
Chapter 8
Public Selivices:
Reference and Readei.'s
Advisory Services
Throiigh public services,  a library offers assistance to patrons in  the use of its collections and resources.
The library also provides patrons with  resources beyond those owned by the library throllgh interlibrary
loan and other resource-sharing arrangements. Basic public services include reference and reader's advisory.
These services should be provided [o all {ige groups.

APplicable core Standards-please see Core Standards 1,11,16,17,18,19, 22, and 24 in
Chapter 1.

Reference Services

Reference service is the provision of information in response to a patron's question.

All Illinois public librai.ies should provide or cont:ract to provide professional reference service for their

patrons.  For purposes of this document Pro/f+i/.o%/ „/grc/2cc t.c7.„z.c.c refers to reference service provided by a
person holding an MLS degree from an AIA-accredited program.

Because so many Illinois public libraries serve sparsely populated communities and, as a result, often lack
the funding to hire a  full-time qualifiL.d  librarian, other approaches,  such  as  the following,  may bc  required:

I    Implement mergers of several small libraries or library services

I    Form consortiums of several small libraries with one central reference library

I    Access and use specialized resources; for example,  the Illinois State  Library's reference service's

(I-800-665-5576) collection strengths in Illinois and federal documents, maps, patents, and
trademarks.

I    Initiate contracts between small libraries and larger libraries for reference service

I    Develoi]  a service prograni  to `share qualified librarians, with  several small libraries pooling

funds to employ and share a qualified librarian who would handle collection managcmcn[,
train staff, and provi`]e backup  reference service,  and  perhaps  ftinction as a circuit libraridn by

working suitable hours at each site

I    Plan and implement cooperative collection development in which the purchase of specific

reference works is assigned [o each library in the groiip

I    Initiate cooperative hours of service, with a group of libraries coordinating their hours of

reference service to provide their combined patrons with access to reference service for a greater
number of hours (a number of Illinois public libraries already provide late-night reference
service using  [his approach)
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Reference Services Standards

1.     AIl basic services are available when  the library is open.  For the purpose of.this document,  basic

services are circulation, reference,  reader's advisory, and computer/Internet access. If reference and
reader`s advisory are provided [o children and adults from two separ.ite points, then the library

provitles adequate s[affing at both locations at all houi.s  the library is open.

2.     rlhe library has a board-.ipproved reference service policy developed by reference staff and
administration and it is  reviewed biennially.  (Scc Appendix R)

3.     The library provides staff trained in rcfcrcncc scrviccs to meet the nccds of patrons who have
challenges with disabilities, language, and literacy.

4.     The libi.any participates  in  in[erlibrary loan and  resource sharing to help pi.ovide accurate and
timely reference service.

5.     m`e library is aware of the importance of accuracy in  reference service and relies on  information
sources of demonstrated currency and authority.

6.     .lhc library supports  trainilig in  the use of tcchnoltigies necessary to access elec[rol`ic rcsources`

including training for persons with disabilities in the use of adaptive equipment and software.

7.     The library provides easy access  t.o accurat.e and  up-[o-date community informirion/resource files.

8.     The library provides curl.ent  issues of at least one community or loctil  new``papcr and retains hard-
copy or online back issues for a minimum of six months.

9.     The library provides access to loc.il ordii`ances or codes of all  municipalities within  its service

boundaries.

10.  'lhc library pi.ovides access  to local and state map``.

11.  The library strives to providl-accc```s  to the minutes of local govcrnmcnt mcctings. Thc.sc includi-

but are not limited to  municipal  (village,  township,  or city)  and school board  meetings.

12.  The library prt)vides voter inft)rmatioi`,  including pi.ecinct btiundai.ies and location of polling

places.

13.  The library provide``  information about local history and events.

14.  The library has telephone books  for the local c{illing area anil an}J other frequently reques[eJ areas.

15.  The lilmry will include a[ ledst one currelit reference resource t`or each subject area.  Electronic
ri`sources  may fulfill this  rcquircmcnt.  (Scc Appendix T)

16.  St<iff has access to a telephone or computer to  receive an(1 respond [o  req`iesrs for infoi.ma[ion  and

materials and [o contact other agencies for information.

17.  All  staff members attend at least one reference-related continuing educdtion event each year.

18.  The librdry accepts and  responds to  reference  requests  received via e-mail,  IM  (instdnt  messaging),

texting,  and/or virtual reference.

19.  Il`e  library annuall}J evaluates its  reference service for dccuracy,  timeliness, staft` friendliness` and

patron ease.  (Scc Appendix S)
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neference Services Checklist

All basic services are available when  the library is open.

The library has a reference service policy.

The library provides staff trained in  reference services to meet the needs of patrons who have
challenges with disabilities,  language, and literacy.

The library participa[cs  in  in[erlibrary loan anct resource sharing [o help provide accul.ate and  timely

reference service.

The library is aware of the impomnce of accuracy in  reference service and  relies on information
soiirces of demonstrated currency and authority.

The library supports training in  the  use of technologies  necessary to access electronic resources,

including mining for persons with disabilities in the use of adaptive equipment and software.

The library provides easy acces``  [o accurate and up-to-date community information/resource files.

The library provide`` current issues of at lcns[ one community or local  newspaper and retains hard-
copy or online back issues for a minimum of six months.

The library provides access to local ordinances or co(1cs of all  municipalit.ies within  its scrvici.

boundaries.

_ The library provide``` access to local and state maps.

The library provideL`` access to the minutes of local govemmen[ meetings.  These  include but are not
limited to municipal  (village,  township, or city)  and school board meetings.

1he libral.y provides voter information,  including precinct boundaries and location ()f pollilig places.

The library provides in+`orina[ion  about local  history and events.

The  ljbrar}J has  telephone  books for the locil calling area and  any other frequently reqiie`sted areas.

The  librdry has at least one current reference  resoui.ce ftir each sutiject area.

St.iff has access to a telephone or computer to receive and re``pond to requests for information and
materials and [o contact other agencies for information.

All staff members attend a[ least one continuing educ.ition event each year.

The libi.ary evaluates  its  ref`erence sei.vice on an annual basis.
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Reader's Advisory Services

Reader`s Advisory Services  is a patron-oriented service that promotes and encourages recreatioml  reading.
1[ is a service [h{it offers advice, suggestions,  I.ecommendations,  and selections to library users regarding

authors,  titles, and genres.  It is a service that strives [o  respond to  the recrea[ional reading tastes of
individual  reading using the resources of the librai.y to link readers and books.

All  Illinois public littraries should  provide some sort of reader's advisory service to  [heir p,itrons. This can be

done formally with a separate designated service desk or informally at the library's circulation desk where
library `s[aff gets  to  know the library patron's  readil`g preferences and  is able  [o suggest simildr titles  that the

patron might enjoy reading.

Reader's Advisory Standards

1.     All basic services are available when  the library is open.  For the purpose of this document,  basic

services are circulation and reference and reader's advisory services.  If reference and reader's
advisory services are provided to children and adults i-rom two separate points, then the library

pr(tvidcs adcqua[c staffing at both locations at all  hours the library is open.

2.     m`c library has compc[cn[l}J trained stalrthat  has  thorough  knowli.dgc of popular authors and

titles.

3.     The library pdrticipa[es  in  in[erlibrary loan  ancl resource shnring to help pr(ivide accurate and

timely reader's advisory service.

4.     The library is aware of the impomnce of acciiracy in reader's advisory service and relies on
information sources of demonstrated currency and authority.

5.     Staff has access  [o a  telephoni. oi. compii[cr [o receive and  respond to ret|uests  for information  aiiil

materials and to contact other agencies for information.

6.     Staff mcmbcrs who arc  rcsponsiblL-for reader`s a(1visory sci.vices in  their library should attempt

to stay current with community events by participating in community organizations, clubs, or
councils.

7.     Staff members who dre responsible for reader`s advisory services in  their litmry should at[emp[ to
attend as  many workshops,  reading roundtables, or continuing education events that they can  to
stay current.

8.     rlhe library accepts and  responds  [o  rcader's advisory rcqucsts  recci\.ed via e-mail,  IM  (instal`t

messaging),  texting, and/or virtual reference.

Reader's Advisory Services Checklist

All  basic services are available when the library is open.

The lihi.<iry has competently trained st,iff that has  thorough knowledge of popular authors a]`d  ritles.

'lhe library maintains  a well-rounded collection  of both  fiction  and lionfic[ion  titles.

The library  has a  rcader`s  advisory service`i  policy.

The library promotes the  importance of leis`ire reading to its community members.

The library partic.ipates in  interlihaary lt)in and  re`itiurce sharing to help provide acciir.ite  dncl timely

reference service. \
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_ The library in.iintains a ba`sic collection of re.ider'`` advisory reference in.iteri.ils.

_ All staff members attend a[ least one continuing education event each ye<ir.

_S[affmemberswhoarere``ponsibleforreader'sadvisoryservicesiiitheirljbraryjoinatlea`"one
community organization, club, or council.

_ S[.iff members who are responsible for re<idcr's advisory services in their librai.y .i[[end .i[ Icas[ one
workshop, reading roundtable, or continuing education event.

_ The library accepts and respond`` to rcadcr's advisor}r requests rcccivcd via c-mail,  IM (instant
messaging), texting, and/or virtual reference.

Bibliography

?:ot:,.H_eacher:Seruinglteen§throughReeder;Aduisoi.y(AIAReader'SAduisoryseries).Ouicago..A;LA,2007.
Herald,DiamTixierandWayneA.Wiegard.G"4/"f;.#g..AG///./c»Pop%4"Rc4dz.#g/724crcT/I.Westport,

Conn.:  Libraries  Unlimited,  2006.

roy:I,`].ess.leaf.,:a.Re5edrch-B[15edReaders'Aduisory(ALAReader5'Adrl5oryserie5).Chicago..A:LA,2007.
Pad,Nan.c:;£ookLust:RecommendedReddingforEueryMood,Moment,andRedson.Seattie..Srdquch,

2003.

Ross, Catherine Sheldrick,  lynne (E.  F.)  MCKechnie, and Paule[te M.  Rothbauer. Ji%d;.#g"4#"i`..

YIJ:.ttl.]epes^e:r^c!1RevealsabowtReeding,Libraries.andcommiunity.Westpo;c-,i;;;-..:-i;lit.AI.iesUnlimj[ed,  2005.

So.ricks, |ayce.  Reader's Adulsory Services  tn  tl]e Public Libmry. C:hjic8Lgo.. A\:lA, 2J)05.

Web Sites

NoveList Plus-EBSCO
http://www.ebscohost.com

The Re.ider's Advisory Online-I.ibrarie`` Unlimited:
http://rainfo.Iu.com/



Serving our public 2.O: Standards for Illinois public Libraries      -

Appendix n
Toi]ics Recommended for Reference Service Policy manual

1.     Reference service is available to all persons who reside within  the jurisdictional boundaries of the
library regardless of the age, race, sex, or social or economic status of the patron.

2.     Reference materials are available for use in the library by everyone who resides within the

jurisdictional boundaries of the library regardless of the age,  race, sex, or social or economic s[a[us
of the patron.

3.     Staff trained  to provide  rcfcrence scrvicc is available during all  hours the library is open.

4.     Stafr`is  trained  in  reference interviewing techniques,  reader's advisory service,  and in  bibliographic

instruction.

5.     Staff[reats all qiiestions with equal  respect.

6.     Reference service is provided in response to all forms of inquiry including but not limited to the
telephone, tele-facsimile, TTY and TDD, e-mall, and other electronic forms.

7.     Reference questions that cannot be answered with onsite resources are referred to another agency.
Such  rcfcrrals arc verified and/or mediated I)y library staff.

8.     All requests for information receive an answer or status report within one working day.

9.     The needs of the libr<iry users are treated with respect.  Names of.users and the transactions
that occur between  users and the reference staff are confidential and not discussed outside a

professional context.

10.  'lhe library adopts and adheres to the ALA Coc/c a/F4/#.cl..

11.  Copies of this reference policy and the ALA Coc/c a/£A/7z.cf are available for patrons.

12.  Use of online databases by cardholders and non-cardholders.

Additional topics to be addressed include:

I'riorities.  if any,  in handling reference questions-phone or electronic forms vs. in person, resident vs.
nonresident

Guidelines that address special categories of reference questions-homework,  medical, legal, genealogy, etc.

Guidelines that address the loan of reference material-does not circulate, a few hours, or overnight
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Aiipendix S
Topics Recommended foi` Evaluating Reference Service

Some of the factors that affect the qudlity of reference service are ```taff approachabiliry and expertise in
conducting a reference interview: the accuracy,  usefulness, and completeness of information;  hours of
service:  and ease with which patrons can  use the facility.

It is important to determine what is being evaluated and then structure the questions accordingly.

Evaluating the quality of the information

Did you receive accurate, complete, and usable information in response to your question?

Evaluating the ability of the librarian to conduct a reference interview

I    Was the librarian approachable?

I    Was the librarian patient and encouraging in determining what information you needed?

I    Did the librarian provide the source of the information?

I    Did the librarian ask if the information answered your question?

The library rna)J also wish to (1etermiiie  if rhere are significmt changes in the n`imber of reference q`iestions

that are asked from year to ye,ir or from month to month. This t}Jpe of data is useful to determine if
dddition.il staff is  needed or to a`ssess  if me.isui.es  taken to increase patron use of refel.ence sei.vice  have been

successful.

An anniial count,  u`sing marks on a grid that may be divided into columns for days and hours, and rows for

phone and in-person, will yield a variety of data.

If comparing the quan[iry of library patrons'  refei.ence questions with those asked in  another library,
"Reference Tl.ansac[ions per Ca|iita"  is  the best  measure.  However,  there IT`ust be vcrificatit)n  that XYZ al`d

ABC library use the same criteria for a reference qiiestion and have similar service points.  (See Nancy Van
House,  e[ al.`  O#¢#f A/1Tczz.`#rct./or Pz/4//.c fz.4#¢7./.ci..  2nJ ed.  Chicago: AIA,  1987,  pp.  65-66.)
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Appendix T
Basic lleference Material I.ist

Every library should have at least one reference resource  for each subject area.  It is expected that the library
will obtain the most recent source where timeliness or currency is impomnt.

Due to the fact that in many instances the most current information may be online, the physical format of
these resources is left to the choice of the individual  library.

I.               GENERAL SOURCES

I   Access to the Internet at the Reference Desk

I   Almanac

I    Eneyclopedia

I   Access to appropriate periodical databases

I    Local telephone book

11.             CONSUMER INFORMATION

I    Corisumer Reports rmtctJ3iinne

I    Guide to vehicle prices

Ill.            READER'S ADVISORY

I    Source for reader's advisory

IV.            PHILOSOPHY, PSYCHOLOGY, AND RELIGION

I    Source on world mythology

I    Dictionary or encyclopedia of psycho[otey

I    Dictionary or encyclopedia of religion

I    Dictiomry or encyclopedia of philosophy

V.              STATISTICS

I    Statistical Abstract of the uiiited states

I    Census information for your community(ies)

Vl.            BUSINESS

I    National business directory information

I    Illinois business directory information

I    Local business directory information

Vll.         LABOR

I    No  requirement

Vll].        TAX INFORMATION

•   Access to online or reproducible federal and Illinois tax forms

IX. LAW AND GOVERNMENT

-Illinois Compiled stiltute§

I    List of government officials serving your community(ies)



X.

XI.

OCCUPATIONS

•    Source ofoccupitional information

EDUCATION

I    Guide to colleges

I    Local school report cards

I    Guide to scholarships

XIl.          LANGUAGE

I    Umbridged English dictionary

XllI.        SCIENCE AND TECHNOLOGY

I    Science encyclopedia

I    Guide to animal species

XIV.         MEDICINE

I    Prescription drug source

-    Guide to diagnosis and treatriien[ of diseases

I   Medical dic[iomry

XV.          SOCIAL CuSTOMS

I    Cl)dse'§ Caleridilr of Euent5

I    Book ofetique[te

Xvl.       ART

•    Guide [o art and artists

XVII.      ANTIQUESANDCOLLECTIBLES

I   Antiques and collectibles price guide

XvllI.    PERFORMING ARTS

I    Movieguide

XIX.         MUSIC

I    Dictionai-y or encyclopedia of music

XX.         GAMES AND SPORTS

-    Source for rules for games and sports

Xxl.        LITERATURE

I    Indexto poetry

I    Source ofli[erary cri[.Lcism

I   Stylemnual

-    Dictionary of quotations

-   -     Appendices
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Xxll.      HISTORYAND ETHNICSTUDIES

I    Chronology of world history

I    Dictionary or encyclopedia of American history

I    Source for Illinois history

Xxlll.    GEOGRAPHYANDTRAVEL

I   Atlas of the world

I    Road atlas of the United S[a[es

I    Map oflocalarea

XXIV.     BIOGRAPHY, NAMES, AND GENEALOGY

I    Dictionary or encyclopedia of biography

•   Guide to personal names

•Ihis  Basic  Reference Material  is  from  the  Metropolitan  Library Systeln Web sitc` WWW.mls.lib.il.us and  is  used

with permission.

Libraries should also have the following materials in their reference collections:

I    Local building codes

I    Local history materials

I   Municipal code for your community

I    Local newspapers


