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Beyond Borders: Building
a More Inclusive SLA
All of us must think of how we can share more
with our colleagues, especially those in other
work settings and countries.
By Kate Arnold, SLA President

Welcome to 2014 and all the opportunities that a new year brings!
As I start my year as SLA president,
I’ve decided my theme will build on the
work of my predecessors. Over the last
three years, they have emphasized the
need for information professionals to
prepare for the future (Future Ready),
learn to adapt to new forces (Future
Now: Operation Agility), and develop
career sustainability (Transforming
Knowledge and Expertise into Strategic
Value). Thanks in part to their leadership, SLA has been the vital foundation
upon which all of us have been able to
make ourselves “Future Ready.”
The main benefits of SLA membership are undoubtedly the networking
and learning opportunities that provide
the tools and support for us to achieve
career sustainability. For me, the most
important benefit is that I am part of an
international association, with a global
network that has allowed me to expand
my horizons of what it means to be an
information professional.
When I first joined SLA in 1999, I
worked for the BBC, and the News
Division offered me a wonderful
Rolodex of contacts around the world
who shared with me their best practices and advice. Since then, we’ve
grown significantly as an international
association. Some of our fastest-growing and most active chapters are based
outside of North America, and more
than 200 non-U.S. members attended
our conference in San Diego last year.
Our 2014 conference is in Vancouver
(in keeping with our tradition of holding
a conference outside the United States
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every 10 years), and the conference
planners have tried to ensure that we
will have speakers from around the
world.
However, we need to be realistic and
admit we are not yet a truly inclusive
international association. As SLA’s first
non-North American president, I am
keen to continue expanding the growing international status of the association, and for that reason my theme for
2014 is Beyond Borders (with thanks to
Keith Low and the Annual Conference
Advisory Council for coming up with
that phrase). In choosing this theme
for 2014, I’m asking all of you to think
about how you can be more inclusive in your professional work and
make more use of virtual and in-person
opportunities to share with your colleagues across the world. One example
of how this can be done is the recent
Twitter collaboration between SLA
and UKLibChat (look up #slatalk and
#UKlibchat on Twitter), which focused
on sharing individual experiences of
working beyond borders.

Navigating across Cultures
Beyond Borders isn’t just about geography and culture. It’s a way of thinking
and acting, a state of mind that encourages trying new things, whether they
be new practices, new collaborations,
or connections with new people.
If we apply this approach to SLA
and its activities, we will need to look
at all we do and question why we do
it. We will need to ask ourselves if our
own internal SLA borders are preventing us from achieving all we can as
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an association. For example, does our
unit structure still fit our purposes? How
would we organize ourselves now if we
were starting from scratch and had a
blank piece of paper?
We began some of these discussions last year, and we need to continue them this year if we are to grow
our international presence and ensure
that SLA remains a viable professional
association. There are many challenges
facing us in 2014, from selling our
headquarters building and finding new
office space to reviewing our strategic
agenda. You can help us at this challenging time by completing the everymember survey and telling us what you
want from SLA. We already know from
the recent name change survey that
members want SLA to advocate more
on behalf of the information profession.
What else do you want your professional
association to be doing?
I can’t guarantee we’ll be able to
do everything every member wants,
particularly given the current economic
climate. But we’d like to know what your
priorities and concerns are before we
review our strategic agenda and make
plans for 2014 onwards. So I urge you
to complete the survey as soon as it
arrives in your in-box.
I’d like to leave you with a quote from
a Forbes interview with Andy Molinsky,
author of Global Dexterity: How to Adapt
Your Behavior Across Cultures Without
Losing Yourself in the Process (2013).
He said, “Business has never been
more global than today. And the people
doing that work in today’s global economy must be capable of moving smoothly
and seamlessly across cultures.”
How are you planning to navigate
across cultures? Being, or becoming,
an active member of SLA will undoubtedly be a good first step. SLA
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Ann Koopman Dies;
Served on SLA Board
Ann Koopman, a
member of the SLA
Board of Directors
and an author or coauthor of more than
a dozen articles and
presentations about
library and information issues, died on
December 20 from complications relating to pulmonary hypertension.
A librarian for more than 30 years,
Ann had worked since 1995 at Scott
Memorial Library at Thomas Jefferson
University in Philadelphia until health
issues forced her to take disability leave
in 2012. At Thomas Jefferson, she
served as the principal architect and
longtime editor of JEFFLINE, the university’s academic Website. Before coming to Jefferson, she was the science
and engineering reference librarian at
Indiana University-Purdue University at
Indianapolis (IUPUI).
In addition to serving on the SLA
board as division cabinet chair, Ann
was an assistant editor of the SciTech News, the quarterly journal of
the Science-Technology Division of
SLA. She had previously served on
the boards of the Sci-Tech Division
and the SLA Philadelphia Chapter and
had been a member of the Academic
and the Biomedical & Life Sciences
Divisions.
Ann had recently worked on a few
key association initiatives, including the
desire for a discussion about changing the association’s name. She also
drafted best practices for conducting
Joint Cabinet meetings so they would
be in line with SLA’s bylaws and current
business practices.
Ann was active not only in SLA but
also the League of Women Voters. As
a hobby, she grew African violets and
entered them in competitions.
Ann is survived by her husband, Eric
Pumroy, and her two daughters, Rachel

Pumroy and Ruth Anne Pumroy, and
her son-in-law, Adam Schaible. Gifts
can be made in her honor to the Special
Libraries Association.

Fellows, Rising Stars
Named for 2014
Five information professionals who have made
a mark on SLA and the
information industry and
three others who are well
on their way to doing so
Mary Ellen Bates
were recognized at the
SLA 2014 Leadership
Summit in mid-January.
Mary Ellen Bates,
Tony Landolt, Daniel
Lee, Catherine LavalleeWelch, and Leslie
Tony Landolt
Reynolds were named
SLA Fellows, and Angela
Kent, Tanya Whippie,
and Sam Wiggins were
named Rising Stars.
Fellowship in SLA is
Catherine
bestowed on active,
Lavallee-Welch
mid-career members
in recognition of their
past, present and future
service to the association and the profession.
They are called upon
and expected to advise
Daniel Lee
the association’s board
of directors and alert the
membership to issues
and trends warranting
action.
Rising Stars are new
Leslie Reynolds
SLA members who
show exceptional promise of leadership and contribution to the
association and profession. Nominees
must have one to five years of professional experience as an information
professional and have been an SLA
member for five years or less. Rising
Stars receive complimentary registration for the SLA Annual Conference &
INFO-EXPO in the year in which they

receive the award.
In addition to these eight individuals,
five SLA units were recognized at the
Leadership Summit for their membership achievements. The Arabian Gulf
Chapter was honored for attaining the
largest increase in members (both
in numerical and percentage terms)
among all SLA chapters; the San Diego
(numerical) and Hawaiian-Pacific (percentage) Chapters were honored as
runners-up. Among SLA divisions, the
Taxonomy Division was the leader in
both categories, while the Transportation
Division was the runner-up.

Philadelphia to Host SLA’s
2016 Annual Conference
SLA will hold its 2016 Annual Conference
& INFO-EXPO in Philadelphia, the fifth
time the association has held its convention there and the third time in this
century.
Philadelphia has a number of features that make it an advantageous
conference site for SLA. It is located
on the U.S. East coast, making it easily accessible for many SLA members
and our vendor partners. It is large
enough to house the INFO-EXPO and
the conference’s 200-plus sessions and
events, but it is not so big as to seem
overwhelming. Many hotels and restaurants are close to the convention
center, largely eliminating the need
for shuttle buses and cabs. Plus, hotel
rates are lower in Philadelphia than in
other East coast cities such as New
York and Washington, D.C., making it
more affordable.
Another advantage of Philadelphia is
its strong SLA chapter. In 2011, dozens
of Philadelphia Chapter members provided a wealth of hospitality information, travel tips and local knowledge to
conference attendees, and their warmth
and enthusiasm will be critical to the
success of SLA 2016.
More information about SLA 2016
will be provided as it becomes available. SLA
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o p e n acc e s s p r o t o c o l s · N e t N e u t r a l i t y
Standards Group Drafts
Open Access Protocols
The National Information Standards
Organization (NISO) has drafted a
recommended practice for indicating
whether a specific work is openly accessible and whether any re-use rights are
available.
The recommended practice, Open
Access Metadata and Indicators (NISO
RP-22-201x), proposes that two core
pieces of metadata and their associated
tags—<free_to_read> and <license_
ref>—be adopted. The first tag would
indicate that a publication or article is
freely accessible during a specified time
frame (if applicable). The second tag
would contain a reference to a uniform
resource indicator (URI) that includes
the license terms specifying how the
work may be used.
The recommended practice was
drafted by the organization’s Open
Access Metadata and Indicators
Working Group. The working group was
tasked with developing protocols and
mechanisms for communicating the
access status of scholarly works and
specifically with indicating whether a
work is openly accessible (i.e., available
for reading by anyone who can get to
the work over the Internet).
According to the co-chairs of the
working group, the recommended practice offers the following benefits:
• Publishing URIs for applicable
licenses and including these URIs in
the metadata for the content allows
more detailed explanations of rights
to be made available.
• The <license_ref> metadata can also
be used to express how usage rights
change over time or point to different
licenses for particular time periods
(for example, when an embargo
applies).
• The recommended metadata tags
can easily be incorporated into existing metadata distribution channels,
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encoded in XML, and added to existing schemas and workflows.
• Publishers and platform providers
can use the <free_to_read> tag to
automate the display of appropriate
status icons to users.
• The combination of <free_to_read>
and <license_ref> metadata provides
a mechanism for signaling or determining compliance with most funder
and institutional policies that allow
compliance through the article publisher’s site.
• For each use case, the current situation and applicable stakeholders are
described and the extent to which
the recommendations will solve the
situation is explained.
To download a copy of the draft recommended practice, visit the Open Access
Metadata and Indicators Webpage.

U.S. Court Rejects
Open Internet Rules
A U.S. court has struck down federal
rules that required Internet providers
to treat all Web traffic equally, opening
the door to mobile carriers and other
broadband providers to charge content
providers for faster access to Websites
and services.
The rules, which had been drafted by the Federal Communications
Commission (FCC) in 2010, required
Internet service providers to adhere to a
principle known as net neutrality—that
is, to give all consumers equal access
to all lawful Internet content without
restrictions or tiered charges. But the
U.S. Court of Appeals for the District
of Columbia Circuit struck down the
rules, saying the FCC has the authority
to regulate broadband access but had
failed to show that it has a mandate to
impose the anti-discrimination rules on
broadband providers.
The ruling is considered a victory
for large broadband providers such as
Verizon and AOL, which viewed the FCC
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rules as government intrusion into how
they operate their networks. After the
ruling, several large broadband providers pledged that they would not restrict
traffic on the Web, but consumer advocacy groups worry that Internet network
owners may begin charging popular
content providers such as Facebook or
ESPN (a sports broadcaster) for faster
Internet speeds.

Initiative Aims to Increase
Public Access to Information
British citizens and especially students,
independent researchers, and small
businesses will have greater access to
academic articles and research results
thanks to a two-year initiative being
conducted in public libraries across the
United Kingdom.
The initiative, called Access to
Research, will provide people with free,
walk-in access to a wide range of
academic articles and research in art,
architecture, business, engineering,
history, languages, politics, philosophy,
mathematics and the sciences. All content provided will be digital and will
be accessible from designated library
terminals through Summon, a search
delivery service.
The initiative is being led and implemented by the Publishers Licensing
Society and the Society of Chief
Librarians. Summon has been provided
free of charge by ProQuest.
The two groups will be collecting data throughout the initiative to
better understand library users and
identify how libraries can enhance their
services. SLA
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Assisting with
Recruitment, Retention
and Instruction
What roles can information professionals play in helping
organizations attract, retain and educate people? Two case studies
and a research analysis provide some surprising answers.
By Stuart Hales

I

nformation professionals and
librarians often attempt to characterize the value of their services in economic, financial or
academic terms, such as time or money
saved, contracts won, projects completed, or grades improved. But the
three theme articles in this issue show
that librarians and information professionals can have a much more personal
impact—helping supervisors find the
best candidates for jobs, developing
connections with students so they stay
in school and earn their degree, and
teaching doctors and other health care
professionals to evaluate the existing
research on specific medical conditions and use this knowledge to develop treatment guidelines that improve
patient care.
Granted, these types of impact may
prove harder to quantify than traditional

measures of value, and opportunities
to engender them are—with the exception of developing connections with
students—uncommon if not rare. But
they are likely to become more common as information professionals and
librarians learn to leverage their skills
and expertise and put them to use in
new ways.
For example, a 2013 report published by the Association of College
& Research Libraries predicted that
demographic changes in higher education will create opportunities for academic librarians to help their institutions
attract more students and keep them
enrolled, even though many of these
new students will lack the mental and
emotional resilience to succeed. These
same challenges and opportunities are
not, however, confined to academia, as
the theme articles in this issue attest.

Stuart Hales is senior writer/editor at SLA and editor of
Information Outlook.
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As Megan Buttita discusses in her
article, “Adding Value to Recruitment
Services,” information professionals can
enhance traditional talent search processes in work organizations and help
hiring managers tailor their approaches
to the pool of potential employees available. The success of her team at Allstate
convinced the company to bring recruiting completely in-house and eliminate
the use of retained search firms, even
for executive-level employees.
“At first, the difference between a
sourcer [someone who identifies potential candidates] with general research
capabilities and an information professional with sourcing capabilities was
not immediately clear,” she writes. “It
soon became apparent that an information professional, while not a traditional recruiting sourcer, could provide
research services beyond simply finding
pools of candidates.”
Likewise, Nancy Allen and her colleagues at Children’s Mercy Hospital in
Kansas City, Missouri, have leveraged
their expertise in conducting reference
interviews to help the doctors, nurses,
pharmacists, and other health care professionals with whom they work deliver
better care outcomes. Having taught

Assisting with recruitment, retention and instruction

these caregivers to evaluate clinical
practice guidelines (CPGs) by asking
questions using a standard format, her
team was soon inundated by requests
to synthesize the research studies identified in response to these questions.
“We were relying on the members of
guideline teams to read and blend the
published literature to support the recommendations of the CPG,” she writes.
“Guideline team members had divergent abilities to read and understand
the medical literature, and the formats
of the reviews they created were not
similar. To ensure the devlopment of
information packages that are alike
for each question asked by guideline
teams, we created the Evidence Based
Scholars Program.”
Under this program, Nancy and her
colleagues train health care professionals at Children’s Mercy to read and
abstract information from the research
literature. The Scholars (as they are
known) meet for seven hours each
month to evaulate studies and determine which ones should be included
in the information packages that are
included in practice guidelines.
“Admission to the [Scholars] program
is competitive,” she writes. “It requires
an application and interview process,
and program members must undergo an 18-hour training program that
includes instruction on peer reviewed
(versus non-peer reviewed) information
sources and the structure of published
health care research.”
By engaging health care professionals in the research process, Nancy
and her colleagues improve patient
care outcomes. Likewise, by engaging
students in the research process and
in their overall academic endeavors,
librarians can increase retention and
improve graduation rates—and the latter goal, according to Steven Bell, may
soon matter more to colleges and universities than the former.
“Two factors are causing higher
education planners to think differently
about retention,” he writes in his article,
“Retention Matters, But It’s Not the
Only Thing That Counts.” “First, as the
path to a dilpoma shifts from something

that happens at a single institution to
one that can happen at a mix of different ones (both physical and virtual), the
challenge to retain students at any one
institution will intensify. Second, as federal and state governments increase the
pressure on colleges and universities
to demonstrate their effectiveness in
graduating students—and increase the
possibility they will implement policies
to tie funding to graduation rates—finishing school may become much more
important than enrolling at a school and
staying there.”
How can academic librarians increase
graduation rates? Bell suggests that they
might be able to enhance students’ selfefficacy, which has been shown to be a
factor in retention failure. But it may
well be, he argues, that the best thing
librarians can do for students is something that is difficult if not impossible to
measure—develop relationships with
them in ways that increase their connectedness to their academic goals.

“While positive data can help academic librarians tell their retention
story, I believe most of them want to
do more than just increase transactions
and boost clicks,” he writes. “Librarians
want to be at the forefront of connecting
with students in ways that keep them
connected to the library and their academic program. By helping students
achieve academic success, librarians
make their most significant contribution
to retention.”
To read more of what Bell, Buttita
and Allen have to say, turn the page.
SLA

REFERENCES
Association of College & Research Libraries.
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Adding Value to
Recruitment Services
information professionals bring skills to recruitment
that can take service capabilities to a higher level.
By Megan Buttita, MLIS

P

eople sourcing—a process
that involves identifying and
contacting potential candidates for open job positions—is a skill that can be taught
to individuals from a wide variety of
backgrounds. The Internet facilitates
this process by providing easy access
to potential candidates, both through
specialized databases as well as simple
Google searches.
Perhaps because candidate information is so readily available, few organizations feel the need to include an
information professional in the recruiting process. As the senior information specialist in the Talent Acquisition
Department at Allstate, a provider of
property and casualty products in the
United States and Canada, I can shed
some light on how librarians can assist
with the recruiting function in this exciting and innovative space.

Creating Our Team
In 2009, Suzanne Sinclair, Allstate’s
director of talent acquisition, had a
vision to create an in-house recruiting model that mirrored the retained
executive search process for bonuslevel employees. The business case
for this vision was presented to Allstate
leadership after assessing the current
state of the company’s recruiting efforts
and meeting with internal customers
and retained search firms. The initiative was approved after leadership
saw the value, significant cost savings,
and energy it would bring to Allstate’s
recruiting function.
The mandates from leadership were
to procure experts who were knowledgeable about the candidate markets
and improve the efficiency of the methods used to recruit officers for the company. A new team, Leadership Talent
Acquisition (LTA), was formed within

Megan Buttita is the senior information specialist and Research
Team lead in the Talent Acquisition unit at Allstate in Northbrook,
Illinois. You can connect with Megan at www.linkedin.com/in/meganbuttita/.
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the Talent Acquisition Department.
Soon, two executive recruiters from
retained search firms, two search coordinators, and one sourcer (an information professional with a degree in library
science) were added to the team.
The role of the sourcer/librarian was
to add value by providing research
and related services for LTA’s emerging function. At first, the difference
between a sourcer with general research
capabilities and an information professional with sourcing capabilities was
not immediately clear. It soon became
apparent that an information professional, while not a traditional recruiting sourcer, could provide research
services beyond simply finding pools of
candidates. By adding an information
professional to the team, Leadership
Talent Acquisition took its service capabilities to a new level.
As the economy slowly recovered, the
Talent Acquisition Department started
to grow, and LTA began to rely less and
less on retained and contingency search
firms and started managing more candidate searches in-house. An additional
information professional was hired in
2012 to support Leadership Talent
Acquisition, and the team expanded to
12 members.

Assisting with recruitment, retention and instruction

In the latter half of 2012, Talent
Acquisition made a strategic decision
to bring recruiting completely in-house
and expand the roles of its information
professionals to serve all of Allstate’s
recruiting needs. To support this decision and meet the growing workload
and research demands of the unit,
LTA’s then-senior information specialist, Ozzie Meza, and Suzanne Sinclair
proposed the creation of a new unit,
Talent Acquisition - Strategic Services.
Strategic Services consists of two
teams: (1) Marketing and Branding
and (2) Research. By creating Strategic
Services, we are no longer competing
with retained search firms—Allstate has
recognized the value that Leadership
Talent Acquisition and its group of
information professionals provide. The
goal now is to expand the role of the
research team, in terms of both the
offerings we provide and the impact our
deliverables have on various projects
and hiring goals.

Maximizing Our Skills
The unique value the information professionals (known as information specialists within Allstate) bring to recruiting lies in the creation and presentation
of information that has been synthesized from a variety of resources. This
information is invaluable to business
discussions and provides recruiters and
hiring managers with the targeted information they need to ensure successful
outcomes.
For example, as Talent Acquisition’s
strategy shifted from “post and pray”
to passive recruiting (i.e., finding candidates who are not actively looking for
new jobs), department leaders recognized the need to improve our sourcing
operations. By adopting a more targeted sourcing approach using geographic
and labor market data, competitive
intelligence, and tailored searching
strategies, our information specialists
were able to set more realistic expectations and requirements for the types of
talent that could be attracted.
The information specialists who
comprise Strategic Services – Research

By adopting a more targeted sourcing approach,
our information specialists were able to set more
realistic expectations and requirements for the
types of talent that could be attracted.
are organized according to Allstate’s
business functions, allowing them to
build expertise in, and consult on,
certain areas. Each information specialist has his or her own “sweet spots”
that are encouraged and utilized in
different ways. Currently, Strategic
Services – Research comprises the
following personnel: a manager, a senior
information specialist, and a group of
information specialists.
The manager. In addition to setting
strategic goals for the research team,
the manager plays a key role overseeing
workloads, networking internally and
externally, coordinating the professional
development of the overall team, and
consulting on projects that specifically
support Allstate’s senior leaders.
The senior information specialist.
The senior information specialist plays
a key knowledge management role by
managing technologies necessary for
us to track our work and capture intelligence. Technology can include sourcing tools such as LinkedIn, project
management tools such as SharePoint,
and candidate management tools such
as customer relationship management
software.
The
information
specialists.
Information specialists are the knowledge leads and serve on the front line of
the team. They are responsible for managing research requests, fulfilling clients’
needs, and participating in hiring manager kick-off meetings. In these meetings, the information specialists have
the opportunity to ask pertinent sourcing
questions of the hiring manager, thereby reducing the “telephone tag” effect.
The information specialists also are
the lead researchers for targeted recruiting initiatives, such as military recruiting, diversity recruiting, and college
recruiting.

Leveraging Our Tools
Recruiting is a fast-paced function, and
the information specialists who work in
this space must be able to find, analyze,
and provide information in an accurate,
clear and concise way under very tight
deadlines. A desire to discover new
tools and techniques for finding information is a must, as is a passion for
solving complex problems in creative
ways. Project management and business analysis skills are helpful as well,
as they enable information professionals in recruiting to translate the needs
of the wider business into actionable
information.
While technology in all of its forms—
in-house, ad hoc, and vendor-specific—supports the information specialists, it is only a means to connect
the dots and help make sense of the
data. Ultimately, information specialists
must use their professional skills and
training to optimize Allstate’s recruiting efforts, which requires providing a
variety of services such as competitive
intelligence, labor market intelligence,
benchmarking, resource evaluation,
and research instruction.
Before the Research team was developed, Allstate relied heavily on thirdparty research vendors to provide competitive intelligence and other sourcing services. Reducing and, in some
cases, eliminating our dependency on
these outside vendors freed up financial
resources that enabled us to purchase
some key research tools.
While we use many traditional
resources that special librarians in other
fields would recognize, our suite of tools
changes depending on the specific need
and the recruiting landscape. We rely on
the following for our core toolkit:
• News aggregators, which allow us to
monitor important industry and company news;
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• Market research tools that provide
us with market segmentation data;
• Business research tools, which are
necessary for building comprehensive target lists;
• Government sites that provide demographic information (usually free of
charge); and
• Employment Websites, which allow
us to post jobs and provide quality
information on talent pools.

Aligning with the Organization
Because we are function-specific within
Talent Acquisition, we have the luxury
of concentrating on one business area
(recruiting) and thus can dig deeply
to address the needs of our clients.
This has enabled us to build specific
business acumen related to recruiting
and provide Allstate with a competitive
advantage for talent.
To help stay connected to the needs
and concerns of the larger organization, the Research team introduced
communities of practice in 2012 to
enable recruiters and sourcers from
various teams to connect and learn.
This method of sharing information has
been extremely successful, as today a
community of practice exists for each
major role within Talent Acquisition.
Being function-specific, we also face
challenges navigating the larger organization. The Research team has made
connections with other information professionals within Allstate by tapping into
our professional and personal networks.
There are several other information
professionals within the company, and
they are wonderful resources to have at
hand. We share ideas and keep each
other up to date on the work we are
doing and the resources we use.
Additionally, we work with other
groups within Allstate that provide services similar to ours, such as Workforce
Measurement and the broader Human
Resources Department. Establishing
these types of relationships allows us
to stay abreast of the overall research
needs of the company and helps align
our strategy with that of the enterprise.
10

Service Principles of
Talent Acquisition –
Research team
• Act as consulting partners
• Maintain consistent methodologies
• Foster collaboration across talent
acquisition
• Communicate Allstate’s value
proposition
• Identify opportunities for learning
• Participate in communities of
practice
• Influence through education and
information
• Connect clients to dynamic
resources
SOURCE: Allstate, 2013

Promoting our services has been
a challenge thus far, as our clients
have varying needs and our team in
its current state is still relatively new.
One of our main objectives this year
is to conduct “road shows” to provide
instruction on our research techniques.
We also want to create a feedback
mechanism that will continually help us
gauge the types of research activity that
are in demand.

Serving Our Clients
When we present information, it is
a learning experience for both the
recruiter and the hiring manager. For
example, when we pull demographic
information for a region or build a target
list of competitors, it helps everyone
involved better understand the supply
of, and demand for, talent within a
specific occupation. The work our
information specialists perform allows
them to conduct informed conversations with their clients and builds
market knowledge that will help them
provide even more value when responding to the next request.
We are always making sure we stay
on top of industry trends and techniques and remain open to change.
The Research team holds weekly meet-
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ings where we come together to review
projects, balance workloads, and solicit
ideas about new tools. We meet with
our Marketing and Branding colleagues
on a monthly basis to touch base and
align projects and strategies as necessary.
In keeping with Allstate’s commitment
to its customers, the Research team
commits to delivering a service that is
aligned with the business needs of its
customers. We have established service principles (see sidebar) that hold
us accountable for being consultants
with our partners, not just information
gatherers. We recently implemented a
number of processes and mandates to
ensure we “live into” our service principles; these processes and mandates
include the following:
• We use a research request
form (which we developed with
SharePoint) that serves as our
research tracker and knowledge
base.
• With each request, we complete
a robust service level agreement
detailing our time to respond and
service expectations.
• We know that change is inevitable,
so we expect team members to be
agents for change and use teachable moments to ease anxieties and
transfer knowledge.
• We remind ourselves that sometimes
the most obvious answers are free,
easy, and quick wins.
• Teach, learn and improvise!
Our service principles underscore
the purpose of creating the Research
team, which was to fundamentally shift
the perception of the Talent Acquisition
Department so that others would see it
as a strategic partner within the enterprise. Adding information professionals
to Talent Acquisition has enabled our
unit to make great strides in this direction and improve the recruiting function
within Allstate. SLA
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Retention Matters,
But It’s Not the Only
Thing That Counts
As higher education shifts its focus away from retention
toward graduation, librarians are seeking new ways to
connect with students and ensure their success.
By Steven J. Bell, MLS, EdD

T

here’s a reason that colleges, small ones in particular,
invest so much energy in
student retention. Imagine
a tuition-driven college with 1,000 students or fewer. Beyond the cost of
enrolling students who leave before
they graduate—a cost that represents
a lost investment—the foregone tuition
revenue can have a dramatic impact.
Even the loss of 5 or 10 students could
force the institution to reduce staff,
eliminate faculty and programs, and
freeze hiring. If this cycle repeats itself,
the college could be reduced to merging with a stronger institution or, worse
yet, cease to exist.
That scenario is real, and it is happening. A recent report by Inside
Higher Ed (Rivard 2013) listed multiple
institutions affected by unanticipated
enrollment declines. Martin University
in Indianapolis, for example, expected

700 students to enroll for the 2013-14
academic year, but only 522 did, so
the university cut 16 faculty and staff
positions.
The problem is not limited to small
colleges; every higher education institution is seeking to improve its retention
rate. Money isn’t the only reason—
declining enrollments can also have
a negative impact on college rating
systems—but few schools can afford to
lose tuition revenue. To a certain extent,
it’s about more than even ratings and
money. Faculty and administrators alike
genuinely want to provide a great learning experience that encourages students to persist to graduation, and they
will do all they can to make it happen.
Efforts to improve retention will no
doubt help, but ultimately, new strategies to achieve an improved competitive position in a rapidly shifting higher
education landscape may be the only

Steven Bell is associate university librarian for research and
instructional services at Temple University. He can be reached at
bells@temple.edu.

difference between sustainability and
collapse. This article will share observations and thoughts about retention
practices and suggest ways in which
academic libraries can contribute to
keeping students enrolled, but it will
also discuss how new trends in higher
education may shift the focus from
“keep them enrolled” to “get them
graduated.”

Demonstrating Value
As colleges and universities scrutinize
their budgets for ways to keep costs
and tuition prices stable, the pressure to justify funding allocations and
hold recipients accountable for results
continues to build. This has academic
librarians looking for new ways to prove
they contribute to their school’s mission. Retention is taking on new meaning for academic librarians who want to
demonstrate their institutional value.
In the past, researchers sought to
demonstrate value by establishing a
relationship between library use and
academic performance. In today’s age
of big data, attention is turning to
the crunching of transaction counts to
produce any signs of library use—borrowing books, using library databases,
coming into the library—that can be
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connected to high grades, graduation,
and other outward indications of academic success. While these quantitative
approaches tend to produce positive
results, with library investments correlating with better academic performance, the retention research suggests
that what works best is more qualitative
than quantitative in nature. Specifically,
students who persist to graduation often
benefit from a good support network
and relationships with faculty, administrators and even librarians.
In light of this research, academic
librarians are creating new opportunities to build relationships with students
that will offer the type of support that
may keep them enrolled. For example,
to provide extra support to students
when they are most at risk of dropping
out, many librarians have implemented
so-called first-year programs designed
to meet the specific needs of freshmen. Given that the transition from
high school to college-level research is
a significant hurdle for many first-year
students, these programs improve the
odds of retention by providing direct
research support and education. Other
ways that academic librarians build
relationships include launching “personal librarian” programs that match
librarians with new students, enhancing information literacy education, and
embedding themselves within both
physical and virtual courses. In each
case, academic librarians are working to build closer relationships with
students.
Anecdotally, we know that students
who build relationships with librarians
are more likely to persist to graduation. When librarians become part of a
student’s support network, the student
improves in ways that lead to better
academic performance.
Connecting with students both inside
and outside the classroom can only help
improve the odds of retention. While
retention continues to present challenges for all but the top institutions of
higher education, some of the changes
in the higher education landscape may
drastically change how we think about
and respond to the retention problem.
12

A Shift to Alt-Higher Ed
Although traditional undergraduates
drop out of school for multiple reasons,
from loss of financial aid to family problems, academic failure remains one of
the primary causes. Higher education
bases most retention strategy on preventing academic failure among traditional students—those who enroll as a
freshman, accumulate the necessary
academic credits at the same institution over a period of four to six years,
and then qualify to graduate. Retention
efforts strive to keep the student on the
straight and narrow path from convocation to commencement.
As higher education evolves and more
institutions experiment with the traditional four-year undergraduate model,
students are finding a more diverse
menu of options for reaching that end
point where the diploma lies. What
if moving from one higher education
option to another actually improves the
odds of persisting to graduation—and
offers a less costly approach to getting
there? In fact, what may be emerging
now is a new higher education path in
which funding and accrediting agencies
care less about single-institution retention and become more accepting of
multi-institution experiences as long as
students graduate within a reasonable
amount of time and with minimal debt.
Two factors are causing higher education planners to think differently about
retention. First, as the path to a diploma
shifts from something that happens
at a single institution to one that can
happen at a mix of different ones (both
physical and virtual), the challenge to
retain students at any one institution will
intensify. Second, as federal and state
governments increase the pressure on
colleges and universities to demonstrate
their effectiveness in graduating students—and increase the possibility they
will implement policies to tie funding to
graduation rates—finishing school at
an institution may become much more
important than enrolling at a school and
staying there.
Together, these shifts in the traditional
model may be thought of as “alt-higher
ed” (alternative higher education). In
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this new model, student retention is
more elusive than ever, but it may be
less important in the overall outcome of
a student’s academic career.
Higher education, after all, is by no
means immune to the disruptive innovation that has altered or diminished
many other industries that failed to
adapt to their “unbundling.” The classic example of unbundling is the analog music industry. When digitization
shifted the market from the purchase of
pre-packaged or bundled albums and
compact discs provided by recording
industry “labels” to single songs available for purchase from online vendors
(including Apple, Amazon and Google
Music), consumers were free to buy the
songs they wanted from the vendors
they preferred. In the analog world, if
a buyer wanted to acquire a particular
song or two by an artist, he or she was
forced to purchase the whole album
from the label—just as students are
required to purchase and earn a certain
number of course credits from a single
diploma distributor (a college or university) in order to graduate.
Now imagine a higher education
industry where students can move
from institution to institution, mixing
multiple types of institutions with inclass and online (or hybrid) options.
These students purchase the courses
they wish to take from the institutions
they choose, based on price, quality of instruction, or any other desired
variable. As they “swirl” from place to
place, showing little allegiance to any
one education provider, the students
accumulate enough credits to graduate
at a single institution willing to accept
their credits.
The accompanying graphics illustrate the evolving, disrupted alt-higher
ed model that is slowly taking hold as
the industry moves from the traditional
linear path to the new non-linear path
made possible by unbundling the process by which diplomas are earned.

Retention is Good,
Graduation is Better
Our current orientation toward retention
revolves around receiving an education
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Figure 1: Traditional Linear Model

Figure 2: Alt-Higher Ed

at, and graduating from, a single institution. Alt-higher ed offers a new scenario
wherein multiple and more affordable
paths to graduation reduce the significance of single-institution retention.
The old model was hardly working anyway. According to the National
Student Clearinghouse, fewer than half
of students who entered college in 2007
finished school where they started,
and almost a third are no longer taking classes toward a degree anywhere
(Elliott 2013).
Frustrated by these results, the
National Commission on Higher
Education Attainment, a group of college presidents convened by six higher
education associations at the behest of
the Obama administration, issued an
open letter to higher education leaders
that had one dominant message: college
completion must be our priority. College
presidents were urged to do all they can
to help increase the nation’s graduation
rates—not just increase retention.
That message has been reinforced by
Arne Duncan and the U.S. Department

of Education (Elliott
2013). In an effort to
increase national college graduation rates,
Duncan indicated the
U.S. Government will
explore tying federal
funding to graduation
rates.
With federal financial aid on the line,
perhaps it matters
little how many students enroll at an
institution—what
really counts is how
many graduate from
it. In alt-higher ed, the
expectation is that no
single provider retains
a monopoly on a student’s college education.
In anticipation of
this change, and with
the growing interest
in tying state higher
education funding to
graduation rates, perhaps retaining students will become less valuable than
getting credit for graduating them, no
matter where they earned their credits along the way. The new mantra of
many institutions might become, “Just
graduate ‘em.” If student retention rates
increase, all the better, but if not, then
do what is necessary to guide students
to graduation by providing a better
option.
As higher education’s evolution
moves increasingly in the direction of
alt-higher ed, where students move fluidly between colleges and universities—
both physical and online, non-profit and
for-profit, no cost and high cost (and
everything in between)—the concept
of retention could change drastically.
The institutions that succeed at retaining students will evolve by creating an
educational ecosystem that matches
students to the type and level of higher
education that moves them through the
system. They will deliver the form of
higher education that provides the necessary levels of learning and support—

at the right cost—to keep students from
failing. This could be done through
partnerships that bring together a multitude of players, all with one collective
goal: to keep the student within a single
ecosystem (as opposed to a single institution) that moves him or her along the
path to graduation.

Focusing on Retention (for Now)
While it’s interesting to consider whether retention will still matter under an
alt-higher ed model, the pressure to
retain students for as long as possible
shows no sign of easing in the near
term. Colleges and universities continue
to view a retained student as a payoff on
their admissions investment, and higher
retention rates still translate into higher
rankings—and these rankings still matter a great deal.
In an Inside Higher Ed essay titled
“Research to Improve Retention,”
Robert J. Sternberg (2013) shares 12
research-validated risk factors that most
contribute to retention failure. The number-one reason is academic incompatibility. Put simply, students enroll at an
institution or in a major field for which
they are completely unprepared to succeed. If institutions improved their ability to match students with a major in
which they can succeed, they would
immediately increase retention.
Looking at all 12 risk factors, it’s hard
to say exactly where an academic library
could provide support to help retain
students, but there are some opportunities. Most of what librarians are doing
would best address risk factor #4, the
inability of some students to develop a
mindset of self-efficacy and resilience.
Librarians might be able to make the
case (once the data are crunched)
that checking out books, consulting
with librarians, clicking on database
articles, and engaging in other libraryrelated learning and scholarly activities
may actually help students achieve the
self-efficacy that leads to academic
persistence.
While positive data can help academic librarians tell their retention story, I
believe most of them want to do more
than just increase transactions and
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boost clicks. Librarians want to be at the
forefront of connecting with students in
ways that keep them connected to the
library and their academic program.
By helping students achieve academic
success, librarians make their most significant contribution to retention.
What else can librarians do to boost
student retention? According to college
student retention research, two of the
top six reasons undergraduates drop
out are lack of financial resources and
poor grades (Sternberg 2013). While
academic librarians are unable to do
much about students’ financial resources, retention research shows there are
five things librarians can do that will
help students persist to graduation:

figure out where they fit into the rapidly
changing landscape of higher education
and how they can best leverage their
resources to help students get their
diplomas—wherever that happens. As
long as they continue to do things that
help students succeed academically,
academic librarians will demonstrate
the value they contribute to higher education. SLA

• Emphasize the delivery of individualized research assistance and personal attention;

Luzer, Daniel. 2011. Why Students Drop Out.
The Washington Monthly. College Guide.
Published 18 February. (http://www.washingtonmonthly.com/college_guide/blog/why_students_drop_out.php)

• Focus on building research skills as
a core contributor to student academic success;
• Provide data that link student persistence and satisfaction to the library’s
services, resources and people (not
just its collections);
• Demonstrate how the library can
contribute to a campus-wide effort
that uses perks and incentives to
keep students until graduation; and
• Explore ways to involve the library in
working with parents to support student success.
No matter where higher education is
headed, there’s little doubt that college
students of all ages and financial situations—whether they learn in a physical classroom or online, whether they
attend a traditional institution or something experimental—will be challenged
to overcome the many barriers to graduation. An alt-higher ed approach may
offer more options for those who would
likely struggle and fail in a traditional
setting. As new options in the higher
education enterprise mature and offer
students more flexibility and choice, it’s
possible that the focus will shift from
retention to graduation.
Academic librarians are still trying to
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Building Practice
Guidelines for Health
Practitioners
Information professionals in health care settings can provide
research to underpin treatment guidelines and educate
practitioners about best practices.
By Nancy Allen, MS, MLS

W

hen treating patients,
health care providers
take several factors
into account—including the relevant scientific literature and
their patients’ preferences—before
making decisions. Prominent among
the sources of information they consult
are clinical practice guidelines (CPGs),
which are statements that contain recommendations intended to optimize
patient care. CPGs evaluate the quality
of the relevant scientific literature and
assess the likely benefits and harms of
a particular treatment, allowing health
care providers to select the optimal care
regimen for an individual patient based
on medical evidence.
The sheer number of clinical practice
guidelines available makes it difficult
for health care providers to determine
which guidelines are of high quality.
The Guidelines International Network
database, for example, contains more
than 3,700 CPGs from 39 countries,
while in the United States, the National
Guidelines Clearinghouse has nearly
2,700 CPGs (IOM 2011).
To enable health care providers
to more easily identify high-quality,
trustworthy guidelines, the Institute

of Medicine, a division of the U.S.based National Academy of Sciences,
published a report, Clinical Practice
Guidelines We Can Trust, in 2011.
The report acknowledged the increasing number of CPGs published by professional societies like the American
College of Chest Physicians and the
Association of Neuroscience Nurses
and set forth eight standards for developing and evaluating guidelines (see
Table 1) to help practitioners discern
appropriate care for their patients.

Developing Practice Guidelines
At Children’s Mercy Hospital in Kansas
City, Missouri, the Office of Evidenced
Based Practice (Office of EBP) is
responsible for identifying, modifying,
implementing, and evaluating the outcomes of clinical practice guidelines. I

am the EBP research specialist in the
office. Along with the director of EBP,
the medical director of EBP, the medical librarians, the Quality Improvement
Program managers, and the data analysts and statisticians, I coordinate the
work that surrounds CPGs at our hospital.
Although CPGs are the backbone of
our work, we also create evidence profiles for specific questions. For example, the hospital’s Safety Committee
may desire a review of techniques to
care for central venous catheters, the
value analysis professionals may want a
review of products that are available to
prevent pressure ulcers in hospitalized
children, or the Weight Management
Program may need to obtain a review of
non-nutritive sweeteners.
Whenever a question comes into

Nancy Allen is the evidence based research specialist in the
Office of Evidence Based Practice at Children’s Mercy Hospital in
Kansas City, Missouri. She supports health care practitioners by
inserting evidence behind the care they provide. She can be reached
at nallen@cmh.edu.
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Table 1: Standards for Developing Trustworthy
Clinical Practice Guidelines
Standard 1

Establish transparency.

Standard 2

Manage conflict of interest.

Standard 3

Include all interested parties in guideline groups, including
consumers.

Standard 4

The format of literature review should be systematic review
and meta analysis.

Standard 5

Describe both the quality of the research used for the
recommendation and the strength of the recommendation.
Include clinical experience and values (both practitioners’
and patients’) in the recommendation.

Standard 6

Clearly state the recommendation that is being made.
State recommendations so they can be measured.

Standard 7

The guideline should have an external reviewer.

Standard 8

A plan for updating the guideline should be published
and adhered to.

SOURCE: Standards for Developing Trustworthy Clinical Practice Guidelines.
Institute of Medicine, 2011.

the Office of EBP, we first form a
guideline team comprising members
from all medical and functional areas
the project will touch (thereby increasing the odds of the team’s success).
Thus, for a guideline centered in the
Emergency Department, the team will
include physicians, advance practice
nurses, and pharmacists who specialize
in emergency medicine. In general, we
require at least two physicians on each
team; the other core team members are
medical librarians, nurses, consumer
representatives, pharmacists, educators, electronic health record (EHR)
specialists, and Quality Improvement
Program managers. Allied health care
professionals such as respiratory therapists and dietitians serve on teams that
pertain to their discipline. The director
of EBP and I serve as facilitators, with
one of us assigned to each team.
The tools and steps involved in evaluating, modifying and creating CPGs are
not familiar to most health care professionals. Although schools of medicine,
nursing and allied health teach the tools
of EBP, it is a recent addition to most
curricula. As a result, the first task of
any guideline team is to educate the
group about the principles of EBP, the
guideline standards from the IOM, and
the tools used to create CPGs.
16

To begin the guideline formation process, we teach the basics of asking
questions. As a librarian, I know from
conducting reference interviews that
the better the question, the better the
search results. Together with the medical librarians, I teach group members
to ask questions in the PICOT format—
population, intervention, comparison,
outcome(s) and article type.
To understand how PICOT works,
consider the following example.
The asthma care specialists on the
Emergency Department (ED) CPG team
asked whether a child who presents to
the ED with a moderate asthma exacerbation (the population) should use
inhaled ipratropium (intervention) or not
use it (comparison) to prevent hospital
admission or decrease the length of
stay in the ED (outcomes). Randomized
controlled trials were identified as the
desired article type for this question.
Each question generated is forwarded
to the Health Sciences Library. The
medical librarians select the appropriate
database(s), conduct the research, and
return the results. The CPG team leaders review the results and select certain
studies for closer reading. The Office of
EBP is responsible for reading and synthesizing the selected research.
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Creating Research Scholars
Six years ago, it became apparent that
requests for literature syntheses were
overwhelming our office. We were relying on the members of guideline teams
to read and blend the published literature to support the recommendations
of the CPG. Guideline team members
had divergent abilities to read and
understand the medical literature, and
the formats of the reviews they created
were not similar.
To ensure the development of
information packages that are alike
for each question asked by guideline
teams, we created the Evidence Based
Scholars Program (Scholars). We train
the Scholars, who are medical, nursing and allied health professionals, to
read and abstract information from the
health care literature. Admission to the
program is competitive—it requires an
application and interview process, and
program members must undergo an
18-hour training program that includes
instruction on peer reviewed (versus
non-peer reviewed) information sources
and the structure of published health
care research. We teach Scholars
to use Cochrane’s Review Manager
(RevMan) to review intervention studies
and Critical Appraisal Skills Programme
(CASP) checklists to read observational
cohort studies.
As of the writing of this article, we
have 15 Scholars. They meet for seven
hours each month to read the literature
pertaining to selected questions. We
teach the Scholars to evaluate the study
methods, including the study type, participants, interventions and comparisons, and outcomes (thus mirroring the
PICOT question format). We also teach
them to assess for study bias.
For observational cohort studies, the
Scholars use the Critical Appraisal Skills
Programme tools to assess the validity,
results, and applicability of the studies.
CASP guides users through a research
report in a systematic manner so as to
collect pertinent information from the
article. The Scholars use CASP to verify
whether a study should be included in
the information package, and the Office
of EBP then validates the Scholars’
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work. The Scholars read single studies,
and the Office of EBP aggregates the
studies for a single PICOT question into
an information package.

Implementing New Guidelines
The guideline team makes their treatment recommendations in the CPG
based on three sources of information.
The first source is the information package created by the Office of EBP. For
each PICOT question, the information
package includes the search terms
used to find the literature and databases and a list of the references the
team leaders chose.
We separate the studies that were
selected for each question into two
groups: those that are being included
in the information package, and those
that are being excluded. There are two
main reasons a study is excluded—it
does not answer the PICOT question,
or it is a narrative review rather than a
research study. The reasons for exclusion are included in the information
package for purposes of transparency.
The package contains a summary of
the studies and a statement about the
strength of the research that supports
the recommendation.
The second source of information is
clinical expertise, which is useful when
the published literature on a topic is
sparse. Although the quality of clinical
expertise is lower than that of scientific research, it is valuable nonetheless.
When the clinical expertise of one practitioner conflicts with that of another, we
use an anonymous voting technique to
reach consensus.
The third source of information is a
value statement. We strive to include a
value statement in all of our treatment
recommendations—values are part of
every recommendation we make.
Once the treatment recommendations have been finalized but before
the CPG is published, the Office of EBP
launches an education campaign about
the new guideline. Our goal is to coordinate the education efforts to create a
“buzz” about the new CPG.
As part of our efforts, CPG team
members educate their colleagues—

for example, the ED provider takes the
information back to the ED Division, the
pharmacist takes it back to the pharmacy, the nurse educators take it back
to the Nursing Department, and so on.
We assist the health care practitioners
in developing their teaching plans and
attend their training sessions to support
them. Once the publication date is set,
the CPG is published on our Website.
When the CPG is published, we also
change the order sets in our electronic health records (EHRs). In our
EHRs, health care providers’ orders
are grouped together as “order sets.”
When using EHRs, a provider can open
an order set and see what type of treatment might be ordered for a specific
condition. In order sets attached to a
CPG, we link the information package
to individual orders.
For example, the CPG for asthma
in the Emergency Department recommends the medication ipratropium for
children with greater than a moderate
exacerbation, but not for children with a
mild exacerbation. The evidence summary that synthesizes this research is
linked to the order. The provider can
select the link to read the evidence
summary and choose the medication if
appropriate.

Monitoring Outcomes
Each CPG has a set of outcomes that
we monitor after implementation. One
such outcome is order set utilization—
even if an order set exists, providers can
still write their treatment orders individually. Other common outcomes we
monitor are the length of stay in the ED,
an Urgent Care Center, or an inpatient
setting and the rate of admission to the
hospital from these settings.
For treatments that are not recommended by the CPG, we track how
many times they are ordered. Our EHRs
are not indexed well, so retrieving data
from them can be difficult.
In the past, health care providers
retrieved information about patient care
by reviewing charts, which was time
intensive. For example, they selected a
sample of medical records with a common diagnosis and reviewed each chart

individually to identify the treatments
that were ordered and the resulting
outcomes. With EHRs, queries can be
performed to enable providers to look at
all patients with a common diagnosis.
For example, the Office of EBP runs a
report each month on all children with a
diagnosis of asthma who are seen in the
Emergency Department or in our Urgent
Care Centers. The report includes information about whether the order set was
used, the number of patients with the
diagnosis, their length of stay in the ED
or center, whether they were admitted
to the hospital, and which treatments
were ordered during their admission.
Health care practitioners are often surprised to learn that information about
their practice and outcomes is available
within a month.
When I reflect on the work of the
Office of EBP and how we handle
information, I would say we devote the
majority of our efforts to the diffusion/
utilization side of the information cycle.
We take published research and synthesize it into guidelines and order sets,
then continue to monitor the order sets
to ensure they are meeting the needs of
our patients and health care practitioners. By including health care providers
in the guideline creation process and
then monitoring the outcomes of their
treatment decisions, we help increase
the reliability of medical care at our hospital. Each time we receive a question
that indicates a guideline is not meeting
the needs of practitioners and patients,
the cycle starts over and we work to
improve our CPGs. SLA
RESOURCES
Critical Appraisal Skills Programme. Oxford,
United Kingdom.
Institute of Medicine. 2011. Clinical Practice
Guidelines We Can Trust. Graham, R., M.
Mancher, D.M. Wolman, S. Greenfield, and
E. Steinberg, eds. Washington, D.C.: National
Academies Press.
Review Manager (RevMan). The Cochrane
Collection. Oxford, United Kingdom.
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10 Questions:
Alex Grigg
Humble about winning awards and comfortable with
avoiding publicity, Alex Grigg has quietly risen to
prominence within SLA and the information profession.
By stuart Hales

T

here’s something about
libraries that brings out the
best in Alex Grigg. As a
child, he won awards for
reading more library books than any
other student in his class. After graduating from college and working for
a couple of years, he chose librarianship as a career path. In 2012,
he received the Special Librarian of
the Year award from the Kentucky
Library Association; last year, the SLA
Kentucky Chapter presented him with
its Outstanding Member Award.
Alex will be the first to tell you, however, that what excites him about the
profession isn’t so much libraries as
librarians—the people rather than the
buildings and collections. He thinks
the best thing about SLA is that it
brings together information professionals from a variety of environments
and perspectives. He believes the
Kentucky Chapter is strong because

many of its members get along well
and want to keep in touch with one
another. And he gives much of the
credit for his awards to colleagues
who have written positive recommendation letters on his behalf.
Not surprisingly, Alex thinks the
future of SLA lies with librarians—providing them with valuable resources
and more opportunities to interact,
both face-to-face and virtually—rather than people outside the field, such
as IT professionals. To the extent
SLA has room to grow, he feels it will
result from attracting librarians who
work in public and school environments. “I think the scope of SLA has
to increase to include those people,”
he says.
Information Outlook spoke to Alex
recently about librarianship, SLA,
his job, and why he’s fine with being
overshadowed on Google.

Stuart Hales is senior writer/editor at SLA and editor of
Information Outlook.
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Why did you decide to become a librarian, and what attracted you to special
librarianship and SLA?
I kinda’ got into it for the same reason that a lot of people do—I was a big
library user as a kid and a huge reader,
mostly of fiction. I got awards in grade
school for reading the most books in
my class, and then in high school I did
a lot of work as a four-year member of
a debate team that required researchbased library usage. I always really
enjoyed libraries and liked visiting them
and finding out what’s in them.
I enrolled in library school largely
because I took the path of earning
undergraduate degrees that basically weren’t worth anything. (laughs) I
majored in English, but wasn’t interested in teaching it; I majored in German
as well, but wasn’t good enough to do
formal translation. So I took a few years
off, then decided I needed another
degree for a job that might last awhile
and match an actual job description. So
I looked into librarianship.
After I got into library school, one of
my first classes surveyed the different
types of libraries and library organizations. I was surprised to hear about
corporate libraries, actually. I thought
it looked like a really interesting oppor-
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tunity—I’d be in environments where
I’d be working on specific projects with
specific people, and I’d get to see the
results of what I was working on, much
more so than in public or academic
settings. I ended up getting a job here
at Lexmark as a graduate assistant
and was able to parlay my interest in
special librarianship into a managerial
position, which has worked out really
well for me.
While I was a graduate student, one
of my bosses here was very intent on
getting me involved in SLA. SLA is really
the only library association that covers
corporate librarianship, so I got into it
and have stayed with it the entire time
I’ve been at Lexmark.
You’ve been an SLA member for roughly
a decade now. What do you most enjoy
about SLA, and what would you most
like to improve?
The thing I like most about SLA is
the variety of libraries and librarians
involved in it. Even though it’s the
home for corporate librarians and special librarians, you get a lot more than
that—you get vendors, you get public
librarians, you get academic librarians.
So you get to see library issues from a
wide variety of perspectives and talk to
people from a lot of different kinds of
institutions.
I’ve made friends with people in government libraries, academic libraries,
law libraries—all sorts of places. I’ve
gotten to see a little bit of how the issues
facing us are somewhat the same, but
they also vary a fair amount based on
what kind of workplace you’re in. The
basic processes of finding and delivering information may be the same, but
who you deliver it to and the pressures
and obstacles you face may be quite
different.
As far as what I would want to
improve, I think we’re still stuck in having most of our interaction take place
at physical events. I don’t think we
can totally get away from that, and it’s
really nice to interact with people at big
events like the SLA Annual Conference
and the Leadership Summit, and even
at state and regional events. But I think

our online presences are still not very
interactive. We’ve done a little better
recently—we’ve had virtual presentations from some of our organizational
units, but they’ve usually been just presentations, not back-and-forth forums,
which I think would be more useful.
We’ve also done a few Twitter talks.
It would be nice to have a continuing,
ongoing forum. I realize that one of the
difficulties with this is finding a forum
that people will actually use. I think SLA
has tried to do that a few different ways,
like with the communities of practice we
had in the past, but so far we haven’t hit
on one that has been super successful.
And I don’t have the answer to that,
unfortunately. Wikis are a good idea,
but they’ve been underused.
You have to have a place with the
information people need or want so
they’ll go back there and contribute to
it. I think it’s hard to get people who are
basically spending their time on SLA’s
Websites and other social media on a
volunteer basis to be interested and
involved enough to have a need for that
kind of information and then contribute
back to it.
At Lexmark, you’re the library manager.
What are the main duties of your job,
and what do you do on a day-to-day
basis?
I’m an almost-solo librarian—I’ve got
two half-time employees, one student
worker and one library technician. So
a little of my time is spent supervising
them and training them. They generally handle most of the basic stuff at
the library, such as document delivery
and book requests and finding articles
for people.
Since they’re both part-time employees, there are always days when I’m the
only one in the office, so on those days
I’m the one who will find books and
articles on an as-needed basis. I also
do a little bit of everything else, because
I’m the only professional librarian in the
library. I manage the library catalog and
handle the integrated library system
and run the daily reports.
One of the things I spend a fair
amount of time doing is Website devel-

Me, my selfie, and I: Alex Grigg in the library at
Lexmark.

opment. Within Lexmark, we’ve had
several different Web platforms over the
past few years, so I spend a fair amount
of my time redesigning Web pages and
updating them and making sure the
content and links stay current.
More recently, just in the last month
or so, I’ve been spending a lot of time
looking at our current contracts with our
vendors. I want to see what value we’re
getting from them and who’s using
what, and whether it makes sense to
keep the contracts at their current levels or whether we’d be better off finding
new information sources and tools.
Some of our information resources
have seen dramatic drop-offs in usage
lately, partly due to layoffs at Lexmark—
we closed a division recently, so there
have been employee changes here.
And some of it is because people are
going straight to the Internet for stuff
they’re trying to get, rather than using
the library tools. So part of my work
involves promoting the library’s tools—
we have an internal conference once a
year where I’ll set up a booth, and I’ll
present at new employee orientations
and at departmental meetings—and
part of it is making sure that the tools
we have are relevant to our needs at
the moment.
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You’re the treasurer of the SLA Kentucky Chapter, which has a reputation
for punching above its weight. What do
you think makes the chapter so strong?
I think the biggest factor is that
we’re partly a professional group and
partly a social group. A lot of us are
good friends with each other and get
along really well. There’s a high interest
in our professional activities, but we’ll
announce a happy hour and people will
show up to find out what everyone is up
to and keep in touch with one another.
I think that’s hard to do in bigger units
and those that are more geographically
spread out.
I’ve tried to replicate this environment
within the IT Division, but I haven’t had
a lot of success. I’ve tried to increase
our social media presence, but it’s
difficult to form personal connections
that way. I think that’s what makes
the Kentucky Chapter so active and
interested—we’re working to make the
chapter like a family and keep everyone
happy. And it’s easier to do that with a
smaller, less-dispersed group.
You received the Special Librarian
of the Year award in 2012 from the
Kentucky Library Association and the
Outstanding Member Award from the
SLA Kentucky Chapter in 2013. Where
do you keep the plaques, and how
would you describe your award acceptance style: humble and gracious, confident and charming, or shy and slightly
embarrassed?
I’ve got the KLA award on my desk
right now. I haven’t found a good place
to put the chapter award yet. It’s sitting in a closet, waiting for me to hang
it up.
I have to admit I feel a little bit humble about winning these awards. What’s
interesting about winning an award—
and I say this from having served on a
few award nominating committees—is
that while you have to have done something good to win it and contributed in
some way and developed a good track
record, a lot of it comes down to the
talents of the people writing the recommendation letters. If you get a good
20

letter written about you, it’s much easier
to win. (laughs)
So I have to feel a little bit humble.
Sure, I appreciate the recognition and
think to some extent that I deserved to
win these awards, but I also know I have
some good people behind me who are
willing to put me up for these awards,
and that makes a big difference.
Notwithstanding these awards, you
seem to be losing the battle of the Alex
Griggs on Google to an animator in
Australia. Have you ever contacted him,
and does it bother you that most of the
search results for “Alex Grigg” link to
him?

Speaking of finding you on the Web,
your Twitter handle is #SatansParakeet.
Why did you choose that handle, and
how do people react when they find out
about it?
That’s a holdover from an old high
school bulletin board service. It was
a user name that I would use fairly
often, but I never really intended for
that particular Twitter handle to be my
professional presence. I actually have
a separate Twitter user name that is a
little more reserved—it’s @#Alex_Grigg,
but you’ll hardly ever find it if you search
for me, because I don’t use it as much
or post to it as often. But it’s the one I
put on my professional presentations.
The reason I chose #SatansParakeet
is because I like to engage in religious
conversations—I’ve always been a fairly
avid atheist, actually—and I use the

I’ve never reached out to him, nor he
to me, but I’m not very worried about
the Google results. I’m just glad that my
name isn’t something like John Smith.
With Alex Grigg, it’s
just me and him,
and that’s about all
you can find.
To some extent I
don’t even mind it,
because it’s hard to
maintain any level
of anonymity on the
Web, and having
somebody else who
could be confused
for you at least
cuts down on the
glare. I’ve heard of
people who name Susan Brown (right) and Terry Buckner present Alex with the SLA
their kids in ways Kentucky Chapter’s Outstanding Member Award in 2013.
that will allow them
to have unique Twitter IDs and unique
ID more often in that setting. If you’re
e-mail addresses, and I think that’s
critical of religion, you tend to get a lot
of comments about how you’re a tool
kind of misplaced—especially for kids,
who you know are going to do some
of Satan, and I figured I was about as
crazy things. You don’t want people to
affected by that as Satan’s parakeet,
be able to find out about those things;
which is not very. I was just poking at
you want those things to disappear into
people a little bit and not doing much
the background. (laughs) You’d really
beyond that. I’ve sort of kept it up
almost be better off naming your kid
because it’s become recognized as my
user name.
Barack Obama, so there’d be someone
else to cover for him!
For all the talk about Twitter and other
So I’m OK with being in the back“social” media, most of us seem more
ground a little bit. And if you search on
comfortable using these tools for self“Alex Grigg librarian,” I come up pretty
promotion—posting details about our
high on the results. The people who
lives, pictures of our family vacations,
want to find me will find me.
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and so forth. Do you think social media
will ever truly become collaborative, and can (or should) librarians be
involved in that effort?
Among librarians, social media have
been used effectively as a collaboration
tool. For example, I’ll post a question
on Twitter now and then about an issue
I’m facing, and I’ll get an answer fairly
quickly from one of the librarians following me. I think having that kind of
collaboration and that kind of communication channel is very useful.
I’m a little more skeptical about social
media having much value as a collaborative tool for organizations. I think
organizations, in general, have a hard
time using social media effectively. You
want all the followers you can get and
you want people interacting with your
pages, but to get these things you have
to say something interesting or controversial, not just “Here are the library’s
hours.” That just gets you the people
who want to know the library’s hours
that day, but nobody is spreading that
tweet or that Facebook post.
I think it’s important, especially
today when so many libraries use their
Facebook page as their primary home
page, to have a presence on social
media. But I don’t know that it’s all that
valuable for libraries to spend a lot of
time posting messages to that page or
trying to gather as many followers as
they can. I certainly haven’t seen much
evidence that it works for them.
You spoke earlier about the SLA
Information Technology Division. How
do you see the relationship between
technology and librarianship playing
out in the years ahead?
I think it’s an uneasy relationship, and
I think it’s going to continue that way for
some time. Part of the reason, unfortunately, is that IT professionals are chipping away slowly—and, in some cases,
not so slowly—at handling knowledge
management. KM has become less
of something corporations expect their
librarians to do and more of something
they expect their IT people to do. They

herding something that someone else
has already done. They aren’t going
to be putting the systems into place;
they’re just going to do some of the tagging within a pre-existing IT structure.
It’s unfortunate, but I just don’t see any
way around it.
Speaking of the future, what do you
foresee for SLA, and what new directions (if any) do you think SLA should
pursue?

Alex manages the library at Lexmark, where he
is an “almost-solo” librarian.

expect their computer guys to be the
ones who post documents and make
sure they’re findable and ensure the
structure is set up so that people can
search the Website easily for what they
want. People don’t think about librarians first anymore for these tasks.
And I think this is going to continue
because IT professionals get paid more
than librarians. There’s no reason for
IT people to say, Hey, this is not the
thing we want to do. What’s really
happening is that the cost to provide
knowledge management from someone
in the IT field is going up, and to get
the same thing from someone with a
library degree is not going up. So there’s
not much benefit for IT people to enter
librarianship and become knowledge
managers from that side. It’s much
more to their advantage to never talk
about being a librarian, because that
puts them in a lower pay grade.
It’s hard to predict the future, but I
think the IT people are going to take
over the knowledge management field,
and librarians—to the extent they’re
involved at all, especially in the corporate environment—will just be shep-

I think we have to keep our focus
on librarians. Part of this whole name
change discussion was about whether
it would help us attract more IT professionals into SLA, and I just don’t see
that being very likely, for some of the
reasons I was just talking about. They
have their own organizations and professional groups, and there’s no reason
for them to join groups that would
provide them with fewer opportunities
and lower salaries. So I think to some
extent that SLA has to decide whether
it’s going to give up trying to attract IT
professionals into our group.
But on the whole, I have no doubt
that SLA will continue. I think there
are enough people who are strongly
involved and need its resources and
who value getting to know other library
professionals.
That said, I don’t think SLA is likely
to grow any time soon. I think we may
end up with more people who generally wouldn’t consider themselves to be
candidates for membership in SLA—
people from the public library world and
other environments. There are people
in public libraries who are doing more
specialized work than we realize, and
they often are not considered for membership. I think the scope of SLA has to
increase to include those people.
Maybe someone has a plan to bring
in new people that I haven’t seen so
far, but I don’t think the IT sector is
the answer for us. We have to focus
on librarianship and on the things
our members are actually doing
right now. SLA
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The Enterprise in a
BYOD World
Our customers live in a world that is device-friendly, and
organizations should do everything within reason to let
them work and learn in a similar environment.
By stephen Abram, MLS

In ancient times—the 1990s and even
the early part of this century—employers provided virtually all of the technology for your work. Typewriters, desks,
audiovisual equipment, telephones,
computers, and even actual floor space
came with the job.
No more. “Shift” happened, and the
end-user space in the workplace morphed. It continues to morph today, like
a science fiction shape-shifter!
Over the course of our careers, we’ve
watched the office paradigm disintegrate. The standard office arrangement
became (mostly) a cubicle farm where
staff were “hoteled.” Today, even the
idea that your work is portable and
can be carried around on a diskette
or CD-ROM (or even a USB drive) has
become quaint.
Looking at our customers, we see
more diversity in end-user device configurations than ever before. Our colleagues, customers, students, and
faculty are no longer standardized,
technologically stable, or even predictable. Even the notion of standardizing
software, desktops, and phone environments seems so quixotic.
What happened? Devices got really
personal, batteries got lighter and lon-

ger lasting, and communications got
faster. The only folks who seem to cling
to the older paradigms are in systems
environments at the laggard end of
the adoption curve. I even hear some
claim that it’s mission-critical to build a
closed garden for security and competitive reasons. Ha! To them, I merely call
out Edward Snowden, WikiLeaks, and
more examples to prove that technological barriers are more about disabling
employee performance, decision making and productivity than about having
a positive security impact.
Several tech shifts wrought this new
(and probably better) environment.
Smart devices and the applications
(apps) culture brought new dimensions of personal preference to enduser choice. Online access to the Web
and quality databases from anywhere
evolved from the 2,400 baud dial-up
and CD-ROM jukeboxes of my youthful
librarian years, as advancements such
as broadband, cloud storage, software
and computing opened the floodgates
to an ever-expanding mobile work environment that needs no institutional
support. Meanwhile, Google and social
media geo-tagged and tracked and
“adjusted” enough searches to make a

joke of institutional security policies.
For their part, employees ran maverick equipment and used personal
access to flout institutional policies that
attempted to get in the way of how they
wanted to work. If they couldn’t get
what they wanted at work, they merely
hopped on to their personal device
or logged in from home. Today, there
remain only a few very naïve organizations in willful denial of the way the 21st
century works.

Enable, Don’t Restrict
Nothing has challenged this new workplace environment more than the BYOD
(bring your own device) trend. This
trend experienced some early setbacks
as the result of a few very high-profile and very expensive experiments to
implement mobile devices (generally
tablets) in schools. These were reported
as spectacular failures in the popular
and professional press, for a number of
reasons (and there is so much here for
workplaces to learn):
1.		The schools tried to standardize on
a single device framework, such
as Apple iPads or Android tablets,
often with funding (and attendant
control) from the device supplier.
2.		The schools tried to maintain their
filtering policies and reduced access
on the standardized devices.
3.		The schools tried to restrict students’ performance by disallowing
downloads, software additions,
some plug-ins, and so on.
The basic goal seemed to be to
reduce the usefulness of the devices
and channel—to a fault—the students’
exploration and learning experiences
into a narrow band of information and

Stephen Abram is managing principal of Lighthouse Consulting Inc. and an affiliate of Dysart & Jones Associates.
He has held executive roles with information and software vendors as well as management roles in libraries. He is a past
president of SLA, the Ontario Library Association and the Canadian Library Association. He is an international speaker and
the author of a book, ALA Edition’s Out Front with Stephen Abram, and a blog, Stephen’s Lighthouse. He would love to
hear from you at stephen.abram@gmail.com.
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behaviors. The schools seemed to think
that reducing complexity and cost by
standardizing the system environment
trumped the benefits to the students
of expanding their educational experience, thus prioritizing administration
and management over learning.
The schools sold out to standardizing on a single device and a single
supplier, not only to fund the pilot, but
often with an eye toward longer-term
partnerships. Many device manufacturers, meanwhile, were restricting access
based on format (Kindles), censoring
content (Apple), or acquiring traditional
publishers and promoting their own
content and learning systems.
Would any library standardize on
a single publisher? Would any school
board, as a matter of policy, standardize on a single textbook supplier?
This approach seems patently ridiculous, but some of the experiments conducted thus far give pause. Moreover,
suppliers’ needs to create competitive
advantage by creating walled gardens
enforced through proprietary standards
are antithetical to the needs of public
institutions like schools and libraries.
Lastly, the schools participating in
these pilots seemed to be in denial of
the real world, in which a plethora of
operating systems provide choice and
competition, thereby driving innovation. The real world is the one students
experience and know everywhere else,
yet these pilots were preparing students
for a world with a single device supplier
and experience. Have we learning nothing from the PC-Mac wars, or the old
days when browsers didn’t consistently
operate to WWW standards?
It seems pretty obvious that excess
control of the technology environment
in schools is a horse that left the barn
quite a while ago. Corporate settings
that try to emulate this approach can
remain in denial and continue to fail, or
they can enter a 12-step program and
admit the obvious.
First, the workplace population is
already mobile. Employees are using
a plethora of operating systems, from
iPhones to Androids to Windows phones.
Some workers have higher levels of

comfort with their own device (and thus
are more productive using it).
Second, WiFi settings are the norm
in the real world, and workplaces don’t
get an exemption from that expectation.
If workers aren’t able to access WiFi
on the job, they often switch to their
phone’s data plan, which is now rarely
compromised by location.
Third, tablets are emerging as the
device of choice in a multiple-device
ecosystem and have begun to outsell
laptops. They’re light, access the digital
world, and work using both the “normal” Web and apps, which are turning
into a workplace/learning/social/cultural
ecosystem that is currently boundless.
Fourth, students in the pilots demonstrated the ability to break any digital
rights management, digital lock, system
lockdown, or other limit placed on their
devices. Those who didn’t know how
learned quickly with peer support. It’s
naïve to assume that employees aren’t
doing the same thing—especially those
who “jailbreak” their devices regularly.
Refusing to acknowledge these environmental factors just engenders disrespect among users, who will simply seek
support through alternative means. So,
as you ponder the best approach to
mobile device usage in your environment, consider the following advice:
• Stand up for reality. Don’t let 20th
century assumptions go unchallenged, as they can be (and are)
easily circumvented.
• Focus on training and education, not
on the device. Allow for all types of
devices. It’s not wise to standardize
a device in a competitive environment, and it isn’t a realistic strategy.
• Allow everyone to download apps.
Restrictions stifle; you want to
empower.
• Avoid being in an island environment, where the digital experience
is disabled, limited, parochial, and
arcane. It just makes it too hard to
learn and self-actualize.
• All this said, keep up to date with
common standards and allow for
software and cloud updating, with

the appropriate measures administered centrally. It saves money in the
long run and keeps your organization
up to speed.
I now commend to you “The Ten
Commandments of BYOD” that I re-posted on my blog, Stephen’s Lighthouse:
“The proliferation of mobile devices
entering the workplace feels like divine
intervention to many IT leaders. But
how will you support [your] workforce’s
desire to use personal apps and devices
while allowing them to be productive
in a secure environment that protects
corporate data? Find out with these Ten
Commandments.” (FiberLink 2012)
1.	Create Thy Policy Before Procuring
Technology
2.	Seek the Flocks’ Devices
3.	Enrollment Shall Be Simple
4.	Thou Shalt Configure Devices over
the Air
5.	Thy Users Demand Self-Service
6.	Hold Sacred Personal Information
7. Part the Seas of Corporate and
Personal Data
8.	Manage Thy Data Usage
9.	Monitor Thy Flock—Herd
Automatically
10. Drink from the Fountain of ROI
Let’s keep in mind that the mobile
device environment is still in its early
stages and will mutate beyond our
imagination, as embeddables, wearables, apps and more become essential, especially in sectors where information professionals thrive (e.g., medicine,
law, the military, finance, and investing). It’s far more useful to create learning opportunities for critical judgment,
learning and ethics than to impose
overly restrictive environments that limit
potential. Yes, it’s a political and institutional challenge, but it’s critical to the
future success of our world. SLA
REFERENCES
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Hiring the Ideal Job Candidate

Finding the best candidate to fill a vacancy requires careful
planning, thorough communication, and attention to both
current and anticipated future needs.

Interviewing Candidates

By Debbie Schachter, MLS, MBA

In my last column, I wrote about succession planning, which is linked to
retention and job satisfaction. As this
issue of Information Outlook addresses
recruitment and retention, it seems natural to follow up on some of the themes
I raised in the previous column.
Recruitment and retention are integral to creating a positive and effective
information center. How we locate and
retain good people reflects our philosophies about hiring and organizational
culture. The process of finding new
people for our organizations should not
be taken lightly, but it is not as onerous
as many supervisors fear.
The reality is that often we become
worried because we are losing a good
person and must try to replace skills that
may not be readily available in the workplace. There are many good people out
there looking for work, however, so we
have an opportunity to not only replace
existing skills but develop new ones inhouse if we find the right person.
With that in mind, it’s helpful to think
about what kind of person you really
want to hire. Has the position existed
for a long time? If so, should you review
its description and qualifications before
posting a vacancy announcement? Do
you want to replace the skill set of the

previous employee, or is it possible to
bring in new skills or areas of focus
that you did not need before? Is there
an internal candidate that you think
would be perfect for the position? Is
there someone internal who would like
to take on some of the responsibilities
of the position, thereby allowing you to
develop and post a different position?
Think about the future as well as the
present. Make a list of the skills and
experience you need today and what
you think you’ll need in the future.
Does your list describe the position
that has become vacant? (If you’re
hiring for a union position, changing
a job description can be time consuming, so you need to plan early—
ideally before the incumbent’s departure). Always work with your Human
Resources Department when changing
job descriptions to ensure you craft a
quality job posting.
When recruiting, you need to go
to the obvious places as well as use
your informal networks. SLA provides
international coverage, and other library
associations or job boards are available
as well. Informal networks are helpful,
but I believe that to be successful you
need to reach as many applicants as
possible, even if you think the person

Debbie Schachter is director of learning resources at
Douglas College in New Westminster, British Columbia,
and chapter cabinet chair of SLA. She can be reached at
debbie.schachter@douglascollege.ca.
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you met at an event last week is perfect
for the job. Don’t presuppose what you
hear or see from potential candidates or
résumés before you interview.
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When preparing for interviews, you
need to consider the type of interview
as well as the people involved. Will
you require a presentation? If so, what
information do you need to convey to
the applicants ahead of the interviews?
How many departments will they need
to meet with? What other information
should they receive? You obviously want
them to do their homework about your
organization, but sometimes internal
information is helpful for candidates to
review before the interview.
Make sure you have the right people
on the interview panel. Your organization may prescribe who will sit on the
panel, or you may be able to choose
the members yourself. Either way, try to
ensure you include people who will be
working closely with the candidate as
well as people with disparate opinions.
It’s amazing how different people hear
different things in interviews.
Prepare all questions prior to the
interviews to avoid any hint of bias
against particular candidates. Review
best practices for asking interview questions and work with your HR Department
as needed. Be sure to develop several
types of questions so you can acquire
the information you need about a person’s skills, attitudes, communication
style, experience, and “fit” with your
team. Include behavioral questions
(which probe actual experiences and
shed light on how a person behaved in
a particular situation in the past) as well
as scenario-centered queries.
Interview only as many people as you
can realistically manage. For a temporary position, you may want to interview
only two or three candidates; for permanent positions, you’ll probably want
to have a larger pool—up to six for the
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first round. You may or may not want
to schedule a second set of interviews
for a couple of short-listed candidates.
These interviews can be helpful if, for
example, you want to elicit additional
perspectives from the candidates when
they meet with client groups.
When interviewing, write down all of
the candidates’ responses. I take copious notes to help me interpret decisions
later and ensure that my evaluations
are consistent across all candidates.
For example, a friendly, relaxed candidate may, on the surface, seem to
be an excellent choice, but a nervous
candidate who actually answers all of
the questions may very well be my best
candidate. Evaluating their responses
will ensure that I am not judging the
candidates’ demeanors but instead the
actual content of what they said. Having
some sort of marking key available will
help you identify the ideal answers for
the questions you pose.

Aiding Employee Retention
Be honest with internal candidates about
their opportunities within the organization. I received an e-mail recently
from someone who was frustrated by
his organization’s lack of succession
planning and unclear messaging about
whether there would be opportunities
for him to move up. Ideally, you should
speak with your staff at the earliest
opportunity about their ideas and plans
for their career development; then,
when positions become vacant, you
should touch base with them to find out
whether they are interested (or explain
to them why you are choosing to post
outside the organization). If possible,
allow existing staff to take on roles and
responsibilities that become available,
as this will help in their retention.
When someone new starts working
on your team, remember to provide
him or her with the support needed to
be successful in the position and within
the organization. Orientations, meetings
and introductions are the minimum.
You should also be clear about your
expectations for communication and
feedback as well as any short-term
goals you may have for them. SLA
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