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. PREFALBR

For many y2ars the General Information Progremme of Unesco has
been issuing an {impcriant mmber of documents to facilitate, in Member
States, the development of national information systems, including libraries,
inforration services and archives,

Many Information specfalists noted that Information services are
not as developed as they could be and wvhen they exist they are often under-
used. One of the reasons for this paradox, according to some exnperts, is
that users are not aware of their own information needs and how to fulfil
them, Very often, they do not know which information services exist around
them or how to make use of thea,

This problem has been recognized for a long time within Unzsco.
For instance the second Mediua Term Plan of Unesco indicates: 'There also
appears to be a need to familfarize users with the basic docimentary
techniques and with modern means of information processing, so as to
encourage them to make full use of the systems available to them. Teken
together, these training activities help to bring about ronditions conducive
to a fruitful dialogue between information specialists and the users of
information -which alone can ensure that the services provided are conti-
nually adapted to changing needs" (Unesco Second Medfum Term Plan - 1984/
1989 - 4 XC/4 Approved, paragraph 7046).

Many activities under the Unesco Regular Prograrme are thus directed
towards user sensitization and training, in particular organization of
training seminars, preparation of training packages and publication of
guidelines in the area of user education.

The slide/tape presentation User Based Informatfon Services has
been prepared within this perspective. It Is to be used by a professional
information speclalist who wishes to inform users, and obtain from them
a feedback with a view to improving existing services or to design new
services which will better meet the needs of the community to be served.
This package was prepared in Papua New Guinea and it is hoped that the
presentation of real 1ife situation will favour the acceptability of the
ideas presented. Users of this package are inmvited, when making prese.
presentations, to focus on the concepts rather than on the details specific
to a particular situation.

The designations employed and the presentation of the material
throughout this document do no irply the expression of any opinion what-
soever on the part of Unesco.

Any comments or suggestions for improvement or any report on the
experience gained by other countries in using the present document are
welcome. Correspondence should be sent to the Division of the General
Information Prograzzme, Unesco, 7 Place de Fontenoy, 75007 Paris, France.



INTRODUCTION

This slide-tape presentation focuses on information service
design and the evaluation of fnformation services. It vas
deviced as an 8§d for information profeasionals who want to
develop vays to encourage the involvement of users in these
processes. Changes in services vill only be isproveaents if
users perceive of them as meeting their needs. Involving users
in the design and evaluation of inforeation services is one vay
of ensuring this outcome,

It 1s suggested that the script and photos of the slides in
this presentation be exsmined carefully to see wvhat parte could
£it the progresse being designed to reach s certain sudience,
Then the slides and sudiotape for those parts should be
previeved. The actual presentation should be tailored to Fit the
intended audience., Additional prograoae material, developed on
site, vill ensure the proper reception of the fdeas presented.

As this slide/tape vas produced in Papua New Guinea all the
photographs show realistically hov users {n developing countries
are helped by local inforsation services, and how the users in
turn have helped improve these services through analysis and
feedback. Those photographed vere a cross-section of inforeation
users in a developing country: froa decision-zakers and public
servants in governsent, to health personnel, researchers,
university faculty end students, lavyers, a journalist, wvorkers
in an appropriste techaology center, and comaunity school
teachers.



OUTLINE OF PCINTS TO LE MADE BY PRESENTATION
OF
"User-Based Inforeation Services"
1. Different, types of users have different inforsation needs,
and they will find libraries and other information services

useful 1f the services offered are tafloresde to fit their
requirenents.

Part 1, slides 3-38, covers the topic "Inforeation Users and
Today's Information Services”,

2. Today's inforsation professionals are receptive to the
suggestions of users, New or Isproved services and products can
be designed even though they start from a traditional base, auch
as a library or archive.

Informatfon from user groups sbout their requireseats csn
affect the design and evaluation of services and products if user
input is received on such ieportant aspects as : conteat,
context, and delfvery,

Part 2, slides 39-59, covers the topic,"User Involveeent in
Information Systes Desiga™,

3. VWhen a nev service is being introduced, such as a coaputer-
based inforeation searching service, feedback will have to be
received fros users so that the service can be revieved and
adspted if necessary. There are several user survey methods
vhich can be used: telephone survey, eail survey, personal
interviev.

Part 3, slides 60-78, covers the topic "User Survey Hethods
for the Evaluation of a Nev Inforeation Service",




GUIDE FOR THE USE
OF

THE SLIDE/TAPE PRESENTATION,
"User-Based Informaticn Services™

The terget groups for vhos this presentstion vas designed
include any group of user: vho have beea brought together to
encourage their involveceat in the design or evaluation of
fnforsation services. If a )Jibrary or specialized inforsation
service center serves government vorkers or vaiversity personnel,
researchers or health perscnnel, there is & coxeon message vhich
should reach that group of users about their possible
involvement in changes and fmprovesents of Information eervicee,
That message s incorporated into this slide/tape presentation,

PROGRAMME 1DEAS

There are threedistinct parts to this slide/tape
presentation, Each part could be used separately or together
vith other parts.

A presentation of all three parts at one sittirg is not
reconaended.

Thethree parts sre:

1. Inforsstion Users and Today's Information Services
(slides 3-38)

2, User Involvement in Inforeation Systen Design
(s11des 39-59)

3. User Survey Methods for the Evaluation of 8 New
Information Service
(slides 60-78)

A combination of parte 1 and 3 could be very effective for
introducing the idea of a new service and involving users in
its design and evaluation.

A combination of parts 1 and 2 could stimulate a dfecussion
vith ueers atout the need for different types of delfvery of
inforzation services, or for a different kind of {ndexing
vocabulery.

Besfdes using Part 1 and 3 with user groups, these tvo
parte eay be a useful vehicle for stimulating discusefon eamong
staff members and users about changes in services or help
introduce a workshop of user survey methods,

Part 1 alone could be used to introduce scme ideas about
the value of inforratfon service and the poesibility of integrat-
ing {nforcation products and services for multipurpose uees.

3



TECHNICAL CONSIDERATIONS
BEFORE SHOWING "User-Based Information Servicea"

1. Whenever any part is presented, slides 1-2 and 79-80 should
also be shown, to indicate the title and credite.

2. There are no "beeps® for automatic slide changes, but
there ie a long pause in the nairator's presentation which will
guide the operator to make slide changes.

3. The three parte on the cassette are gzeparated by music
before and after the narration. The susfic at the bezxinning of
the firat part ehown should be the signal to ehow the title
slides (1-2) and the music at the end of the last part to be
shown is a signal to show the credit slides (79-80).

5, Overhead transparencies for four slides.

Four slides are not photographs but are graphic
representation of some concepts. As they contain s great deal of
information, sone of tLhe content cay not be grasped in the tice
alloved to view the slide.

To reinforce the inforeation in these s)ides
ve have included overhead transparencies vhich could be used
after the presentstion of the slide/tape, or if useful the
slide/tape presentation could be stopped and the overhead
projector turced on. The later method might interrupt the flow
but could be effective 1f handled properly by the presenter.

The folloving four slides have overhead transparencies:
42, Inforeation Need Assesszent and Evaluation Studies
52. Vslue of Inforeation

76. Analysis of Inforeation Users' Keeds

77. Exemples of Operational Report froa Survey Dats

Reasaber to use these overhead transparencies if it will
reinforce the eessage you are trying to get across.



CONTENTS

Thie presentation consists of B0 slides, 35am square,
vhich Bay be shovn on a projector that accepts this size of
elide. For convenience of those who have a carroussl projector,
the slides have been numbered 1-80.

There is one audio tape which will run on any standard audio
cassette player, The duratfon of each part is es followva:

Part 1 : 6®n

Part 11

Part 111

: T7en
: 5mn

For four of the slides there are corresponding overhead
transparencies vhich can be shown on any overhead projector.

Programme ideas for the use of this material and technical
considerations for the programee organizer are contained on
pp. 3-% of this brochure.
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TAPE/SLIDE SCRIPT

Picture
Nunber COMMENTARY

[none)

As the next few slides flash by, try to
ansver the questfon: What do all these
people share in cocmon?

Meebérs of Parliagent




5 A Secretary for Finance

6 Governcent workers

2%n
7 Laborers

8 Lavyers and Solictors

9 A Biocheaistry class at university




10 A radio joursalist

12 A language professor

e -
13 A teachers® workshop

(21}
14 The ansver is that they all share a need.
It is a need for inforsaticn vhich wil}
help them do thefr vork.




15 Some of these vsers need
foforsation that {s up to date,

16 For example, 8 Mesber of Parlieseat
must knov the status of a bill.

17 A Secretary for Finaace must have the
latest figures on debt service.

18 And research vorkers in s fast moving
field must have the latest resesrch reports,

10



19 Some information veers need {nforsation in
a form which they cen use vith tiiefr clients.

20 For exssple, a teacher {n s comsurity
school needs visuasl eaterials during s
health lesson,

21 A nurse needs saterials vhich she can use
in a clinic.

22 Many people need inforsation in a
special fors which is useful to thee,

23 Lawvyers, for instance, need loose-leaf
publications becausy of the continuous
chenges in regulations and lavs,

1



24 Geological lgterllla sust be graphic,

25 And many researchers, like this linguist,
need computer-based faforaation,

256 Inforesation Services today can be as
varied as the users they serve, Once user
needs are perceived, improvecents can be
fntroduced.,

e
27 Handling telephone requests may be the
wost effective vay an inforeattion service

can reach a husy decisfon saker in
governeent.

s
28 Personalized service in 8 Parlissent

Library or in 8 national srchive is a
conzon practice,

12



29 Guides to a library'e collection and open
stacke are available vhere users like to
serve theaselves, such ss this student in
8 sedical library,

sne
30 Inforeatfon from around the vorld is made
available in a library vie computers vhea
needed for researchers and decision makers,

Delivery of materials to the desk of a
busy researcher worker is a cosoon
occurence in a special library.

3

32 The link betwveen research and inforsation
is recognized in many developing countries
such as Pspua Nev Guinea.
Inforeation users can tell
operators of inforeation services vhat they
consider essentisl services. On the basis
of such dats, old services can be redesigned
or nev ones introduced.

13



33 Vhen informatlion users are dissatisfied vith
the {nforsatfon service they receive, they
say stop using the service, or

34 they may begin to vonder about its
usefulness,

35 Sose eay consider the collection
unvieldy,

36 Others eay find it difficult tc locate
anything easily,

14



37 Users in frustration, may discard information
or return §t urused,

38 When users feel overvhelwed by the amount of
inforeation they receive, there needs to be
a reassesssent of the type of service being
supplied.

User feedback, both positive and negative,
is considered necessary to insure user
satisfaction with today's inforeation services.

39 To design improvezents in information
services, cooperation betveen inforoation
users and fnforeation providers is required.

40 Sozetiees this cooperative effort vill
be haepered by the {mage users have
of an inforsation service. For exanple,
sote .people viev a library as only a
collection of eaterisls,

The correct viev of today's Jibraries and
inforeation centers is that they are
service centers vhere eaterfals are
organized to be easily used, and staff

essistance can be found,
e

15



To obtain user input and to present the
crrrect image of inforsstion services,
discussion groups such as this one can be
foreed.

Vhen special data are required
from users, a saf] service orinterviev is
sozetiees used,

Inforeatfon need assessment studies help
determine the characteristics necessary
vhen a nev inforeation service is being
designed,

Evaluation studies shov vhere
improvecents are neeled,

¥hen inforsatfon vorkers des{gu or
redesign services they slart with user
input and perfora test: in the design
stage. Fros these findings they can
eodify, upgrade, or even abandon the

service,
(12

User input is especially required during
the design or redesign of three aspects of
inforeation service:

Content

Context

and Delivery

44 For exaaple, take the information vorker

in a departeent of fisheries who is
responsible for cataloging and indexing all
the eaterials recelved,

For this slide an overhead transparency is included.

16



45

47

This inforeation vorker needs to
collaborate vith the researchers being
served before choosing the data elements in
the catalog record, and especially whea
choosing the keyvords used to describe the
subject content.

46 What material vill fora a collection s

another area vhere user input Is very
helpful.

When display space is Iimited, the user
and the inforeatisn vorker can reviev the
eagazines for display,

After content, the second leportant aspect
of an inforeation service is

If the inforsation is not available at the
right tice and in the right fore it
becozes useless inforeatjon. The context,
or user environtent, must te considered
carefully.

User Guides sust be displayed proafnently
so that a novice user vil1] (ind then eastly
and be vhere tour guides can point to thes,

17



49 Scripts and bdackground materfels for & radio
announcer sust be taflored to fit the tiese,
subject, and age level of the intended
audience,

50 Teacher's guides are arranged in o
prescribed vay so that they are useful
for inservice training as vell as for
classroos teaching,

These exasples of the consideration of
OCONTEXT showv how vital an aspect it is,

51 The busy decision maker has contextual
requiresents too, and his assistants and
advisors take this into considerstion
wvhen presenting him with reports,

#52 The value of inforeation in decision
caking is greater, the shorter the docuzent
is. When full reports or documents are given
to a decision caker, they have less value
than abstracts or supaaries, snd these fn
turn have less value than an analysis of
these docucents., The basis for this value
assesstent is the tice and effort it tekes
the executive to process and filter the

inforeation he is given.
L2}

53 The third faportant aspect to consider in
inforcation service is the form of delivery.

* For this slide an overhead transparency is
also supplied,

i8




54 For the busy doctor in a resote health
care center, the proper delivery of
information {s an SD? service vhere coples
of journals selected by the doctor are sent
to her from o central library. These can
then be routed to others at that center or
returned after use,

This may require several subscriptions of
the saee journal, but it {s considered cost

effective in teras of Information delivery.
R

55 Mail service to extension agents in forestry
stations is another useful service.
Delivery upon request is different from
autozatic Selective Dissesination of
Inforeation because It fs a service that
responds to individual requests.

56 Many special libraries and information
centers are open around the clock, when
stalf are no’ easily accessibie,

To insure that service will be delivered
at the first possible sozent, request
fores such as this one can be proainently
displayed in the center.

57 Once the staff report to duty on the next
day, they can fulfill the request, making
photocopies il necessary and delivering
the requested inforeation,

58 When the aedive of the inforsation requires
the use of eachinery for vieving, the
service center provides catslogues for
selection as vell as the equipsent for
vieving. S=al) and large group vieving is

usually accorsodated.
te
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s e Apul rt 59 Al:houghlthere l:e IG:{ :thet :ap:ct. ofdan
. ; information service vhich can be rove
IMPBRTANT ‘\c’pf LTS vith user fnput, ve have concenitl::d on
FONFORMAT ON three aspects heres Content, Context, and
SERVICE Delivery. User requiresents end cost~
CINCTE N benefit analysis vill help the fnforeation
vorker decide what fanforsation to collect
and hov to deliver {t,

*DELIVERY

60 then nev services are introduced all these
aspects are considered tou fnsure that the
service vill be user-oriented and custoaized.

An exasple of a nev service §s that

associated vith coeputer-based literature
searching.

6

¥Yhen such a service Is inaugurated, the
local inforeation staff assuce the role of
fntercediary for the user becuuse the
injexes and catalogues to be searched are
only accessible over long distance
telephone lines and by following strict
cozputer protocols.

62 The inforoatfon worker eust listen
carefully to the user's request and help
hia use any special thesauri., The request
sust be negotiated into a search query
«hich vill be processed by the conputer
systeo.




63 When Lhe stall meaber has al) the (nforearion
needed from the yser, then she §s ready to
sake the connectlon to the coaputer.

a0
N | 6% The user's request can then be input.

£
A V5

e
Vad
-]

’

65 The conputer's respunse can be seen un the
screen,

66 1( speedy delivery of Lhe response is
required, o printout can be sade
Iesedlotely; if not, & osfl delivery of
the results is ordered.

67 Lhen the printout Is revieved by both the
user and the Information vorker, Lhere can
be instant fecdback ond o (aflure anslvsis
tan be performed incedliately, Not all
Information services can be designed vith
the ability of instant monitoring, but
coaputer-based services lend Lhesselves to
this quite nicely.

. ) |
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68

69

70

Techaologlcal changes in {nformation
systess and services way require changes
in user behaviour,

Brovsing through shelves of magazines and
searching in a card catalogue are tvo
activities fn libraries and inforeation
centers vhich are changing,

Instead of the magazine on the shelf there
is now the sicroficke edition,

Instead of the card catalogue, there may
be a aicrofiche or online catalogue.

Hore and more users sust becoce faafliar
vith the nev technology and use it as
successfully as they did the old services.
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72 To fnsure that :here are ao prodless with
any inforsation services, old or aev,
mooitoring of use end user attitudes 1s
essentisl, Several methods for this can
be used,

73 A telephone survey can be an opin-question
and free floving coaversstion, with
persission to record comeents, Those chosen
for such a study usvally provide critlcal
incidents of use,

74 A questionnaire seat to users, or to
potential users, Is very cost effective
and can be coampleted at leisure, When this
zethod Is used, proper ssspling of the user
population sust be insured,

75 The personal interviev, or exasination of
some records of use is snother good vay
to collect data about user attftudes and
experjences.
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876 The analysis of user needs can provide
favaluable data to the Inforsation service,

§77 VWhen the data are analyzed, operstional
reports can be vritten from this survey
data.

{n the report shovn here, the nusber of
users and their needs for resources and
frequency of delivery vere detersfoed,

78 User-based inforsation services, by
definition, change vith user fnput, All
these cethods are isportant tools for that
input.

aEw
79 [nonel (Unesco logo)

80 [none) (Credits)

& For this slide there is alsg‘an overhe ' t1insparency.
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