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Patron : customer @ | E53E

Voyager : One of the online library catalog system

Observations
For this section, I selected three observations from which I learned very much.
Description of the exchanges is not the exact words that people said, but the outline

based on my impression and the follow—up interviews with the librarians

Reference Observation #1

An elderly man approached the reference desk.

Patron: (shyly smiling) Where was the place where Japanese and Asian books are
collected?

Librarian: Asia collection is on the fourth floor. If you have a specific book in
mind, you can ask its location at the reference desk in the section.

Patron: Oh, yes, thank you. I have been there several times, so I must remember it.
I don’t know why I forgot it. Thank you so much.

He repeatedly thanked the librarian and hurried to the elevator only available up
to the third floor. The librarian found him going to the wrong direction, stopped

him, and guided him to the appropriate elevator.

This was an example of a one hundred percent successful reference service. The key
to success was that the librarian was following the patron with his eyes even after
the exchange was completed at the desk. If he didn’ t do so, the patron would be
lost and frustrated. The patron said that he had been there before, but the librarian
prepared for a case that the information from the patron was incorrect. I learned
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that the follow—up service was not just to say patrons to come back, and the reference

service was not limited to activities at the desk.

Reference Observation #2

A young couple, apparently undergraduate students, came to the desk, and one of them
asked a librarian about something. After the exchange of a few words, the librarian
started searching in Voyager and online databases. The librarian changed the
database several times and continued searching almost in silence. It took quite a
while in locating the necessary information. At the beginning, the student was
curiously looking at what the librarian was doing. As about 20 minutes passed by,
she began talking with her boyfriend, and at last, she looked completely bored leaning

against her boyfriend

I consider this example to be unsuccessful. As a result of the long boring waiting
time, the student received some information from the librarian. However, regardless
of whether she got the necessary information or not, I don’ t think that she was
satisfied with the service. The problem was that the librarian paid little attention
to the patron while he was searching. If he explained what he was doing to her, she
may not have been so bored and got interested in the database searching. It was an
opportunity for instruction. In other cases, I often observed that a librarian was
talking to a patron while searching. Many patrons tended to ask questions about the

searching process, when they were explained how the information was found.

Reference Observation #3

A librarian was searching a database of EBSCO host for a student. It looked as if
the student had no interest in what the librarian was doing. He was looking towards
the different direction while he was waiting for the librarian’ s answer. The
librarian didn’ t try to talk to him until the search was over. She located some
articles, and showed the search result to the student pointing at the screen. When
the student was just leaving the desk, the librarian added, “This database is REALLY
useful.” By this word, the student stopped and looked at the screen again. The

librarian then provided him with a brief instruction on how to use it

This is another successful example that I observed. 1 was so impressed with the way
the librarian said the last word and led the student to learn the database. When
this interaction occurred, I was standing near the librarian, trying to ask questions
to another librarian. It looked as if she said the word just because she sincerely
believed that database was useful. Whether she had the particular intention to stop
the student by saying this or not, I believe it was the result of her wide experience

that she made good use of the opportunity for instruction.
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