Preface and Acknowledgments

This book is written for researchers and educators exploring a class of activities
that can be labeled as “intermediation services,” a term that encompasses a
variety of interpersonal question-answering scenarios. In addition to researchers,
the findings reported in this work will be of interest to administrators and
practitioners in institutions that provide question-answering services to a user
community, as well as students who are preparing to undertake such duties.
The specific context for the research presented here is reference service in
public libraries. We, the authors, believe that the factors found to influence the
quality of service in this study can inform our understanding of many different
information environments outside the public library.

Given the large number of variables that affect the dynamic, complex
social interaction that occurs during the reference transaction, the concept
of attempting to map and measure the reference process is daunting if not
impossible. The subtitle of this work refers to the more conventional approach
to understanding the reference transaction. Essentially, many practitioners
comment that they learned little about the process of question answering in
graduate school, and most of what they know about the reference work was
acquired on the job. In short, we almost rely on an apprenticeship model to
pass on the “craft” from one generation of professionals to the next. Without
necessarily criticizing the importance and value of experiential learning in this
area, which we do believe is essential to gaining mastery, this work is an attempt
to advance understanding of the question-answering process, also known as
intermediation, by describing a model of the reference transaction supported by
empirical evidence that is capable of predicting service outcomes from a given
set of conditions.

We would like to thank a large number of people who contributed to this
work by participating in the research project, discussing our ideas, reviewing
the text, and providing friendship.

To begin, we owe a debt of gratitude to Susan McGlamery who arranged
speaking opportunities for recruiting libraries in the Metropolitan Cooperative
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Library System and the Santiago Library System to participate in the research
study presented here. We would also like to thank the reference staff of the
13 public libraries who participated in the research study: Anaheim Public
Library, Azusa Public Library, Beverly Hills Public Library, El Segundo Public
Library, Glendora Public Library, Orange County Public Library, Garden Grove
Regional Branch, Orange County Public Library, Heritage Park Regional
Branch, Orange County Public Library, San Juan Capistrano Regional Branch,
Pomona Public Library, Santa Monica Public Library, South Pasadena Public
Library, Torrance Public Library, and Yorba Linda Public Library. Without
their interest and support, this project would not have been possible.

At UCLA, special thanks go to Yeow Meng Thum and Michael Seltzer
for providing guidance and instruction on the research methodology. Likewise,
special thanks go to Marcia Bates, Virginia Walter, Robert M. Hayes, and
Pei-ling Wang for reviewing portions of the text and providing critical feedback
to improve the work. At the University of Washington, we thank Misha Stone
and Valerie Wonder for their help in proofreading and correcting various drafts.

In the earliest stages of this project, Kenny Crews and Maloy Moore
worked as research assistants for John when he first began investigating the topics
discussed in this work. In 1994, the initial phase of Matthew’s research was
funded through a grant awarded by the UCLA Academic Senate Committee
on Research. Both authors are indebted to Matthew Schall, vice president,
Research, Analysis, and Development at UNI Focus, for his insights on
methodology as well as advice and encouragement.

For assistance in development of the chapter on systems analysis which
originally appeared as “Modeling the Reference Process: A Systems Approach,”
College & Research Libraries 60 (May 1999): 211-222, we want to thank
many individuals at the Online Computer Library Center (OCLC) for their
support and encouragement: Terry R. Noreault, Director, Research and
Special Projects; Keith E. Shafer, Senior Research Scientist; Ralph LeVan,
Research Scientist II; Greg Feldman-Hill, Electronic Publications Division;
Karen Nowak, Operations Division; Larry Olszewski, the OCLC Information
Center; and Bradley Watson, OCLC Office of Research. James Robertson,
principal of the Atlantic Systems Guild, helped clarify the section about the
context of question answering and how to model it.

At Academic Press/Elsevier Science, we wish to acknowledge Mark
Zadrozny, the senior acqusitions editor; Hal Borko, our LIS series editor; and
especially Debbie Liehs, for shepherding the manuscript through the production
process. And at UCLA, we thank Sally Diessner for her proofreading assistance.

We would also like to thank Sharon Saxton and Nancy Richardson for
their loving support and patience while this project was being completed.
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