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Abstract

At the University of lllinois in Urbana-Champaign system of distributed, departmental
libraries has been in place since th& téntury. A separate Library & Information
Science (LIS) Library existed from the 1920s uktdy 2009, when its collections were
merged into other libraries. The new model for liffary services combines a more
robust virtual presence on the web with an intéedihuman presence in the Graduate
School of Library & Information Science buildinghe changes in LIS library services
are part of a much larger initiative to create aerftexible organizational structure for
the University Library that recognizes the increg8i interdisciplinary nature of
academic inquiry, the critical importance of digitdéormation resources, and the
opportunities for collaborative approaches to tfwision of library services and
collections using information technology. Thiseasudy explores several questions:
What factors impelled the University of lllinoiskriary to embark on a re-organization of
public and technical services? How were librariand library users involved in the
decision process? What values informed the de@8 Who resisted the changes and
why? By posing and answering such questions ictidext of a single departmental
library, this paper examines issues that affectespailization in many large academic
library systems today. The transformation of th® Library demonstrates that the
successful transition from a traditional servicedeldo a new one must be grounded in
the unique needs and customs of the library, usityeand population of users. Because
the University of lllinois LIS collection is amorie best in North America, its fate is
relevant to LIS scholars worldwide.

Introduction

At most large research universities in the Uniteates, a central library serves
scholars in the humanities and social sciencepar@te facilities support the sciences,
the arts, and professional fields such as law aisthbss. At the University of lllinois in

Urbana-Champaign (a large state-supported uniyeabitut 220 kilometers south of



Chicago) a system of distributed, departmentahties has been in place since th8 19
century. Today 37 separate libraries and arcHivastion as branches of the University
Library. While some of the Ul's departmental libes are free-standing (e.g.
Engineering) or housed in academic departmentibpgid(e.g. Architecture and Art), an
equal number are sub-locations within the largenMatrary building. The Library &
Information Science Library had been located irous space on the third floor of the

Main Library from the 1920s until May 2009, whertlbsed its doors forever.

This case study explores several questions: VWaabrs impelled the University
of lllinois Library to embark on a re-organizatiohpublic and technical services, called
the New Service Models Programs, with the goaleniti@lizing technical service
functions and reducing public service points? Huaave librarians and library users
involved in the decision process? What valuesrinéd the decisions? Who resisted
the changes and why? By posing and answeringguestions in the context of a single
departmental library, this case study examiness#uat affect many large academic
library systems today, as the rapidly evolving pand-digital environment forces a re-
balancing of physical and virtual services and ssitates changes in the utilization of
library space. The LIS Library is a revealing abjef study, because its users (primarily
students, professors of library and informatioresce, and practicing librarians) are
highly knowledgeable about library services andrafens. They do not hesitate to
articulate their needs and preferences, but adhee time they are very aware of the
shifting scholarly information environment and bétchallenges that library managers

face in today’s economy.



The University of lllinois libraries and the LIShrary in particular

The University of Illinois Library is famous fohé depth of its collections and the
quality of its service$. Founded in 1867 and situated in a farming regidhe nation’s
heartland, the university aggressively built itsdiry collections throughout the1@nd
early 20" centuries in order to recruit the brightest stuslemd to attract prominent
scholars from the urban East Coast to join itslfgcuroday the campus libraries
collectively own nearly 11 million books, and thiatary employs 205 FTE (full time
equivalent) professional staff, including librarsaand graduate student assistants, 204
FTE support staff, and hundreds of part-time sttdemkers® For more than a century,
library services have been organized on a depatahemn subject-based, model. Each
departmental library houses a collection of boaid jaurnals, carefully selected for the
users affiliated with particular schools or depamts. The departmental libraries are
administrative and budgetary units of the Univgrkibrary, and each is managed by a
librarian with disciplinary expertise. The depaetmtal library organizational structure is
common at large universities in the United Stdtesllinois is considerably more

decentralized than most of its peer institutions.

The Library and Information Science Library wa® @f the departmental
libraries. The Graduate School of Library & Infation Science (then known simply as
the Library School) was founded in Chicago in 1888 moved to the Urbana-

Champaign campus four years later. From the skertschool gathered a collection of



print resources to support its curriculdnuntil 1971, the school was administered
jointly with the library. The director of the Urgwsity Library was also the director of
the Library School, and the school’s classroongylfs offices, and separate library
collection were all located within the Main Librdoyilding. The school established a
reputation for excellence early on, and today raniked as the best LIS school in the

United States (a title it shares with the Univgrsit North Carolinay.

In 1979 the Library School moved out of the lilgrar a building across the street.
In 1993 it moved again, this time to a building at0.8 kilometers away. The LIS
Library remained in the Main Library. The reasdémsthe library’s failure to move with
the school are not documented, but | believe thelpded: lack of sufficient space in the
buildings to which the school relocated; lack ofrrap or motivation within the
University Library to furnish a new space; and aigeby the working librarians, who
use the collection to support their research antepsional practice, to keep the
collection close at hand. Although the distandsvben the Main Library and the School
was not great, visits to the LIS Library began topdoff noticeably in the mid-1990s and

have trended downward ever since.

The rise of online scholarly publishing, the wiplesad adoption of email, and the
increasing availability of information and textsrin non-academic sources like Google
are often credited for the decrease in on-siteausdgcademic libraries, especially those
with out-of-date facilities, like lllinois’s eightyear-old Main Library. Changes in the

LIS curriculum and research programs also affettieduse of the LIS Library. In recent



decades, many new faculty members at the schoeeps®dvanced degrees in fields
other than librarianship, and thus they utilizeréitures housed in other departmental
libraries. Furthermore, the school establisheahgtprograms in electronic publishing,
community informatics, bioinformatics, and so omieh relied on newer digital content
more than the traditional print collection. ThélLlibrary alone could no longer satisfy
all the information needs of an increasingly dieegsoup of researchers. In addition, the
distance education option for the masters degré&Snnow in its twelfth year, has been
highly successful. Students at a distance make heavy use of libesgurces and

services, but not of the physical library.

Literature review

A vast number of publications in our field addresange management, the
administration of academic libraries, the provistdtibrary services on the Web, and
other topics relevant to this case study. Ingbigtion, | concentrate on two specialized
topics within the professional literature: depantmaélibraries, which have a long history

in academic settings; and the relatively new cohoéthe “embedded librarian.”

Departmental libraries

The changing fortune of the LIS Library echoesribe found in the professional

literature about academic branch libraries. Debgtenered in the U.S. throughout the

20" century over the virtues and drawbacks of deckredhlibraries on university



campuses. Judging by citations in the bibliograplasitabaseksibrary Literature &
Information SciencandLISA: Library & Information Science Abstractdepartmental
libraries have been a troubling issue for librasiamEurope, Asia, and South America as

well as in North Americ4.

In one of the earliest American articles on thaadowhich appeared ihibrary
Journalin 1925, Louis T. Ibbotson explained how departtakeand laboratory libraries
came into existence as American colleges transftimemselves into universities on the
German model. Falling outside the control of thetral university library, departmental
libraries gave rise to costly duplication of resms and fragmentation of knowledge.
Ibbotson wrote, “Today, we find that library aftdrary, having reached the point where
the departmental system from mere point of sizeies impracticable, is centralizing
its book resources.” Two decades later, in an historical articld.ibrary Quarterly,
Lawrence Thompson complained that “in spite ofghreat volume of material dealing
with departmental and collegiate libraries that dageared in library periodicals and
books on university and college library administnat there has been relatively little
original thought on the subject.” He declared thate was emerging, in the early 1940s,
a general trend away from departmental librariestaward centralizatiof. Robert A.
Seal provided a thorough review of writings abdwt tharacteristics of academic branch
libraries and the arguments for and against theandhapter published in 1986lt is
clear from Seal’s chapter that space issues wdyeooe dimension of the debate. Costs,
user needs and preferences, and interdiscipliduglarship were also common themes.

Seal also discerned a theme of “accessibility"—greximity of materials to users--



which we might subsume today under discussionkefrhportance of placg.

Although Seal referenced earlier writers who pemeia trend toward centralization, his
own conclusion was cautious: “it could be thatphedicted trend is more wishful
thinking by librarians than actual fact. An in-degtudy of this ‘trend’ is in order:* In
fact, a survey undertaken by the Association oeResh Libraries three years earlier
discovered that even as some libraries were claamgconsolidating departmental
branches, other institutions were founding new tas'® The same fluidity was

evident when a similar survey was conducted in 8§99

Nearly all American writers on the subject of depeental libraries admit that
campus needs and politics drive both the creatioitlae abolition of departmental
libraries, more so than any general philosophyaoéty service. In 1991, Leon Shkolnik
ably summarized the arguments for and against tietized collections and services,
and then concluded, as did so many before him/‘libzdl| conditions more than anything
else will dictate the nature and organizationaksaeé of the library.** Around the same
time, after remarking that “a large amount of vagtihas been done on whether
departmental libraries should even exist,” Patii&uozzi and Sandra S. Kerbel made
the provocative claim that departmental librariesudd not be viewed as “organizational
misfits” to be eliminated but instead should benpoted as the best model for service-
oriented libraries in the digital ag&.More recent writings by John K. Stemmer and John
Tombrage and by Charlotte Crockett explicitly addrtne impact of technology on the
concept of the academic branch librdtyOther authors have published case studies of

departmental libraries that have been closed, meayeransformed’



Departmental libraries as physical spaces

On the whole, the American literature on departm@ditiraries does not
concentrate on issues of space and place. 8gllets evidence that that the concrete,
physical nature of libraries, not merely their ahst organizational structure, is a key
element in the rise and fall of departmental lilmsr Nearly seventy years ago,
Thompson suggested that “one of the principal remsdy university librarians
countenanced the growth of departmental librarias that [library] buildings had
become too crowded as the natural result of thiel iaprease in accessions around the
turn of the [28] century.®® Today, however, the opposite dynamic may be akwo
The space needs of academic departments may legf@entral libraries to re-absorb
departmental collections. Karen S. Croneis andlByaH. Short, in their 1999 survey of
large academic libraries, noted that when a depantah library was closed or merged,
the vacated space typically reverted to the acatdepartment. On-site services were
either continued in a new location or (less commiordplaced by online services.
Noting the “complexity” of the relationship betweamepartmental library and the
department that hosts it, the researchers suggtstethe closure of specialized libraries
often results from a struggle for control of spagedepartment’s pride in its designated
library may be outstripped by its desire for moffices, laboratories or classroors.
These observations apply to libraries housed idewéc buildings but tell us little about

departmental libraries located within a librarylting.



One must reach back forty years to find an arfmteised solely on departmental
libraries as physical places -- in a 1969 issuelmfary Trendsdevoted to university
library buildings. Examining branch libraries fran architectural perspective, Robert
R. Walsh compared free-standing branch librarigbase that shared a building. He
noted the arguments being advanced at that timeofwgolidation and centralization
(which were not much different from the justificats advanced today), yet concluded
that branch libraries will endure and “the planmerst be prepared to deal with theffl.”
More recently, Crockett briefly discussed “the pbgbkattributes of the new branch
library,” portraying the library as a comfortablatigering place furnished with the latest
technologies for information discovery and commatian?' These writings are the
exception. Across the decades, our professicieahture has focused far less attention
on the spatial significance, whether practicalyonisolic, of departmental libraries to
their users, than it has on departmental libragests and management problems and

whether, indeed, they are necessary at all.

Embedded librarianship

The future of lllinois’s LIS Library involves thaelivery of services in a
combination of virtual and physical spaces. Ofrseuthe LIS print collections will
continue to have a physical presence, integratedoiier general and departmental
collections at the university. Reference and cliasan services will continue to take
place in the less tangible realm of the telephamkeamail, and increasingly, in face-to-

face mode outside the library. Starting shorttgrathe conclusion of this conference, |



will be moving into an office at the Graduate Sdrafd_ibrary & Information Science,
where | will be accessible to students, faculty stadif for 15-20 hours each week. This
model of service by subject specialists has bdegldéd many things — outreach services,
satellite reference, library outposts, field libaaus, librarians-in-residence, and most

recently, “embedded librarianship.”

In the United States, there is a growing inteiregtroviding library services
outside the library. A 2004 survey sponsored leyAlsociation of Research Libraries
found that a third of the country’s large acadelii@ries offered some form of
scheduled, in-person services in academic deparsnoether non-library campus
spaces®? These programs arose in response to the wellhdected decline in on-site
use of libraries at colleges and universities actbe nation. Five years later, the number
of libraries providing such services has most oagtancreased. The ARL survey
reveals that embedded librarian programs are typicétiated by a single enthusiastic
librarian. Only one survey respondent providediseroutside the library as a direct
result of closing a branch library. An officeworkspace in an academic department is
the typical location, but library services haveodigen offered in hospitals, computer
labs, dormitories, study halls, career centerglesttiunions, writing centers, research
labs, and elsewhere. Librarians are typically gmésnly on weekdays; the majority of
them provide service seven or fewer hours per wEleé.library funds the staff costs;
some hosting units provide additional support beygpace and equipment. Interestingly,

42% of the survey respondents had started suclcserut discontinued them. The
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reasons for discontinuation included low usagéuyrfaito secure appropriate space, and

the departure or reassignment of the instigatimgtian®®

Phyllis Rudin’s literature review showcases theetees of embedded library
service, from librarians who set up temporary &fiee desks in student unions during
the intense final weeks of a semester, to the-ilivapproach” of the University of
Michigan’s “field librarians” and Virginia Tech’scollege librarians®* A recent article
by David Shumaker looks at embedded librariansftijfa managerial perspectite.
According to Shumaker, the adjective “embeddedipt“because the librarian becomes
a member of the customer community rather thamacseprovider standing apart™”
More important than the location, in Shumaker'swies the development of new
relationships and partnerships, which result inittegration of the librarian into the host
department. Rudin concurs: “For this office-toomodel, success is not wholly defined
by statistics sheets that monitor the number ostjoles asked, but rather by the

networking opportunities embraced.”

There is almost no scientific research on embetidetianship. Most articles
and conference papers on the topic are descrigtiveunts of single programs, often
concluding with advice to librarians who might wighinitiate such services themselves.
Many of these articles are relevant to envisiormgew service model for the LIS
Library, and by reading them together one can daiget of best practices. I've been
inspired by the experiences of a business librataviurray State Universit§; a history

and political science specialist at Loyola UnivefSj and science librarians at the
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University of Buffald® and the University of Calgatly among others. They all stress the
importance of being located in a high-traffic afis example, on the path to the coffee

machine) with a good internet connection.

The Progress of the “New Service Models Programs”

At the University of lllinois today, the departmahlibrary model is being
replaced by a more flexible organizational struetufhe change process is centralizing
core technical operations, such as catalogingreducing the number of discrete service
points where activities such as circulating boaks answering questions occur. At the
same time, the potential exists to forge stronigésito academic departments and
schools across the university. The eliminatiodepartmental libraries has been quietly
underway for several years, but the momentum fasased dramatically in the past 24
months, due to the economic recession and strocguesigement from the university's
administration. The inefficiency of maintainingveeal separate, full-service

departmental libraries within the Main Library liiig can no longer be ignored.

In the summer of 2007, the University Library’sdeess announced a bold new
direction, which they called the “New Service Ma&lehitiative. They supplied several

reasons why the time was ripe for major changes:

Over the past several years, the service and toltemodels that defined
excellence in academic libraries throughout thé 2@ntury have been
challenged by new models of scholarly communicatimw mechanisms for
licensing and accessing digital content, the intobidn of transformative
technologies like the World Wide Web, new methats¢éaching and learning,
new approaches to interdisciplinary scholarship soientific inquiry, the arrival

12



of a new generation of faculty and students whddagtal natives,” bring new

approaches to information use (and higher expectsifior access to digital

services and content), and broad changes in tieh@gucation environmettt.
The expressed goal was to “embrace new service lstia recognize the increasingly
interdisciplinary nature of academic inquiry, thigical importance of digital information

resources, and the opportunities for collaboraderoaches to the provision of library

services and collections using information techgplt®

All librarians and library staff were invited tolsmit written proposals for
improving the library organization and servicesorf over sixty submissions, a
committee of library leaders selected twenty-fivegmsals to implement within a three-
year span. “Services” was defined broadly to ideltechnical as well as user services.
Thus, a recommendation was made to transfer thke efarataloging Chinese, Japanese,
and Korean materials from the Asian Library to ¢eatral cataloging and metadata unit,
while another proposal aimed at developing Libnaigte strategies for digital content
life cycle management. Many of the proposals, harecentered on direct services to
library users and on the integration and mergeleplartmental library collections. Most
of these proposals, if implemented, would requétbinking the purpose and
configuration of existing Library space. After iaerim report was issued in November
2007, a series of open “town hall” meetings werd,het which faculty, students, and
library staff were encouraged to share their reastio the proposals. As expected,
many library users were distressed at the prosgattange. New information came to
light through the open meetings and through a wein for written feedback, and as a

result some of the original proposals were abandlenenodified.
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The interim report proposed to combine the LIS ailgrwith the much larger
Education & Social Science Library, which was sarlyl located within the Main
Library building® The two libraries’ collections overlapped sigefintly in the area of
children’s literature, and the social science haidisupported GSLIS faculty with
specializations in community informatics and e-goweent. However, merger with the
Education & Social Science Library was not a felas#iolution, primarily because of
space constraints, so the final report proposdadadsto merge the LIS Library into the
Communications Library to create a new Media & infation Studies Library? This
proposal also had weaknesses. The Communicatibrery is located in a building with
the departments it serves — journalism and advegtidt is close to the Main Library,
but it is not a building that LIS students or reskars frequent. Spatial synergies in this

case were non-existent.

| argued that if a physical library devoted to lkénained necessary, then it ought
to be situated where the users are. If the phykiralry was deemed essential, nothing
would be gained by halving its collection, as veslhalving the collection of the
Communications Library, in order to squeeze twadliles into one space. | insisted that
a down-sized physical library was not an approprsgrvice model for LIS, and that
there was nothing “new” in the idea. Nonethel&sdfywing a pre-announced process
for implementing the recommendations, a team wasiaged to plan for the merger of
the two libraries. It included librarians and §fabm both the LIS Library and the

Communications Library as well as professors framm@ollege of Media and the
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Graduate School of Library & Information ScienCehe team'’s charge was intentionally
open-ended, and its members rapidly came to agthewe that a merger was ill-
advised. Instead, the team recommended a tramsitia largely-digital service model,
which would nonetheless establish a stronger fadade service presence in the

Graduate School of Library and Information Sciese@in building.

The team took several months to study the implitteochange and to create a
detailed plan. Last November it issued a prelimyirs@t of recommendations, which
were finalized in January. Between January and Wiayorked hard to prepare for the
closing of the library. May 15 was the last daypération. In the waning hours of May
15, we held a “retirement party” for the LIS Libyawhich was attended by hundreds of
library users and former employees. By June 1%yredt materials had been dispersed to
other campus libraries and the rooms were empgyl sheak to you now, the space is
being remodeled to house the offices of the llklaformatics Initiative, a university-
wide, interdisciplinary research and teaching progr The allocation of library space to
what is perceived as a non-library program hasg sleme librarians and users, but it is a
visible sign that the New Service Models Prograrikfester new partnerships to

expand the library’s role in the university.

The evidence and context for change

At the heart of the decision to close the LIS aigrwas the realization that the

field has become so interdisciplinary that no ptgfsiibrary can encompass its scope.
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The interdisciplinary nature of LIS was vividlyuBtrated by a network analysis of
responses to a spring 2006, campus-wide surveyt aWniversity Library® Among
other questions, professors were asked to name‘gingnary” departmental library — the
one they use most — and to identify other libratied they use regularly. Compared to
their colleagues in other fields, professors whasehthe LIS Library as their primary
library identified more other libraries as necegsartheir work. These other libraries
included the Education Library, the Rare Books Kiashuscripts Library, the
Engineering Library, and the Biology Library — ayeéiverse group! The
interdisciplinarity of LIS, and the pre-existingaster of resources needed by LIS

scholars, were arguments advanced for discontirthimghysical LIS library.

Use metrics also strongly influenced the decistmaldse the library. Hourly
head counts clearly indicated a pattern of dedjmin-site use. Reference queries,
sampled for a week twice each year, had alsotididily over the past decade.
Meanwhile, although reliable metrics for virtuakbuse harder to come by, the available
data reinforced what we instinctively knew — ouengsmake heavy use of online
resources, notably of electronic journals, but alse-resources created in-house, such as

digitized readings for classes and our populauglrhew book shelf.

One obvious factor driving the declining use & physical LIS Library was the
growth of distance education. In 1996, the Gragl&athool of Library & Information
Science launched the LEEP distance education prograich now enrolls as many

masters-level students as the resident degreegmogfhe students and faculty at a
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distance depend heavily on internet-accessiblernmdton sources to accomplish their
teaching and learning. Therefore, | acquire digiteatent whenever possible, and, quite
naturally, 24/7 access online to LIS informationatued as highly by my colleagues in
nearby offices as by students in Alaska or Belgidfranyone is tempted to blame the
closure of the LIS Library on failed managementher irrelevance of the library in the
era of the internet, I will vigorously dispute thierRather, declining on-site use signaled
the success of our digital collection building dhd resulting shift in how students and

faculty conduct their searches for information.

The clientele of the LIS Library understood thes@ss for the new service
model. They appreciated and accepted the evidenese metrics, and they saw how the
principle of cost-effectiveness was being appliedr GSLIS students, it was a real-life
example of the library management principles explednin their textbooks. However,
that doesn’t mean they were happy to see the jilmtase. Users’ emotional attachment
to a physical library, and to the particular affandes it provides for serendipitous

discovery, is very strong.

After the decision to pursue a new service modeLI8 was taken, but before a
final decision to close the library was announdked,users of the library were surveyed.
The findings drove the planning and enabled ugt@gorities for new services, and also
to understand what elements of the old service medre most important to translate
into the new oné’ The faculty, staff and students of the Grad@ateool of Library and

Information Science and the faculty and staff & thiversity Library were invited to
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take the web-based survey. 328 people completedlliser groups except Library
support staff reported using the virtual libraryreoften than the physical library. The
most commonly reported frequency of using the wirtuS Library was “weekly.” By
contrast, the most commonly reported frequencysofgithe physical LIS Library was

only “once or twice a semester” (that is, oncenocé within a 16-week period).

Virtual services

Virtual library use clearly exceeded physical lifyrase, but what did people
actually value about virtual library services? ukwey question prompted users to
complete this sentence: “The most important se(s)adat the virtual LIS Library
provides to me are...” The findings are guiding sisva build a robust web presence to

replace the physical library.

Access to “LIS databases” — indexes suchl&# and full-text aggregators such
aslLibrary Literature— emerged as the most important service that e ibrary
provided virtually. The word “access” and othermts that connote convenience
(“quick,” “easy,” “direct,” “efficient,” “handy”) gpeared quite frequently in the survey
comments. The LIS Library website served as alfanfgateway” leading users to
resources elsewhere in the University Library andh@ open web. Respondents
stressed the value of a website designed explicitipeet the needs of LIS students and
faculty. Of the unique digital content createcassembled by the LIS Library faculty

and staff on the library website, the Virtual NewdBs Shelf was most highly valued.
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Respondents also emphasized the importance ofroespages for course assignments

and the librarian-selected, topically-arranged Vigts.

The responses of students and faculty differedrdagg virtual services. Library
faculty and GSLIS faculty alike placed the higheslue on the Virtual New Books Shelf.
(The Virtual New Books Shelf was a monthly bibliaghy of newly acquired books,
which LIS Library staff produced by scanning boakers and tables of contents when
the books arrived in the library, and linking thiations to the books’ online catalog
records.) Databases and e-journals were nextportance. Consistent with past
campus-wide Library surveys, the most importantviees” of the library, in the eyes of

faculty, revolve around its print and digital calliens.

Students valued access to the LIS-specific datalfasenore than any other
service. Next in importance, according to the stisleare electronic journals, easy access
to pre-selected LIS-focused information, and lilaacreated content that helps them
find information on a topic or for class assignnsen€ompared to on-campus students,
distance education students placed somewhat geratanasis on e-journals and on the

organization of resources for easier and quickiermation-seeking.

Physical services

What did users fear losing if a distinct physiqadee for the LIS Library were

eliminated? Could we create alternatives to aaded departmental library that would
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adequately substitute for the most valued servicése physical environment? To no
one’s surprise, many respondents expressed a stpprgciation of physical collections
and services. Two questions elicited data abouwsipallibrary services: “The most
important service(s) that the physical LIS Librargvides to me are...” and “The thing
I'd miss most if the LIS Library didn’t exist agphysical space is...” From these two
guestions, four prominent themes emerged: 1) dmles and their use; 2) other uses for
the physical space; 3) the importance of knowleldigedriendly, and helpful staff; 4) the
symbolic and affective meanings of physical spabe keep the following information in
perspective, remember that more than half of teapaedents identified themselves as
infrequent users of the physical space. Howevem évfrequent visitors can feel a strong
attachment to a place. For example, some distetheeation students, who come to
campus for only one or two days each semestergerigantense use of library spaces

during their visits.

~ Collections and their use

Respondents identified a number of componentseophysical collection which
they valued: current issues of periodicals; olumrnd journals that have yet to be
digitized; new books; course reserve materialgregfce works; cataloging tools (not all
of which are online); and special sub-collectidik® a small collection of LIS-related
fiction. Users appreciated the “one-stop-shopgixgerience” of having relevant
materials in all these categories co-located aadilseaccessible in an easy-to-navigate

physical space. Some respondents stressed thatwan materials are available online,
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they find it more convenient to access and reaut persions. Survey respondents feared
that they would need to spend more time locatiteyent resources if the collection were
dispersed. They placed a high value on browsirygipal collections to stimulate

research ideas.

~ Other uses for the physical space

For some respondents, the LIS Library was a refuaye busy lives of study and
work. It was viewed as a quiet and comfortable@la which LIS students were
explicitly welcomed. The large tables encouragexigs to work on collaborative
projects, while cushioned armchairs beckoned sylitgaders. For some librarians, the
LIS Library was a place to “hide” from the pressuof daily work and immerse
themselves in research. The library functioned ssaching space for library-intensive
activities during periods when the distance edooastudents were on campus. Bulletin
boards with postings of recent articles by GSLI8 kibrary faculty, the dust jackets of
new books, and miscellaneous information from télel {including cartoons) provided a
casual way for users to stay informed. The woahfmunity” was used several times by

survey respondents to describe the LIS Libraryarigible impact.

~ Importance of staff

Respondents praised the LIS Library staff and desdrthem as

“knowledgeable,” “friendly,” and “helpful.” The sé@ce ethos of the staff created an
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atmosphere supportive of study and research. fsepecommunication and informal
learning occurred often in the physical space efiitirary. The collocation of staff
expertise with physical collections was beneficimhowing when | walk in that the

person at the desk knows my specific needs angramsnts.” Distance education
students, who interacted with LIS Library stafftelephone or email, expressed the same
sentiments: “Knowing that there is a location tt aatual people to whom I've been
introduced.” Users seemed to think that qualitya@oer service depended on the staff

being associated with a physical collection angliserpoint.

~ Symbolic and affective significance of physigahse

A number of respondents valued the physical sparcisf symbolic properties.
They stated that the LIS Library has "a very sgdei" that conveys "a sense of history,
pride [and] continuity.”" The departmental libragmbolizes the legitimacy or identity of
LIS as a discipline. Many students also had arctie response, again signaling the link
between the physical library and a sense of comtyidtkinowing there is a place on
campus that | actually belong.” One student wotevingly, “The LIS Library feels like

home to GSLIS students.”

Desired services

Users were asked about desirable services notntlyrdfered: “I wish the LIS
Library offered additional services, such as...” Thest frequent answer to this question

was an expression of complete satisfaction withctiveent services. While this answer
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was a gratifying affirmation of the efforts maderng and my staff, it provided little
guidance, since maintaining the status quo wasmaiption. As the inevitable closure
of the physical library approached, we realized, taldhough we could not replicate all
the qualities of a physical space, we needed tgepve and translate those qualities as
much as possible in a new, more virtual contexe a&ked ourselves, for example,
whether we could we re-design the LIS library web provide more of a one-stop-
shopping experience for information seekers. Caddnvent a way to continue our
popular Virtual New Books Shelf, even after LIS ks@eased to be housed in a single
place? Could we provide more immediate and inter@options for asking questions

through the website?

Despite their attachment to the concept of a deyantal library, the survey
respondents admitted that they relied on the ieteas their primary mode of interaction
with LIS content and with LIS specialists on thardiry staff. While many respondents
argued for maintaining, and even strengtheningllasérvice branch library for LIS, an
almost equal number expressed excitement aboutvisiening library services to the
LIS community. The survey enriched our understagdinlibrary users’ needs and

desires, and it continues to be an important resolar planning.

Resistance to change

The conflicting views expressed by survey respotsifemeshadowed the
reactions from users when the final decision teelthe library was announc&d.On

the whole, users understood the reasons for tisei@dand the opportunities it opened
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up, yet most expressed sadness and a sense oSlosg users engaged in acts of
resistance and protest. A doctoral student moumtaetition on the web to stop the
closing, which 294 people signed. Many of the aigries were alumni; others were
current students, faculty, and campus librariahise petition served as an important
outlet for affected library users who did not avb#gmselves of the open meetings and
online comment forms, or who did use those charimgti$elt their voices were not

heard. Many of the signers of the petition add@ef somments alongside their names.

Many of the comments reflect a sense of outrage:
* “To eliminate the LIS Library would be a disservicecurrent students and
faculty, and a disgrace to those of us who haveedi and benefited from it.”

* “l'assume this is only so some administrator wefl ore office space. Think

of the students for once.”

Some who signed the petition linked the reputatibtihe Graduate School of Library
and Information Science to the existence of thellibary:

* “What's a library school without a library? How eantassing!”

* “l can't believe you would consider this. The T@#dry school in the

country won't have its own library!?!”

Other signers saw in the closure of the librarpannous trend in the discipline:

e “The library's closure would be another nail in tudfin of LIS as a

research discipline.”
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*  “What message does it send to potential GSLIS egpis when a library
dedicated to their education and chosen field ibnger deemed

valuable...?”

Many signers attested to the importance of thellilt&ary in their own success as
students or faculty members:
» “As a student, | found the LIS Library extremelygfal in my studies, especially
in getting reference help.”
» “This collection creates a useful space to viewdreand learn about LIS

resources with LIS-centered assistance.”

Several remarked that closing the library wouldatiegly impact the information-
seeking process:
* ‘| think it would be harder to have access if yadho run about.”
» “Breaking up this collection will destroy the abylito browse for like titles.”
» ‘| feel that the loss of the LIS library would hexa negative impact on the GSLIS
program's ability to encourage its students toedbdirected, comprehensive, and

high-quality research.”

Some petitioners stressed the renowned qualitiyeoL IS Library’s collections and

services:

» “Dismantling the LIS library would be a travestis tollection and usefulness as

a research tool is unmatched.”
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» “[Itis] a unigue resource that has made lllinoiseater of learning for LIS.”

A few comments echoed the theme of the library @sndral force in creating
community:
* “The LIS library is the soul of the library schaaid the professional librarians at
lllinois.”
* “Atan institution the size of UIUC, a departmdiiiiarary remains an important

community-building center for students in the dépant....”

In addition to the petition, unhappy LIS Libraryeus formed the “Save the LIS
Library” group on the popular social networkingesiFacebook. It attracted 221
members, many of them the same people who sigmreonime petition. Because of this
outpouring of support, we established an email aetand invited people to send in their
memories of the LIS Library. These have since lwedlated and made available on the

web>®

While the organized resistance came too late tothalclosure of the LIS
Library, it highlighted for us the dimensions oétphysical library that users felt were
most important and most vulnerable. This was useformation, because it enabled us
to weigh specific proposed changes against theioeadrom users, and to consider
alternatives when warranted. Even more crucitilg,heartfelt feedback from users
touched us deeply and prompted us to respond amg@assionate and thoughtful way to

the emotional needs of our users during the triansit
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Creating a virtual place / establishing a new ptalgpresence

The new service model for the LIS Library combiae®sore robust virtual
presence on the web with an intensified physicasg@nce close to a major cluster of

users. This section describes the evolving twawgped service profile.

Many precedents exist for websites that serve &svggs to information in an
academic discipline or applied fieldAt the University of lllinois, models were already
in place for websites devoted to gender stdfiimsd labor and employment relatictis
both fields which previously had separate departaidibraries which were merged into
the general library collections. lllinois librang have also created informational
websites for interdisciplinary fields served by mtinan one library. Examples include
the Global Studies Virtual Libraf?, the Health Information Porfd] and the

Biotechnology Information Centéf.

All of the local models for subject-focused websitre tailored to their unique
user communities, so | was not mandated to followsangle template. | decided to
involve GSLIS students in the transformation of th® Library’s website. Two students
enrolled in independent study courses with me ais istructor, and the three of us
formed the web project team. We drew on the suda to set development priorities
for the website. For example, because studentkeady value access to bibliographic

and full text databases, we convinced staff attmgineering Library to program a
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customized federated search feature. Using th&ebBEy Search, which is prominently
displayed on the home page, one can search sirealialy across the major English-

language LIS databases.

As noted above, faculty highly valued our VirtuedWBooks Shelf, which
challenged us to find a way to continue it, evesutih books would no longer be flowing
into a dedicated library. The answer was to addva capability to the existing new
book list generator that accompanies our onlinalogt The existing program permitted
users to customize new book lists by library lamatr by Dewey classes. Additional
programming was necessary to permit new booktisbe generated by fund code.
Since | continue to have a dedicated budget fordd@uisitions, the fund code has

become the best way to track relevant new LIS baoksrious locations.

The closure of the physical library intensified desire to enhance our digital
collections. One of the LIS Library’s historicestigths is its collection of American
library annual reports and newsletters, largelgiresd as gifts. We ceased retaining
most of these in print, and instead created redortisth the online catalog and the local
web-based database of online resources that moihetpublications on the web.
Wherever we had a choice between print and ontinpl subscriptions, we opted for
online. With special funding to support the newg® model, we purchased a major set
of e-books in information studies. Furthermore, thiversity of lllinois is a partner in
the Google Book Project, and we hope that a gootiopoof our historical collections in

library science will someday be digitized and aafalié to all.
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Our enhanced virtual presence is complementedreyeawved commitment to
face-to-face interaction with users. As | notedieq users came less and less to the LIS
Library for routine services. Instead of browsthg shelves and carrying books to our
desk to check out, they searched the online cataldgequested books through our
delivery system. Instead of borrowing copies afkson short-loan for classes, they
accessed their readings online through the ceglzatronic reserves system. Instead of
appearing in person to pose reference questios etimailed us, telephoned us, or
contacted the central Ask-a-Librarian virtual refece service. Yet there was abundant
evidence in surveys, assessment instruments,gretitimments, and spoken feedback
that our users still valued the interpersonal asplecur services. It became a priority,
therefore, to make face-to-face reference andlimeservices more accessible and

convenient.

For several years, | and a senior staff member halce“Librarian’s Office
Hours” at the GSLIS building, just one hour a dswg or three days a week. At busy
times — for instance, when the distance educatimtesits were on campus — we held
office hours every day, including on the weekendswever, the daily demands of
running a library prevented us from expanding eftours further. Soon, however, we
will be spending approximately 15 hours per wee® &t IS. The dean of the school has
arranged for us to share an office with the coatdinof the Information Technology
Help Desk, who like us works directly with studehtgh on-site and at a distance to

resolve their problems. We are all optimistic ttet proximity of library and IT services
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at GSLIS will foster a stronger partnership andgasg fruitful areas for collaboration.
Already, there is a strong foundation of cooperatiad support from the School. For
example, | have a key to the building and a lo@iridr their intranet; | attend meetings

of the faculty; and | write a regular column foeithalumni newsletter.

Conclusion

Because the closure of the library was so recentgdetails of the new model
are still being worked out. The print collectidresve been dispersed, but I'm still buying
print materials, for which | must find homes oneathbraries’ shelves. The enhanced
web portal to information sources in LIS is notidimed, although it's been active for
several weeks. The future, I'm certain, will bringw uses of both physical space and
virtual space to deliver content and services. Wilecontinue to seek feedback from

users to inform service improvements.

Most academic libraries will someday reach theitiggoint between physical
and virtual services. The transformation of th8 Llbrary demonstrates that the
successful transition from a traditional servicedeldo a new one must be grounded in
the unique needs and customs of the library, tiheeusity, and the particular population
of users. The University of lllinois’s LIS collech is among the best in North America;
its future is relevant to LIS scholars worldwidereed from maintaining a collocated

physical collection and discrete service point,litf Library has the potential to serve a
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much wider community of researchers and informapimfessionals through enhanced

virtual services and electronic collections.

I will end this case study with the same words tlmtis T. Ibbotson wrote at the
conclusion of his 1925 essaylitbrary Journat “If there are hindering rules and
regulations, or physical obstacles, let them beifieat] if there are prejudices, may they
be overcome; that the university library, whetheygically disunited or centralized, may
be used and thought of as an intellectual uffitylitellectual unity in the field of library
and information science, accessible to all, isgib@l of the new service model at the

University of lllinois. Only time will tell if wehave achieved it.
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