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It is often difficult for library and information professionals to accept "that the majority of the population
does not use libraries to get information" (Connaway, 2013, p. 83). Regardless of whether the library and
information science (LIS) profession accepts this, it is something that must be discussed and addressed.
LIS professionals need to know what types of information services, systems, and sources people access
and use. They need to be prepared to learn how, where, and why people get their information. Knowing
the answers to these questions will provide LIS professionals with the knowledge, skills and confidence to
develop user-centered library services and systems.
With the widespread availability of social networks, such as social question and answer sites and openly
available full-text resources on the web, it can be challenging for LIS professionals to provide library
resources and spaces (both physical and virtual) that will attract users. Libraries used to be unique
because they provided services, such as reference, and access to resources that were not available
elsewhere. However, libraries no longer have this edge as resources have become readily available in other
places (Dempsey, 2008). To complicate the matter, the current economic situation has forced governments,
private industry, and public institutions to decrease costs by reducing funds. Libraries are not immune to
these pressures. Many LIS professionals have been asked by their parent organizations to manage services
at the same or higher level despite hiring freezes, budget cuts, consolidations, and freezes (Drake, 2010;
Guarria; Zhonghong, 2011).
However, times of economic hardship can provide opportunity for libraries. Specifically, it can be an
opportunity to assess current library services and systems and to develop new ones that better meet the
needs of users and prospective users. It also can provide the opportunity to consider new narrative-based
marketing strategies to make prospective users aware of the library's services and systems (Germano,
2010). To reinforce consistent value propositions that may be unclear or unknown to the target population
to make them aware of and, ultimately, to use the services, systems, and resources offered by the library
(Germano, 2010). In order to accomplish this, LIS professionals must know how to assess the value and
use of these services and systems.
In the current global economic environment assessment and evaluation are becoming more important in
the context of higher education. Assessment and evaluation also are critical for libraries since there is a
need to prove both their indirect and direct value. "Librarians are increasingly called upon to document and
articulate the value of academic and research libraries and their contribution to institutional mission and
goals" (ACRL Value of Academic Libraries, 2010, p. 6); therefore, the emphasis has shifted from input and
output assessment to quality assessment (Pung et al, 2004; Hufford, 2013)1. Input measures evaluate the
library's raw materials (budget, space, collection, equipment, and staff) against standards, but are
insufficient for overall assessment. Output measures quantify the work done, such as the number of items
circulated, the number of reference questions answered, or the number of individuals who attended library
instruction sessions, but do not relate these factors to the overall effectiveness of the library (Connaway;
Radford, 2013).
Output measures suggest demand, performance efficiency, and customer satisfaction, but do not describe
performance or identify the outcomes or benefits resulting from the use of library services and systems
(Pung et al, 2004). In order to demonstrate institutional value, librarians must "define outcomes of
institutional relevance and then measure the degree to which they attain them" (Kaufman; Watstein, 2008,
p. 227). They need to utilize the data that is generated by library systems and services, such as analytics
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as well as feedback from both those who use the library and those who do not. The analysis and reporting
of these data can identify how and why services are used or not used and how people define satisfaction
and dissatisfaction with the services and systems.
Satisfaction is an outcome, as is dissatisfaction. However, satisfaction and dissatisfaction can be difficult to
measure; therefore specific service goals, related to outcomes and benefits, should be set and measured
(Connaway; Radford, 2013). The Association of College and Research Libraries (ACRL) of the American
Library Association (ALA) defines outcomes as, "The ways in which library users are changed as a result of
their contact with the library's resources and programs" (ACRL, 1998).
Assessment takes time and effort to plan and a formal evaluation requires a financial investment from the
organization. Formal assessment is data-driven and evidence-based and utilizes accepted research methods
and data collection techniques. It is recognized as a rigorous, ongoing process (Connaway; Radford, 2013).
Assessment is a user-centered research activity to understand and improve service and systems.
Education and training in assessment have not kept pace with the need (Connaway; Radford, 2013).
Without the knowledge and skills to conduct formal assessment, LIS professionals will not be able to lead
the effort. The premise for the development and assessment of library services and systems must be
user-centered. Although this principle dates back to 1931 with Ranganathan's five laws of library science,2
LIS professionals can become distracted by day-to-day responsibilities and forget the real reason for the
library's existence —to meet the expectations and information needs of users and prospective users;
therefore, the foundation of LIS education and continuing education must be user-centered. All courses
offered in the LIS curriculum should be based on identifying and meeting users' and prospective users'
expectations and needs. No service, system, or collection should be offered, developed, or made accessible
without consideration of the intended users. The curriculum also should include courses on the assessment
of these services. Several studies list one of the major barriers to research and scholarship, as articulated
by librarians and library administrators, is the lack of skills to conduct research and inadequate education
in research methods (Powell et al, 2002; Berg et al, 2013). Offering and requiring research methods
courses in LIS programs provides the theoretical foundation and confidence for practicing librarians to
actively assess and evaluate the library's services.
Research methods courses can provide the forum for a comprehensive introduction to quantitative and
qualitative research methods and design. Instructors need to stress the importance of matching the
research questions to the appropriate research methods and data collection techniques as well as
identifying their advantages and limitations. The lectures can highlight the power of triangulation and
mixed methods for comparing results, developing and informing other methods, recasting questions or
results, and extending the breadth and range of enquiry (Connaway; Radford, 2013). LIS graduates should
not only be able to critically read and evaluate research, but also to design studies, conduct the research,
collect and analyze the data, and report research results, which can be part of the curriculum objective for
critical thinking and analysis.
"Access to information is ubiquitous and information permeates all aspects of our lives" (Moran;
Marchionini, 2012, p. 97). According to some of the contributors to the publication Information
Professionals 2050 (2012), profound changes in the information world call for profound changes in the
education of those that will enter this new world. Redesigning education for LIS professionals will require
effort on the part of the students and faculty and changes to the curriculum and its delivery (Moran;
Marchionini, 2012). Core values for today's information schools include: "organization of information;
universal access; collaboration; intellectual freedom; self-directed learning and stewardship" (Moran;
Marchionini, 2012, p. 98).
Integrating a user-centered focus into these core values will prepare LIS professionals to play a major role
in the development and assessment of library services and systems. With basic research knowledge and a
user-centered theoretical foundation, LIS professionals will be able to articulate the value of libraries. They
will have the knowledge, skills, and confidence to create an awareness of the existence of library services
and systems and to articulate their benefits to users and prospective users. Librarians also will be prepared
to fulfill Ranganathan's fifth law of library science —a library is a growing organism (Ranganathan, 1931)—
by adapting and changing library services and systems to meet the ever-changing needs and expectations
of users and prospective users.
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Notes
1

"LIBQUAL+TM survey measures library users' perceptions of service quality and identifies gaps between
minimum, desired, and perceived expectation of service" (Hufford, 2013).
2

The five laws of Ranganathan are: 1) Books are for use; 2) Every person his or her book; 3) Every
book its reader; 4) Save the time of the reader; 5) A library is a growing organism (Ranganathan,
1931).
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