
VI.   REFERENCE SERVICE

All persons served by the public library have a right to reference service provided by the local library, the regional library system, and the statewlde network,
lLUNET.   The local library shall provide accurate information and skilled guidance in the use of its recorded infomation sources as well as its community
resources, library system, and lLLINET.  The local Iibrary's emphasis on reference service shall be determined ln Its choice Of roles, but whenever a library is

providing !ntomation lt shall do so by utilizing the most effective, rapid means of communication, relying on both on-site and off-site communication sources.

1.      All requests tor Intonation shall be answered or a referral Initiated within one working day of receipt.I_ I- I- I- I- 1-
2.     Within two worklng days of receipt of a reference question the local library shall report to the library user on the status Of his or her question.   (Tliis ls

necessary when the status was not indicated upon receipt of the question.)I_ I_ I-  I- I-  E-
3.      On site and telephone reference shall be provided to all age groups all hours the library ls open.I_  1=  I-  E|-  I-  I-

F]eference:  Output Measures

Thefollowingoutputmeasurescapturetheperception§oflibrariansandusersandaretheretoresubjectiveassessmentsoftlieaccuraeyandthoroughnessofthe
reference service given.  When possible, librarians should participate ln system or state supported evaluations of the quality ol reference service through the use
of sample reference questions.   Whether administered obtrusively (with staff knowledge) or "unobtrusively" (without staff "knowledge) the anonymity of the

performance Of specific s'taff members should be protected.  These reference quality measures should not be used as a means of evaluating specific Staff
members.

4.      The Librarian's perception of F}eference Fill F}ate
Every three years libraries shall determine the number of reference transactions successfully completed in proportion to the total number of reference
transactions.  The procedures outlined in the ALA/PLA Output Measures for Public Libraries (1987) should be toIIowed when caloulatlng this measure.  The
completion i'ate refers only to the percentage of time a library provides, from its own resouroes, the intonation patrons want within the same working day.

Mlnlmum 60%                 Percentile comparisons (Optional): _50th            75tn            gothI I



r
5.      The user perception of Beference Fill Rate

Libraries shall detemine this during the same sampling periods as the "Librarians Perception of F}eference Fill Plate.- (Every 3 years.)

Mlnlmum 50%I I Eiii I
6.      Reference Transactions per capita

Once a year Libraries shall detemine the average number of reference questions asked by each member of the community during the year. The definitions
and procedures outlined in the ALA/PLA Output Measures for Public Libraries (1987) shouldj]e followed when calculating this measure.

Mlnlmum.5                 Percentile comparisons (OptionaD : _50th_75th_gothI Hiil Ei fiiii
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