Order-to-Go:
A New Trend in Law Libraries

ave you ever wondered what
your locel library and a fast-

food restaurant have in com-
mon? Did you know that just like a
fast-food restaurant, many libraries,
including law libraries, have drive-thru
windows where you can pick up and drop
off books? And have you ever noticed
that just like & fast-food restaurant, you
pretty much know what 1o expect from &
library and the basic services it provides?
Libraries are & place where the patron,
or customer, has access w0 2 plethora of
information resources. More and more,
law libraries are moving away from the
Just-in-case mode] that is commonly used
in collection development toward a just-
in-time model,

ON-DEMAND SERVICE
It is the cust, s th lves who

to ordering from, patrons want the same
from their local law library,

Consumers of information seem to
have this notion that information is
abundant, already packaged to meet
their individual needs, and ready to be
delivered. Forget the old-fashioned re-
search process. The use of the internet
&nd social media is partly to blame, Pa.
trons don't seem to want to sit down and
spend time working on a computer, nor
do they want to reference print materj.
als such as books, journals, or maps—it
takes too much of their time, Rather
than patrons going to their loca] law
library to perform research, they are
now contacting the library vig phone
and expecting a librarian (o retrieve
information for them as if it can be de-
livered like a bamburger, Neyer mind

may be to blame for what is called the
“McDonaldization process” because they
approach the law library as consumers
would. They examine variables such as
convenience and want to obtain the best-
quality “product” for their investment
in the shortest amount of time possible.
Just as McDonald's and Taco Bell have a
standard menu that customers are used
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the prof | lawyers, who actually
practice law,

There are many similarities between
the food service industry and a lay )j.
brary. In both cases, customer service
means everything from the ook and fee)
of the environment o the particularitieg
of the products they serve, J{'s all aboyt
the customer in the service ind ustry, and
both restaurants and law libraries alije

must strive to meet their customers’ pref-

erences and needs as best they can.
The library environment in general can
be somewhat predictable, and there is a
O.Bﬁ-ain kind of expectation of what one's
library experience should look and feel
like, Patrons generally know what to ex-
pect, and it all comes down to control and
wﬁon, providing information
Mmomh with rules to identify, clas-
sify, access, 39]&1, wmmunimte, exdmﬂgﬁy
[a:d p'rﬂerve information, Just as we haye
vorite meals we ordep from fast-food res-
"“’fiﬂh,maltofulmnwmofuwbwc
:u':::l that our loca] Jayy library provides.
ey We really know about all of the dif-
i ub“"“’“ and programs that eyery
Mbeu":a’?hﬂﬂooﬂbﬂ’l'lwra are com-
ahout what |ay library seryices

mean and shoy)q include,

JUST-‘N-T]ME

“ml;:w‘libnry Patrons often haye a dif-
s VIeW from law librarians and other
P

on what legal services

are, i
» u:ehat these kind of goryices ghould
e }u:d how information iy dissemi-
b, Y ¥ frustrated when gtanding
» uwform&mmmmmWWOf
N 0ot wil)j i .
Willing tg yai¢ forit, In a world in

which information seems to be just a short
reach away, law library patrons are expect-
ing services on-the-go. Thus, the accuracy
and relevancy of information become al-
most secondary for the patron, while speed
takes precedence.

Law librarians help patrons evaluate,
repackage, and disseminate information.
They offer instruction on how to access and
use library materials, provide reference
services, and do their best to deliver quick
and in-depth answers to patrons’ ques-
tions. Their skill set is priceless, and they
do what they can to provide just-in-time
services—a rL_‘ f .lbyw-- -r 4
as “a methodology aimed primarily at re-
ducing times within the production system
as well as response times from suppliers
and to customers.”

MOVING AWAY
FROM JUST-IN-CASE
Law libraries now inhabit a fraction of
the space they once did, and the just-in-
time model works well in smaller libraries.
Just-in-time service is generally seen as
patron-driven acquisitions based on a need.
For example, law librarians might review
interlibrary loan statistics to determine if
the library should purchase a resource that
is frequently requested. Many of them have
agreements with ebook vendors allowing
for the automatic purchase of an ebook af-
ter it has been checked out several times.
Law librarians can no longer afford to proj-
ect what resources they will need—many
of them just end up sitting on the shelf.
However, if statistics show that there is a
demand for a publication, librarians are
able to justify the purchase and buy it upon
equest knowing the will be used.
The just-in-case model is seen more as a
collection development practice, whereby
law librarians attempt to anticipate their
customers' needs and fill gaps in their col-
lections, The just-in-time model tends to
work better in environments where cus-
tomer service is a major element of opera-
tion, as it tends to be more customer-driven
and budget-friendly.
Patrons are expected to do more for
themselves these days, including comput-
erized searching, photocopying, printing,
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filling out interlibrary loan request forms,
and using self-checkout systems. Although
many patrons claim they already feel com-
fortable in a library environment, others
are quite timid about browsing and using
reference resources. While law librarians
are more than willing to provide basic ref-
erence training, they also have to think
about an individual’s skill sets and desire
to learn.

[L]aw libraries are
moving away from
the just-in-case
model ... toward a
Jjust-in-time model.
LOOKING FORWARD

Law library users want things in a way

that fulfills their expectations. However,
there are many challeng Ived with

cific expectations they believe should be
met, and when they don't get what they
want, they tend to move on to someone or
something else.

We live in a world in which people
demand instant access and gratification.
Locating good, relevant information takes
practice, and librarians are working hard
to meet the growing demands of their pa-
trons. All librarians must start thinking of
their patrons as customers in need of high-
quality services, and they must be able to
expand the channels they use to provide
information. Libraries should lead the way
in the use of technology and stay abreast of
emerging technologies to ensure that they
are available to their patrons. There is no
one-size-fits-all approach for managing law
library services, so it is crucial that law li-
brarians continue forging closer relation-
ships with partners that recognize their
unique needs, especially in a time when
the d ds of a dynamic and tly
changing legal market continue to be a

hallenge.

meeting a customer’s demands. In the cus-
tomer service industry, it is all about what
customers desire and not so much about
what you may think they need. Much like
serving picky customers at fast-food res-
taurants, law libraries serve a variety of
patrons who vary in learning types, beliefs,
and personalities. Many of them have spe-

Amber Boedigheimer has an M.L.S. and
Is a member of SLA and the Oregon
County Council of Law Libraries. Send
your comments about this article to
itletters @infotoday.com or tweet us
(@ITINewsBreaks).

MAY/JUNE 2020 | INFORMATION TODAY | 17



