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How Do You Manage? Case Study: Unhinged
'By Michael Rogers -- 9/1/2001

Commentary > How Do You Manage? >

Mary Jean Dark-Varone, librarian at the Carthew Public Library, heard the door hinges squeak as the man
‘entered the library and came toward her. “Yes, can | help you,” she asked, adjusting the shaw! draping her
‘shoulders. ’

;Sure. ! got your notification in the mail that my new library card was ready,” answered the man standing before
Ther.

“Okay. What's your name?"
E:;Anthony Starke."

;'Okay. Let me find you here, Mr. Starke.” The woman flipped through a box of new cards mouthing names as
L:.f.he went, “Found it. Star!m. Anthony, Now i'm going to need two forms of ID from you that have both your name
‘and your home address,”

‘The man withdrew his wallet from his back pocket and began fishing through the bi-fold. "Here we go. Here's
my driver's license and here's my old library card," he said, handing her the fwo cards with a bright smile.
“Your library card isn't a valid (D."

"What?"

;I'Dc you have anything else, like your water bill cr something of that nature?" inquired Dark-Vargne.

.‘No‘ Who carries their water bill around with them?*

"The card you received in the mail clearly says you must have two forms of iD that are proof of residency."

.' *l know, | read it" said Starke. "My driver's license is one, and | thought my existing card would be the second
‘since it was issued to me by the library. 1 can't believe you won't accept your own card as valid proof, That

makes absolutely no sense at all

*Sorry, but that's our policy,” Dark-Varcne said pleasantly.

CI'm sure it is, but could you explain to me why that's the policy and also why | nead twe forms of 1D in the first

“place. | can buy a gun with just my driver's license. | can get a passport with just my driver's license. | can

5 register to vote with just my driver's ficense, but to gst a replacement for a freakin’ library card | need two

: forms of ID."

I'm sorvy, Mr, Starke.” she said. *Only town residents are allowed to be issued library cards, and we have to be

'. sure you are an aciual resident of Carthew.”

"Who would want 2 library card in a town they don't ive in? What would be the point of driving miies out of your

-way 1o use a library whan there's one close by? Who would do that? Do you think there's a conspiracy out
there to use olher town's libraries, that there's a huge biack market for hot library cards?

"I'm sorry, sir, but no iD, o library card.” Dark-Varone was flustered now and wanted Starke 10 leave.



qok. lady, i'm sofry to give you a hard time. I'm sure you have no personal say in this, so is there anyone else
'an:_'taik with to maybe get past this rule?"
:_c'am speak with the director, but she'll tell you the same thing since she's the one who impiemented ths
cy I'm sorry, i realy am, but you're going lo have to come back with a utility bill or something like that. |
.::Eit's a pain, but that's ail | can tell you.”

ka’y but if you agree that the policy is too severe,” Starke said, "then why don't you change it?*

alysis |: Strike a Balance

ey eborah Bigelow, Director, Leonia Public Library, NJ

uld we, as librarians, be any more restrictive? We spend money on advertising and time in meetings

:dischsslng how to boost circulation and get people in the door. Then we shoot ourselves in the foot with

-e':'(c'assively rigid policies.

| ] :"'hlgth likely that every person reading this has encountered a Mary Jean Dark-Varone, or has stood
helplessiy by, watching a simple request for service escalate into a heated confrontation. There are a number
0! |ssues in this case: the library system itself, the policy of Carthew Public Library, and the dynamics of the
!r)leractzon.
'glérke brings up a good point when he asks why someone would drive to a library in a distant town rather than
use his/her hometown facility. Why, indeed? Two reasons: A patron may reside in hometown A, but spend the
orkmg day in iown B. Convenience is a factor. Or, the library in town D may own the exact book that patron C
needs. And the book is needed within the week. The most convenient way to obtain the book is to simply drive
over and pick it up—ii one's library card were good at the out-of-iown library,
This situation makes it incumbent upon individu al libraries to form networks or cooperatives for reciprocal
:l;brrowing privileges. Many counties have already done this, and some states are working on or already have a
:s;tatewt'de fibrary card. This benefits both libraries and patrons. A sharing network relieves the individuat
Iibrary's burden of having to have all the books, CDs, and videos that might be of interest to the community. it
:Iallso expands resources for patrons and offers convenience at the same time.
Itis necessary to revisit library policies from time to time to ensure their currency. Why does Carthew Public
Library insist on two valid forms of ID? And who does carry their water bilt around with them? A quick perusai
.of liorary card policies afound the country indicates that most require one plece of valid 1D a driver's license,
county ID card, or an address on a document that carries a recent date. This makes sense.
© Policies are necessary and need to strike a balance beiween protection and accessibility. Librarians are
. Tesponsible for the coltection. They must try to ensure that checked-oul books will be returmned and be returned

in a reasonable amount of time. Sometimes, however, librarians can get so zealous in protecting the collection



E "ﬁatrons for whom it s being guarded have difficulty taking the books cut. Common sense sheuld
-4

q(.rhen it comes to setting policies.

ignfadion between Starke and Dark-Varone could have been handled better. The librarian could have

.?d his first card. If it were clean, it could have sufficed as a second form of ID. She could have offered to

Ik

d:"a'r‘i'  ooks he wanted until he brought back the proper identification,

é_:tikes to be refused in the name of policy. But, whether Dark-Varone agrees with the policy or not, she
suggest that Starke write to the library Board of Trustees or the director and furish the details to help
nge it. She might also want to register the situation with the director and make sure renewal notices spell
ac;c.eptable forms of iderntification.

dﬁ@nalely. this scene is ali too familiar. Librarians have a reputation for being rigid, and some are. And

e }.a_'re unscrupulous patrons who lose books, incur huge fines, and try to beat the system. P:}licies shouid
i maintain control and help to make the library experience enjoyable, More books will be taken out, but

1e will be tost. It's the cost of doing business.

fysis Il: Don't Go by the Book

Y La Loria Konata, Reference & Policy Studies Librarian, Geargia State University, Atlanta

‘there was ever a case for Plan B, this is it. I's gbvious that clear instructions were not in the notice sent out
i what qualifies as two forms of ID. Not accepting their own Sbrary card as a form of D s fike having an
ccount with the university credit union and my university ID card not being accepted as a form of 1. This is
G{v the stereotype of librarians being stringent is bom. Each rule has some leeway. If Dark-Varone were
concerned about keeping her job, she should have referred Starks to her supervisor. Personally, | would have

ssumed that my position gives me some authority to make a decision in this case, and | would have given him

et's assume that someone had stolen Starke's wallet, Would it be logical or rational for a thief to use stolen

entification for a library card? In this day and age of us all belng supersensitive 1o identity theft, would a

riminal take a chance on prison time 1o check out a book vs. getting a new cradit card that could be used to

purchase expensive goods? Yet, maybe I'm being too hard on Dark-Varone. The problem may lie with her

supervisor. Apparently, she micromanages to the point where her subordinates are not comfortable with
freedom of rational thought and decision-making.

'. When mgst libraries are concerned about their survival potential in the era of the web and online information,
why would this library turn away anyone who is obviously a dedicated library user? This makes me reflect on
Woodrow Wilson's plea for public administration (i.e., public sector) to become more businesslike. In business,
the customer is presumably always right.

If | return a pair of shoes to a store for a full refund and argue that | did not in fact wear the shoes, | will
eventually gst my refund even if it's obvicus that | had worn the shoes. Along those lines, if you went ta

purchase a computer and you were going to pay cash but were 25¢ short, would you or wouldn't you walk



'_'_th that computer? My guess is that you would leave the store with the computer. Sometimes, making

ustomer or patron happy is more important than going by the book.

a_ge'_is evervthing. Dark-Varone missed a grand opportunily to market the fibrary in 2 positive light. After

ng Starke state his assumption that his old fibrary card was a valid form of identification, she should have
im that the library administration had not previously considered that as a valid ID but that he makes a

id argument. .

thié point, he should have been given his new library card, and Dark-Varone could have then taken the

tté:r up with her supervisor. If her_ supervisor did not agree with this form of identification, Dark-Varone could
e said that if the situation occurs again, she would not feel comfortable not issuing the card and that she

would like to refer those instances to her supervisor.
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FINUNAIIVVBI Sumsion, John. (1999). Performance indicators.

lu Librarianship and Information Work Worldwide %41 177 — 207.

mdstmany 9 Besuesen aﬂ's-mﬂwmmuemm':w"l‘nu'im'smwummtamﬂmmmaa'ha
L . o J‘J =

dnydadTiananuuinsamanaludaslating John Sumsion wiauadaiidin 90 Sudulan

n Crawford, J. (1998). The stakeholder approach to the construction for performance measures:

_miblications. Library and Information Science Research News 22 (70): 23 — 29.

uate seating 23 41.19 Sanctions policy 68 21.04
ge of material types 24 39.33 Openness of management procedures 69 20.70
of materials 25 39.18 Provision of carrels 70 20.46
ount of user education 26 38.85 Provision of group study rooms 71 20.15
'FTE student 27 38.66 Feedback to users 72 19.84
licity for services available 28 38.42 Usage of reference collection 73 19.51
tétials as % of library budget 29 38.33 State of repair of stock 74 19.29
nquiries answered 30 38.25 Counter staff expertise 75 19.15
portion of wanted items obtained 31 37.99 User involvement in decision-making 76 18.65
ge of services 32 37.94 % potential users using the library 77 18.48
lection adequacy 33 36.63 Library proximity to teaching areas 78 18.20

%

34 36.47 % material budget spent on research 79 17.17

35 36.42 Books: serial budget 80 16.60

36 36.20 Use of planning procedures 811 16.17

37 35.85 Staff budget as % of library budget ~ 81.2 16.17

38 34.94 Provision of audio visual equipment 82 14.81

39 34.15 Proportion of qualified staff 83 1331

40 33.99 Cost per item 84 12.47

udget allocation among subjects 41 33.94 Stock development policies 85 11.78

- Acquisition speed 42 33.79 Vacation: term-time usage ratio 86 10.80
2 Short-loan reservations available 43 3332 Refreshments proximity to library 87 10.59
¢ Cost efficiency of library 44 33.20 Staff involvement in organization 88 10.28
; Cost effectiveness of library 45 3222 % collection borrowed 89 10.02
Management policies 20 6.58
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Kings: stakeholders’ responses combined (Source: Crawford, 1998h)

cator Rank Y% frequency Indicator Rank % frequency

: of 'very of ‘very
important’ important’

ple copies provided 1 60.79 Reciprocal access to libraries 46 32.03
r satisfaction 2 60.15 Library goals achieved 47 31.96
elpfulness 3 58.55 Subject specialists available 48 31.84
ions for disable users & 55.95 Recall speed of reserved items 49 31.46
rtion of materials catalogued 5 54.38 Computers provided for general use 50 30.93
uiry staff available 6 52.25 Flexibility of loan periods 51 29.81
ympetence of library management 7 51.87 Suitability of library building 52 29.12
tal library budget 8 51.63 Institution goals match user needs 53 28.74
bility of materials on shelf 9 51.56 Time taken for journal binding 54 28.33
ng hours 10 50.78 CD-ROM serials indexes available 55 27.74
ost of photocopying 1 48.39 All material available for browsing 56 27.55
ular equipment maintenance 12 47.58 Expenditure per FTE student 57 26.47
etness 13 46.51 Borrowing entitlement 58 26.26
logue networked within campus 14 46.48 Communication with user groups 59 24.99
helving 15 46.46 Level of staff training 60 24.23
tocopier numbers 1é 46.12 Workload levels 61 24,04
nt to which services are free 17 45.72 New stock notification. 62 23.99
dget flexibility 18 44.34 Staff per FTE student 63 23.47
atalogue availability 19 44.05 Proportion of stock in short loan 64 2313
get as % of university budget 20 43.95 Printed serials indexes available 65 22.44
K security 21 43.86 User recommendation mechanisms 66 22.39
uiry staff expertise 22 43.45 Expenditure per FIE researcher 67 2225
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