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Abstract

The purpose of this research is to explore thaudtiof librarians to service. Previous
studies showed that although many librarians ifiedtservice as their most important
value, librarians were still perceived by many ounstrs as unfriendly and unhelpful.
Using Goffman’s theory of dramaturgy the study I®alk the relationship between the
library service ethic and the market driven senéttec attributed to retail, and whether
there is conflict between these two models, aso ffvhat affect this is having on the
attitudes and behaviour of librarians. This qualigastudy uses focus groups to gather
data. Focus group participants were all practitioigrians from the Wellington area.
The research concludes that there is a conflietéxt the two service models which is
directly affecting the attitude and thus the bebawiof librarians. The marketing model
is perceived as a threat to the core functionghodilies because of its ‘one size fits all’
approach to service. Participants felt this modas & threat to genuine authentic service

and personal autonomy.
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1. Introduction

Librarianship is founded on a professional outltitkt directly feeds into the sense of
purpose and attitudes held by the individuals withiService is the most important
ethic in librarianship (Gorman, 2003; Hauptman,£20@iao & Bassham, 2007;
Ranganathan, 1963; Rubin, 2000; St Clair, 198&)l over half of the Codes of
Ethics found on the IFLA website rate customer iseras one of the most important
values (Miranda-Murillo, 2004). Koehler (2003) netdrarians overwhelmingly
identified service to the patron as their most ingoat value. “Without doubt and
almost without exception, librarians of all kindsall positions, in all regions, and of
both genders identify service to the client or patas their most important value”

(Koehler, 2003, p.106).

In librarianship this purpose is defined by Rul#0@4) as service that not only meets
the information needs of the individual but morgoortantly communicates
knowledge for the betterment of the individual éinerefore society as a whole.
Rubin quotes Butler who states in 1951
The cultural motivation of librarianship is the prmtion of wisdom in the
individual and the community...to communicate, s@fapossible the whole
scholarship to the whole community. The librariardertakes to supply
literature on any and every subject to any and ge#tizen, for any and every
purpose... [These actions] in the long run, will gbem the understanding,
judgement and prudence of the readers and thusisusbd advance

civilisation. (p. 304).

It is this very purpose that Rubin (2003) suggsstzarates librarianship from

business, and thus retail, because business hi#sagrids fundamental purpose.



Rubin feels that libraries that adopt a businesdehseriously distort their traditional
service orientation. It is impossible to offer elifyaof service if information is
marketed as a commodity. Gorman (2003) pointstaitliecause a business model
has profit as the main motive it is impossiblelfbraries, under this model to fulfil
their traditional values. “We believe in valuesttbamfort the powerless and defend
minorities in a world where the profit motive regwirtually unchallenged. We stand
for selfless service, equal access, and inclusssemea world of egos, exclusion and

division” (P. 146).

The literature has found that librarians remairaldy these traditional ethics and see
retail outlets as unconcerned with genuine cust@agsfaction. A participant in

Fox’s (2005) study claims that in bookshops théstmst does not care what an
individual goes away with. Bookshops do not offex same service as libraries
because people do not get the quality of serviaethiey receive in a library. Staff in
bookshops were seen to lack knowledge and expeanidevere unable to give the
same level of service and advice as librarians,dahdiot even aim to, often talking
rubbish (Fox, 2005). Quinn (2005) elaborates os tbincern by suggesting that under
the marketing model the appearance of expertisorge important than actual
expertise. Librarians believe they offer genuinpezise and thus superior service to
retail. The library service ethic is based on trenpse that it is of higher value to be

knowledgeable (Fox, 2005).

The retail model of customer service is often embdaby library bodies to enhance
service and ensure libraries are customer led ahdystems led. The guidebooks and
how-to-do-it library manuals suggest librarians tsarn a lot from the retail model

on how to offer excellent service. Siess (2003) Afadters (1994) praise the



McDonald's model because it raises the servicamdthe expectation is that because
of the homogenous nature of the service encoutiteer@ice encounters will meet

certain standards.

Librarians have shown resistance to the retail ofdeustomer service training. A
librarian interviewed by Miranda-Murillo (2004, @.jstated, “Why not go to the
McDonald’s University or work in a Wal-Mart if yowant to learn how to provide
service?” Bishop & Bauer (2002), Paul (1990) artdClair (1993) all state that when
implementing service changes in libraries thewatts of librarians was seen as an

obstacle to success even to the extent of opeilityo@aul, 1990).

Although service is the most important ethic fordirians, studies show that the
stereotype of librarians as unfriendly and unhdlg@alive and well (McArthur &
Nicholson, 2005; Massey-Burzio, 1998; Meyers, 199@gn, 1998; Urban Libraries
Council, 2001). The marketing model has broughhtihigher expectations of
service and customers will no longer tolerate ledlise (Deane, 2003). Quinn
(2005) argues that the expectations may be untieallg high. This raises many
issues which this research hopes to address, malrdyher librarians are in any way

reinforcing the unhelpful and unfriendly librariatereotype.

Librarians have expressed hostility towards impleting the retail model of service
in libraries. The feeling is that by embracing sieevice ethic librarians will not meet
the needs of their public. Quinn (2005) suggessithibraries embraced the retail
model knowledge, substance and expertise wouléiaced by appearance and

impressions.



Goffman (1959) uses the dramatic metaphor as aavdgscribe human behaviour,
particularly behaviour that is usually hidden deetia for granted. The aim of this
study will be to shed light on whether unconscioukidden behaviour shaped by the
culture of librarianship and displayed by libragaturing a service encounter has any

effect on service behaviour.

2. Interest in the Topic
| went to my public library to locate a journal aife. | approached the counter
and waited for the staff member to look up fromdoimputer screen. He did so,
seemingly unwillingly and gave me a lacklustre |dé& was unable to locate
the journal and sent me down a level to look ambtigssmagazine racks. |
searched every row, couldn’t find it so asked aithar counter and was
directed back upstairs with a wave of the handsTdmman also had a
lacklustre expression. When | explained | had alselbeen upstairs, she sent
me to yet another counter. There were two peogheénlal this counter. | waited
for them to finish their conversation. They aldedrto send me back upstairs.
They spent some time looking at the screen anoh¢gptiigether. | said ‘I just
want to know where it is’ The young man said iregy\snappy tone. ‘What do
you think we’re doing?’ It turned out the journahsvin the stacks. The woman

retrieved a box for me, pointing out that | coulat borrow the journals.

This service encounter displays many of the hakwaf a problematic encounter
documented in the library literature:
» Not looking up from your work or stopping what yare doing (McArthur &
Nicholson, 2005; Miranda-Murillo, 2004; St ClaiQ43).

» Focusing on the computer terminal (St Clair, 198&jaro & Smith, 2006).



* Not getting up to assist the customer (Massey-Bui998; Paul, 1990).

* Not seeming to be interested in being helpful (Mgsd8urzio, 1998).

» Abrupt when asked too many questions (Black & Cr2902).

* Being so absorbed in work that the customer faéledsdn intruder (McArthur &
Nicholson, 2005).

* Acting as if the customer is wrong, and if they’téind something it is their fault
(Siess, 2003).

» Displaying an attitude of thinly disguised conter(@arter quoted by Siess,
2003).

» Passing a customer from one staff member to an¢@avert, 2005).

Before becoming a librarian, | would have thougji$ tvas arrogance; that the
librarians felt they were too good to be botheredisg me. Now that | am a
librarian, | find my colleagues and the library aoomity in general are not arrogant
at all and are very committed to service. The nedspthe bad service must have

deeper origins.

When | read Goffman (1959) | felt that | was gejtoloser to understanding that this
poor service behaviour may be connected to resistemsome way. Goffman gives
the example of resistance by jazz musicians. Whemlusicians were asked to play
corny music by the audience, they exaggerated trcomaking it a bit too corny in

order to convey to the other musicians their copte@offman, 1959).

Goffman’s view is that social life is theatricaldaplaying roles is an essential part of
socialization. The way people present themselveshiers may not be conscious but
habitual. A person downplays or hides actions @éinatinconsistent with their ideal

(Quinn, 2005). Rodger (1998) notes that in timeshainge groups seek comfort by



reverting back to their traditional historical vatu Librarians enter the workplace
with a sense of values that are already in plabe.vRlues are not generally discussed

but define the culture.

3. Aim of Study

The literature addressing the value of customesicein libraries describes the
application of marketing principlds increase customer satisfaction. This presceptiv
literature views the market led approach in a pasitght and is highly critical of the
negative attitude displayed by the library commurgtudies addressing the
marketing model of librarianship indicate librarsamave a negative attitude to this
model of service, which they view as inappropriatdibraries. Although the library
literature has identified that librarians have gatese attitude to the retail service

model, the literature does not examine the reaiwrthis resistance in any depth.

This paper will explore the opinions and attituddilwrarians to service, and whether
during a service encounter the attitudes of lilarasilead to unconscious behaviours

that send messages contrary to the establishedseithic of librarianship.

This paper will aim to explore the following questi ons:

What are the attitudes of librarians in relatiors¢éovice?

* How is the culture of service in libraries shaped?
* What does the retail model mean to librarians awl tioes it compare to the
traditional service ethic?

* What impression do librarians aspire to attain laoa does this relate to status?



4. Definition of Terms

4.1 Customer Service

The term customer traditionally refers to a perstio spends money for goods and
services. Libraries have adopted this term forsiaaed the implication is that they are
called customers; a library is now primarily a @axt service rather than a warehouse

for old books (Miranda-Murillo, 2004, Siess, 2003).

4.2 Face-to-Face Interaction

Goffman (1959) defines the face-to-face interactioras the reciprocal influence of
individuals upon one another's actions when inamaher's immediate physical
presence” (p. 15). Goffman makes the points thehdwa face-to-face encounter all
the activities around this performance have arcetia it, so conversations with
colleagues and behaviour learnt about the expentatf the performance are
influential on the encounter. A successful seregeounter is defined for the
purposes of this study as having a courteous, lielgring, friendly and respectful
attitude (Miranda-Murillo, 2004; Paul, 1990; Sie2803; Walters, 1994; Weingand,
1998). This service encounter is from the timeratividual enters the library to the
time they leave, and the manner in which they aleomed and farewelled (Calvert,

2005).

4.3 Traditional Library Service Ethic

Customer service in libraries includes not onlyitidividual customer but the
community, and society as a whole (Ranganathar8)1@®rman (2003) describes
the purpose of librarianship as the advancemeaitvdisation and promotion of the
world’s knowledge. Service is designed to bringwlealge to people and society
(Rubin, 2004, p. 304). To successfully serve thaemaoinity means being unconcerned

with profit because service has to meet the comnesmeeds all the time remaining



mindful of equality, neutrality, privacy, freedoexjuity of access, education literacy

and life long learning (Koehler, 2003; Gorman, 20R8dgers, 1998). Gorman (2003)

4.4 The Market-Led Approach to Customer Service

Modern marketing methodology is focused on theaust. Market requirements are
influenced by ever rising expectations of servargj good service is seen as the key
ingredient to attract and retain customer sup@ndr{ding UK; Hernon & Altman,
1998; Siess, 2003; Laser Foundation, 2004; Miravidatlo, 2004; Shontz,

Weingand, 1997).

4.5 Status

Attaining the standards, conduct and appearant®tigés social group also attaches
value to (Goffman, 1959). Johnstone (1981) defaleansactions as status
transactions. “Every inflection and movement impleestatus, and...no action is due

to chance, or ‘motiveless™ (p. 33).

4.6 Impression Management

Goffman (1959) uses this expression to describadividual’s management of their
interactions. The individual creates a believabipression to others that meets the
expectations of their social group. This includewhindividuals manage their face

and voice expressions to match expectations.

4.7 Front

A front is the communication of a believable penf@ance. The front is made up of:
» The setting which includes the layout and the veeydpace is physically
presented, including the layout, furniture and pment. These are referred to as

stage props.



» The personal front which includes manner and agpearwhich encompasses
dress, facial expressions, gestures, personalitylamographic profile (Grove &
Fisk, 1983; Quinn, 2005).

For the purposes of this study the focus will belapersonal front particularly
manner because “Manner refers to those cues tthiatie the role a performer

expects to play in a situation” (Quinn 2005, p. 333

4.8 Team

Team is the term given to a group of individual®owelooperate to create a single
definition of reality. Team members interact tonfioa single impression. This
impression does not necessarily reflect the peasam individual but who they

become when belonging to a certain team/group (&&frisk, 1983).

4.9 Front-stage and Backstage

» Front-stage is area where the performance or ctieratakes place and where
the audience are present.

» Backstage is the area that is usually hidden fiogratudience and it is where the
actor can drop out of role. Backstage is where naithe learning and

rehearsing takes place to perfect the front-stag®pnance (Goffman, 1959).

5. Background

5.1 Retail Service Model

The market-led approach to customer service emeatgedg the 1980s (Fox, 2005;
Calvert 2000). The new market based economy brouihtit market based
accountability based on a business model in wHhigtnargies are directed toward
satisfying the customer (Miao & Bassham, 2007). Rdarequirements are being

influenced by the rising expectations of service] good service is seen as the key



ingredient of success to attract and retain cust@mgport and satisfaction (Hood &
Henderson, 2005; Hernon, Nitecki & Altman, 199971K&999; 1998; Siess, 2003;
Laser Foundation, 2004; Miao & Bassham, 2007; MieaMurillo, 2004; Shontz,

Parker & Parker, 2002; Todaro & Smith, 2004; Waltdi994; Weingand, 1997).

This transition to market driven libraries is stachave come about for a variety of
reasons though essentially all relate back to buclgs through loss of patronage
(Miao & Bassham, 2007; Miranda-Murillo, 2004). Frais it has been concluded
that if libraries are going to survive as futur@mmation providers, they need to be
customer focused (McArthur & Nicholson, 2005; Mas8eirzio, 1998; Paul, 1990:

St Clair, 1993; St. Lifer, 2001, Weingand, 1997).

5.2 Service Ethic of Librarianship

Service is a core value and mission of Librarigmg@orman, 2003; Hauptman, 2004;
Miao & Bassham, 2007; Ranganathan, 1963; RubinQ280Clair, 1993). Gorman
(2003) refers to service as the golden threadrthrest through all libraries. The
American Library Association states “We provide thghest level of service to all
library users through ...courteous responses tegllests” (American Library

Association Policy Manual, 2007, p.14).

The library service ethic is steeped in values piete librarians in a high status role;
as guardians of knowledge contributing to the peegrof civilisation (Foskett, 1962),
as moral educators (Rodger, 1998) and as culttewabsds (Miao & Bassham, 2007).
The retail service ethic is viewed by librarianscammercial and unconcerned with

community issues. If librarians embraced this ftetaidel they could jeopardise their

10



values (Black & Crann, 2002). Rodger (1998) poousthat it may not be healthy for
librarians to hold onto traditional values whicle gkeir role as moral educators.
Massey-Burzio (1998) and Siess (2003) feel it seasal librarians bypass their
deeply held service values because it means légsrauare too focused on what is

supposedly good for the patron.

6. Review of the Literature

6.1 Introduction

This review explores literature relating to thearetnodel of service as it applies to
libraries. It also explores research that closgbna@nes the attitudes of librarians to
service most notably Fox (2005) and Miranda-Mur{2604). The review also
examines literature that applies Goffman’s drantatat model, most importantly
Wager (2007) and Quinn (2005). Also explored isgtewing field of literature on

service industry expectations and consumer resistan

6.2 Is There Confusion Between What Librarians Perc  eive as Good
Service and the Marketing Model of Service?

Miranda-Murillo (2004) found that service in libr@nship was not clearly defined.
Library schools considered that they were teachusjomer service because it was
embedded in all courses. Teaching actual custoemeice techniques was considered
non-professional. “You don't waste a whole degraing people in service!” (p.

41). Fox (2005) also acknowledged that libraryfstafre unclear about the role of
libraries as customer expectations continued teeage. Shontz, Parker & Parker
(2002) identified that librarians had a negativéwate towards the commercial

customer service model.

11



6.3 ‘Is Service Today Seen as a Weakness Instead of  a Strength?’
(Miranda-Murillo, 2004, p. 41).

St Clair (1993) states that librarians fear incogpiog business practices into
libraries. St Clair questions this fear and asksigf because librarians perceive
themselves as having a higher purpose that prechingen from tarnishing themselves
by using the same methods and techniques thasackin the business world (St
Clair, 1993, p. 14). St Clair recommends that litaras accept that they are part of the
service industry. Realising this will not mean éilans have to give up their position
of strength. This suggests that librarians percataepting the service model as a

lowering of their status and thus weakening thesifion.

6.4 Do Librarians Feel They Already Offer Great Ser vice?
Siess (2003) and Walters (1994) note that librasfeen find that the implementation

of customer service programmes is unsuccessfullsed@drarians are resistant to
change and often feel they already offer greatiseriany see customer service
training as a passing fad and an insult to théglligence and professionalism to be
trained to smile. (Fox, 2005) recounts a study ua#ten by the North Yorkshire
County Council. The study used a retail-based itngiprogramme offered by an
external company to improve customer service séflfsontline staff. Many of the
staff felt they did not need the training as thely they were already good at
delivering customer service, although it was obséhat many of them were in fact
dreadful. St Clair (1993) discusses a study he ected with Andrew Berner in 1991
on the customer service attitudes of librarian8ustralia. They were both surprised
at the resistance they encountered from librarianise concept of customer service.
They believe this is because librarians perceieenfelves as inherently good and as

moral arbiters of the dissemination of informatidhis view is backed up by Siess

12



(2003). Paul (1990) and Walker (2007) also disced¢hat librarians displayed both

overt and covert hostility during customer sentiegning.

6.5 How do Librarians Feel About the Word Customer?

Participants in Fox’s (2005) and Black and Crarf@®02) studies expressed dislike
of consumerist language such as ‘customer.” Mamgatians do not like referring to
their patrons as customers because it impliesxbleamge of money (Fox, 2005;
Siess, 2003). These librarians believe that liesacould not be customer-led in the
same way as retail because retail outlets wereci@ted with profit. Bookshops are
thus not perceived as competition because bookshidpst care what they offered

customers (Fox, 2005; Paul, 1990; Siess, 2003).

6.6 How are Librarians Expected to Act?

The customer service guides give very clear initbaos on what is expected during a
service encounter based on a retail service matehrians should smile (Walters,
1994; Weingand, 1998), display empathy (Walter,4)9Bave good listening skills
(McArthur & Nicholson, 2005), make eye contact (Kag 2002; Miranda-Murillo,
2004; St Clair, 1993; Walters, 1994), be approalehtiisough body language with no
hands in pockets, clenched fists or folded armsli@a994). A good tone of voice
Is also expected (Todaro & Smith, 2006; Walter,4)9%his is achieved by
perceiving and thinking about customers with afpasiand caring attitude (Miao &

Bassham, 2007; Miranda-Murillo, 2004).

6.7 The McDonald’s Disney Service Model
The prescriptive literature views the retail modiservice as appropriate for
libraries. Guidebooks praise the McDonald’s servicelel. Siess (2003) and Walters

(1994) say that elements of the Disney and McDdsatehdel have raised the service

13



bar and the definition of service. Walters (1994,1p, in her boolCustomer Service:

A How-To-Do-It Manual for Librariansuggests librarians can learn from the Disney
McDonald’s model where every customer is a VIPa McDonald’s restaurant,
customers are greeted cheerfully and sincerelyakidgns themselves do not hold this
model in high regard. Participants in Black & Cran{2002) research said they

believed that the Disney model represented a dugrdidavn of libraries.

6.8 Criticism of the Retail Service Model

Sturdy & Fineman, (2001, p.135) are critical of #pproach to service in which an
organisation requires a certain behaviour, attiturd®ne from their workers. Workers
are required to display emotions like passion artdwesiasm. They refer to this
approach as emotional management. Workers maysistanet to emotional
management because their cues are derived froemnib&ons that they perceive as
suiting the situation and the culture of a groghnl(1996, p. 2) adds that all service
encounters are performed within the context ofctiieural background of the
participants, so therefore culture must play anartgnt, if sometimes unrecognised
part in the service encounter. The cultural origoteof a person is expressed through
the attitude and thus the behaviour one thinkppgapriate and effective in a given
situation. Sturdy & Fineman (2001) suggest theustéat already embedded in a
culture. Resistance comes about when people felipocompromised. Not all
employees embrace the customer service training ettveing friendly and caring,
feeling it is a false niceness. Resistance take$ottm of anger, frustration,
resentment or cynicism as a way of maintainingedirig of autonomy and self worth.
Sturdy & Fineman also note that consumer resisteameenotional management has

yet to be fully researched.
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6.9 Why is the Retail Service Model Creating Tensio n?

Quinn (2005) suggests education and experiencewsplayed in favour of
interpersonal skills and attitudes with qualitige lenthusiasm. The appearance of
expertise is more important than actual expertdglé takes precedence over
substance in a culture in which impressions ateali (Quinn, 2005, p. 349). Quinn
blames the marketing model of service for this easpghon appearance over
expertise. It could therefore be argued that thentna in the library world is the

collision of the two service models.

Quinn applies a dramaturgical framework and théerseto customers as the audience
and librarians as performers and crowd pleasersn@uestions how discerning or
critical the audience is. “In a culture where mochvhat is done is intended to keep
them satisfied and ensure that they will be a laymlience that keeps returning
...there is a danger that the audience will becomeenmberested in the spectacle than
in the ideas it was originally intended to conv€y. 350). Korczynsi (2001) says that
customers now evaluate the service interactiorerdttan the product. Sturdy (2001)
refers to the customer as ‘all powerful’ and quesiwhether they actually know

what they want. Customer expectations are beingtaatly raised and customers are
given higher status. Quinn (2005) sees the apmitatf the marketing model the
greatest challenge facing (academic) libraried@nftiture because librarians still need
to offer real substance in the form of resourcesexpertise that goes beyond
appearance and impressions to an audience withgesing expectations created by

a culture of hyperbole (Quinn, 2005, p. 350).
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6.10 How is Service Behaviour Affected by the Cultu  re of a Group?

Wager (2007) applied Goffman’s dramaturgical fraradto explore the front-stage
and backstage behaviour of car salespersons avidesadvisors in a car retailing
company. The backstage learning and front-stagavi@lr was markedly different
between the two groups. The car salespersons thouyle in terms of customer
satisfaction and the relationship with the custorkiggh value was placed on
excellent service and selling was seen as enjoydiide for the service advisors
customer service was a low priority and a highnigiavas placed on knowledge of
cars. The service advisors were socialised to perceistomers service as a less
enjoyable aspect of the job. Much of this socialhéng takes place backstage, and a
key finding in Wager’s study was the non-constietiole backstage learning could
have on behaviour “...members of a community camléathink and behave in
ways that can diminish a service culture and ulityaservice quality. If the group
culture does not prioritise the provision of goedvice, the quality of the role

performance is weakened” (p. 651).

7. Theoretical Framework

(Pickard, 2007, p. 39) states that a “...theorefigahework covers theories, concepts
and issues which surround your chosen topic.” Tieeretical framework chosen for
this research is Goffman’s theory of dramaturgyff@an’s dramaturgical model was
chosen because by viewing people as if they amgsaohe can describe human
behaviour, particularly behaviours that are usuaitiden. Both Quinn (2005) and
Chelton (1997) suggest that this model would bsedul framework to explore

library culture because behaviours in librariesften neglected and taken for granted.
Chelton (1997) describes Goffman’s framework asag t@ understand and derive

meaning from everyday social situations becauseyalay interactions are in fact
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highly ritualised. The service encounter “...proviéesideal exemplar for examining
these invisible, taken-for-granted rules, and misimes because they provide our
understanding of larger social structures throughexperience of them in repeated

interactions (Chelton, 1997, p. 389).

Goffman uses the dramatic metaphor to describéatteeto-face interactions between
people. All social groups convey a certain imprassn keeping with what is defined
by the group. Solidarity develops within the grana members are selected who are

loyal to those ideals (Goffman, 1959).

Goffman’s dramaturgical framework uses theatricataphors and thus in a service
environment service providers are actors or perfosrand customers are audience
members. The actor presents a front which is thi@imeance. Goffman (1959) states
that in service occupations actors may believe #reypresenting a sincere front and
believe their own act, or they may be cynical alibatacthey are expected to
perform. Goffman also uses the theatrical metaph@mont-stage and backstage.
Thus, a good face may be presented to the publicas belittled and criticised

backstage.

According to Goffman a social front becomes insiioalised and can take on a
meaning and stability apart from the specific ta3kse front then becomes a
collective representation. And when an actor takea role they usually find a
particular front has already been established (@Gaff, 1959). This suggests that a
stereotype is difficult to change. An example brdirianship may be that the rhetoric
contained in a job description does not match tteah behaviour of the appointed

person. Everyone knows this happens but it is dedep
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Goffman asserts that during face-to-face contatividuals convey a certain
impression that is in their best interest, thus &n impression they choose to convey,
that shows them in what they perceive as a favéeitaght. This may not be entirely
conscious or calculated, as the favourable ligbftsn more closely connected to the
culture of the group than it is to the individudbshaviour, because an individual's
behaviour is designed to meet the culture and kstatus of the group. Goffman
points out that an individual does not usually hiéngeepower to change this set

behaviour because the front has already been msttad!

In this research Goffman’s theory helped contexsediehaviour and inform the
research. The researcher did not decide in adwahatkind of evidence and
explanations she would come up with. She let tberthemerge to avoid narrowing
the focus, making assumptions and blocking deve@nir(O'Connell, Davidson &

Layder, 1994).

8. Research Methodology

8.1 Research Paradigm

A qualitative research method was chosen allowangah interpretivist paradigm. A
paradigm is ‘...the entire constellation of beliefglavalues.’” (Kuhn quoted by
Pickard, 2007, p. 6). Pickard divides these beli@fs three research paradigms:
positivist, post-positivist and interpretivist. @ed by the work of Pickard (2007) an
interpretivist paradigm was chosen. Firstly becaus®st closely matched the
researcher’s world view, that reality is socialpnstructed, complex and ever
changing (Leedy, 1997) and secondly because “Irggyism can offer understanding
of the meanings behind the actions of individuél3rvin quoted by Pickard, 2007,

p. 12). The researcher is therefore not so bourghbgmeters and theoretical
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assumptions. Opinion can be part of the resealuis. process allows greater freedom
to be open to the particular setting and subjatizwing these to inform the process

and even modify the research plan (Gorman & Clayt988).

The interpretivist paradigm aligned itself with ttesearch problem because realities
are seen as multiple and embedded in the contekeddituation (Pickard, 2007).
Communication is also not context free. Peopleardpo different situations playing
different roles. Using Goffman’s dramaturgical mbitkean interpretivist framework
helped the researcher look at how actions werae@foy the environment. It
provided a way to frame and describe social behayvithe desire was not to come up
with quantifiable answers or generalisations buotk for patterns in the attitudes

and values of librarians.

8.2 Naturalistic

Naturalistic inquiry was chosen as the approachterpretivism. Guba and Lincoln
(1981) use an onion metaphor to describe natucaigjuiry. Each layer of the onion
represents a reality. No layer can be acceptedsasyke truth or understood

separately from the others.

8.3 Case Study

Gorman & Clayton (1998) recommend the case studgrianexperienced researcher
because it offers boundaries that help limit trs=agch to a particular activity, people
or place. Pickard (2007) views the case study-@epth and existing within a real

life context. Case studies are useful in sheddgig bn a phenomenon whether it be
an issue, problem or object. The idea is to produdetailed description of the case.

(Leedy, 1997).
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Case studies are flexible and multiple cases catuaked to draw comparisons
(Leedy, 1997). Gorman & Clayton (1998) explain tbastant comparative case study
approach developed by Glaser and Strauss. Thisedfseuseful structure on which to
hang the research. This method is one of constamparison of sources. Data
analysis, creation of categories, collection, wgtand coding happened throughout

the process.

9. Data collection and analysis

9.1 Focus Groups

Data was collected through focus groups. Focuspgatere chosen as a self
contained means of collecting data. Morgan (19&8gs that no further data
collection method is necessary. The data in trsg @gas compared with the literature

to enhance validity.

Focus groups were chosen as the method of datctiol because they are
exploratory in nature (Morgan, 1988). A group diiiais a good way to discover the
interests, opinions, perceptions and feelingsgroap who interact with each other,
not just the interviewer (Kruegar, 1994; Morgan 898tewart & Shamdasani, 1990).
The group situation was useful because commentg tmadne participant prompted
other participants to share their opinions. Thesated a feeling of security and people
felt less exposed or defensive (Goulding, 1997;d4ar1988; Stewart & Shamdasani,

1990).

The research required participants to look at biel@and motivation that they had
previously not given much thought to. Calvert (208dggests a focus group is useful
when issues to be discussed by participants mayvke/ard or confusing because

ideas and opinions are shared. Langford & McDon203) states that focus groups
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are good for looking at complex behaviour such ativation and responses that are

not necessarily thought out in detail and can glewnsights into unconscious beliefs.

Focus group sizes were kept small. Kruegar (19@4¢s that large groups are too big
for complex topics and smaller groups are easierdderate and offer greater
opportunity for participants to contribute. Big gps would have required too much
moderator involvement (Kruegar, 1994; Morgan, 198&tton, 2007). Eighteen

people were selected to take part in the focuspgrdaourteen of these took part.

Three focus groups were conducted during the moin&pril. Kruegar (1994)
considers between three and six groups as adeeedese trends will appear by this
time. The researcher found that the data genefiadsdall three focus groups was
very similar. If a moderator can clearly anticipateat will be said next in a group,
then the research is done; this usually takes thwéaur groups (Morgan quoting

Calder, 1988, p. 42).

Participants were practicing librarians from thelNkgton area. The first participants
were selected using convenience sampling and subseparticipants selected using
purposive snowball sampling. Once themes had emdeatgeng the first focus group
session the researcher sought participants to etiseipopulation sample met the
purpose of the research. Thus participants wersecheho had varying length of
service, from both sexes and with varying persoynafaits including both introverts
and extroverts. The focus group sessions ran fwvdan forty five minutes to one

hour.

The library community is a small one and so theeeewpeople in every focus group

who knew each other. This was not considered ar&unog as Morgan (1988) notes
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participants need to feel comfortable with eacleoth aid open discussion and
Kitzinger (1994) said that friends and colleaguagehthe advantage of relating to
each other's comments. Friends can more easilyercig@d contradictions between

professed behaviour and actual behaviour.

A high level of moderator involvement was choseerteure all topics were covered
and to probe more deeply when required (Gouldifg§,/1Morgan 1988). The
conversation was still left to flow naturally as Man (1988) suggests, and the
conversation was not over directed. This alloweexpected and interesting issues to
emerge. Participants were allowed to speak for iebraes because if the moderator is
too involved it can lead to bias, participants theflect upon what they think the

moderator wants to hear (Goulding, 1997; Morga®8).9

9.2 Validity
Kruegar (1994) defines validity as the degree ictvithe procedure actually

measures what it is supposed to measure. Krueggests validity can be assessed
using face validity. This means the researcher hsk#herself if the results look

valid. Gorman & Clayton (1998) refer to this assemaking. When the researcher is
clear that the behaviour is appropriate for theutatpon that is being studied then the
phenomenon can be freely explored. The researdeer face validity to assess the

data in this project.

The study also used the following strategies tp leelsure validity:
» Conducting a number of focus groups because rgpetiteates a more
reliable and thus valid picture (Gorman & Clayt@@98).
* Including a large selection of transcript mateimathe reporting.

» Triangulating the data by matching it with previaigdies.
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9.3 Limitations

This study is limited by the small sample size #relfact that participants were
selected from one geographical area in New Zealamlimpossible to know if the
researcher captured the range of opinions anddgstof librarians in general. This

study offers itself as a discussion to further ustdending of behaviour.

9.4 Data Analysis

Focus group discussions were taped and later tibedc Before the tapes were
transcribed they were listened to for sense maldiages were jotted down during
this process. Tapes were then transcribed angnetative thoughts were jotted down
in the margins. This way one is working with thengdete transcripts as a whole
(Gordon & Langmaid, 1988). Transcriptions were theded using an open coding
process of examining each line then defining astimd events. Coding this way
keeps the data studied (Strauss, 1987). Questierstiven asked and a number of
possible different coding criteria emerged, thooginy were later abandoned,
because Strauss (1987) warns that when analysendgtia one must not become too
committed to the first codes as they may not beleyant as they first appear to be.
Coding was regularly interrupted to write as sutgpbby Strauss (1987). This also
suited the case study method of analysing, creattggories, collecting, writing and
coding throughout the process.

Themes emerged and categories were constructese Teze as follows:

Resistance to service.

Issues given high/ low priority.

Values and ethics.

Status

Changes of opinions and self contradictions.
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« Differences in attitude between participants.

» Responses rewarded by the group (Goldman & McDold&id7).

9.5 Pilot study

A pilot study was conducted with one experiencbdatian. The pilot study helped
clarify which questions would generate discussioth @hich questions were not
clearly defined, or could possibly be misinterpdet8ignificant changes were made
and another experienced librarian was selecteektalte questions. This successfully
demonstrated that the questions were clear andtbawesearcher confidence, as

both participants were quite animated during tlssisas.

10. Results

The research questions that guided this study are:

* What are the attitudes of librarians in relatiors¢éovice?
* How is the culture of service in libraries shaped?

» What does the retail model mean to libraries and does it compare to the

traditional service ethic?

* What impression do librarians aspire to attain laowl does this relate to status?

The data has been divided into sections that Insstexr the research questions.

10.1 The Attitudes of Librarians in Relation to Ser  vice.

10.1.1 People Skills
Focus group participants all agreed that it is@sseto have an interest in people to

work as a librarian. They used the following term®st definitelyit is essentiglit is
a requirementit is obviousandit is mandatory.Participants felt that librarians who

did not have an interest in people were in the grjob.
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10.1.2 Smiling
All agreed librarians should smile:

If you were required to provide a smile and youldoit do it then it's

the wrong job for you isn't it.

Basically a librarian should be friendly and snfilé librarians should not be forced

to be friendly or smile. Participants felt libramsasmile without prompting:

| think you do it automatically anyway.

Because a number of participants felt smiling wasething librarians did
automatically as part of good customer servicejdba of enforcing a smile was

viewed negatively:

They have to give a clear description of what #matle would

entail...measurement, how much teeth do you show?

Some people may um you know they may smile alrieglynany of us and

just the fact to make you smile | think | mightoggger them.

It's kind of fake, like would you like fries witett.

...you can’'t make a person smile.

There’s a difference between enforced friendlimessjust being polite.

One participant described enforced smiling in aifeutlet:

| used to work at Burger King, we had this pitd¢hsts exactly the

steps you should go through and we had to entesithike zone and |
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hated having to smile sometimes because we jusigobf it when
people were rude to you, so | think there’s an elaenof you being

polite during each interaction.

10.1.3 Too Friendly
Participants thought one could be too friendlynigeoo friendly involved acting in

anover the topvay, beingoushyor too personabr talking too much

Oh yes definitely, like those people who ring ypulaing surveys and say
‘how are you tonight?’ and | always feel like snag you know ‘what

business is it of yours?

...you should be polite at a public desk; you doaitehto offer them a drink.

Being too pushy otherwise you drive people away....

You can be polite but you wouldn’t run over ancegivem a hug.

Especially if you know it's quite fake, like whetekemarketer gets on you're

just like (...).

One participant described the way she thoughtridgima should act:

| think you’ve got to catch people’s eyes and loepéve but not necessarily

go chasing them, asking them if they need helpsartheey’re obviously lost.

Interestingly two librarians from different grougescribed themselves as too
friendly. Being too friendly was not viewed as apgmiate behaviour and both of

these librarians had been openly criticised fongeoo friendly.
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10.1.4 Faking Friendliness
The focus groups all agreed you could fake frieve#is and suggested that working

with the public was a performance. Therefore thetamers are an audience.

Yeah, it's all about performance it doesn’t maiferou’re having a crappy

day, you go out there and smile (...).

You can certainly fake, you can put on a perforneamben you'’re on the

desk.

You have to its part of the job.

It's called being professional.

10.1.5 Bad Service Delivery
It was accepted that there are librarians who watk the public who are not good at

service delivery:

Some librarians don’t like people, they don't irae.

There are some people at [library name] that fato that category and

they’re still working at the front desk.

One focus group continued as follows:

It's a requirement at [Library name] for all statid actually have a desk shift
at some point in the week and that includes ouallogtiing and our

acquisitions staff who are totally not tailored fworking on the front desk.

How does that work?
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Um it doesn't.

No?

It's actually one of our greatest failures.

Why do you do it? Why is it done?

The theory is that by being in touch with thertdkeor the students they
actually get a feel for those needs that the sttsdeave and they can provide

a better service out back with being in touch \tlitt...

Most focus group participants felt that librariamso did not have people skills

should not work with the public if they did not wda:

You've got to want to do it; you're not going to tegppy if someone’s forced

you to do it.

Others felt that librarians who were not good wita public should still serve the

public:

Yeah, it depends on the demands of the libranjyeldere you couldn’t take
somebody off the desk just because they werent goib because then

everyone else would be spending more time there.

10.1.6 Promotion
Librarians who delivered bad service were saidetquist as likely to be promoted and

sometimes even more likely:

Sometimes people get promoted so that you candget them.
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Promotion is not always based on merits.

We can laugh but it's usuallyhat happens.

A couple of participants said librarians were ofteaved on to other library jobs with

good references to get rid of them.

That’s what people do though they give them a gefetence and then

somebody else gets stuck with them.

10.1.7 Solutions to Bad Service

Focus groups discussed solutions to the problelibrafians delivering bad service.

Suggestions were made such as:

...tailoring them towards something they might realgnt to do...if they
really don’t want to work in customer services.. @éast of trying to waste our

time getting rid of them, we’ll see if there’s adty somewhere more valuable

they can work.

This was echoed by another participant who said:

...If you took somebody say in the National Libramg gou put them on the
desk where they didn’t really want to be and theyaen't happy then the best

thing to do would be to put them back where thégrige

Other participants felt that this was rewarding batlaviour. It was too bad it's just

part of the job. All jobs have grotty bifut it was agreed it is very hard to get rid of

people.
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10.1.8 Thinly Disguised Contempt
Participants understood precisely what this terramhelwo participants admitted to

behaving in such a walysomebody ... treats me you like their slave andjuist like
I'll do it but.... Most participants had observed this type of behavio

One participant said:

| think we have to get rid of that image. Someohe didn’t like dealing with
people wouldn’t be hired for a retail position, you've got to sort of think

should they be hired for a library position?

But it was agreed that it was not easy to deal thithproblem as one can geta...
very bad responsiying to step in and say something to the offenBarticipants
from two different focus groups used the expresbih responseDealing with
colleagues who deliver bad service was challendiiagn participants said they were
too chickenA librarian who had tried it did not recommendTitying to step in
subtlety was considered. One person gl situation won’'t change unless people

speak outAnother participant said:

A lot of staff are just shy about doing it, but yweugot to ...my reaction is to
say have you spoken to the person about thisbisause | think it's really
their place if they've experienced the actual pemblor the issue. They've
seen it and they should be talking to them anigley don’t feel they’re getting

anywhere or they get a bad reaction then take sisimebody else.

Participants responded to this by saying it takesage and training.

I've worked in really small teams and if you robk boat with one person it

wrecks the entire culture of the group.
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Many participants said they would not report bagise to management unless it was

really bad.

10.1.9 Reasons for Bad Service
Being under resourced was given as a reason fosdracte if people are burnt out

and tired this will affect how they handle custorservice. The retail model was also

blamed for bad service because it created a falsgeption:

We're providing a service but there is an expeotathat there is some
education behind the person who is serving inittvaty but with the shift to
the retail model I've seen in some of the libratiesse young people don’t
have education they don’t have anything to back tat there’s still the

perception that they do and it's somewhat a faletgmce.

Two participants admitted they did not always daligood service, depending on
circumstances such as having to spend too muchaimtiee information desk. The
desk could be exhausting. A participants who was nmanagement position

expressed relief that she no longer worked atrihe tesk.

10.2 How the Culture of Service in Libraries is Sha  ped.

Goffman (1959) sees the culture of an organisa®the foundation stone that shapes
behaviour. The culture of a group can be shaped smpsficantly by its history and
through the influence of colleagues and the peraeptheld about customers.

Organisations attempt to reshape cultures throdghréising and training.

10.2.1 Advertisements
Job advertisements using with phrases like ...arepgssionate about customer

service? ...you'll be brimming with energy and eniasis were seen as representing
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the new breed of librarian. Many participants thautey were part of this new

breed.'m not the stereotype, people like us, yeah thaesandit is changing.

Advertising was seen as a way to change the culierause librarians could not be

trained to like people:

So for us | think it’s fair to say that we're lang for those customer service
skills and personality and things like that and téver experiences other

people may have because you can'’t train for thesdlyr and you can’t learn
those skills whereas it is still possible over @igeto have in-house training

to pick up the elements of basic librarianship.

Hire for attitude and train for skill.

Some participants did feel these advertisemente wegrstated:

These ads that state lots of qualities for theijierviews most of the time you
overstate what you can really do or your qualifiest so you can get the job s
you know they might be over pushing it, but inetheé we all know what’s

going to happen or most of the time.

One person even suggested there was a downsidertemthusiastic people:

| actually think of somebody who used to be orsthf at my work, that’'s
exactly what he was like brimming with enthusiasiotivation. We had
somebody that had all that and he was absolutdiaesting. He was always
sort of dragging people into things. Yeah | thinkge ads usually overstate

things a bit.
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10.2.2 Training
In one focus group everyone agreed that peopledamil learn to be a people person:

| think you've either got it or you don’t. Youhest like people or you don't.

It can be very difficult for extremely shy introiesl people. | mean it’s just

with the best will in the world they’re just notigg to be comfortable.

10.2.3 Library Schools
Library schools were seen as unsuccessful in tigrgnange the culture:

When | applied for library school and | saw therfoto be my reference to go
up to Vic and they said we don’t want any sweet sart of shy people we
want exuberant sort of keen and enthusiastic peapdethat was 1988. And
you still see students coming out who are dronzngyf) and they’re hiring

them.

I've been up at that school for four years and e=n some introverted

personality less drongos coming out and | havedea ihow they pass.

When you had to do interviews, this was the Eeghaind it was a limited
intake and | think they were trying to get rid lbéin then but we’re not a

sheltered workshop | don’t know why people like #&ep applying.

They think it's nice to work in a library you getread books.

Two participants mentioned that it was not onlydily schools that did not focus on

customer service but library jobs:
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It's interesting | can't think of any place I've vka&d in where you're actually
monitored or put on trial for your customer servare you? It's only if they pick it
up along the way that you mightn't be any good yout know about the interviews. |
remember going to an interview somewhere and théyege’'s a pile of legislation
put it into order and file it away kind of thinguBno one would ever actually sit you

down and role-play a, you know, a reference inemwvor how you'd deal with (...)

10.2.4 Influence of Colleagues

When exploring the impact of conversations witheottolleagues in learned

behaviour the following was read olftthe students are not going to bother coming

in to the training sessions we offer, then we sthwtibother helping them too much.

Participants felt that these sorts of conversatiete/een staff members did have a

negative effect on face-to-face behaviour:

Well you're going to be really negative to thatds#nt because they didn’t turn
up and come to the session and ‘how dare you motup and come to the

session, I'm not going to help you go away’.

Well I'll help you but (...).

10.2.5 Customers
All focus groups described situations where theiviges were used inappropriately:

Sometimes we get people who should have really @otie public library

and you do, | do get a bit of a bee in my bonnet.

We had a woman come in today asking about caamdsl just feel as if there
are times when | think people aren’t here for tlght reasons and | did help

her and often they don’t help themselves andhiessame thing not turning up
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to training sessions if you're not prepared to hgturselves and they give

them other chances but if they’ve never taken up.

I do frequently find myself thinking that a lottbé students come in here need

some sort of course back at source.

That's the problem, they never do. | never didwhen | was a student
because | couldn’t be arsed, and | know when | ekt [library name] we
had this conversation and the people running thei@uium basically just

said there’s no time and that’s why it's a volurnyt#ning, but of course no one

in their right mind is gonna do that.

It's not just necessarily libraries its thingséilkow to write citations. They

come in to [library name] with absolutely no clue.

Some participants thought this could be used agportunity to help students:

It's a culture thing too, the person moaning abthat you could turn it round
the other way and say well they didn’t come tostb&sions why are we not
looking for the teachable moment somewhere elsenlikle they’re in front of

us show them something then.

Because then you can say to them look I'll justidy show you they actually
do run a more in-depth training session on thig want to know more, reel

them in a bhit.

10.2.6 Rising Expectations

Customer expectations were thought to be risingcaistomers did not always know

what they wanted:
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The more we give them the more they want.

They want it all done in five minutes.

Well we get a lot of students that come in witlr thesignments and they tell

us what their assignment is and they stand theignga

Waiting for it to be completed by someone elserentdhem.

Customers did not always know what they wantedparticipants thought that the
reference interview was the way to find out anghibe customer clarify their

request.

Participants felt that customers expected to eneouancertain type of performance.

Customers were thought to want knowledgeable servic

the information you’d provided is all rubbish buhunay be that’s it short
term long term type thing, if you can fudge it glyahen they’re never going
to know until it screws up later on down the palten they may come back
because they’re not happy and that may make thiegsmn look worse long

term so.

On the one hand they think you're sitting therergiang books, on the other
hand they think you know all about everything arabpbly people think both

views simultaneously which | always thought wasegstrange.

You can talk and you can be on the reference dedkau can talk with

confidence and the person that you're talking iakhk ‘oh she knows the
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answer, and you're just making it up. You’'ve gotdea but you're talking

with authority and sounding like you know what yeualking about...

You can actually bluff your way through you know.

I think in my experience people that come intdoealy have high
expectations and they assume that the person areffience desk is going to

be able to help them.

10.2.7 Staff Culture
It was agreed staff relationships contributed wlibrary culture:

And if a staff member mentions that to the otheff smember instead of

whinging then actually then you're developing detiént culture.

It was suggested that ‘good’ staff could model véha for ‘bad’ staff but it was felt

this would only work for certain personality types:

Yeah some of that comes back to personality gpeéshings like that because
it's the glass half empty or the glass half futbu¥tan see it in the negative
and then you just propagate that to everyone aroxmg or if you see it in the

positive with a positive spin.

10.3 What the Retail Model Means to Librarians and  how it Compares to
the Traditional Library Service Ethic.

10.3.1 Retail Model
The retail model of service meant three thinggtierfocus groups:
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1 The layout and design of the library. One persontiored for example

large chairs where people sit as being directlydweed from the retail

model
2 The exchange of money and selling.
3 Customer service:

I've worked in retail and it means things like uouyacknowledge the
customer in the first twenty seconds that they wudtkthe shop and um you

don’t ask them closed questions, you ask them gpestions.

Generally it was felt that libraries could be cusér led in the same way as retail
outlets, to a degree. There was a great deal ofiskson in all focus groups as to the
degree. The retail model was said to fall down wiiteaaries were run like businesses
by non librarians or other entities such as cosriméicause the focus was on the

monetary sideThe information environment was seen as more tmp

There isn’t the one size fits all and that’s thieestproblem with the retalil
model, McDonald’s kind of you know well everyons &durger and fries

and a drink and that’s it.

There was general acceptance of the term cust@néy.two participants felt that

this term was associated with retail and money.

10.3.2 Retail Focus
The retail model was thought to have adverselyctdtélibraries because the

concerns were focused getting numbers through the door, repeat custoraets

participants made disparaging comments likéo you want chick lit with that?
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10.3.3 Different Values
Education was thought to be a big part of libraorkv

...the education side of it, the how to use the tpy@u probably don’t expect

someone in a shop to teach you how to shop.

The retail model was said to have affected thedsta@hof service in libraries, as one

person stated:

The problems I've seen in my experience in [Cityjajis the diminishing of
that traditional reference service and what is essdly unqualified staff
sitting in a position of authority and when custosn&e coming through
they’re asking difficult questions that these yoeighteen year olds can’t
answer because they’ve been given a training prangtthere’s diminishing

of the service in respect to the education we'rgossed to provide.

10.3.4 Other Retail Outlets
When discussing other retail outlets participangmtioned a number of retail outlets

where they expected to, or had received bad sefViese outlets included Dick

Smiths, The Warehouse, banks and burger outlets.

When | went to get a mortgage | went to four deffeibanks and the one that
was actually the cheapest had the worst servibadlthis young guy who
made it clear he could barely be bothered explanirio me. He probably
lost a customer on the strength of that. I'm nahgdo go back to somebody

that treats you like that. You can't afford to $eimebody stay like that.

39



I'd never dream of asking anyone in The Warehougghing, because they
just don’t know their stock, they’ve got no idea gust wouldn’t even bother
asking, but if I went into a library | would alwaggpect the person to be able

to help me with something.

Places like Dick Smith, you, I had this boyfriemt® and he was building
some robot and he wanted a piece and he had thbdiitvent in the other
end and he asked them for the bit and they sdahlt know we don’t have it
what is it? He knew more about their stock thary tiie and that's always put

me off Dick Smith the 14 year old spotty Eric’s wllon’'t know (...).

10.3.5 Survival
There was acknowledgement that the retail modelm@® important in the library

world as funding depended on it. A number of pgéints used the worglrvivalt

that libraries need to market themselves for theirre survival.

10.3.6 Difference in Ethics
The library professional service ethic was seeleasg very different from the retalil

service ethic. Retail was associated with wordsfiikancial, profit,andmoney
Library work was described using the wopisfessional, value, complex, education

andhelping peopleOne person saige are not cookie cutters.

10.3.7 McDonald’s
The idea of installing a retail based training maxftered by an organisation such as

McDonald’s was viewed very negatively. Participaiets there would be no
intellectual content they would feehdervaluedand ...that librarians would hery

insulted One person said:
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| think it's just the emotional reaction to beingnepared to someone who

works at McDonald'’s.

Another said:

...if we were just there to sell fries then we cagddand do that. Why would

we work in a library?

10.3.8 KiwiHost
Several participants mentioned KiwiHost as a betliernative to the McDonald’s

model as it was less American. One person said:

KiwiHost teaches the same structure as McDonaldtsdifferent ways

Another said:

I've heard good and bad things about KiwiHost atlijud’'ve heard people
come back and say we didn’t learn anything thathi@’t know already that

we’re not already doing as professional librariams the desk.

10.3.9 Scripted Service
The reaction to the idea of a scripted service ent®y was as strong as the reaction to

a McDonald’s style training programme. Scriptedaemters were said to lbeke,
robotic, demeaning, horriblgndawful. An alternative to scripted encounters was
discussed by all focus groups. It was felt if thiedglines were general and not too

pushy, perhaps a list of useful tips would be atai®p.

...l don’t think you should be told you must...| khincould be done in a way

that is not too directive.
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It depends how pushy it was if it's just a mattesaying look up, make eye
contact with the customer and smile and say hel&omething most of us

would probably cope with that but if it got muchremecripted than that.

One of the reasons against a scripted encounteb@casise it was felt there is never

one answer to an enquiry.

Libraries were compared to retail in a negative .way

...If you turn into a good morning what can | do you today blah blah. |
mean it’s just like they can go somewhere elséhfat; they can go to a

bookshop.

When asked how other staff members would cope sttivaught they would not cope

and would not do it.

Overall the main theme that came through in terhsxiopted service is that an
occasional reminder or some loose guidelines macbeptable but overall librarians

felt they were professional enough to monitor tie&n behaviour:

We just do naturally.

| think we like to feel that we are professionabegh to monitor our own

behaviour (Yes- Agreement from others).

And judge the situation.

And not be told what to do and how we have to beha
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10.3.10 Emotional Script
These comments were similar to the comments orr@desmiling. Focus groups had

the same reaction to the idea of an emotionaltscrip

Enthusiastic sets my teeth on edge.

Well if it's genuine but if somebody asked youaftwook and you were like

‘oh would you like this one.’

One of the reasons against an emotional scriptowesuse it was not seen as being
genuine. It was felt that it would be hard to bawee...if you've got in the script
you know, sound enthusiastic at this point.

10.4 The Impression Librarians Aspire to Attain and how this Relates to
Status.

During the focus group participants were read thewing quotes from Quotes from:

Quinn (2005).

Quote 1l

The librarian, who is sitting behind the serviceskieslouching in a chair playing
solitaire on the computer, will suddenly jump tteation, switch screens to a more
professional address, or shuffle some memos, andtekem for details. (Quinn,

2005, P. 339).

Quote 2

The academic librarian who wishes to maintain apr@ssion of being cerebral and
erudite will be careful not to bring her copy ofé@cOpera Digest to the reference
desk to peruse between transactions. Instead, y @bihe latest issue of the Times

Literary Supplement or the New York Review of BookQuinn, 2005, p. 334).
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The first quote about solitaire caused knowing keagfrom all focus groups; some
participants admitted playing solitaire or othemgs during desk duty and quickly
switching screens when others were abldytur manager’s coming you quickly flick
your information to the right pag®laying solitaire was not thought to give a good
impression because the work environment was opépaople could see what you
were doing. Also solitaire was not work and pegtieuld be working when they are

on the reference desk:

There are plenty of other things you could be dewuity your time

You could do shelving or putting things on display.

One librarian said she had seen a librarian inkdi@library playing solitaire and had

rung the library to complain.

Participants discussed the reasons for not watiiggve the impression of not

working:

| think it can be a personal thing too sometinadsng your work down on the
front desk isn’t the thing to do sometimes so tioeeeyou’ll distract yourself
and go do some shelf checking, then you'll thiak,I'we had a crappy day,
I’'m just going to sit here and read emails. Butly@shink it's all about how

other people will interpret me, if I'm sitting theeslouching.

You want to look as if you're doing the right tipieven though you mightn’t

be doing the right thing.

| think if you've got nothing else to do.

44



| mean it's probably a mixture of perception maeagnt, camouflage and
actually having some other stuff to do becauseetkarot much to do at the

desk.

Participants also laughed at the second quote adgnihis also happens. Participants

pointed out that this type of impression manageroeatirs in all professions:

| don’t think it's peculiar to libraries. | thinkhat would happen in lots of work
situations. People would be doing things for peedamnterest or the things
that they are doing don’t look intellectual enoughthe environment |

reckon.

I think it's normal, | think it’s just normal wongractice really.

One focus group suggested it was designed to gevaripression that librarians were
more intelligent. One person said in a joking waell that’s probably trueAnother

participant thought it was elitist.
Two participants thought it was important to cremtampression of intelligence:

...in an academic library you’ve got students conmimgho think they are the
bees knees that they know everything and theystehere just to get their
piece of paper and move on, and so if you turnngyeu're sitting there with
your wee soap thing that | would read everyday iy will go ‘oh well
they’re not really that intelligent then are theif®w are they going to be able
to help me?’ So on the other side to that as welte needs to be that sort of
sense of professionalism as in you know like & plerson might actually

know what they’re talking about so...
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| take a copy of the New Scientist on the refexatask. | wouldn’'t necessarily
always read that sort of material it's because vatlr students there’s this
perception sometimes that they, they don’t actuallyise that the person
behind the desk counter might have a Masters ihatrea they're like oh I'm
doing a degree (Mmm, yes), I'm already better tham Because their
perception is the other again of you being retgdgh) And | like to challenge
that impression because for me to provide a gotefeace service for them
they need them to think | can actually provide thdgth information that they

don’'t know how to source.

The idea of creating a less cerebral impressionalgsdiscussed:

Oh it is, it's not it's not welcoming once agamthe person coming up to the
desk because if they are someone who perhaps Heghd lot of education

and they see that they’re going to be quite intated | think.

It's the same experience in the retail thing besgaif you go into a shop and
this is going to sound terribly ageist but you halldhese young people in
their looking really cool with their sunglassesamd you feel quite
uncomfortable about going in and out to look at stnng because they're
not really that interested in you, you're old angkan it's sort of the same sort

of thing but in reverse it’s the retail industry aell.

When they saw our stash of Women’s Days they saiydGod you have this
stuff. And so on a plus side it develops a bit dlationship for that lower

end stuff.
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The reasons for creating a good impression, evgouifwere pretending to work were
thought to be because librarianship was misundaustOne person said it was
because thenpression ighat people who work in libraries are intelligenitnot

busy.

You want to be seen as a professional.

Or that you are busy.

Or that you are a serious person doing somethergss.

The unfortunate thing is a lot of people see lilaznas as putting books on the

shelves and issuing books and that’s it.

| wonder if a lot of it comes down to the naturattagain as | said earlier that
the libraries tend not to be run by librarians atiey’re run by people who
don’t understand the work, the industry and quigéekly have no real value in
library so it’'s a perception management thing. oum’'t want one of those
managers to waltz, a councillor would be a goodnegie, to waltz in known
to be anti library and see you sitting there with@sy boom or just sitting

there sitting there not doing anything.

11. Analysis

Goffman (1959) says the beliefs and values of aquéar social group have a direct
effect on behaviour. These beliefs and valuesesméd backstage during every day
social interactions and conversations. Individledsn from each other what is

embedded in the culture (Wager, 2007). In a wodeladividuals learn the
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“...norms of a profession” (Wager, 2007, p. 638). IBdage is where the actors learn
how to perform and this learning that takes plamekbtage influences the service
culture. This study explores backstage learningy$omg on the connection between

backstage attitudes and front-stage behaviour.

There was general acceptance and awareness afipeetance of looking friendly
and approachable during a service encounter, berestingly librarians in this study
saw themselves as capable of behaving in an apatepnanner without being told
how to. Participants expressed opposition to tea mf any kind of enforcement.
Being told how to smile was seen as belittling andecessary. Any attempt to
standardise or script the process of service dglwas viewed as demeaning and

robotic.

Other studies have acknowledged that librariansemistant to the implementation of
service programmes (Bishop & Bauer, 2002; PaulQ199 Clair, 1993). It is an insult
to their intelligence and professionalism to béed to smile (Fox, 2005; Siess,
2003; Walters 1994). Librarians have expressedyaniam to customer service
programmes (Deane, 2003; Paul, 1990). “Thereaemdency to characterize it as
‘what Wal-Mart does,’ as if employees that makeeghat they look at you, speak to

you, smile at you, help you, and thank you is athat)” (Deane, 2003, p. 317).

Sturdy (2001) adds further insight into servicedeabur which may help to explain
librarian resistance to enforcement. Sturdy ardgl@ssociety’s move to the
standardised service encounter has created anlasghenticity. The *have a nice

day’ message is now commonly perceived as beirigdts’ and ‘empty’ (Sturdy
guoting Finklestein, 2001, p. 8). Participants esged annoyance at customer service

in retail. They did not like the overzealousnesshadp assistants in.shops when you
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get two or three people asking you if you needhangt...Korcynski (2001, p. 80)
describes contemporary service work as ‘fake’,agive’ and ‘demeaning.’
Participants in this study also used the word takaescribe how they felt about the

idea of enforcement in service.

Goffman (1959) suggests that routine aspects affat@ns are downplayed in
favour of spontaneous aspects. “By maintaininggreeof social distance,
performers appear more mysterious and idealizélokio audience (Quinn, 2005,
p.336). It could therefore be said that librariadesalise spontaneous unforced service
behaviour. The routinisation of the service enceul#cks spontaneity which is
thought essential in libraries because librariesodiiering a more complex
experienceSome people need 20 seconds some people needurso e are not
cookie cuttersThis reaction to service is in line with the attiéuto the

implementation of the business model into librastap. Rubin (2004) notes that
libraries and businesses have different purpodes profit driven business model was

not viewed as appropriate for libraries.

Traditionally library staff were recruited becaudgeheir process oriented skills and
interest in the product (McArthur & Nicholson, 2008 is now an expectation for
librarians to be people oriented and have goodpetsonal skills. Not only is it
difficult to change an organisations traditionalrft, what makes this situation more
complex is that the concept of placing the customtéine centre of service has arisen
from the business model. This does not sit comitytevith the traditional library
service ethic as one participant makes the poipteviously we concentrated quite

thoroughly on the reference interview...but oncemgéemented the retail service
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model it was more about getting numbers throughdtia, and about getting those

circulation statistics up.

Parallels can be drawn between the car sales te&ager’'s (2007) study and
librarians in the current study. The car servicesats, like librarians thought more in
terms of knowledge than actual customer service.ifterest in customer service was
secondary. Both librarians and service advisorsteamselves behaving in a neutral
and objective way, to maintain some distance. Aiseradvisor in Wager’s study said
we aren’t psychologists. We are engineers and fe@ns (Wager, 2007, p. 643). A

librarian in the current study saydu want to be seen as professional.

“An organisation no matter how poor they are at@wer service, can get it right
some of the time, but great service requires ggttinght all of the time”(McArthur

& Nicholson, 2005, p. 2). Itis clear from this cemt study that there are librarians
working with the public who are known to delivergpservice. Although the
librarians who attended the focus group sessiomggfit of themselves as comfortable
delivering a good customer service performanceethere librarians who were seen
as incapable of performing well.think you've either got it or you don’t.” ‘Youther
like people or you don't’. ‘It can be difficult fahy introverted peopleThe idea that
service delivery is dependent on whether you likegbe is interesting. It implies that
if you are not a people person you cannot delio@dgservice and cannot be trained
in customer service. McArthur & Nicholson (20052 .claim that librarians make
excuses for the delivery of poor service. The lilargs in this study did not make
excuses for themselves but for the ‘other’ libnasiaMcArthur & Nicholson say that

it is hard to find any other organisation othemtlifraries that takes so little

responsibility for the delivery of service.
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A service advisor in Wager’s (2007) study said las aware that people wanted
friendly service, though he did not always haveehergy to deliver it. Though in his
last job he professed to consistently deliveringdyservice because the company was
“extremely service minded” (p. 646). Wager sugg#stsbackstage learning in his

last job was more constructive, which raises thestjan does the attitude and
behaviour of a group more strongly influence thieawgour of an individual than the
innate ability of that person? Goffman (1959) agytheat a sense of commonality

develops in a group that has little relationshipnandividual’s personality.

Goffman (1959) says that people who do not meetdbeired performance standards
tend to be dropped from the performance. Bad peos in libraries seem to
maintain their part in the act. One participantdssed hypothetically what she would
do if she encountered a colleague delivering badcge Unless you stepped in and
said can | help and actually took over from therd &md of tried to politely get the
person out to the back rooms. | think it's posstbleo that, step in and say oh I'm
here to relieve you I'll take thihe rest of the group all agreed with this and said
...just kind of subtletyeams are dependent on each other and Goffman calls
shattering such illusions as unmasking. Thus itccbe argued that this behaviour is
an acceptable part of the performance as it ibeintg dealt with in a direct way and
therefore it is likely to continue. The librariawto deliver bad service are never

unmasked, which only serves to perpetuate the halrav

Research has also shown that librarians who debadrservice are just as likely to
believe they are delivering good service as thatibns who do in fact deliver good
service (Fox, 2005). So how do libraries identifiyieh staff are strong at service

delivery and which staff are poor? According to plagticipants in this study customer
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service behaviour is not monitored or enforcedsTimplies that service behaviour is
left up to the discretion of the individual stafember. Or are staff ignoring the
service rules? Participants did acknowledge that thould show resistance to service

behaviour that was deemed demeaning or enforcedsulygests the latter is possible.

Recruitment policies are one of the main instrumdibtaries use to change their
culture. Participants were generally positive alibatidea of advertising for
interpersonal skills as a way of changing the caltit was acknowledged that it was
very difficult to get rid of people once they wenethe job. This backs up Goffman’s
theory that even if the desire is there, it is ammpossible to change a well
established front. The desire for groups to keepstiow going overrides the desire to
reveal weaknesses to their audience. Other attemptsange the culture were
thought to be unsuccessful as some participartBdedry schools were failing in

their attempt to recruit people with interpersasialls. And you still see students

coming out who are drongos (laugh) and they’rertgrthem.

Although there was clearly a strong desire by aitipipants to change the culture of
libraries to one with friendly and approachabldfdtee idea of employing staff
without knowledge and education was seen as aligibthe retail model, and was
viewed very negatively. Quinn’s (2005) claims ttle major problem in libraries is
that education and experience is downplayed indawbinterpersonal skills reveals
the deep fear held by many in the library commuynitgat somehow by embracing
values from retail librarians will be selling odtis attitude was still prevalent

amongst participants who saw non-professionalsthseat.

Participants did see the face-to-face service arteoas a performance and even felt

they could fake friendliness. This may seem comttady but it was clear that this
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behaviour was chosen and not enforced. It wasvatilVed as something that could be
done naturally to serve a purpose. An actor giamgrformance may see the
performance as sincere and genuine or they mayrbeat and believe their
performance is a means to an end (Goffman, 1958¢r¥articipants discussed the
implementation of the retail model and what it wbaiean to the service encounter
the following comments were made.do you want chick lit with that as well? Would
you like to upsize your book with thdt®vas interesting how many participants used
fake voices to emphasise the behaviour that thikgveel would infiltrate libraries if
the retail model was allowed to take hold. Librasavould be cynical about this type
of performance but the performance that they perfas actors is one they believe is

sincere. As one participant sai@ not easy to be sort of fakely enthusiastic.

Goffman (1959) argues that whether conscious oarparformer will always convey
an impression to an audience that meets the néelds performer emphasising the
behaviour “..from which his occupational reputation derives” {fGwn, 1959, p.
33). Librarianship continues to value educatiorgwedge and traditional reference
services. Fox (2005) suggests librarians placglayalue on knowledge during a
service encounter. The retail model was seen tepitle value on knowledge and
education as one participant saigssentially unqualified staff sitting in a positioh
authority and when customers are coming throug§’'teeasking difficult questions
that these young eighteen year olds can't answealree they've been given a
training prompt and there’s diminishing of the deevin respect to the education
we’re supposed to provid.was clear that the desired act needed to indinee
impression that the performer possessed knowleddiéngelligence whilst acting
sincerely. It was perceived as important that eatian knew what they were talking

about.
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Quinn also reveals another major fear in libradgmsand that is librarians are
becoming crowd pleasers to their audience. “Sgheds precedence over substance in
a culture in which impressions are critical” (Qui2005, p. 349). The flaw in this
analysis is that one is always giving an impressgibether consciously or not.
Individuals collaborate to stage the desired rautivat conveys the impression they

want to convey whether they are aware of this o{@offman, 1959; Wager, 2007).

Quinn (2005) expressed concern that too many agssn libraries were now made
with the customer in mind. Customers do not alway®wv what they want and
placing them at the centre of an organisationmsstake, because it is impossible to
keep them constantly satisfied and the goal postsa@stantly moving. Participants
in this study did feel that customers can expezintoich and expressed resistance to
the role of crowd pleaser. Therefore it could bguad that librarians are expressing

resistance to customers, as their audience mentbknsg centre stage.

Because participants saw themselves as more pi@iatthan retail they also tended
to perceive that their audience required a certapression. As one participant said
there’s an expectation that there is some educdiennd the person that’s serving in
the library...A stereotype of retail emerged during the sessidasnother
participants saitid never dream of asking anyone in the Warehounsghang,

because they just don’t know their stock, theyateng idea and just wouldn’t even
bother asking, but if | went into a library | wouddways expect the person to be able
to help me with somethin@ther comments by participants expressed a similar
attitude that retail outlets often had untrainedfsvith no knowledge or inclination to
be helpful. The fear seems to be that this stykeofice is creeping into libraries and

participants felt that this is not what their aumtie wants. Hernon, Nitecki and
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Altman (1999) say that librarians hold onto thadfahat they already know what

customers want and need.

The idea that a librarian knows what the audienaptsvaffects their performance. In
any given performance the actors under-communsgmatee aspects and over-
communicate others (Goffman, 1959). Thus librarewver-communicate knowledge
and expertise as these are highly valued, butuhdgr-communicate a welcoming
demeanour when the public enter the library. Goffreiaggests people “...invest their
egos into certain routines giving less stressherst There was a strong reaction to
the idea of being associated more closely withlrétan other more professional

bodies.

Another important perception was that librariansutlpht their audience saw them as
beingintelligent but not busyConsequently librarians should look busy at theiser
desk.
It's a balancing act though because most of usvaweking at something while
we’re waiting to be asked... instead of sitting thdweng nothing than staring

at the customers, it'll probably make them nervous.

This idea of being seen to be working while ondbsk was very entrenched. One
participant said that at one library she had worketiey were not allowed to do any
work on the desk at all, so they could look avddab people. This was considered
by the other participants to be unproductive. Tagicipant said it was boring and

I'd go off and straighten shelves not too far frima desk or do other things to occupy
my time, generally tidyind.ooking available was not as important as lookingyb

McArthur and Nicholson (2005) note that some litznas have been found to be so
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focused on shelving and tidying that they are umawécustomers and what is

happening around them.

Quinn (2005) discusses the dramaturgical term ‘nvatk.’ “This involves the
impression that one is busy, working hard trying¢ocomplish as much as possible,
whether or not this is actually the case. ‘Makekv especially likely to be engaged
in when certain audience members are presentcplantly those in a supervisory

role” (Quinn, 2005, p. 339).

This study has shown that ‘Make work’ is very myelnt of the performance
repertoire in libraries. It is seen as somethingeexed by customers. This view does
not concur with current research, as Chelton (1999)ts out “Library practitioners
would do well to note that users remember more tiey are treated in a service
encounter than what they got from it” (p. 109). Tuerent study shows librarians are
holding on to the perception that they need tkaotwledgeable, busy and wait to be
approachegou don’t want to go chasing theirhis attitude of not being pushy or

chasing customers and looking busy could giveriy@ession of disinterest.

12. Summary
This study found that the learning that is takitacp backstage in libraries is

influencing service behaviour.

The library was seen to offer a better level of/merthan retail. Customers were
thought to want to encounter a knowledgeable lipssaff member. This framing of
customer expectations reflects the traditionahliprservice ethic, which is steeped in
values that place librarians in a high status aslguardians of knowledge for the

betterment of the individual and the advancemeiiwlisation (Gorman, 2003;
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Rubin, 2004). This traditional ethic is preciseljav separates librarianship from
retail. The retail model is seen to be distorting $ervice ethic of the library
profession (Rubin, 2004). The retail ethic is prdfiven and therefore has no concern

for the needs of the individual and society (Bl&&rann, 2002).

As Wager (2007) found, membership in the groupucealhelps shape the desire to
behave in a certain way. The culture of the greugtrionger than the individual's
desire to behave in a certain way. This is not gba@nstructive learning.
“...members of a community can learn to think andawehin ways that can diminish
a service culture and ultimately, service qualitfhe learning that takes place
backstage can influence the service culture neglgit{Wager, 2007). The backstage
learning amongst librarians suggests that libraree not placing a high value on

customer service training as the view is it isamebmplex process.

Although there was an acceptance one could leam fhe retail model there was a
great deal of commonality expressed by participantiseir criticisms of retail.
Negative stories of inexperienced staff that neita@ed nor knew how to deliver
good service were shared. Points of difference werghasised and stories of the

dangers of the infiltration of this model into @y practice were shared.

Quinn (2005) implies that there is a collision beén the two service models. A
library job was seen as a lot more complex thettirgg your burgeandtaking
moneyWhat seems to be made clear from this study idittratians have two
completely different definitions of service. Thesehe library service ethic and the

retail service ethic.
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The traditional service attitude of librarians seesn deeply entrenched. McArthur &
Nicholson (2005) argue that librarians need to geaheir mindset and stop clinging
to the belief that knowledge and information isitlmeain function when people are

their main function.

The retail model would undervalue the work of adian.If we were just there to sell
fries then we could go and do that, why would wekwoa library? Similar

comments were made in other studies. “Why not gbedvicDonalds University or
work in a Wal-Mart if you want to learn how to prde service?” (Miranda-Murillo,
2004, p. 41). Goffman (1959) would see this asstasce. A group tries to be seen in
the light it wants to be seen in. It is clear thtatarians in this study do not want to be

seen as shop assistants.

“To just live in the world of values or disassoeidimeasures can leadiltasions of
value to users. Worse, it can lead to complacesroygness, and resistance to the

kind of disruptive change that is needed (Dean@32819).”

Would you like to upsize your book with that? (Y éalghter)
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Appendix

Appendix A: Information Sheet and Consent Form

Date

Name

Dear [Name],

Thank you for giving up your time and agreeing &otigipate in a focus group
session.

The purpose of this research is to investigatettieide of librarians to service. The
research findings will help shed light on the issserrounding customer care in
libraries.

The research data will be deposited in the Victowmaversity Library and data may
also be used for conference papers and journalesti

The study is being undertaken by Jane Cherry, wlwarrently completing The
Master of Library and Information Studies (MLIS)\&4ttoria University of
Wellington. The project is supervised by Philip &at, Senior Lecturer in the School
of Information Management.

The focus group interviews will last approximatély minutes. A sound recording
will be made of each focus group. The researchitalie field notes during the
sessions. Please be reassured that the informattioprovide will be treated
confidentially. The tape recordings, focus grogmscripts, and field notes will only
be used for the current research project. The relseawill keep all notes and
materials relating to the research in a securda@oked location. These materials will
be disposed of within one year of the completiothefresearch project.

Participation in this study is voluntary. Partiaipg can withdraw from the focus
group up to the time the focus group session begifter this point withdrawing will
not be an option as it is hard to separate outidrions from individual participants
during a group discussion. Participants can refosgswer any questions or be
involved in any discussions. If you have any questior queries do not hesitate to
contact me:

Jane Cherry
Home:[Phone number]
Work: [Phone number]
Email: [Address]
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Please take a moment to read the following conuhtio

1 I have been given information on the nature arjdatives of the research and |
have been given the opportunity to seek furtheifrdation from the researcher.

T lunderstand that after the focus group sessigimbé will not be able to withdraw
as participant’s contributions are hard to sepavatdrom each other and my
contribution may influence other contributions.

T lunderstand that | may opt out of joining anycdission or answering any
questions during the focus group sessions.

1 lunderstand that if | do withdraw from the prdjaty name and contact details will
be immediately destroyed.

] | agree not to disclose what is said during tlssie@s to protect the confidentiality
of other participants.

1 lunderstand that the research will be depositate Victoria University Library
and may also be used for journal articles and cente papers. If the researcher uses
any research material for any other purpose Ilvalbsked to supply formal consent.

1 lunderstand that all transcripts and other relataterial will be destroyed one
year after the completion of the research project.

| have read and understand the above informatimhagree to participate in this
study.

(print name) (signature) (date)
Participant

(print name) (signature) (date)
Researcher
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Appendix B: Focus Group Guide

Please note prompt questions will only be askedritent is not covered.

Discussion
Do you think it is important to be interested iropke to become a librarian?

Prompts
How would you feel about being required to provédemile?

Do you think people can fake friendliness?

Do you think it is realistic for every customerget the same service?

If you have been involved in customer service tregrwhat did you think of it?
Is it realistic to treat every customer as you waalfriend?

Can you be too friendly with a customer?

Discussion
Customer, client, patron, user are all words usdibraries. Do you have any
thoughts or associations with any of these terms?

Discussion
What does the retail model of customer service niegou?

Prompts
Can libraries be customer-led in the same waytad oitlets?

How do you think the retail model has affecteddiies?
Are there differences between the library professicervice ethic and retail service
ethic?

Discussion
If your library installed a retail-based trainingpgramme offered by an external
organisation such as McDonald’s what do you thimkila happen?

Prompts
How would you feel about being required to provédscripted service encounter?

How would you feel about having to display emotitike enthusiasm if you did not
feel it?

Discussion

What do you think when you see library job desaimg and advertisements with
phrases like ...are you passionate about customéceer...you'll be brimming with
energy and enthusiasm...

Discussion
Customer expectations are said to be constanthgrits that what you have found?

Prompts
Do you think customers always know what they want?

Do you ever think customers expect too much?
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Discussion

Librarians learn expected behaviour not only duarggrvice encounter but also by
interactions and conversations with other colleagi@ample “If the students are not
going to bother coming in to the training sessiesoffer, then we shouldn’t bother
helping them too much.”

Prompts
Do you think there is a link between the servideguate and service behaviour?

If you thought a colleague was not good at deligservice would you talk to them
about this? Would you talk to anyone else about golleague?
If a customer complained that you were rude to thdat would happen?

Discussion
Should librarians who are not good at service leopuhe service desk with the
public?

Prompts
Why are they put with the public?

Do you think these librarians who give bad serviceild benefit from a scripted
service model?

What would happen to these librarians if they wdrkethe retail sector?

Are librarians who give bad service reprimandedng way or less likely to be
promoted?

What do you think of the expression thinly disgdisentempt?

Discussion

‘The librarian, who is sitting behind the servicest, slouching in a chair playing
solitaire on the computer, will suddenly jump tteation, switch screens to a more
professional address, or shuffle some memos, andtblem for details{Quinn,
2005, p. 339).

If you recognise this in your own behaviour or bahaviour of other librarians what
do you think the reason is? Why does it matterableague/customer sees you
playing solitaire?

Prompts
(My own example: | am so concerned that people thiak | am reading the paper at

the service desk when | am collecting clippingg theold the scissors to indicate that
| am about to cut out articles).

Prompts
‘Some librarians may bring work to the referencekdest necessarily to do work but

to convey the appearance that they are engageaik activity. Other librarians will
bring a combination of work and non-work activities that underneath a stack of
book reviews there is a crossword puzzle in casdiltharian does not feel like
working.’ (Quinn, 2005, p.339)

Discussion

‘The academic librarian who wishes to maintain expression of being cerebral and
erudite will be careful not to bring her copy ofé@cOpera Digest to the reference
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desk to peruse between transactions. Instead, ya @bihe latest issue of the Times
Literary Supplement or the New York Review of BodKQuinn, 2005, p. 334).
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