Libraries have a crucial role to play,” said Christine
Deschamps, the president of IFLA. “They are an essential
tool for the achievement of democracy and social devel-
opment. Libraries provide access to information, ideas,
and work of imagination. They serve as gateways io
knowledge. Libraries must reflect the plurality and di-
versity of society, opposing all forms of censorship with-
out being infiuenced by any political, moral, or religious
opinions.

“This first IFLA/FAIFE World Report is a major preject, a
first attempt to provide a picture on the status of libraries

and intellectual freedom throughout the world. More than
140 countries have been contacied and 46 have submit-
ted their reports. The result is very encouraging since
this kind of information had never previously been put
together noy published on a global basis.

“The IFLA/FAIFE World Report is a living document and
more countries will join the project in the future. The world
report is a living proof of the global aspects of IFLA/FAIFE
and of IFLA’s support to democracy and development.”

Evaluation of the conference and professional program
Ralph Manning, outgoing chair of the professional board,
presented a conference overview at the final council meet-
ing. The full text of his presentation is available on
IFLANET (www.iflanet.org) and in IFLA Journal. Man-
ning spoke about the work that goes into bringing people
from all around the world to participate in IFLA’s activi-
ties. Eleven satellite meetings, which covered everything
from library consortia to the challenges and opportuni-
ties for the delivery of multicultural services in libraries,
were held before the conference occurred. This was the
most satellite meetings to ever take place in conjunction
with an IFLA conference

The next conference wiil be held August 2002 in Glasgow,
Scotiand. Information about Glasgow and other upcom-
ing IFLA meetings can be found at www.ifla.org

Information Outlook invited SLA’s section representatives
to provide their own reports. These reports follow and
are available on the Web at: hitp://
infermationoutlook.sla.org
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The IFLA Sectmn on Classification and Indexing and Sec-
tien on Information Technology co-organized a pre-iFLA
sateilite conference, Subject Retrieval in a Networked Worid,
from August 14 toc 16 at OCLC Campus at Dublin, Chio.
The conference explored different approaches to subject
retrieval of information and provided ar opportunity to
exchange views and to hear researchers at the forefront of
subject retrieval in the Internet age. Nearly 10C partici-
pants from 15 countries atiended the conference.

The section has two major projects going on. One is
developing a new guideline for the construction of muiti-
lingual thesauri, which would replace the 25-year old
current standard. The working group is chaired by
Gerhard Riesthuis {University of Amsterdam, The Neth-
erlands). Another working group, chaired by Marcia Lei
Zeng {Kent State University, USA]J is conducting a project
entitled Subject Access Approaches Used by Digital Coliec-
tions and Information Directories. ti groups had dis-

cussions during the IFLA Bosion Camerence, The sec-
tion alsc hosted an open session called Education and
Knowledge Organization. The standing commitiee of the
Section on Classification and Indexing has 19 members
frem 13 countries.

fte* ei gnt years as a member of [FLA’s Government
Information and Publications Section (GIGPS) {includ-
ing the last two as secretary/ireasurer), I decided to
become a member of the [FLA Government Libraries
Section. The makeup of GIOPS includes information
professionals in academic, special, and government li-
braries interested in government information and gov-
ernment documents. The Government Libraries Section
is comprised of librarians employad in national librar-
ies, parliamentary iibraries, state libraries, and govern-
ment special libraries. Qur objectives are to:
¢ Promote government libraries and government infor-
mation services
* Assist government libraries in working with each cther
e Provide advice t¢ librarians working in government ii-
braries to better assist their patrons in utilizing gov-
ernment information
s Provide a means for librarians in government libraries
to exchange information and communicate with each
other.

The Government Libraries Section participated in an open
paper theme, titied Delivering Information Services Via the
Internet: A Way of Reshaping the Government Libraries at
IFLA 2001. Speakers from the United Kingdom, Finland,

information

and the United States presented papers. Government l-
braries alsc organized a joint open sessicn, titled Knowi-
edge Management in Not-For-Profit Organizations, with
the Marketing and Management Section and Social Sci-
ence Secticn. The speakers were from the United States,
Finland, lapan, and Denmark. The section also held an
off-site workshop, Strategies for Recognition—How to Pro-
mote Government Libraries and Services, at the Middlesex
Law Library. This featured representatives from the United
Kingdom, Kenya, Finland, Sweden, and the host institu-
tion.

Officers were also elected this year. They are: chair, Lena
Clsson, Stockhelm Institute of Education, Sweden; sec-
retary/treasurer, Robert Klaverstiin, minisiry of health,
Weifare and Sport, The Hague, Netherlands; and infor-
mation coordinator, Christine Wellems, parliamentary
Information Services, Parliament of the Free and Hanseatic
City of Hamburg, Germany.

Much of our time at this year’s business meeting was
spent planning for the Glasgow 2002. Along with the
British Government Libraries Group Government Librar-
ies will sponsor 2 two-day pre-conference seminar i

London on August 14-15. The program title is Informing
Government: Government Library and Information Ser-
vices in the Informatzon e. For further information or
to register, visit the website. For our open paper session,

Narncy Boit {Colorado Department of Education, USA) and
I wili be organizing & session that will examine naticnal
information pelicies and the influences librarians have
in their formulation.

w?;’
he IFLA Sectmn on Cataisg*"*zg s program focused on
Josltfomrg catalcguing for the fuiure. Four papers were
presented there including The Impact of the FRER Model
on the Future Revisions of the ISBDs: A Challenge for the
IFLA Section on Cataloguing, by Patrick Le Boeuf
{Bibliothégue Nationale de France); Progress on the Mul-
tilingual Dictionary of Cataloguing Terms and Concepts,
by Monika Muennich {Universitdts Bibliothek, Heidel-
berg, Germany;; Functional Reguirements and Number-
ing Authority Records {FRANAR}, by Frangoise Bourdon
{Bibliotheque Nationale de France); and A Virtual inter-
national Authority File, by Barbara Tillett {Library of
Congress}. The papers are available on the IFLAnet in
several languages.

The secticn’s standing committee met during the con-
ference to hear reports on the activities of ifs working
groups, o plan for the 2002 Glasgow conference, and o
discuss ifs strategic and werk plans for the next two
years. A number of the standing committee’s working
groups also met.



The ISBD (International Standard Bibliographic De-
scripticn} Review Group discussed revisions to the ISBD
for monographic publications. A draft was sent out
for worldwide veview and it is now being revised. It
wiil be published in early 2002. The group is alsc

working on a recommended policy for application of
the ISBDs when the material being catalogued involves

the use of more than one ISBD. The review group is
responsible for overseeing the revisions of the ISBDs
and ensuring that the descriptions don’t contradict each
other.

The ISBD’s working group for cartographic materials has
reviewed severa! drafts of revision proposals. Since scme
of the reviews gf the ISBD {or electronic resources may
affect this ISBD, work has been temporarily delayed pend-
ing finalization of revision and/or review of three other
ISBDs.

The ISBD’s working group for serials has been compiet-
ing the new International Standard Bibliographic Descrip-
tion for Serials and Other Continuing Resources, which
will be known as the IBDD{CR}. This should be pub-
lished in early 2002. A workshop on the ISBB(CR) may
be held at the 2002 IFLA Conference in Glasgow.

The muitilingual dictionary for cataloguing terms is be-
ing developed by a group of cataloguers. The multilin-
gual dictionary for cataloguing terms is being devloped
by a working group. To begin with, English terms will be
extracted ...”

Another working group has been looking at various
metadata schemes to identify the presence of data eie-
ments considered mandatory for bibliographic descrip-
tion in the Functional Reguirements for Bibliographic
Records. This work is continuing.

gathered in Quebec City, prior to IFLA in Boston, to dis-
cuss the state of library marketing education and suc-
cessful marketing research techniques that improve H-
brary service in a sessions sponsored by the Management
and Marketing Session of IFLA.

33

Daniel N. Ruheni, of Daystar University, Nairobi, Kenya,
presented the most unique marketing solution to help
overcome barriers to rural library service. Ruheni’s ap-
proach is {pardon all puns) from the “eye of a camel.”

The Camel Mobile Library service, started in 1996, spans
a radius of 10 kilometers from a static library location.

Camels caravan to marginal regions of the countryside
where they are not only valued for transport, but for meat,
skin, and medicinal purposes.

Three camels are tied together carrying tents, chairs,
tables, an umbrella, and, of course, books. The service is
managed by the Kenya National Library Service {KNLS),
a government entity that manages all Kenyan public li-
brary systems. According to the KNLS, 85 percent of the
rural population is illiterate, compared to the national
average of 31 percent. Book donatious are accepted from
corporate bodies, both local and overseas. Library devel-
opment committees include viliage elders and commu-
nity readers.

The camels take books to school children and villagers,
overcoming obstacles of rough terrain and travelling roads
with Bttle infrastructure. They move from region to re-
gion on Monday through Thursday. On Friday and Sat-
urday, they are allowed to search for food and water and
recuperate.

“In spite of hardships, the camel library offers good mar-
keting practices, moving library resources in the most
rural areas of northeastern Kenya,” Ruheni said.

of the Socisl Solens

Iy Jean M. Portex

The Social Science Libraries Section {SOC) joined the
Government Libraries and the Management and Market-
ing Sections to sponsor Knowledge Management for Not-
for-Profit Organizations. Speakers from the United States,
Finland, lapan, and Denmark contributed perspectives
on knowledge management.

The SOC also facilitated a Knowiedge Management Dis-
cussion Group meeting immediately following the open
session. The meeting began with Jean-Philippe Accart, a
member of the SOC, reporting on: a survey of knowledge
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management activities in France. A lively exchange of
information ensued. Karen Muller, a librarian and knowi-
edge management Specialist at ALA headguarters, will
be the convener of the discussion group at the Glasgow
conference.
The Genealogy and Local History Discussion Group, also
der the SOC umbrella, cffered an open session with
t}: ee speakers. Later in the week, the discussion group
organized tours of {wo major genealogical organizations
in Boston. The Genealogy and Local History Discussion
Group plans to pursue siatus as a full secticr of IFLA.
SOC also organized a workshop held in Wong Audito-
rium on the MIT campus near the Dewey Management
and Sccial Science Library. The workshop was titled
New Technologies for the 21% Century: Impacts on So-
cial Science Libraries. Speakers discussed virtual ref-
erence services, the Virtual Data Center of the MIT-
Harvard Data Center, and the archiving of full text jour-
nals at JSTOR. Nearly 100 pecple attended this ses-
sion. Prior to the meeting, some of the atiendees met
for lunch in Cambridge and made an impromptu visit
to the Dewey Library

The section’s theme for the Glasgiow conference will fo-
cus on history as a mirror to the future, looking at his-
torical topics and areas related te future studies.

was one ic remnember, especially
the United States. In most other

The meeting in Boston
for me, because it was in
countries, funding is in large part provided by the gov-
ernment of the host country, but sponsors fund United
States events. Qur success was due to all of the task forces
that were set up to handie fund raising and vendor sup-

port, as well as all of the details that a
tional conference entails. It was a wonderful conference
and a wonderful venue. Thanks to those that participated
from all over the worid and to all those Americans that
gave s6 much of themselves.

major, interna-

s, the United States

Through Jim Neal’s fund-raising effort
or iGC competitive fefiow-

also provided money t0 Sponso
ships for young professionals from developing countries
to attend IFLA I was a member of the task force that
reviewed candidates for the $3000 individual scholarships

nd I coordinated the mentoring program for those can-
didates that made it to the conference. Many volunteers
from the United States agreed tc be mentors {C one or
more of the fellows and it appeared that the feliows gained
a great deal from this experience, as did the mentors.
Since the meeting, I have }‘eard that the mentoring pro-
gram is apt to be continued into future IFLA meetings.
This progrem represents, I think, the American way—

information ou

support and care for the warid

fessicnals everywiere,

and for information pro-

As a member of the Library Theory and Research {LTR)
Standing Committee, { can say that the Boston IFLA con-
ference was very successful, The LTR programs inciuded
two sessions. The Monday program, titied Collaboration
Berween the Library and Informationr Science Researcher
and the Practitioner: Leadership Programs in the U.S. was
introduced by Beverly P. Lynch {Professor, Graduate

chool of Education & Information Studies, UCLA and
interim President, Center for Research Libraries, USA}.
Organizations and presenters at the workshop included:
Association of R Kesearc:: ;1branw, Management Programs,
Duane Webster {executive director, Association of Re-
search Libraries, USA); UCLA Senior Fellows Program,
Jeffery Horrell {(associate librarian of Harvard Coilege and
199% senior feliow, USA); Frye Leadership Instifute

eanna Marcum {president, Council on Library and In-
formation Resources, USA); Association of College and
Research Libraries/Harvard Program, Althea Jenkins {
rector, Fioride State University Libraries and forme
ecutive director, Association of College and Research
braries, USA}; Urban Libraries Council Executive Leader-
ship Institute, Joey Rodger {president, Urban Libraries
Council, USA); Stanford, California State Library, Insti-
tute on 21 Cemu:y Librarianship, Anne Marie Gold {ex-
ecutive director of the institute, USA); and Mortenson
Center for International Library Programs, Visitors Pro-
gram, Marianna Tex Choidin {director and distinguished
professor, USAJ.
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The second pregram was titled In

tion in Library and nformation Science (LIS) Research:

Making a Difference in the Knowledge Age. Program

speakers and their papers included an example of Euro-

p an cooperation on research in librarianship, Francoise
curdon and Elisabeth Fre e {Biblicthéque Nationale

N T 2

le France, Paris, France); Research and Internaticnal

{0

Technical Cooperation, programmes, lan M. Johnson
{head, School of Information and Media, The Robert

Gordon University, Aberdeen, Scotland, UKj; and Col-

aborative Efforts In Cross-Country Studies On Informa-
tion Resource Sharing Infrastructure Be tween China And
The U.S.: Introducing An myemﬁ‘zon Cooperative Re-
search Method, Yan Quarn Liu wsszstaﬂt professor, In-
formation and Library Science, Southern Connecticut
State University, New Haven, T, USA).

The LTR Standing Committee held two business meet-
ings that were ar;ra“ﬂy focused on conference planning.
Details for the Boston meeting were finalized and work
on the strategic plan and action items were completed.

Discussion alsc included LTR programs for upcomin
conferences in Glasgow, Scotland, 2002, and Berlin, Ger-
many, 2003. This year saw a significant change in the



leadership of LTR as Lis Byberg, Norway, completed her
second term as chairperson of LTR. She did an outstand-
ing job for the committee and IFLA and now moves onto
another section of IFLA. The LTR Standing Committee is
in good hands with Kerry Smith, Australia, assuming the
position: of chair (previously secretary/treasurer for LTR}.
Marian Koren, Netherlands, becomes the new secretary/
reasurer. Wilda Newman, United States, continues as in-
formation coordinator for the LTR Standing Committee.

The Section on Library and Research Services for Parlia-
ments had a busy schedule of meetings at the IFLA con-
ference in Boston. A pre-conference in Ottawa, hested by
the Parliamentary Library of Canada, had more than 130
delegates representing 46 different countries. The event,
called Parliamentary and Legisiative Libraries: On the
Cutting Edge of Information, featured presentations from
members of parliamentary libraries in Cuba, Costa Rica,
and Brazil, as weil as a panei of Canadian librarians led
by Mary Dickerson.

The Beston pregram included two standing committee
meetings, two open meetings {one of which was followed
by a Town Hall), and two workshops. Speakers included
Daniel Mulhollan, director of the United States Congres-
sional Research Service, Richard Toornsta, director of the
Parllamentary Documentation Center of the European
Union, and Karl Min Ku, head of Library and Informa-
tion Service, Legislative Yuna, Taiwan. The highlight of
the research day workshop was the presentations of Rose-
mary Crowley, a member of the Australian Senate, and
Kosi Kadem, a member of the parliament of Ghana who

.1

discussed the legislator as client.

The all day management workshop was held off-site at
the Massachusetts Institute of Technology. Section mem-
bers had their choice of attending group meetings on a
variety of topics where they raised issues and shared best
practices. The section also agreed upon a work plan for
the coming year.

]
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sity and Other General Research Libraries, I compiled this
report on the activities of this section, as well as on the
work of the Round Table on User Education (RTUE), an
IFLA group that I chair. The aim of the report is to en-
courage other SLA mermbers to participate in the exciting
international work of IFLA.

The Section on University Libraries had several activities
including open sessions, discussion groups, and work-
shops.
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A satellite meeting, Service Management, and Leader-

ship: Essential Tools of Library Services to the Academic

Community, at Harvard University. This was an excel-

lent meeting organized by ACRL but having as guest

members of the IFLA Section: on University Libraries.

s Performance Measurement in Academic Libraries, a
group discussion.

e Marketing of Library Services to the Academic Commu-
nity, a discussion lead by the Information and Docu-
mentation Group that was created to fiil the gap cre-
ated by the demise of FID.

¢ An open session on academic and research library part-
nerships.

» A workshop on managing academic and research -
brary partnerships.

s A workshop called Information Literacy: the Contribu-

tion of Websites. A joint activity with the User Educa-

tion Round Table.

The university section’s has four main activities planned

for IFLA Glasgow 2002. The themes inciude:

e Change and its Impact or Staff, an open session.

¢ Fvaluation and Quality Assurance: Focus on New Mea-

sures of Institutional Outcomes and Evidence of Impact,

a group discussion.

Shaping the Future of Scholarly Communication and

Publishing: The Librarians’ Role, a workshop.

¢ The Role of the University Library in Promoting Democ-
racy and Diversity, a workshop.

Members of this section alsc presented the final docu-
ment of the IFLA licensing principles, which is available
on the IFLA website. This is a useful set of guidelines for
any academic library. A decision was made to accept
scholarly communication as a high priority for the sec-
tion work. A draft will also be prepared to discuss Evalu-
ation and Quality Assurance in Academic and Research
Libraries at the 2002 Glasgow meeting.

The Round Table on User Education had an cpen ses-

sion devoted to discuss International Guidelines for

User Education Across Continents. The five papers pre-

sented were:

* Loanne Snavely, “ACRL Information Literacy Compe-
tency Standards for Higher Education” {USA)

» Toby Bainton: “Information Literacy and Academic Li-
braries: The SCONUL Approach” {UK}

» Christina Tovote: “The Pedagogical Challenge and the
Student as Customer” (Sweden)

e Benno, Homman: “Difficuities and New Approaches in
User Education in Germany” {Germany}

¢ Hans Chopra, “Performance Appraisal of Library User
Instructors in Developing Countries”{India)

As reported, this round table organized a joint workshop

with the Section on University Libraries on Information

Literacy: The Contribution of Websites. &

£hae
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Look Ma. No Car!

by Lysbeth Chuck

n late 1999, the Los Angeles’ Met-
ropelitan Transportation Authority
{MTA) asked some original thinkers
how the city could use technoiogy
to solve its transit problems.

80-year-old Ray Bradbury, author of
Fahrenheit 451 and The Martian
Chronicles, who has lived in Los An-
geles for most of his life, was only too
happy to oblige. Bradbury is only one
of the more than 11 miilion people liv-
ing in the Los Angeles basin. But heis
not one of those who drive any of the
area’s seven million cars.

Bradbury criticized the sumptuous
new $500 million MTA headguarters
2s a waste of money. Sc did about
10 million other Angelinos. He also
said one of the mest important things
missing in the MTA’s rail and bu
system was “fun.”

If he still thinks that, he’s probably
more or less alone. And he obvicusly
hasn’t had a chance to ride the two-
year-old red line subway.

In the metro station located at Hol-
lywgod and Vine—perhaps the
world’s most famous intersection—
artist Gilbert Lujan has created an
environment that reflects the “his-
tory, glamour, excitement” of the
Hollywood film industry “in its yes-
teryear and its great movie palaces.”

At street level, the Hollywood and
Vine bus shelters are designed after
the Chinese Theater and the Brown
Derby restaurant, and the station en-
trance resembles an actual movie

marquee. The interior is star-studded

with artifacts of the film industry.
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Recycled film reels decerate the ceil-
ing, and Paramount Pictures has
donated two original film projectors
from the 1930s for an exhibit. The
fioor refiects The Wizard of Oz’s “yel-
iow brick road,” and the pilaza rail-

ing design incorporates the musical
hetes to “Hooray for Hellywood.”
Finally, Lujan’s several cera'nv'c
benches depict LA’s famous car cuil-
ture and underline the automobile’s
significance to the cit

There are other interesting stops on
the metro’s red line. Thel rio lywood/
Western Avenue Station attempts to
reclaim a different past, paying hom-
cge to California’s native Mestizo
heritage and its original European
settiements, not tc mention the
panethnic backgrounds of the more
recent immigrants who make up the
country’s second-largest city.

Michael A. Davis’ Vermont/Sunset
Station transports comnmuters down
escalators to a chart, which maps
their place in the universe. The
station’s architectural details are
borrowed from the neighborhoed
around it as well as from 1950s sci-
fi and contemporary pesi-modern
designs. The station floor and walls,
for exampie, are inlaid with granite
pat‘ema of celestial orbits, and metal

tched with spheres containing
'nedmm symbols and microscopic
images of life forms—iconcgraphy
commonly shared by astronomy and
medicine, since the hospitals around
the station and the Griffith Park Ob-
servatory are both visible to passen-
gers exiting the siation. The
ohservatory’s famous domed form is
even echoed in the design of the
building’s elevator.

The Vermont/Santa Monica/L.A. City
College station won an Architectural

Design Citation from Progressive Ar-
chitecture magazine. In another col-
faborative exercise with the sur-
rounding naighmrnood artist Rob-
ert Millar worked with the nearby
Brailile Institute and neighboring Los
Angeles City College, which beosts
a strong theater curriculum, to in-
corporate a variety of inferesting tex-
tgres into the station for the visu-
aily-impaired, and even provided 2
performance area at the pilaza level
for aspiring theater folk!

Marked by strong simpie lines, the
station’s design emphasizes natural
vs. artificial light through a series of
skylights that introduce natural Hght
into the station. According fo the
designers, the station shouid
heighten the awareness of riders to
their location, by guest wnmg the
nature of “place” versus “space.”

The station at Vermont and Beverly,
on the other hand, celebrates the
appeal of classical architecture and
najure. Patinaed bronze column
capitals previde a stark contrast to
the natural-looking rock formations
found at all levels of the station, in-
ciuwng the entrance. Realistic-icck-

ing fake rocks, designed by artist
Ceo rge Stone, are ihe result of his
painstaking study of the actual ge-
clogy and rock formations of the site.
The design is intended to remind rigd-
ers that even great technological
achievements cannot contain nature,
and invites them to “question their
reiationship to both the environment
:nd technology.”

All of these stations are on the
Metro’s two-year-old red line sub-
way. To get there from the Conven-
tion Center, SLA attendees can take
the blue line from the Pico Station
{right around the corner from the
Convention Center}, go one stop ic
the 7% Street/Metrc Center Station,
and change there to the Red Line io
North Hollywoed. To learn more
about each station’s art and arch
tecture, log on io www.mta.net/
meiroart.
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The Essential Peter
Drucker

hy Bruce Rosensiein

if we couid read only one writer on
our management bockshelf, it would
be Peter Drucker. Even at 92, his
career continues to unfold, makin
it possible for us to study him in real
time, rather than as a historical fig-
ure.

One of the new breed of hip busi-
ness magazines, Business 2.0, fea-
tured him on the cover of its Gcle-
ber 2001 issue, as the top name in
“The Business 2.0 Guru Guide.”
Through the years he has had other
endorsements from icons of busi-
ness, such as recently retired Gen-
eral Electric CEQ Jack Weich and
Intel’s chairman, Andy Grove.

We are particularly fortunate that he
will be the keynote speaker at the
2002 Special Libraries Association
annual conference in Los Angeles.
We don’t know what he will tell us
about management, but we can fry
to understand scme of his main
ideas, to better appreciate his mes-
sage when we hear it

One idea is that every knowiedge
worker {in other words, the entire
membership of SLA} is a manager,
whether your title says it or not. So
you must learn to manage yourself.
Another is that management is not
for business alone. Governments,
churches, and nonprefits of all types
must be well managed.

Drucker has also advocated periodi-
cally locgking at what an organiza-
tion does, and deciding what activi-
ties would be dropped if it could start

information outiook

all over again. Ideaily, it wouid then
drop those activities and do some-
thing more worthwhile. But as he
demonstrates in his writings, this is
casier said than done.

in his 839-page opus Managemernt:
Tasks, Responsibilities, Practices,
published in 1974, he lays out “five
basic operations in the work of a
manager. Together they result in the
integration of resources into & viable
growing organism.”

These operations are setting objec-
tHives {one of Drucker’s most famous
management toois is “Managemen
by Obiectives”;, organizing and clas-
sifying {this should be seccnd na-
ture to Information Cuticok readers),
motivating and communicating,
measuring {inciuding decisions on
“pay, placement and promotion”},
and devejoping people (including
yourseif}.

Drucker has written about manage-
ment for more than {ifty years. Scme
of his most important thoughts were
collected recently as The Essential
Drucker: Selectionss from the Manage-
ment Works of Peter F. Drucker. It
draws from ten books written be-
tween 1954 and 1999.

In a chapter taken from 1988’s The
New Realities, he atiempts sumiming
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up “afew, very essential principies
on what management really is. He
says it is about people and optimum
joint performance; it is embedded
in the culture of iis country; itisa
commitment io goals and values
ciearly set out and believed by the
institution; it allows for growth and
development of its individuals; it
biends individual responsibility
with communication; and it is 2
variety of factors that tell you how
well you are doing, not just lock-
ing at the botiom line. Yet, in the
end, only one thing matters. “The
to re-
member about any enterprise is that
results exist only on the ocuiside,”
he said. “The result of a business is
a satisfied customer. The resuliof a
hospital is 2 healed patient. The re-
sult of a schoo!l is a student who
has learned something and puts it
to work ten years later. Inside an
enterprise, there are only costs.”

We may not know what Drucker will
sav in his keynote, but we can lock
back to June 30, 1975, when he ad-
dressed the Association of College
and Research Libraries, during ALA’s
annual conference in San Francisco.
As reported in the September 1975
issue of College and Research Library
News, Drucker “...demonstrated a
knowiedge of the primary functions
of libraries and librarians, which is
rarely expressed outside of the pro-
fession. He obvipusly uses iibraries
and consults with librarians, whom
he characterized as people who un-
derstand the dynamics of informa-
tion and act as catalysts to convert
data into information.”

The Essential Drucker {HarperCollins, 2001}

Management Challenges for the 21 Century {HarperCollins, 1999)
Management: Tasks, Responsibilities, Practices {HarperBusiness, 1974
Managing In a Time of Great Change {Traman Talley Books/Dutton,

1985}

The Practice of Management {HarperBusiness, 1954
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Librarian / Publisher
Dsputes In The
iﬁgyﬁgh’é Arena

by Laura Gaspway

Recent reports that Patricia
Schroeder, president of the Assccia-
tion of American Publishers, referred
to librarians as “the enemy” came
as quite a shock to many librarians,
Maybe I am jaded, but I found it
neither shocking nor even surpris-
ing. The copyright debate has be-
come increasingly acrimonious over
recent years, and it is likely to con-
tinue to be so.

Librarians {on one side) and pub-
iishers and other producers of copy-
righted works {cn the other side)
have very different core vaiues. The
differences often play out in discus-
sions about copyright. These con-
flicting core values make it likely
that disputes will continue to cccur
and that each group will view the
other with suspicion, refusing io
acknowledge that the other’s posi-
tion might have some merit.! This
is unfortunate since librarians and
publishers share an interest in mak-
ing works available 1o the public.
Moreover, the success of each group
is actually guite dependent on the
other. These cenflicts are likely re-
sponsible for the increasing acri-
mony in the copyright debate.

it is impossible not te over gener-
alize in any discussion of values,
and I do recognize that there are
differences among libravians, but
much of the difference is based on
the type of library in which the
person. works. There are also sig-
nificant differences between types
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of publishers and producers.
exarnple, there are nonprofit publish-
ers, association publishers, and uni-
versity presses that share a number
of interests with commercial publish-
ers, but all of their interests are not
the same. In spite of the differences
among publishers, the values being
ascribed to themn as a group relate
primarily tc commercial publishers.
The extent to which noncommercial
publishers share these values varies.

Publishers and producers vaiue be-
ing paid for the copyrighted works
they produce and distribute. When
libraries reproduce copies of their
works and give them away to users,
this confiicts with a core value of
publishers—compensation for their
products. The law recognizes that
some reproduction by libraries is
exempted or is a fair use. But instead
of referring to such activity as in-
fringement, publishers increasingly
call it “theft” or “piracy,” which
leaves littie room for concepts such
as fair use that relate to copyright
infringement. The ability t¢ repro-
duce perfect copies from a gdigital
work exacerbates publisher concern
about reproduction of their works.

Another core value of copyright
holders is the ability to control their
works in the marketplace. Cer-
tainly, in the digital world detect-
ing infringement can be more diffi-
cuit. Therefore, publishers and oth-
ers are turning tc technological
means {o protect their works rather
than relying on traditional copy-
right. Publishers and producers
also value the integrity of their
works and seek io ensure that the
origina! work is not altered to re-
flect negatively on the producer.
Publishers value licensing as a way
tg contro} their works but also see

license fees as a valuable income
stream. They aisc value the ability
to market their works broadly and
to explore new markets and new for-
mats. Finally, a core value for pub-
lishers is that fair use is only a de-
fenise to copvright infringement and
not a users’ right,

Librarians also have deeply held core
vaiues. One cverarching value may
be described as the “public library
ethos.” Bven corporate librarians of-
ten share this vaiue since Hbrarian
education and iraining is based on
it. A part of this is the belief that
public libraries are educational insti-
tutions, While this may be true in
the broad sense, under the Copyright
Act, public libraries are nonprofit -
braries and not nenprofit educational
institutions. The second core value
may be summed up as “information
10 the people.” This means that pub-
lic libraries are a shared intellectual
resource maintained at public ex-
pense and copyrighted works gener-
ally should be mcde available to us-
ers at no charge to the user. The first
sale doctrine? enables libraries to lend
materials free of charge or even for a
fee. Librarians support the rights of
users of copyrighted materials, which
includes the right o read, the right
of access to ideas, and the right o
browse. Librarians view themselves
as advocates for users in the copy-
right debates,

The existence of a robust public do-
main is ancther criticaily important
core valtue for lbraries. Finally, -
brarians believe that fair use is a
right and not simply a defense 1o
copyright infringement. The Copy-
right Act ectually supports this view
in § 108() (4} which states, “... noth-
ing shall affect the right of fair use
.” {emphasis added}.

Society itself actually supports some
of the core values of both groups.
The most important core value for
society in the copyright area prob-
ably is the value of an educated
populace. Libraries play a vital role



in creating an educated citizenry
through both literacy and reading
programs, but aiso by making infor-
mation available to users. Society
supports the value of public libraries
and public access to information. But
society aiso values entrepreneurship
and respects the ability to create a
product and market it to the public.
At the same time, society values the
existence of the public domain since
those works provide much of the in-
tellectual commons that we all share
as citizens. Free public access and
commercialization of information
certainly are opposing values.

The vaiues conflict between librarians
and publishers is evident. The core
values that each group holds might
help explain some of the statements
they make in the copyright debates.
The conflict also demonstrates why
each group sometimes overreacts to
statements of the other group—be-
cause those statements strike at the
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heart of a deeply held value. In addi-
tion to this conflict, librarians and
publishers oftenn do not understand
the copyright faw. Both are guilty of
misstating the law and overstate-
ments about the horrors that will
ensue in the digital world if their own
core-value laden position is not rec-
ognized and given primacy.

Where does this lead? This values
conflict often shapes the debate
about the proper role of fair use
guidelines, whether the act should
be amended, and whether the origi-
nal balance the act struck between
producers of copyrighted works and
users is correct. Further, it affects
which cases are cited to support
given positicns while other cases
that take an opposite or even slightly
different position are ignored.

It is too bad that discussions between
librarians and copyright holders have
become marked with animosity and
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mutual distrust. Agreements can of-
ten be reached when sides work to-
gether. But the very nature of negotia-
tion is compromise, which means that
neither side will get ail that it wants,
Can we live with that? Either we will
live with compromise or we will con-
tinue to battle before Congress, the
Copyright Office, and the courts.
Copyright holders will increasingly
turn to technological controls and re-
strictive licensing provisions to con-
trol access to and use of their works.
Librarians will chafe at the restrictions
their users have tc endure and at the
complaints they receive from their
users because of these restrictions.
And both groups will continue to view
the other as untrustworthy, at a mini-
mu, or, as enemies, at worst.

¥

! The materia!l for this column came from an ar-
ticle I wrote which was published late this spring
{(despite the 2000 date), Values Conflict in the
Digital Environment: Librarians Versus Copyright
Holders, 24 Columbia-VLA J.L. & Arts 115 {2000).

2 See Copyright Cornery, Information Outlook, May,
2001,
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communications

Understanding
Tragedy Through

Introspection
by Anthony Blue

Nearly three months have passed
since terrorism hit the United States.
The events of September 11 stified
us and our nation, permanently con-
necting us to fear, uncertainty, and
uneasiness. Lost amid the chacs and
onfusion is the innccence of our
nation——once thought to be immune
from the horrors often seen on
nightly news reports from abroad.

We are now, and will forever be, af-
fected by the terror that has plagued
many parts of the world for decades.
At SLA, we grieve the ioss of ocur
members. Our hearts go out to their
families who seek closure and a de-
sire {0 move forward in a difficult
time. We share their fears, concerns,
and faith that there is hope for a bet-
ter world. The images of September
11® imbedded in our minds and
hearts, remind us that tolerance,
understanding, and respect for our
fellow man must prevail,

On October 12%, during SLA’s
monthly staff meeting, Executive
Director Roberta Shaffer opened the
fioor to discussion of these life al-
tering events. For many SLA staff-
ers, this was an opportunity to gain
some perspective and share their
views. While a variety of concerns
were raised during the discussion,
protection of civil liberties and un-
derstanding the differences in cu
tures and religions were the most
talked about topics.

In her Information Cuticok column
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this month, Roberta mentioned the
staff’s discussion and the contribu-
tions that SLA can provide, includ-
ing the membership’s responsibility
tp harness and disseminate accurate
information.

Listening to President Bush’s heart-
felt address to the nation in the days
after the attacks filled me with emo-

tion. It also left me seeking answers.
The president spoke of suspected
terrorist, and mastermind behind the
attacks, Osama Bin Laden and the
Al Qaeda organization.

He framed the incident in simplistic
terms and described the repercus-
sions and conseguences to those re-
sponsible. Bush said that terrorism
attacks the heart of freedom, and
vowed to bring the responsible par-
ties to justice or bring justice to
them. In an effort to build an inter-
nationai coalitien of support for
waging & giobal war on terrorism,
the president is working toc win over
Muslim hearts and minds.

On the other front, Bin Laden and
the Taliban have teken their cause

public, painting a picture of the
United States as an aggresscr against
Isiam. Calling for a ithad {holy war}
against those who support our
cause. Night after night, television
reports vividly show displays of anti-
American sentiment from the middle
east. But hatred toward America did
not develop over night.

An articie in an Qctober issue of
Newsweek magazine entitled “Why
They Hate Us,” answered many of
my personal gquestions. The article

hatemi views *oward A-“nerlca an
western culture in general. It
delved into the obvicus cultural

and philosophical differences. It
aiso explained how Bin Laden has
cuitivated hate that has beccme re-
ligious doctrine in certain areas of
the Middle East and Asia. The piece
previded insight and a clearer un-
ueLstande of how somecne such
as Bin Laden can manipulate and
control through fear, and justify
numercus horrendous acts in the
name of God. By the end of the ar-
ticle 1 understood why possibly
miliions of people hate what
America stands for, why they fear
our culture, and why they blame
us for many of the problems in the
Middle East and the world.

Six months age no one would have
fathomed that an act of this ma gri—
tude could happen in the United
States. As an Amertican, 1 plead ig-
norance to many of the issues the
“-c?e raised. My thought process
before reading Lhe article wc-u}a not

somewhere in t;Ae worid pcopie
uld justify murder and hatred. As
A'ne cans, we tend io dismiss prob-
ems in far off places of the worid.
As western cuiture franscends the
giobe, we must be cognizant of glo-
bal problems because they affect us
indirectly and directly.

The world’s perception of us has
mmerif. We must remember that our
individual decisions reflect a larger
movement., Believe it or not,

share a responsibility to look within
curseives and ask: What can i do to
make this world a better piace for
everyone? The worid as we envision
it requires us to take timpe to learn
bout others and tc put the prover-
shoe on the other foot. One
’s paradise may be another

ab

bial
man’s
man’s hell. Because the world as we
ence knew it will never be the same.



Valuating Information Intangibles:

Measuring the Bottom Line Contribution of Librarians and Information Professionals

A determination of the bottom line value of libraries and
information centers has proven difficult because of the intan-
gible nature of the value and the use of archaic accounting
systems that for the most part focus on tangible or physical
assets rather than intangible ones. The problem is that the
intangible value of libraries and information centers may be
orders of magnitude greater than their tangible value. To
overcome some of these measurement difficulties this
workbork presents four different approaches to the intangible
valuation of information resources.

Complete the form below and return to Special Libraries Association,

Book Order Dept., 1700 Eighteenth Streer, NW, Washington, DC 20009, or by fax at 1-202-234-2442. '

For more information, contact SLA’s book order department at 1-202-234-4700 ext. 673 or email: books@sla.org. Special Libraries
Association

ISBN Tide Price/Mem Price Quy. Amount Due

0-87111-512-3 | Valuating Informa- £79.00 / $59.00
tion Intangibles

Member name: Member number:

Ship to:

Name

Organization
Dept.
Address
City State/Province Zip/Postal Code

Country

Phone Fax

Payment Options:

Check enclosed: Charge my {]Visa [ ]MasterCard [ JAMEX []Diners Club

WI : !H ; E %" Account #
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Remembering 2001

by The $irategic Learning Team

2001 was quite & year. It began with
the inauguration of George Bush af-
ter an unusual, close election, and
it is ending with tragic national and
international events dominating the
news and our thoughts. Here at SLA,
we had an extraordinary year as
well. David Bender retired after 22
years as executive director, but his
big shoes are being capably filled by
our new executive director, Roberta
Shaffer.

In 2001, SLA’s Strategic Learning
Team aisc had lots going on. We
introduced new learning experi-
ences, and we added a new team
member, Samantha Streamer
Veneruso, as our learning catalyst.
To close this vear in a different way,
we thought we would let you see
what you and your coileagues said
about your learning experiences
with us in 2001.

“I have many new ideas o take back
tc work and apply.”

“ [This course} has direct impact. |
will use these skills this year for re-
porting to my company.”

“Just what 1 was seeking! This was
a step-by-step expianation of a five-
step information audit--nuts and
bolts ... I think I wiil be able to adapt
and apply directly to my specific
needs. {It was] worth every bit of
titne and money to attend.”

“{1] Picked up some specific points

and will change some of cur prod-
ucts to appear more positive. it }

.information sutiook

showed we need to examine gur
current image.”

“It was perfect timing as gur library
is under review and ! needed to write
a value-added report.”

“This was an excellent learning ex-
perience of value to those of us with
lots of years sinece our MLS. [ came
away energized and with a new net-
work of colleagues. I hope this ex-
perience will be replicated in other
parts of the country and I will be
recommending it to others.”

“One of the best learning experiences
I have had as a professional. Not just
a educational session, but an over-
all learning experience on what is
being discussed in our profession
and also what is being accomplished
in the information field.”

“Ail of the MLS renewal sessions
tested me, forcing me to look at, and
reassess, my bellefs and opinions
concerning our profession as a
whole, and my individual work en-
vircnment. Some ideas [ kept, some
1 discarded, but the memories and
bonhomie shared with my peers
shall stay with me for a very long
time.”

“Well organized and excellent oppor-
tunity to learn.”

“ am: a seasoned practitioner with
many vears of attending learning
related events in a diverse range of
contents and industries. This was
easily one of the best and easily one
of the most practical and focused.”

“All the elements of a truly great

conference were brought together at
one time--faciiftator, facuity, frame-
work for discussion, network and
open-space discussion sessions, and
supporting/reinforcernent activities
ail combined for a great learning
experience. [ came away with a fresh
approach and understanding for
what it is that [ must do to cham-
picn KM in my organization.”

“The KCI learning experience was
weli-thought out, energizing, stimu-
lating. {1t was} an altogether satisfy-
ing experience that exceeded my ex-
pectations. The care, level of sophis-
tication, and professionalism that
went into crafting the learning ex-
perience was obvious from the start.”

Looking ahead to 2602, SLA’s Stra-
tegic Learning Team is very excited.
in 2002, the MLS Renewal experi-
ence will return along with the Vir-
tual Seminar Series and the Annual
Conference CE courses. We logk
forward to new learning experiences,
such as Innovating Information Ser-
vices and Knowliedge Forums. We
are eagerly anticipating the roill out
of the SLA Learning Express in early
2002.

Also we are hoping tc hear more
from you, our learners, about what
you need and want 1o learn. Emal
u$ at learning@sia.org or call us at

{2023939-3627

3
i

if you ioined us in 2001, thank you.
We hope you had a great experi-
ence, and we hope vou will join
zgain us in 2002. If you were un-
able to be with us this year, if is
okay. You will have many oppor-
tunities to learn with us in 2002,
s5¢ do not miss cut,
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Management Gury and
Pulitzer Prize Winner fo be
Featured AL 5LA's
Lonference

The Special Libraries Asscciation
{SLA) has confirmed that Peter
Drucker and Doris Kearns Goodwin
will be the featured speakers at SLA’s
93" Annual Conference, June 8-13,

2002 in Los Angeles, California, USA.
Knows as the {ather of management
science, Drucker is a global manage-
ment gurte whose advice and exper-
tise is sought out by CEQ’s fiom
around the worid, including Jack
Welch and Andy Grove. At age 91,

he maintains a busy schedule by

teaching, consuiting, writing, and
doing speaking engagements. Kearns
Goodwin is a Pulitzer Prize winner
and best-seliing author who has writ-
ten numerous 5ooks and articles on
everyihing from politics to baseball
for ieading national publications. She
is also a regular panelist on PBS’s The
News Hour with Jirmm Lehrer and a fre-
guent commentater on NBC and
MSNBC.

ria

Founding Member of PAM
Passes Away

Jovee Watson, a member of the Phys-
ics-Astronomy-Math Division, re-

cently died of cancer.

Watson worked at the Center for As-
trophysics, a joint project between
Harvard University and the
Smithsonian Astrophysical Observa-
tory, from 1969 until 1991. After thi

she worked with SIMBAD and the
Astrophysics Data System until her

retirement in January 1997.

Watson was trained in library science
in Engiand, where she started in gov-
ernment documents control and be-
came head librarian for two engineer-
ing companies. After coming to the
United States and taking a child-rais-
ing break, she started and operated

a small research library at Lowell

information sutisok

Technoiogical Institute. She joined
SAQ in December 1969. In 1976 she
took her first coursee in online data-
base searching at the University of
Pitisburgh and was hoogked. Scon
thereafter, she brought online iitera-
ture searching to the Observaiory. In
1986 she learned about SIMBAD just
when the Centre de Données
Astronomiques de Strasbourg in
France was eager to expand the us-
age of their object- based database.
In the eariiest days of SIMBAD,
Watson did all the searching with a
300-1260
with an overseas service contract,

baud modem, 2 telephone

and a line printer. Watsor was also
inveived in the easly days cf the As-
trophysics Data Sysiem.

Joyce was alsc a member of the AAS
and the Astronomical Society of the
Pacific.

Shatfer Joins GPO {ouncll
Roberta Shaffer, SLA's ¢
rector, recently jcined the Depos.«o"y

cutive di-

Library Council to the public printer.
Shaffer, who
members, began her three-year term
in October.

is one of 14 councii

The Council advises the Government
Printing Office {GPO) on issues related
to public access to Government Infor-
mation products through the Federal
Depoesitory Library Program (FDLP).
The FDLP is 2 nationwide syster
comprising more than 1,300 libraries
acting in partnership with the GPC o
provide the genera! public with local
access 1o federal government informa-

tion procducis at no cost.

Administered by GP0, the FDLP s a
nationwide geogrephically dispersed
system comprising more than 1,300
iibraries acting in partnership with the
public

GPO to provide the general

with local access to federal govern-

ment information products at no cost.

Shatfer Appears in Los
Angeies Times Article
SLA Executive Directer
Shaffer
2 recent Los Angeles Times articie
about the ¢
can find in libraries

Roberta

was featured prominently in

iversity of objects pecple

The article was spawned by an ex-
hibit calied The World From Here:
Treasures of the Great Los Angeles
Libraries by Bruce Whiteman, the
head librarian at UCLA’s William
Andrews Clark Memorial Library.
in the article, Shaffer comments
about the transition of artifacts from
private libraries to pubtlic libraries
and the number of special iibraries
in the United States.



Travel Fast & Easy
with Avis.

Avis takes care of you for business or pleasure.
Qur special meeting rates and discounts makes
i it easy for you to incorporate leisure fun into
your plans.

Your speciai low Avis rates are good from one week before to one
week after your meeting 50 you can take in the sights and explore.
"We try harder” to heip you enjoy your meeting with great rates and
time saving services.

Call 1-800-3%1-1600 and reserve your Avis car for this meeting.
Be sure to mention this special meeting Avis Worldwide Discount
{AWD) number: 1659289

SLA's 93rd Annual Conference

Los Angeles, CA
June 8-13, 2002 AVIS
AWD # 1659289
wWe 'Y
wder ;
,,Wrr‘ff&

Avis features GM cars. ©2000 Avis Rent A Car System, Inc.

We Buy (G
Used Books

Powell's Technical Bookstore is always
seeking quality technical, scientific, and
academic fitles. We offer cash or frade and
can help you get the most for your books.

* PHYSICS * CONSTRUCTION

o MATHEMATICS o SKILLED TRADES

o CHEMISTRY = OLDER EDITIONS

» ENGINEERING ~  DUPLICATES

» ELECTRONICS ~ « SUPERCEDED TITLES

POWELLS

TECHNICAL BOOKS
33 NW Park, Portland, OR 97209
503-228-3906 « 800-225-6911
Fax: 503-228-0505
ryan.thomas@powells.com

powells.comliibrarians

B




American Institute for Chemical Engineers 23

www.aiche.org

Diatoeg
www.dialeg.com

EBSCO
www.ebsco.com

Elsevier Science RSO
www.elsevier.com

Engineering Information
www.el.org

Factiva
www.factiva.com

Infotrieve
www.infotrieve.com

Ingenta
www.ingenta.com

Inmagic
www.inmagic.com

INSPEC
www.inspec.com

Lexis-Nexis
www.lexis-nexis.com

CCLE
www.ocle.org

Powell's Technical Books
www.powells.com

SkyMinder
www.skyminder.com

West Group
Www.westgroup.com
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Becembe

School for Scanning Creating

Managing and Preserving
Digital Assets

December 3-5, 2001

Sponsored by the Northeast
Document Conservation
Center

Delray Beach, FL, USA

ttp://www.nedcc.org/
sfsfli.htm

Enterprise Infeiligence World
Summit

Enhance Corporate Knowiedge

Through Integrated

Knowledge Sharing Practices

December 2-5, 2001

Sponsored Imark
Communications

Orlando, FL, USA

httpr//
www.enterpriseintell.com/

Ontine Information 2001

December 4-6, 2001

Sponsored by Learned
Information

Olympia, Lendon, UK

http://www.online-
information.co.uk/cnline/

Associztion for Library and
Information Science
Education (ALISE) National
Conference

January 15-18, 2002
Spenscred by ALISE
Reston, VA, USA
http://www.alise.crg

43 SLAWinter Meeting
January 24-26, 2002
Chicago, IL, USA
WWW.sla.org/content/

Events/index.clm

@} Knowledge Fornm
January 25, 2002
Chicago, 1L, USA
bttp://www.sia.org/

calendar/

%:y Innovating Information

Services

January 26-29, 2002
hicago, IL, USA

httpr//www.sla.org/
calendar/

hie Association for
Information and Image
Management

March 5-8, 2002

b B

rancisco, CA, USA
http://atim.aliim2002.com

San

 SLA 937 Annual

Conference

Putting Knowiedge to Work

june 8-13, 2002

Los Angeles, CA, USA

www.sla.org/content/Events/
conference/2002annual/
index.cfm

The International Federation
of Library Associations and
Institutions (JFLA) General
Conference and Council

CGlasgiow, Scotiand

www.ifla.crg

2% South Atlantic Regienal
Conference

September 22-24, 2002
Asheviile, NC, USA

http://www.sla.org/caiendar

&; Innovating Information Services

January 26-29, 2602
Chicago, 1L, USA

hitp://www.sle.org/calendar/

£ SLA-Hosted Conferences

* Conference at which SLA will be exhibiting




_ ocument delivery tools available s aii?fm:m a single point. Experience the power of ingenta:
online Hbrar services that offe control and patron satisfaction. -

Secure, subsiy vt o Comprehinasive
ediaied prdering T usRyR Teperis
e gf:nst rapping by time o Peveal Brsewcy

‘or credit oard imit or patron type. Alerts

Experignce ngenta; www ingenta.com
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