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Well, I don’t know whether I’m going to actually tell you anything more about myself. This is not flat. Now I know why Stephen kept coming around the front and doing that. Alright. I’m going to tell you right now that Stephen, who isn’t in the room, I give him dispensation not to be here. He actually has a conference call this morning. But, he’s heard me do this presentation I think 3 times or a version of it and Erin has heard it at least once. We tend to move.  When you get known for speaking about things, you kind of get called on so we circulate like a small nomadic tribe. 
Normally, I don’t use speaker notes, but this presentation has numbers in it and I’m essentially innumerate. I actually have to look at the page to see what the numbers are otherwise I would say terrible things about the survey results I’m going to talk about.
 I’m very pleased to be here. I actually spent 11 years working at the University of Calgary in Alberta as a reference librarian. My library degree is from University of British Columbia, so I think of myself as a western[er]. I spent a year in Alaska working at the University of Alaska, Fairbanks, so I think I’ve earned my chops as a western[er]. Let me just. I titled this, this way. Not that we don’t necessarily share some of the perceptions of libraries and information resources. It’s not that we’re completely alien to the opinions that I’m going to talk about. But, this is meant to be from a work perspective to the reality of the people that we’re serving. So as a community of librarians we tend to have a global perception, perhaps about what we should be doing and the kinds of services we should be providing to people, that may be at odds with the individual opinions of the people that responded to the survey. So that’s what I’m going to be talking about. 
This is where my life as an accidental futurist started. Because, when we began work on this, I was asked by J. Jordon to contribute to the work on the team because he liked the way I wrote. What happened as we developed the structure for the environmental scan was I had to find a structure for the report. It wasn’t enough to just write a whole bunch of words and present them. We decided we needed a really robust framing structure to talk about the trends that we thought were going to be significant for people using and working in librarians. And, I discovered, because it wasn’t familiar to me, environmental scanning which is frequently done in the business community. Some of you may know that already. But was not well known to librarians and when I looked at the library literature for material on environmental scanning as a method of strategic planning, as a portion of strategic planning, it was pretty skimpy. There really wasn’t anything. And in fact, one of the very first presentations that I gave, somebody in the audience, a fairly young librarian, came up to me afterwards and said, “You know. When I first saw this title, I wondered why OCLC was writing about trees.”

 So, there wasn’t very much knowledge about that. But, since we did this scan and presented that structure to people, many people have used the same structure to look at their own environment as a part of strategic planning. And, indeed, in Idaho when you’ve been working on your strategic plan you have incorporated many of the same techniques for scanning the future that professional futurists do.
 I actually belong to the World Future Society which anybody can join for $45 a year. But, it’s a pretty cool thing to have on your resume. There are actually schools for professional futurists now so when you say “professional futurist” it’s not just an oxymoron. 
So this is where we started and we got sort of notorious or famous for it, depending on your opinion of what we were talking about in there. And, this is my one slide summarizing the entire environmental scan. One of the most significant things I think that came out of this when we looked at it was a very clear picture that the environment in which people lived, did things, communicated, found things, and socialized had changed from the kind of thing that we might have been thinking about in terms of providing library services. And my colleague Lorcan Dempsey, the Vice President of research at OCLC, coined the word “Amazoogle” to allow us to talk in shorthand about all of those entities out there in the web that have a profound impact on our lives.  Amazon, Google, Yahoo, EBay, all of the big players that have really changed how we think about participating in various activities on the web. He decided it sounded friendlier then Googlzon. So we adopted this phrase “The Amazoogle” to talk about this big metamorphic cloud that’s out there that’s a mixture of infrastructure, content and then social activities in that space. 
So, the points on the screen. You know, the reality is that this is where people usually begin and end their activities. In this cloud out on the internet that is ubiquitous. It follows us around. We don’t have to go to it. It comes to us. Comprehensive, people perceive it to be. So, one of the beefs that librarians frequently have about people using the Amazoolge environment is that it’s not comprehensive. It doesn’t include things that are in libraries.  That are behind firewalls.  That are in data base silos. Things like that. But the perception is of many people that it is comprehensive. 
And then the question as we did this scan was, “Well, where are the library services in this?” Stephen showed you an example of that yesterday. He showed you the Google local, the Google maps, and typed in the search word “books” and no libraries show up. So, for the most part, we are pretty invisible to the people who are out there in the Amazoogle user environment. Now one of the outcomes of doing the environmental scan at OCLC, which was done as part of our business planning process, was WorldCat on the web.  So, Open WorldCat is a direct off-shoot of the work that we did and the thinking we did in the environmental scan. And said, “Holy crow! We have got to get our stuff out where people are actually looking for it. “That whole program was developed to start addressing some of these needs. So out of that thinking about the cloud, the Amazoogle user environment, we ask this rhetorical question which is a duh no-brainer one, I hope. “Does the future of libraries depend on their ability to meet the needs of users?” Well, was it not ever so? Yeah. 
But the question is: where is the fit between our perception of the needs of users and what they perceive their needs to be? We often don’t really know. When we do surveys in our community we often do surveys of the people who already participating in our services. Well, that’s preaching to the choir, you know. It doesn’t tell you very much about the rest of your community if you only speak to people who are using your services. 
And then the other thing I always find amusing, in a sad kind of way, is we always ask people in surveys about how much they like libraries? Do you think they should exist?  Well, that’s sort if like saying, “Do you think you should breathe? Because, in our culture, libraries are imbedded enough in the collective psyche that most people, certainly people over the age of 15 or so, are going to have a really hard time imaging what a world would be like without libraries even if they don’t use them. So asking people how much they like them or whether they think they should be there is really not a very worthwhile way to expose what people think about your services. And then, clearly, if we start thinking about who our users are, do we know enough about what their needs are to determine how we should provide services to them? And, if you do some research and look at the kinds of surveys and the work that people are doing in this, the answer is, “No.” 
Stephen.  The SirsiDynix Normative Data Project is going a long way to providing the sort of data on a real time bases to the librarians about the demographics of their communities and how that relates to circulation and interlibrary loan activities and trying to mesh those things. So, that you actually have a much better picture in a much better time frame of what people might need. 
I spoke to a group of librarians. Mostly library directors and branch mangers and library trustees in the Detroit area. Now, Detroit, unlike this part of Idaho, is not a homogenous community. It is not predominately white. The room was 98% Caucasian. Probably 70% were over 45. Maybe even older then that.  And, the person who spoke after me was a demographer from Wayne State University who showed a very interesting presentation over ethnic background over a time span so from about 1930 through to the present and it was just phenomenal how it changed. Now I didn’t know. My excuse for myself is that’s not where I lived, so I didn’t necessarily know this. The main part of Detroit is not predominantly African American anymore. They have migrated out of the city and into the suburbs. He had some interesting remarks about the people who moved in. I pick on these people because it was such an “ah-ha” moment to me. People in the room did not know what he was telling him. Here we have people who are serving the populations that he was talking about on the screen and this was news to them. I’m sure they are not unique. You know we have a dearth of tools that we can use to get at that information in real time and yet it is increasingly important that we be able to do that kind of thing. 
So that’s a long preamble to this which is the most recent report that we’ve published. Well, I’ll tell you it’s not actually. When we did the scan we started talking to people. I started going out and talking to people, Cathy DeRosa, my boss, George Needham. Both of them you may have heard. We started thinking as we spoke and also heard from people that we didn’t know enough about what people thought about libraries. So we raised all kinds of questions. Plopped a whole bunch of big ideas down onto people’s plates and then kind of walked away from it. We always had in the back of our mind we were going to have to do something as a follow up. Most people said, “When are you doing Son of Scan? So when are you doing the next scan” 
Well, we’re not for a long time because the nature of scanning is that it doesn’t really lend itself to being done very frequently. The trends that you are looking at in environmental scans should be really big ones. You know. The big waves, the ocean surf that we all float on top. So it doesn’t really work to do a scan. In fact, there are parts of it that I would defiantly change now, but most of it is still pretty relevant. But internally at OCLC we said, “Ok, what can we do now that would both help us at OCLC and the library community understand a little bit more about what we’re actually looking at when we put those trends with what people actually think about what we’re doing?” So, this is what we did.  The bullet points there are the main focus of the report.  These are the things that we thought that we wanted to know. 
Now, my boss, Cathy, is not a librarian. She has an MBA from Harvard and started life as an accounting major. She is very focused on business, economics, and branding. So, we decided we were going to talk about brand in the survey that we did. It’s not so bad anymore, but several years ago, if you mentioned customers or brand or those marketing types of words in a room of librarians, sometimes you get people hissing at you. Luckily things have changed quite a bit so we haven’t had that sort of reaction. Here’s who we talked to if you’ve read about the survey or you’ve read it yourself.
 We had Harris Interactive do the survey for us. They are a very well know polling company and have access to over 7 million people in their panel. They maintain this panel of over 7 million people and they draw from that very large pool to create the sample size, the sample group for customer surveys. So, that’s what they did for us and here’s how the demographics broke down. Now, we deliberately chose countries where a lot of people would understand English because the survey was conducted in English. We couldn’t afford to have it translated into a whole bunch of different languages and do it there. We would like to in the future, but we weren’t able to do that now. The other thing to keep in mind is, because this is conducted online, (the Harris Surveys are conducted online) in some sense this is a self-selected group. So, this is not people who don’t somehow have access to the web. Sometimes that will cause people who are listening to a presentation like this to dismiss the results because they say, “Oh, in my community X % of people don’t have access to the web.” Well, I think you probably got the sense last night when Stephen was speaking, that that number is ever diminishing because of what communities are doing and where broadband access is going to be.  Almost everybody somehow is going to have access to the internet. Now for many people in some socioeconomic groups that may be at the library and we have some data on that. Planning services for people who do not have access to the internet is probably not a good idea. As Stephen said last night, “That inevitable planning for the now not the future.” You can’t make assumptions about people’s ability to consume content and participate in activities on the web based on what people have now. 
Now, the other thing to know is that in most of these countries except for India, the percentage of people who have access to the web is over then 60%. That’s huge and its increasing very, very quickly. Even in India which had… I don’t have the numbers here and, see, I am innumerate. The percentage of people with access to the internet in India is very small but their population is so large that the number of people who have access to the internet is larger then the population of Australia.  The entire population. So we’re talking about millions and millions of people world wide who have access to the web. 
Now, the other thing we often get slammed on is that this number 3,348. You know, how can that possibly be representative of a community, a country, the world? Well, I’m not a statistician, but the people at Harris who do this as a living do have statisticians and this is a statistically significant sample. So the data is representative of most of our communities. Not in a microcosm, but in a general way. So, we’ve had people say, “Well, I’d really like to redo your survey in my neighborhood, in my state, in my city.” It would be like a total waste of money. 
I’m just telling you that right now. Your results in aggregate are not going to be that different than ours. We did publish a subsequent report that is a subset of this one that looks at college participants. I was going to say “college age” but that’s a silly designation because the people who are participating in post secondary education in our survey ran from 17 to over 65. So there were 396 of them. So, essentially 10% of our respondents here were participating in higher education. I’ll talk a little bit about how some of those results were a little bit different then others. But again even that small number is statistically significant. 
And, I’ll tell you that those lovely Pew reports that Stephen and I will refer to so often when we do presentations are with much, much smaller groups of people then our survey. 1500 people sometimes. And then they write those big reports that extrapolate it out to the behavior of an entire country. So, a reminder though. Anytime you do a survey, they don’t measure how good our survey is at all. They measure how well you do against people’s expectations of your survey. Because, there is no absolute way to measure goodness, right? That’s probably going to be judgment day for those and then we’ll be weighed. You have to keep in mind that even if you don’t agree with your results or they don’t seem to fit with what you understand about your community, it doesn’t matter, because these people are telling you what they think about your services, your library, your community. That’s part of the referred to the suspending of judgments. 
There are lots of things in here that you might find puzzling or disagreeable, but that’s the way it is. And I have to tell you, presenting this report is really hard because if you looked at the report it’s about 175 pages of data. You know there’s not a lot of writing in there.  There’re a lot of tables.  There’re a lot of charts. And, then a good third of it is the actual reproduction of the numbers at the back of the report. It is impossible for me to do anything except skate over the top of this stuff. Remember I am taking things out of context and presenting them in isolation, but its just to give you flavor of what we saw and what we thought about that. 
In the first part of the survey we looked at these things: Libraries and information sources, use, familiarity, and favorability. I need to tell you one thing about the survey. We structured it so that the questions about libraries came later in the survey. We asked the more generic kinds of information seeking behavior questions earlier on so as not to skew people’s perception of what they should be answering. You know when people answer surveys and you know if you study survey taking you know, that if you foreshadow too much about what the survey is about, people try to be good survey takers or they already have, “Oh, this is about libraries. Well, I’m going to answer this way.”  

In constructing a survey you try and put the more natural stuff at the front so you really get at the question. I’ll tell you when we get closer to the end, the question we asked people first. When we were looking at how people use information, we asked them this: “Please indicate if you have used the following electronic information sources, even if you have used them only once.” 
Now keep in mind the age range of the folks we were talking to.  Somewhere between the ages of 14 and some were over 65.  So, broad range of people. This is maybe kind of hard to see.  But, what is important here is what’s above the 50% line. 50% of those respondents use online news, instant messaging, search engines, and email. Email, unsurprisingly, is at the top with 74%.  But, I’ll bet you some of you in the room here are a little surprised that instant messaging showed up at 51%.  Above a whole bunch of other things that we may think were going to be used more by people. So, 51%.   That doesn’t mean that everybody under the age of 20 is doing it. It means that was pretty well used across the spectrum there. I always use this slide to say, “You know, if there’s anybody who still thinks this is a fad. Not. Not.” 

This is where I give my little stunt speak about the difference between a fad and a trend because its very difficult sometimes to decide which is which. We tend to dismiss fads as being very ephemeral. Not terribly important. If it’s not something you’re interested in you can ignore it. But trends are things we need to pay attention to. So how the heck do you decide which is which. Well sometimes its really, really hard, but when you do that kind of work you start looking for it showing up in a bunch of different places. 
So, if you go to an airport and you see, as I did yesterday, two elderly people sitting with two little devices doing something like this. Now what they were doing was probably playing Yahtzee or, you know, crosswords on little devices. But that behavior would never have happened. You’d never have seen that a few years ago where people of that age group where quite happily using little tiny devices with little tiny screens to do something. So, hat may have looked like a fad but its a trend. 
Here’s a real example that I think will help you sort that out in your heads. In the early part of the 19th century women started cutting their hair. Right? The flappers. They bobbed their long hair so that it looked; well, a little bit like mine. And, when that happened a lot people said it was a fad. They may not have used that word, but there was a lot of anxiety about this. You know this was not appropriate. Women shouldn’t be doing this. They’ll get over it.  It’s just a silly fad. Well, hindsight tells us it was actually the leading edge of women’s emancipation. You know that it was one of the visible signs of women throwing off the perceived shackles of their social confines and saying, “I’m not going to spend 3 hours a day having my hair dried and fixed and things like that.”

Sometimes what looked like trivial kinds of things are actually part of a much bigger trend. So as you train yourself to do that, you’ll go, “Wow you know that’s totally unimportant to me, by gum, that’s the 5th time I’ve seen this mentioned in 5 different publications in 2 weeks. There is something going on here.” So this was a clear message to us that there is a lot of activity going on there that we might be underestimating. 
We asked people where they begin an information search. Where do you typically begin your search for information on a particular topic? The letters are small there so that 84% is for the bar that says “search engines” and then you can see everything else just drops off the face of the earth. It goes down to 6% email. I don’t know if you can see it at the bottom of the screen. “Library website” was the 1%. 1% which is essentially statistically nonexistent. So, Stephen, did the ‘Google vs. Us.’ Why are we even doing this? We lost this. This is over. We are not competing with search engines and if we are, it’s a total waste of time. It’s Don Quixote tilting at windmills. It just is not something we should even be talking about anymore. Because we’re not ever going to get that market share. That doesn’t belong to us.  It’s gone. And just to talk about that.  Search engines didn’t really exist 10 years ago.  And, in 10 years look at how much market share they’ve gained.  Just phenomenal. Yeah, sorry, just to beat you over the head with that. 
So here’s a question we asked. We said “Please rate the degree to which you agree or disagree that each electronic information source provides worthwhile information”. The percentages that are on the screen are those that said either completely agree or agree. So 93% of the respondents said they agreed or completely agreed that Google provided worthwhile information. 78% said library websites provide worthwhile information. Why we found this so fascinating, and we deliberately asked the question in this way, is that “worthwhile” is one of the values we think belongs to us. So, “quality”, “worthwhile”, “trustworthy”, all of those kinds of characteristics that we assign to ourselves in the role of our relationship with our communities.  
Our respondents are telling us you don’t own that. Now, whether we agree if Google provides worthwhile information is another debate. But, according to our respondents, that’s not even necessarily worth debating with them because 93% of them think that Google provides worthwhile information.  Now 78% isn’t bad. It certainly isn’t bad, but we are not the winners in that category. 
We asked, “What do you use”, please, if you have used each source, even if you have only used it once”. So you can see that the awareness which again is part of a brand. You know what do you know about something. “Please tell us if you’ve used it only once” So, online librarian, library websites are down below 25%.  Then because of the time we took the survey, you’ll see that there are search engines there that don’t really even exist anymore which still beat us. There’s Google and Yahoo in the top search category. Now it’s interesting because Yahoo actually has more searches done through its service then Google, but this is the mind share. This is the market share that Google holds which is so, so strong. You know, you could say that maybe Ask a Librarian or online libraries are not necessarily so well known to people because many libraries have just started doing that and maybe haven’t advertised it heavily. But the library’s website [has] probably been around pretty long and it still isn’t used. 
Now, before that makes you consider, you know, going off and working on a cruise ship for the rest of you life. I want to show you a comparison. This was a question we asked people about. We asked them a whole bunch of questions about their usage of electronic resources, library electronic resources, and then there was one about the online library catalog. You can see here the percentages of people that said they used it at least monthly or at least annually. And then there is about 36% of people that said, “Not even once. Never have used. Used to use. It don’t use anymore.” You can look at those numbers and to me that’s not bad but it’s not really great. Well, 1948. Here’s the usage of the card catalog. Know about it but have never used it.  Don’t know what it is. And, then, couldn’t even answer it, is about the same percentage. Actually it’s higher. So, I don’t know. We’ve gained how many percentage points in many times? But the point is, if you’re familiar with this, this is from the public library inquiry. 
I don’t know how many of you are familiar with the 5 volumes, 5 different publications in this. It’s well worth going back and looking at if only for a reminder that things don’t change much. Because in 1948 the people who conducted this survey, the folks at the University of Michigan, did it on behalf of ALA to determine what the public knew about libraries. We didn’t actually discover this until after we had written the report. I don’t remember ever hearing about it in Library School which kind of surprises me. Maybe I just skipped that day. I don’t know. But what was so incredible to us was how similar people’s responses were to questions about their awareness and use of library resources to ours. And so in one way it was kind of depressing that we had this black hole in terms of our historical knowledge of people’s use of libraries. I mean nobody that worked on the survey, and there were several librarians who should have known, were familiar with this. George Needham, who was the state librarian of Michigan and a public librarian for many years, hadn’t looked at it. 
But, it is worth thinking that we’ve spent so many decades trying to change people’s behaviors and here is solid evidence from a survey done in the late 40’s to a survey done in early 2000, well 2004, where the data is almost the same. So what have we been spending our time doing? Probably things we don’t need to do because it doesn’t seem that what we were doing changes people’s minds. That means we have to think differently about how we communicate, who we are, and what we tell people about ourselves. 
So, we asked people how they find new stuff. You know, that’s an interesting thing. We’ve thought of ourselves as information guides. You know people phone or come to the library when they need to find stuff. You know, “I don’t know about a topic, I’ll go to the library and they’ll help me start.” Well, you can see there again, unfortunately we end up on the bottom of the heap. 
People use friends 61% of the time, links from other sites and news media above 50% and there we are. Librarians stand at 8% and the library website at 15%.  This is almost exactly the same as in the 40’s. So when a very similar question was asked to the survey group in the 40’s, “How do you …” They were given choices. How do you find information on nutrition? There were 4 different subject categories. The same percent, not the same numbers but very large percentage of people say, “I ask friends.”  

So, one way of thinking about this is to kind of get all depressed. “Oh, we are going to have to do a better job of advertising and telling people what a wonderful job we do,” and all that stuff we think we need to do which never ever works. So, we looked at this and we said, “Maybe we need to figure out how we get ourselves into that top category.  How do we become a friend?” Now, the wonderful thing for us is that we have way more ability and opportunities to become friends of the people that we serve and that are in our community. And the library is a perfect example of that where the library itself has a MySpace profile and it has 58 friends. So, as we move ourselves out of this category where we are separate from the community, perceived as being there but not necessarily of the community in the same way that friends are a part of your life. 
Jennie Levine, when we wrote the environmental scan, she and I had a long conversation as I was trying to wrap it up. She’s the Shifted Librarian. She’s recently moved to ALA from public library. She said, “This is our trusted circle. We have to be in people’s trusted circles”. So. I look at this as an opportunity, not as a record of dismal failure. We asked lots of questions about how people actually use the library both in person and online. The good news was that most of the people in our survey actually had library cards. So they at least had made some kind of choice at some point about the library as a good thing in their lives. My personal opinion is the public library campaign right now to get people to acquire library cards and the ALA at your library campaign are not terribly successful because somebody having a library card doesn’t tell you anything about how they use it. If they use it. If they’re ever going to use it again.  Just having the card doesn’t really do anything. It does mean that we’ve convinced people as a community that’s it’s a good thing to do. Being a public good is better then being a public bad. 

These are things that our survey respondents said they do less of due to internet use. Now the interesting thing with surveys is you have to structure a question so people can answer it. So you often don’t necessarily know what else they do. The thing that really stuck us when we looked at this is that we don’t know how people interrupted the question. When we said, “What do you do less of because you spend more time on the internet?” If they said, “I read the newspaper less.” I’m guessing.  I can’t, of course, substantiate this because we don’t have the data. “I do a lot more newspaper reading on the web now then I used to.” But, if I’d been presented with this kind of survey question I might have said, “Oh, yeah.  I read the newspaper less because I physically read the news. You know, the physical artifact, I read less.” So it’s always interesting to think well, you know, some of this stuff has shifted. 
Stephen mentioned this yesterday, where we, when we read literacy surveys or we think about how peoples reading habits are changing or not. We read surveys that say people’s reading is going down. Well that’s probably print books but there are lots of different ways to read and literacy is changing so that reading has a lot of different manifestations now. But, just look at this as an aggregate. Just think of this as a picture about what people think about their lives and what they’re doing less of. 
It’s interesting and perhaps not surprising.  Although, a year ago, 39% of people watch less television. It’s just not as much of an important media to people. Among young people that would a much higher percentage. I’ve seen surveys where the younger people responding say they don’t watch television at all. Now I don’t watch television. We actually don’t even own a television and haven’t for many years and for a long time we were weirdoes.  You know people, “How can you get by without a television?” Well, very nicely, thank you. But now we’ve substituted. My husband and I watch lots of stuff on the web. So it’s kind of crept back in. People are probably doing more of that as it’s easier and easier to consume content in different places. You don’t have to be tethered in front of that plugged in box. You could look at this and say, “Hey, you know all those media things? All those literacy things: reading books, newspapers, television, and radio? All of those things that we care about are being done less of. You know, if you are thinking about planning services for the future, this is not where you need to be looking and say, “Well, we need to make people do these things more.” No. What you need to find out is how they actually consume content so that you can design services to fit the behaviors that are appropriate. 

When I said there’s no point redoing our survey, I didn’t mean there weren’t things that you as a community might want to tease out that tell you more about some of the things we didn’t look at in depth. Here is a glass half full and a glass half empty. Because, those of you in the audience who are glass half empty, you’ll look at the decrease and stay the same bars and you’ll go, “Oh, my God, people are not going to be coming to the library. It’s either going to be staying the same or it’s going to decrease”. The half full people go, “Wow, look at that. It’s going to increase or it’s going to stay the same. Isn’t that great.” So, even though the numbers are absolute, how you interpret them might be very different. 
Now stare at that green bar, because I’m going to come back to these big green bars. I’m going to tell you something very… Well, it might not be interesting. In fact, it might be terrifying. I don’t know why we colored these green, because it turns out to be sort of not a good thing. So, green becomes negative, which is kind of opposite when we think about colors, when you see these kinds of responses in surveys where you have ambiguity or uncertainty. So, “stay the same” could suggest they haven’t got a clue. You know it’s an easy answer. I don’t know. I’m going to say “stay the same”. Or, they don’t really use it, they just said “stay the same”. You know.  When you look at this kind of result with a marketing hat on, this is bad, because anytime you see ambiguous or ambiguity it’s bad. Keep that in mind because we’ll come back to that. 
Here’re reasons to use the library.  Remember we were talking last night about the whole book thing that’s going?  I mean this comes out even more clearly towards the end of this. The majority of the people responding to our surveys still use the library to borrow print material even though, for how many years, more then 10, we have had electronic material. Their primary reasons for using the library is [are] still the physical ones.  Specifically, reference books and assistance with research which largely is still done by making a visit. 
And, there down at the bottom, “use online databases” and “get copies”. Well, the online databases in particular. 33% is pretty low considering the hundreds of thousands of dollars as a library community that we’re spending to provide those resources. When George Needham saw this data as an ex-public librarian he said, “You know what I would do if I was a public library director? I would just cancel all that stuff”. He probably wouldn’t, but it would sure make you think when you look at how much of your budget is devoted to online databases. These would be the amount of use that it gets. 
You have to answer some pretty hard questions, especially if members of your board are comparing those to numbers. In essence what we’re doing here is privileging the people who use that content over the people who use your library in person. And that’s OK, if it’s a specifically articulated vision or service of your library, but we better be very clear about why we devoted that much money to services that a minority of people are using. It’s just very difficult and interesting thing to think about. 
What may surprise you here is the 39% of people that are using PCs or the Internet at the library. You may have assumed that is was going to be a lot higher. Particularly, librarians in large urban areas are convinced that over half of the people, sometimes more, who use their libraries are part of the disadvantage on the Digital Divide. But, averaging over all the use, it’s not even half of the people that feel that’s the main reason to use the library. Again, when we’re designing services it’s probably a mistake to focus on servicing what is an ever decreasing number of people in your community.
 How aware were people of library offerings? And this gets… You know, the marketing reason behind this is, “How well do they know what we’re doing?” These numbers aren’t bad. I mean they’re really not. You know they’re all over 50%.  I just thought the distribution of the numbers was interesting because there in the middle, electronic magazines and journals and online databases is just over 50%.  Not even 3/4 of the people that took this survey were aware that libraries had these things which would suggest that we haven’t done a particularly stellar job of advertising these resources. Or, if we have, they are so darn difficult to get to and use that people… They are just not part of their mental framework. Audio books and digital downloadable books would suggest [that] maybe that’s something a “newish” area for a lot of libraries. But, this to me says “big screaming marketing opportunity”.  That’s maybe where a whole push for marketing library services go. 
Here’s one of the questions that specifically looked at college students. We have the same response for the entire group. But we thought this was interesting because academic librarians, well people who participate in college education, have a higher level of awareness of almost all the categories of library services which isn’t surprising given the environment that they’re in.  They almost have to. When you look at their use, it doesn’t quite match.  They’re aware, but they don’t necessarily use at the same level. They use databases and things like that much more often then the general public. Here is a question.  We said, “Do you know the library has a website?” [That] was the first question, so this was the second question and that green bar.  There we go again.  The green bar. 40% of the respondents said, “Yeah, I know the library has a website but other websites have better information.” So this isn’t a group of people who are unaware of library services but they said, “Yea, looked at it.  No, other stuff’s got more information.”  

A really interesting follow-up for academic librarians is: what does that mean? Where did they go and what does better mean? Does better mean that it was available? Does it mean that they didn’t have to go get it? What does this qualitative word “better” actually mean? It probably… My guess is it probably is going to be things like, “Well I didn’t have to remember a password. I didn’t have to write down or print a citation and then actually go and get something. It was on all the time.”  You know, any numbers of those things where quality equals convenience. I think part of the story that as a community we’ve told ourselves, “If we just tell people enough that we have stuff.  If we just promote it enough they’ll see how wonderful it is and they’ll come and use it.” This is clear evidence that’s not necessarily true.  That even when they know about things, they’re not necessarily going to think they’re better then some of the other alternatives. 
Here are “seeking assistance” and “using library resources”.  And, for those of you that can’t see the bottom from the left of your screen that is people responding that they “sought the assistance of a librarian in person”. 76% of the people who responded to this question had sought the assistance of a librarian. You can see that it goes down a lot: “the computer in the library” “he appropriate section of the library collection”, “another person in the library”, “an online librarian question service”. But, here’s the kicker on this one. This was the second of two questions. The first question was, “Did you ever seek help when using your library’s electronic resources or when searching for information at the library?” 64% of all respondents said, “No.” They had never asked for help. 54% of college students said, “No”. These numbers just stunned us.  We were like,“Oh, my gosh!”  
So, the 76% on the slide there, that’s 76% of 36%. If this survey group was 100 people, somewhere around 27 people would have ever asked for help. Again you have to, you know, well, why is that? Why would they have not asked? Part of it is human nature. We don’t like to ask for help. I mean … I know my behavior is when I’m in a store, for example, let’s say, Lowes or Home Depot or some large store, I usually wonder around a long time before I actually ask for help especially if it’s something I think I should know myself. Most people don’t like to ask for help because it makes them appear stupid. So one of the things to think about when we’re designing services in the future is how we ameliorate that condition. How do we make it easier for people to find help in a place? One of the things… Lots of libraries are starting to move people out from behind desks. We didn’t ask questions about this but there is other research done particularly in retail. You know if you look in the retail world how retail has changed it’s space. It’s interesting because it tells us a lot of stories about how we might present our services. It’s that people find folks sitting behind a desk intimidating and it’s that supplicant/expert kind of relationship. You know, I’m the expert sitting behind the desk and you have to come up to the alter and bow before you can ask your question. You know, when we know these things about how people interact in most environments it should tell us a lot about how we might think about redesigning ours. 
In the context of this particular conference, think about it from a young person’s point of view. It’s even probably going to be a lot more uncomfortable to go talk to somebody who doesn’t look friendly to ask them for help.  I’ll talk a little bit about the feedback we got from those folks.  Here’s where you might think about peer volunteers.  Peer groups to help folks in the library. I’m talking about both ends of the spectrum too.  A 70 year old going and talking to a 25 year old librarian may be just as intimidating as the vice versa. Here again we start looking at the value of librarians against the search engine. 77% of people who asked for assistance (actually it’s probably … No, that’s right) believed that librarians added value to the search process. So that’s great.  When we are involved, people believe that we add value. But, 43% believed that the assistance that the librarian provides is equivalent to that of a search engine. And here again is one of those [???] were you get these same numbers where you go, “Oh, my gosh.” 88% were satisfied with the help from the librarian. 89% were satisfied with help from the search engines. Differentiation.  None.  
Keep that in mind because we are going to come back to that when I talk about brand.  When you see a lot of that same stuff this is really what’s represented. This is from a Blog that I love reading. It’s called Creating Passionate Users. The women who writes the Blog, (it’s not a library Blog at all) she’s a writer and a consultant and a marketer. This is what she says when you see these kinds of results where you get that big green bar in the middle. It’s the zone of mediocrity and she said, “Here you’re screwed, because you don’t have differentiation when you’re in that zone of mediocrity. It’s better if you’re on either end of the spectrum, even the hate end, because people have very strong opinions at either end of the spectrum. If they have no opinion, that’s really a bad thing”

 Let’s talk about the library brand. If you think about this, we’re all susceptible to it.  It’s not something that if you don’t live in the marketing world and you don’t think about it very much it won’t be in your brain’s forefront.  But, none of these companies are actually selling their products. They’re selling their brands. 

Think about this.  If I had enough t-shirts to do this we would do this. I went to a seminar where I talked.  A brand expert was the guy who did the afternoon presentation and it was just wonderful. In front of everybody after lunch when they came back was a black t-shirt which had a blank label in the back of it and no other defining marks on it at all. It was just black. It was cotton. It looked like it was fairly well made and he told everybody to have a look at the t-shirt. What do you think about the t-shirt? Oh, you know it looks fairly well made.  It’s a nice heavy cotton. And he said, “What do you think the price would be if I told you that I bought it at Wal-Mart?” You know, people made guesses, “Oh, you know, 4 or 5 bucks”. He said, What if I told you that the label said Ralph Lauren?” “Oh, maybe 50.  You know, 55.” And he said, “It’s exactly the same t-shirt.” In fact that often happens. You’ll find almost exactly the same thing with a different brand on it. He said it has nothing to do with the object itself, it’s to do with your perception of the brand. 
You know, a few years ago, who would have thought that we cared about the brand of water that we buy. Now, how many of you, and I’ll admit that I’m guilty of this, how many of you would prefer to be seen with an Avian bottle than the generic supermarket label? I mean sometimes, maybe, you don’t care, but it depends on where I am. There are certainly times when we buy things that have got nothing to do with the inside because the label suggests something about us that we want to communicate to the rest of the world. That’s the important thing about brand.  It has nothing to do with what it really is. Familiarity, trust, and quality are those intangibles that people have as values about the brands that they use. 

The library is a brand too. So here’s the 2 important things. Brand is a combination of differentiation and relevance f you think back to those same slides and there are lots of them in the report. Not just the ones I showed you. Where we don’t stand out from any other provider or any other service, is that we are not differentiated and the relevance is questionable. How relevant are we to people? What do you think is more worthwhile Google or Librarians? Google. So our relevance is low there too. 
The very first question we asked survey respondents is: “What is the first thing you think of when you hear the word library?” 69% of all respondents said books. 69%, that’s a lot. That’s our brand. So like it or not this is our brand. Now when we’ve done these presentations and talked to people inevitably somebody says, “I think when they say books they really mean knowledge and wisdom.” No, they don’t.  It’s very clear from the other responses. We asked people open ended questions as well and it’s clear as clear can be that what they think of is the physical artifact and the building in which those physical artifacts live. So we just have to accept this that for the time being and maybe forever this is the brand of libraries. Even information is down at 8%. The building beat that at 13%. I was surprised actually that entertainment showed up at only 3. I don’t know whether it’s because we’ve prompted public libraries as being sources of entertainment for people. You know. DVD’s, movies, things like that that. I expected this to be higher but it’s not. 
So here’s a quote. One of the respondents from Canada said this. “How many times can you say “book” to make it clear to us that this is what you’re really thinking about? Books, books, books. The last piece of the quote is, “Like don’t even think about trying to make me change my mind.  You know that is what it is. That is what I think and that is what I will always think”. 

Let’s just go back and beat this a bit more. Is the information you get from library sources more or less trustworthy then information you get from search engines? There’s worthwhile, creditable, quality, trustworthy. There’s that big icky green bar. About the same consistently through the survey. All of the things that we tell ourselves are what differentiates us from the other places that people can do the things they do at libraries, doesn’t actually play out when you look at the data. The reason we presented this particular slide across the countries that we surveyed. The first bar is total respondents. It‘s: 69%, Australia; Singapore and India is 66%; Canada at 60%. See, in Canada, Stephen, we’ve done a better job of telling people we’re trustworthy, I guess. [In the] United Kingdom 75% of people thought that it was the same. In the United States it was 70%. Interestingly, the United Kingdom’s numbers are consistently less favorable towards library services and resources. It was quite clear.  Not by huge percentage, but very similar to what you see there. And, if you’ve been doing reading about public library services in England, it won’t surprise you, because they are being hammered by the government for the services that they do or do not provide and the perceptions of the people that they are serving. 

Again, you know, there we are.  There we are. In that big green bar is that zone of mediocrity where we’re living right now. This is a big challenge when we’re thinking about designing services. Let’s, you know, tease that trustworthy thing out. How do you judge if electronic information is trustworthy? A role that we take on for ourselves to say that this is something that we provide is that the context in which we provide information is a trustworthy one therefore people must value it. 59% of people said, “Recommendation from a trusted source”, but just the top number, 86%. I love this one, it’s so, sort of, I don’t know, sweet, based on personal knowledge and common sense. 86% of people that responded to this survey have enough faith in their own opinions and their own abilities to determine the trustworthiness of information.  They’ll do it themselves, thanks. But, 59% said a trusted source. Who are trusted sources? 20% [said] “expert in the field”. 
There we are down at the bottom again at 2%. For the people who responded to the survey, we are not the trusted sources. Remember the one I showed you about where people go to find new information and friends was at the top?  Same thing. This is one of those slides where we can say, “Hey, fabulous opportunity”.  How do we move ourselves up from the bottom into that “expert in the field”? How do we provide an environment for people that puts us into that category of people who know about these things? Now, is it because we’ve genericed it where, you know, we’re masters of everything but not necessarily seen as individual experts? Is there a marketing opportunity to adhere to? To actually advertise and market people’s expertise at the library, you know, if you have people on staff who are experts in particular fields or as a conjugant to experts? You know, sort of speakers’ bureau for the community.  You don’t know who to go to.  We do. You know, come to us for that kind of thing. 
I think there’s lots of positive potential when you look at this data that you might find kind of negative. Now this fits really well with Stephen’s speech last night because we said, “Please rate the degree to which you agree or disagree with the following statements about your libraries role in the community”. 85% said the library is a place to learn. Way above socializing, providing content, providing information, [or] providing computers.  None of those made it to the top of the list. The library is a place to learn. So the difference between what your brand is and your brand potential is represented here on the screen. The brand is books, but the brand potential very clearly lies here because this is an even higher percentage than people that identified the library as being about books. I think that is very positive. 

Al Reis is a marketing guru. He’s written a lot about brands.  I thought this quote was just so spot on because when people have read our survey it depends on you know how enthusiastic they are about change in the future as to how they respond. Some people have said, “Well, you know, we have to stop talking about ourselves as libraries with books in them. We have to just totally get rid of that book thing. Let’s never mention those again.  Let’s move them all off site”. Al says this, “This is a really great time for us to be thinking about brand shift because when the market changes, is when it’s amenable to accepting a new brand.” He cautions that you need a lot of patience to reposition a company or a brand. So trying to move the library brand from books isn’t easy and is going to be very slow.  It’s very hard to do that. 
Apple is an example that has managed to brand in many spaces. Because, the iPod is an Apple brand that doesn’t immediately these days make you think of an iMac. It doesn’t make you think of the computer when you’re talking about the hand held device. Here’s what I think is the strongest message for us. You need a link to the past. You can’t walk away from what you already are. Even though we may not want to be known for books, somehow we have to find a way to exploit that capitalizes on what is incredibly strong mindshare. I mean, when regular companies look at the percentage of people that have the opinions they do about our business, they are envious.  That mindshare is huge and often without a lot of exposure. Remember very early on in the presentation I said, “You have to think about how often people actually use libraries?”  People have library cards and they don’t go to the library, but they like libraries and that’s this.  We can’t walk away from that. Celebrating where we’ve come from and what we are and finding a way to introduce new things is really where the hub of our challenge is. People gave us lots of advice, positive and negative.  

I want to talk a little bit about it. What was striking to us was that nostalgic element when people talk about the library and when they talked about the brand. This orange one there. Fond memories of childhood and college.  Joy of books. Lots and lots of people with those kinds of comments. Sometimes connected with … But, I don’t go there anymore. You know there are very strong visceral connections to nostalgia but not current use. The reason I put “boring” and “outdated” up there is you can see there’s a 49 year old from Wales who said that and a 16 year old from the United States. In terms of these kinds of ??? verbatim there was not a lot of difference in terms of age. You would see very similar responses from across the age groups. Where there was.  This is highly relevant as to why we’re here for the next days. What was so stunning to us when we read those verbatim. There are over 22,000 of them so those 3,348 people had a lot to tell us. Loads and loads of young people, 14-17 year olds, contributed a disproportion number of comments maybe because they are chattier anyway. I don’t know. Or, they like typing better then some people. 
What was distressing though was the number of people in that group who clearly felt disenfranchised by their libraries. Comments about how they are disrespected by staff. How unfriendly people are to them.  How unwelcome they are made to feel in libraries. How there was nobody in their age group for them to talk to on staff.  How there was nowhere in libraries for them to go and do the things that they like. There wasn’t any ambiguity in those responses. It wasn’t just looking at, “Oh, here are just a few people who are bitching and moaning about things.” It was pervasive through that age group. I think clearly we have a problem. I don’t know how many libraries have done away with their YA librarians. I think lots did as they had to change how their staffing structures went. I think that’s an area that needs to grow again is to have YA librarians who are at least … are closer in age to the population they’re serving. The thing is, they actually like them. That’s why they do that. 
Here’s another thing that is very clear. This is a 54 year old who thinks libraries provide a great service but they don’t want to have to leave their home. This carried out in a very interesting way right through to the very end of the survey where you had much [many?] old people.  Among the oldest people answering our survey who, it was sad, were saying things like, “I love the library. I used to go every week. I can’t leave my house anymore and there’s no services for me.” So here we … You know, when you read a whole bunch of those comments, you maybe get a little apocalyptic.  ‘Cause, you know, after a whole day of reading these I was thinking, “Holy crow. We are just missing the boat for everybody but the middle.” You know, the folks here.  We’re actually serving really well, as Stephen said,  young families, young parents with kids, school age kids who have to do their homework but maybe don’t use the library for much else, and then on either end of the spectrum we have disaffected people. We don’t provide services for either end of that spectrum. It’s not just digital natives.  It’s like we’ve abandoned the folks who actually like us once they can no longer physically come to the library. I think we’re often guilty of ageism. I’ve heard librarians say things like, “Oh, well, my seniors wouldn’t want that.” When they’re trying to … well, you know.  Are you going to introduce this particular new service? Are you going to go to RFID checkout ?  That kind of … “No, they wouldn’t like that”. Here’s a 68 year old who says, “You know it was the best source.”  Past tense.  And, it’s silly to really remember that the people who invented the darn internet are older then this person.  So, it’s not everybody and it’s nothing to do with your age as to how you feel about what people are doing. 
Here’s a 45 year old. This was another theme where our service provision did not fit people’s lifestyles. And if you read the report we’ll see [that] we actually tease that out. We ask quite a few questions about lifestyle fit because that’s a very important brand element.  This was very clear both in the quantitative answers and then the qualitative that people said, “You’re not open earlier enough in the morning. You know I have to drop my kids off at daycare. If I could go in between that and work it would be great.” Or [a] student, “The only time I can go to the library is very first thing in the morning because I’m in the class the rest of the day. I work blah, blah, blah and the library is never open there.” 

These whole service issues were just very, very strong. You’re laughing because you know what that is, right? So what does this imply? This is really bad form quoting myself. I wrote a response. I wrote about this on our Blog after I read an essay by Esther Dyson the futurist. The title of her talk was the title of this slide: the Rise of the User Class.  It is a very web tool kind of topic. The user’s in control.  Users directing services. Users participating in the design and delivery of services which is what Esther Dyson calls the “User class”. You know, this was my thought after I read this is that we don’t have to do surveys. Because, people will tell us about our services either passively or actively. Passively by just disappearing. If we look at the demographics of who uses libraries what has already started happening is that the use among younger people is low. 

What’s interesting is that when we looked at …, when we did our extract of the college students, we also did that snap shot of the 14-17 year olds. They actually use the library more because they have to. Their opinions about the library and whether they’re going to use the library in the future--way low.  Big problem.  I took this quote from your report which actually Ann quoted yesterday because it’s so related to this. If we had the rise of the user class on one hand, we have peoples’ perceptions of what we provide to them as being out of sync with both their lifestyles with their social interest, with their age groups, even with their content interest, then indifference (which is that big green bar), that zone of mediocrity, is exactly what Joe?? is talking about here. It’s not that libraries are going to go away because we’re irrelevant in the larger scheme of things. We are going to go away if we remain irrelevant to the people who share their perceptions that have been displayed in the report.  
I’m going to end with a quote from Michelle Boule who calls herself Jane on her Blog, Wandering Eyre, because this is related to the whole web 2.0 the rise of the user class. Somewhere along the line when we got very focused on technology and designing whiz bang services and building big systems, we forgot why we were doing it. And Jane says, “The library doesn’t belong to us.  They’re not for us.  They’re not for librarians.  And, they’re not even for the books.  Those things are just cogs in the machine. Libraries are for people.  The people that fill our space and our stacks define what the building will be used for and what the building means.” It’s a post well worth reading. It’s longer then this and she is a young librarian. Some of the young librarians, among which Sarah and Aaron are a number, give me, as an older librarian, much hope for the future of the profession. 
My colleague Lorcan says it this way.  This is a little more techie-oriented, but again this really … When we start thinking about how we deliver our services, this is how we have to think, where our heads have to be when [we] think about it as we move from a tethered desktop location bound world where our services are inside a space or inside a particular computer or a network to something that is part of the cloud that Stephen talked about yesterday where the services and the content are out there.  Just out there. We have to think about how we fit our services into that workspace and workflow and learnflow as Lorcan has said. That’s the challenge as we think about providing services to the future. 
Thank you. 
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