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Term Name

Definition

title A name given to the resource.

creator An entity responsible for making the resource available.
subject The topic of the resource.

description | An account of the resource.

publisher An entity primarily responsible for making the resource.
contributor | An entity responsible for making contributions to the resource.

A point or period of time associated with an event in the lifecycle of the
date resource.
type The nature or genre of the resource.
format The file format, physical medium, or dimensions of the resource.
identifier A related resource from which the described resource is derived.
source An unambiguous reference to the resource within a given context.
language A language of the resource.
relation A related resource.

The spatial or temporal topic of the resource, the spatial applicability of
coverage the resource, or the jurisdiction under which the resource is relevant.
rights Information about rights held in and over the resource.
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(1) The activities carried out by a library or processing center to prepare items for use.
For books, includes jacketing, affixing labels and pockets, stamping ownership
marks, and marking.

(2) Atransaction in which, upon request, one library lends an item from its collection,
or furnishes a copy of the item, to another library not under the same
administration or on the same campus.

(3) Various methods by which leaves, sheets, sections, signatures, etc., are held
together or affixed so that they will be usable and resistant to wear for a
prolonged period.

(4) Those activities connected with charging and discharging items borrowed from the
library collection, generally for outside use. Included are the loan of items from
special and reserve collections; maintaining loan records; monitoring and
collecting overdues; renewing loans; reshelving items; stack maintenance; and

the distribution of audiovisual materials.

a. binding b. cataloging c. circulation services
d. collection development e. information retrieval f. interlibrary loan
g. inventory h. library survey 1. physical processing
j. reference service k. shelf reading 1. user education
(A2 4]
(1) (2) (3) (4)
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Between 1996 and 2006, the number of reference queries that RCL received each year
has dropped from 97,850 to 47,950 — a decrease of nearly 50,000 queries. While this is
useful information, the numbers fail to answer the question “why?” Most of us would
guess that the Web has taken the place of the reference librarian as a means for
answering ready-reference questions. But, should all of this decrease be attributed to
the Web? According to the qualitative data, at least at RCL, the answer is “no.” And
more importantly, there are things librarians can do to reverse some of this trend.

Buried within the hundreds of pages of students interview transcripts that the RCL
projects collected are indications of some of the barriers that prevent students from
approaching the reference desk for assistance. For example, there is frequently a queue
of students waiting to use the public computers in the libraries. Consequently, a student
at a computer who needs reference assistance might not want to risk losing his/her spot
at the computer by walking away from it to go to the reference desk. The need for
reference assistance is still present, but the requirement of physically visiting the

reference desk is no longer an adequate solution.
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The concept of taking control refers to the process of understanding the factors that
influence how service quality and satisfaction are defined, achieved, and assessed and
how these factors influence the mission of the library and its funding. It also refers to
the process of using one’s management prerogatives and skills in taking control of
elements within one’s domain and power in order to influence outcomes.

Figure 1, which arranges a set of relationships called “the wheel of influence,”
illustrates the key interrelating factors. In this model, the funding source is placed at
the top. This source will vary in libraries of different types, but in all cases the funding
source will be the individual or body that is responsible for allocating the library budget
or has ultimate responsibility for how much money the library is given to operate
according to its mission. This is the group that has its hands on the purse strings. In a
public library, this group is the board of trustees or local government; in an academic
library, it may be the provost and others who allocate the budget. From the funding
source, follow the wheel counterclockwise.

The next point of influence is the mission itself. Clearly, those individuals who are
charged with the funding responsibility significantly influence the acceptance, if not the
definition, of the mission. The connection between the funding source and the mission is
integral.

Continuing counterclockwise past the mission, the next influence point is execution.
This represents all the ways in which the library’s mission is carried out and, in
particular, the ways in which service is delivered to the customer. Some service can be
delivered to the customer without necessarily involving staff directly; however, the role
of staff in delivering service to customers is critical. This link between staff and
customer is reforged each time an interaction between the two takes place, and it is
through such encounters that the customer creates a mental image of the library and its

panoply of offerings. Jan Carlzon describes such encounters as “moments of truth.”
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Figure 1 : The Wheel of Influence
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