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A L I A  e x p l o r e s  t h e  v a l u e  o f  l i b r a r i e s

S p e c ia l lib ra r ian s  a re  p a r t icu la r ly  v u ln e ra b le  
in th is n e w  in fo rm a tio n  age. M a n y  c o rp o 

rate m an ag e rs  b e lie v e  that the p ro life ra tio n  

o f o n lin e  in fo rm a tio n  d e liv e rs  a ll the in fo rm atio n  

th e y  re q u ire  to th e  d e sk to p . C o rp o ra t io n s  h a v e  

a lre a d y  d e m o n s tra ted  a w ill in g n e ss  to cu t lib ra ry  

se rv ic e s  fro m  th e  o rg a n is a t io n a l s tru c tu re  in the  

b e lie f  th a t s ta ff c a n  n e g o t ia te  th e ir  o w n  w a y  

th ro u g h  th e  in fo rm a tio n  n e tw o rk s  to se c u re  the  

k n o w le d g e  re so u rc e s  th e y  req u ire . A t a su p e rfi

c ia l  le v e l th e  ja rg o n  o f th e  'in fo rm a t io n  

e c o n o m y ' a n d  'k n o w le d g e  e c o n o m y ' re in fo rc e  

th is  p e rce p t io n . T h e  re c e n t e s tab lish m e n t o f an  

O f f ic e  o f In fo rm a t io n  E c o n o m y  w ith in  the  F e d 

e ra l D e p a r tm e n t  o f  C o m m u n ic a t io n s  an d  the  

Arts c e le b ra te s  o u r g o ve rn m e n t 's  c o m m itm e n t to  
e n c o u ra g in g  a ll A u s tra lia n s  to p a r t ic ip a te  in the  

n e w  in fo rm a t io n  age . T h e  task fo r th e  l ib ra ry  

c o m m u n ity  is to  e f fe c t iv e ly  m ark  o u t its te rr ito ry  
an d  s e c u re  its fu tu re  ro le  in to  the  next m il le n 

n iu m .

A L IA  has an  im p o r ta n t ro le  in e s ta b lis h in g  

th e  c re d e n t ia ls  o f its c o n s t itu e n c y  w ith  g o v e rn 
m en t and  business. O u r  a d v o c a c y  efforts a re  p re 

d o m in a n t ly  d ir e c te d  to w a rd s  issues d e r iv in g  

fro m  the  d e v e lo p m e n t  o f d ig ita l in fo rm a tio n  re 
so u rce s . B u t to be  e f fe c t iv e  a d v o c a te s  w e  m ust 

arm  o u rse lv e s  w ith  p e rsu a s iv e  facts an d  figures  

w h ic h  d e m o n s tra te  th e  in d is p e n s a b i l it y  o f the  

sk ills  o f the  p ro fe ss io n a l lib ra r ia n . It w a s  in this  
co n te x t tha t A L IA  e m b a rk e d  on an  e x p lo ra to ry  

s tu d y  to id e n t ify  th e  p e rc e iv e d  v a lu e  o f lib ra r ie s  

an d  in fo rm a tio n  p ro fe ss io n a ls  to A u s tra lia 's  top- 

100  c o m p a n ie s .

T h is  rese arch  is n e w  to  the A u s tra lian  lib ra ry  

secto r. Im p o rta n tly , it seeks to add  an  A u s tra lian  

p e rs p e c t iv e  to  th e  stu d ies  u n d e rtak e n  in th e  U S  

b y  Ja m e s  M a ta r a z z o  a n d  L a u re n c e  P ru sa k  in 

1 9 9 0  an d  199 5 . T h e se  p a r t ic u la r  s tud ies  e x a m 

ined  the a ttitudes and  p e rcep t io n s  o f sen io r m a n 
agers w ith  b u d g e ta ry  re sp o n s ib ility  fo r the lib ra ry  

fa c ilit ie s  o f th e ir  c o m p a n ie s  as a w a y  o f e v a lu a t 

ing  the  p e r fo rm a n c e  o f th e  co rp o ra te  lib ra ry  and  

o f g au g in g  its v a lu e  as a re so u rce  to the  o rg a n i

sa tion .

T h e  A m e r ic a n  research  results suggested that 

c o rp o ra te  m a n a g e m e n t w a s  n e ith er fa m ilia r  w ith  

the  ro le  o f the  lib ra ry  fa c ilit ie s  in d e te rm in in g  the  

su ccess  o f th e ir  c o m p a n ie s  nor had  th e y  a n y  fo r
m a l p ro c e d u re  fo r  m e a s u r in g  its c o n t r ib u t io n .  

T h e y  th e re fo re  c o n c lu d e d  th a t if c o rp o ra te  l i 

b ra ry  p ro fe ss io n a ls  w is h  to  c o n so lid a te  th e ir  p o 

s itio n  w ith in  th e  c o rp o ra te  e n v iro n m e n t , it w a s  

in c u m b e n t  u p o n  th e m  to  w o rk  to d e m o n s tra te  

the v a lu e  o f th e ir  se rv ic e s  to th e ir  pa ren t c o m p a 

n ies.

T h e  A L IA  s tu d y , w h i le  see k in g  da ta  th a t is 

c o m p a ra b le  w ith  th e  U S  stud y, fo cu sses on  A u s 

tra lia 's  top-100  c o m p a n ie s  and seeks to genera te

/ / /

in fo rm a tio n  ab o u t c o m p a n y  ex p ec ta t io n s  o f A u s 

tra lian  lib ra ry  p ro fess io na ls  —  w h e th e r  th ey  h ave  

a l ib ra ry  o r not.

T h e  p ro je c t  w a s  u n d e rta k e n  in th re e  stages  

c o m p r is in g  a lite ra tu re  r e v ie w ,  A L IA  re se a rc h  

an d  m a il s u rv e y  an d , f in a l ly  th e  d e v e lo p m e n t  

and  c o n d u c t  o f the  te le p h o n e  s u rv e y  o f the top- 

100 c o m p a n ie s .  T h e  resu lts  o f th e  lite ra tu re  re 

v ie w  w e r e  re p o rte d  in th e  A u s t r a l i a n  L i b r a r y  

J o u r n a l  (M a y  1 9 9 7 ). W e  th e n  c o n d u c te d  so m e  

p re lim in a ry  re se a rch  on  th e  top-100  co m p a n ie s  

and  id e n tif ie d  51 c o m p a n ie s  w ith  e ith e r  fo rm a l 
or in fo rm a l c o rp o ra te  lib ra ry  fa c ilit ie s . W e  then  

w ro te  to  the  c h ie f  lib ra r ia n s  o u t lin in g  th e  na tu re  
o f o u r research  p ro je c t, u rg ing  th e ir  co -op e ratio n  

and  ask ing  for so m e d e ta ils  ab o u t th e ir  lib ra ry  re 

so u rce s .

W h i l e  o u r s a m p le  is to o  sm a ll to  be re lia b le  

the  resu lts a re  no t su rp ris in g  —  w ith  o n e  e x c e p 

t io n : th e  a n t ic ip a te d  g ro w th  in lib ra ry  reso u rces .

In the  past ten  ye a rs :

• 65 pe r c e n t o f  re sp o n d en ts  e x p e r ie n c e d  an in 
c re a se  in th e  e le c t ro n ic  d e liv e r y  o f s e rv ice s ;

• 60  p e r c e n t  o f re s p o n d e n ts  e x p e r ie n c e d  

g ro w th  in l ib ra ry  re so u rces ;

• 35 p e r c e n t  o f re s p o n d e n ts  e x p e r ie n c e d  

d o w n s iz in g  o f l ib ra ry  re so u rc e s ; and
• 25 p e r c e n t  o f re s p o n d e n ts  e x p e r ie n c e d  in 

c re a se d  o u tso u rc in g .

In th e  next f iv e  ye a rs :

• 90  per c e n t o f  re sp o n d en ts  a n t ic ip a te  a fu rther  

in c re a s e  in the  e le c tro n ic  d e liv e r y  o f se rv ice s ;

• 65 p e r c e n t o f re sp o n d en ts  a n t ic ip a te  g ro w th  

in l ib ra ry  re so u rces ;

• 15 p e r c e n t  o f re s p o n d e n ts  a n t ic ip a te  

d o w n s iz in g  o f l ib ra ry  re so u rces ; and

• 20  p e r c e n t  o f re s p o n d e n ts  a n t ic ip a te  in 
c re a se d  o u tso u rc in g .

In S e p te m b e r  1997 a te le p h o n e  su rve y  o f the  

to p-10 0  A u s tra lia n  c o m p a n ie s  w a s  u n d e rta k e n  

b y a firm  o f p ro fe s s io n a l re se a rc h e rs  to e l ic i t  re 

sp o n ses a b o u t h o w  lib ra ry  s e rv ic e s  w e re  v a lu e d  

and  e x a m in e  fu tu re  e x p e c ta t io n s  o f in fo rm a tio n  

m a n a g e m e n t w ith in  th e se  c o m p a n ie s .  T h e  su r

v e y  to o l w a s  d e s ig n e d  so tha t it c o u ld  be  re p li

c a te d  at so m e  t im e  in the  fu tu re  to e n a b le  us to  

m e a s u re  a n y  c h a n g e s  in th e  m a n a g e m e n t  an d  
v a lu a t io n  o f in fo rm a tio n  reso u rces  in these  c o m 

p an ie s .

C onclus ion

Th is  p ro je c t is a first step in m a rs h a llin g  facts and  
fig u res  w h ic h  w i l l  assist c o rp o ra te  lib ra r ia n s  to  

d e m o n s tra te  th e  v a lu e  o f th e ir  s e rv ic e s  to  m a n 

ag e m e n t. M u c h  m o re  re m a in s  to  be  d o n e . It is 
s u rp r is in g  th a t o n ly  47  o f th e  83  c o rp o ra t io n s  

s u rv e y e d  w ith in  the  top-10 0  A u s tra lia n  c o m p a 
n ies  h a v e  a l ib ra ry  o r in fo rm a tio n  s e rv ic e . T h e  ^
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p ,  s ta tistics gath ered  to da te  suggest that the re  

is lit t le  c h a n c e  th a t th is  s itu a t io n  w i l l  

c h a n g e  in th e  n e a r fu tu re . O f  th o se  c o rp o 

ra tio n s  w ith  a l ib ra ry , re sp o n ses  in d ic a te  

th a t a b o u t o n e- q u a rte r  b e lie v e  th a t th e  li

b ra ry  is no t m e e tin g  the  in fo rm a tio n  needs  

o f  the  c o m p a n y .  W h a t  c a n  w e  d o  to a d 

d ress th is  issue?

T h e  research  u n d e rtake n  to d a te  po ints  

to  o p p o rtu n it ie s  fo r fu rth e r re se a rch . If w e

s u rv e y e d  th e  to p - 2 0 0  c o m p a n ie s  w o u ld  
w e  fin d  a h ig h e r o r lo w e r  p ro p o rtio n  o f in 

fo rm a t io n  se rv ic e s  in th e  se c o n d  c o h o r t?  If 

w e  re v is ite d  th e  sa m e  100  c o m p a n ie s  in 

f iv e  ye a rs  t im e  w o u ld  w e  see  a n y  c h a n g e ?  

W h a t  m ig h t b e  th e  n a tu re  o f tha t c h a n g e ?  

Effo rts  a t d o c u m e n t in g  m o d e ls  o f best 

p ra c t ic e  in v a lu in g  l ib ra ry  se rv ic e s  sh o u ld  

be p ro m o te d  (see  D ip ro s e  K P r ic i n g  t h e  i n 

v a l u a b le :  p u t t i n g  a  v a l u e  o n  i n f o r m a t i o n  in

t h e  c o r p o r a t e  c o n t e x t .  A L J 1 9 9 7 ; 4 6 (4 ):  

3 8 6 - 3 9 3 ).

P e rh a p s  th e  f in a l m e ssa g e  s h o u ld  be  
o n e  o f o p tim ism . W e  k n o w  th a t lib ra r ia n s  

h a v e  sp e c ia l sk ills  in p ro v id in g  t im e ly  a c 

cess to re le va n t in fo rm a tio n . T h e  p ro life ra 
tio n  o f in fo rm a tio n  in to d a y 's  d ig ita l w o r ld  

p ro v id e s  g reat o p p o rtu n it ie s  fo r the  c o rp o 

rate lib ra r ian  to d e m o n s tra te  her o r his (p o 

ten tia l) co n tr ib u tio n  to co rp o ra te  su c ce ss .*

S u r v e y  r e s u l t s
The survey involved 111 interviews with employees of 83 of the top-100 companies. Of these 83 companies, 47 had a corporate library and 36 did not. Of the 111 
employees interviewed, 36 were librarians, while the remainder were managers, [the detailed results of each question can be found on ALIAnet],

What methods and approaches are used to determine the library's value? Each respondent was asked how the value of the library was measured. Consistent with the 
picture which emerged when the question was asked exclusively of corporate librarians, no single, uniform standard of measurement of value is being adopted by com
panies. The most popular measure of value was by number of requests handled.

What competencies of the library staff are most valued by management? The key competency identified in the survey was the ability to interpret requests for infor
mation and respond quickly. This is clearly underpinned by knowledge about information sources and business and technical knowledge and equates with the find
ings of the USA study.

What library products and services provide the highest value to the company? Electronic databases library services provide the highest value to the companies sur
veyed in Australia and the USA although in the US the proportion is much higher than here. In fact the results of the 1990 study by Prusak and Matarazzo placed an 
even higher value on these services (78%) which led the researchers to conclude that non-library staff may be accessing the databases themselves and by-passing the 
library.

What products and services would you like to see in the future? Here we can see a significant difference between the two studies. In the USA study, fifty-three per 
cent of responses recognised the importance of networked access to online databases. Perhaps the Australian response of 19.3 per cent could be attributed to a lack 
of understanding of the terminology or the capability of this form of information. There is also an interesting difference in respect of competitive intelligence informa

tion.

Q: What library products and services would you like to see in the future?

internet capabilities

network access to 
online databases

competitive intelligence 
information

training for end-users

research capabilities

nothing

How does the library contribute to the strategy of the com
pany? These results suggest that the library does have some in
fluence on corporate strategy but that influence may be more 
passive than active through the adoption of corporate goals. 
However the higher ranking in relation to the role in currency 
of latest research is encouraging.

What is missing from the library tool kit? Australian respond
ents cited a need for more staff while the most popular response 
in the US survey was 'nothing' (29%). In Australia, seventeen 
per cent of responses to this question were also 'nothing'. As 
Matarazzo and Prusak have noted this could be a bad and a 
good outcome. If nothing is missing from the library tool kit it 
may be difficult to sustain claims for greater resources. On the 
other hand it could be an indication of satisfaction with the li
brary service.

What is the probability that your organisation will allocate 
funds to a library in 12 months time (for organisations without 
a library)? 'No chance' was the response from ninety-two per 
cent of respondents from companies without a library.

Is the library meeting the information needs of the organisa
tion? Nearly one-quarter of respondents felt that the library re
sources did not meet the needs of the users.

In his address to the last Specials conference in Sydney, 
Matarazzo suggested that the failure of corporate librarians to at
tempt to determine the the needs of their customers and the ex
pectations of their managers will only serve to erode user con
fidence in the value of the corporate library and relegate it as 
Australia's most under-used resource. Anecdote suggests that li
brarians are very good at trying to be all things to ail people and 
not too good at targeting their services where they are most 
needed or desired.

Q: What is missing from the library tool kit?

nothing
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