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vices



issues facing, 122
population projections, 121

“Model Rules.” See Model Rules of Pro-
fessional Conduct

Model Rules of Professional Conduct,
402

Moral character of information, 476-
479
possible increase in uncertainty,
477
as resolution of uncertainty, 476,
478

Morpheus tool, 308

Museum Educational Site Licensing
(MESL) Project, 355-356

NAP (New Americans Project), 166-167
National Center for Education Statis-
tics, 28
National Commission on Libraries and
Information Science, 189-191
National Education Longitudinal Study
of 1988 (NELS88), 29
National Endowment for the Humani-
ties, 310
National Gallery of the Spoken Word
(NGSW). See NGSW (National Gal-
lery of the Spoken Word)
National Household Education Survey,
27
National library policies and develop-
ment, 133-135
National Museum of Art (NMA}), 317
National Science Education Standards, 232
National Science Foundation (NSF),
310, 357, 380
joint international initiative, 357
National Science Foundation Digital
Libraries Initiative, Phase 2, 267
National statistics
changes between 1970 and 1990,
13-15
group representation, 8-10
lack of recency, 11
masking of demogrphic and socio-
economic differences, 10-11
naming conventions, 12
origins of racial and ethnic data, 7-
8
small sample sizes, 11
Native American librarianship, 183-188.
See also American Indian Library
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Association
obstacles to, 191-192
recruitment, 186-187
Native American libraries, 183, 186
Native American Pre-Conference, 1978
(1979), 189-190
Native American Pre-Conference, 1991,
190
NELSS838, 29
Net Detective (2000), 495-496
Network Component Model, 766-768
fig. 4. See also Service quality, net-
worked environment
components, 766
evaluation criteria, 766-767
gaps 1-5, 774
Gaps Model of Service Quality, 774
(See also Gaps Model of Service
Quality)
issues for further research, 772-773
mapping examples, 767-768
network library quality statistics
and performance measures, 769-
771 fig. 5
public library electronic resources
and services statistics, 763 fig. 2,
767-768
public library network composite
and performance measures, 764
fig. 3
quality of networked services and
resources, 768, 772
Neutrality, librarians’ commitment to
See also Censorship
actions against, 502-504
“fiction problem,” 474-475
history of, 472-473
“Internet problem,” 474-475
limitations of, 478-479
New Americans Project (NAP), 166-167
New Measures Initiative, 586, 624
New South Wales Public Libraries
Evaluation Group (NSW PLEG)
survey, 669
NGSW (National Gallery of the Spoken
Word), 370, 374. See also Micro-cul-
ture dichotomies, National Gallery
of the Spoken Word; Micro-cul-
tures, National Gallery of the Spo-
ken Word; Micro-cultures, related,
National Gallery of the Spoken
Word
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“The NGSW World,” 375-376

Nicolescu, Suzine Har, 96, 98-99

Ni Hao campaign, 124

NMA (National Museum of Art), 317

NSF (National Science Foundation),
310, 357, 380

Office for Library Outreach Services
(OLOS), 89, 141

Office for Library Service to the Disad-
vantaged. See Office for Library
Outreach Services (OLOS)

OLAP (Online Analytical Processing),
716. See also Service quality, Bal-
anced Scorecard project, Univer-
sity and Regional Library Manster

OLOS (Office for Library Outreach
Services), 89, 141

Online Analytical Processing (OLAP),
716. See also Service quality, Bal-
anced Scorecard project, Univer-
sity and Regional Library Miinster

Online reference services, assessment
best practices, 340
environmental conditions, 340
ethnographic approach, 341
holistic approach, 341
use of service vs. use of content,
339

Online reference services, definition,
338

Online references services, roles, 341-
343
“sharium,” 343
stages of development, 342-343

Opportunities for Minorities in Librarian-
ship, 92

Ordinary negligence action, 397-398.
See also Malpractice, library

Paladin Press Web site, 492-495

Panoff, Bob, 452

“Partnerships for Change,” 123, 168

PDL (Perseus Digital Library). See Per-
seus Digital Library

PEAK (Pricing Electronic Access to
Knowledge), 355

PEMS (Performance Effectiveness Man-
agement System). See Service qual-
ity, cultural change, academic li-
braries

Performance Effectiveness Manage-

ment System (PEMS). See Service
quality, cultural change, academic
libraries

Perseus Digital Library (PDL), 304-333,

355

access, easy, 319

acquisition of primary source ma-
terial, 307

analysis tools, 307
Annenberg/CPB Project, 306, 310
augumentations of learning, 321-
323

collaboration of users, 322-323
collection development plan, 308
community development, 323-325
conceptual infrastructure, 319
data collection methods, 314
decisions, key, 330

description, 306-311

document analysis, 316
educational siting, 309, 310
emphasis on teaching and scholar-
ship, 317

extensions, 318

goals, 308, 313-314

goals, product/system testing, 326
goals, research, 326

HyperCard, 307, 310

influence, 325

instructor use, 320

interviews, 315-316

laboratory for humanities research,
322

learning analysis, 317

mechanical advantage, 319-321
meta collections, creation of, 309
Morpheus tool, 308

navigational tools, 307
object-oriented approach, 307
objects, 314

observations, 314

observations, types of, 314-315
philological tools, 321

physical infrastructure, 318

plan, 313-318

purposes, 330

reliabilty, hardware and software,
318

requests, HTTP, 325 fig. 1
selective access, 319-320

Stoa (spin-off organization), 310,
319, 323
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systemic change, 323-325
triangulation, 311
versions, 310
Personal autonomy. See also Community
autonomy
characteristics of, 479-482
librarians’ role in developing, 481,
483-484
Pinyin vs.Wade-Giles (romanization sys-
tems), 118
Plagiarism. See also Plagiarism, preven-
tion
cheating, definition, 418
conditions inviting plagiarism, 417-
420
consumer mentality, 421
“cut & paste” technology, 418
definition, 418
detection of, 426, fig. 3
difficulty of proving, 423
examples: Direct copying, para-
phrasing, and theft of an idea, 419,
fig. 2
faculty, 423-426
history of, 415-416
knowledge of problem by library
professionals, 429-430
online tutorials, 418
prevention, 425-428 (See also Plagia-
rism, prevention)
responses outside academia, 422-
423
role of technology, 415432
role of universities, 421-422
sanctions against, 420, 422, 423
student attitudes, 420-423, 427
time considerations, 424
Plagiarism, prevention. See also Plagia-
rism
faculty and librararian coopera-
tion, 428
faculty tactics, 425-426
handouts, 428-429
talking with students, 427
“Useful Software and Internet Sites
for Detecting Plagiarism,” 426
Postman, Neil, 465, 468
Practice community, 354-358. See also
Digital library evaluation, concept
evolution; Research community
Human-Computer Interaction
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Group, 356
joint international initiative, 357
Museum Educational Site Licens-
ing (MESL) Project, 355-356

PEAK (Pricing Electronic Access to
Knowledge), 355

Perseus Project, 355

Preamble to the UNESCO Constitu-
tion, 521, 525-526, fig. 2
context for decision-making, 525-
526

Principles of librarianship
Cohen’s six principles, 408-409
influence of, 409
Ranganathan’s Five Laws of Library
Science, 408

Print revolution, 455-456. See also Com-
puter revolution and academic li-
braries
impact on individuals, 456-458, 461
impact on universities, 461
phases, 458

Process improvement, 646-653
activities, 648-650
customer expections, 650, 6568n5
customer perceptions, 650, 6568n4
information gathering, 650
involving staff, 652-653
mapping workflow, 651, 658n6
“Plan, Do, Check, Act” cycle, 653,
658n7
related information, 651
study, steps, 650-653, 658n3
University of Arizona Library, 650
verifying customer expectations,
650-651

Professionalism Committee of Ameri-
can Society of Information Science,
512

Professionalism in librarianship, 395-
414. See also Competencies, core;
Malpractice, library; Values, shared
knowledge, 404406
Model Rules of Professional Con-
duct, 402

Professional malpractice action, 398

Project ethnography. See Digital library
evaluation, anthropological ap-
proach

Project Gutenberg (1971-2000), 490

“Project Prism,” 374

Psychometric properties, LibQUAL+
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survey, Texas A & M, 585-604
comparisons across demographic
variables, 595
comparisons across scales, 592, 594
fig. |
dimensions of perception, 589-590
instrumentation, 589
LibQUAL+ dimensions, 600-602
LibQUAL+ norms, 595-599 tables
4 and 5, 602 fig. 2
mean comparisons, 601-602
mean LibQUAL+ differences, 592
model, hierarchical LibQUAL+ fac-
tor, 610 fig. 3
procedure, 588-589
research questions, 587, 599
scale relationships, 592, 594 table
3
score correlations, 600-601 fig. 3
score reliability, 590, 592, 593-594
table 2, 600

Publication Manual of the American Psy-
chological Association, 417

Pura Belpré Award, 169

Reading, 466-467

Reading correlations, 28

Redress Campaign, 91

REFORMA, 89

REFORMA National Conferences
(RNA), 162-163

REFORMANET, 151

“Reinventing Librarianships: Focus on
the End-User,” 411

Reliability
accuarate records, 572-573
collection management, 575
equipment, 573-574

Research community. See also Digital li-
brary evaluation, concept evolu-
tion; Practice Community
Alexandria Digital Library Project
(ADL), 353
Digital Library Initiatives (DLI),
353, 374
DLI-1 project, University of Califor-
nia at Berkeley, 354
DLI-1 project, University of Illinois,
354
“Project Prism,” Cornell, 374
Social Construction of Technology
(SCOT), 356

Resident’s worksheet, 273-275

Resource & Information Center
(Marcourt, Inc.), 411

Reviews of Spanish-language publica-
tions, 154

“Revisions to the Standards for the Clas-
sification of Federal Data on Race
and Ethnicity,” 9-10

Revolution
comparison of printing and com-
puter, 460-461
computer, 459-463
printing, 455-459

Rights
in Code of Ethics, American Li-
brary Association, 499-500
language, 507
natural, 505-506
validity, 505-507

RNA (REFORMA National Confer-
ences), 162-163

Rocket-Library, 490

Roman Catholic Church, 457

Ruggiero, Cheryl, 418

SALLALM (Seminar for the Aquisition
of Latin American Library Materi-
als), 155, 157-158. See also East
Asian collections

Schon, Isabel, 151-152

School of Information Sciences, Uni-
versity of Pittsburgh
course development, 516
Ethics Fund, 515
future plans, 517-518
history of information ethics devel-
opments, 512-513
impact on students, 514-515
Information Ethics Fellowship,
514, 515
interest of others, 516-517
lecture series, 513
Master’s level course, 513-514, 516-
517
Web site, 515, 531

Science and Engineering Ethics, 521

Scientific thinking skill sets, 231-232

SCONUL Advisory Committee on Per-
formance Indicators (ACPI), 723.
See also Service quality, United
Kingdom

SCOT (Social Construction of Technol-
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712 table 1
Library Audit, 716
managing (planning) strategy, 715-

408 716 fig. 2
Seminar for the Acquisition of Latin Online Analytical Processing
American Library Materials (OLAP), 716

(SALALM), 155, 157-158

Service quality, academic libraries, Erie,

Service quality, conceptual essay
American Satisfaction Index (ASI),

PA project, 626-634

changing role of library, 627-629
cost of access to information, 634
demographic profile of respon-
dents, 631 table 1
instrumentation, 629-630

library staff, competency of, 631
possible variants, 634

prior research, 628

regression analysis, full model, 632
table 2

regression analysis, restricted
model, 632 table 3

resources, importance of, 633
results, 630, 632 tables 2 and 3
sampling, 630, 631 table 1

staff characteristics, 633

tangibles, importance of, 633
training, library use, 631-633

Service quality, analysis of data,

SERVQUAL studies, 670-674

Service Quality, analysis of study data,

674-677

Service quality, Balanced Scorecard

project, University and Regional
Library Miinster, 709-717

basic model, 713 fig. 1
benchmarking model, use as, 715
collection building quality, mea-
surement steps, 716

data sources, 711

direct measures, 710

inclusion of eletronic data mea-
sures, 713-714, 716

indicators, financial perspective,
714

indicators, potentials, 714-715
indicators, processes, 714
indicators, user perspective, 713
indirect measures, 710
institution’s view of service, 711
integration of planning and perfor-
mance measures, 712-713

lending service quality, assessing,

705

assessment multi-faceted, 689-690
confirmation/disconfirmation
theory, 691

correlation of Gaps Model with
concept, 619, 691 (See also Gaps
Model of Service Quality)

data analysis, 703

definition, 690

dimensions, 700

Gaps Model of Service Quality, 690,
699

general perceptions uvs.
disconfirmation debate, 706

ISO 9000 (9001-9003), 704-705
issues to address, 698-703
libraries’ interest in, 688-689
Malcolm Baldrige National Quality
Award, 704

measuring, 692-695

method of survey delivery, 702
monocultural assumptions, 748
non-LIS journals, 706

normative measures, Texas A&M
project, 696-698 (See also
LibQUAL+ project, Texas A&M)
planning, Hernon & colleagues,
698

predictability, 699

President’s Quality Award Pro-
gram, 705

relationship to satisfaction, 691-692
research issues, 703-704

service plan, 689

SERVPEREF, 695
SERVQUAL, 693-695 (See also

SERVQUAL)
study purpose, 701

Service quality, cultural change, aca-

demic libraries, 635-661
aspects listed, 637-638
assessment, culture, 645, 658n3
control chart, 652 fig. 1
customer expectations, 650
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customers’ voices, 638-639

focus groups, 650

Gemba processes, 647-649, 656
globalization of economy, 638-639
Keystone Principles, 654-655,
658n8

learning organization, 654
macro-data analysis, customer
voice, 639-640

mapping processes, 658

mapping workflow, 651

Mental Models, 655

micro-data analysis, customer
voice, 640-641

need for, 636-638

partnerships with customers, 639-
641

Performance Effectiveness Man-
agement System, 645-646, 658n2,
660-661 (Appendix)
Performance Effectiveness Man-
agement System, staff, 644
Personal Mastery, 656
predictability, 649-650

process improvement, 646-653 (See
also Process improvement)

SIPOC (Supplier, Input, Process,
Output, Customer) model, 653-654
SPARC, 655

staffs’ voices, 642

strategic long-range planning, staff,
642-643

strategic performance framework,
staff, 643-644

Systems Model for Organization
Design, 653-654

Systems Thinking approach, 655
Team Quality Standards, 656-657
Total Quality Management (TQM),
647, 687-688

Service quality, international variations

in measuring, 732-757. See also In-
ternational variations in measur-
ing, primary project; International
variations in measuring, secondary
project; Service quality, United
Kingdom

assumptions of national differ-
ences, 738

disconfirmation theory, 733
internationally accepted measures,
751

lack of normative results, 734
library experiences, Chinese wvs.
New Zealand, 735

marketing, 735

objective indicators, 733
presursors of service quality, 734-
736

users’ experiences, 734-735
word-of-mouth communication,
734-735

Service quality, LIbQUAL+ projects. See

LibQUAL+ project, Texas A&M;
LibQUAL+ project, University of
Washington; Psychometric proper-
ties, LibQUAL+ survey, Texas
A&M; Service quality, cultural
change, academic libraries

Service quality, networked environ-

ment, 758-775

Association of Research Libraries
(ARL) in-progress research data,
765

Audience Model, 765

composite model, 766

data collection methods, 765

data from state libraries of Dela-
ware, Maryland, and California,
759, 765

Institute of Museum and Library
Services National Leadership
Grant data, 759-765 figs. 1-3
national studies of public libraries
and the Internet, data, 765
Network Component Model (See
Network Component Model)
Technology Infrastructure Model,
766

Service quality, United Kingdom, 718

731. See alsoInternational variations
in measuring; International varia-
tions in measuring, primary
project; International variations in
measuring, secondary project; Ser-
vice quality, user satisfaction sur-
veys

benchmarking, 727-728
benchmarking model stages, 728
compulsory proformance mea-
sures, 718-720 fig. 1

EQUINOX, 723

expenditure vs. loans, 727 fig. 5
frameworks, academic library qual-
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institutional context data, 726
“Learning Resources,” 721
library contextual data, 726
library management statistics, 725
LISU’s role in data management,
724
multiple stakeholders, 722
“Research Assessment Exercise,”
720-721

SCONFUL User Satisfaction Project,
1998-99, 728-730 figs. 9 and 10

SCONUL Adpvisory Committee on Per-
formance Indicators (ACPI) steps,
723

“SCONUL Benchmarking Manual,”
727-728

SCONUL Benchmarking Pilots Project,
1997-99, 727 figs. 6 and 7

SCONUL's plans, 730-731

Standing Conference of National and
Univeristy Libraries (SCONUL)’s
aide-memoire, 721-722
statistics, use of, 723-727
“Teaching Quality Assessment
(TQA), 720-721
“The Effective Academic Library,”
722,725
user satisfaction, 728-730

Service quality, user satisfaction surveys,
662-686
Digital Library, The, 680-683
digital library issues, 682
impact on customer loyalty, 665-
666 fig. 2
library services, 665
networked electronic services, 683
relationship, user perceptions and
user satisfaction, 664-665, 666 fig.
1
research questions, 663, 683
results summary, 684
service quality vs. satisfaction, 663-
667
Western Kentucky University
(WKU) Libraries Satisfaction Sur-
vey, 681

Service Quality in Academic Libraries, 663-
665, 669

Serving Latino Communities: A How-to-Do-
It Manual for Librarians, 143-144

INDEX 797
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dimensions, 550, 586, 664, 678, 734
evolution to LibQUAL+, 550-551,
587-588, 623-624
perceived quality, 664

SGML (Standard Generalized Markup
Language), 307

Shannon, Claude’s mathematical defi-
nition of information, 476-479

Shoder Education Foundation, 452

Situational ethics. See Plagiarism, stu-
dent attitudes

Skill sets, 231-232
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407

SLIMPad (Superimposed Layer Infor-
mation Manager scratchPad), 286-
287

Smith, Neel, 319
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232

Social Construction of Technology
(SCOT), 356

Social nature of information, 471-485.
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autonomy
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407

Spectrum Initiative, 150, 169-170
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Standard Generalized Markup Lan-
guage (SGML), 307

Standards of good practice for librar-
ians, 404-409

“Statistical Policy Directive 15,” 9-10

Stoa, 310, 319, 323

Strategic planning processes, 642-643
Hoshin planning, 643, 657n1
University of Arizona, 643

Superimposed Layer Information Man-
ager scratchPad (SLIMPad), 286-
287

Surveys, role in library evaluation, 668-
670
Assessing Service Quality, 670
Council of Australian University
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Nitecki’s research, 669-670

Service Quality in Academic Libraries, 669
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688
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687-688

“Iracking Footprints in a Medical In-
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523 fig. 4
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Computer revolution and aca-
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Computer revolution and aca-
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