Next-Generation Corporate
Libraries and Information Services

CONSTANCE ARD

PUBLISHED BY a P k Ei IN ASSOCIATION WITH KIM IIISide

nnnnn



Next-Generation Corporate Libraries and Information Services

is published by Ark Group
«»
»
arkg

UK/EUROPE OFFICE
Ark Group Ltd

Paulton House

8 Shepherdess Walk
London N1 7LB

United Kingdom

Tel +44 (0)20 7490 0049
Fax +44 (0)20 7324 2373
info@ark-group.com

NORTH AMERICA OFFICE
Ark Group USA

4408 N. Rockwood Drive
Suite 150

Peoria IL 61614

Tel +1 309 495 2853

Fax +1 309 495 2858
info@ark-groupusa.com

ASIA/PACIFIC OFFICE
Ark Group Australia Pty Ltd
Main Level

83 Walker Street

North Sydney NSW
Australia 2060

Tel +61 1300 550 662

Fax +61 1300 550 663
aga@arkgroupasia.com

Commissioning editor
Anna Shaw
ashaw@ark-group.com

Head of production
Danielle Filardi
dfilardi@ark-group.com

Managing director
Jennifer Guy
jguy@ark-group.com

UK/Europe marketing enquiries
Robyn Macé
rmace@ark-group.com

US marketing enquiries
Daniel Smallwood
dsmallwood@ark-group.com

Asia/Pacific marketing enquiries
Steve Oesterreich
aga@arkgroupasia.com

ISBN: 978-1-906355-60-9

Copyright

The copyright of all material appearing within

this publication is reserved by the author and

Ark Conferences 2009. It may not be reproduced,
duplicated or copied by any means without the
prior written consent of the publisher.



Contents

EXECUTIVE SUMMIGIY .ottt e e e e e e e e e e e e eeeeeeeeeeeneees 1
ADBOUT the QUINOT.....coiiiiiiiiii e e e e e ee e e e et IX
ACKNOWIEAGEMENTS .coeiiiiiiiiiiiiii e e e e e e e e e e e eaaeaees Xl
Chapter 1: The role of librarians and information professionals...........cccccooviiiiiiiiinn, 1
IMAPKETING . e 1
PUBIIC EIGTIONS 1. 2
L TTa T aTe PO T TS TRTTRUSTRTN
Knowledge/content management-...
BUSINESS GNAIYSIS ..ttt ettt
Professional services team mMembBErs .........ccc.uiiiiiiiiiiii e

New and additional areas of responsibility

An old role With @ NEW TWIST....ooiiiii e
Library services into the fUtUIe ........oouiiiiiiii e 8
SUMIMIGIY .ot e e e e e e e e e e e e e e e e e e e et e e e e e e e e e e e e e ettt s 9
Chapter 2: Administrative and managerial skills.............ccoooviiiiiiiiiiiiiiiiiie, 11
PEOPIE e 11
POLHICS .ttt 13
RESOUITE MONGGEMENT ...ttt ettt e e e e 15
Negotiating effectively with the suppliers of commercial legal information ............ccccoooiiiiiiin. 17

Distributive versus integrative negotiation

Prepare in GVANCE . ....iioiiiiiee ettt
B CONFIABNT ...t
Identify a good BATNA.... .
ClOSE PIrOPEITY .t
Read the small Print .....ooo et
Additional ManagemMent QCHVIHIES ............iiiiiiiiee e 21
Other administrative dUTIES .......covviiiiiiiii e 22
UMY et e e e e ettt e e e e e e ettt e e e e e 23
Chapter 3: Embedded services — Co-location with internal clients...................cviinnnnnnnn. 25
Case study: Living with clients and the effect on information services ..............cccoeiiiviiiiienn. 27
Qo [ Yele 1T VORU USSP PSP PPPRRO 29



Contents

FUNAING e 30
REPOITING ettt ettt et e e e ettt e e ettt e e e eeas 31
Why embed? Library innovation or organisation procedure ..............ccovvvvieiiiiieeeiiiiieeeiiieeens 32
AACHIVITIES ¢t 32
Who is the best marriage parner? ...........occoiiiiiiii e 33
EVAIUGHION L 34
What lies Ghead?.......oooiii e 35
Chapter 4: Competitive intelligence ...........coovriiiiiiiiiiiiiiiiiiee e 39
Practicalities and best practices
GEMING STAMEA. ...t
Evaluation and return on iNVESIMENTt.........oouiiiiiiiii e 42
Cl as an emerging information SEIVICE .........cc.uiiiiiiiiiiiiiie e 43
CSE TN POINT .ottt e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e et e e s 44
FUTUIE OPPOITUNITIES . e e e 45
UMY ettt e e ettt e e e e et e e e 45
Chapter 5: Understanding and implementing online 100ls............cccccccoieiiiniiiiiiiiinn, 47
What are Onling SEIVICES2....coiuiiiiiiiiii et 47
WED 2.0 aNd 3.0 it 48
Case study: How online tools have changed information delivery in a law firm....................... 49
Library tools now and in the future
Cloud SErVICES ....vvvviiieiii e
OPEN SOUICE SOIUHONS ..ottt
Virtual reference and More .......o.ooiiiiiii i
Tradiional reSEarch T001S. ... oottt
SUMIMIGIY .ot e e e e e e e e e e e e e e e e e e e e e e e e e e et e e e ettt s
Chapter 6: Using social media in corporate libraries ...........cccccuviiiiiiiiiiiiininiiiiiiiieeeeeeenn, 59
Defining ‘social Medial.......o.iiiii e 59
How corporate libraries could use social media ..........cccoooiiiiiiiiiiii 60
Concerns arouUNd GAOPHON ... ..eiiiiiii et 63

Achieving potential

Case study 1: YMCA - The evolving role and skills of information professionals................ 67

The role of information professionals at YMCA ...............
Collaboration and technology skills to improve delivery
SUDJECE BXPEITISE ...ttt et
Information delivery mechanisms continue to change.............oociiiiiiiiiiiiiiic e,

Other innovative information solUHONS ......ccoooiiiiii e

The future in skills AN OPPOIUNTIES. .. .eeiiiiiiiiiiiii e

Case study 2: Field Fisher Waterhouse LLP — Raising the profile of library and
INFOrMOATION SEIVICES ..eeiiiiiiiiiiiiiiiiet ettt e e e e e e ettt e e e eeeeeeeeans 71

Take account of the firm’s business SIAtEgY.........ooviiiiiiiiiiiiiii e 71

Consider your location



Next-Generation Corporate Libraries and Information Services

Consider @ NAME ChANGE .......oiiiiiiie e 72
SUPPOM Cross-firm INTIGHVES ..vveiiiiiiii ettt e e e e e e 72
Pioneer NEeW TECHNOIOGIES ... iiiiiiiiii it 72
PACKAGING YOUI SEIVICES ...ttt 72
Measure your work [eVels ..........ooiiiiii i 73
DeEMONSHIAtE FECOGNITION ..iiiiiiiiiiii ittt 73
The benefits of promoting YoUr SEMVICE......c.uviiiiiiiiiiiiic e 73

Case studies 3 & 4: Lessons to be learned from public libraries
Yarra Plenty Regional Library: Deploying Web 2.0 technologies...........cccccoeiviiiiiiiiiiiieeiiien
Challenges and 0pPOrUNIES ........iiiiiiiiiii e
Successful innovative programmes at YPRL.........cociiiiiiiiiiiii e
OIUICOMES ettt e e e ettt e e e e
Staff changes and iMmpPlications...........oiiiii e

Skills and roles for the fUTUIe. ... e

Casey-Cardinia Library Corporation: Blending marketing and electronic resources .................. 78

Observations and CONCIUSIONS ........coouueiiiiiiiiiii e e e e eaans 81






Executive summary

EMBEDDED LIBRARIANS, knowledge
management, enterprise search, taxonomy,
metadata, social media managers,
archival content...

The terms used to describe today’s
information professionals and their areas of
responsibility and positions are as varied as
the organisations for which they work. The
transformation in information services over
the past several years has been fast and the
future is not gearing down. The one constant
in these expanding roles and duties is that
the supporting organisation’s own mission
and business goals govern every corporate
information centre.

Chapter 1 examines the changing role
of the librarian or information services
manager. Library managers are no longer
just managing physical and staff resources.
The leaders of our information centres are
changing their own areas of responsibility
to ensure the future of information centres.
Information managers must be marketers
and educators as well as collaborators
and politicians. They must be hard-line
negotiators and business analysts who can
define the value of information services
in the language of their organisation’s
business. Most importantly, the next-
generation information professional must
serve as an agent of change.

The future of the library requires
a continual evolution by information
professionals. This evolution influences the
necessary skills for librarians, services offered

and the method by which those services

are delivered. Chapter 2 discusses these
skills. The increase in electronically-created
content means that information users rely

on the skills of information professionals to
manage the influx of data from all inbound
streams: e-mail, social media and traditional
sources in new media. Content management
requires expertise in not only physical items
but also the multiple electronic media that
abound, both internal and external to an
organisation. As content creation continues
in the electronic medium the physical space
will be less important than virtual access

to information. The roles of information
professionals will continue to transform due
to the electronic shift and other influencing
factors such as delivery methods and
services provided.

A report on New Zealand special
libraries published in April 2009" states
that a review of 30 years worth of job
advertisements shows that the skills required
for information professionals are less
traditional today. Desired qualifications
have more to do with communication and
behavioural skills than organising and
retrieving information. Those core skills are
still necessary but organisations are seeking
the able individual who can communicate
with and relate to his or her clients. In-depth
information technology ability is another
area of great importance for the next-
generation librarian.

Expanded roles result in new or extended
services such as embedded librarians,
who are physically co-located with their
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internal clients. Chapter 3 examines the
growing trend for embedded librarians.
These librarians are responsible for training,
competitive intelligence and in-depth subject
support through research. Recently a lot of
attention has been given in library literature
to embedded librarians and the value of the
library, including a study concluded in June
2009 by David Shumaker and Mary Talley
which examined embedded librarianship.?
Their survey concluded that 45 per cent of
respondents provide specialised services to
one or more groups. This model is shifting
the budgets and payment of librarians
within organisations as well as traditional
reporting structured.

Provision of competitive intelligence is
one area in which information professionals
can show their strengths and prove
their value to the organisation. Chapter
4 reviews how librarians can provide
expanded competitive infelligence services to
encompass new environments, new services
and new expectations, even if some of the
work performed includes the semi-traditional
provision of reference and research.

Chapter 5 examines the role of
technology in the evolution of the corporate
library, while Chapter 6 goes on to explore
possible uses (and challenges) of social
media applications in the corporate library
environment. The overall influencing
factor in every information professional’s
life is the continuing technology
evolution. Tradition has no place in the
next generation of information delivery.
Information professionals will continue to
develop their technical skills and rely upon
their knowledge and understanding of
information structure to help organisations
choose the right online tools to meet the
information needs of their customers.

This may be through traditional print and
electronic resources delivered in 21+ century

methods. It most certainly will include

cloud applications and ever expanding

Web 2.0 and 3.0 technologies. Traditional
information vendors will use new technology
to continually improve the offerings for
information consumers and the librarian will
be the one taking charge of knowing what's
available and how to use it.

Case studies and practical examples
are referenced throughout the report to
illustrate how forward-thinking libraries have
exploited new opportunities and prepared
for emerging challenges. Contributing
organisations include Field Fisher
Waterhouse LLP Bank of America Merrill
Lynch, Beachcroft LLP, Minter Ellison, Yarra
Plenty Regional Library, YMCA of the USA
and Casey-Cardinia Library Corporation.

To regain and retain library staff,
information professionals must speak in
organisational language. The future of
information services depends upon the
ability to quantify the existence, evolve
staff roles and project the continued
and growing need for professionals who
collect, organise, analyse and disseminate
information. Now is not the time for
reliance upon good will. Understanding the
organisation’s mission and business goals
and aligning information services to meet
those goals is the future. Next-generation
information professionals must lead their
services aggressively into the future.
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