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System Reference Program

Name of System:  Monterey Bay Area Cooperative
      PLAN OF SERVICE 2005/2006
    CLSA System Reference Program, Component:  

Improvement of Reference Services to the Underserved 

(5 Calif. Admin. Code Sec. 20156)

1.  What underserved group(s) were identified during the current fiscal year for improvement of reference services?

a. Geographically isolated

2a.  What potential services were identified at the System level for the improvement of reference service to these underserved groups?

a. Library awareness and identification of resources of publicly available technology

b. Develop resources that can be used by those distant from the library, including improvement of the MOBAC Regional Catalog
c. Updating of the list of assistive technologies available in MOBAC libraries

2b.  Which of these services was evaluated as achievable and beneficial for the improvement of reference services to the underserved?

It was determined by the MOBAC Reference Committee that items a, b, and c were achievable in  FY 05/06
3.  Based on the above, what service specification(s) are adopted for the coming fiscal year?

a. Library staff will update and expand the list of publicly available technology in their libraries.

b. Reference Committee members will publicize the shared MOBAC Regional Catalog to help educate distant library users about this resource which is available to them both in the library and remotely from home or office. 

c. The list of publicly available assistive technology will be reviewed and updated.  
4.  What performance objective(s) are adopted and why did you choose them?

a. Members of the MOBAC Reference Committee will update the survey, which lists all types of technology.  They will indicate which types of technology their library owns that are available to the public.  This list includes items as basic as typewriters, a piece of equipment which is still sought by those who do not have access to one in their own home, to those items as complicated as publicly available scanners for computers.  

b. The completed list of publicly available equipment will be printed and distributed to all MOBAC libraries.   It is also available on the MOBAC intranet at http://www.mobac.org/members/committee/mobactechsurvey.html.  
c. The survey will include information about equipment which is wheelchair accessible and whether the equipment includes any of the following capabilities: screen magnification, Kurzweil or Text to Speech, voice recognition and Braille keyboard. 

d. Reference committee members will work with youth librarians to get information about the regional catalog out to schools in the remote areas in the MOBAC service area.

5.  Describe briefly the methods to be used in providing this(ese) service(s) and the principal resources to be used.  Indicate system and member library staff involved.
The work to update the survey will be accomplished primarily by the members of the MOBAC Reference Committee, including the updating of the survey on the MOBAC  intranet.  The members of the committee will also take the responsibility of informing their staff members about the existence of the survey so that information about all of the available technology can be conveyed to the members of the public.

5a.  Amount of System Reference allocation budgeted for this component (5 Calif. Admin. code Sec. 20156(c)):          

 $1,500.00
6.  What evidence of benefit will be provided, and how will it be gathered?
There will be an informal evaluation of the use of the survey of publicly available technology.  The committee is already aware that this type of information is needed and requested, but they will be looking for anecdotal instances where equipment that has not been included is requested.  This information can be used either as a way of determining types of equipment that the libraries should purchase or will be seen as a need to identify locations of equipment outside of the library when it is something that is not going to be purchased by local libraries.  

Use of the MOBAC Regional Catalog will be statistically monitored.

 Name of System:  Monterey Bay Area Cooperative 
PLAN OF SERVICE 2005/2006
CLSA System Reference Program, Component:

General Improvement of Local Reference Service

(5 Calif. Admin. Code Sec. 20155)

1.  Service specification(s) adopted:

a. Member library staffs will have the opportunity to improve their reference skills.

b. Member library staffs will become more familiar with the specialized resources of libraries in the area, both public and non-public.

c. Member library staffs will become more familiar with and expand their use of information and resources available via the World Wide Web.

2.  Performance objective(s) adopted:

a. At least one reference workshop (the annual Hands-On) will be held in FY 2005/2006, attended by at least 75 reference staff from all member libraries in the region.

b. The Reference Committee will be actively involved in the redesign of the MOBAC intranet, to be launched in the first quarter of FY 2005/6.  
c. The Reference Committee will continue to work with other MOBAC committees to make recommendations for improvements to the MOBAC regional catalog.  As improvements are added, reference committee members will provide training for member libraries’ reference staffs on new functions and features.
d. The Reference Committee will schedule ten meetings, rotating among member libraries.  At least two meetings per year will include a forum topic of discussion, designed to contribute to reference staff’s knowledge, training or development.
e. Reference resources and union lists, including the Survey of Publicly Available Technologies, will continue to be updated.

f. The Reference Committee will continue to identify and evaluate electronic resources for possible system purchase.
g. MOBAC will sponsor two Infopeople workshops for staff of member libraries.  The Reference Committee will choose from the list of Infopeople workshops available for contract two that best fit the training needs of the area.
h. The Reference Committee will review the old survey of services libraries provide to each other and make recommendations to the Administrative Council for revisions, deletions and/or additions for approval.  These recommendations are to be consistent with the results of the needs assessment survey mentioned below.
i. The MOBAC Strategic Plan, 2005-7, includes the commission of a comprehensive study identifying needs of local residents that will further establish MOBAC priorities.  Beginning during FY 2005-6, a targeted and specific public relations campaign is to be launched, highlighting library services and addressing the needs identified by the study.  As leaders in library public service, the members of the MOBAC reference committee expect to be heavily involved in promotional activities once specific needs and services to meet them have been identified.
Note: Based on the results of the needs assessment study mentioned above, it is possible that the results of this study will indicate a change in activities and/or performance objectives. 
3.  Reason(s) for choosing 1. and 2. above:

Based on the goals and objectives of the MOBAC Strategic Plan, 2005-7, and from  input from individual library staff, the MOBAC Reference Committee selected these priorities.
4.  What would the service described above be without this component?  State in the same terms as the performance objectives above.
There would be few opportunities for local library personnel for training or professional growth.  A lower level of expertise and awareness of collections, materials, and resources outside local libraries would result in a decreased level of service to patrons.  The MOBAC Regional Catalog  would not be upgraded or improved in ways that would be beneficial to patrons using it.   The MOBAC staff intranet would not be redesigned to result in a useful tool with which all member library staff can easlily locate contacts, information and services available to them and their patrons.  The public relations campaign would b conducted without the input of one of the groups that is the most involved in and experienced with direct service to library users.
5.  One-paragraph description of the methods to be used in providing this component, and the principal resources to be used.  Indicate system and member library staff involved.

The Reference Committee will plan and present the annual Hands-On Reference Workshop.  The System Reference Center newsletter SEARCH will be sent to all MOBAC libraries, and member library staffs will be solicited for contributions to the newsletter.  Reference Committee members who belong to other MOBAC committees will act as liaisons to those other committees and facilitate communication among the groups in order to work together on joint projects such as development of the regional catalog.  Reference committee representatives will provide training to member libraries’ staff on improvements as they are added.  The Reference Committee will bear the primary responsibility for investigation of content and useability of  online databases for potential purchase by member libraries.   Any resulting contract negotiations will be carried out by staff of Califa, the statewide services bureau.
6.  What evidence of benefit will be provided, and how will it be gathered?

Those attending workshops and training sessions will be asked to complete written evaluations.  Use of the regional catalog and of the staff intranet will be statistically monitored.  The success of the public relations campaign will be measured by usage statistics, including door counts, program attendance, circulation, feedback from the public and from staff, and other measures.

Name of System:  Monterey Bay Area Cooperative
PLAN OF SERVICE 2005/6

CLSA System Reference Program, 

Component: Interlibrary Reference 

(5 Calif. Admin. Code Sec. 20157)

1.  Service specification(s) adopted: (NB: Systems may adopt additional specifications; if so, list them.)

The following four specifications are the minimum set in Admin. Code 20157(b):
a. The highest possible percentage of questions shall be answered.

b. The answers shall be delivered to the user within an acceptable time period.

c. Answers shall meet the user's need in terms of amount, format, language, and accuracy of information.

d. Specifications a-c should be carried out at the lowest possible cost.

Additionally, the System Reference Center serving MOBAC adopts the following specifications:

e. By July 1, 2005, a website for the reference center will be launched at systemref.org.  Libraries will be able to submit questions via email through the site, or print out a form to fax.  There will also be announcements of training sessions, webliographies on topics in demand, information on databases: which libraries subscribe to what, and current trials, an index to sheet music held by the SRC, and more.  Access to the Filemaker database which acts as an index to previous questions, will also be provided through the website so that staff of member libraries may quickly check to see if an answer to their patron’s question already exists in reference center files.

f. By September 2005, the reference center's quarterly newsletter, Search, will be relaunched in a new electronic format.  An online survey was conducted in late 2004 to determine what features of the old newsletter were most valued.  Based on the results of this survey, the electronic newsletter will feature reports on interesting questions we’ve received and the answers to them, reviews of reference resources in print and electronic format, news from system libraries, a “lead story”, and occasional reports on local special libraries of interest.

g. The SRC will lower the overall turnaround time for answers from print sources to be delivered to users through the purchase of a scanner, which will allow Reference Center staff to send answers quickly as attachments to email.  This method will also vastly increase the quality of copies made from print sources over the current fax technology in use now.

2.  Performance objective(s) adopted:  (Systems may adopt higher or additional objectives; if so, state them.  Minimum specifications are set in Admin. Code 20157(b).)

a. Answers shall be provided for 90% of all questions referred from member libraries or statewide virtual reference.

b. 70% of answers shall be returned to the originating member library within 10 working days of the question having been transmitted by that library into the system's reference referral structure.

3.  Reason(s) for choosing 1. and 2. above (only if System has adopted specifications and/or performance objectives in addition to those listed in 1. and 2. above):

Specifications a, b, c and d are as adopted by the California Library Services Board (CLSB) and the CEO of the CLSB.  Specifications e, f, and g were chosen to augment and improve interlibrary reference in the systems served by the System Reference Center (Bay Area Library & Information System, Peninsula Library System, Silicon Valley  Library System, and Monterey Bay Area Library Cooperative).

4.  What would the service described above be without this component?  State in the same terms as the performance objectives above.

a. Referrals to the System Reference Center from the MOBAC member libraries would decrease by as much as 60%.

b. Less than 70% of the referred questions would be returned to the original point of referral  within 10 days of receipt.

c. Member library staff would not have easy, web-based access to system documents such as the “who has what databases” list and the reference newsletter, reviews of websites and databases, database trial information, or staff-produced webliographies.

d. Member library staff would continue to have to rely on fax technology or system delivery for transmittal of print documents.  Copies are of lesser quality when faxed; in some cases, this necessitates use of system delivery to return a readable copy to the patron, which slows the turnaround even more.

5.  One-paragraph description of the methods used in providing this component and the principal resources to be used.  Indicate system and member library staff involved.

System staff funded under the CLSA Reference Component, and local funds will be primarily responsible for performing the activities necessary to achieve the objectives listed above.  They will coordinate efforts as necessary with the reference staff of local member libraries to insure the  highest possible fulfillment in the shortest amount of time and in the most cost-efficient manner.  The operation of the Reference Center together with the Bay Area Library and Information System, Peninsula Library System and  Silicon Valley Library System has increased the ability of all four systems to provide the best possible service to all patrons within the system service areas. 

The main Reference Center remains at San Jose’s Dr. Martin Luther King., Jr.  Library, which combines the collections of the former Main Library of San Jose Public with that of San Jose State University.   A branch is maintained  at San Francisco Public Library. Staff use the collections of all the member libraries in all three systems and the information and vertical file collections of the combined reference center in the initial search for the correct answer.  Other sources used include online databases, the Internet, telephone calls, fax transmissions and letters to organizations and government agencies, information files from other systems, Stanford University libraries, and the connection with Los Angeles Public Library and the First Source project.

6.  What evidence of benefit will be provided, and how will it be gathered?

As part of the implementation of the PLS Strategic Plan, a business plan with goals and objectives is being developed that will reflect the goals and objectives of all of the strategic plans of the systems which the System Reference Center serves.  It will be in place by July 1, 2005.  Evaluation will consist of monitoring the fulfillment of stated goals and objectives in the business plan, as well as feedback from member library line staff, reference committees, and administrative councils

