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Abstract

A library, by definition, is referred to as a ‘collection of books’. However, in this era of communication and information technologies, libraries have become more than dusty volumes on shelves. Has this definition become a stereotype rather than a reality? Should definitions of a ‘library’ be broadened to recognise that a modern corporate library has a decentralised collection of books with librarians working in professional teams, interacting with online databases and electronic information sources?

Today, many libraries' hardcopy collections are often relocated offsite as commercial space comes at a cost premium. Information professionals can now maintain 14-hour service to in-house clients as well as those located regionally, nationally and internationally. This outdated ‘collection of books’ stereotype does not remotely cover today’s practising library, contributing to barriers between service and clients. Clients are suspicious of shifts from hardcopy collections to online databases, lacking confidence in the reliability and accuracy of technology used to satisfy their requests, instead using ‘find-it-yourself’ web sources such as Google and Wikipedia. Consequentially, preconceptions about librarians' skill sets can contribute to an under-utilisation of online resources, which can undermine library funding.

In this paper, I will present practical measures to overcome these barriers created by stereotypes of libraries and librarians, including the development of communication and marketing plans and time-reviewed goals to ensure libraries do not become obsolete like the dictionary definition -- that librarians are rightfully considered the masters of electronic information, and clients have utmost confidence in the accuracy and reliability of the service they receive. 

Introduction

Fairfax Media’s library has had a long history of servicing and supporting the company’s editorial departments. However in 2005 the centralised library collection was broken up and dispersed into areas through different floors of the building and the bulk of the collection was sent to an offsite storage space. The librarians were integrated into the news desk environment, sitting side by side with journalists, design staff, photographers and subeditors. This model of integrating library teams and exporting a collection due to cost pressures of commercial office space is not new to libraries. The question began to form: if the traditional view of libraries is associated with being ‘a storage space for books’, and they are defined by their collection of ‘books’ (Benge, cited in Petr & Aparac-Jelusic 2002), how does this affect the perception and value clients have of our services when they cannot see our resources? I compiled a survey of the Fairfax Media library’s clients, to investigate how highly they valued the library’s electronic and hardcopy collection, and whether this was commensurate to the library’s budgetary allocation for these resources. Stemming from the results of these findings, I developed simple and practical communication and marketing strategies to educate our clients on the number of electronic resources we accessed to provide them with the information they seek and the cost involved in providing reliable, valid and accurate information. I will conclude with the results of how attempting to change these perceptions have affected the Fairfax Media Library. 
The Fairfax Media Library
Fairfax Media is currently the largest media company in the Australia-Pacific region. It is the publisher of major metropolitan daily newspapers The Sydney Morning Herald, The Sun-Herald, The Age and The Australian Financial Review. Fairfax Media also owns over 47 community newspapers, various magazines, and since a 2007 merger with Rural Press, has expanded to include over 200 more publications across Australia, New Zealand and the United States, several Australian radio stations including 3AW, 2UE, 4BC and 6PR, and has also launched several online newspapers including the www.brisbanetimes.com.au, and www.WAToday.com.au. According to the last available Fairfax Media annual report, as at 1 July 2007, the consolidated entity employed 9,474 full time employees (2006: 6,468) and 1,942 part-time and casual employees (2006: 2,168). This includes 2,348 (2006: 2,363) full-time employees and 299 (2006: 286) part-time and casual employees in New Zealand. 

The Fairfax Research Library, and its staff of seven full-time equivalent librarians, currently provides information services to all departments and sections of Fairfax Media. Its clientele is geographically dispersed throughout regional areas of New South Wales, with bureaus in each Australian state and territory, and dozens of bureaux correspondents posted internationally. The library provides a fourteen-hour service, seven days a week and clients request information through phone, email and interactive requests forms available through the company’s corporate intranet. When new offices are opened interstate, a librarian will travel to the location to provide orientation on the services available to them through the library.

‘A place for books’ - library origins and stereotypes

Fairfax Media has come a long way from its origins, when proprietor John Fairfax  & Charles Kemp purchased the Sydney Herald in 1841, with the very first edition of The Sydney Herald published on August 18, 1831. However, it was not until over 80 years later that the company’s first librarian, Miss Fanny May Austin, was hired on September 1, 1915, marking the genesis of the Fairfax library. The library’s early staff embodied many of the traditional stereotypes of librarians: “an older, single, white woman, generally accoutred with one or more of the following: cardigan, pearls, tweed skirt, hair in a bun and spectacles perched on the nose” (Lutmann 2007 p.775). However, this stereotype also contributed to cementing a solid foundation for the library’s professional reputation, and also placed the library – both physically and mentally – as a crucial part of the newspapers’ operations. 

Miss Austin’s two-page job description listed her duties as cataloguing the company’s extensive backlog collection of books and journals and developing a card index of news articles by subject headings, starting from 1908 (Fairfax Archives Series 327/141). The index card system classified articles by subject area of country, crime, biography, politics and defence. For instance the crime cards hold the name of every person charged with a crime that was published in the newspaper starting in around 1908 until September 1985, becoming an invaluable resource for research and for reference of social history of New South Wales

Subsequent librarians reinforced the stereotypical image of the librarian as single and female in 1925. Upon hearing of Miss Fanny May Austin’s resignation, Miss Mary Stephens obtained the position of librarian; however she was to resign from her position in the library in 1939 when she married a journalist. (Fairfax Archives Series 327/Stephens)
One of the most interesting characters who was largely responsible for developing the Fairfax library as a well-respected institution within the company, and the Australian media, was Mr Percy S. Allen. Allen was initially hired as a journalist in October 1911, resigning in 1917 due to ill health, but was kept ‘on staff’ in an effort to find appropriate duties for him. Percy wrote a memo (Fairfax Archives Series 327/141) to the General Manager in 1926 describing his inspection of the Library and his plans to make it a “proper library”… and his amazement in finding “books stowed away in heaps, all higgledy-piggledy…” Percy later went on to build the Fairfax museum and retired from his “unique” position in 1941.  

Correspondence discovered in the Fairfax Archives Series 327/Forst on replacing the position of Librarian after the war in 1946 expresses some frustration at some applicant’s compliance to the stereotypes of librarians. 

“To Mr Henderson,

There has been a poor response to the advertisement for a librarian… it is much harder to find a male librarian than female. Among the applicants for Librarian is Mr G. S Old. This man is something of a “Character” He is a B.A a Bachelor of Laws, admitted solicitor of NSW and has had Library training in NSW, the University of London School of Librarianship and University College, Dublin. In a private report to me by the University appointments board, speak very highly of him… But he has a personality defect – an excess shyness. He has been interviewed by us all and despite his shyness we have agreed he should be given a trial position in indexing.” (Fairfax Archives Series 327/Forst)
The Fairfax library’s clippings files as a resource was developed by Dr Hans Forst, hired as company librarian in 1946, who was born in Vienna and was qualified with a Doctorate of Law. The clippings files is a unique resource as the articles were collected daily, under subject area from each newspaper published in New South Wales, including the opposition papers. The clippings files involved a team of librarians and supervisory staff who dedicated three hours a day to marking up articles for reference under subject area and librarians cutting, pasting and inserting these articles in the appropriate file. 

As the Fairfax Library was extended with new resources and extra staffing, so were the stereotypes of the librarians, which in turn contributed to the aura of authoritative professionalism of the library service. In a memo to management in 1965 describing Dr Forst (Fairfax’s longest serving librarian):

“Dr Forst has tremendous output of routine cutting and classifying, which he regards as his prime function. He has an obvious dislike of administrative work…He is proud of the Library’s reputation of a source of information and consequently hesitant in considering suggestions he feels could result in lowering the Library’s standard… Dr Forst has succeeded in maintaining a good working atmosphere with little evidence of the petty jealousies usually common to staff of women, he gets a good day’s work from each girl. However, I feel he has achieved this at the expense of his own authority.” (Fairfax Archives Series 327/Forst)
This extract pulls together stereotypes of male librarians being ‘wimpy’ (Quint, cited in Petr & Jelusic 2002 p366) and a work environment with the majority of female staff being ‘bitchy’. The success of the library system was undermined by management through the reference to stereotypical behaviour. Where in fact it was under Dr Forst’s management in 1956 when John Fairfax Limited moved from the city centre to the outskirts of the city in a larger building, the library was allocated twice the space it had previously occupied (SMH 21-12-1955 p39). The respect of the library services of indexing and classifying was company wide and new cadets were charged with assisting the library staff in classifying photographs and articles in the collection as part of their cadetship from 1956 – 1960’s. This orientation to the library resources and being part of the production of the resources inscribed value in the library staff and educated cadets on the subject heading system that were used and the resources available to them as reporters.

The library maintained its presence as a physical “proper” library, housing a collection of books and providing an information service that could be accessed by all editorial staff and Fairfax employees through a physical reference desk situated in the library, until 2005. The history of the library, the library collection and library staff were well respected in the Fairfax company throughout times of corporate turmoil, organisational change of ownership and geographical location. The library, like many libraries, both in communities, education institutions and commercial organizations, was regarded as an institution, both formally and informally, where library clients could escape the pressures of deadlines at the news desk to research feature pieces and reports in a place that was a haven of information (Petr & Jelusic 2002).

Library integration – the end of a physical library

In 2005, the Fairfax Media offices were located in a high rise building in the centre of Sydney’s CBD, where it had resided since 1992. With commercial property prices at a premium, Fairfax management suggested it would be more cost-efficient if the physical library – which covered almost half a floor of space with its collection of books, bound volumes, microfilm, clippings files, index cards and serials – was instead utilised to seat around 70 editorial staff. The Information Services management responded to this by developing an integration project that saw the librarians allocated desks at the newsdesk sitting as members of the news team; reporters, photographers, designers, editors and sub-editors. A selection of the library’s collection was dispersed to various compactus shelving throughout the building, placed in areas including stairwells and basement storage, with 67 percent of the book collection, and a large collection of the clippings files relocated to offsite warehouse storage. Essentially, this saw the end of an actual physical library space in the company. There was very little consultation with clients or librarians before the implementation of the integrated media library; therefore the response to the change was considerably negative from both parties (Brown & Leith 2007 p543). If consultation had been feasible, Brown & Leith (2007) believe the implementation would have received a more positive reaction from librarians and clients, describing an environment charged with industrial negotiation as the reason for the lack of consultation before the implementation process. As a result of the lack of consultation, it was perceived by clients that the physical library, which had historically been held in such esteem throughout the Fairfax organisation, was speedily disbanded. The librarians where perceived to have no access to resources other than their desktops, and therefore questioned the security of their position which was unclear due to the lack of change management strategies implemented by information services management, as a result two librarians resigned.
Tab.1: Breakdown of the Fairfax library collection location after implementation of the integrated library model
	On Site
	Off Site

	- Reference collection (12% of the catalogued collection)
- Hardcopy books (21% of the catalogued collection)
- Clippings files (biographies; subjects – crime, politics, defence) 
- Index cards
- International newspapers
- Microfilm
- Serials
	- Hardcopy book collection (67% of the catalogued collection)
- Clippings files: (company; sport; country) 
- Bound volumes
- Corporate archives




Client usage and satisfaction survey of the library 

In my research, I conducted a client survey evaluating the priority and performance of the library’s services as rated by The Sun-Herald editorial staff members, who generally fall into the demographic category of educated professionals, with an average age of 35, with equal representation of males and females. The survey also established the level of value Fairfax staff placed on the utilisation of electronic resources over the hardcopy collection, by rating various resources and the library’s performance in providing these resources as poor to excellent on a five point scale. I then analysed how this corresponded with the budgetary allocation to resources and the statistics collected on the usage of resources to satisfy information requests.

The majority of requests, representing 30% of fulfilled enquiries are resolved using online resources, requiring an allocation of 73 percent of the Fairfax library’s resource budget. The survey results showed clients held a high level of priority for electronic resources in their work, and that the library is widely regarded as having “excelled” in providing this service. The internet is another electronic resource heavily utilised by Fairfax library staff, accounting for 18 percent of successfully completed enquiries. 

The second most utilised electronic resource by librarians is the Fairfax Digital Collection, which accounts for 27 percent of enquiries satisfied by accessing this in house database. The Fairfax Digital Collection is a database of 64 newspaper titles, although only The Sydney Morning Herald, The Sun-Herald and The Australian Financial Review are classified with subject terms and descriptors available through advanced search functionality. There are 14,903 classification terms; just under half of these are company classifications, e.g. AMP, Qantas, etc. The database classifications replaced the hardcopy clippings file and card index that the library staff were responsible for creating. Each department of Fairfax Media has an allocated budgetary contribution to cover the cost of a specialised Information Services text team who classify articles in the database. 
The reference collection in hardcopy and online accounts for 14 percent of the resource budget; this is second to database subscriptions. Many of the online reference tools are available through the library’s intranet web presence, such as the Oxford Dictionary online subscription, which on average is utilised by the sub-editors team more than 500 times a night. 

The Fairfax library’s utilisation of the hardcopy book collection is minor, with four percent of information requests satisfied by books. This corresponds with the resource budget allocation of the smallest amount, at three percent, used to purchase new books for the collection.

The library’s Inter-Library Loan statistics better represent how many enquiries are dependent on supplying books, accounting for more than twice as much budgetary outlay than buying new books, at seven percent. The librarians spend up to 30 hours a month facilitating inter-library loans. Obtaining items through inter-library loan is quicker than accessing the library’s own collection of books which is located off site, as this involves enlisting a staff member to physically travel to the offsite warehouse location to collect the item. The Fairfax library has negotiated special inter-library loan relationships with Sydney City Library and the North Sydney Council library services. 
At Fairfax Media our core business is publishing the news, both in newspapers and online. The Fairfax Library is a support service for the core business. Public libraries and university libraries, core business is in being a library. The Australian Inter-library loan network supports the maintenance of smaller special libraries that have limited resource budgets and limited physical space, by ensuring they can access fuller book collections in a timely manner. The benefits are reaped by both parties, where core business libraries are increasing their loan statistics, and special libraries can provide the resources their clients need. That inter library loans are exclusively available through library to library negotiation, make this service valuable and offer an incentive to management to maintain their corporate library. In the recent survey of The Sun-Herald editorial team showed the value of this service, where clients rated the priority of the Library Books Collection less important than the ability of the library to obtain articles and books from other libraries. This may be also due to the fact that many clients are not aware of the hardcopy collection retained by the company, as there is no physical space to browse and the collection is kept in an external security monitored room.

The Sun-Herald editorial staff survey asks recipients to rate the level at which the library develops and promotes new services. Notably, the response was overwhelmingly neutral, with more than 55 percent of survey replies recording a rating of neutral to this question. This result was significant as every other element of the library’s service had received a predominantly positive response of ‘excellent’. 
Fig.1: Breakdown of the Fairfax library budgetary allocation and resources utilised for reference enquiries
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The embedded librarian: benefits to client services

In my experience in special corporate libraries, the idea of librarians being members of multidisciplinary teams had always been discussed as possible innovative and proactive means of information service provision, and the availability reliable resources through online access makes this model more appealing in the corporate environment where commercial property comes at a high premium. Weddell S, (2007 p148) states “The idea is not new, organisations in many parts of the world, predominantly corporate organizations, have been providing this type of service for some time.” I believe that successful embedding of librarians into work groups and project teams could be hindered by the existence of the physical library space. 

In dispersing the library’s physical collection and utilising online resources, the library team is not tied down to the stereotype of a “room that houses a collection of books”, and are recognised for their information control: their skill in accessing information through search techniques and subscribing to electronic databases and knowledge of reliable web sources of information. They are flexible and available in their location and the hours of service they provide. In the corporate environment, particularly in a media research library, where deadlines and accuracy are a priority, librarians are forced to look for solutions that can challenge the security of the stereotype of a library as being a collection of books housed in a building. At Fairfax the librarians attend the daily news conference where the current news agenda is discussed and ideas for stories are evaluated. The librarian is available for immediate consultation on research, rather than a client having to access them at a different location and later point in time. They are ‘embedded’ in the editorial teams and are able to develop a team member relationship with their colleagues, and the librarians’ close proximity to clients ensures their visibility as service providers and encourages consultation for both short and in-depth research.

The survey issued to The Sun-Herald editorial staff reported an overwhelmingly positive response to the question of the proximity of the librarians. As a current environmental scan, the integrated library model can only be evaluated as a success:

‘Having a librarian on hand for The Sun-Herald has been a massive boon. They have all proved excellent in dealing with the specific and peculiar requests that come with the work I do,’ Fairfax senior journalist, employed 8.5 years.

‘The library is an excellent service that must be maintained. The librarians are incredibly helpful and vital for reporters, especially when we are so short-staffed,’ Fairfax journalist, employed 3.5 years.

‘High quality, enthusiastic library staff are central to fast, high-grade newspaper reporting and commentary. They provide the reliable facts and perspective that the internet alone cannot. They set us apart. They are vital to differentiate us in a world full of half-facts and unreliable sources,’ Fairfax political editor, employed 26 years.

Drawbacks of the integrated library model

Although producing many benefits to clients, the introduction of the integrated library model and abolition of the physical library space has not been without drawbacks, and has presented several barriers to communication between librarians and their clients. Existing stereotypes of libraries have been built up over the years by our personal experiences with libraries at schools and in the community. Technological developments which have allowed resources to become available electronically have not changed the physicality of many libraries and so they still conform to the definition of a library being a collection of books housed in a building. The Fairfax library built its reputation over nearly a century, relying upon its hardcopy collection to satisfy information requests, with the majority of this collection developed by the librarians in the form of the index cards and clippings files. The ‘characters’ they employed added to the prestige of the library and the service provided to clients, and the training of cadets through classifying articles and photographs with the library team enforced the value of the collection. 

In integrating the library into editorial teams the librarians were stripped of their resources in the physical sense and were placed as ‘new’ members of the editorial team, visually armed with merely their desktop to provide the information requested of them. Gone was the physical environment of bookshelves, reference desk and work spaces of the library. This led to feelings of vulnerability and frustration for the librarians as they felt they were not able to easily and expeditiously access their complete collection due to its offsite relocation, and therefore felt they were not able to provide the high quality of service they had previously aspired to provide. The dispersal and relegation of the collection throughout the building to areas rarely accessed by clients, like the carpark, has created a devalued perception of the collection’s status. In researching the stereotypes related to librarians I came across an article that surveyed librarians on their opinion of their own identity and reception in society (Petre & Aparac-Jelusic 2002 p364). The article encouraged me to discover whether the librarians’ ideas of user perceptions about the library service correspond to the results of the survey issued to The Sun-Herald editorial staff. The results from the Fairfax Library Services survey issued to the librarians described feelings of uneasiness about the lack of a visual physical collection and location to call a library.

‘The distribution of library staff on different floors has mixed results. We are located nearer to many of our main 'clients', we are somewhat more "visible" and have more face-to-face contact, but this seems to come from those who were frequent users anyway. This alone does not seem to have added greatly to our customer base. We have lost our 'sense of place' – i.e., where we and all our resources can be found (many of those are physical resources, and this will remain so in the foreseeable future); a place where we congregate, can share experiences, can offer support; a place where 'clients' can visit us, or come and browse (many 'clients' say they miss this in particular).’ Fairfax Librarian 

‘The [collection] seemed to be dispersed all over the place and there is no sense of a "library" to go to anymore’ Fairfax Librarian
Fairfax library clients also reported that they had experienced a degree of confusion over the embedding of librarians as members of their editorial teams, due to the lack of communication and promotion of the library within the company. Where once the physical library acted as an information haven, confidence in the information provided was supported by the visibility of the resources librarians had access to. There was a designated location to walk into and a reference desk to ask for information, where a librarian would be waiting to assist clients. With the librarians in pods at the news desk, the location of librarians can be confusing, and it often appears as though there is no librarian present, as although the library service is staffed 14 hours a day, the librarians work rotating shifts and are allocated to a new newspaper every six months. Clients are faced with requesting information from one librarian and receiving an answer from another, and contacting the library for a follow up to an initial question may mean repeating the first request to a new librarian. Fairfax library clients are educated professionals with technological knowledge and searching skills, they are independent and like to undertake research for their stories on their own. This demographic can contribute to barriers to the library’s grasp on information control and the gatekeepers of subscription websites. Some of the comments received from The Sun-Herald editorial staff refer to the barriers created by breaking down the stereotypical library :
‘While I lament the absence of a central library with hands-on access to actual BOOKS, our librarians manage with admirable efficiency,’ Sun-Herald Reporter, employed 21 years 

‘the only issue is that the books are no longer in-house.’ Anonymous Fairfax employed 6 years

‘Sometimes no librarian present - excellent when they are’ Journalist Fairfax employed 14 years.

Strategies to solve barriers created by the integrated library model

I have described barriers for librarians in the integrated library model and the barriers faced by our clients created by having no visible library collection to browse or physical library space to escape to. The solutions I will outline focus on educating clients on where they can find the librarians and reassuring them of the collection’s presence on site; by educating the clients, the librarians feel more confident in the knowledge of the service they provide, thus breaking down the barriers of frustration and inadequacy they feel when being unable to access their entire collection.

Breaking down communication barriers within the library team

1.a. To address communication barriers between librarians who work a rotating roster and are geographically dispersed throughout the building, software was implemented to track reference enquires in 2006 after a thorough evaluation of the reference reporting structure. Prior to this implementation, handwritten tally sheets were filled in where the resources and newspaper were selected by a ‘tick box system’, the details and time the enquiry took to complete were written in the centre of the sheet and the reference statistics were tallied up by hand and entered into an Excel spreadsheet for reporting. The new system, called RefTracker, is utilised by librarians as a communication forum on reference enquiries that are not completed by the end of their shift. Each librarian is able to enter a new question, describe the work they have undertaken to complete the information request and select the amount of time and the resources used in their progress with the request. The information request can then be allocated to another librarian who can read the initial request and the details of the work undertaken so far. This prevents often time-consuming repetition of work and accessing resources that have already been accessed. It also addresses the barrier faced by our clients who may have previously had to repeat their initial research request. The system works as a communication forum where information requests can be passed between librarians and additions and modification made by each librarian can be recorded for reporting. In 2007 the system was reviewed; the librarians met for a brainstorming session where ideas for modification and enhancements to the system were discussed and implemented. This system also collects the reference statistics. The result of implementing RefTracker has been successful in replacing the hardcopy tally sheet method of collecting statistics on reference work completed for clients, but more importantly, has added a communication forum for the librarians to clearly describe and pass on reference queries they leave uncompleted at the end of their shift.

1.b. Barriers to communication remain within the library team due to the geographical dispersion of the team members. Although there are regular staff meetings held with a set agenda for issues to be discussed, the librarians struggle to find the support of each other that they experienced when they worked in a physical library space, where consultation, information and ideas could be passed freely between colleagues. Each morning one librarian is rostered to attend news conference; previously the news list was circulated by librarians so that they were aware of the day’s news. In an effort to better understand the day’s news priorities I organised for the conference attendee to report back to the library team in a short meeting directly after the daily conference. In this meeting the news conference attendee would discuss the priorities of news as gauged by the discussions in conference and the librarians would review and allocate the work in progress from the Reference Management System, RefTracker. They would also discuss ideas for pre-emptive research, developing timelines and fact boxes before editors request them.
Breaking down barriers to communication with clients

Online solutions

The use of marketing strategies is highly effective in raising awareness of services available in corporate libraries (Alire, 2007 p.545 ), and in attracting otherwise non-users to the library (Brick 1999 p.200). When faced with the absence of a physical space in which to target these marketing awareness campaigns, online marketing becomes integral to a good library-client relationship. A comprehensive web presence for the library is invaluable for promoting, educating and communicating with library clients. Currently the Fairfax library’s web presence describes the library collection and its location, the librarians’ locations, and the resources the librarians have available to them. It also provides client access to online reference tools and websites classified by subject area, and an in-depth history of the Fairfax Company and its publications. The library web presence is underutilised by our clients and clients are rarely directed to the resource descriptions available online by the librarians. 

2.a. Developing a virtual library tour, in a slideshow format, accessible through the corporate intranet, describing the unique contents of the collection’s resources, such as index cards and newspaper clipping files, which are invaluable aids to historical and social research for journalists, is paramount to educating clients of the library’s value to the organisation (Prabha & Irwin 2003). It will reassure Fairfax staff that there is still a collection on site, and quickly accessible to librarians, and educate them about the off site resources available. 

2.b. A detailed description of the databases that are exclusively available to librarians for research, such as Factiva and ASIC, emphasise the broad range of resources librarians can access to satisfy reference enquiries. The virtual library can be manipulated to develop a mandatory library orientation tour for new staff during new staff orientation sessions to Fairfax. The results of this education program are assumed to be highly positive, however the virtual library orientation slideshow had not been implemented at the time of this paper’s submission.

2.c. To address the same education of library resources to current Fairfax clients, consistent library branding will be applied to each response to an information request the library undertakes. Currently the library provides answers to queries via email with information obtained from databases attached. To educate clients and enforce the librarians as the information controllers of the organisation the communication and branding strategy involves a short statement as the response to each information enquiry.

Fig.2 Email message describing the source of information provided
This information was obtained for you through the library’s access to [Name of resource] 

To discover more about this resource click here. [Hyperlink to resource description on the library web presence on the intranet]
This short message describes the library’s access to resources and databases as exclusive within the organisation, giving the librarians information control and adding value and reliability to the information by reporting its source. It will not only be used to educate staff about online resources, but also promote the unique hardcopy index cards and clippings files. This strategy will prompt the education of clients about the resources they can access for future information needs and should encourage them to specify the source of the resources they require giving clarity to the information request and saving valuable time for the librarian in the highly pressured environment of reporting deadlines. I believe the education strategy will also lead to an increase in the utilisation of clippings files and index cards once the program gets underway. 

2.d As of June 2008, Fairfax Media embraced a new financial structure which developed a charge back system where the services of each department have an allocated budgetary outlay; that is, each department pays for their share of Human Resources, IT and the Library services. To educate staff on the value of the resources obtained by them, notification of the cost of research items over $30 was issued to the requester with an application for approval by their editor. Without recognised approval by the editor, the item cannot be provided. This strategy was developed due to the requirements of the new financial structure, but works to educate staff on the monetary value of the service the library has been providing over the years.   

2.e. The Fairfax librarians provide services to clients over a 14-hour period; from 9am in the morning till 11pm at night, hours designed to satisfy clients’ deadline demands and align the library services with that of the production of the newspaper. The library has provided a 14 hour service since 1955. Without promoting or displaying the library opening hours through consistent branding in all email correspondence and the hours listed on Library signage, clients are unaware of the opening hours and thus valuable time is being spent under-utilised by clients. The survey recently issued to The Sun-Herald editorial department provided some disgruntled comments on hours of operation because clients were unaware the library was open till 11pm.

‘We need more librarians or increased hours for current librarians,’ Journalist Fairfax employed 14 years

‘I would think as the online world moves closer and more people are put on a shift that revolves around 24 hour news that a librarian needs to be available for the overnight staff too. Many times I have needed the library staff while working from home only to realise it was after 9pm or 10pm and there was no one there for another 12 hours.’ Fairfax Legal Affairs reporter, employed 25 years 

When there was a physical library space, library clients would know the library was open by walking into the library and asking the librarian waiting at the Reference Desk for assistance. With librarians and collection dispersed over various locations, the staffing of the library area becomes sporadic in times of less staff, as travelling to access the collection is often necessary. The solution to the barrier of not having a physical door to open is for the library to consistently brand the library hours in all communication, signage and displays, for example, in email signatures, on the intranet, in company correspondence, etc.

Fig.3: Email signature including hours of operation.
Sally Kudrna
Fairfax Library
Library Opening Hours: 
Mon-Thur  9am-11pm 
Fri-Sun
  9am-10pm 
Sat
  8am–9pm
e: library@fairfaxmedia.com.au
p: 02 9282 2196 (SMH) | 9282 2405 (SHD) | 9282 2859 (AFR/FBM)
1 Darling Island Rd, Pyrmont NSW 2007, Australia
The result of this communication strategy has been evaluated over the past month and an increase of requests received after 9pm has been noted. Over more time, it is assumed that this will increase further as news spreads of the library hours of operation.

Information service solutions

3.a. It was important the Fairfax Media library investigated new ideas to ensure the success of the embedded library model. This involved developing a proactive information service, where librarians have been able to pre-empt expected research requests from clients relating to upcoming news stories, due to their attendance at the daily news conference. Following this meeting, the library team hold their own team meeting to brainstorm potential research topics and ideas. As a result, the librarians are now not only kept up-to-date with current affairs through knowledge gained at the news conference and through the introduction of RSS newsfeeds, but have been able to develop face-to-face personal relationships with journalists. This closer involvement with the work routine of their clients has allowed librarians a greater awareness of client needs, expectations and workflow, and as a result, has significantly improved the research support the journalists in their reporting duties.

As Shumaker & Tyler (2007 p3.) describe in their model of the embedded librarian, the librarians’ skills meant the library team could draw on “…the librarian’s ability to understand the customer group’s goals and problems that make that contribution valuable.”. In the case of the Fairfax Media Library, examples of pre-empting research needs can be seen in the regular and ongoing development of biographical profiles of notable Australians, such as Kerry Packer, Gough Whitlam and Ben Cousins, and timelines of significant events that may become newsworthy. For example, the library prepares and regularly updates timelines of events concerning major court cases and investigations, such as the recent examples of the Dianne Brimble case, or the investigation of the death of Caroline Byrne. These typically start at the date of their death, and then developments during inquests or trials are updated as they happen. When these timelines are required, it significantly reduces research time, and improves client workflow.

The proactive information service requires the library team to think beyond reacting to an information enquiry, which in turn allows librarians to shed the stereotype of the librarian waiting patiently at the reference desk (especially as the physical reference desk no longer exists in the embedded model). Proactive information services means considering the needs of clients and the way they use information, such as developing a brief outline of the information product you think might be useful, and contacting the person responsible for feedback on your product. Problems encountered in implementing this proactive information service at Fairfax are similar to issues encountered at New Zealand scientific research company, Ag Research, where Weddell, S (2007 p152.) states “the Librarians had... anxiety about ‘cold calling’ and even more about getting negative feedback”. However, it is believed that with the increasingly positive response by clients and the development of face-to-face relationships and open communication channels, the proactive information service will be well received by editorial teams at Fairfax Media. 

Physical solutions

4.a. To address the barriers built up by the removal of a physical library, where browsing the collection was available, and which was a welcome escape from the pressurised environment of the news desk and an important social environment (Petr & Jelusic 2002) the reference collection’s location should be publicised and browsing encouraged. The serials collection is to be moved to a location on the same floor and accessible by The Sydney Morning Herald and The Sun-Herald staff and a small reading table located near the librarians’ pod on the Sydney Morning Herald news desk. This will educate clients on the presence of the serials collection and encourage browsing and borrowing of serials and increase the contact librarians have with the editorial team. It raises the profile of the library on the news desk and attracts new clients to use the library services. The results of making the magazine collection visible and aligning it with the library team’s location at the Sydney Morning Herald has seen a steady increase in activity surrounding the team and an increase in borrowing statistics for the magazine collection.
4.b. Adding value to library services is a strategy often achieved quite simply, and is integral to cementing the professionalism of library and its image as an information controller. For example the Fairfax library added value to the service of training staff to use the in-house database, Fairfax Digital Collections. Where previously training was provided through informal channels of contacting new staff through emailed referrals and organising a time to visit their desk and instruct them on the functionalities of Fairfax Digital Collection over their shoulder, the value added approach to providing Fairfax Digital Collection training was by offering this service in the controlled environment of the computer training rooms. Training is a service valued by staff, however without the professional setting of the computer rooms, the level of its value is blurred by it being disguised as a ‘just helping you out’ or ‘over the shoulder instruction’. The professional setting makes it equal to training sessions that Fairfax pays external trainers to provide and therefore adds value to the library service by equating it to the value of a training session with a monetary price tag attached. 

Conclusion

The integrated library model was an inevitable step in maintaining an information service for Fairfax Media. The space occupied by the library resources could not have been supported in the current media climate of rapid technological change and the predominance of digital resources. Breaking down the stereotype of a library definition of ‘a collection of books housed in a room’ will become a reality for many corporate libraries. The success and survival of these libraries is dependent on maintaining communication and educating clients on the hours of operation, the location of librarians and the existing and new resources the library holds through actively seeking out research work and marketing the library services.
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