: ¢ : )
Chandos Information Professional Series C.lﬂ

The Myth
and Magic of
Library
Systems




The Myth and Magic
of Library Systems

Keith J. Kelley

AMSTERDAM e BOSTON ® CAMBRIDGE * HEIDELBERG C I

. LONDON * NEW YORK ® OXFORD ¢ PARIS ® SAN DIEGO
RN SAN FRANCISCO  SINGAPORE ® SYDNEY * TOKYO CHANDOS
ELSEVIER Chandos Publishing is an imprint of Elsevier PUBLISHING




Chandos Publishing is an imprint of Elsevier
225 Wyman Street, Waltham, MA 02451, USA
Langford Lane, Kidlington, OX5 1GB, UK

© 2015 Keith J. Kelley. Published by Elsevier Ltd. All rights reserved.

No part of this publication may be reproduced or transmitted in any form or by any means, electronic or
mechanical, including photocopying, recording, or any information storage and retrieval system, without
permission in writing from the publisher. Details on how to seek permission, further information about the
Publisher’s permissions policies and our arrangements with organizations such as the Copyright Clearance
Center and the Copyright Licensing Agency, can be found at our website: www.elsevier.com/permissions.

This book and the individual contributions contained in it are protected under copyright by the Publisher
(other than as may be noted herein).

Notices

Knowledge and best practice in this field are constantly changing. As new research and experience
broaden our understanding, changes in research methods, professional practices, or medical treatment may
become necessary.

Practitioners and researchers must always rely on their own experience and knowledge in evaluating and
using any information, methods, compounds, or experiments described herein. In using such information
or methods they should be mindful of their own safety and the safety of others, including parties for whom
they have a professional responsibility.

To the fullest extent of the law, neither the Publisher nor the authors, contributors, or editors, assume any
liability for any injury and/or damage to persons or property as a matter of products liability, negligence or
otherwise, or from any use or operation of any methods, products, instructions, or ideas contained in the

material herein.

British Library Cataloguing-in-Publication Data
A catalogue record for this book is available from the British Library

Library of Congress Control Number: 2015939634

ISBN 978-0-08-100076-2

For information on all Chandos Publishing
visit our website at http://store.elsevier.com/

q Working together

—4AM8 1 orow libraries in

Pockfid developing countries

FLS

www.elsevier.com e www.bookaid.org




Contents

Acknowledgments ix
About the author xi
Preface xiii
List of figures xix

1 Atlantis wasn’t a magical place and library systems are just library IT 1
1.1  World building and the creation of systems 2
1.2 How IS turned into IT 3
1.3 Library systems are I'T minus two things plus those same two things 6
1.4 Library roles are specialized today, so are IT roles 8
2 Creatures of ancient myth: The Titans and the systems librarian 11
2.1 In the land of the blind, the one-eyed librarian is king 12
2.2 Even specialized MLIS programs don’t provide IT fundamentals 16
2.3 You meant automation librarian, didn’t you? Say yes 18
2.4 The disappearing act: Making your own position obsolete 19
3 Customers, patrons, users, and unruly mobs 21
3.1 Ignorance, repetition, and conflicting priorities: Why the customer
isn’t in charge 23
3.2 Don’tignore 10,000 people to serve one person 25
3.3 Dealing with problem customers 26
3.4  Your IT unit is a therapist’s couch and priest’s confessional 28
4 Reading users’ minds 31
4,1 Divining what happened from incomplete information 31
4.2 Knowing the common errors and common resolutions 33
5 Sleight of hand: Service or the appearance of service 37
5.1 Resources versus service levels: An exercise 37
5.2 [insert thing] as a service 39
5.3 Tiered helpdesk, just like tiered reference 39
5.4 Using technology the way it was intended 41
5.5 Teach your users how to Google their own solutions 41
5.6 Don’t share complete information, share popular information 45
5.7 Apologize like the user is your significant other (it doesn’t matter
if he or she is wrong) 46

5.8 Pretend your user is smarter than you: Ask stupid questions 46



vi

Contents

10

5.9 You can’t over-communicate

5.10 Stop the bleeding instead of applying bandages

5.11 Do a thing well before you do a thing twice

5.12 Do a thing well before you do more things

5.13 Don’t do a thing if you can’t do it well

5.14 Set your IT unit’s priorities: An heuristic for calculating impact

Taking on apprentices: Educating your customer base
6.1 Prevention: You can lead a horse to water, but can you teach
a user to fish?
6.2 Self-documenting interfaces, teachable moments, and point
of need help
6.3 Train the trainer and online videos (clever ideas for lazy cheapskates)
6.4 Skills and inventory assessment

Do the impossible: Slaying dragons without time, people, or money
7.1 Redefine the problem

7.2 Triage the hell out of the problem

7.3 Solve the visible tip of the iceberg

7.4 To hell with it (Or India): Qutsource

7.5  Whatever, just move the deadline

7.6 If all else fails throw money at the problem

Adventure party makeup: Building an IT staff

8.1 Looking for group: Roles that make a well-rounded organizational
structure

8.2 Peons, goblins, house elves, and students

8.3 Automation and enterprise computing

8.4 Deskside support, desktop productivity, desktop computing,
and helpdesk

8.5 Cloud computing and server-side computing

8.6 Character classes and combining roles (you can do that, sort of)

8.7 So, you're hiring a [insert position here]

8.8 Job postings: Knowing the magic words

8.9 Training, professional development, and research: It’s different

The ritual: Analyzing problems, providing solutions

9.1 Interview customers for their perceived needs

9.2 Come up with a few pretty solutions (and one ugly one too)
9.3 Project planning and management

9.4 Smaller tasks and other tricks

Arcane strategy: Following the magic rule system
10.1 Eliminate redundancy, but also single points of failure
10.2 Make sure everyone everywhere is doing everything efficiently

47
438
48
49
49
50

53

54

55
58
59

61
62
63
63
04
65
65

67

67
71
73

74
75
76
79
89
92

93
93
95
96
98

101
101
102



Contents

vii

11

12

13

14

15

16

Predicting the future
11.1 Looking at IT’s and the private sector’s past
11.2 Technology forecasts, consultants, and pundits

They flow through us, around us, bind us together

12.1 Integrated library systems and the things that
replace them

12.2 Other library-specific software: A bestiary

Omniscience: Knowing all things

13.1 Vendor webinars and conference sessions

13.2 Documenting your own setup and vendor documentation
13.3 Reading articles

13.4 YouTube: How to do everything

13.5 Knowing everyone’s job better than they do

Superpowers you could possess

14.1 Soothsayer: Reading body language and microexpressions

14.2 Mind control and other dark arts: The tools of persuasion

14.3 Astral projection: Being physically in one place and mentally
another

14.4 Superhuman stamina: Long days with minimal rest

14.5 Telekinesis? Solving problems by proximity

14.6 Chronomancer: Manipulating time

14.7 Casting mirror image: More people by using smartphones,
large monitors, etc.

14.8 Lifehacker. Yes, the site

Convening the council: Meetings

15.1 This is your life now: Avoiding and attending meetings

15.2 Scheduling methods and strategies

15.3 Preparing versus winging it

15.4 Running meetings

15.5 Attending briefings and webinars when you already
know everything

15.6 Levitation: Staying above it all

The crystal ball: Reporting, data mining, and assessment
16.1 Document and review everything
16.2 Big data, profiles, and personalization
16.3 Privacy, paranoia, and assessment
16.4 Canned reports and on-demand reports
16.5 Ad-hoc reports and the bane of custom local code
16.6 Using UNIX command line magic to conjure
instant reports
16.7 Reports from the Herald: Department reports

103
103
104

107

107
110

113
113
115
115
116
117

119
119
121

126
128
129
129

131
132

135
135
136
137
138

139
139

141
141
142
142
143
144

145
146



viii

Contents

17 Spellbook: Helpful tips, strategies, and solutions

17.1
17.2
17.3
17.4
17.5
17.6
17.7

17.8
17.9
17.10

References
Index

How budgets work

Using one-time funds for IT (and when not to)

Creating a technology plan

Software selection methodology

Flat decision-making structures: Getting a consensus
Balancing incompatible policies, procedures, and contracts
TCO: When technologies will save you money and when
they won’t

The cost benefit analysis of custom local code

What to expect when you’re expecting to fail

Visiting the pantheon: Things librarians think they do well
but should ask IT people for help

Appendix: Magic words your coworkers might be
misusing—an un-thesaurus

149
149
150
151
151
153
154

155
155
156
157
157

175
181



Acknowledgments

My deepest thanks go to Heather Smith, who read every bit of this book more times
than I did.

Also to Maryann Fagan, my assistant, who put up with my unorthodox methods
for over a year.

I’d also like to thank Ann Lindsay and Natasha Allen, two Systems Librarians who
provided feedback to help me believe [ wasn’t going insane (and show me some of
the times when I was), as well as Keith Pitcher, Rena Popma, and David Olsen, who
also put their lives on hold to read about my take on things they knew more about than
I did. I"d also like to thank Mary Ross, who rescued me from web development and
introduced me to Library Systems. Also, the many people who helped me structure
the initial table of contents for this book. Finally, I'd like to thank a number of other
people I consulted while allowing them to maintain their plausible deniability.



This page intentionally left blank



About the author

Keith J. Kelley has been managing information technology since he began working
full-time, though he always questioned the wisdom of putting a freshman in charge of
the college lab monitors. Keith holds a Master of Science degree in Computer Science
from Western Michigan University’s College of Engineering and is currently work-
ing on his PhD in Computer Science. Along the way, Keith has occasionally (and
mostly accidentally) written occasional articles and given presentations in the field
of library IT. Although he has been working in IT for libraries for more than half of
his career, he first worked both full-time and as an 1T consultant for various multi-
national corporations, including customers as diverse as large automobile and air-
plane manufacturers down to the smallest Internet startups, designing and developing
cross-platform software for job sites, ISP system infrastructures, and a variety of other
short-term projects. He held the position of Vice President and Chief Strategy Officer
for ComAuction, Inc., an e-commerce site of his own design and finalist for a PC
Computing Award.

Most recently, Keith was the Director of Systems at Western Michigan University
Libraries and was project manager of the libraries’ ILS replacement project. He man-
aged the library automation group as well as the desktop computing group. He was
also an IT expert-at-large for issues in the libraries’ Digitization Center, the Web
Office, and other areas of the libraries with complex information technology needs.
Keith also assumed the responsibility for using technology to enable teaching and
the custodianship of public resources, which added another dimension to his career
beyond serving strictly service organizations. Keith has spent 21 years in a service
profession finding ways to please people through information technology. Keith is a
“computer professional” who rarely sits in front of a computer, because IT is mostly
about spending time talking to users. As he is leaving both IT and libraries, he wanted
to leave behind some shared observations that he and many other IT people have wit-
nessed and unveil the magic behind library systems.



This page intentionally left blank



Preface

Information technology moves at a fast pace. Libraries have lagged in adopting many
IT advancements which are seen as standard in private industry and private life. This
sluggishness to adopt new ways of doing things is causing libraries to decay and shrink
instead of grow to lead the way into the new view of information literacy appropriate
for the information age. This should have been the age of libraries’ resurgence in rele-
vancy, but they are having trouble joining the pack, and they certainly are not leading
it. One reason for this delayed revolution is that libraries horribly misunderstand “sys-
tems” (information systems/technology) and how to manage them to achieve success.
In order for libraries to claim their spot as leaders in the information age, they must
allow IT professionals to do IT jobs or require more librarians to have IT educations.
The complexity of systems requires a better understanding of information technology
than what is achieved through today’s standard library science curriculum. IT can do
amazing and magical things if you let the right people do it, and together with library
professionals can help make the transition into the new age.

Temper the things you read herein. It is neither 100% correct nor 100% complete,
and if it has had time to be printed several things in it are out of date. Read more books
and articles to supplement this information. Don’t take them all in equally. Be skep-
tical. The large majority of what you read will be garbage, but try to take away a few
useful points from the things you read (not always possible, but usually you can learn
one thing). Also, consensus is no measure of quality, especially since most systems
librarians are accidental and lack the professional background and education to be
IT professionals, so just because you read it in three library journals (even the peer-
reviewed ones) or saw it at two library conferences and Educause doesn’t make it true.
Also, people who really know the job well don’t often have time to publish much, so
most of what is published is bunk, and even those who do publish, don’t publish 90%
of their best stuff.

None of the things in this book are meant to be original or ground-breaking but
come from a perspective that isn’t too common in library publications because li-
braries and academia tend to grow their own leaders. This book is contrasting with
viewpoints put out there by library professionals because it is more productive than IT
professionals shaking our heads and walking away. It is somewhat rare that someone
leaves a career leading IT outside of libraries and comes to libraries (it would be a
terrible career move, especially financially, but also with fewer career advancement
options). When originally conceived, the idea for this book was to include everything
about Information Technology in libraries. This idea was quickly quashed with the
realization that including everything would amount to many books, certainly not just
one. So, the point of this book is not to comprehensively cover all the topics in library
IT. The point is to inspire those who are involved or getting involved in library IT to
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challenge their beliefs and introduce them to the contrasting view of IT, its role in
relation to libraries, and how to manage it. This book is largely from an IT point of
view but also a management point of view; specifics for other audiences are denoted
in the following missives.

Fun fact: if you are certain about knowing something you are almost certainly
wrong. Because science. Keeping in the spirit of modern communication, the gram-
mar in this book also occasionally makes use of modern grammar. Because Internet.
Also, some of the analogies may only be helpful if you are familiar with genre fiction
or gaming. The analogies are for everyone; one cannot teach systems librarianship and
pop culture in one book.

Occasionally, throughout this book, words will be used like terminal, which is
wrong, or station, which is imprecise, or will make use of other end-user vernacular.
One of the confusing issues surrounding IT in libraries is conflicting or ambiguous
vocabulary. Terminology plays an important part of communicating problems as well
as solutions, especially between two specialized fields. Finding a common vernacular
between library and IT professionals would bring about quicker consensus and more
satisfying interactions between departments. In this book, you will find ways to bridge
this communication gap by using terms which are consistent throughout IT and under-
stood across industries, by vendors, and with users of library services (in other words,
everyone else). At the end of the book, some commonly confusing vocabulary is tack-
led directly, but terminology is a common theme throughout, as well as its ability to
clarify the myths or demystify the magic.

IT professionals will get less out of this book than administrators and librarians,
who will get less out of it than people just starting to run an IT department in a library.
What a library school student will get out of it probably depends on where they’ve
been academically and where they are going professionally. Ideally, everyone will see
something in a new light, with the curtains drawn back, so to speak. Following this
preface are a few missives from the author to specific audiences that will help them
get the most out of the book.

That being said, Chapters |1 and 2 focus around library “systems,” “systems” librar-
1ans, and their relationship to the library and to IT. Readers will get a good understand-
ing of what it means to run systems within a library, how the position relies on a firm
foundation of basic IT concepts, and requires a very strong base in information sys-
tems, which is not taught within the curriculum of MLS degrees. In today’s libraries,
the term “systems librarian™ has lost its definition out of necessity. Library systems
became too large for an unspecialized professional to manage. IT professionals must
take the lead in specific technologies, with skilled and properly educated librarians
bridging the gap between the disciplines in a business analyst role where appropriate.
IT professionals and librarians can and should work together as a team to bring librar-
ies back to claim their spot as the destination for information experts.

In IT, customer service is a central concept. This book refers to users, customers,
and patrons as is appropriate for the context (not quite interchangeably). The goal
of information technology is to automate and simplify tasks for the users. Without
the customers, there would be no goal to reach. Throughout Chapters 3—6, you will
find many helpful tips and techniques on how to deal with different customer service
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needs. While IT must keep the needs of all of the customers at the forefront, often
times customers are unaware of the big picture, do not share the same vocabulary to
report problems correctly, or are in need of training. Within these chapters you will
find practical, cost-efficient ideas to communicate with customers in order to resolve
issues and identify training needs, creating a self-sufficient customer base and there-
fore lessening the burden on staff and budgets.

Chapters 7-9 discuss problems, the people who solve them, and how they go about
it. Resources can be tight and must be managed with care. Chapter 7 gives suggestions
on how to work through difficult problems with limited resources and creative solu-
tions. Chapter 8 explains in depth the skills of specialized IT roles and how it takes all
of these specialists to solve a library’s problems. Explanations on how each discipline
within IT overlaps with other roles within the IT department and how to evaluate job
postings and descriptions to get the best candidates possible are given. Once your team
is in place, you will learn in Chapter 9 how to analyze problems and the importance
of creating and using a project plan to successfully complete complex solutions with
explicit buy-in from the customer(s).

IT is about the big picture. Systems intertwine with every aspect of your organiza-
tion, which causes changes and failures to have the ability to cause widespread conse-
quences. If IT is magic, then how you run IT is your magic rule system. In Chapter 10,
the book discusses having an efficient, consistently run system of systems to reduce
redundancies and remove single points of failure. Still, failures will happen. You will
learn about contingency plans and some tips on how to lessen the impact on your orga-
nization. With the ever-changing landscape of information technology, it is wise to fol-
low trends and forecasts to see if any upcoming changes might impact you. Chapter 11
shows how you can use past trends to predict your own future, and will guide you
to read some library IT forecasters, surveys and trend-spotting conferences you can
attend. One such instance is covered in more depth in Chapter 12. Private industry led
the way in cloud computing and libraries are starting to catch up. Replacing your ILS
with a cloud-based library platform service requires careful analysis of costs versus
benefits. You will also find in this chapter a helpful listing of library-specific software.
Understanding the big picture requires understanding all the things. In Chapter 13,
tips are shared about how to gather information and use resources available to you in
order to come close to knowing everything. The book gives practical advice on how to
document your past solutions and utilize modern sources to help you know everyone’s
job better.

Achieving a life—~work balance while working in IT is a struggle. In the last portion
of the book you will find strategies for the exhausted person trying to pull off library
IT. In Chapter 14 you will learn some practical techniques to increase your produc-
tivity, better manage your time, and explore ways to expand your presence through
technology. Meetings are important, necessary, and tedious. Chapter 15 gives several
tips for handling the many meetings you will be required to attend. Reporting is also
another large part of IT management. In Chapter 16 the book explains the different re-
ports available to you, which ones are helpful and which you might want to avoid. Big
data has brought information to our fingertips, but at what cost? You will read about
the practice of profiling and privacy, and what that means to you.
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The last chapter is full of strategies and tips on how to face the many hurdles you
will encounter while working in library IT. Knowing how to create a budget and a
technology plan and when to determine one-time funds are discussed. Chapter 17 will
also give you strategies on selecting major software, getting a consensus for major
decisions, and managing failures, which are an inevitable part of innovation. Finally,
you will find a list of terms and phrases you will encounter while working in IT.
Vocabulary is essential for successful communication.

Using the information in this book, librarians and library administrators are given
a small glimpse through the window into the world of running a library “systems”
department. Again, this is not an exhaustive how-to guide, but a collection of topics
found to be misunderstood among library employees who lack a sufficient back-
ground in IT to understand or maintain the systems as needed. There is a lot to know,
so read more books, more articles, more blogs, more tweets, more LinkedIn emails,
more magazines, more everything. If you know you don’t know, learn it (and put
yourself in a position to find out about those unknown unknowns, too). The resources
are out there.

A missive to administrators

You need an internal IT structure, because you deal in information, and your parent
organization’s IT doesn’t hold your same priorities and you need to be up to the
task of leading in the information age, which you can’t do without the right team.
You can use your library IT to prevent your library’s demise, but most of you are
underutilizing them, while simultaneously overtaxing them. First, you should read
Chapters 1 and 2 to get an understanding of what it means to run systems within
a library. Remember that IT are service providers and everyone else in the organi-
zation are customers, and try to respect and follow the rules of the other custom-
ers so that your IT team can allocate resources responsibly. You should definitely
read Chapter 8 so you can make the best use of specialized roles and capitalize
on skills within your IT department. Every King Arthur needs their Merlin, and
your library mages should be a fully staffed IT unit. Organizational IT doesn’t put
library priorities first, which has made a library IT unit with specialized library IT
roles necessary, and you should know what they are, what they can do, and how to
get them to work for you. Most libraries” IT departments are organized badly and
a very large number of library IT leaders are chosen poorly, by the wrong criteria,
and Chapter 8 will also help with strategies on how to get the best job candidates.
Your library can do all of the things it is doing more effectively (or just as effec-
tively while spending a fraction of the time and money). IT can help you with this.
You should read Chapters 15-17 to get a better grasp of how to make the most out
of all those meetings you are in, and learn about budgets, Total Costs of Ownership
(TCOs), pulling data for data-driven decision making, and essential technology
plans and life cycles. Basically, you should really read the whole book; it will
expand your understanding of what your IT department does and can do, and the
strains put upon them.
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A missive to library IT department heads and library
IT administrators

Whether you are an AD for IT, a Systems Librarian, or something else, it doesn’t
really matter what your classification is (by the way, if your organization has a head
of systems and a head of IT that is redundant, you need to take a serious look at re-
structuring, by which I mean you need to do it because your organizational structure
is screwed up), the head of IT is the head of IT. Read every bit of this book. Even if
you’ve read other books on the same topic, I included a few things I’ve not seen in
other related books. Remember, your job is defined from the bottom up; whatever
needs doing, that’s your job. If you’re ever afraid you are overstepping, remember
two things: (1) library systems are embedded in the very fabric of every aspect of the
library, and (2) “Who Dares Wins.”

A missive to new librarians in IT and students

First, there is a lot to learn about IT that library school doesn’t prepare you for. Also,
unlearn everything you think you know about the role of “systems” in libraries. Even
the things library school purports to prepare you for in IT are covered at a surface level
so as not to be useful. Undergraduate school only prepares you for these things if you
took a full bachelor’s in CIS, MIS, or BIS (CS sort of does half the job but is more
focused on software development than IT work). I strongly suggest supplementary ed-
ucation if you do not have one of those undergraduate backgrounds (additional under-
graduate coursework could do the job, possibly repeating some classes with the same
name as your library school equivalents because they lacked depth, but also MOOCs
could supplement your education adequately, but probably not webinars).

At some point in your career, probably every chapter in this book is for you, but it
is not comprehensive. Read basically everything and then read other things. You will
need the more management-focused things before you realize it, but you can probably
skip Chapter 15 until you know you need it. Individual sections of Chapter 17 could
probably be read on an as-needed basis like Chapter 15, maybe. But mostly, if IT is
your career, pay close attention to the courses your undergrad degree probably didn’t
give you and study on your own. Or get another degree. The best libraries require two
Masters degrees from all their librarians, and that’s probably a good idea.

A missive to library school faculties and administrators

Your curricula do not prepare librarians to work in IT. Even the ones that try to do so
do not teach the fundamentals to understand the concepts necessary with any depth.
You are doing both your students and libraries as a whole a disservice. If librarians
aren’t prepared for the information age, there won’t be any more libraries, and so there
won’t be any more library schools. So if you won’t do it for your students do it for your
(soon to be jobless) selves.
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Read Chapters 1 and 2, and know what library systems are. You should read
Chapter 8 about building an IT team, and also the Appendix. Vocabulary is a huge part
of communication, and it fails when the wrong words are used. Do not try to teach the
things in this book, but partner with MIS programs or have course prerequisites that
teach these things. In addition to tightening up your curriculum and prerequisites, go
learn about information from your MIS, BIS, and CS colleagues. It seems appropriate
here to recognize the few schools that are already partnering up, and sharing profes-
sors and courses between their different information programs.

A missive to IT committee members and other engaged
library employees

There is no possible way you can learn enough IT to make informed IT decisions,
there’s just too much to learn. It’s good to use your IT staff as a philosopher’s stone,
turning a bad situation or pile of crummy resources into a treasure trove of gold or any-
thing else you need. Defer to the experts rather than feel you need to develop and hold
a position. Your role is primarily to remind the experts of user needs. Read Chapters 1,
2, and 8 because it is useful to know (and really disrespectful not to know) the differ-
ences between what your IT colleagues do; when you treat them all like they are inter-
changeable, it is hurtful. IT should be your first source for how to do everything you
know how to do, but better, and your first source for how to do everything you don’t
know how to do; you’ll be amazed at their different approaches to the same problems.
Use them as the resource they are. Do try to learn enough familiarity of issues relevant
to understand what’s going on. Especially learn about budget issues in Chapter 17, and
those words in the Appendix so you can communicate with them more clearly; it’s not
fair that they always have to be the ones with the burden of translation. You should,
of course, read whatever sections relate to your IT governance responsibilities. If you
can spare the time out of respect for your overburdened colleagues, you really just
should read it all.
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Atlantis wasn’t a magical place
and library systems are just
library IT

The text has disappeared under the interpretation.
Friedrich Nietzsche, Beyond Good and Evil

In library organizational charts it is common to see an organizational group called
“Systems,” “The Systems Office” or “The Library Systems Department/Group/Unit”
that is a subgroup of Information Technology (IT). To people outside of libraries, this
is dead wrong. Instead, these terms should probably be seen as functionally equiva-
lent (as we will later learn, the irony is that technically IT is a subset of Information
Systems (IS), from which The Systems Office gets its name—IT is actually IS minus
the people and processes).

Sometimes people will incorrectly assign meaning to words that was never really
there. We let the myth replace the reality. Atlantis conjures up images of a living city
under the sea filled with mermaids, demigods, advanced human civilizations, and all
sorts of magical things. There was possibly a real basis for the myth of Atlantis; how-
ever, it probably wasn’t a living city, but rather a city that sank into a sea. The name
was most likely even wrong. Likewise, “The Systems Office” in peoples’ heads is
different than the reality. It’s not the place some older librarians remember through
the rose-tinted glasses of nostalgia where they could find one person who knew every-
thing. It’s also not the right name, since it is just called IT by those in the IT profession
today and by lay people anywhere other than libraries. It’s not really magic either;
that’s an illusion you’ll have to strip away now that you’ve decided to become part of
it. It may seem as though when IT walks in the room everything starts working as if
a magic conch shell called everything to order, but there’s usually a more reasonable
explanation that is perhaps less exciting.

Things are both better and worse than they used to be. No longer can we all
believe in a magical city under the sea, nor does a kindly old wizard (or paper clip)
hold your hand through every step of using your computer, but on the other hand
everything is easier to use, as well as faster, and may indeed be more magical in
many ways, since there’s so much more going on, and no one person can under-
stand it all.

The Myth and Magic of Library Systems
@© 2015 Keith J. Kelley. Published by Elsevier Ltd. All rights reserved.



2 The Myth and Magic of Library Systems

1.1 World building and the creation of systems

Never build a dungeon you wouldn’t be happy to spend the night in vourself. The
world would be a happier place if more people remembered that.
Terry Pratchett, Guards! Guards!

In fiction writing (particularly the fantastical), role-playing games, and video game
development, there is a concept called world building. The term was popularized by
science fiction writers in the 1970s and simplifies the minutely detailed construc-
tion of entire universes (Stableford, 2004). Each part works with and enriches the
entire world, or system, and creates a cohesive environment with set rules and un-
derstandings of relationships between key elements of the storyline. Role-playing
and video game creation as forms of interactive storytelling apply the same world-
building principles to the creation of the systems by which they operate. In addition
to cultural, economic, and ecosystems, these worlds often include complex magic
rule systems. This concept of system creation carries through to building successful
systems over a broad spectrum; there is even a field of study called “systems theory”
which transcends multiple (largely scientific) disciplines. When building a world or
system you can come up with almost any rules you want, as long as it is a system
of rules that is consistent with itself. These same principles apply to the building of
a library IT organization. To simplify, world building is the creation of all the rules
by which a fictional world work. IS are the building of all of the rules by which an
organization works.

Let’s begin with a consistent foundation of common vocabulary. A lot of terminol-
ogy and organization is being thrown around in ways people outside of libraries don’t
even think of them. Indeed, one of the keywords librarians and library administrators
can misunderstand when it comes to the modern library is the word “systems.” As a
precaution, let us revisit the meaning of the word “system.”

System:
NOUN
1. A set of connected things or parts forming a complex whole, in particular.
1.1. A setof things working together as parts of a mechanism or an interconnecting
network:
‘the state railroad system’
‘fluid is pushed through a system of pipes or channels’
2. A set of principles or procedures according to which something is done; an orga-
nized scheme or method:
‘a multiparty system of government’
‘the public school system’
Oxford English Dictionary (System, 2015)

Definitions found in traditional dictionaries lack the depth and breadth of online
resources, and you might also find it a good use of time to better familiarize yourself
with the terms and breadth of application of the concept of a system by reading the
Wikipedia page on “system” (System, 2014).
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A comment you might overhear in a library setting is, “She sees [an issue] from the
Cataloging point of view and Systems sees it from the Systems (IT) point of view.”
That reflects a misunderstanding of what “systems” means. Such a comparison is not
really possible, as these are not at all equivalent points of view. The cataloging point
of view is a fraction of the big picture and “Systems” has to include all of the points of
view by its nature. The IT point of view includes the cataloging point of view, as well
as the circulation point of view, and the reference point of view, so, by necessity, the
IT professionals are more organizationally aware than any other employees. They, and
the systems they build, are the glue that holds the organization together and makes the
organization work. IT has to understand the needs of every area of the library in order
to do their jobs, and those who work in IT understand, even more so perhaps than the
library administration (who can, by the nature of their position at the top be somewhat
out of touch with what happens on the ground), how one area impacts another.

One of the reasons IT professionals are in charge of the things that make a library
go is that they are likely in charge of the helpdesk system for all of the things, which
means at the very least they have triage responsibility for those things. The next reason
is that no one but IT professionals know where things stop being a software thing and
start being a hardware thing, when things stop being a printing thing and start being a
network thing, when things stop being a web thing and start being a digitization thing,
when things stop being a software thing and start being an employee thing, or when
things stop being a vendor thing and start being a workflow thing.

The term “systems” is, if you go back to Descartes, essentially a synonym for the
big picture, as one way of looking at a system is to break a problem down into its
separate simple elements (Bertalanffy, 1972). A system is everything, how it intercon-
nects, all the inputs and all the outputs. It is abstracted to whatever level is appropriate.
Abstracting is a required skill for IT professionals, as is metaphor; the two are closely
related and necessary, or IT professionals wouldn’t be able to think in terms of file di-
rectories, we’d have to think in ones and zeros, which is not really a skill anyone pos-
sesses (an IT professional can do binary addition but only in a trivial way; they cannot
tell you which stream of ones and zeros pass through your CPU when you maximize
a window or choose an item from a file menu).

1.2 How IS turned into IT

Let’s do a “bad” thing together and use Wikipedia to find some definitions. We all
know that Wikipedia is a good starting point for many topics, but is generally not
considered to be a good stopping point for any topics. An IT professional might argue
that for IT topics, and some others, it is not only a good source, it is one of the best.
Traditional general-purpose dictionaries do not often have definitions for the terms we
seek, and even in specialized dictionaries, like business dictionaries, the definition is
likely to be wrong or inadequate and there’s no way someone can come along and fix
it before you read it. As a result, a traditional reference not only lacks currency, but is
perhaps less likely to be correct (we already know Wikipedia was at least as correct
as Britannica years ago (Giles, 2006)). While a wiki will give a comprehensive view
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that is reviewed by many people, a traditional resource will give you a view filtered
through one person, reviewed by perhaps a handful. So, when writing about the infor-
mation age, it is probably best we use information age tools. Let’s try it.

Imagine you have been hearing the terms Information Systems and Information
Technology for years and finally decide to make sense of them. Like any reasonable
person trying to familiarize themselves with a new topic in the information age, you
start to browse Wikipedia and find a dizzying web of information-related terms.

The term IS is not defined by traditional references like the previously cited Oxford
English Dictionary. In order to find a modern definition (there are many), one must
venture into information age resources. We will start with a specialized online dictio-
nary and move on to Wikipedia to further our understanding of the term.

Information system

Definition

A combination of hardware, software, infrastructure, and trained personnel organized

to facilitate planning, control, coordination, and decision making in an organization.
BusinessDictionary.com (Information system, 2015a)

That’s a pretty decent start, but for a more complete view we go to Wikipedia,
which on the day of this writing defines IS as “the study of networks of hardware and
software (see information technology) that people and organizations use to collect,
filter, process, create and distribute data” (Information system, 2015b). Then of course
it goes on. We can see that it’s a meta-discipline, encompassing a half dozen other
disciplines, much like Information Science, which many readers might be more famil-
iar with. You might also glean from this page and the linked pages that it is also the
bridge between business and computer science and uses the theoretical foundations of
information and computation.

It might be news to some practitioners of Information Science that there’s a the-
oretical foundation for information. It is worth noting that information theory is not
referenced on Information Science pages in Wikipedia, nor is information theory a
part of the definition of information management in the ALA Glossary of Library
and Information Science terms (Levine-Clark and Carter, 2013). The ALA standards
for accreditation do not mention information theory (American Library Association,
2008). Top library school programs often have courses called “information organiza-
tion and access” (or some variation) whose course descriptions also do not mention in-
formation theory (University of Illinois, 2015a). IS are built upon Computer Science,
which is in turn based on Information Theory. The implication here is that there’s a
lot of science to learn about information, that while it is not even introduced in library
curricula, it is in practice in library systems (or IT).

As the Google ngram viewer (Google Books Ngram Viewer, 2015) in Figure 1.1
shows, and as you may have noticed over the years, the term “information systems”
has largely been replaced in common language by “information technology,” perhaps
because “information systems” is thought to be too closely related to software and
“information technology” is seen to be the broader term. That’s not what the defini-
tions above said, so let’s check what IT is. Even the ALA Glossary of Library and
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Figure 1.1 Google Books Ngram Viewer.

Information Science (Levine-Clark and Carter, 2013) defines “information technology
department” as “See systems department.”

Information technology:

NOUN

the technology involving the development, maintenance, and use of computer systens,

software, and networks for the processing and distribution of data.
Merriam-Webster.com (Information technology, 2015)

That’s a much narrower definition than IS, so why do some library organizational
charts tend to have systems as a subset of IT? If you look long enough for a definition
of a library systems office you’ll find there is no standard definition of library sys-
tems. You may find simple enough definitions for the software, but not for a “systems
office” (as it is often styled); a typical example might be something like this one from
the University of Michigan:

The Library Systems Olffice, a part of the Library Information Technology Division
(LIT), develops, enhances, and maintains systems and processes that support core
library operational functions (acquisitions, cataloging, circulation, course reserves,
the Mirlyn public catalog, etc.).

University of Michigan (2014)

If you were to then browse the catalogs of universities and colleges, you will often
see Business Information Systems degrees, Computer Information Systems degrees,
or even the previously more common Management Information Systems degrees; and
perhaps more often in community colleges, but also in universities, you’ll find IT de-
erees. However, if you browse these same institutions’ organizational charts, you are
more likely to see IT as a department in their business units. Technically, IT originally
just meant software and hardware, where IS meant everything, but IT has come to be
the predominant term in common usage for IS as a profession.

One of the advantages of conforming your definitions of IS and IT with the rest
of the world is ease of hiring new people, and the transportability of the skills to
new jobs, giving them a career path forward. You want to divide your units so that
IT directors, IT managers, and IT specialist positions can be filled without requiring
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special library skills. To allow this, you do things like making a unit that contains all
of your library-specific skillsets instead of having each person in your IT staff learn
one library-specific skill, thus greatly increasing the candidate pool you have to draw
on when you hire. What if you didn’t, and hired the only out-of-work librarian in your
area with IT skills, how would you fill the next position that opened? Meanwhile, there
may be a dozen people in your area who know nothing about libraries, but can manage
PCs and networks expertly.

Another advantage of conforming to the common definitions of IT and IS is that the
people who have the authority and responsibility for something have been prepared by
their career training for that authority and responsibility. You then don’t end up with
an Art History major who also went to library school responsible for architecting a
network and you don’t end up with a Business Information Systems major responsible
for your library catalog or your digital image collection. Neither is prepared for the
others responsibilities, so you split responsibilities up logically in such a way that
people understand the things they are managing.

1.3 Library systems are IT minus two things plus those
same two things

Your IT organizational chart itself needs to be a system of cohesive, coherent struc-
tures, rules, and communication methods that allows for complete coverage and distri-
bution of responsibility and authority for all aspects of IT. Many configurations exist
in libraries and many are valid. Most libraries probably started with IT as a single unit
called “Systems” or some variation thereof (though more modern institutions may
have a single IT librarian or have reorganized without a systems unit) and when the
WorldWide Web became a significant force, broke off a “Web” department or group.
Then, as libraries got into scanning for preservation and/or access and the implied as-
sociated project management and metadata, library administrations added a unit called
something like “digitization” (to everyone else this is just called scanning to avoid
confusion with other types of digitization). As IT dependency and responsibilities
grew in libraries, many diverse and often incompatible setups were created with addi-
tional organizational divisions created, such as:

+  Software development

« Systems engineering

+ Computer or IT operations

« Networks or networking services

+ Application or desktop or user support
« Digitization and web together or separately with or without “services” or “strategies”
+ Digital initiatives

- Enterprise systems

+ Hardware support

+  User experience (UX)

+ DevOps

« Server and network management
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+ Experience design

» Library applications

» Instructional technology

» IT infrastructure

» Software or web applications development
+  Web and software development

» Digital development or production services
+  Online strategy

All of these groups can be part of valid configurations of library IT, so long as the
division of labor, responsibility, and authority are relatively even and completely distrib-
uted. The result of a less designed and more evolutionary approach to IT organization
is that “Systems” as a unit is often an artificial local construct defined by what it is not
to a library, rather than being defined in a standard way as IS (as it would have been the
name in an old business unit). It is often defined sort of vaguely as all the systems minus
the web systems, or something to that effect. A common configuration might be systems
minus web minus digitization plus the hard parts (system integration, server administra-
tion, programming, etc.) of those two things. The IT organizational chart should be built
specifically designed to meet the needs of the library. Some libraries have more recently
designed organizational charts (Muir and Lim, 2002), and more should.

Details on building a well-rounded IT team can be found in Chapter 8 of this book.
Below are some valid examples of library organizational charts similar to some in use
today by major university libraries.

A good org chart starts with the head of IT as part of library administration. A bad
org chart would have IT/Systems as a subdepartment of technical services. As tech-
nical services is a major customer of IT, that allows an abuse of power by the head of
technical services. IT must be independent of technical services, public services and
everyone else, allowing them to be impartial.

One of many valid examples of a fleshed-out library IT organizational chart might be:

University Librarian
Associate University Librarian for Digital Initiatives
Library Applications and Publishing
ILS Group
Web Group
Computing Infrastructure
Infrastructure Support Group
Infrastructure Design and Administration Group
Digital Imaging

Note in the following perfectly valid example two things: (1) Web and desktop
are provided by the organization rather than the library so there is no listing for them.
(2) The completely unnecessary overuse of the word “service.” All IT is service.

University Librarian

Assistant University Librarian for Information Technology Services
Discovery and Core Services
Data and Visualization Services
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Digital Projects and Production Services
Digital Repository Services

The following examples include desktop computing inside libraries” IT.

Library Director

AD for Discovery and Technology
IT Operations
Desktop and Application Services
ILS and Discovery Services

Dean of Libraries
Associate Dean for Information Technology
Digitization
Web
Desktop Computing
Library Automation

As mentioned above, there are many valid ways to organize your library IT (just
as there are many invalid ones), but these are a few ways that avoid pitfalls, like over-
lapping areas of responsibility and abuse of power, putting all of the pieces in place
to manage information like the leaders in the information landscape that libraries
should be.

1.4 Library roles are specialized today, so are IT roles

Librarian specialization is arguably on the rise, but the specializations are not the same
as they once were. There are few authority librarians or bibliographers left. Many
of the traditional librarian jobs are almost gone. Generalist degrees are in (Gordon,
2005), but if you’re in management in IT in a library, while it is good to be a general-
ist, it still might be considered unreasonable to expect one person to be a generalist in
management, librarianship, and IT all at once.

The day of the subject specialist is possibly on its way out, and for academic librar-
ies to try to keep up with a growing number of academic programs with a shrinking
number of librarians is a losing battle. There are too many programs and not enough
librarians with not enough diversity in their educational backgrounds (it is common
knowledge that a preponderance of librarians were humanities undergraduates).
Librarians can make a much greater impact in their libraries spending most of their
time as role specialists. For example, if you’ve followed the job openings in recent
years you’ve probably noticed an uptick in the following positions:

+ TFundraising librarian

«  Marketing librarian

« Data management librarian
+ Data analysis librarian

+  Web instruction librarian
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+ Emerging technologies librarian
« Collection management librarian
»  Metadata librarian

There are several others outside of the traditional domain of reference librarian
(for example). If you go to conferences or follow the lists, you can probably think of
several other positions libraries are creating; if this book is more than a few months
old as you read it there are no doubt some brand new ones. Libraries are not just add-
ing librarian positions left and right; they are able to do these things because they are
dropping specializations that are no longer as relevant (perhaps reducing the number
of business librarians). Libraries are making room for the future by replacing legacy
positions.

While some overlapping skills are present, each specialized library position serves
customers best by utilizing the specialized knowledge each librarian position brings.
The same is true among the IT professionals. People are always asking the systems
librarian in charge of library automation questions about Microsoft Windows, install-
ing a Bluetooth peripheral or software, or about a blue screen of death, even when the
position is held by a systems librarian with an English degree (for example) and that
is not remotely their job or background. The desktop manager or server administrator
is in turn asked Integrated Library System questions. As far as they know, MARC is a
guy who works in serials and arranges Library Happy Hour.

Of course, “Systems,” no matter what you call it, is much more about people and
communication than it is about technology and devices. Everyone’s most important
skills are their people skills, but when it comes to technical skills, the specialization
in IT roles is highlighted. While some IT positions are closely related, some are so
unrelated they are impractical to even cross-train due to the differences. In Chapter 8,
a more in-depth look at what each specialized IT position does for your organization
and how their skills might overlap will help with understanding these similarities and
differences.

IT professionals might be experts in their specialized fields, but a systems librarian
is an expert in neither systems or libraries. Modern libraries have expanded their IT
requirements to such an extent that one person cannot do it all, and the collective of
people who can must have the knowledge and training in IT to do it.
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Creatures of ancient myth: The
Titans and the systems librarian

The Wheel of Time turns, and ages come and pass, leaving memories that become
legend. Legends fade to myth, and even myth is long forgotten when the Age that

gave it birth comes again.
Robert Jordan, The Eye of the World

At the dawn of the information age, the systems librarians were the I'T gods. When the
Internet was new, there was one person you could go to who could do all the things.
Need to know how to use your cataloging software? The systems librarian could help.
Need to set up a desktop computer? The systems librarian could help. Need to connect
to the network? The systems librarian could help. As certain skills, like connecting to
the Internet, became obsolete, and clearing a paper jam became skills for everyone,
millions of new things came along and praying to the systems librarian for every little
thing became a thing of the past as well. Some things you do for yourself, some things
you go to one of a complete pantheon of technology gods. Before the dawn of the
age of man, the Titans were the gods. It certainly won’t surprise many people to find
out that the IT professionals both in libraries and everywhere else tend to see them-
selves as gods. That makes the systems librarians the Titans, to the more recent pan-
theon of Olympians. For those not familiar, the Titans were powerful beings that came
before the gods in Greek mythology. That is to say, they were gods, but before the
Olympian gods in Greek (also Roman) mythology. They were the children of Mother
Earth and Father Heaven (the first “gods” in Greek mythology). There were a total of
12 Titans, and their king was Kronos, God of the harvest, who fathered Zeus, who in
turn fathered and was king over the Olympian gods, including the new goddess of the
harvest, Demeter. If you need help following the analogy, Kronos was the old-style
systems librarian, and Demeter the new “systems” (read: automation) librarian, while
Zeus is now the head of IT, whatever combination of words you use to label them
(Assistant or Associate, Dean or Director or Head, Systems or IT). It takes nothing
away from the early gods, the Titans, who held great power, but replacing them, there
is not just a pantheon of twelve, but also lesser gods, each with their own specialty,
because there’s just so much for each one of them to be responsible for, and the god
in charge just can’t focus on the harvest any more. The goddess of the harvest went
from being in charge to being just one of the pantheon. Now, there are librarians and
non-librarian IT professionals and their domains are not the Hunt or the Underworld,
but automation, or user experience design, or emerging technology, or electronic re-
sources, or the harvest (maybe there is not a librarian of the harvest, possibly: details).

The Myth and Magic of Library Systems
@© 2015 Keith J. Kelley. Published by Elsevier Ltd. All rights reserved.
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Not so long ago, there was a once a systems librarian who was the head of a sys-
tems office of a few people. The person before her was the first systems librarian,
who created the systems office and then became the web librarian and created the
web office. The original systems librarian probably had a hand in creating the first
digitization office as well. Basically, she was a one-woman IT shop, and was able to
be all things to all departments. If it was digital, the original systems librarian did it.
Back in the olden days, one Titan was enough. After all, at one point there was only
one terminal for “the library system” to be responsible for. Legend has it she ate her
children, no wait, some of her children imprisoned her in Tartarus. No wait, maybe
they just took her out to lunch, but then some of her successors pushed her out, so that
part is the same. There’s no room any more for one person who serves as the one and
only all-powerful being, and hasn’t been room for such a person for a long time.

2.1 In the land of the blind, the one-eyed librarian is king

... If a blind man leads a blind man, both will fall into a pit.
Matthew 15:14

The future is already here, it’s just not evenly distributed.
William Gibson

Systems librarians know a bit about IT, but sometimes, knowing a little about some-
thing means knowing just enough to be dangerous. In many environments, knowledge
is a wonderful thing. In an IT situation, sometimes a little knowledge is also a dan-
gerous thing, or put frankly, a liability. Knowing “just enough” about the intricacies
of highly specific software or the relationships between the parts of the entire library
system can have long-lasting detrimental effects on the department for years. This
false confidence can lead to costly and unnecessary implementation of procedures
which will often end in failure and misappropriated manpower to maintain or correct.
Technology advances at uneven rates (otherwise we’d all be living on the moon or fly-
ing around with jet packs) and so does learning about technology, which is why being
a computer savvy user doesn’t mean much when it comes to overall capability with
Information Technology. Also because savvy users are dangerous, but mostly because
it causes you to assume competencies in your savvy users that aren’t there. In many
ways, rather than being an IT professional, your systems librarian can be your savviest
and most dangerous user. For example, a semi-adept Unix user, with access to the root
administrator account, can wipe out the whole system in an instant with a single com-
mand “rm - rf /7 that a complete novice would never type on purpose (or by accident)
because typing any variation of that would never occur to them. Likewise, a systems
librarian with DBA access to the ILS could wipe out all your cataloging records by
forgetting to add a where clause to their “delete * from bibliographic_records;” SQL
command; or it might be as simple as knowing to buy a fancy new piece of hardware
or software but not having any idea that it takes two professional staff to maintain it.
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I have a well-deserved reputation for being something of a gadget freak, and am rarely

happier than when spending an entire day programming my compuler to perform au-

tomatically a task that would otherwise take me a good ten seconds to do by hand.
Douglas Adams, Last Chance to See

Once, a librarian was hired for her coding skills. She was tasked with a few suc-
cessful projects, and her skills gained in popularity among the people. The people took
advantage of her knowledge and requested she code more marvels. One customer in
particular asked for an ILS add-on for call slips, which he called ‘holds,” which was
redundant because the ILS package could already perform that function, but he did
not understand that it was what he wanted because it was called Call Slips (in this
particular system all holds were on-shelf holds). The systems librarian had just enough
knowledge of the ILS, but apparently not enough, as she went on to code an entire
add-on to perform a function already available out of the box. The customer had con-
fused her with incorrect terminology; had she clarified with and trusted the IT staff,
who intimately understood the capabilities of the system they supported, a lot of time
and effort could have been saved. But in the end, it was done, and unfortunately, at
the apparent success of the first add-on, a similar unnecessary add-on was requested
and delivered, both of which caused graduate assistants to be hired for many years to
provide support for the badly engineered and badly tested code which resulted in many
service requests, ultimately reducing customer service levels for all the people in the
library. The over-zealous systems librarian/amateur programmer also created another
add-on to do something the acquisitions module did, but luckily that one never caught
on and continued support was not needed. As should be evident from this tale, when
naive customers and capable but under-trained systems librarians get together it can
create big problems. If it is only one or the other, the problem can be solved before it is
created, but when no one at the table really understands what the system can do or how
it should or shouldn’t be changed, they make uninformed decisions with long-lasting
consequences and the organization and the people suffer. There are some solutions to
this situation, other than trusting your IT department to give expert guidance. One is
to be educated in analysis. Another is to have a policy of working with the software in-
stead of trying to modify it. People with little programming skill think they can rewrite
the world. Some knowledge, experience, or restraint can stop this tendency.

These days, systems librarians are like camera phones, so ubiquitous and ambig-
uous as to become meaningless. It’s this term that came about during a transitional
period before camera phones grew to be smart phones and generalist systems librar-
ians had to grow into a proper specialty (systems is not a specialty any more, it is
bigger than librarianship). Both terms now sound quaint. For a long time, the book
The Accidental Systems Librarian (Engard and Gordon, 2012) was all the rage among
some librarians. Here’s the thing about that book today: the job of “systems librarian”
should no longer be a thing, if it ever should have been. “Systems” as a term in librar-
ies should no longer be a thing, if it ever should have been. It is needlessly specialized
library jargon for Information Technology (IT); you will not find many “systems”
specialists outside a library, it’s just too broad a concept. Now, the traditional roles
of the Systems department should be split into something like: automation, desktop
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computing, and cloud services, or another meaningful, logical separation (more de-
tails on the possibilities are covered in Chapter 8). Meanwhile, the help desk should
probably be in the Reference department, where all the rest of the triaging to subject
experts happens. Information on how to split the workload of the IT staff is expanded
upon in later chapters.

There are popular books out there about faking like you’re an IT professional as
a librarian, but let’s be clear: these books are about faking it. A systems librarian of
this ilk is by definition an impostor; if impostor syndrome ever subsides for these
people, it should not have. As a systems librarian, the most you should aspire to be
is the chief customer, and a business analyst for the IT professionals and customers
(a translator, basically). Without adequate training in IT fundamentals that comes with
years of focused study, such a person will never have the depth of knowledge that a
trained IT professional has. They can fake it, maybe, for the customers (the blind), but
any IT professionals who work with them will see through that thin veil. For instance,
a reference interview can make for a decent way to take support questions, but if you
don’t understand how TCP/IP works (for example) and you don’t understand how data
structures work, or you don’t understand operating systems, you’re not really on the
same level as everyone else in an IT role and you are much less likely to solve or even
see a variety of problems.

Step one to success in IT is knowing what you don’t know. It sounds trite (like
everything attributed to Confucius), but the roles within IT are so specialized that
sometimes 90% of what you do is finding the expert, because you’re not it for that
particular thing. If you haven’t put in many thousands of hours on a topic and you
think you are the expert, you’ve already failed. Which is not to say that just putting in
time is enough, because that time teaches you nothing if no one ever taught you the
fundamentals.

Everyone can agree that on the scale of things, a systems librarian is still a fairly
new thing (the last couple decades), but in the fast-paced information age, it may
well be a thing that is already outdated. In the foreword to The Accidental Systemis
Librarian, Eric Lease Morgan states that “[systems librarianship] is only going to
increase in importance and not going to go away anytime soon” (Engard and Gordon,
2012, p. xv). Unfortunately for those who hold this point of view, systems librarianship
came out of a time when computers were becoming very popular and there were not
enough qualified IT professionals to meet demand, so unqualified end-users become
accidental systems librarians. This was bound to be temporary from the start, until the
workforce caught up and enough IT professionals had been educated. Since that time
IT has become a dominant professional field with opportunities for formal education
everywhere. You can’t have two professional careers, two vocations, at once, so you
can’t really be both fully a librarian and an IT professional at the same time. You will
fall behind in one or both callings. Side note: If a doctor/lawyer ever wants to perform
surgery on you, run away, far and fast.

The acknowledgments of The Accidental Librarian (MacKellar, 2008, p. xvii)
praise the work of all the accidental librarians throughout the years. Let’s stop and
think about that for a moment. This is a profession that unlike most professions does
not require some sort of testing or certification, or bonding, and depending on who
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you ask, does not even necessarily require a particular degree. In a lot of professions,
it would be illegal to even call yourself that without the required credentials. Imagine
how tragic an accidental civil engineer would be? Would someone be allowed to just
fall into a profession building bridges? Now, let’s compound this with the fact that just
as many people fall into IT in the first place (questionable, but at least they usually
come from technical fields with similar foundations). If you’re a systems librarian (or
some other kind of librarian whose main job is something other than being a librarian),
you may very well be simultaneously doing two professions you never qualified for.
How scary is that?

A common myth that helps librarians believe that they are uniquely suited to the
special role called a systems librarian is that a librarian is inherently a better com-
municator than an IT professional or “techie” as they often condescendingly call
them. Another is that they are perfectly capable of managing people who have IT
skills. This is some sort of weird mix of elitism, stereotyping, and geek-shaming that
has no place in the modern world. Instead, both parties need to come together and
share the responsibility of using proper vocabulary and terms so there is no confu-
sion. Bad communication leads to bad solutions. When an IT consultant is hired by
a library for a project, it is important to use precise specifications to detail the actual
needs of your department from the perceived needs (more is written on analyzing
customer requirements in Chapter 9). Even if systems librarians assume they have
enough background in IT to fully understand the scope of the issue at hand, they
do not. There are too many specialties and constantly changing solutions for them
to be aware of, hence the hiring of an IT consultant. If the library incorrectly spec-
ified what they wanted done, and the solution was built to their specification yet
did not address their problem, the arrangement will surely end unsatisfactorily for
both customer and provider, as such assumptions about communication skills and
knowledge should never be made. A better outcome is much more likely when the
IT professional knows when they are communicating with an end-user, and the end-
user knows they are an end-user.

It seems obvious that if you are a librarian in a full-time technology role you will
spend more time educating yourself about technology than you would otherwise, but
if you are splitting that time trying to keep up on librarianship as well, you are not an
IT professional, or at least not a full one. Just as people trying to learn Linux cannot
keep both a Linux machine and a Windows machine during the learning period lest
they use the latter as a crutch, so will librarianship keep you from learning IT. While
books like The Accidental Systems Librarian (Engard and Gordon, 2012) try to make
the case that “A library background is crucial to doing effective systems work in librar-
ies,” the opposite may well be true, as IT professionals are experts in doing their job
among customers whose jobs are not their own, and being part-customer means that
you are not fully an IT professional. Within the journal of the Library Leadership and
Management Association, the following statement gives supportive evidence to this.
It states ... in public libraries hiring non-MLS librarians is commen practice and in
academic libraries, this type of hiring is gaining momentum ...” (Simpson, 2013). IT/
Systems in particular, along with positions like “web librarian,” are not positions that
library directors consider an MLS to be essential education for.
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2.2 Even specialized MLIS programs don’t provide
IT fundamentals

Never attempt to teach a pig to sing; it wastes your time and annoys the pig.
Robert A. Heinlein, Time Enough for Love (The World As Myth)

Librarians and IT professionals aren’t a case of pirates versus ninjas (though IT staff
might tell you they have strong kung fu, they are referring to magic, not combat skills),
they need to recognize and rely on each other’s expertise rather than fight amongst
each other.

IT staff are involved in servicing people’s information needs in different ways and
on different scales than librarians typically would (compare gate counts to website
visitors). IT professionals will come up with solutions that might never occur to a
traditional librarian, in part because of the IT professional’s broader understanding of
systems, but also because of their IT training and experience with solutions outside
the domain of a librarian’s experience. There is room for one librarian in IT, called the
automation librarian, who is a business analyst.

The term “systems librarian” today is meaningless because that should encompass
all of information “systems” (Engard and Gordon, 2012), much in the same way a
transportation czar would not just be in charge of boats, but all transportation. At
one point, “systems” was more limited in scope and application and was manageable
by one person. Now, for most organizations, it is not. So, either “systems librarian”
becomes a generic, fairly meaningless term like “technology” or people start naming
the positions currently named “systems librarian™ with a little more precision. This
works in the same way that science librarian is a much more useful descriptor than
reference librarian or acquisitions librarian might be a more meaningful designator
than Technical Services Librarian I, and rare books cataloger is a more descriptive title
than Library Clerk 1L

Some have even claimed that every librarian is a systems librarian in a way because
every librarian uses a computer to carry out their work (Engard and Gordon, 2012, p. 12).
In the information age, that is an extremely naive view of technology. Being proficient
with using a computer merely makes someone an end-user like everyone else with
a white-collar job in the Western world (and most of the rest of the world as well).
Though even student employees can be used to relate to the users in a more comfort-
able and tech-savvy way, many librarians now lack the fundamental knowledge users
expect them to have in today’s academic environment. The bar has been raised, and
to be considered an expert in technology is no longer an easy thing. Everyone you
meet is probably an expert in multiple technologies, even if those technologies are the
YouTube search box and Candy Crush Soda.

Educational standards within library science must advance with the information
age (or, rather, catch up with it). Technology has replaced tradition in many instances
and new librarians (and current librarians!) must be prepared to work with these new
and ever-changing methods. Several universities have now developed programs with
systems or IT specializations and these universities are producing better prepared
classes of graduates (others have data science specializations, but apart from a couple
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of basics, that’s a different field of study). For example, two of the top five library
schools in 2013 according to US News and World Report (2013), specifically the
University of Illinois (University of Illinois at Urbana-Champaign, 2015b), and The
University of North Carolina—Chapel Hill (University of North Carolina, 2015) have
specialized programs. The University of North Texas, which in spite of being one
of the more forward-thinking programs ranked at 21 has integrated more technical
studies into their Master of Science Library Science (MS-LS) programs (University
of North Texas, 2015). The number four school, Syracuse, has a certificate you can
get simultaneously with your degree to advance studies in specialized areas (Syracuse
University, 2015). The University of Washington has a systems analysis course, prob-
ably the most useful of all. Arguably, people shouldn’t be allowed to even work in
library IT without that course or something similar.

These days, a Bachelor’s in IT would be a better undergraduate education for librar-
ians than something like an English Lit. Degree (especially in the IT unit, but also in
technical services and public services). A minor in CS or CIS/BIS is better than nothing,
but by no means sufficient. See elsewhere in this chapter for a few recommendations on
essential courses you might have missed. To complicate matters, the names and cover-
age of courses in CS, CIS, BIS, MIS programs and so on are not the same. Even if you
find two classes named the same, the chances that their coverage of concepts is the same
is slim. For example, you might find an introduction to Java programming that is 1 credit
and teaches you hello world or you might find one that is 3 credits plus a 1 credit lab that
teaches you data structures, diagramming, analysis and project management.

Unfortunately, overall, not enough schools are requiring any emphasis on systems
or IT curriculum to prepare new librarians for working with information in order to
bring libraries back to the forefront as information experts. Many do not even allow
much opportunity to study for those interested. Most that do have courses limit their
focus to practical applications without ever teaching fundamentals (no doubt to pre-
vent the need for remedial prerequisites). This won’t do if libraries want to thrive in
today’s world. Every librarian should be required to take data structures or any da-
tabase class that covers data modeling in order to have the foundation to understand
metadata. Every librarian should understand networks because that is how almost
all of the library’s information and services are delivered. Every systems librarian
(and many others) should understand web development, because every IT person and
others who work with information technologies should know how to code simple
HTML and JavaScript blindfolded, especially in a library, since that is the interface
for most information tools in a library. It shouldn’t require a web librarian to under-
stand web delivery systems, and a web librarian in turn shouldn’t have to go to a web
developer (or other programmer) to understand how to use web APIs. The new gen-
eration of cloud system actvally gives librarians web APIs to use themselves, so that
should be a skill held by most librarians. Sadly, as of today, not many librarians can
make simple widgets without help. If these concepts are not made basic to library and
information science courses, at the bare minimum, the systems librarian should take
supplementary courses to get this knowledge, since the library school programs and
scholarly communication in library science are not providing them with the essential
knowledge they need.
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You may have found yourself a systems librarian or on the path to becoming
a systems librarian, without knowing some of these things, and you may now be
wondering how to correct your course, while the library schools and establishment
are not really set up for you to do so. Unfortunately, it is not as simple as taking a
webinar or an online course on “website creation” or some such; before you do any-
thing you should school yourself in the fundamentals so you can get the most out of
any targeted courses you do take. Don’t worry that for the entirety of a course on data
structures you don’t understand why you are taking it, none of us did. Ditto for data-
base management systems, which can be powerfully dull. Or get yourself a whole IT
undergraduate degree (actually, an associates might do, but a minor is not enough).
In addition to learning the basics, find yourself a mentor not just on the library side,
but get yourself an IT mentor, who can help you figure out what you don’t know.
Live your new IT profession: study in your “spare time” harder than you ever would
have for school; seriously, when you go to the bar with your friends you should be
discussing neat tricks you can do with grep. As a systems librarian your free time is
now forfeit. While all information professionals have their professions to keep up on,
a systems librarian’s professional obligations tend to be almost uniformly more time
consuming.

2.3 You meant automation librarian, didn't you? Say yes

Call him Voldemort, Harry. Always use the proper name for things.
J.K. Rowling, Harry Potter and the Sorcerer’s Stone

Since library schools do not really give an education adequate to preparing someone
for the task of being in charge of a modern IT unit, and the world we live in requires
that these things be addressed, it is prudent to have appropriate people in charge of
each IT specialty. If you’re going to have a librarian with systems responsibilities, they
will most likely be tasked with library automation. Automation isn’t really a term that
is used much elsewhere in IT any more, except with scripting keyboard and mouse
input, and then rarely, so automation librarian would be an appropriate and better title
for most “systems librarians™; the latter is too broad, like calling all your sales, mar-
keting, and support people “talky persons.”

The automation group’s main job is to define library workflows in the modern
era by automating everything that isn’t worth a library employee’s time any more. A
systems librarian might typically lead this group (though, again, automation librarian
would be the more precise term), and the MARC skills are so much easier to learn for
an IT person, which is just not true in the opposite direction, in spite of some people
alleging the contrary (Engard and Gordon, 2012, p. 6). IT people have the fundamen-
tal skills of data storage and data management to build on, thanks to a sound basis in
data structures and database management, and librarians would have to go back to
undergraduate school to get the equivalent of at least an associate’s degree to have that
knowledge to build on.
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The only place it is responsible to have a librarian in an IT role is where specific li-
brary knowledge is needed, otherwise it is a waste of salary and education to mismatch
backgrounds and duties. Primarily, for most libraries, that’s the library automation
system (whether that’s an ILS or a cloud services platform or something else). They
need to specialize on that while other IT people handle the other standard IT tasks that
they’ve specialized in. Once, a library could have a one-person IT shop, but now that
just requires too many skills, while a reasonable subset of those skills is required to
run library automation. To run library automation you don’t have to know much about
networks, you don’t have to be an expert in web development, and you don’t have to
know much of anything about operating systems. So, with some knowledge of data
structures and systems analysis and limited knowledge of the web, networks, office
computing topics like operating systems and application deployment, you can compe-
tently or semi-competently manage an integrated library system or library automation
group. Some knowledge of project management would be good too. It’s the only com-
mon IT job in libraries that requires specific library knowledge and possibly the only
IT job that library school, when the right courses are taken, remotely prepares a person
for. Most libraries of a decent size have offloaded the real IT work on to real IT peo-
ple, so automation librarian would be a more fitting title for most systems librarians’
current duties. Well, except those that are in charge of everything, and they are either
at very small libraries or are just people out of their depth.

More details on how to structure your IT department can be found in Chapter 8.

2.4 The disappearing act: Making your own position
obsolete

There is a theory which states that if ever anyone discovers exactly what the Universe
is for and why it is here, it will instantly disappear and be replaced by something
even morve bizarre and inexplicable. There is another theory which states that this has
already happened.

Douglas Adams, The Restaurant at the End of the Universe

Since efficiency is the goal of every IT person, the ultimate logical conclusion is to ob-
solete themselves. Librarians (especially systems librarians) should also seek to make
themselves obsolete. The systems you put in place or the improvements you make to
them should, one by one, take away your menial tasks (in addition to those of others)
as you find automated ways of performing those tasks. If your job is automation, and
you’ve automated all the things, you’ve succeeded.

Arguably, cloud systems have taken many of the menial administration duties out of
library IT work (a centralized place out in the “cloud” handles it all and benefits from
economies of scale doing things once instead of at every library across the world).
Cloud systems has made it easier to focus on main functions of the department, like
making the finding and delivery of information easier. Ideally, through changes to
the interface so that less information literacy training is needed. Then, once that bit is
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conquered you do more value adds that help the library complete its missions. Then
you’re done. You make it so the user (including the librarians) never needs a librarian
and you’ve won the game. If you leave and they actually need to replace you, you’ve
failed. If you’re still doing the same job after 2 years, you have also failed. You should
have moved on to new objectives.

Ultimately, sometimes, you reach a point where things can’t be automated, and
that’s when workflow engineering comes in, and you make new workflows so you
don’t end up like the Jetsons and have each person press a single button, instead con-
solidating and removing positions (by attrition, unless you're an awful person). Later,
in Chapter 8, we’ll look at how, while mostly IT looks at creating efficiency outside
IT, even IT positions can sometimes be automated or combined.

While some people will tell you that systems librarian is a position that is going
to grow in importance and not go away any time in the near future, this position is
already obsolete in many ways. The position is a remnant of a time of early growth
in reliance on computers, when libraries could afford to have non-IT professionals
in charge of their computers. Now there is so much knowledge required you cannot
expect a person to straddle the divide between the professions. They will necessarily
fall down on the job. The things you need to know are not taught in library school and
can’t be learned from a single book. Now, if you want to be really generous about the
term systems librarian, you could have a team of systems librarians (as some libraries
have done); as we’ve seen, there’s just no reason for anyone working on your public
computers or your office computers or most other technologies to be a librarian at all.
They have real IT specialist librarian positions, like one who specializes in Java and so
on. Each position is narrower than just systems, and requires more specialized train-
ing. They know about programming or PCs or anything else expanded on in Chapter 8.
They are true, specialized IT professionals. The main person who needs that kind
of domain-specific knowledge is your automation librarian. Until ultimately, | day,
through cloud services or other technologies, those duties can be turned back over to
the heads of the functional areas that use the systems, then the systems librarian will
have finally succeeded in becoming an IT professional, by no longer needing to be a
systems librarian.

Remember, it’s the patrons and the customers that matter, and if we can serve them
more efficiently, even if it’s by not being there at all, we should, because it’s not just
about the systems and the people who run them. IT is there to help fulfill the library’s
purpose.



Customers, patrons, users,
and unruly mobs

I'm sorry, Dave. I'm afraid I can't do that.
2001: A Space Odyssey

There is often disagreement among the people who work in libraries about how to
refer to people who use libraries. As with any service-oriented organization, our roles
are largely defined by the needs of our customers.

In a lot of ways, IT professionals are the spiritual descendants of librarians. In the
print world, libraries organized and managed information; in the information age,
people with Management Information Systems or Business Information Systems
degrees and other IT professionals fill that role. Since they build the indexes and
databases, they know best how to search the indexes and databases, and they know
the best methods for delivering that information to the patron (how to design and use
the applications that do so). But still there are librarians, so now it is a partnership.
As in an adventure party, which will be discussed in full in Chapter 8, the library has
its team members who can handle people en masse, and it has its team members,
the librarians, who can best handle people one on one. An IT professional with a
website or a web-based service is like a wizard with an area spell or even like Fezzik
in The Princess Bride (1987), sometimes less able to deal with customers one on
one, but proficient at handling mobs of customers, which is the more critical situ-
ation. Even when dealing with customers one on one, IT may not do it in the way
that a librarian would, because, like Hal 9000 in 200/: A Space Odyssey (1968) (but
hopefully to better effect), IT staff may need sacrifice some customers’ needs for the
library’s mission (unlike Hal, not their actual lives though).

Everyone who has ever worked on an IT helpdesk has had the following experi-
ence: while dealing with a single client’s issue as if it was the most important item
of the day, something major crashes, suddenly crippling the activities of many users.
Things have now changed for the person at the helpdesk; the way they deal with a
customer at that point is not the same, because now they are not dealing with one cus-
tomer, but an unruly mob of a thousand. All IT departments have had an experience
where a thing crashes, nothing works, and all the phone lines light up at once, emails
flood in, etc. You deal with a mob not by treating everyone as a special flower that
needs your attention, but you say “yes, thank you, we know, someone is working on it”
and you hang up and move to the next one. Holding one person’s hand is not as useful
to your organization (or the customers) as giving ten people the minimal amount of
information. That is the difference between individual customers and unruly mobs,
the amount of time you spend with them and the attention you pay them. In a crisis,
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individual customers become one of the unruly mob and must be dealt with differently,
though they always remain users.

As previously discussed, libraries tend to use archaic and ambiguous terms which
create unnecessary confusion. The argument of the difference between patrons and
users is something that is very library specific. Outdated connotations of these terms
have complicated the language needlessly. Library users are not customers, as they do
not pay for any services, nor are they students of librarians (some of whom believe
they are teachers who should give the users what they need not what they want). These
terms are not quite right. Thus, the one best, most correct thing you can call your li-
brary user is users.

When the term patrons is used in this text, it is used to distinguish between internal
customers or users and external customers/users of the library. When the term patrons
is used, it is referring to library users, because it is only one word, and distinguishes
them from library employees. Also, external customers in IT might not be users of
the library at all. It is shorthand for external customers who are also customers of the
internal customer.

There is a myth among librarians that exists (perhaps by people who lived through
a time with a different common vernacular than most of us?) that concludes library
users should not be called users because that made them sound like “druggies” and
should not be called customers because they aren’t paying for librarians to give them a
service. The only time the term customer should be used is when you are talking about
customer service. Because this book is dealing with IT, which heavily involves cus-
tomer service, the term customer will be used when necessary. But they use the library
services. They use the technology. They use the library. They are users. It is easy to
understand that once upon a time “users” had a negative connotation because its most
common use was for drug users. That’s the great thing about English, modifiers make
terms mean different things, but most users these days are (any other modifier) users,
such as computer users or library users.

One thing they definitely are not, of course, in the classical sense 1s patrons; no
library user is necessarily supporting financially the libraries’ creative endeavors; that
is just a bit of library jargon that probably never made any sense, but certainly doesn’t
now. Bars and nightclubs are the main establishments who call their customers pa-
trons, which sounds like a 12-step program is necessary to rehabilitate. Ironically, the
term patron conjures up the same negative slant as “user” yet with a different sub-
stance. Patron is library jargon that isn’t quite right because there is no patronage go-
ing on, though some of them (a small minority) patronize the establishment; the term
patron obfuscates meaning in exchange for political correctness (avoiding the terms
customer and user lest the user or the librarian be offended). Patron is not usually even
correct, and remains as a traditional term which is misleading. The homeless person at
your public computer did not supply you with a trust to supplement your budget. He
is not a patron (the bar won’t let him in). He is no more a customer than speeders are
customers of a local government that gives out parking fines. He is obviously a user
of your public computers though. Because he, you know, uses them. Verbs. Nouns.
Things mean what they mean.
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3.1 Ignorance, repetition, and conflicting priorities: Why
the customer isn’t in charge

She told me that if magic gives people what they want, then not using magic can give
them what they need.
Terry Praichett, Equal Rites

Customers do not always know what is possible in the realm of technology, and some-
times that stops them asking for things they should, while, perhaps more often, it
makes that ask for things that just can’t be done. This is not to suggest that we try to
teach them what is and isn’t possible, that’s just not realistic; they shouldn’t know
or be expected to know what is possible. IT professionals go through many years of
training to gain the skills necessary to keep entire systems working smoothly and have
an understanding of the nuances of technology at a level far above an average user. The
reason the customer is the customer and the IT professional is the IT professional is so
that the one who knows things can keep the one who doesn’t know things informed,
whether that’s about what’s possible or just about what’s going on.

Even with all that training, one of the most important tools used in customer service
is communication. In a crisis, for example, or when a user has an open request, giving
the customer a steady stream of status reports for them to feel confident the issue is be-
ing resolved in a timely and targeted way is a useful strategy to placate the louder cus-
tomers so your department is allowed the time and resources to fix the problem. This
is low effort and tends to satisfy most members of the unruly mob. Communication
with customers will be explored in more depth in Chapter 5.

Unfortunately, communication can be tricky in an IT environment. Even a simple
work ticket requires a bunch of time because people don’t send in the right information
and aren’t equipped to understand even the answers to simple requests for information
without a great deal of time being spent distilling it into something they can under-
stand. Simple requests for information that “don’t require work™ may be the worst.
Especially from people who think they are savvy enough to send in requests that you
must investigate thoroughly, as they will make huge leaps of logic and cling tightly to
what they think they know. A completely ignorant user will accept a simple answer, but
a halfway knowledgeable one will require detailed explanation, often resulting in an
unending conversation. Some questions can throw us because they are so basic that no
one has had to explain it to anyone for years and it requires educating the end-user on
fundamentals that no one has thought of since their freshman year. Even for a simple
troubleshooting ticket we have to reproduce the problem until we see exactly what they
are seeing in the context they are seeing it. This will be discussed in full in Chapter 4.

Sadly, when presenting an idea to internal customers like librarians (for whom
words are their stock in trade), you may find you need to use a lot of words. From
the point of view of an IT professional, or perhaps any non-academic, it may seem as
though librarians always use too many words. It may be a little bit horrifying to any
mind adapted to the twitterverse, but the language of libraries is so thick with jargon
that they don’t all understand the same words that are used by each other. This means,
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when referring to an idea that isn’t completely pervasive, whether it be an IT concept
or a library concept, you may find it easiest to use all of the words that might apply,
as some will resonate with different parts of your audience strongly, whereas the same
word for a different segment of your audience will blow right by them without notice.
If you don’t have a common terminology, it can just be more expedient to use all of
the words than to go back and answer dozens of clarifying questions or, worse, have
people pretend they understand when they don’t.

Some customers have a tendency to keep repeating their request until they get their
way, or will go to someone else to get the answer they want to hear, much like a child
playing its parents against each other. If you leave a group of customers in charge of
IT, eventually they will be worn down, or worse, the insistent customer might end up
as one of the decision makers. Not everyone is prepared professionally to deal with
this kind of onslaught from their colleagues (especially in a situation involving some-
thing like a tenure review by their peers).

When dealing with a disgruntled customer, it can sometimes be useful to put them
in charge of the situation (in a controlled fashion) to do what’s best for the organiza-
tion or for the other customers. They may come to the decision you want them to, but
that doesn’t happen all the time. Explain the constraints under which you are working
and you may well get the outcome you want (be careful with this, a toddler will still
want the candy). Then, of course, if they make the wrong decision and it’s important
enough, you can override them; it requires being a bit disingenuous, or at least second
guessing yourself, but oh well, sometimes it works out and the customer will gain
some understanding of the big picture.

Another way to deal with disgruntled customers is to say no in the form of yes. Can
I give you a wireless CRT? Yes, of course, I can provide you a cable wrap that cleans
up that mess of cables on your desk.

Disgruntled customers always think they are in charge, but the customer can’t be in
charge of IT. It simply is not their role. The customer isn’t really in on your strategy as
a unit; they don’t know the impact decisions have on resources and on other systems or
on the library as a whole. Customers will often fixate on details, largely the ones that
impact them, refusing to look at the big picture. Of course, this may be true of anyone
who 1sn’t in IT or administration, as they aren’t accustomed to looking at the bigger
picture for every single decision.

Examples of the kinds of conflicts you have when you make individual custom-
ers a part of the decision-making process form a pattern pretty quickly. A librarian
whose primary duties are in instruction may prioritize a problem with the class-
rooms. A librarian whose primary duties are in reference may prioritize a problem
with the public computers. A librarian in resource sharing may prioritize a problem
with the interlibrary loan system. None of them may particularly care about a prob-
lem with the backup system that is not directly affecting customer service at this
time, but the correct order of prioritization might be backup, ILL, public computers,
classrooms. This is based on usage statistics and risk assessments that show how
many people are affected to what degree, and it is not a matter that is up for debate
by customers, it just is.
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3.2 Don'tignore 10,000 people to serve one person

Fezzik: 1 just figured why you give me so much trouble.
Westley: Why is that ... do you think?
Fezzik: Well, I haven't fought one person for so long. I've been specialised in groups,
battling gangs for local charities, that kind of thing.
Westley: Why should that make such a ... difference?
Fezzik: You use different moves when you're fighting half a dozen people, than when
you only have to be worried about one.
The Princess Bride, screenplay by William Goldman

Dealing with one customer is very different than dealing with an unruly mob of
customers. Librarians have a customer service ethic that doesn’t serve them well in
today’s world. They tend to go for one big win. They are like gamblers that way. But
customer service today isn’t one on one like Westley and Fezzik, it’s more like Fezzik
and the mob. If you really want to have good customer satisfaction, you should strive
for uniformly good service across the board, not over-the-top excellent service for
each individual. Generally, you have more things you could be doing for your custom-
ers than trying to satisfy just one customer. Unless you have one librarian per patron
who needs help (or one IT person per librarian who needs help), it is probably not a
great idea to spend so much time on one person, because one or more of your custom-
ers is probably receiving terrible service right now, and that’s what really hurts your
organization (Dixon et al., 2010).

This is a well-studied area. If you want library users who come back, you won’t get
it by spending a lot of time with them. Overall, you’ll get them to come back by reduc-
ing the amount of time it takes them to get what they need. Focus on more customers,
not one customer. For example, people would like a contact form more than an email
link, because it is less effort than typing in an email from scratch. They would rather
have an email link right now than a phone number they have to call later, when they
have the time, attention and quiet to dedicate to a phone call. Focus on service with a
lower barrier to entry, not the sort of in-depth personal touch you might think people
want. Personal attention is out. They don’t really want that. We could speculate that
librarians perceive what they do because the field is largely full of baby boomers who
remember a time when people did want the personal touch, but if that was once good
customer service, it’s not now.

The age of the Internet means that most of your customers are engaging you re-
motely, usually on a scale of multiple orders of magnitude more than the number
who are engaging you in person (100 times? 1000 times? More?). Every IT person
in charge of a web server or web service knows that for every patron that walks into
the library for an hour there are 100 or 1000 or 10,000 more using the library online.
A library may (and likely does) spend 80% of its money on electronic resources ver-
sus print, but that same library may produce 98% of its customer engagement online
versus the 2% via its brick and mortar services, if you track the physical visits versus
the amount of time spent on website visits (including all web applications, not just the
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website, which is not really a service but a portal to real services like the catalog or the
ILL system or the paid online databases). What’s more, there are all the patrons with
items checked out, who are not currently actively engaging the library, but who may
need courtesy notices or other forms of outreach. Thousands of them, who deserve the
best service possible, or at least as good as the person in front of you. So should you
be redrafting the courtesy notices or paying attention to a problem that is an aberration
experienced by one patron currently complaining at a desk? The answer should be
self-evident.

When you lack unlimited resources, you can either prioritize communication with
one customer or concentrate on fixing a problem for all 10,000, True customer service
considers the best use of your time for all the customers, not just one. If a customer
won’t respect your time when you have more important things to do, you may even
have to be rude and insist for them to leave you alone, ironically, for the sake of good
customer service, so the issue can be solved without constant interruption.

A note on priority enforcement: it’s pretty much up to the individuals who work in
IT. In principle, your library’s leadership may agree about your top priorities, but then
one and two and twenty more top priorities are added and priorities become meaning-
less, or someone decides to be the squeaky wheel and squeaks to the people in charge.
Also, whatever priority scheme is chosen, exceptions will be made. The decision-makers
“on the ground” have to make the call as to what is going to impact service the most.

By the way, the real top priority should almost always be keeping things running or
preventing disaster. It is unsexy, and isn’t seen as good customer service to focus on
infrastructure when you have unsatisfied users, but imagine if you let the infrastructure
fail (do imagine that actually, because sometimes that can be a useful learning tool for
your end-users and decision-makers). For example, servers are more important than
desktops; the impact is greater because the number of users is greater.

3.3 Dealing with problem customers

You have attributed conditions to villainy that simply result from stupidity.
Robert A. Heinlein

Never attribute to malice that which is adequately explained by stupidity.
Roberr J. Hanlon

A problem customer can come in several varieties; occasionally they are just demand-
ing people, occasionally they are genuinely mean, but mostly they are just ignorant.
Two things you can’t hold on to as a library manager, especially in IT, are the ideas
that the customer is always right, and the idea that you can or should avoid conflict
(Gordon, 2005, pp. 3-5). Some people will always turn to compromise immediately
when faced with a conflict with a customer or colleague. It makes one wonder, why
is compromise thought of as a good thing when the most common sayings associated
with the word compromise are about losing your soul or your moral standing? Try
these statements out and see how you feel about compromise: compromising your
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beliefs, compromising your vision, compromising your ideals, compromising your
faith, compromising your integrity, compromising your values, and compromising
yourself. Maybe this is not the first thing we should turn to.

Compromise is the opposite of what you need to do as a leader, especially in IT.
Remember this phrase? Give them an inch and they’ll take a mile. Compromise is the
enemy of boundary setting. Never compromise with a problem customer, as it just sets
a new, weaker line for the problem customer to attempt to cross. Compromise is the
hammer that people who never learned to make hard choices use for every nail. It is
really just one tool among many, and in a long-term customer/provider relationship
should be used sparingly; the customer will use it to get you to commit to increasing
service levels you can’t fulfill, creating a condition where it benefits the customer to
lie about their minimum service level assuming they will get half of what they ask
for, and where it benefits the service provider to lie to the customer about the level of
service they can provide with given resources.

Working in customer service requires a great deal of patience and a calm, steady
demeanor, which can be difficult to maintain. Often, the issue is not with the technol-
ogy, but with the user. While in a commercial setting it can be wise to completely with-
draw service from a particularly nasty or inept customer, when your customers come
from within your organization you must find better ways to handle each instance in a
consistent, friendly, and respectful way. This is not always so easy, and disengaging
from the situation for a while is sometimes even necessary.

Start by respecting all people equally. Certain people will gradually earn your lack
of respect over time through their own lack of merit. This is part of why, when engaged
in a customer transaction, users cannot be treated like colleagues. They really do not
know what they are talking about, but they want to be treated like you respect their
pretend knowledge and competence that they have not yet shown. You can respect
them as a person, but as a user, they must prove themselves by merit, or at least by not
showing repeated incompetence and an inability to learn, as some will.

That is not to say the burden of the customer/provider relationship is entirely on
them. There are many negative ways to influence customers. Being insincere, lying,
and manipulating people are easily done, but are not the best choices when dealing
with others. While these tactics might work quickly, with less effort, and will certainly
get the job done, it is undesirable to create bad morale and an uncooperative work
environment, and engaging these shortcuts could make you feel bad about yourself
later. Below are several ways to interact with customers which allow everyone to walk
away from the experience feeling as if the problem was resolved in a positive manner.

= Apologize (it doesn’t matter for what or whose fault it really was)

+ Use people’s names (though for some savvy people, this might mark you as insincere)

» Exchange pleasantries

» Phrase a “no” so it sounds like “yes”

*  Buy people food (maybe a simple candy dish or a coffee, or maybe something more elabo-
rate if you’ve got a full users’ group meeting complete with pitchforks)

= Tell small lies to spare people’s feelings (sure, other people have totally done that dumb
thing you did)

= Ask for help from them in order to help them
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+ Thank people (even for things they are obligated to do)

«  Over-communicate (or try, it’s not really possible)

+ Solicit input even when it’s irrelevant

+  Own a problem all the way through until the customer is happy

+ Send thank you notes (let’s be honest, emails; no one sends notes)

+ Be inhumanely patient (sometimes, just sit back and think of something else)

+ Do not be condescending (or not in such a way they can tell)

+  Be humble while simultaneously being omniscient

+ Read body language (it’s not very reliable, but sometimes, see the superpowers chapter)

+ Do not act dismissively (even though you are actively dismissing their completely impossi-
ble ideas)

«  Say “please” and “thank you” and “you’re welcome” (instead of “no problem,” etc.) but
otherwise use whatever language makes them feel at home, probably casual language. but
not always

+  Give people options with obvious conclusions so they feel like they made the decision

« Ask leading questions and steer conversations to let people come up with the ideas and solu-
tions you know are best

« Do not be defensive (even though people will often be quite rude)

« Give unearned respect (or, you know, appear to)

*  When dealing with decision-makers, use pretty pictures, not valid arguments

+ Use emotion, not logic, to win people over to the right choice

+ Underpromise and overdeliver (yes, like every engineer on Star Trek).

An example of the ways in which working IT is the same everywhere is that IT
people know that if a service is down, the best way to placate the unruly mob is to
keep them well informed by communicating at every new development (Engard and
Gordon, 2012).

3.4 Your IT unit is a therapist’s couch and priest’s
confessional

If you want to keep a secret, you must also hide it from yourself.
George Orwell (1984)

Man is not what he thinks he is, he is what he hides.
André Malraux

Users will reveal to their IT support (sometimes directly and sometimes indirectly)
things that they would only otherwise tell to their priest or therapist. The [T profes-
sional knows how each person wastes their time at work, who each person communi-
cates with (sometimes who the user is having an affair with), occasionally the contents
of those communications, the websites the user browses and often what type of
pornography the user likes. The IT professional will see a side of every person that no
one else will. They also see many users at their worst in their personal interactions.
How does the person treat “the help”? How does the person handle frustration,
inconvenience, or other forms of adversity? Is the person patient? Are they passive
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No storyteller has ever been able to dream up anything as fantastically unlikely
as what really does happen in this mad Universe.
Robert Heinlein

Customer service in IT is sometimes nothing short of mind reading. Everyone uses
technology, and its ever-evolving nature makes it difficult to keep up with the latest
and greatest. This leaves most users at a disadvantage, because they do not have the
time or motivation to educate themselves on exactly how the things they use every day
work. Unfortunately, this leaves the IT professional to divine causes of service dis-
ruption and software glitches with missing or incorrect information by reading minds
and gathering clues from the surroundings. It could be the user lacks the knowledge
to be helpful, or they are unaware the information they have is actually helpful. Or
perhaps they lack the vocabulary, basic knowledge, or technical communication skills
to communicate the issues. Or sometimes people simply lie about what occurred to
raise the importance of their issue, out of embarrassment of doing something stupid, or
even just pure laziness. Intentionally misleading or not, it is best to verify facts before
wasting time fixing nonexistent issues, but first, using a few tricks to read the minds
of customers will save time and resources. Common problems tend to have common
solutions, but the tricky situations dictate a more hands-on approach, and might re-
quire fitting unseen pieces of the puzzle together.

While this chapter is concentrating on divining solutions and tracking common-
alities between problems and resolutions to expedite service, Chapter 9: The Ritual:
Analyzing Problems, Providing Solutions is more about beginning new projects and
business analysis for creating workable solutions for the customer. Helpdesk versus
consultant, basically.

4.1 Divining what happened from incomplete
information

A problem well stated is a problem half solved.
Charles Franklin Kettering

Sometimes, users give so little information, while simultaneously using the wrong
terminology, that you actually try to repeat the wrong thing in the wrong program or
even on the wrong computer. Some users just have no comprehension of what they are
doing, they just repeat the motions of their job day in and day out, so when it comes
time to describe what they did, they can’t, because even when it was working they

The Myth and Magic of Library Systems
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You can’t provide perfect service to all your customers. Using resources to provide
excellent service to some customers means providing subpar service to others. This
means in order to keep everyone equally satisfied, service must be shared among ev-
eryone to meet the needs of the organization as a whole. The exercise in Figure 5.1
exhibits the difficulty in providing good service levels with inadequate resources.
One way to increase perceived levels of customer service is to balance your use of
resources. Another is to lower expectations. Politically astute administrators will say
“manage expectations,” but let’s face it, that’s like pretending right-sizing isn’t down-
sizing. Either way you call it, the important thing is to make sure that it is clear to your
customers, whether internal or external, what they can expect of you. What will you
do, and what won’t you do? You can even make them happy about doing the things

Customer Service Exercise (simplified)

Instructions:
Satisfy the customer needs.
Take either 10 or 15 stars.
Fill in one star per box from left to right on each row.

Resources:

For our old service level: 15 units (hours, days, FTE) of service employee time
For our new service level: 10 units (hours, days, FTE) of service employee time
For a good service level: 25 units of service employee time

Customer Needs | Mad | Unhappy | Mildly Satisfied | Fully Happy
Dissatisfied Satisfied | (above

and
beyond)

1. New Service

Request or

customer

specified

solution

2. Investigate

and Fix a

Problem Report

3. Preventative
Maintenance (to
prevent 2
problem reports)
4. Security
Compliance (to
prevent 1
problem report
and one service
request from
OIT)

5. Training (to
prevent 5 future
problem reports
and 2 future
service requests)

Figure 5.1 Customer service exercise (simplified).
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you won’t do if you teach them to help themselves. You are empowering them, giving
them more freedom and independence. Also, you are getting them off your back.

5.2 [insert thing] as a service

The sea is endless when you are in a rowboat.
Adolfo Bioy Casares, The Invention of Morel

Once upon a time, IT companies wanted to sell everything as a “solution” (this often
let them tack on an extra fee or value-add to an otherwise ordinary retail product).
Now, everyone is selling everything in IT as a “service” (this lets them sell every-
thing to you repeatedly instead of only once to each customer, guaranteeing a steady
income stream): Platform as a Service (PaaS), Infrastructure as a Service, Software
as a Service, etc. (even Adobe Photoshop). In many cases, the things themselves have
not even changed, but it is indicative of something. Labeling everything “as a service”
does not necessarily change much of anything about it (except how often you receive
a bill), but it does highlight something that was always true. Every time you let some-
thing out the door, there is continued service on that thing until it becomes obsolete.
This new model of selling things in IT has given us a large array of new acronyms and
phrases (Platform as a service, 2015) to confuse customers with. For everything as a
service, there are often subtypes of that thing. An example is the four main types of
software as a service that make up cloud systems, which are discussed in more detail
in Chapters 8 and 12.

In the commercial sector, it is largely a sales and marketing tactic to get you to
pay every year for things you used to pay for once. Internally, it is actually a good
reminder that your organization is already paying continuously for all the things you
use on your computer in terms of manpower and infrastructure. A good example of
this commercial change is Microsoft announcing their Office as a service product
(Office Online, 2015) six years early before the market was ready, to the derision of
everyone, but never letting go because it meant so much revenue. Only within the last
year did it become not a joke to sell desktop software that way (sadly, for consumers
everywhere). Online games have been subscription based for much longer, leading the
way for others to follow (consumers didn’t like it then either, but if you're not in IT it
costs money to pretend to be a mage).

5.3 Tiered helpdesk, just like tiered reference

What’s in a name? That which we call a rose
By any other name would smell as sweel.
Juliet (Romeo and Juliet, William Shakespeare)

An IT helpdesk and a reference desk have a lot in common, maybe more than any
other two kinds of service desks you could compare. In both cases, you have naive
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users coming to subject experts with questions that range from the simple to those
requiring lots of research. That is why the tiered helpdesk model works so well in a
library and one imagines why Brandeis stole it as the new model for reference desks
back in the late 1980s (Herman, 1994). So, if you are a librarian who learned about
reference even remotely recently, you are already familiar with how to run a helpdesk.
If you are not familiar with tiered reference, your MLS has expired and you should
seriously update your education. More recently, software has highlighted the similari-
ties, as reference desk “answer” systems like LibAnswers were released that look just
like primitive helpdesk systems.

You should use your helpdesk software to track everything. Because if you didn’t
write it down, it didn’t happen (you’ll not have a record for future reference for similar
problems, resource requests, annual reports, etc.). You’ll wish you had when you have
to explain why you need a full-time person to do (x random thing) or why you need
more people in general or why you are behind. You will also want that record so that
you know how you solved a problem that comes up a second time, or why solving a
problem took 10 times longer than you think it should.

You’ll want to make sure that every ticket is categorized well, which a well-
configured helpdesk system can help you with. One thing a helpdesk system might
have that an answer system might not (but should) is a type and a subtype and a cat-
egory to allow you to classify requests. The former helps make sure the request is as-
signed to the right specialist. This also ensures that reports can be generated to tell you
what kind of work is being done in what proportions (for resource requests or reports
to administration, etc.). Of course, counting tickets of different types is not exactly
comparing apples to apples, as a desktop support ticket is not the same “size” (person
hours, cost of employees) as a digitization ticket in terms of how many resources it
takes to fulfill the request; nonetheless, it is an indicator that is better than nothing, and
a good helpdesk system will allow you to track person-hour costs as well.

More than keeping track of how much work you do for your higher ups, keep track
of resolutions to problems so that you never have to solve the same problem twice,
as expanded later on in this chapter. Make sure everyone updates technician notes as
they try to solve a problem so that you know exactly what is going on with a ticket
if someone quits or gets hit by a bus or is simply out sick or on vacation before it is
complete. It will also help if you need to escalate a ticket for the new person to know
what has already been tried and where it may have gone wrong. You must keep track
of hours spent as you close tickets. You must also keep track of the staff member that
actually closes a ticket to keep track of workload properly so that you know how your
positions should be allocated.

It is difficult to make your user base behave when submitting requests. If you have
an environment where people request things in person or on the phone, you should
assign tasks in person inside your office so that people get in the habit of creating their
own tickets for requests on behalf of requestors. For tracking purposes, you should
even assign yourself tickets from meetings and set the requestor appropriately. If you
have ticket notifications, this will remind the user that they should have requested
things through proper channels (this can be useful for providing the customer commu-
nication you don’t have time to, even if it’s not as good as if you had time to do it in



Index

Note: Page numbers followed by findicate figures.

A

Academic freedom, 158

Academic hiring, 82-83

Accessibility, 158

Accession, 158

Access point, 158

Access services, 158

The Accidental Librarian, 14—15, 94, 152

The Accidental Systems Librarian, 13-14, 15

ACRL. See Association of College and
Research Libraries (ACRL)

Ad-hoc reports, 144-145

ALA. See American Library Association
(ALA)

Alphabetization, 158

Amateur programmer, 13

American Library Association (ALA),
157-158

Analog vs. digital storage, 159

Analytics, 159

Analyze, 159

Analyzer, 159

Analyzing problems, 93-94, 95-99

Annual report, 159

Annual review, 159

Answer software, 111

API, 159

App, 159

Application software, 160

Archival/archive, 160

Articles, 160

peer-reviewed, 116
reading, 115-116

Artificial language, 160

ASCII, 160

ASMR. See Autonomous sensory meridian
response (ASMR)

Assessment, 142143

Assistant Dean, 79-83

Assistant University Librarian for
Information Technology Services, 7-8

Associate/Assistant University Librarian
(AUL), 79-83
Associate University Librarian for Digital
Initiatives, 7
Association of College
and Research Libraries
(ACRL), 105
Attending briefings, 139
Attending meetings, 135-136
Attribute, 160
AUL. See Associate/Assistant University
Librarian (AUL)
Authentication, 160
Authorization, 160
Automated catalog designers, 44
Automation computing, 73-74
Automation librarian, 18-19, 71
hiring, 88
role, 78
Autonomous sensory meridian response
(ASMR), 129
Avoiding meetings, 135-136

B

Batch process, 160-161

Batch record load, 160-161

Big data, 142

Binary/binary code, 161

Bindery software, 111

Bit (binary digit), 161

Blog, 161

Blu-ray disc, 161

Body language, 119-121
interpretations of, 120

Boolean logic, 161

Born digital, 161

Borrower card, 161

Box, 161

Briefings, 139

Browser, 161-162

Budget, 149-150



182

Index

Business Information Systems, 21
Byte, 162

C

Call number training software, 111
Canned reports, 143-144
Catalog, 162
Catalog designers, automated, 44
Catalogers, 158
Cataloging, 109, 162
Character, 162
Chat, 162
Chat software, 111
Chronomancer, 129-131
Circulation system, 162
Citation management software, 111
Client, 162
Cloud-based ILS, 108
Cloud-based library services platform,
107-109
Cloud computing, 75-76
Cloud system, 19-20. 108
Communication
with customer, 26
customer service with, 37
in IT environment, 23, 45-46
over-communicate, 47
Computer program, 163
Computer-specific sleep mode issue, 32
Conference sessions, 113-114
Consensus, 153-154
Consultants, 104-106
Contingency plan, 101-102
Contract law, 64

Cost benefit analysis, of custom local code,

155-156
Custodian, 163
Customer
communication with, 26
compromise, 26-27
dealing with, 25, 26-28
disgruntled, 24
interact with, 27, 28
interview, 93-94
IT, 22, 23-24
over-communicate and, 47
priority, 50-51
Customer/provider relationship, 27

Customer requirements analysis, 94
Customer service
with communication, 37
exercise, 38f
failure mode, 57
fake, 37
good, 37
in IT professional, 31
large-scale, 25
perceived levels of, 38-39
satisfactory level, 53
tools in, 23
Custom local code, 144145
cost benefit analysis of, 155-156

D

Database, 163-164
Database administrator (DBA)
hiring, 86
role, 77
skills, 70
Data curation, 163
Data dictionary, 163
Data element, 163
Data mining, 103, 104
Data model, 163
Data process, 163
Data set, 163
Data type, 163

DBA. See Database administrator (DBA)

Deadlines, project, 61, 62, 63, 64, 65
Dean of Libraries, 8
Decision-making structure, 153-154
“The Deep Web”, 158
Deskside support, 74-75
Deskside support technician

hiring, 87

role, 78

skills, 70
Desktop computing, 74-75
Desktop manager

hiring, 85

role, 77

skills, 70
Desktop productivity, 74-75
Digital asset management software, 111
Digital preservation software, 111
Digital vs. analog storage, 159



Index

183

Digitization manager/coordinator/librarian, 71
hiring, 88
role, 78
Digitized/digitize/digitization, 164
Discovery. 164
Discovery overlays software, 111
Disgruntled customer, 24
Documentation, 115
and review, 141-142
Downgrade, 164
Downloading vs. copying, 164
Downtime, 164-165
Dynamic web page, 165

E

EDIL, 165

Efficiency, 101, 102

Electronic reserves software, 111

Electronic resource, 165

Electronic resource management software, 111
End-user, 165

Enterprise computing, 73-74

Enterprise system, ILS, 107

F

Facets, 165

Failure, 156

Fair use, 165

Federated search, 165

Field, 166

Fielded search, 165-166

Field length, 165

File, 166

File format, 166

Filters, 166

Finding aid software, 111

Flat decision-making structure, 153-154

Folder, 166

FRBR. See Functional Requirements for
Bibliographic Records (FRBR)

FTP, 166

Full text search, 167

Functional Requirements for Bibliographic
Records (FRBR), 166

G

Gaming, 167
Gateway, 167

Global Positioning System (GPS), 167
Google Books Ngram Viewer, 4-5, 5f
Google Scholar, 4142

Google, users and, 41-45

Graphical User Interface (GUI), 169
Group, 167

H

Hardware, 167
Harvesting, 167
Hashtags, 167-168
Helpdesk, 32, 34, 3941, 74-75, 168
Helpdesk operator
hiring, 87
role, 78
skills, 70
Hiring, 79-88
academic, 82-83
management, 81
technology, 80
Host, 168
Human Computer Interface (HCI), 169

1

ILS. See Integrated library system (ILS)
Image collection software, 111
Indexes and indexing, 168
Information literacy (IL), 44
sessions, 58
Information security, 169
Information system (IS), 1,
3-6, 169
Information Technology (IT), 1, 3-8
one-time funds for, 150
role, 89
Instant messaging (IM), 168
Integrated library system (ILS), 107-110,
168
Integrity, 169
Interface, 169
Interlibrary loan software, 111
International Federation of Library
Association and Institutions (IFLA), 166
Internet, 169
Interview, customers, 93-94
Intranet, 169
Inventory assessment, skills and, 59-60
IS. See Information system (IS)



184

Index

IT administrator
candidate’s fictional bio, 83
hiring, 79-83

IT customer, 22, 23-24

IT department, 67, 68-69, 71, 77

IT environment, communication

in, 23

IT head
hiring, 79-83
job posting, 91
role, 77
skills, 69

IT helpdesk, 21-22, 39-40

IT people, 28-29, 157
communication and, 45-46
crisis mode and, 48

IT professional, 21, 23
customer service in, 31

IT roles, 77

[T sector, 103—-104

IT staff meetings, 136137

IT support, 28-29, 32

IT support interview, 95

IT unit’s priorities, setting, 50-51

J

JavaScript, 169
Job postings, 79, 84, 89-91
Journal title search, 43

K

Keyword search, 42
Kronos, 11

L

Label printing software, 111

Lab management software, 111
Language, 169

Large-scale customer service, 25
Laser printer, 169

Leadership, 26, 90

Library automation, 18, 19
Library automation software, 152
Library Clerk II, 16

Library Director, 8

Library IT, 16-17, 19-20

Library reference interview, 93, 94
Library roles, 8-9

Library services platform, cloud-based,
107-109

Library-specific software, 110-112

Library Systems Office, 5

Library users, 22, 25

License manager, 170

Lifehacks, 132-133

Lightweight Directory Access Protocol
(LDAP), 169-170

Linked data, 170

Local area network (LAN)
administrator, 70

Login, 170

M

Management hiring, 81
Management Information
Systems, 21, 83
MARC, 44, 109-110, 170
editing tools, 111
skills, 18
Massive Open Online Courses (MOOCs),
58, 59
Master of Science Library Science (MS-LS)
programs, 16—-17
Mediocre department, 117
Meeting
attending, 135-136
avoiding, 135-136
IT staft, 136-137
routine, 137
running, 138-139
scheduling methods and strategies,
136-137
staff, 135-137
stand-up, 136
Metadata, 170
Microexpressions, 119-121
Mind control, 121-126
MLIS programs, 16-18
Monograph purchasing software, 111
MOOCs. See Massive Open Online Courses
(MOOCs)
Multitasking, 127

N

Needs analysis, 94
Network, 101-102



Index

185

Network administrator
hiring, 86
role, 77
skills, 70
Network engineer
hiring, 86
role, 77
skills, 70
Newspaper indexing software, 112
Next-gen catalog, 170

o

OCR software, 112

On-demand reports, 143—-144

One-time funds, for IT, 150

Online Computer Library Center, Inc.
(OCLQO), 105

Online Public Access Catalog (OPAC), 43,
109, 110, 170

Open source, 170-171

OpenURL, 112

Organizational structure, 6771

Outsourcing, 64

P

Patron, 21, 22, 25-26, 58, 94
PC configuration software, 112
PC skills, 68
PEBKAC. See Problem Exists Between
Keyboard and Chair (PEBKAC)
Peer-reviewed articles, 116
PERL, 171
Personalization, 171
Persuasion, 121-126
Platform, 171
Point of Need Help, 53-54, 55-57
Positions, hiring, 79-88
The Princess Bride (Fezzik), 21
Print management software, 112
Private sector, 103-104
Problem Exists Between Keyboard and Chair
(PEBKAC), 34
Productivity tools, 131-132
Professional development, 73, 80-81, 92
Program, 171
Programmer
hiring, 85
role, 77
skills, 69, 77

Programmer analyst
hiring, 85-86
role, 77
skills, 69
Project, 171
Project deadlines, 61, 62, 63, 64, 65
Project management, 63, 96-98
Project manager
hiring, 87
role, 78
skills, 70
Project planning, 96-98
Project schedule, 62, 65
Project scope, 94, 96
Protocol, 172
Proxy, 112
Public Access Computer (PAC), 110
Pundits, 104

R

Random IT position, job posting, 91
Reading articles, 115-116
Reading users’ minds, 31-36
Redundancy, 101-102
Reports. 146-147
ad-hoc, 144145
canned, 143-144
department, 146147
on-demand, 143-144
Research, 92, 172
Resources, 61-62, 64
vs. service levels, 37-39, 38f
Routine meeting, 137
Running meeting, 138-139

S

Scanning software, 112
Schedule, meetings, 136—137
Search

journal title, 43

keyword, 42

savvy strategy, 42, 43

strategies, 42

as wrong, 42
Security specialist

hiring, 86

role, 78

skills, 70
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Self-documenting interfaces, 55-57 Tech support cheat sheet, 551
Semantic web, 172 Telekinesis, 129

Semi-adept unix user, 12 Temperament, hiring, 79
Server-side computing, 75-76 Tiered helpdesk, 3941

Service, 39, 172 Time management, 130

Service level vs. resources, 37-39, 38f Titans, 11

SFTP, 172 Total cost of ownership (TCO), 49, 108
Shelf inventory software, 112 technology and, 155

Signon, 172 Trainer, and online videos, 58-59
Single points of failure, 101-102 Training, 92

Single-task, 127 Training assessment, 59

Skills and inventory assessment, 59-60 Transfer to/from, 173

Software selection methodology, 151-153 Trends, 103, 104

Software suite, 172 Triage, 63

Software system, 172 Troubleshooting, 32, 34, 42
Solutions, 95-96

2001: A Space Odyssey (1968), 21 U

SSH, 172

University Librarian, 7-8

Unix administrator
customer satisfaction and, 84
hiring, 8384

StackOverflow, 35

Staff meetings, 135-137
Stand-up meetings, 136
Stop list, 172

Students, 71-73, 88 role. 77
hiri g8 skills, 69
‘;‘“g{g o UNIX command, 145
role. 1o Unskilled staff, 71, 72
skills, 71
. . Upload, 173
Subject guide software, 112 Usabilitv. 173
Superhuman, 128-129 ) 4
Users

System administration, 172
System integration, 173
Systems, 1,2,3,6,7,9

computer-specific sleep mode issue, 32
education, 53
and Google, 41435

Sy}s}t.e‘ms a;l_a; lyst incorrect vocabulary and, 33
1rng. observation skills, 31-32
role, 78 .
. over-communicate and, 47
skills, 70 uestions and, 46-47
Systems librarian, 11, 12, 13-14, 16, 18, 4 . T
using wrong terminology, 31-32
71,91 Lo .
. Users’ minds, reading, 31-36
hiring, 88 .
le. 15. 78 User training, 58-59
Fole, 22, force competency, 53-54
self-directed, 53
T
Tasks and tricks, 98-99 A%

Team building, 71

Technical Services Librarian L, 16
Technology, 173

Technology forecast, 105
Technology hiring, 80 w

Technology plan creation, 151 Web APIs, 17

Technology position’s search committee, 90 Web content management systems, 112

Vendor documentation, 115
Vendor webinars, 113-114
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Web designer
hiring, 87
role, 78
skills, 71

Web developer
hiring, 88
role, 78
skills, 71

Webinars, 113-114, 139

Web librarian
hiring, 87
job posting, 91
role, 78
skills, 71

WebMD, 129
Web-scale, 173
Windows system/server
administrators, 77
hiring, 83-85
skills, 69
World building principles, 2-3

X
XML editing software, 112

Y
YouTube, 116-117, 129



