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Part B 

Emergence of Reference Service 



CHAPTER 3. 

REF'F,mNCE SERVICE AND THE LAWS OF 
LIBRARY SCIENCE 

10 Definition of Reference Service 
Reference service is the process of establishing contact between 

a reader and his documents in a personal way. 'His documents' 
means every one of the precise documents needed by him at the 
moment. It also means all the documents Likely to be of use to him 
at the m'oment. It further means establishing the contact without 
any loss of time for him. It is not possiblc to do all this for a ieader 
without an intimate understanding of his precise interest at the 
moment. To get this understanding, there must be an intimate com- 
munion between the librarian and the reader. From the first mo- 
ment of the reader asking for help to the  last moment of his getting 
all his documents, the librarian will have to be personally adminis- 
tering to the needs of the reader. Therefore, reference service is 
essentially personal service. 

101 ILLUSTRATION BY CONTRAST 
This may be made concrete as follows. At t h ~  time of a univer- 

sity convocstion, each new graduate is served with a copy of the 
Bkgavad-gitu. There is nothing personal in this service, For, 
all the copies are alike. Any graduate can bo served with. any 
copy of the book. Or again, on the occasion of a marriage festival, 
each guest is served with a cocoanut. Here all the cocomuts are 
virtuab alike. They are, in a sense, copies of one another. There- 
fore, there is nothing personal in serving them. But, the books in 
a library are not dl alike. They are not copies of one another. Each 
book is an individual. So also, each reader is an individual. There- 
fore, each book*has to be matched witheeach reader according to 
their respective 'individuating particularities'. This matching needs 
personal attention on the part of the librarian. In other words, this 
calls for personal service. Therefore, reference service is pexsonal 
service. Its definition may be made clearer as follows. Reference 
service is personal service to each reader in helping him to find the 
documents answering his interest at the moment, pin-pointedly, 
exhaustively, and expeditiously. 
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102 DEFINITION OF REFERENCE LIBRARUN 
A librarian is a reference librarian at the moment of doing re- 

ferene service to a reader. The happiest moment in the life of a 
librarian is the qlpoent of his doing reference service. The greatest 
joy of a reference librarian is attained at the rnofient of the bIossom- 
ing of joy on the face of a reader as a result of the satisfaction got 
by the reference service received by him. 

I &t Law and Refemce Service 
The First Law of Library Science is "Books are for use". The use 

of a book meant by the First Law is the use of its thought-content- 
that is, the expressed thought embodied in the book. According 
to the First Law, librarianship is connecting the right reader and 
the right book. This connection should be brought about almost 
aggressively, though pleasantly and pexsuasive3y. Any library, 
organised to work whole-heartedly with the First Law as its primary 
normative principle, demands reference service ta be done profusely 
by its refence librarians. The First Law is indeed a hard task- 
master. One admits its dictun at one's peril. Far, it says, "If the 
books are really wllwted and kept for use, the task of the librarian 
is not exhausted by merely advertising the library and its books. 
Nor can he force readers to accept the books of his own choice. 
On the other band, he must know the books that eeaders will use 
with willingness and b e f i t  to themselves. To find them out, he 
must co-operab with the readers. To m-operate is to help the 
readers to carry out their respective plans and wishes-to help 
them to help themselves." This is the kind of personal service 
expected by the Fir& Law from the ieference librarian. From the 
side of readers too, the request for individual personal s e ~ e  
should come without any hesitation whatever. That is the wish of the 
First Law [R24]. 

12 Second Law a d  Reference Service 
The S m n d  Law of Library Science is' "Every reader his book." 

This Law spells out in detail -the insistence of the Laws of Library 
Science, as viewed from the angle of readers. According to this 
Law, the referen# librarian should find out pin-pointedly the books 
needed by every reader for his use, Here, 'books' means, not merely 
conventional books but also parts of books and articles in periodi- 
cals, answering the needs of a reader pin-pointedly. The term in- 



cludes also, other materials carrying information or knowledge, 
such as pictures, drawings, diagrams, gramophone records, and 
other kindred portable materials. 

122 DEF~TION OF DOC- 
For convenience of reference, the generic tern 'document' has 

been brought into- use, of late, to denote any or all such portable 
infomation-carrying or knowledge-cadg materials. The con- 
ventional books of appreciable size are called 'macro documents'. 
AT1 other books of too tiny a size and all the other kinds of ma- 
terials are called 'micro documents'. Naturally, the contents of it 
macro document will wver an appreciable area of knowledge. 
Therefore, the thought, normally taking a book far its embodiment, 
is called 'macro thought'. So also, the thought embodied in a small 
part of a book, a pamphlet, an article in a periodical, a picture, a 
drawing, a diagram, a gramophone record, or any similar materials, 
is called 'micro thought'. 

122 DO~NT-IOURNEY 
We may now restate the Smnd Law in the form "Every reader 

his document". In finding his dmment for every reader in a pin- 
point4 way, the reference librarian should participate with thc 
reader in his document-journey. His role is not that of a teacher or 
instructor. Far from it. It will not even be that of an adviser. It 
is all too presumptuous on the part of the reference librarian to 
call himself in either of these ways. It also takes away from the 
dignity of the reader. A reader may even be offended by such a tern. 
For this reason, 31 do not support the term "readers' advisory service'' 
used by our British cofleagues in the place of 'reference service'. 
The referen= librarian is only a companion to the reader in his 
document-journey. Perhaps, he is a companion more familiar, by 
practice, with the highways and the by-ways in the world of dmu- 
ments, In particular, he will know each of the referene books 
carrying information in a readily assimilable form; he wiU dso know 
the structure and the mode of distribution of information in each 
of them; with this knowledge, he can help each made; to get his 
information. Similarly, he will be familiar with the important fists 
of books, including the library catalogue. These are called biblio- 
graphies. He will know the highways and by-ways in the biblio- 
graphies on diverse subjects. He will also know about the stan- 
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dards of the books. With this knowledge, he can help each reader 
with the books or the documents exactly answering his special 
needs and standards. This is the kind of personal service expected 
by the Second Law from the reference librarian. From the side of 
the readers too, the request for such pin-pointed personal service 
should come without any hesitation whatever. That is the wish 
of the Second Law [R25]. 

13 Third Law and Reference Service 
The Third Law of Library Science is "Every book its reader". 

Here too, we must replace the term 'book' by the tern 'document', 
Micro document as well as macro document is meant in this con- 
text. This Law spells out in detail the insistence of the Laws of 
Library Science, as viewed from the angle of the documents. The 
demand of the Third Law will often transcend the capacity of aids 
like reference books, bibliographies, and catalogues. Books are: 
mute. They are inert. They &not make a journey into the world 
of readers to find out their respective readers. This entire journey 
will have to be done on their behalf by the reference librarian all 
by himself. In fact, the Third Law expects the reference libraxian 
to act as the canvassing agent for every book and every document 
in the library* It asks him to be the interpreter of every book, to 
its .potential readers. Thereby, he should convert them into its 
actual readers. He should move freely in the world of readers, even 
as a marketing agent for. a commodity does in 'the world of con- 
sumers. He must know the qualities of the books and the docu- 
ments well, even as the marketing agent has to know the qualities 
of his commodities well. He must be on the look out for every pos- 
sible opportunity to Find suitable readers for the books and the docu- 
ments in the library. h fact, he must catch. the reader in the right 
moqd or prepare him into the right mood to use his books qnd docw 
ments, be they informational, recreational, or knowledge-giving, or 
inspirational. In the hands of the reference librarian, the library 
should be like a kaleidoscope. He should keep turning its facets, 
in order to win over suitable readers to each one of its facets. This 
is the wish 'of the Third Law. [R26]. 

14 'Fourth Law and Refezence Service 
The Fourth Law of Library Science is "Save the time of the 

reader". This Law expects from the reference librarian something 
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more than the first three Laws. It introduces the new factor 'time' 
into the service. It goes fuxther in its demands on the reference 
librarian than the first three Laws. To satisfy it, the reference lib- 
rarian shouid have great familiarity with the world of books and 
documents in general. He should also be fully familiar with the 
inside of dl the reference books and with the battery of biblio- 
graphies available induding the catalogue of the library itself. He 
shauM acquire speed in their use, He should also have an alert 
mind. He should be an adept in library classification. We should 
have special competence in facet analysis c>n the basis of the five 
fmdamental categories of time, space, energy, matter, and persona- 
lity. He should develop capacity to facet-analyse the question. of 
the reader. In the course of this facet analysis, he should be able 
to fin up all the unexpressed elements in the question posed by the 
reader. He should then be able to put the grid obtained by that facet 
analysis on the world of the dacurnents and an the catalogue and .the 
bibliographies, and pick out the right documents without any loss 
of time, 

141 SUPWRT OF TH& B U ~ E S S  WORLD 
The Fourth Law gets full support for such a reference service 

from the bashes world. For, the business world-the industrial 
and the c~merc ia l  enterprises--values time. For it, time is money; 
and money is time. According to the Fourth Law, they money 
spent on reference service and reference librarians comes back to the 
community-be it the nation as a whole or a particular enterprise 
-in ever increasing measure, in ?he form of the saving of the pre- 
cious time of the best brain+be they in the topmanagement or 
in the research team or in the field team. The business sense has 
been a w a k e d  in must nations since the World War 31. It is 
alarmed at tfie wastage of the research-potential caused by the 
inadequacy of reference service. It has started investigating the size 
of this wastage by the methods of Operation Research. Half the 
time of the research worker has been found to be spent away in the 
general browsing of the published documents, in order to find out 
the particular few documents, rdevant to the work 'on hand and 
therefore worth study. This is avoidable wastage of research time, 
According to the Fourth Law, one of the necessary elements in 
the machinery to be set up far the elimination of this wastage is 
reference service. The; reference librarian should scan the biblio- 
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graphical documents and the original documents themseIves and 
place before the research worker just the documents rich in the 
matter relevant to the research-work on hand and worth study. 
That is the kind of sharing the literaturesearch with the research 
worker and of expeditious service expected by the Fauth Law from 
the reference Librarian. From the side of the research worker too, 
the willingness to demand such personal service and ta share the 
Literature-search with the reference librarian should come without 
any hesitation whatever. That i s  the wish of the Fourth Law [R27]. 

15 Fifth I;aw and Refemme Service 
The Fifth Law of Library Science is "A library is a growing or- 

ganism". In particular, the documents in a library continuously 
grow in quantity and variety. This is a result of the evef-increasing 
rate of production of the documents themselves. There is a steady 
rise in the annual production of books, Micro documents are pro- 
d u d  in millions each year. They are scattered in more than a 
hundred thousand periodicals. Some are found scattered in quite 
unexpected media. Some plead for this scattering at least to be 
stopped. Tn despair, some even cry "Halt", King Cstnute-like I 
These wishes have not been fuffilled ! h the meantime, it is difficult 
for individual readers to kmp track of all. the documents, to locate, 
the wanted ones, and to gain access to them- National emnumy 
demands some ananpent  to meet this situation created by the 
world of documents. "Otherwi&", warns the Fifth Law, "You wi l l  
have to die in the midst of plenty !" One element in the arrange 
ment to meet the situation is the*provision of reference service in 
Iibra~ies. Reference librarians should keep thmselves promptIy 
informed of the new books coming oat, the new micro d-ents 
appearing In every =tor of the: wave-front of knowledge, and 
of their respective host documents. They should also keep correlat- 
ing these newcomers with the 016 mmnts of the library shelves 
and cabinets. 

151 C ~ M P L ~  OF LIBRARY SYSTEM 
The Fifth Law drives libraries to have resort ta reference service 

by its pressure in another sphete. The high rate of production of 
books and periodicals on the one hand and the inadequacy of funds 
for evay library to own everything wanted on the other, lead to the 
necessity to look upon the reading materials in all the libraries in a 



country as if they formed a single pod. On this being realisd to be 
a necessity, the Fifth Law comes forward with some further words 
of wisdom. It says, "Each library is like a unicellular organism 
in the world of living organisms. Biology has led these unicellular 
organisms to form colonies for their own efficiency* Loose colonies 
found it an advantage to integrate themselves into more organically 
knit multi-cellular organisms. Ultimately, giant organisms have 
been organis&. They have thrown forth organs. These organs have 
specialised fmctions and specialis4 structures to suit them. This 
multiplicity of organs works in co-urdination. They work in co- 
operation. They work in harmony. Libraries have to emulate nature 
in this respect. The libraries of a corntry should integrate them- 
selves into a library system. It is bound to be a complex system. 
Its members should specialise in order to gain efficiency in totd 
performance". Many a reader will have to look for his ducuments 
among the seved members of the national library system. It is 
frequently so in the case of a specialist reader. It i s  difficult for a 
reader to sense a l  by himself the particular library in the system 
likely to contain the particular document needed by him. Nor is 
it economical, from the: national point of view, to make each reader 
do so. According to the Fifth Law, them should be specialisation 
of functions on the human side also. Some persons should specia- 
lise in the art of finding out, by personal discussion based on facet. 
andysis, the kind of documents needed by a reader, locating them 
in the libraries of the national library system, and then arranging 
for their procurement for the use of the reader. This is a kind of 
personal service expected by the Fifth Law from the reference lib- 
rarian. From the side of readers too, the request for such a location 
of the needed documents even in libraries other than his awn service- 
library should come without any hesitation whatever. This is the 
wish of the Fifth Law [R30]. 

- 16 Deductive Approach 
The preceding sections of this chapter have made an a priori 

approach to the emergence of reference service. They have presented 
reference service as a necessary implication of the Five Laws of Lib- 
rary Science. These are the nonnative principles regulating every 
aspect of library service and forming the starting point in developing 
Library Science. Reference- service has been deduced, from these 
normative principles. These normative principles or fundamental 
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laws wntain, in a latent form, all the ramifications of reference ser- 
vice--of the past, present, as well as future, They become patent 
as and when the needs of the community and the cpnsequent 
obligations of the library put on new fonns from time to time. 

I7 Docmentation Service 
During the last two decades, population pressure has increased 

beyond the capacity of natural and near-natural commodifies to 
maintain the people. Thelefore, these commodities have to be sup- 
plemented by a r t~c ia l  commodities, made by the chemical trans- 
formation of raw materials unfit for use OK consumption in their 
native state. This transformation to get artificial commodities far 
food, shelter, and clothing calls for far more research output than 
in the past. This, in its turn, calls for the meticulous conservation 
of the research-potential of humanity. This calls for the rapid 
ploughing back into the research team of all new micro thought 
created from time to time. This, again, calls for intensification of 
reference service. -To clinch this intensscation of reference service, 
the term 'Documentation' has been coined in recent years. We axe 
now in the documentation age of library service. Documentation 
service is reference senrice with emphasis on specialist readers and 
on nascent micro thought. This is a new ramification of reference 
service, made dominant .by the social demands of the post-war 
period. We should expect other new ramifcations in the future too. 

, 18 Historical Approach 
Apart from the a p r i ~ r i  approach of this chapter, it is also possible 

to make a historical appfoach to the emergence of reference service. 
This approach should begin with the  history of the very concept of 
library. It should trace the su&ssive changes in t h i s  concept. It 
should trace also the successive changes in the functions of a library, 
caused by the changes in the concept of the library. It should then 
examine the diverse library techniques evolved from t ime to time in 
order to carry out these functions. This examination will lay bare 
the emergence of reference service. The remaining chapters of this 
part will be turned on such a historical approach. 



CHAPTER 2 

EVOLUTION OF LIBRARY 

21 Place for Writing Books 
The very definition of the term "library" has undergone a great 

change. It has had different meanings at different times and more 
than one even at one time. An early meaning, now obsolete, is 
"a place where books are written". In this definition there is no 
mention of readers, explicit or implied. Hence one cannot speak of 
reference service in a library in this sense. 

22 Phce to Keep Books 
Another meaning, persisting from very old times, is indicated by 

the foilowiag passage in Chaucer's translation of Boethius (1 374) : 

"The walles of thy librarie aparayled and wrought with yuory and 
with glass . . . in whiche I .putte not whylom bokes, but I putte that 
that maketh bokes worthy of prys". [B7]. 

Here the term 'library' is used to denote a place set apart to keep 
books-a room in a house, or a building. Evidently, the term 
"Keeper of Books" to denote a librarian had originated from this 
definition of "library". It is used in the same meaning in the sue  
ceeding cxnturies right up to recent times, as shown by the following 
illustrative passages : 

"1779. Camden's Letters-1 there saw his library ; that is a 
room which contained his books. 

"1 854. Collin's Hide an$ seek-Zack descended cautiously in the 
book parlour which was called a 'library"'. 

Even here there; is no mention of readers; and so reference service 
could have had no place whatever in a library in this sense. 

23 Collection of Books 
Anothcr sense in which the term 'library' is frequently used, is 

L c 
a collection of books"-merely a collection as such. Libraries 
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in this sense have been formed at all tima by royalties, noblemen, 
and even comoners. But readers did not form a necessary part 
of a library in this sense. Hence the problem of establishing contact 
between reader and book would not have arisen In it. 

King Charlernagne, for example, is said to have been persuaded 
by his English librarian, the Alcuin of York, to  'collect a library'. 
But look at his use for it. The monarch,expressly directed in his wB1 
that the collection should be gold and the proceeds given to the poor. 
According to AI-Maklrari [M4], the inhabitants' of the metr.opolis, 
Oordova, were renowned in the tenth century for their passion fur 
'collecting libraries'. 

N A Symbol qf Respectabiity 
Any man in power holding a place under government considered 

himself obligd to have a library of his own. He would spare no 
trouble or expense in forming collections of books, merely in oid& 
that people might say "such a one has a fine library". We have simi- 
lar accounts of the passion for collecting librariesamong the Muham- 
madans in the Eastern Kingdom.' We have, f q  example, the story 
of a Persian nobleman paying a fabulous price for abook, not b e  
cause he was concerned with i ts  contents but because i ts  size and 
its binding would just make the book. fittingly fill and fillingly fit 
an awkward gap in his library. Some of the vvalable private collec+ 
tions of North India, now . sadly . scattered throughout the world, 
owed their origin to t h i s  passion for collecting libraries, prevailing 
in the court of the ~ u g h u l  emperors. 

241 PRIVATE COLLECTION 
Libraries in the sense of a 'collection of books' have been all 

along symbols of respectability ERl8-j. .They have been mostly 
private-owned. In some cases, the owner might use them himself. 
But there could not have been in their setting any desire to make the 
people at large use them. Speaking about Gosselin who pfesided 
over the Royal Library at P&s from 1560 to 1604, Scaliger writes 
in his epistle of 1605. 

. . 

"I knew his way forty years ago ! Too ignorant to we the library 
himself and too jealous to allow others to use it". 
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Such a description may w e l  suit many a librarian of the earlier days, 
but not, we wish, any one today ! Surely reference service is the 
very opposite of the needs of such libraries. 

25 Public hstitutiun 
In addition to these definitions, the New E ~ N &  dictionary gives 

another meaning describing the library as a public institution or 
establishment. Certainly, this is the definition to be pursued by one 
interested in reference service. For reference service is a method 
of dealing with persons. There will be opportunity for such a method 
only in human institutions with funotions kluding that of bringing 
them constantly into contact with persong. Let us see, therefore, 
what functions are ascribed by this dictionary to the library, Let 
us quote in full this promishg meanipg, 

"A library is a public institution or establishment charged with 
the care of a collection of books and the duty of making them 
accessible to those who require use of them." 

This definition ascfibes two functions to the libmy. Let us take 
them successively and explore the possibilities they offer for the 
advent of reference service. 



CHAPTER 3 

FUNCTIONS OF A LIBRARY 

31 Function 1 
Care of Books 

The first function i s  "the care of a collection of books". This 
means protecting the collection from the ravages of the four memies 
of books-fire, water, vermin, and human beings. Surely this task 
would have nothing to do with reference senrice. For a long time, 
this task was 'regarded as the main, if not the sole, function of a lib- 
rary. Accordingly the technique necessary for the due discharge of 
this function has been well perfected. And librarians had developed 
a great zeal in carrying out this function. Naturally the spirit domi- 
nating in them was janitorship or caretakership. Certainly it was 
not establishing contact with readers. The zeal of caretaker-lib- 
rarisns worked, on the contrary, in quite the opposite direction. 

32 Fundion 2 
Making Books Acte~ible  

The second function is "the duty of making them (the books) 
accessible to those who require the use of them". It gave an oppor- 
tunity for looking upon human beings, at least occasionally, as 
different from book-thieves. The duty of making the books acces- 
sible to those requiring the use of them was not, however, taken up 
at first with any great avidity. On the other hand, the agelong tradi- 
tion of caretaker-librarianship, coupled with the absence of the 
necessary technique to deal with a large volume of issue-work, 
was militating against the due discharge of this second function. 
Indeed it appeared to be working at cross purposes with the first 
function. I t  took practically the whole of the nineteenth century 
to mctncile these! two. Many of the library anecdotes of the last 
i.entury show how often the second function had to give way. To 
quote but one example, there was the librarian of an American 
University whose unusually cheerful look on one day was explain- 
ed by himself to be due to all the books being in the library 
except two which he was going to rescue from the hands of a pro- 

,' 

fessor ! [112], 
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321 LIBRGRY AT~ENDANTS f -  
However, as the nineteenth century advanced and acts of compul- 

sory education equipped an increasing number of people with the 
power to read, the second function had to be discharged at least in 
a literal way. That is to say, if anybody voluntarily came to the 
library and asked for a book, the library staff began to feel their 
obligation to produce it. But this was done mostly in a very mec- 
hanical way without any sympathetic human touch between the 
library staff and the reader. The work of the staff was at best com- 
parable to that of a salesboy. In fact, the survivd of the designations 
'library attendant' and 'book lifter' i q  full of meaning. The unwilling- 
ness of many of our Library Authorities even today to change such 
a designation is significant. Obviously, they are still living in the 
nineteenth century atmosphere. 

322 GLADSTOMAN. PRONOUNCEMENT 
By the beginning of the twentieth century, the library profession 

had developed enough technique to discharge the second function 
in a more satisfactory and eicient way. But an examination of 
this function, namely to produce books on demand, will show that 
the advent of the spirit of reference service was not one of its neces- 
ssry concomitants. The 'spirit of reference: service was ,not at: all 
visible even in the libraries di~harging the. second function in an 
exemplary way. Look at the stricture implied in the remark passed 
by Mr Gladstone in 1359. As Chancellor of the Exchequer he told 
the House of Commons : 

"The duties of the assistants in the British Museum Library are so 
easy and agreeable that their salaries might well be proportionately 
light *" 

323 L ~ G B R ~ N G  WTO T W E ~ E T H  CENTURY 
Unfortunately, in the In& of even 1961, there appears t~ be 

many a nineteenth century man in positions of power and influence 
paying homage to this 1859 sentiment of Gladstone. Alas I Even 
some librarians out-Gladstone Gladstone in this respect. No doubt, 
the second function of the library brought the staff into contact with 
human beings. But, with such a Gladstonian estimate or intapre- 
tation of the second function, genuine reference service could not 
take shape. The resistance to the advent of reference service was 



lingering weU into. the present century even in the West. Indeed 
according -to James I Wyer [W3]: 

"The theory of what passed for reference work a half-century ago 
was : Provide the books and keep out of the way of readers as much 
as possible." 

"Make the books easily available in reading rooms so that the 
time of tbe librarian and his assistants may be economised for other 
labour. '' 

324 I ~ I A N  JNSTITUTE OF SC~BNCE INCIDENT 
(Cme Study 1) 

There was an amusing incident in India in 1947. It was in a meet- 
ing of the Executive Committee of the Indian Instituk of Science 
in Bangalore. The Committee had accepted my recommendation 
to create posts of reference librarians and to phce them ia the grade 
of lecturers. The librarian pleaded for one of the oJd attendants on 
his staff to be promoted to one of these places. 

Chairman : Can he do reference service ? 
Lihrrzrim : Yes, sir. Wlzm somebody asks, say, for Nature, 

volume 49, he can produce it immediately much better than a new 
graduate appointed as reference librarian. 

Chairman: That is not the reference service, described a l  this 
time by our friend. 
As we moved on to the lunch room, the C h ~ m a n  whispered into 
my ears, "Do not press your scale of salary for the librarian". 
He added, "We shall think of it later. k t  us wait for this librarian 
to retire !" 

325 LURID LIGHT OF PITOFU WAR I 
But a great change came over the phrase "reference work" in 

the train of a similar change that d over the definition of a library 
since World War I. This change in d e ~ t i o n  however does not 
fmd a place in the New EfigIisk dictionary. Accordingly the phrases 
"feference work" and "referace librarian" are also- missing in its 
pages. One has to remember however that the L .volume of this 
dictionary was published as early as 1901. Hence, its definition is 
only descriptive of the functions of a library as they were under- 
'stood in the nineteenth century. But we have 'had sixty years of 
momentous history since that ' defmition was 'recorded. Two World 
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Wars had come and gone in the interval. The revolutions brought 
about by these wars in practically every department of human 
activity are well-known. Among other things, they gave a rude 
shock to the complacent manner in which most of the  govern- 
ments were spending phenomenal sums on universal elementary 
education-that is, on purchasing literacy for their citizens-with- 
oat devoting a moment's thought to the necessary means of keep- 
ing up that literacy. The pre-war educational edsce of practically 
every country was Like a mud building without a roof. The illite- 
racy and incompetence of thousands of so called educated recruits 
of the army served to disclose the huge waste of public money 
involved in a compulsory educational. system not backed by a com- 
pulsory library system. As a result, country after: country began to 
put a Library Act in its statute book after the dose of World War I. 
After World War 11, the newly awakening countries too are doing so. 

33 Fullction 3 
Conversion of Pmple iato Readem 

As a consequence, libraries began to multiply in great numbers in 
most of the countries. They were all created by the legislature and 
charged with the definite task of arresting the educational wastage 
disc3osed by the war. That means, a third and a new function is 
being assigned to a library. This new function is that of converting 
every person in its neighbourhood into a habitual library-goer and 
reader of books. 

34 Time-Lag in Dictiodes 
As stated elsewhere /R55] it is a matter for regret that the 1935 

Supplemefit to the New EagZish dictionary does nothing to take note 
of this new function and amend the dehnitian of librahes to read as 
follows : 

"A library is a public institution or establishment charged with the 
1 Care of acollection of buoks; 
2 Duty of' making them accessible to those who require use of 

them; and 
3 Function of persuading eveq person within its jurisdiction 

to accept and continuously use its service." 

Thin giant dictionary exercises a giant's influence on lay Library 
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Authorities. This serious omission therefore greatly handicaps 
the implementing of the new and more human function of libraries. 
Surely, the British Library Association should take up this matter 
with the editors of the Dictionary. 

35 What i s  the Sanction 2 
Apart from giving suggestions to the learned editors of the 

Dictionary, we have now to examine: the new function from our 
point of view and see how hr it favours the advent of reference 
service in libraries. After seeing that conversion of every person in 
the neighbourhood of the library into a habitual reader of books 
is mognised as a neoessaj duty, we have to examine what methods 
are available for libraries to discharge it. Can they ask their parent 
legislatures to arm them with the necessary magisterial powers to 
penafise citizens that won't use libraries ? Even if such a sanction 
could be got, it can be easily seen how difficult it would be to enforce 
it. The penal clauses ip the Public Health Act are cases in point. 

35 Reference Service : The Only Meam 
The library profession raalised the futility of the method of forced 

conversion. It unanimously decided on the humanisation of their 
d u t i e w n  the establishment of contact between the right reader 
and the right book at the right time and in the right personal way- 
as the only available and effective method of discharging the new 
function. This it calls "reference service". The profession cannot 
yet be said to have completely explored the full feasibility and rami- 
fications of r e f e r m ~  service. The exploration is being actively 
pursued. Every year new attitudes are being developed under the 
urge of the spirit of humanisation. The present attitude is that re- 
ference service implies "the provision of human beings as canvassing 
agents for books. Their business should be to interpret the books to 
the readers" [R34]. It is further required, quite contrary to Wyer's 
description, that the time of the staff spent on other labour should 
be rninirnised so that the greatest number of the most ,well-informed 
and eficient among them may be spared for reference service for the 
longest time possible. 

37 Librahmhip srs S d d p  
Canvassing agents for books ! Yes. Canvassing agents. That 

is the spirit of this new method called reference service. Indeed to 
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use the most general tenn, an answer to the what of librarianship 
as understood today is found in the word "salesmanship". Per- 
haps that tern might bring to one's mind greasy hands and oily 
loin cloth. Certainly no librarian will allow greasy hands and oily 
loin cloth in his library. Or to some, this word "salesmanship" 
may recall the picture of an aggressive, selfish, and self-willed fellow 
who would force some unwanted commodity on them. That kind 
of "salesmanship" is bound to be shart-lived. At any rate, a library 
is not to gain much by associating itself with "salesmanship" of 
that sort. It is really trickery. Then what is the definition of "sales- 
manship"? It is certainly different from the two already mentioned. 
It is a definition that is coming more and more to the front in recent 
years not only In the commercial world but even in the sphere of 
governmental administration. We may start with a definition given 
by a town clerk of a big city in England. According to him, 

"Salemanship is the art of so presenting the advantages of a 
service or of a mmmadity that. the prospective customer. appre- 
ciates its benefit to him and is willing to pay the price asked" [WZ]. 

38 Sublimated Safesmanship 
For our purpose, we shall extend this definition a little further. 

We have to do it because there is nu question of 'paying the price 
asked' by the individual customers in a library. One should not for- 
get that a public library is a free library in the sense that it is free 
to all. The price of its service is not paid by each customer then and 
there or in proportion to the service he derives. On the other hand, 
the price is paid by the community as a whole in the form of a tax 
or rate; the amount paid being proportional to the length of the 
purse of the person who pays the rate. That is an aside however. 
All that we want to say here is that the payment of price is not at 
dl to be made visible in the library atmosphere. Hence we would 
fix the meaning of the tenn for our purpose as forlaws: 

"Salesmanship is the art of building up appreciation of the value 
or the desirability of-a service, idea, ox ideal, so that it is accept& 
and satisfaction follows its acceptance" ER52J. 

Reference service i s  salesmanship in this sublimated human sense. 



CHAPTER 4 

NEW LIBRARY TECHNIQUES 

40 Evolution 
.his new outlook of .  sublimated salesmanship has made the 

~ b r a r y  profession re-think its techniques. Some old library tech- 
niques have to be given up. Some others have to be re-designed. 
Above all, new techniques are being evolved from time to time. 

41 Technique 1 
Open Access 

"Qpen Access" was the first technique to emerge. "Let the custo- 
mers handle the books. Let them be allowed to go to the shelves 
without let or hindrance. No doubt this may result in additional 
damage to books and even in the loss of a few. k t  us put that down 
as part of unavoidable overhead charges. Without sacisce, we 
cannot attain an ideal. Remember Carnot's .Law of Thermo- 
dynamics. Nature demonstrates that the transformation of one 
form of energy into anather must necessarily involve the loss of 
some energy. So also in transforming the potential energy stored 
up in mute inert  books into intellectual and spiritual energy that 
can activate human beings, some loss and leakage are inevitable: 
This law of nature-Carnot's Law-is inexorable." That is the in- 
sistence of "Open Access." And so the first effect of the assumption 
of the new third function by the libraries has been to recognise 
this law of nature, to take courage, and to forge the technique of 
''Open Access." To what extent this new technique has transformed 
everything in a library has been described elsewhere [R 231. 

42 Technique 2 
Ticket System of Issue 

To eliminate the dangers of the incidence of impatience in 
the customeks, the technique of "Book Ticket, Reader's Ticket" 
charging system has been invented. This has mechised  the issue 
system and almost perfected it [R33]. To-day the electronic charg- 
ing system I s  being evolved to : satisfy the Fourth -Law even 
better. 
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43 Tedmiq-3 
Clsrssifled Arrangement 

The third technique to emerge was a result of open access. Human 
mind in a state of search and enquiry proceeds essentially on syste- 
matic lines. Its tempo of search will be maintained without deterio- 
ration only if the books are arranged in a classsed sequence. 
Otherwise many a reader, coming to the shelves, may go back in 
disgust without getting all the books needed by him. This amounts 
for the introduction of the classfied arrangement of books In libra- 
ries. This has involved the libraries very deeply in the science and 
art of chsslfication. This subject was once the close preserve 
of the specialists in logic and biological sciences. It is now king  
cultivated and improved beyond measure by the library profession 
under its new urge. Its vital role its communication has been examin- 
ed in my Cdassficutim and csmmmication [R 43. Many new tech- 
nicllres are being evolved [R6]. Postulational approach, facet ana- 
lysis based on five fundamental categories, zone analysis, and 
efficiency table are some of these techniques. We are far from 
finality in this matter. There are many unsolved problems [R49]. 

44 TeChnEqtpe4 
AnaZyticaI Entries 

Books axe complex entities. They often cover wide, and sometimes 
even, incommensurable fields. Class~ed arrangement i s  not suffi- 
cient to disclose their full value to customers. For, a multlfocal 
book can be placed by a library classification only at one of its foci. 
A reader interested in any of its other foci will miss it. Even open 
access cannot give sufficient help in such a cas2. Hence the technique 
of subject analyticah or cross reference entries has been developed 
and practised in the building up of the library catalogue [ R ' I ~  ; R60]. 
In particular, current issues of periodicals are promptly scanned. 
The nascent micro thought c6ntained in their articles is fully displa- 
yed in closely classified documentation lists both on demand and 
in anticipation [RZO]. 

45 Technique 5 
Publicity 

To attract new readers, the library profession has whole-heartedly 
adopted the technique of publicity. Publicity by individual libraries 
and by a central organisation like a National Library Association 
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is no longer looked up011 as too d g a r  for the academic purpose 
of libraries. It is rightly argued whether the powerful technique 
of advertisement should be used only to cater to the lower urge in 
humanity and to corrupt its taste still further. It is rightly asked 
what is wrong in using its power to stimulate intellectual and spiritual 
cravings and thereby elevate humanity [MI ; P.11. 

46 T d i q u e  6 
Stack-Room Guides' 

Having got Mr Everybody inside the library by publicity work 
in market places, streets,. and homes, the new urge. in librarianship 
engendered by the new third function hasdirected attention to the 
techique necessary to hold his interest and work on -his curiosity. 
Some of these are the techniques of book display, shelf-arrangement, 
tier-guides, gangway-guides, bay-guides, and shelf-guides IB3 ; R36J. 

47 Technique 7 
Reference Service 

The latest technique to be forged is Referace Service. It is new. 
It is still being developed. In its turn, it calls for the intensification of 
some of the other techniques. Documentation work is one of the 
results. Depth Classification is another. Machine Retrieval is 
stiU another. Translation Service and Abstracting Service are stlf 
others, Our present interest is in Reference Service. 



CHAPTER 5 

WHY OF REFERENCE SERVICE 

51 Danger of Mechanisation 
The emergence of referenceservice is an inevitable implication of 

the third function of library, The other six techniques are no doubt 
necessary to convert all people into patrons of library. But they 
are not sufficient. There is a general reason for this. Most of the 
other techniques amount to mechanisatlon. Mechanisation involves 
the abstraction of the known from the unknown* It also implies 
the use of such things as will, in large measure, "stay put" once 
they have been abstracted. That is, their organic properties are such 
as can be held in check; ideally these would be completely destroyed. 
And the organic property, which is disregarded if not destroyed, is of 
course the living property. So it is that we say that rnechanised 
things are "dead". 

52 Dowering with Life Energy 
Anyhow rnechanised things are dependent things. They exist 

fur use; and they are dependent upon use for beauty. A turbine 
at work is a thing of wonder and .of beauty; but out of use, it is 
deader than it was before its elements were taken from earth. 
Because of this need for redeeming use, the multitude of mecha- 
nisms, sumuundbg us, may justly be regarded as appealing objects 
making persistent demand upon us. Nay. Because of their inanha- 
tion they threaten us with the sense of death unless they are csnti- 
nuouily dowered with our own life energy. . . 

53 Exprience of living 
This pressing demand made by the rnwhmisms and the techniques 

amidst whjch we live compels from us a question of momentous 
importance. How much have we the desire and the strength to ani- 
mate them before they k o m c  burdensome. When the material and 
technical activity and, still worse, red-tape activity, of conducting 
a Library beg* to take precedence over the experience of liviag 
and serving, sooner or later we shall have to pay in wnui and 
decadence p31. 
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54 Human Agency to Redeem 
Hence the need for introducing a human agency to redeem every- 

thing else by putting them to active use. When the reader comes 
amidst the library, there must be someone to sav IT63 

"Take my hand; 
For X haye passed this way, 
And know the truth." 

55 Artifida tity. of  Book 
In addition to this general reason there are thee special reasons 

for providing that "someone." First, books are after aU artificial 
entities. Appreciation of their value does not come naturally. 
It has to be induced deliberately. This cannot be done except by 
personal methods. 

56 Artificiality of Cab10gne 
Secondly, in the catalogue listing the artscial entities called books 

we reach a higher order of artificiality. This we cat1 by the dignified 
name "Cunventions." The cataloguing conventions are on the 
surface quite contrary to what Mr Everybody is familiar with. 
Therefore he needs personal initiation. 

57 Psychological. Need 
Thirdly, the psychological tempo of Mr Everybody is such that 

we cannot retain his custom unless he is given prompt and exact 
service in a personal way. He is human and a human personality 
alone can keep him in good humour and make the apprmiation 
of the value of books blossom in him and transform him into a 
willing beneficiary of the librrtry. 

58 Humm ~ o n v e k e r  
If such a human personality is not provided, the potentd1y 

great plenty in the holdings of the libraries of to-day will be nothing 
but a mockery. Indeed the problem in libraries is no longer one of 
scarcity in any sense, except that of scarcity in the human converters 
of the potential energy of books, mouldering on shelves, into 
the kinetic energy of use by readers. This, in its turn, is due 
only to scarcity of initiative in high places and of understanding 
generally. 
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59 Lnsistence of Democracy 
SO far as knowledge Is intuitive or hereditary, the need for refer- 

ence service will not be seen. But with our present insistence on 
equality of opportunity for information, knowledge, and inspiration 
from the sublime thoughts of men af genius, reference service 
becomes essential to national progress and eaciency through 
democratic methods. There can be no true democracy without 
reference service. 



CLOSER V E W  OF RIBERENCE SERVICE 

Having thus traced the genesis and mrived at a formal definition of 
reference service and its relation to library organisation in-general, 
let us now evolve the fulX picture of reference service in all its details 
with the holistic principles at the back of our mind. The filling of 
details will be facifitated if we consider it aspect by aspect. Remem- 
bering that reference s&e is establishing contact between reader 
and book by personal service, we may search fur the essential 
aspects by taking the two factors-readers and books-in succession. 
We may recognise four categories among readers : the freshman, the 
general reader, the ordinaty or generalist enquirer, and the specialist 
reader. A~ordingly we get four aspects of reference service: ini- 
tiation of freshman, general help to general reader, ready reference 
service to the ordinary or generalist enquirer, and long range 
reference senlice to the specialist as well as generalist reader. Initia- 
tion and general help will involve a practical knowledge of the 
psychology of readers. Ready reference service will require a good 
knuwIedge of reference books. Reference service for serious study 
will require a good bibliographical mastery and familiarity with the 
devefopments In the universe of knowledge. 



CHAPTER 7 

MESSAGE OF HOLISM 

There is need for a warning at this stage. Reference service is but 
one of the many techniques to fuE1 the third and the new function 
of the library. The several techniques should not be looked upon as 
independent of one another. No one of these techniques should be 
developed without relation to the others. Their holistic setting 
should not be lost sight of. As expounded elsewhere [R64] there is 
now-a-days division of function between Classification, Catalogue, 
Reference Service, Stack-roum Guides, Issue Methods, and Open 
Access. None of these need any longer delude itself that it alone is 
solicitous for the man in the street. Each of these must be prepared 
to share its solicitude with the other factors of the library. Thus 
its own efficiency and the very justscation of its individuality depend 
upon flexible co-operation with the others, based on a holistic view 
of library organisation. This i s  the message of holism. 
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