
Reference Service

Item Type Book

Authors Ranganathan, S. R.

Citation Reference Service 1961,

Publisher Asia Publishing House (Bombay)

Download date 24/05/2023 08:40:56

Link to Item http://hdl.handle.net/10150/106346

http://hdl.handle.net/10150/106346


 
Ranganathan, Shiyali Ramamrita. 

Reference Service. 2nd edition. 
(Sarada Ranganathan Endowment for Library Science, Series 8). 

Asia Publishing House, 1961. 
 

Copyright ©Sarada Ranganathan Endowment for Library Science (SRELS) 
 

Digitization:  Susan Ditch, SIRLS, University of Arizona 
Quality Control: Megan Plesea, SIRLS, University of Arizona 

Digitization Training: Han Yan, Information Systems, University of Arizona & dLIST Editor 
Project Coordinator: Cheryl K. Malone, Assoc. Prof. SIRLS, University of Arizona & dLIST Editor  

Digitized: Spring 2007 
 

Acknowledgments:  SRELS (A. Neelameghan, K.N. Prasad, K.S. Raghavan, DRTC) and dLIST 
Advisory Board Member, S. Arunachalam (MS Swaminathan Research Foundation) 

dLIST Classics (Book) Editor: Barbara Hutchinson, University of Arizona 
dLIST Editor-in-chief:  Anita Coleman, University of Arizona 

 
dLIST Classics  

 
Titles by S.R.Ranganathan 

Five Laws of Library Science, Ed. 1 (1931) 
Philosophy of Library Classification (1973) 

Prologemena to Library Classification, Ed. 3 (1967) 
Classification and Communication (1951) 

Documentation Genesis and Development (1973) 
Documentation and its Facets (1963) 
Library Book Selection, Ed. 2 (1966) 

New education and school library: Experience of half a century (1973) 
Reference Service, Ed. 2 (1961) 

 
Other titles 

S.R. Ranganathan's Postulates and Normative Principles: Applications in Specialized Databases 
Design, Indexing, and Retrieval, 1997.  Compiled by A. Neelameghan. 

Memorablia Ranganathan: A compilation of useful quotations of S.R. Ranganathan from his various 
works, 1994.  

Putting Knowledge to Work: An American View of the Five Laws of Library Science, 1970. By 
Pauline Atherton. 

 
Read the dLIST Classics online! 
http://dlist.sir.arizona.edu/

 

http://dlist.sir.arizona.edu/


Part F 

Ready Reference Service 



CHAPTER I 

11 Time Test 
Ready reference service is reference service finished in a very 

short the-in a moment if possible. In other words, time is of 
the very essence of ready reference service. Usually the section of 
a library, specialising in it, is called Information Desk. This term 
emphasises an aspect of it; the staff meets an enquirer face to face 
and answers his enquiry immediately. 

12 SoUr4s"X;est . 

It i s  usual to describe ready reference service as Fact-Ending 
service or Information - Service. The published source normally 
used in ready reference service is a reference book of one kind or 
another. It is not planned to be read through like an ordinary book. 
It is expmted t~ arrange small slices of information in its concerned 
field, in a way admitting of easy bcation and ready reference. The 
stock of reference books in a library is often supplemented by its 
file of ready reference cards. Each such card usually contains 
the information hunted out from diverse sources in the course 
of  long range reference service. But t h e  reference books form 
the main sources for ready reference service. They are described 
in Part G of this book. 

13 Nature of Library 
To EH up the details in the picture of the what' of ready reference 

service one approach is from the side of the enquirer. Perhaps 
i t  is more appropriate to call it the side of the dominant type of 
enquirer. He will vary with the nature of the  library. Hence, 
it is helpful to approach the question from the side of the nature 
of the library. From the point of view of ready reference service, 
we may recognise three classes of libraries: 

I. Business library; 
2 Academic library; and 
3 .  Public Library. 
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14 Business Library 
Business libraries include commercial libraries, industrial libraries, 

and libraries of the Departments of a Government, Their main 
function is to furnish information either on demand or in anticipa- 
tion. The furnishing of information on demand is ready reference 
service. Finding information in anticipation is usually of the nature 
of long range reference service. The clientele of a business library 
are busy persons. They cannot find time to hunt up fur information 
by themselves. Nor it is economical to make them hunt for infarma- 
tion. Their time is aU required in the pursuit of their specific business. 
The library department of a business house owes its genesis to a 
realisation of the need for a division of labour. Fact-finding or 
information-furnishing is the labour falling to the share of the 
library department. Thus, ready reference service in a business 
library is the furnishing sf the exact information sought by the 
enquirer. He is, no doubt, a member of the business body. But 
his specific work lies elsewhere. In a business library ready reference 
service should not sbp short of k d i n g  and serving out the exact 
information to the reader. It should not. end merely with establish- 
ment of contact. between the enquirer and the right book. The 
very economy of a business library rules out any such form of ready 
reference service. Thus business libraries demand ;tn extreme form 
of ready reference service; they expect the reference librarian 
to go the whole hog+ 

15 Academic Library 
At the other extreme we have the academic libraries. School, 

college, and university l.ibraries constitute that class. We are here 
concerned with the majority of their clientele. They are the students. 
An important function of such libraries is the education of the 
students in the use of ready reference materials. They krxction as 
laboratories to learn the art of fact-finding by actual practice. 
Hence, stimulation of self-help is of the very essence of such libraries, 
The ready reference librarian should not import into such libraries the 
practice of business libraries. He should not himself find out facts 
for the enquirers. Doing so would amount to thwarting the very 
purpose of such libraries. In them, proper reference service would 
consist mostly of helping the, enquirer to help himself. He must 
be lead by a chain of dextrous suggestions to the right reference 
book. He should thereafter be made to locate and abstract the 
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requisite infomtion by his own effort. It may not be out 
of place to take an active interest in the reader's pursuit of facts, 
without producing an impression of over-solicitude or undue 
curiosity. 

1 5 1 WATT'S "DICTIONARY" INCIDENT 
(Case Study 45) 

A new research student wanted full information on cotton. He 
was started on Watt's Ds'cfionrzry of economic products of India. 
He was nut aware of the terms used, entry words in that dictionary 
being technical and not popular ones. Therefore, he looked up the 
'C' volume. He was disappointed. At this stage, a suggestion 
was thrown to him about the desirability of first looking up the 
index volume. 

There he picked up the reference "Cotton, Indian arboreous G. 
382." He was perplexed for a while about the significance of the 
letter 'G', Then he examined the set. Volumes 3 and 4 bore the 
letter 'G' on their spines. He pded  out volume 3. On opening 
page 382, he got 'Fishes.' Feeling embarrassed by this find, he tried 
volume 4, page. 382. But this gave him 'India rubber,' Embarrass- 
ment gave place to disgust arid impatience. 

This was the right momat to give him further help. And so he was 
told about the significance of the numbers given in the index. They 
denoted the commodity numbers shown in the  margins of the pages. 
They did nut denote page-numbers. With this information, he again 
examined volme 3. But the last commodity-number in that volume 
was only 380. Volume 4 did give 382, But the comdi ty  covered 
by it was "Chauhugra oil". It was not "Cotton." 

Now he was asked to'read the prefaces to the several volumes. 
He was also helped to find the errata given in the preface to the 
last volume. It contained the following passage: 

"The numerical references are. to the series of numbers entered 
in the margin of the dictionary and commence afresh with each 
letter of the alphabet. . , . Attention has been drawn to the fact 
that an error runs through volumes 111, IV and V of the dictionary 
when the consecutive numbers of Letters G and L, in passing 
from vdumes 111 to IV and from volumes IV to V respectively, 
have been duplicated. . . . It is suggested that those who possess 
the uncorrected volumes should adopt a similar course making the 
first reference in volume XV, (3.3 81 and in volume V, L.379. Refer- 



enceto letters G and L in this index must be taken subject to the 
above erratum." 

This passage led him to the equation 
G.382 = Volume 4 G2. 

At long last, he got his information. In the process, he learnt 
how to use this reference book. 

152 EDUCATION IN THE USE OF REFE!~R~NCE BOOKS 
Suppose the enquirer was a member of the staff of a business 

library or a casual visitor to any kind of library. Then the proper 
form of ready reference service would have been to have traced 
the particular page for him, But in this case, the library in question 
was a university Iibrary, And the inquirer was a young graduate 
just then registered as a research student of the university. In 
his case the duty of the reference librarian was not merely to find 
out the fact for him; that was only secondary. The primary duty 
was to help him to educate himself in the use of this reference book 
among others. He would have to consult it frequently. Another 
duty was to make him realize the existence of dictionaries, differing 
in arrangement from the linguistic dictionaries. As an under- 
graduate, he would have been amstomed only to linguistic dic- 
tionaries. 

153 DELICATE STEP 
One may go to t h k  extent of satisfying oneself whether the en- 

quirer has got the right fact. This extreme step in ready reference 
service in an educational library is a delicate one. Only an experi- 
enced ready referen~e .librarian can take that step without goin@; 
beyond the limits of decorum. It should never be done in a way 
giving even the slightest occasion for the enquirer to suspect that 
the librarian doubts his capacity to find out facts correctly. If 
the manner of the librarian gives rise to such a feeling in the enquirer, 
it will lead to a very unpleasant reaction. If the enquirer is of an 
aggressive type, he may become rude, If on the contrary he is of a 
mild nature, he may become too shy to come to the library my 
longer for such help. Whether the ready reference librarian has 
acquired the necessary flair and is able to take this extreme step 
or not, the aim of ready reference service in an educational library 
is mainly, if not solely, the establishment of contact between the 
right reader and the right book: 
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154 EXCEPTION 
However in a school, college, or university library all the enquirers 

may not belong to the category described above. Such a library 
will also be obliged to function as a business library in relation to 
the management. Perhaps, it may have b d o  so even in relation 
to the academic staff to some extent. Surely, it would be absurd 
for the ready reference librarian of a university library to refer his 
vicechanceUor to the Who's who when he urgently wants the address 
of a professor in some other university for completing a memoran- 
dum. So also it is doubtful wisdom to refer a teacher to the year- 
book when he wants a note to be sent to his class regarding some 
data suddenly required in the class-room. No doubt, it is quite 
possible for an unscxupulous member of the faculty to transfer to 
the shoulders of the reference librarian much of -the load to be borne 
legitimately by himself. This is a delicate situation requiring tactfui 
handling. It is better to err on the side of furnishing the actual 
Infomation in doubtful or dficult cases. 

16 Public Libxarg 
From the point of view of the what of reference -service, a public 

library partakes of the nature both of a business Library and of an 
academic library. Its clientele are made, up of the entire public. 
Therefore, they are of a mixed variety. '~xperienced businessmen 
as well as immature students will turn up at the enquiry desk of a 
public library. Therefore, the ready refereke service of a public 
library cannot be of a homogeneous type. For some enquirers 
the actual information will have to be found out. For others the 
proper thing will be to establish contactwith the 'right kind of 
reference books. 

6 Frm OUT THE FACT 
A lady might just step out of her car and ask for the address of 

an oficial of the town. She is best served by looking up the telephone 
directory and giving her the exact address. It may not be polite 
to ask her to help herself. Somebody bas to send out an urgent 
telegram. He asks for telegraph rates. Perhaps the man at the 
reference desk can furnish that idurnation even from memory. 
Surely, in such a case there is no need to pass the telegraph guide 
on to the enquirer, so obvi~usly in a hurry. A trader may ask for 
the earliest date of sailing to Singapore, and he may not be interested 



in wading through the pages of the Traveller's gazette. It is not 
against the spirit of ready reference service to furnish the exact 
infomation in such cases, even in public libraries. 

162 SJMPLY ESTABLISH CONTACT 
On the contrary, whenthe younger folk seek facts at the ready 

reference desk, it would be. more beneficial to them if ready-made 
facts are not furnished. They might have been asked by their teachers 
to search for the facts as a piece of exercise - as a mans of learning 
the use of reference books. The very purpose of their pursuit of the 
facts will obviously be lost, by the ready reference librarian straight- 
away dictating the information to them. In their case, ready refer- 
ence service should redy  consist of eliciting from them in a heuristic 
way the path to be pursued by them and the reference books to be 
consulted .by them, in order to arrive -at the facts sought. 

163 B ~ - S H E L L  INCIDENT 
(Case Study 46) 

A young man came with a list of .the following words: 
Allergy Debunk 
Pathography Nazism 
Clambake Pedology 
Cornintern Safe period 

Totalitarian 
He wanted their meanings. He was suspected to be an addict 

to cross-word puzzle. Therefore, help was denied to him. He soon 
realised that he was misunderstood. Then he took pains to convince 
the r e f e r s t  librarian crf the mare serious purpose of seeking the 
meanings of these words. Then he was asked to consult the' dic- 
tionaries. They mapied six bays of shelves in the reference collec- 
tion in the reading room. 

"It i s  a very tiresome job. I have looked up several volumes. 
But these words are not all found." 

"You .must have patience, my dear young man," 
"When I was at school my teacher told me that the  people here 

in the library would help us readily in all such matters." 
"Yes, it is true. But we only help you to help yourself.'' 
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"I want the meanings urgently. Will you please find out the 

meanings for me this time as a special case?" 
"Why? What is the urgency?, Do you want them in the next five 

minutes?" 
"No, no. 1 can stay on till the library cIoses." 
"Then, why don't you search for them yourself?" 
"I want to be the first in finding out the meanings." 
"What do you mean by 'first'?" 
"Our officer has set this problem to several of us on the staff." 
"Why?" 
"He is an enthusiastic officer. He wants us to be ever increasing 

our general knowledge. He asks us to go to libraries and learn 
to use and enjoy books." 

"But why has he set you these puzzles?" 
"For several days he asked us to go to the library. But few of us 

did. We are all employed in the Burma-Shell Company. Now he 
has offered a prize to be given to the person, bringing the meanings 
of these words earliest." 

"I see! I' have no objection to find o d  the meanings on one candi- 
tion. You should allow me to inform your officer of the exact extent 
to which you and I exerted ourselves in this matter." 
"No, no. It is no good fur me. Then he would not give me the 

prize." 
"It is very interesting! Why does he do all that?" 
"He wants us to learn the use of books," 
"If 1 find out for you the meanings of these words, will it not 

defeat the very purpose of his setting these problems?" 
"Yes, I quite see. It was really silly of me to have thought of this 

short-cut." 
Then the young man was told that these words m e  into existence 

very recently and that he should look up the latest supplements to 
dictionaries or the latest editions. 

164 TACT AND I)ISCRETION 

There may not be much harm in going a step further in the case 
of f reshen  and helping them to understand the scope, arrangement 
and structure of the reference book to be used. But the ultimate 
location of the fact should be left entirely to the enquirer. Even 
mature people may have to be treated in this way under certain 
circumstances. Surely, when they are eager to help themselves, the 



ready reference librarian should not officiously thrust his services 
on them. On the other hand, his policy should be to avoid giving 
an opportunity to mature persons, having the leisure but being too 
idle to exert themselves, to exploit unduly his willingness to locate 
the facts sought. In fact, a good deal of tact and discretion should 
be used by the man at the enquiry desk of a public library in deciding 
the most appropriate form of ready reference service, suited to each 
enquirer. It cannot be reduced to a rule of thumb. It is a matter 
of flair. A wrong man at the enquiry desk may create fur himself 
many embarrassing situations. 



CHAPTER 2 

WHY OF REGDY REETERENCE SERVICE 

2 1 Intrdnctian 
In examining the what, some light has already been thrown inci- 

dentally on the why of ready reference service. However, it may be 
well to exmine it ab initio in all its aspects. The answer to the why 
of ready reference service is best sought along three lines of enquiry. 
The hstory and the nature of reference books can be said to make 
ready reference service a necessity. The nature of the clientele of a 
library also contributes its quota. A still other consideration, justi- 
fying ready reference service, involves an examination of national 
economy. 

22 Nature of Reference Book 
221 ARTIFICIALITY 

A book itself is an artificial entity. But, a literate perso4 gets 
accustomed to it from his s ~ l o o l  days onwards. Due to frequent use, 
familiarity wears out its artificiality in his case. A reference book 
has a higher order o f  artificiality, It is artificial even to a person, 
seeing no artificiality in an ordinary book. For unlike an ordinary 
book, a reference book is not planned to be read through. Further, 
educationd institutions do not accustom the student to their 
higher degree of artificiality. Therefore, not only children, but 
even adults need aid from a reference librarian to know of the 
reference books. They also need help In making their way through 
the reference book and succeed in finding the information sought. 
For example, I left college in 1916. Till then, I had never been 
told about any general encyclopaedia. I was not an exception. 
Nor was my college an exception; it was one of the foremost colleges 
in the place. Eight years later, I became a librarian. My library 
was under the same roof as a much older public library. Here is 
a scene witnessed by me within a few days. 

222 ENCYCLOPAEDIA INCIDJDTT 
(Case Study 47) 

A medical graduate, older than myself, became a city-father. 
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The water supply of the city was then a vexed problem. Cynics 
used to speak of it as 'Mdony Mixture'. FOT, an officer of the 
Corporation o f  the City, Malony by name, was widely believed .. 

to have ordered the mixing of atered and unfiltered water in order 
to meet the short supply of filtered water. The medical graduate 
had heard of the appointment of a university librarian. Re therefore 
came to me for help. But, to my dismay, there was no book on the 
subject either in my library or in the other .library under the same 
roof. I thought of the Encyclopaedia Britamica. But to my greater 
dismay, my library did not have it, But fortunately, the other 
library was said %u have it. The.rnedical graduate was, therefore, 
sent to that library. 

"Hease give me the Encyclupaedi~ Britmnica. " 
"Which volume?", boomed a voice across the, high counter-table. 

The medicaf graduate was puzzled. After some thought, he asked 
for the first volume to be brought for him. It did not shed any light 
on his problem. He then asked for the second volume.  here also 
he drew nothing. 

"Please give me the third volume," were the polite words of the 
.- . medical graduate. . 

- "How often am 1 ti, ascend up to the third tier?", shouted the 
giant sitting on the  hi& throne w i t h  the counter-enclosure. 

"Then- bringall the volumes at once", pleaded the medical 
graduate. 
"Am 1 made of steel to carry down all the 24 vo~umes?'was the 

thunder -from the giant, reverberating from end to end of the long 
reading room. 

There was nu reference service in any library in those days. A 
librarywas manned mostly by persons with just the ability to read 
the backs of books. 

223 ARUNGEMENT OF INFORMAT.ION 
The arrangement of the information in a reference book varies 

widely and even wildly. 1t may be alphabetical at one extreme. 
It may be classified by subjects at the other extreme. Alphabetical 
and- classified arrangement may be blended in any proportion, 
The arrangement may even be chaotic. Again the arrangement 
varies from one reference book to another. The arrangement is 
not similar even in similar reference books. Sometimes, the arrange- 
ment of the successive editions of the same reference book even is 
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found to be difGerent. In these circumstances, is it a wonder fo, 
t& patience of the reader to run out completely before finding 
the information? But the helping hand of a reference librarian 
would enable him to travel through the reference book with profit. 
Even 'alphabetical arrangement' does not mean exactly the same 
arrangement in all reference books. No universal standard is 
possible for alphabetisation. It has to vary from language to 
language. Even within one and the same hguage, it is not easy 
to arrive at an agreed standard, All-through alphabetisation is 
one extreme. This was attempted in India as - a standard. We 
have the Ge'stalt Arrangement at .the other extreme [R63]. I had 
tried it out for some years. The helpful form appears to be some 
where between these two extremek This was the hding of -the 
Documentation Section of the Indian Standards Convention of 
1957 [ ~ i ] .  Readers feel p w l e d b y  such varieties in alphabetisation. 
They lmg to lean upon ready reference service to wade .through such 
varying alphabetical lists in order to get their infomation out 
of them. 

224 BOMBAY FIRM INCIDEPSJ~ 
(Case Study 43) 

A haughty Officer of the Indian Civil Service entered the library, 
"I want the address of a h .  It is . . . ". 
"Come along. Let us go to the reference shelf." 

The latest volume of the Asylum Press almanac md directory of 
Madras and Southern India (including Nizam's Dornlniom, Mysore, 
Travcbncore and Cochin) was being pulled out. 

"Of what use is it? I want 'Bombay'; and this is 'Madras'." 
"Let us try it. Nothing is lost by trying." 
"Your time and my time will be lost. I have a copy of this on 

my table. It does nut give the address wanted by me". 
"Is it SO? It may perhaps behave better in the hands of a librarian! 

Let-me-try. . , . Here it is!'' 
'What a d-d fool X am! I tried and tried through aU its pages. 

But I could not put my fingers on this'page." 
"No, it is no mistake of yours. The arrangement here is too involv- 

ed and too inconsistent for any-shall I say-but a reference 
librarian !" 

225 ENTRY WORD 
The entry word in a name-of-person puts another pitfall in the 



way of a reader looking up for information in a reference book. 
In the case of a name-of-person of a Western cultural group, some 
standard has come .into vogue. The family name is used as the 
entry word. Even then, there is an appreciabk percentage of multi- 
wordedor compound family names, beyond the capacity of a reader 
unaided by a reference librarian. In the case of a name-of-person 
of an Eastern cultural group, - in a Hindu or a Muslim group - 
there is no standard to help a reader to an equal extent. The function 
of the successive words in a name-of-person varies from cultural 
group to cultural group. In some, the first word is the personal 
name. It is so in a Marathi name. In others, t h e  last wurd is the 
personal name. .It is so in a Tamil or Telrrgu name. Some have 
removable atta~hments. Others have irremovable attachments. 
Ayyar, Mudaliar, and PiJlai are examples. Still others have bath. 
What is a reazovable attachment in some name becomes an essential 
wurd In others. "Sastri" is strch a word. "Sri" is another such word. 
The same name-of-person is put under different entry words in 
diEerent reference books. All this is equally true in the case of 
names of co~orate bodies. The entry sought may be missed by 
many a reader, if left nnaided by a ref&nce librarian. 

226 T~ue COVERAGE 
Another attribute of reference books calling for the help of a 

reference librarian concerns the focus in its time facet. Some begin 
their information firom the farthest known period of antiquity 
and come down to their respective dates of publication. Some 
truncate this full range of time at both ends, to any degree chosen 
by them. Some others truncate it at any one a d  of the range only. 
This is true in the reference books in all subjects. A library gets 
at all times readers, not fmiiliar with the period covered by the 
reference books ta be used by them. Readers come amss such 
pitfaus frequently in biographical reference books. A reader may 
look up the Who's who of the year for an account of a person dad 
long ago. He will go without his information but with bitterness 
against the reference book and the library itself, unless helped and 
made wiser by a reference librarian. As if to balance such a, case, 
another reader may look up a retrospective biographical dictionary 
for an account of a living person. He too will. go without his informa- 
tion but with bitterness against the reference book and the library 
itself, unless helped and made wiser by a reference librarian. The 
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British Dictionary of national biography is a reference book in point. 
The case study 118 given in section HZ1 1 illustrates the why of 
ready reference service, as viewed from the angle of the time coverage 
of reference books. 

227 SUB~ECT COVERAGE 
The varieties of subjects having reference books of their own 

are not well known to readers. Terms such as 'encyclopaedia', 
'directory', 'yearbook', 'who is who', and 'atlas' bring to the mind 
of most of the readers 'generalia reference books' only. They do not 
expect corresponding reference books in subjects of small extension- 
The availability of more extensive, more ample, and more specsc 
information in the reference bwks  covering a single narrow subject 
only, than in generalia reference books, is nut known to readers. 
There is therefore need for a reference librarian to put a reader 
on to t he  right reference book in the right specific subject. Some 
subjects hvolve a geographical facet. All reference books in such 
a subject do not cover the same country or region. Some cover 
the entire world. Some do not. Some cover only a particular coun- 
try. Some others cover only a particular county or district. Many 
cover only a single city. And yet the title of many a reference book 
does not discfose the geographical area covered. This also proves 
to be a pitfal to many readers. The reference librarian bas to 
help them through. 

228 ACCOUNT OF REFERENCE BOORS 
Part H examines in some detail aU such variations in reference 

books, in respect of arrangement of information, time caverage, 
and subject coverage. Students of Library Science should get a 
realistic sense of the matter by handling as many reference books 
as possible. They should study their peculiarities in respect of all 
their features. They should'practise describing each reference book 
in a systematic way. A skeleton scheme for such a systematic 
description is given in chapter 8 of Part H. 

23 Nature of Enquirer 
We can get some more light on the why of reference service by 

approaching it from the side of the nature of t h e  enquirer. From 
this point of view, the enquirers fall into the three groups. 

1 Absentee enquirers ; 
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2 . Casual visitors; and 
3 Regular customers. 
Every one of these classes of enquirers makes ready reference: 

service in a library necessary for a different reason. And alEenquirers 
will fall into one or another of these three clasges. Let .us now exa- 
mine the answer given by each of these classes to the question on 
hand. 

23 1 ABSENTEE ENQUIRER 
23 11 . ENQUIRY BY TELEPHONE 

The telephone is now a normal equipment of the enquiry desk in a 
library. And the furnishing of information on telephonic requisition 
is recognised as a legitimate -duty of a library. No doubt practical 
convenience will rule out the use of the telephone for getting whole 
passages being read out. or dictated. Only facts requiring a few 
words should be allowed to be sought through the phone. Now 
helping an enquirer, nut present in the library, to help-himself is 
out of the- question. Therefore, a, library should have a reference 
librarian to look up information on behalf of this class of absentee 
enquirers, 

23 I2 NEWSPAPER OFFICE 

Newspaper offices loom largest in this class of enquirers. The 
load of telephonic enquiry from t h e  source is heaviest in the 
library in a metropolis. Here are some examples stimulated by - the 
European war. 

1 Can 'aerodrome' be used in the sense of 'airship'? 
2 We have an astrsjugical article on the course of the current 

war, The words 'cumbust' and 'trine' occur there. Are they approv- 
ed 'astrological' terms'? 

3 Would you please locate for me some sumptuous information 
on the 'Maghot line'? 

23 13 GOVERNMENT DEPARTMENT 

The government departments come next in order of frequency 
among telephonic enquirers in a library. Here are some examples. 

1 The Board of Revenue is just working out the financial 
implications of the Tungabhadra Project. "What is the rupee 
equivalent of the osmanic sicca?'' 

2 The Public Works Secretariat rings up for urgent attention. 
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It asks for the address of the American Institute of Radio Engineers. 
3 The Speaker of the Legislative Assembly rings up for informa- 

tion regarding the legislatures of the world beginning their daily 
work with a prayer. 

2314 PFUVATE ENQUIRER 

Taken as a whole, private enquirers use the phone as often as the 
government and the newspaper .offices. Here are a few examples. 

I 1 find the two following words occurring frequently in the 
newspapers this week. Can you let me know their correct meaning: 
Blitzkrieg and Weltanschauung. 

2 1 am: reading a novel. of Tagore in Hindi translation. Its 
title is Ankh ki Khirkirt'. Is there any English translation of it? 

3 1 had conversation with some spirits on the ouija board this 
morning. A stranger spirit announced itself as Blanco White. 
According to him, one of .his sonnets had been published. But his 
best had .not been published. That was his .grievance. He wanted 
to dictate it over the ouija board on a later day. Was there ever 
such a poet. If so when did he live? 

231 5 ENQUIRY BY POST 
Another class of absentee enquirers is not. on the phone; but: 

they use the post. In a cuu~~try like India libraries are as few as 
telephones. Therefore pustal medium looms large in linking up 
absentee enquirers and libraries. As in the case of telephonic en- 
quirers, postal enquirers too necessitate the maintenance of a 
reference- librarian to locate the infomation on behalf of each 
correspondent and transmit it to him. 

232 CASUAL VISITOR 
Any library, well known for its senrice, is sure to attract casual 

visitors, In a well organised community of to-day, members are 
accustomed to look to their lwal libraries for idormation of all 
kinds. It, therefore, becomes almost a second nature of any person 
to call at the library of any place visited by him, to get his idorma- 
tion. But, the Indian community has not yet been accustomed 
to a system of country-wide library sewice. Therefore, the habit of 
going to the library for information- may not be perceptible in it. 
But, in our experience, most of the foreign visitors to Madras 
coming .from Western countries, be it America or France or Ger- 
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many or Russia or Czechoslovakia, invariably made a caU at our 
library almost on the first day of their arrival. Various are the 
questiuns put by them. Some wish to look up a map of Madras, 
others wish to get a list of the historical spots and their'location. 
Some ask for the gazetteers of the neighbouring districts; others 
ask for the names and addresses of the leading persons of Madras 
in the spheres of life of interest tti them. A few spend some hours 
in the library pursuing some topic of local history or current local 
affair. Usually they want to equip themselves with all the necessary 
infomation as rapidly as possible before beginning to do the city. 
India too will, before long, become 1 ibrary-conscious. Then hdiads 
tot, will appreciate and enjoy the value of a nation-wide net work of 
public libraries in their social economy. Then casual visitors to a 
library, f m  other places in India itself, will get considerably enlarg- 
ed. They will even become dominant in number. Because any day 
the number of visitors to a town from within India will be far 
greater than that of foreign visitors. Surely there can be no question 
of a library induding within its legitimate duty the work of educating 
such casual visitors in the use af ready reference material or in 
self-help of any kind. From the library point of view, the most 
economical way of serving such birds of passage is to make its 
reference staff feed them promptly with the exact information want- 
ed. ''Why should the Iocat library Re1 obliged to do this kind of 
reference service for outsiders?', it may be asked. There i s  at least 
one answer to this question: Reciprocity. Do unto others as you 
would like to have it dune to yourself, is a perfectly human motto. 
Hence the need for reference service to casual visitors too in all 
libraries open to the public. - . 

2321 B'ETDAFEST TRAVELLER 

(Case Study 49) 
A European traveller called at the library at I0 A M on the very 

day of his landing at Madras. Whosoever came his way heard him 
utter the w&ds: 

"Parlez-vods Francais? Sprechen Sie Deutsch? Kya tum Hindus- 
tani bolte?" 

Evidently he could not speak English. The word Hindustani 
made a member of the sta f f  take the help of a Muslim peon on 
duty as an interpreter. But in no time the conversation took both 
of them beyond their depths. The traveller because his Hindustani 
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vocabulary was too meagre to express anything beyond the eIe- 
mental material requirements of a foreign tourist; the Muslim peon 
because his intellectual and literary equipment was tor, poor to 
fullow the thought of the traveller. However, the peon was tactful 
enough to suggest to him that after 11 A M some members of the 
staff who could speak his language would turn up. "Accha" said 
the traveller and settled down in a chair. 

* * * S 

Elevert A. M. An experienced member of the refereace staff came. 
He was immediately put on to the traveller. But he was soon stag- 
gered by the Auent French with which he was greeted and addressed. 
Not a syllable could be made out. Henice he asked the traveller in 
Hindustani to commit his requirements to %ting. He did so. But 
his calligraphy was nut easily dxiphered. However something 
could be made out. He belonged to Budapest. He had progarmned 
to stay in Madras for three days to prepare himself to tour South 
India. He would like to read French or German books on places 
like Mahabaliptxram, Srirangam, and Madura. 

He was started on Laruusse wziversel, 2 t and Jouveau~Dubreuil: 
'ArcheoIogie de sud de i'lmde, 2 t. Little by little he was led on to 
various other archeological books and periodicals. The pictures in 
them instructed him where the language failed h i p  It was a pleasure 
to help him with fact-giving materials. He too expressed immense 
pleasure and gratefulness for the ready reference service given to him. 

233 REGULAR CUSM~AER 
2331. NEW CUSTOMER 

In discussing the what of ready reference service we had indicated 
the extent to which even the r e ~ l a r  customers, personally appearing 
at the enquiry desk, have to requisition the services of the ready 
reference stafK There is first the freshman. He Is new to library 
apparatus d any kind. In particular, he is a stranger to ready 
reference books. He does not know the structure of most of them. 
He cannot readily size up their scope. Re cannot evaluate the in- 
formation contained in them without aid. It is the duty of the library 
to educate him in all these matters. After a few visits, a particular 
freshman may gain the ability to shift for himself without the help 
of the staff. But if the library is popular at all and if i t  doe; not rest 
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on its oars until every person in its area becomes its regular patron, 
every day will bring its own quota of freshmen. There must th~refore 
be a fubtimed ready reference staff to meet this perennial inflow 
of new comers. 

The veterarl visitors may ordinarily help themselves with the 
ready reference books. But on occasions, even the most considerate 
of them will be either hard pressed for time or wi1f find themselves 
beyond their depths. In either case, the Library should offer them 
the help of its ready reference staff. If the library is busy at all there 
is every probability for this dass of readers adding their own quota 
to justify the maintenance of an enquiry desk manned by an adequate 
number of reference librarians. 

24 Nstiond Economy 
Justification for ready reference service can also be found on 

grounds of national economy. In any community the ready reference 
questions, brought to the library by its readers, are largely of a 
repetitive nature. There are certain patterns of questions arising 
quite often. Certain pieces of infomation become topical at certain 
moments. Even abstruse questions, requiring a carefuIIy worked 
out chin of investigations, recur though at longer intervals. Let us 
imagine the absence of a ready reference s M .  Then each enquirer 
will have to find out the same facts far himself, put forth all the 
necessary energy and spend over it all the necessary h e .  If we 
integrate the man-hours spent by a community in the course of any 
considerable stretch of h e ,  the wastage of man-hours involved 
will be found to be very great. On the contrary, if we have a ready 
reference staff, any fact found for one reader once can be passed 
on to any other reader seeking it, without any additional expenditure 
of time either on the part of the staff or of the enquirer. It is im- 
material from the community point of view whether the first man 
who spent the necessary time and energy to get at the fact was the 
enquirer himself or a reference librarian. But once the fact is got, 
the reference librarian can clinch it and keep it ever on the surface 
so that it can be passed on to every other seeker. It a n  function 
as the community's agency to pool together the resdts of all the 
ready reference efforts, no matter who the contributor was. From 
this point of view, the estabIishment of an enquiry desk manned 
by an @equate staff in a11 the important libraries of the community 
amounts to a measure of national economy. 
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24 1 WIDELY SOUGHT INFORMATION 
Moments arise when the same fact is sought by quite a number 

of people in quick succession, At such moments it may not be 
possible for a library to produce enough copies of the necessaxy 
ready reference books to -all the enquirers; nor is it an advantage 
to make every enquirer of the community go through the whole 
hog OF dressing out the information for himself. It is distinctly 
conducive to general economy if there is a ready reference staff 
which can furnish by word of mouth the information so widely 
sought. Here are some examples: 

241 I LUCAS ENQUIRY 

(Case Sdudy 50) 
The morning newspaper announced -the death of E V Lucas. The 

reference librarian immedizttely looked up the. Who's who. ;He dso  
began gathering together the books by and on Lucas. While assembl- 
ing them, there was a ring on the telephone. One of the newspaper 
ofices asked for some details about h c a s .  Almost every other 
minute, there was a similar ring from other newspaper o3ices. 
All the newspaper offices wme fed with the same information. 
Xn the meantime the works of Lucas had all been assembled in a 

special shelf. In addition the following books on Lucas were also 
brought together with them: 

I Dilly Tante, Ed. Living authors: a book of biographies. P 235- 
236; 

2 Gosse (E W). More books on the fable. P 209-215; 
3 Lucas (E V). Reading, wuitl'rg md remembering; 
4 Marble (A R). Modern nowel. P 205-207; 
5 Swinnerton (F A). Georgian scene: a literary panorama. 
P. 244-245; md 

6 Waugh (A). Tradition and change. P 292-298. 
A bibliography was rapidly stenciled. It included the following 

references not available in the particular library but perhaps obtain- 
able in others : 

1 Adcock (A). Glory rha t was Grub street. P 19 1-20 f ; 
2 Bennet (A). Books and persons. P 150-1 54; 
3 Gosse (E W). Books an $he tabbe. P 103-110; 
4 Hind (C L). Authors a d  1. P. 182-1 88 ; 
5 Overton (G M). Cargoes for cmoes. P 212-231 ; 
6 Schelling (E F). Approisments md asperities. P 9-i4; and 
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7 Walkley (A 3). More prejudice. P 52-56, 
As anticipated enquirers begain to pour in one after another for 

information about Lucas. As every possible preparation had already 
been made in anticipation, the crowd of enquirers was handled 
quite easily; and nearly everybody was given satisfaction, 

2412 TWEEDSMUIR ENQUIRY 

(Case Study 51) 
One morning, a Reutm telegram stated that the condition of 

Lord Tweedsrnuir, Governor-General of Canada, was serious. 
The most enterprising of the local newspapers immediately sent 
m e  of its representatives to the library to collect information about 
him. In addition to the Who's who, which equated him with John 
Buclran, the following three references were located: 

1 Adcock (A St John). Gods ofthe modern Grub street: impres- 
sions of eon~empo~ary au #hum. P 43-50; 

2 Dilly Tante, Ed. Livirtg authors: a book of biographies. 
2 columns; and 

3 Johnson (R Brimley). Some contemporary novelists. P 183-192. 
The first two books contained also a picture of Buchan. One 

of them was borrowed by the reporter for reproduction and quick 
return. 

In the evening, news of his death had reached dl the newspaper 
ofices. Naturally, they all felt obliged to back the news with some 
biographical data. Some sent their reporters to the library; and 
others rang up for information. As every thing available in the 
library had been located and brought together earlier in the day 
at the instance of the enterprising newspaper, dl the enquiries 
could be immediately disposed of. Thus the fruits of the labour 
of the ready reference librarian of the library reached the public 
that very night. 

24 1 3 BIEDERBECK ENQUIRY 

(Case Study 52) 
James Bourdillon Bilderbeck was a local celebrity at Madras 

about the end of the last century. He was a professor and principal 
in the Presidenq College, a government institution. 

One afternoon the office of the Director of Public l[nstruction 
wanted details of his career. They were found in the Hisrory of 
services of gazetted and other officers in' the civil depar#ment serving 
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in #he Madras Presddeptcy corrected up to 1st J d y  1906 (the year of 
retirement of Bilderbcck). As the reference librarian. began to read 
out from it, the man at the other end of the wire said: 

"It is all too much for me to transmit. X shall ask the newspaper 
men to go to the library direct." 

Quite a number of than came within the next few minutes. The 
office of the Director of Public Instruction had its own copy of this 
publication of the Government. But there was no reference librarian 
in that oEce. Nor was there any m e  with ready wit to look up that 
publication. But, it was almost a reflex .action far our reference 
librarian to look it up. 

24 13 GIVING THE INFORMATION 

In these three cases, nothing could have been gained by making 
every enquirer trace out the information for himself. The right 
thing to do was to place the ready-made facts in the hands of t h e  
enquirers on their arrival at the library. 

242 CONVERSION UP LONG RANGE m READY REFERENCE 
It may happen that some information requires prolonged hvestiga- 

tion and search, In fact it should be classified with long range 
reference service. But if it is of topical interest, several intpirers 
will come for it in rapid succession. And the best way of serving 
them is to convert it into ready refmeme service and give the infoma- 
tiun outright without attempting to make them help themselves. 

2421 BUCK ENQUIRY 

{Case Study 53) 
The award of Nobel prize for literature in I938 to Mrs Pearl 

Sydenstricker Buck was the occasion for a rush of inquirers. The 
Who's who in America gave only four inches of informatiod. TWO 
other books were known to devote some pages to her. 

1 Kirkland (W M) and (F). Girb who became writers. P 39-52. 
2 Lawrence (M). Schoo'I of femininity. P 3 1 1-3 1 8. 

But these were not available in the library. However, the practice 
of the reference staff of perusing and mentally noting outstanding 
facts appearing in periodicals Game to our rescue. It was recollected 
that some idonnation about her had occurred in the Wilson bulletin. 
A search of its file disclosed that volume 6 (1931-32) contained six 
columns of biographical infomation with a picture and that v~lmne 
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9 (1934-35) contained two more pictures. From the moment this 
reference was located, the problem changed over from long range 
to ready reference service. 

2421 FDWARD VIII'S CASE 

(Clue S l d y  54) 
King Edward WTl's abdication produced great pressure on the 

enquiry desk. It required some prolonged search to get some 
infomation on his abdication and "morganatic marriage." Uti-  
mately the faIlowing books were found to be of some help : 

1 Encyclopaedia crf the laws of E&nd. V V 3. P 47-48. Royal 
marriages. 

2 Halsbury. Laws of ~ R ~ ~ a n d .  V 6.  Consfituiional low. 
3 D'Awergne (Edmund B). Some left hrmded marriugm, 

misalliuzces, irregda P and secret U ~ ~ O P I S  of royalty. 
4 Cheiro, Psmd. World predicti~m~ 
5 Shaw.(George ~ernard). Apple cart. 

After the references were located, this problem was converted into 
a ready reference one. Far some days, the infomation was passed 
on merely by word of mouth. 

In the above menti6ned two cases certain world events led the 
referace staff to anticipate enquiries. They could complete the 
processof lung range reference to face a stream of hqukers positively 
expected to come, Sometimes, a local event too may lead to a similar 
result. A long range reference service to an influential individual 
may induce several people to peruse the materials supplied to him. 
In that way also a I ~ n g  range reference service may later become 
ready reference service. 

243 1 RAJAGOPALACEAM THCIDENT 
(Cme Study 55)  

There was an invitation on the Librarian's table. According to it, 
Sri C Rajagupalachari, the Chief Minister, was to deliver the 
inaugural address of the Mathematical Association of the Presidency 
College. 

The telephone made a tremendous noise, The librarian had to 
take up the receiver in hand: 

"Have you got Pott's Algebra?'" 
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"I have not heard of it." 
"I m not surprised. It was a text-book half a century ago when 

X was at college." 
"Is it so? In that case some of the older libraries .in the city 

may have it. I shall try and let you know." 

"I have tried dl the important public libraries. None of them 
bas it," 

"Did you try the Presidency College ?" 
"No, To-day being Sunday its library is not open. But 1 know 

practically all the mathematical books of that college as I was once 
teaching mathematics there. 1 had never seen 'Pott's Algebra'." 

"It is a pity. It was a beautiful book. It gave some interesting 
historical information about matbematics in ancient and medieval 
days." 

"If you are interested in that kind of subject, perhaps I can give 
you some helpful material." 

"I don't think anything can equal Potts. Don't trouble yo~~self.'* 
"Why not you give me a chance? So much has been done in that 

field during the fast fifty years." 
"Is it so? But will it not be too much of a trouble .for you?" 
"Nut at all. We are paid just to do such work. We are only 

sorry that people are not giving us opportunity to justify our- 
selyes." 

"In that Gase will you jut prepare for me a select list of books 
on Hindu achievements in mathematics and send it on with two 
or three books of your choice? 

"Mathematics is a vast field; we have a good deal of literature? 
Do you want every branch to be covered?" 

"Perhaps I wouldn't trouble yon if it is so much". 
"Excuse me. If I am not over-inquisitive, I presume you want 

this for your inaugural address day-after-to-morrow." 
"Quite so ! I wonder how you knew about it." 
"I shall send you just one or two books to suit that purpose." 
"Thank you. But perhaps It may be as we11 i€ you can send me . the list which you mentioned." 
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"The other day the Chief Minister addressed our Association. 
He said that you could give us quite a number of books an Hindu 
mathm atics." 

"Yes, here is a list. It gives the call number of every book. You 
may go to the mathematics gangway and look them up." 

This recurred in the library for quite a number of days after the 
Chief Minister's inaugural address to the Mathematical Association. 
Thus the long range reference service of a sunday reverberated 
itself as ready reference service throughout the succeeding week. 



CHAPTER 3 

HOW OF READY REFERENCE SERVICE 

31 Introdnetion 
The questions what, why, and how are a l  only different facets 

of a single concrete experience. They are merely mental abstractions 
made habitual by the intellect's inherent urge to aaalyse and atomise- 
But, we should not allow the intellect to mislead us into a false 
belief. For the facets created by its atomisation are not independent 
entities. They do not exist in mutual exclusion. To change the 
figure, the what, the why, and the how are only fractional distilla- 
tions into t&e atmosphere of conception. The holistic nature of the 
thing-in-itself is profound. We can never succeed in separating them 
out thoroughly. We cannot have a pure what, a puce why, and a 
pure how of ready reference service. The discussion of the what 
and the why of ready reference service is therefore charged with 
traces of the haw of it, The how lies imbedded in it at various levels 
and in various associations, but always in a subordinate position. 
We shall now hqve it sifted and brought to the surface. We shall 
also give it our thought on its own primary right, 

32 Three Processes 
This we shall do by considering in succession three processes in 

the how, viz, preparation, service, and assimilation. Of these, 
preparation and assimilation are processes behind the screen. 
Service is the vital stage of the flowering and fruition of reference 
service in the. open. The physicd presence of the reader, .or his voice 
through the phone, or his script sent from a distance are the vitalising 
factors. They fertiIise and make ready reference service: complete. 
But the reference librarian has to begin his preparation even before 
they arrive. And, even after the service is done, he has to continue 
the work of the assimilation of the results of contacting them and 
finding out their information. Thus assimilation and preparation 
take place largely in the presence of only the 'thought' of the readers. 
Further, they are convertible into one another. 

33 Telescoping of the Stage 
What is assimilation in rehtbn to the past enqu.krs is &o 
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preparation in relation to the future enquirers. Moreover, the 
service itself contains preparation and assimilation in a ' latent 
or potential form. The stream of enquirers is continuous in a busy 
library, Therefore, the three processes will stand telescoped in 
actuality. 



PREPARATION FOR READY REZEBENCE SERVICE 

41 Classes of Preparation 
Preparation for ready reference service falls into three classes. 

These classes correspond to three kinds of reference materials. 
They are, 

1 New reference book ; 
2 New edition of a reference book; and 
3 Fugitive material. 

42 New Reference Book 
New reference books come into the library from time to time by 

purchase, donation, or collection from heaps discarded elsewhere. 
The refereace librarian should fmiliarise himself with each of them 
immediately on its arrival in the library. All the points discussed 
in the Part on the Nature of Reference Books should be borne in 
mind in this process. A novice may find this work uninteresting, 
boring, and h a s t  impossible- But a reference librarian, with 
experience in contact with enquirers, will find it not only absolutely 
necessary but also absorbingly interesting, The greater the  experi- 
ence the greater will. be the zeal for this kind of preparation. For, 
every item of informatian found in a book wi l  recall to his miad 
the Rmu, the Semu, and the Yogu as the  fittest persons to be 
sewed with it at the earliest opportunity, Thus the preparation will 
get hunianised and become pointedly purposive and, therefore, 
thoroughly enjoyable. After reaching this stage, preparation will 
become as involuntary as breathing, 

43 Inner Urge 
It will take time for the aspirant for reference librarianship to 

reach this stage. Till then, he should mobilise all his will and deter- 
mination, and turn them on his work of familiarislng himself with 
the reference books. Resentment is the ieady shield usually impro- 
vised by ignorance. A new reference librarian should, f herefore, 
beware of his proneness to misunderstand and misinterpret the 
solicitous suggestions of seniors. Where the staff is large, this devzsh 
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proneness will go to the extent of organiskg the never-do-wells 
and invoking trade-union kctics to thwart every chance for good 
sense to preyail. This state of affairs may even corrade rt shaky 
senior. When his sound example has no effect on the new-corners, 
sullkrrnees may set in on him. Ultimately, it tempts him to regress 
to the inaction and complacence of those very misfits under the 
fire of their cynicism of self-defence. There are instances of this 
happening even after several years of pleasant co-operation among 
the staff, as the result of a mischief-monger being thrust into the 
staff and deliberately egged on by the topmanagement itself' to 
spoil the atmosphere. In such an extreme case, there may not be 
any means of preventing the spirit of the library perishing along 
with the reference service. But, normally the intensity of will to 
participate h the healthy life of reference service can avert such a 
tragic; trend. There can be no effective external sanction to enforce 
on a. reference librarian preparation of this kind. For, the reading 
public seldom knows its rights. From the very nature. o f  things,. 
it-annot anticipate the extent of help to be rendered to them by the 
reference librarian. It is particularIy so in India at present. For, 
its adult population is not accustomed to receive help from libraries, - Under these nrunstances, the only incentive has to be the inner 
urge qf the reference librarian himself to Live up to . his highest 
ideals. 

44 New Edition of Reference Baok 
The second class of preparatioa fur ready reference service con- 

sists of the work of skipping through the new editions of each 
reference book as and when they come. The reference librarian 
should acquaint himself with their outstanding new features. 
Various causes will introduce changes in a new edition. The march 
of events in the world at Iarge is relentless ; and a reference book 
has to introduce in i ts  pages all th e consequential changes. Accuracy 
of information is of the very essence of a reference book. Here 
we have to remember a fact or in the orgmisation for the production 
of a reference book. It has to be produced m a grand cwoperative 
scde. Hnndre ds and thousands of contributors and correspondents 
have to furnish revised data. All. of them may not. be equally alert. 
Some may not furnish theiirquata of infomation in proper time; 
and it may not be possible to hold up the issue of the revised edition 
forth& sake. Thus all parts of the new edition may not be equally 



PREPARATION FOR READY RWERENCE SERVICE F45 1 

up-to-date. Often there may be "stop-press" appendices, incorporat- 
ing late information. They should all be looked for and brought to 
attention, Again reference-book-production is an ever-growing 
art. New features are therefore continuously introduced from edition 
to edition. A large library will have to take many reference books. 
Therefore, this work of skipping through new editions will fwm a 
considerable eIemeat in preparation work. The details, featured in 
the standard fur the description of a reference book, should be 

I 

borne in mind and studied at the stage of preparation. 

45 ]Fugitive Material 
The third class sf preparation for ready reference service i s  the 

maintenance of the cabinet of fugitive materials. Fugitive materials 
consist of newspaper-cuttings, magazine-clippings, loose prospectus- 
es, folders, and similar ephemeral materials. These may be of value. 
Perhaps they may often prove to be the only source of information 
for the time being. They have to be located, collected, mounted \ 
whenever necessary, classi3d, filed in proper sequence, and pcriod- 
ically destroyed. This class of preparation assumes considerable 
magnitude in business and school libraries. With the back of the 
mind charged with the kind of questions of topical interest .usually 
turning up at the enquiry desk, the requisite materials must be 
located by a perusal of newspapers and periodicals and by an alert 
look-out for folders and prospectuses. The materials thus collected 
must be expeditiously prepared and inserted into the appropriate 
folders. 

45 1 WEEDING OUT 
In a library manned by resourceful reference librarians, such 

fugitive materials will accumulate with uncanny rapidity. Unless 
periodically weeded out, the -quantity may became an obstmtion. 
Hence, this class of preparation should include a weekly or monthly 
review of the cabinet of fugitive materials and removal of out-of- 
date ones. This review is best done if coupled withthe process of 
Sling. For each new piece filed may suggest the old pieces to be 
removed because of their having become obsofete. 



CHAPTER 5 

SERVICE IN READY REFERENCE SERVICE 

50 Kinds h i  Service 
We sM1 next turn to the core of ready reference service. This is 

service to the enquirkrs. It will be convenient to recognise three 
kinds of sewice: 

1 Training the enquirer in fact-finding ; 
2 Setting the enquirer on the right track to help himself; and 
3 Furnishing the exact information. 

The mode of service will be different in these three kinds. The 
time to be devoted, the attention to  be paid, and the devices to be 
employed to keep the enquirer in good humour will all be different, 
The quality of the ready reference librarian needed must will vary 
with the kind of service. A sympathetic' teacher's outlook will 
benecessaryinonecase. Thecapxitytukeeponeselfintheback- 
.ground will be necessary in another. Promptness and exactness 
will be required in st i l l  mother. 

51 Training in Fact Finding 
Persons, coming to the library for the first time and likely to 

become regular visitors, stand in need of being instructed in the 
use of ready reference bosks. This is necessary as much in the interest 
of the ready reference staff as that of the enquirers. The policy 
of the staff should be ultimately to transfer as mucb of the eEoC 
as possible to the enquirer himself. The most economical way of 
doing it is to take him on hand at the earliest possible opportunity 
and demonstrate to him the method of locating facts in ready 
reference books. Formal instruction is out of the question. The 
ready reference librarian cannot 'lecture' to the reader; nor can 
he collect a number of new-comers and expound the art of 
factfinding in a theoretical manner. These methods savour of 
the class-room. These cannot' be adopted in the library. In fact 
at no moment should an enquirer be made to feel being instruc- 
ted. The correct attitude of the reference librarian should be 
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the one described so delightfully in the words of Sita to Rama 
[VS] : 

" ~ % q r q  -a mi mi qi f& I " 
"I do not instruct; I only remind you out of my love and regard 

for you. " 

It is necessary to have this attitude even in the case of children. 

52 Work with the Enquirer 
The infomation should be sought in company with the enquirer 

at the speed determined by his capacity and previous knowled& 
The passage from one book to another and the turning from one 
page to another should all be done in a way most natural and assi- 
milable to the beginner. The superior skill and the great flair, 
acquired by a reference librarian through experience, should be 
muffled consciously. They should be prevented from giving, at my 
moment, a momentum or speed incommensurable with the capacity 
of the enquirer. As the investigation proceeds, many opportunities 
will present themselves to make Km observe some of the peculiarities 
and to warn him against some of the pitfalls characterising the 
reference book in use. A resourceful reference librarian will also 
have the awareness to detect the setting in of  tedium on the enquirer. 
He should ward it off with gentle humour. 

53 Stages of Servim 
We may recognise three stages in the fact-finding pursuit in 

campany with a new enquirer; 
f Precise enunciation of the information to be pursued and 

found out; 
2 Chalking out the line of  pursuit; and 
3 . Final spotting out of the information. 
We shall study each of these stages. 

54 Exact Enunciation 
54 1 OBLIQUE ENUNCIATION 

In most cases, correctly stating the problem to be pursued, is 
half the battle. Various causes prevent an enquirer from stating 
his question in exact termsS He might have, in his own way, partially 
solved his problem and reduced it to a secondary one. At the enquiry 
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desk, he will therefore mention only his secondary problem. The 
reference librarian will thus hear from him only an oblique enuncia- 
tion of the problem to be pursued. The line of pursuit suggested by 
it may altogether be clear of the primary problem. It may even 
carry the enquirer to a point of annoyance. Several wrong paths 
may have to be pursued. By such trials and errors only, either 
party may discover the real problem being different from the secon- 
dary one stated explicitly by the enquirer. An experienced reference 
librarian could have developed the fiair to sense the secondary 
nature 6f the problem. Then, he may elicit the primary problem 
in exact terms expeditiously. This wilI save a good deal of trouble 
for the enquirer and for himself. 

542 GLASS INDUSTRY ENQUIRY 
(Case Study 56) 

A middle-aged gentleman called at the library. 
"I should like to have information on glass industry." 
"What aspect?" 
"Aspect? Some data and a brief survey." 
He was directed to the Encyc~upaediu Britannicu in the first 

instance. Ten minutes later, the reference librarian went. to 
him. 
"Do you get what you wanted?" 
"I have just perused the articles on 'glass' and 'glass manufacture*' 

They are historical and technical." 
"You don't want them?" 
"No, I am rather interested in the economic aspect." 
"Then try this article on 'glass and pottery industry' in this 

volume of the Encyclolpa~dir of social sciences." 
Half an hour later, the reference librarian again asked him if he 

got his information. He could not say. He would ask for additional 
help if necessary after perusing the whole of the article. Another 
half an hour passed; and the enquirer approached the reference 
librarian : 

"This is nearer to my point.",' 
"I am glad." 
"But it gives only twenty lines on the problem I am pursuing." 
"What is that problem?" 
'Took! this article speaks of 'industrial hazards.' It is something 

like that." 
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"Did you look up the cross references to 'industrial hazards and 
sanitation?" 

"Yes, X did. But it is all too general," 
Then only his problem got enunciated in exact terms. To meet 

it directly Ocmpation and health: an encyclupaediu of hygiene, 
pathology, and social welfare published by the International Labour 
Office was brought to his notice. The article on 'glass industry' 
extended to twenty-one pages: ten pages were on the technique; 
and eleven gave statistics, and dealt with pathology, hygiene, and 
legislation. The enquirer was delighted with it. He got from it 
all his information. He left the library fully satisfied. 

543 PROHIBITTON ENQULRY 
(Case Sdudy 57) 

A parliamentary secretary ascertained by the phone if the library 
bad books on prohibition. He arrived in thelibrary a few minutes 
later. He had been a professor before becoming parliamentary 
secretary. He was shown some books. 

"These discuss for md against prohibition. T don't want them* 
Show me some books on the social aspect of the problem, W b r e  
are they kept?" 

"Here! In this section 'social patholog-drink evil.' There 
are just a few books here on the prevention of drink evil." 

"Even these are not to my point. Have you anything on prohibi- 
tion law?' 

"Yes, here are two books." 

"These too are no goad." 
"What is it exactly that you want?" 
"Have: you any books on the administration and enforcement of 

prohibition pullicy?" 
"Yes, here are a few." 

"No, no! These are no good. They only deal with smuggling, 
bootlegging, and so on," 
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"Perhaps we may be abk to find out something helpful if you 
can say what particular problem you have in mind." 

"I want information about exemption from prohibition law. 
In the acts, you simply come across the phrase 'unless' exem- 
pted." 

"I expect that the details about exemptions will be found in the 
rules framed under the acts. They-will be mostly executive orders 
and may not find a place in books." 

"The pclojarees (=priests in the temples of village gods) insist 
that' wine is necessary for temple worship. You know that it is the 
thin end of the wedge. I want to know how similar problems have 
been met in other countries." 

"Ordinary books are not likely to go into such details. -Perhaps 
the annual reports on the working of the prohibition act or reported 
cases may give some information." 

544 IRON WORKS ENQUIRY 
(CuLye Study 58) 

A telephone message from the head of a government department 
read "1 am sending my peon to the library, Send through him one 
or two books on steel and iron works." The peon came; and two 
books on the subject were sent. 

Half an hour later the personal clerk of the official returned 
the two books and said: 
"My officer does not want these technical books. He wants some: 

books describing old iron works." 
"1s he interested in the use of iron in antiquity?" 
"Perhaps so. He mentioned 'Iron works of olden days.' That is dl 

'I know." 
"Then take these books, 'Xrzey are all of antiquarian interest." 

The personal. clerk returned again within another half a hour 
and said with some emotion : 

"No sir. He asked me to return them immediately." 
drwhy?'' 
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"I don't know. He is fretting and filming. He wants me lo 
bring other books," 

"What exactly does he want?" 
"I don't know." 
'*Ask him by phone, now." 
"No. He is very angry. You may ask him yourself." 

It was 5 P M. The official came ih person. He was an elderly English 
gentleman. In fact, he was a senior member of the Indian Civil 
Senice. 

"I thought my fellow only was a fool. Your f&ws too are like 
that." 

"Why, what's the matter?" 
"I want some pictures of old iron works-say of the Moghul 

period, They send all sorts of things." 
Presently some illustrations appearing in the Memoirs and New 

imperial series ctf the ArchaeoEugl'ca! Survey of India ,were shown. 
He was not satisfied -with them. The assistants .were asked to collect 
more such illustrated memoirs and the ofEcer, was taken. into the 
librarians' room. 

"This is the- first time, 1 come here after you moved into these 
buildings." 

"You like the buildings !" 
'&Yes, they are love~y." 
"Where do you live now?" 
"I am just now changing my residence, I have taken a new house. 

There is a big hall in it. MY wife wants to have it partitioned. She 
has taken a fancy for an iron door and iron grating." 

He was taken into a deeps.conversath. In a few minutes a few 
recent bound volumes of architecturall periodicals arrived with 
bookmarks in some advertisement pages. The old official exmined 
the pictures in those pages. He was immensely pleased. .. 

"I t  i s  just this kind of thing that I wanted. I shall ask my wife to 
come' and have a look at them." 
: "Iam glad you have got what you wanted." 
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"Not '1 wanted' but what 'my wife wanted!' But why were they 
not able to get them this morning?' 

"Because you did not tell them that you wanted these!" 
"Nor did I tell them now." 
"But you told me that you were changing your residence etc. etc. 

This slip went to them, and they gave up the pursuit of Archaeological 
memoirs and looked up these advertisement pages !" 

"I am sorry 1 called your men fools. Now I rmlise who was a fool ! 
I am glad that you asked me to make a personal call. I am glad I 
came, I enjoyed your library. I shall bring my wife along to- 
morrow this time. I am sure she will enjoy it too." 

545 DELIBERATE DISTORTION 
An accarate enunciation, of what exactly a reader wants is not 

easy either for the reader or for the staff; it takes Iong to shape; 
it is half the battle in most cases of reference service. In the above 
mentioned patterns, the enquirers were quite genuine. But it i s  also 
possible for the enquirer to make his questions oblique quite con- 
sciously and deliberately. Shyness, inferiority complex, or un- 
wilingness to lay bare his cards may make him do so. It is shyness 
in must cases. It calls for a sympathetic handling by the reference 
librarian. A shy reader should be put at ease by kind words and 
participative manners. Once confidence is established, the correct 
enunciation of ,the question will become easy. But the position 
will be very difficult in the case of a brave enquirer, purposely with- 
holding or distorting his exact problem. Even there, the geniality 
and the sincerity of the reference librarian may act as a corrective. 
Anyhow the obliquity of the question should be reduced as much 
as possible before chalking out the line of pursuit. Often, even this 
class of enquirer comes to terms in slow degrees, while working 
together. 

55 ChmrEkhg out The Line of Pursuit 
Having gut as correct an enunciation of the question as possible, 

the reference librarian lras to think out immediately the reference 
book likely to be of use. Without any air of instruction, he shodd 
readily show the enquirer its scope, arrangement, etc. A good 
plan will be to read the preface or introduction rapidly with him, 
with brief commentaries by way of empbasising special points ur 
elucidating abstruse passages. It is also desirable to invite the 
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attention of the new enquirer to the index and its nature. By this 
time, the reference librarian should have established a good relation 
with the new-comer. He can put the book into his hands and ask 
him to look it up, keeping himself in the background. It may 
happen that the enquirer is not satisfied with the information 
which Ire is able to find. Then the reference librarian should discuss 
with him what is wanting in the information got and show him in a 
friendly way how it can be amplified either from some other part 
of the same book or from some other book related to it. While 
proceeding along these lines a good deal of opportunity wilI arise 
to widen the experience of the enquirer in handling reference books 
without any formal instruction. In this way, the enquirer in a library 
must be made to learn more by doing than by listening. 

55 1 HELPING INTO THE RIGHT TRACK 
Next we shall turn to regular customers and strangers, already 

familiar with fact-finding methods. They usually require the least 
time of the reference librarian. They mostly help themselves. 
But now and then the facts pursued are too elusive for them. Refer- 
ence books do not yield them if pursued in the normal way. Then, 
the self-helping enquirers may get stranded. They may show signs of 
discomfiture or disappointment. At that time, the reference librarian 
should come to their aid. The offer of help in such cases should 
be made most tactfully. The enquirer himself may ask for help. 
Then it must be complied with without betrayal of any air of super- 
iority. The difficulties of the enquirer may be due to his not having 
a clear enunciation of the information wanted by him. If so, his 
problem should first be given the correct shape. The method will 
be similar to the one adopted in the case of new-comers. But, it 
can be put throu& more expeditiously. Thus, the problem should 
be made definite. Then, the reference librarian should place at 
the disposal of the enquirer his own more intimate knowledge of 
the scope, the idbsyn~rasies, the defects, and the pitfalls of the 
reference books. Even more important than that, the reference 
librarian should know how the different sources supplement one 
another. Lack of familiarity with the last-mentioned feature of 
reference books is often responsible for the failure of even an 
experienced enquirer in helping himself, But the reference librarian 
should have acquired a good knowledge of  it through experience. A 
few judicious questions should disclose the stage at whch the en- 



quirer took a wrong turn. Without any explicit remarks or any 
other open sign about t h e  mistake of the enquirer, the .reference 
librarian should take him over to the right track; and if he shows 
signs of exhaustion or despair, the reference librarian should lead 
him on further. This may have to be done occasionally, tiU the 
enquirer sights the infomation sought. 

552 HUNTER ENQUIRY 
. (Case Study 59) 

A professor of ecbnomics generally used to help himself in ready 
reference matters. Once he came to the referen~g librarian. He 
asked for a brief biography of W W Hunter. At the same time, 
he expressed surprise at his not finding it in the Dictionary of national 
biography. The reference librarian took his statement to be correct. 
He, therefore, tried Buckland's Diciionury of Indian biography. 
It gave a very.brief account of Hunter's life. It was inadequate for 
the professor. 
Now it s t m ~ k  the reference librarian that the professor might 

have omitted to consult some of the supplements, So, he asked 
t h e  professor if he had consulted the supplements. Re replied that 
he had used the supplement of three iolumes as well the next single 
volume bringing the work up to date. Here was the. cause of trouble, 
The professor had not evidently seen volume 22. It formed the 
first.supplernent to the work. So, the reference librarian pulled out 
that volume, located the .article, and - gave i t  to the professor. We 
glanced at the article, glanced at the back, glanced at the reference 
librarian, said to himself "How is it!" and settled down to read. 

553 BURNELL ENQUIRY 
(Case Study 60) 

Another professor was seen walking confidently into the gangway 
containing periodicals in lndology. Fifteen minutes later, the 
reference librarian went to him and asked: 

"Can 1 help you?' 
"No, thanks. 1 remember having seen a picture of A C Barnell 

in one of these volumes." 
"Do you want it to be located?' 
"I have examined every volume. It i s  not there. I wonder where 

I could have seen it." 
"Did you try the Diciionary ofn~rl'onizi biography?" 



"Surely it doesn't give pictures." 
"Nor did I say that it does." 
"Then what's the good!" 
"There is usually an iconographical note at the ends of articles." 
"1s it so? There is a bibliographi-1 note. Dues It include pictures 

too?" 
"Yes, try it," 
He found the following passage: 
"Another work undertaken jointly with Colonel Yule had been 

the occasional occupation of both for many yeas and Burnell's 
part in it was nearly completed. It appeared in 1886 (new ed,ition 
1903) as Hobsun-Jobson, being a glossary of Anglo-Indian .collo- 
quial words and A portrait of Burnell i s  at p xiii". This 
note was found in v 3, p 385. 

5 54 STROH-VIOLIN ENQUIRY 
( C ~ s e  Study 61) 

C S Ayyar was a senior officer in the Financial Civil Service. He 
was a violinist by hobby. Some research work on violin technique 
was claimed to his credit. He dropped into the library. 

"I had once seen a peculiar kind of violin in the hands of an 
expert in Gemany. He called it 'Stroh-violin' or 'straw violin'. 
What can it be? I want the correct spe~ling." 

"Will you try some of the books on violin?" 
He had tried; but no light. He was asked to try dictionaries of mu- 

sic; still nu light. He was asked to consult the linguistic dictionaries. 
He did so, spending much time. 

"Nu, I don't find it anywhere.. These reference books are all so 
incomplete ." 

"Did you try Webster? 'It is a mine of i4fomiati~xl.~' 
"Yes, I did. Even that fails." 
"Did you try the New English iiictionary?" 
"Yes. 1 looked up every possible place. 'But it is too old. My 

recollection is that this violin .is a new irivention." 
"Then why don't you look up the Supplement?" 
"Supplement! Supplement to what?" 
"Supplement to the New Efiglish dictionmy.'' 
"1s there one?" 
"Yes, h was published a few years ago. It contrains the new 

words that came into use during the last half-century." 
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"But where is it?" 
"Here! " 

- "I took it to be one of the original volumes.. . Such a bulky 
supplement ! Row language grows ! " 

"Here . is the definition: Stroh (=Straw). . . . Used attrib. to 
designate instruments of the violin class having a horn attachment 
for increasing the resonance." 

"Thank you. 1 was about to go in disappointment. How easily 
one gocs out-of-date in these matters I" 

56 Final State 
An important principle should be borne in mind in helping even 

newcomers. The final stage of actually locating t6e right information 
should be left in the hands of the enquirer himself, The reference 
librarian should invariably withdraw himself at that stage. 

561 Jor OF SELF-HELP 
The enquirer should never be denied the joy of feeling that 

ultimately he had helped himself. This joy will help him enjoy 
the pursuit of facts by himself in future. 

562 ABUNDANT CAUTION 
In any case, the enquirer should be made to read the infoxmation 

from the book with his ow11 eyes. This will avoid the risk of his 
turning up later and complaining of having been given wrong 
iaformation. Of course, there can be nu question of legal. respons- 
ibility. If he happens to connect any failure, loss, or discomfiture 
of his with such wrung infomation, he may be made to recall 
that the information was perused with his.own eyes or copied with 
his o m  hand. Such cases may arise only occasionally. Yet it is 
better for the reference librarian to accustom himself to such a 
procedure by way of abundant caution. 

57 Furnishing the Exact Information 
In section 23 "Nature of Unquirers", mention was made of the 

different classes of visitors standing in need of being served with 
the exact information and not merely being shown the concerned 
reference books. First, there is the class termed "the absentee en- 
quirer". He writes or phones for infomation. Then, we have the 
experienced customers, without time to help themselves. Lastly, 
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there is the casual stranger. Xt is not worthwhile spending any time 
in showing him the way of helping himself. In a business library, 
the first group will be large (vide section 14). Public libraries will 
have experience of the other groups. In all these cases, the very 
circumstances indicate the furnishing of the exact information 
to be the only kind of service possible. 

571 SI~RVICE BY POST 
The enquirer may be absent, He may not be present even on 

the phone. The enquiry may come by post. Then the probllem of 
getting him to enunciate his requirement in direct and exact terns 
becomes difficult. The reference librarian will nut get the help of 
the enquirer. He will have to use his own unaided judgment. In 
some cases, an intermediate reference by post may become necessary. 
In extreme cases, even repeated correspondence may become neces- 
sary .  But there is one compensating factor. His enquiry need 
not be attended to at the very moment. It can be taken up as pick-up 
work and gone into with calmness at leisure. But the reference 
libiarian should remember to dispose it off before the next mail. 
The letter of request may be brought by a messenger. Then the 
matter must be attended to immediately. In case of enquiry by post 
or through messenger, alternative information may have to be given 
to meet the different interpretations admitted by the enquiry- 
It is de~irable to keep a record of the sources of information and 
of the person, beating them. For, the enquirer is likely to write 
back for further elucidation. 

572 SERV~CE BY PHONE 
The enquiry may come by phone. In that case, the time problem 

becomes most acute. It is best to furnish the infomation immediate- 
ly. This can be done if the question is a familjar definite one and 
does not involve anything more than looking up just one reference. 
From this point of view, the location of the telephone rweiver in reh- 
tiun tu the reference shelf should be carefully settled. Tt should be at 
the enquiry desk. And the reference shelf should be handy within a 
few feet. In addition, the oft-required ready reference books shudd 
be on the desk itself. Then, the reference librarian lean look them 
up without leaving his seat. Experience will show the reference 
books to be so kept. They will vary with the library. Even in the 
same library, they will. have to be reformed from t h e  to time. 
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The information sought through the phone may not be readily 

traceable. Then, after making sure of the exact enunciation of the 
idomation sought, the enquirer should be asked to ring up after 
a stated interval. This request may create queer situations- if the 
person at the other end of the wire is a diBcu1t customer. 

$74 DIFFICULT CUSTOMER ON THE PHONE 
(Case S~udy 62) i 

"Your enquiry needs a reference to the stack-room. Kindly ring,, 
up half an hour hence." 

"Never heard the like of it. You should know every book you 
have in stock. Put me through to someone that knows his 
business." 

575 TACT ON THE PHONE 
Tact on the telephone is verily a rare virtue. We can only hope 

that a gradual dawning as ta the working of a library will cGme in 
time to those darkened minds. And again, the antidote is not 
angry blustering. A quiet, reasonable but firm frankness is the 

' 
correct means of handling a diEcult customer. 

576 OMNIBUS. INFORMATION 
Apart from :such petulance, the phone may also bring an omnibus 

question. I t  may call. far the furnishing of a set of statistical figures 
or long passages going even beyond a page. They are not easily 
transmitted by wire. Ti1 such cases it will be an advantage to both 
parties, to make a polite suggestion to the enquirer to call personally. 
Innocence and inexperi.ence may be responsible for asking for such 
information by -the phone. If so, the enquirer has only to be told 
and he would correct himself.. But occasionally, a wilful person 
may excuse himself, pleading inconvenience to come all the way to 
the library. It shows utter lack of civic sense. In such cases, the 
reference librarian should know how to be firm without being incivil. 
Sometimes, .a phlegmatic enquirer. may make a fuss and lodge a ane- 
sided complaint with the authorities, Usually they know how to 
treat it. If they don't, it is necessary to explain the difficulties of 
the situation as. they may not have realised them. That a customer 
should think that -the men at -the phone on the enquiry desk are 
capable of answering any question is extraordinary enough; but 
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that he shudd expect a whole page or chapter or a stream of figures 
on tap is the height of nonsense. 

5761 C r ~ ~ ~ ~ ~ ~  OF DEATH" ENQUIRY 

(Ca$e Sf~dy  63) 
"Hallo! Who is the author of that beautiful poem on the Mystery 

of death?" 
"Is that the exact title?" 
"I am not sure. It is a well-known poem. It compares night and 

death." 
"You don't knaw the author?" 
"That is the rub. I think that this author has written only this 

one poem. It contains a line like 'If light can deceive us, why not 
life' ?" 

"Just hold an . . . . Thank God ! T have tumbled on it." 
"How nice! HOW did you manage it?" 
"I first tried 'Familiar quotations,' 'Brewer, 'Benham, etc. But at 

last the Cyclopaedia of Egb2sh literature not only gave the clue but 
has reproduced the poem in extectso.'' 

"Haw lucky! Will you please read out. I should like to make 
sure whether that is the right poem?" 

A few Lines are read. 
"Yes. . . .Thdt is exactly what J want. Will you please begin 

again. , .a little more slowly? I am taking it down," 
"Please excuse me. I have already been held up for Steen minutes. 

Many readers are waiting for my help." 
"Look here! I am frightfully busy." 
"I am sorry; it won't take you more than ten minutes to come 

over to the library." 
The telephone was disconnected. Again it began to ring. The 

same fellow! It is again disconnected. Ten minutes later the tde- 
phone rings again. Another reference librarian attends to it. 

"Please bring the Cyclopaedia of English literature, V 2." 
"I am ready. Here it is." 
"Please turn to Blanco White." 
"Yes ! He is the author of ?4dghl and death," 
"Exactly, how quick you are! Will you please read it out for me. 

. . . .You are too fast, I don't write short-band." 
The old scene repeats itself. 
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577 SERVICE TO CALLER 
The enquirer may appear at the library in person. And yet, 

he may expect the whole tracing to be done by the reference librarian. 
This will happen in a business library. His personal co-operation 
can be had without diEmlty at least at the first. stage of the exact 
enunciation of the problem. But it is not easy to keep him restful 
when the information is traced. There are irritating people demand- 
ing instant attention. They may claim to have been waiting for half 
an hour whereas they had only been in the library for half a minute. 
A possible remedy is to give some engagement to such flighty 
enquirers. They may be taken to the shelf of recent additions, 
if they are interested in books. In the case of some difficult en- 
quirers, it i s  wise to leave t h m  in charge of the chief librarian 
himself or some other senior who can keep them engaged! This 
should riot be regarded as waste of official t h e .  For is it not part 
of the official duty of the librarian to keep a customer in good 
humour till correct service could be rendered to him? If, however, 
the enquirer is considerate and would agree to call later for the 
infomation, the offer may be thankfully accepted. But there are 
some enquirers coming to a public library who couple their offer 
with the condition that  the information may be sent by post. It is 
desirable to avoid taking up such an obligation as the corres- 
pondence of the library should not be multiplied by .the ready refe- 
rence desk. 



CHAPTER 6 

60 Need for Assidation 
Oliver Wendell Hulmes has described the man who had an astoun- 

ding knowledge of eve& subject under the sun if its name began 
with any letter from A to M, but showed an equally remarkable 
ignorance bf every subject which came in the cydopaedias anywhere 
between N and 2. Whether such a being ever existed or not, the 
findings of Jast's probing into his mind are significant. "His mind 
must resemble an ostrich's stomach, where, if my zoology is correct, 
everything swallowed, from a bully-beef ta a Colt's revolver, is found 
in i ts original condition, mingled in an 'admired disorder' but not 
absorbed." [J2f. Similar will be the mental. make up of the refer- 
ence librarian of a busy library unless provision is made for rumina- 
tion, digestion, and assimilation into the specific skill of reference 
service. 

6 1 Inner Assimilation 
Any skill improves by repetition. But the profoundness secured 

by practice for skill in refmence service is remarkable. To a reference 
librarian, really enjoying his work, every contact with an-enquirer 
and the pursuit of every new problem provide an additional oppor- 
tunity fox enrichment. It gives a delightful exercise to his flair, It 
invariably enhances his mastery over reference books. For, the 
pursuit of a new problem may disclose potentialities, unnoticed 
hitherto. How often does not a reference librarian hum to himself 
"Hallo, does this book contain this! I had missed it all these 
days." Sometimes while pursuing a problem, his eye casually falls 
upon some information, making him say to himself: "What a 
pity! That fat gentleman asked just for this the other day. But 
none of us could lay our fingers on it. I wonder if [I can find out 
his address and inform hitn abaut it. How pleased he will be! 
I hope it will not be too fate." 

62 Nascent Awareness 
A reference book clannot be read though. Hence, even a very 
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conscientious reference librarian can hardly know all its nooks and 
corners, by a formal study at the preparation stage. Absorption 
of its unusual features or the unexpected pieces of information 
scattered in it becomes far easier when a nascent awareness is s t b u -  
lated and maintained at a high pitch by the thrill of grappling with 
a difficult problem in the presence of an expectant enquirer. A 
moment's experience or stay at this high levd of energy can be far 
more productive in giving a masterful grasp of a reference book 
than hours or even days of a dull mechanical pouring over its pages. 
While in such a state, not only is the partidar book on hand render- 
ed transparent and illuminating, but it even discloses its integral. 
relation to several other reference books and delightfully lands us 
at an eminence which gives a clear and lasiing view of past reference 
experiences in almost a prophetic inter-relation with what awaits 
in future. It is impossible to describe this supreme type of experience 
in full detail as it is so essentially conditioned by its concreteness 
with all its S n i t e  shades of context which go into our very being 
but get distorted by any attempt at generalisation or abstraction. 
Every reference librarian should strive, invoking the f& weight 
of his will, to realise in his daily life this delightful stage of 
simultaneous and integrating contact with the readers and the 
books. 

63 Sharing with Coneagnes 
Another phase of assimilation is sharing with the brother members 

of the staff one's new discovery either of reference books or of 
particular enquirers or even of human nature in general, This 
does not mean that it bwomes a reference librarian to discuss the 
enquirers in a vein of waggishness. But, it is helpful to inform all the 
colleagues about what has been sensed about their temperament, 
range of interest, capacity for self-help and, what is particularly 
profitable, the reciprocal help which the staff could get by serving 
certain well informed enquirers. Information of this kind will be 
of much value in making the future contacts with the enquirers 
easy, pleasurable, and profitable to all concerned. Imagine the 
pleasant reaction which the enquirer will experience if, at his next 
call at the library, he is met by some other member of the staff 
with genuine familiarity and without ,wee again being subjected 
to all the ordeal of a first contact, A library is a human institution 
and every such human touch tones up its functioning. 
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64 &onmuits of Sharing 
Apart from this very desirable human side of  the sharing of every 

experience with colleagues, there i s  also an economical side. The 
time and energy spent by one member of the reference.staffin hunting 
up a difficult question should be made to yield a greater profit than 
that of merely serving that one new enquirer who prompted it. 
The finding should be made known to the other members if it is 
worth that. Further, all new discoveries incidentd~ made out of 
the reference books used should also be passed on to the colleagues 
so .that they may also benefit by &em, 

65 Recording and Piling 
Another made of assimilation relates to elusive f ~ t s ,  disentmgled 

from unexpected sources under the stimulus of the enquirer's pre- 
sence. These may be easily forgotten. They may be requisitioned 
only occasionally, Virtually they belong to long-range reference 
service. But they may get spotted out by sheer chance in ready 
refmace service. They need to be recorded in slips of standad size 
and filed in the reference cabinet. A reference cabinet b d t  up in 
this way will become in the long run a veritable mine of Idormat~u~,  
indeed it will become a locally compiled reference book in slips. 
Fur each fact included in it, there should be several. slips-fur the 
classified sequence and for the alphabetical sequence. Each slip 
should give the source of information. The routine for this is 
described in my Library administration. 

46- Assimilation in Book Selection 
Again in the actual process of service, gaps in the reference C O ~ X -  

tion of the library come to notice. They must be noted for later 
attention. At moments of respite from direct service to readers, 
the bibliographical resources should be rummaged to select the 
correct books in order to fill up the  gaps in the stock. These should 
be brought to the notice of the book selection section for further 
action. 

67 Assimilation and Fugitive Material 
In business and school libraries, the interest of the enquirers 

shifts from time to time. The early enquiries of the new type will 
be a warning to an alert reference staff about fugitive reference 
materials of a certain kind possibly soon coming to be in demand. 
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The best means of procuring them should be explored; and they 
should be got and brought to use expeditiously. 

68- Clearing Meeting 
Most of the modes of assimilation point to the need for frequent 

consultation among the reference staff and deliberation at the month- 
ly meetings of the Staff Council. Such clearance meetings [It371 
will keep a library ever resonating with the pulse of the patrons. 
Such a resonance will lead to the fulmment of the Laws of Library 
Science, This fulfilment will justify the existence of the library, 
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