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T
he T ra c e  L ib ra ry  serves tw o  fe d 

e ra l g o v e rn m e n t  d e p a r tm e n ts  

(T ra n s p o r t a n d  R e g io n a l D e v e l

o p m e n t,  and  C o m m u n ic a t io n s  a n d  the  
A rts ), p a r t o f  a n o th e r  ( th e  M a r i t im e  

T ra n s p o rt D iv is io n  o f  W o rk p la c e  R e la 

t io n s  and  S m a ll Business) a n d  severa l o f 

th e ir  a sso c ia te d  o rg a n is a tio n s  (a ro u n d  

1 6 0 0  p o te n t ia l c lie n ts ).

O u r  c o lle c t io n  in c lu d e s  1 5 0 0  seria l 

t it le s  a n d  2 0  0 0 0  bo o ks , as w e ll as v id 

eos, C D -R O M s , m u lt im e d ia ,  s ta n da rd s  
a n d  th e  papers  fro m  th e  F ede ra l P a r lia 

m e n t. O u r  o ld e s t  m a te r ia ls  d a te  fro m  

th e  1 9 2 0s . W e  h a ve  access to  R euters, 

D ia lo g  a n d  F irs t S e a rch , a n d  w e  p ro 

d u c e  C F IX  (C o m m u n ic a t io n s  F u tu re s  
In d e x ) c o v e r in g  th e  n e w  c o m m u n ic a 

tio n s  te c h n o lo g ie s  and  th e ir  im p a c ts  on  

c o m m u n ic a t io n s , tra n s p o rt a n d  w o rk  (it 

is a v a ila b le  th ro u g h  R M IT ).

T h e  T ra c e  L ib ra ry  is o p e n  to  th e  

g e n e ra l p u b l ic  w ith  a p p ro x im a te ly  f i f 
te e n  p e r c e n t o f  o u r  c u s to m e rs  c o m in g  

fro m  in d u s try  a n d  research  in s t itu t io n s . 
B e ca u se  w e  se rve  so m a n y  e x te rn a l 

c u s to m e rs , w e  see th e  l ib ra ry  as a p a rt 

o f  o u r  p a re n t o rg a n is a tio n s ' p u b lic  face  

a n d  c o rp o ra te  im a ge .

W e  are  a lso  p a rt o f  th e  n a t io n 's  in 

fo rm a t io n  in f ra s tru c tu re ,  ( o n e - th ird  o f  

o u r  c o m m u n ic a t io n s  m a te r ia ls  is h e ld  
b y  n o  o th e r  A u s tra l ia n  lib ra ry )  w ith  

m os t o f  th e  c o lle c t io n  re p o rte d  to  A B N . 

W e  re s p o n d  to  reques ts  fro m  o th e r  l i 

b ra rie s  im m e d ia te ly  on  re c e ip t and  a im  

to  be  a l ib ra ry  o f  f irs t reso rt.

D u r in g  th e  las t tw o  ye a rs  th e  d e 
p a rtm e n ts  w e  b e lo n g  to  h a ve  had  c o n 

s id e ra b le  cu ts  in  p e rs o n n e l a n d  fu n d s . 

A d d i t io n a l ly  w e  h a v e  had  to  fa c e  o r 

g a n is a tio n a l, c u s to m e r b e h a v io u r , te c h 

n o lo g ic a l a n d  in fo rm a t io n  in d u s try  

c h a n g e . T he  l ib ra ry  has had  to  a b so rb  

p a rts  o f  th e  c o lle c t io n s  a n d  c u s to m e rs  

o f  a b o lis h e d  o r  re -o rg a n ise d  fe d e ra l a u 
th o r it ie s ,  w h ic h  has c o n s id e ra b ly  in 

c rea se d  th e  v a r ie ty  o f  to p ic s  c o v e re d .

T o  m e e t th e  c h a lle n g e  o f  th e  

c h a n g e s  e n v e lo p in g  us, w e  d e c id e d  to  

fo c u s  o n  c u s to m e r  s e rv ic e  a n d  to  m a x 

im is e  th e  re so u rce s  a v a ila b le  to  us by  
th o ro u g h ly  re v ie w in g  h o w  w e  d o  

th in g s . W e  a lso  re s p o n d  to  e a ch  n e w  

c h a n g e , c h a lle n g e  o r  th re a t b y  in s ta n tly  
in c re a s in g  o u r  v is ib i l i t y  a n d  th e  a w a re 

ness o f  o u r  s e rv ic e s  w ith  a p u b l ic i t y  
b l i tz .

E ve ry th in g  w e  d o  in  th e  lib ra ry  c e n 

tres o n  c u s to m e r se rv ice , th e  reason fo r  

th e  l ib r a ry 's  e x is te n c e . A  v ita l p a rt o f  

o u r  se rv ic e s  is to  a d v is e  a n d  h e lp  o u r

c u s to m e rs  to  le a rn  a b o u t in fo rm a t io n  

a n d  lib ra r ie s . W e  d o n 't  ju s t c a tc h  fish  

fo r  o u r  c u s to m e rs  —  w e  a lso  try  to  
te a c h  th e m  h o w  to  f is h  fo r  th e m se lve s .

S o m e  o f  th e  th e  c h a n g e s  th a t w e  
h a ve  re c e n tly  im p le m e n te d  a re  n o t es

p e c ia l ly  u n u s u a l. T h e y  in c lu d e  p ro v id 

in g  w o rk s ta t io n  access to  th e  c a ta lo g u e  

a n d  n e w  b o o ks  lis t in g , fo l lo w in g  up  on  

c o m p le te d  in q u ir ie s ,  h a n d -d e liv e r in g  

m a te r ia ls  a n d  a lw a y s  b e in g  o p e n  

w ith in  o u r  a d ve rtise d  h ou rs . W e  ensu re  

th a t th e  lib ra ry  p resen ts  w e ll w ith  lo ts  

o f  d is p la y  and  re a d in g /u s e  space , c o n 

s ta n t t id y in g  a n d  c le a n in g ,  a n d  c le a r , 

d y n a m ic  s igns.

O th e r  asp e c ts  o f  o u r  c u s to m e r  

s e rv ic e  a re  less u s u a l, a lth o u g h  so m e  

a re  d e r iv e d  fro m  p u b l ic  l ib ra r ie s  o r  

sm a ll bus iness. T hese in c lu d e : h a v in g  a 
c u s to m e r  s e rv ic e  c h a r te r ;  c o n d u c t in g  

use r su rve ys ; us in g  th e  c a ta lo g u e  to  lis t 

In te rn e t add resses , s u b je c t  s p e c ia lis ts  

a n d  m a te r ia ls  h e ld  e ls e w h e re  w i th in  
th e  d e p a rtm e n ts  and  e le c t ro n ic / fu l l  te x t 

jo u rn a ls  and  d a tab a se s ; g iv in g  o u r  e n d  

p ro d u c ts  (such  as re fe re n c e  in q u ir y  re 

p o rts , lis ts , g u id e s , c u r re n t  a w a re n e ss  
b u lle t in s )  c o lo u r fu l,  d is t in c t iv e  c o v e rs ; 

p ro v id in g  a fo o d -d is p e n s in g  m a c h in e  

(w h ic h  a lso  g e n e ra te s  in c o m e ) ;  m a in 

ta in in g  e x te n s iv e  In te rn e t a n d  in tra n e t 

s ite s  w i th  re fe re e d  h y p e r te x t  l in k s ;  

d ra w in g  to g e th e r O P A C , C D -R O M , PC 

a n d  m u lt im e d ia  to  c re a te  an e le c to n ic  
in fo rm a t io n  c e n tre ; p ro v id in g  a le is u re  

re a d in g  c o l le c t io n  o f  d o n a te d  f ic t io n  

p a p e rb a c k s ; h a v in g  a s in g le  te le p h o n e  

n u m b e r  fo r  a ll in q u ir ie s ;  u s in g  c o n t ro l

led  s u b je c t te rm s w h ic h  are  m e a n in g fu l 

a n d  fa m il ia r  to  o u r  use rs ; a n d  h a v in g  
th e  w o rk  a rea sepa ra te  a n d  n o t v is ib le  

fro m  use areas.

T he  lib ra ry 's  s ta ff c o m p r is e  tw o  f u l l 
t im e  a n d  tw o  p a rt- t im e  lib ra r ia n s  a n d  a 

s u p p o r t pe rson  (w h o  h a n d le s  c o m p u te r  

sys te m s  a n d  p u rc h a s in g ) .  A m o n g  th e  

lib ra r ia n s  th e re  are  n o  set tasks —  e v e 
ry o n e  d oes  so m e  c a ta lo g u in g , m a il/s e -  

r ia l p ro ce ss in g , re fe re n ce , in te r - l ib ra ry  

re q u e s ts , a n d  o n - l in e  s e a rc h in g . T h is  

m e a n s  th a t e v e ry o n e  ca n  h a n d le  a n y  

ta sk , w o r k  lo a d s  a re  sh a re d  e q u a l ly ,  
a n d  e a ch  pe rson  has a m o re  v a rie d  and  

in te re s t in g  jo b . F u rth e rm o re , th is  d oes  

n o t le a v e  th e  lib ra ry  u n a b le  to  p rocess  
c l ie n t  req u e s ts  b e ca u se  th e  p a r t ic u la r  

p e rso n  th a t w o u ld  h a n d le  th a t ty p e  o f  

re q u e s t is a w a y .

A n  e f fo r t  has b e e n  m a d e  to  e l im i 

n a te  u n n e c e s s a ry  re c o rd  k e e p in g . 

T h e re  a re  no  p a p e r re c o rd s  fo r  lo a n s  

(a ll ite m s  a re  b a rc o d e d ), re s e rv a tio n s

and  in te r- l ib ra ry  loans. W e  use th e  free- 

te x t  n o te s  f ie ld  v e ry  h e a v ily  to  re c o rd  
a c t io n  ta k e n  o n  in te r - l ib r a r y  req u e s ts  

a n d  o rd e rs . W e  k e e p  n o  re c o rd s  o f 

A L IA  v o u c h e rs .

T h e  T ra c e  L ib ra ry  uses Book Plus, 
a n d  s e v e ra l o th e r  s o ftw a re  sys tem s 
w h ic h  h e lp  to  s im p lify  tasks. For e x a m 

p le , to  p ro d u c e  W hat's new, th e  l i 

b ra ry 's  e le c t ro n ic  n e w  ite m s  lis t,  w e  

use s o ftw a re  th a t a llo w s  us to  s tr ip  ca ta 

lo g u e  re c o rd s  in to  a s c r ip t f i le  w h ic h  is 

th e n  lo a d e d  o n to  th e  o f f ic e  n e tw o rk s . 

T h is  e a s y -to -u s e , fas t sys te m  o b v ia te s  

th e  need  to  re -ke y  d a ta .

W e  d o  n o t c ir c u la te  jo u rn a ls .  T h is  

is a t im e -c o n s u m in g  and  e x p e n s iv e  e x 

e rc ise  w h ic h  g u a ra n te e s  th a t m os t p e o 

p le  on  a c ir c u la t io n  lis t are  n o t a w a re  o f 

c u rre n t d e v e lo p m e n ts , and  p re ve n ts  the  

l ib ra ry  f ro m  b e in g  a b le  to  p ro v id e  a c 

cess to  th e  m os t u p -to -d a te  in fo rm a tio n . 
W e  w o u ld  be  u n a b le  to  re s p o n d  to  

th o s e  re q u e s ts  (a n d  w e  g e t a lo t  o f  
th e m ) w a n t in g  o n ly  th e  m o s t re c e n t in 

fo rm a t io n  if  w e  c ir c u la te d  o u r  jo u rn a ls . 

In s te ad , w e  d is p la y  c u r re n t issues (ea r

lie r  o n e s  m a y  be  b o rro w e d ) ,  in d e x  key  

a r t ic le s ,  a n d  p ro v id e  s p e c ia lis e d  c u r 
ren t c o n te n ts  se rv ices . R e le va n t c u rre n t 

a w a re n e ss  se rv ices  a re p u rc h a s e d  fro m  

o th e r  l ib ra r ie s  a n d  w e  re ly  o n  R euters, 
ra th e r th a n  k e e p in g  lo n g  runs  o f  n e w s 

pa p e rs .

W e  a re  e x p e r im e n t in g  w i th  e n d -  

use r s e a rc h in g  a n d  d o c u m e n t  d e liv e ry ,  

a n d  in  t ra in in g  in d iv id u a l c u s to m e rs  at 

th e ir  d e sks  in u s in g  th e  In te rn e t a n d  

n e tw o rk e d  C D -R O M s . W e  a re  lo o k in g  
at e x te n d in g  e le c tro n ic  d e liv e ry  o f  se rv

ices, e s p e c ia lly  in d iv id u a lis e d  c u rre n t 

a w a re n e ss  se rv ices .

L ib ra r ie s  a re  in te rm e d ia r ie s  a n d  

g a te w a y s  b e tw e e n  th e  users w h o  w a n t 
in fo rm a t io n  a n d  th e  in fo rm a t io n .  O u r  

cu s to m e rs  re a lly  d o n 't  ca re  w h e th e r  th e  
re q u ire d  in fo rm a t io n  o r  d o c u m e n t  

c o m e s  fro m  o u r  c o l le c t io n ,  a n o th e r  l i 

b ra ry 's  c o l le c t io n ,  o r  f ro m  a d a tab a se . 

T h e y  w a n t  an e f fe c t iv e  a n d  e f f ic ie n t  

s e rv ic e  th a t  d e liv e rs  d o c u m e n ts ,  a d 

v ises a n d  d ire c ts , th a t has a p p ro p r ia te  

sys te m s  in  p la c e  a n d  p ro v id e s  th e m  

w ith  th e  sk ills  nee de d  in an in fo rm a tio n  

w o r ld  ( in c re a s in g ly  so th a t  th e y  ca n  

h e lp  th e m se lve s ). O u r  a b i l i t y  to  a c c e p t 

c h a n g e  p o s it iv e ly ,  in  fa c t to  see e v e ry 

th in g  in  te rm s  o f  c h a n g e  (w e  e ve n  

c h a n g e  th e  fu rn itu r e  a ro u n d  e v e ry  so 

o fte n ) , a n d  to  e x te n d  a n d  d e v e lo p  o u r 

se rv ice s  in  a p e r io d  o f  u n c e r ta in ty  has 

seen th e  T ra ce  L ib ra ry  re ta in  its share o f 

c o rp o ra te  reso u rce s . ■
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