PRIORITIES FOR REFERENCE AND INFORMATION SERVICES
There are priorities all the libraries have in common.  There are many services that all the campuses offer and value, however, more than anything, demographics and the user groups that each serves, determines each library’s priorities.  2008 registration statistics (from DRIA) for UIC reveals that of the 25, 243 total registered students, Daley serves approximately between 80-90% of the students and attached faculty, and the LHS libraries serve approximately 10-20% of the students.  In addition to “traditional” students, LHS serves interns, residents, fellows and thousands of clinical faculty and preceptors throughout the state   LHS also supports an extensive medical research enterprise.  
The LHS libraries operate much like special libraries, while Daley is more the traditional academic library, and therefore the libraries have very different roles to play.  In addition to information services roles, site librarians are also responsible for Access Services, Technical Services, Systems, and Facilities. Interestingly, despite these differences, there is still much agreement on priorities, although the model for delivery of these services may vary from library to library.
Before deciding on what the priorities should be, it’s necessary to list what it is that these departments do and for what it is that they are responsible.  

1. Reference: points of service 

a. face to face

b. phone

c. email - asynchronous

d. instant messaging - synchronous

e. one on one consultations – 15 minutes or more

2. Instruction

a. face to face

b. virtual

c. tutorials

d. research guides

1. Collection Development
2.  Liaison work

3. Outreach

4. Grant projects

5. Webpage development

6. Public Relations and Marketing
7. Committees and Task Forces

e. National/Regional

f. State

g. Local

h. University

i. Library

8. Systems and Technology

9. Human Resources

10. Promotion and Tenure

Additional Roles at Sites:

11. Circulation 

12. ILL services

13. Electronic reserves service

14. Technical services

The budgetary constraints under which the library is operating force the public services departments to acknowledge that the list above makes extraordinary demands on their time, and that it is imperative to make some very hard choices about priorities that will ensure a vital future for these departments.  New and emerging technologies offer chances to embrace new ways to deliver services to our patrons.  This is the time to plan and blend both the traditional and new types of service. 
There is general consensus that reference services should be guided by the values in the Library’s strategic plan:
· Expand virtual presence: reference and instruction

· Increase marketing and outreach efforts 
· Tailored client-based services
· Diversity

However in striving for goals outlined in the strategic plan and successfully meeting any and all challenges, it is important to:

· Recruit and retain excellent librarians.

· Be flexible and agile

· Allow and encourage creative ventures
· Recognize needs of diverse user groups
There is a definite tension between what public services these departments ideally would prioritize, and what they are able realistically to deliver.  The priorities all the reference and information services librarians agreed upon:
HIGH PRIORITY:


1. Instruction

· Face to face classes, online modules and tutorials

· LHS is committed to e-Rooms as another mode of instruction
· Determine and demonstrate impact on student success
2. Reference and consultation services
· Point of need, virtual and one on one

· Test new technologies for reference (e.g. text messaging, Twitter)

3. Marketing 

· Web pages, liaison work, signage, promotion of resources
LOWER PRIORITY

· Assessment Projects

· Outreach  (This is a lower priority for Daley, but LHS feels this is of higher priority in order to meet the charge of the Greater Midwest Region and to support our community-based medical education model at the regional sites.)

· Grant Writing:  although of lower priority because of other obligations, LHS feels that this is an important piece of Information Services.

What should the departments consider in support of these priorities? 
1. Increase online reference/information services hours – flex time
2. Reduce coverage at desk – fewer librarians at the desk at one time

3. Use technology to reduce number of face to face instruction sessions
4. Use digital picture frames to reduce ready reference questions at desk

5. Increase use of online instruction at LHS

6. Use LibGuides as instruction and marketing tools
7. All librarians, regardless of department, should participate in and contribute to Reference/ Information Services and spend some time working with patrons.
8. Encourage innovation in providing services

9. Explore better utilization of technologies – establish a meaningful electronic presence  
10. Explore possibilities for outsourcing some marketing and web development
11. Utilize other library staff (e.g. Circulation) for library tours.
12. Explore impact of decreasing all non-service responsibilities
Even though the future of reference and information services is not clear, the underlying values are very clear: providing excellent service to and meeting the information needs of our respective communities.   Fittingly, the Library strategic plan best described how to proceed: “The Library will need to develop systematic ways to track trends, engage young people, and develop cost-effective means to develop prototypes quickly so our services and systems keep pace with user needs and expectations.”  These priorities attempt to do just that.  
