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The distraction fa c to r  and discharge record error.

E ve ry  c irc u la tio n  l ib r a r ia n  h a s  d e a l t  r e p e a te d ly  

w ith  th e  p ro b le m  o f p a tro n s  c la im in g  th e y  h a v e  a l 

re a d y  r e tu r n e d  a  bo o k  th a t  th e y  h a v e  b e e n  b ille d  

fo r . A rb i t r a t in g  su ch  a  d is p u te  is d e p e n d e n t  o n  th e  

l ib r a ry  s ta f f ’s c o n f id e n c e  in  th e  a c c u ra c y  o f th e  d is 

c h a rg e  re c o rd s . M a n y  th in g s  c a n  a ffe c t th e  e r ro r  

r a te  d u r in g  th e  p ro c e ss in g  o f r e tu rn e d  m a te r ia ls : 

w o rk e r  a le r tn e ss , te rm in a l  w a n d  m is re a d s , w o rk 

lo a d , t r a in in g ,  e tc . In  a n a ly z in g  a  f lu c tu a t io n  in  e r 

ro r  r a te ,  B izze ll M e m o ria l L ib r a ry  a t  th e  U n iv e r

sity  o f O k la h o m a  d isc o v e re d  th e  im p o r ta n t  ro le  

f u r n i tu r e  a r r a n g e m e n t  c a n  p la y  in  w o rk flo w .

Background

B izze ll M e m o ria l L ib r a ry  c irc u la tio n  o p e ra tio n s  

a re  a u to m a te d  o n  a D a ta P h a s e  A L IS  I I  sy stem . 

D isc h a rg e  is c o m p le te d  b y  w a n d in g  in  th e  O C R  

n u m b e r  o f th e  b o o k  a n d  re s p o n d in g  to  th e  sc reen  

p r o m p ts .  A n n u a l  c i r c u la t i o n  is a p p r o x im a te ly  

15 8 ,0 0 0 . A b o u t th re e  y ea rs  ag o , th e  c irc u la tio n  d e 

p a r tm e n t  in c o rp o ra te d  m o n th ly  m o n ito r in g  o f th e  

d is c h a rg e  e r ro r  r a te  in to  th e ir  re g u la r  s ta tis tic a l 

p ro c e d u re s .

O r ig in a lly , th is  w a s  d o n e  as a q u a l i ty  c o n tro l 

m e a su re . B ased  o n  ex p e rien ces  in  b illin g , w e  sus

p e c te d  th a t  so m e  p ro b le m s  w e re  o c c u r r in g  in  d is 

c h a rg e  w h ic h  a l lo w e d  m o re  th a n  a r e a s o n a b le  

n u m b e r  o f item s to  g e t b a c k  to  th e  sh e lf  w i th o u t  b e 

in g  c a n c e lle d . A t th a t  t im e , p a t r o n ’s c la im s  a b o u t 

b o o k  r e tu r n  a n d  th e  n u m b e r  o f b ills  issued  w a s  th e  

o n ly  re so u rc e  o f in fo rm a tio n  a b o u t  p ossib le  p r o b 

lem s. T h e  fo llo w in g  is a  d e s c r ip tio n  o f th e  p ro c e 

d u re  w h ic h  ev o lv ed  o v e r th e  co u rse  o f a  y e a r  a n d  

w a s  d e s ig n e d  to  p ro v id e  th e  a d d i t io n a l  n e e d e d  in 

fo rm a tio n .

A s a m p lin g  o f a p p ro x im a te ly  tw o  h u n d re d  item s 

a re  iso la te d  fro m  th e  so rt a r e a  w h e re  d is c h a rg e  

iten s  a re  ro u te d . S e le c tio n  o f th e se  ite m s  is also  a t 

r a n d o m iz e d  tim e s  to  e n su re  th a t  th e  e ffec ts  o f d if 

f e r e n t  s t a f f  s c h e d u l i n g  a r e  a ls o  g o v e r n e d  b y  

c h a n c e . T h e se  ite m s  a re  th e n  c h e c k e d  a g a in s t th e  

c o m p u te r  re c o rd s  to  d e te rm in e  if d is c h a rg e  o f e a c h  

ite m  h as  a c tu a lly  o c c u rre d . T h o se  item s  th a t  a re  

fo u n d  to  b e  in c o m p le te ly  p ro ce ssed  m a k e  u p  th e  

p e rc e n t  e r ro r .

I t  w a s  in it ia lly  p re s u m e d  th a t  100%  a c c u ra c y  

w as  a n  a d m ira b le  g o a l, b u t  p e rh a p s  u n re a lis tic . 

H o w e v e r , c o n s id e r in g  th e  n a tu r e  o f p u b lic  r e la 

tio n s  a n d  th e  e ffe c t d is c h a rg e  e rro rs  c a n  h a v e  o n  a 

p a t r o n ’s o p in io n  o f th e  l i b r a r y ’s c o m p e te n c y , a 

h ig h  s ta n d a r d  w a s  th e  go a l. T h e re fo re , a  less th a n  

1 % e r ro r  r a te  w a s  d e s ig n a te d  as a c c e p ta b le . I t  is 

im p o r ta n t  h e re  to  s to p  a n d  th in k  a b o u t th e  p r a c t i 

ca l s ig n if ic a n c e  o f a 1 % e r ro r  ra te . I f  y o u  c a n c e l 

2 0 0 ,0 0 0  item s  p e r  y e a r , fo r  e x a m p le , a  1 % e r ro r  

r a te  w ill a llo w  2 ,0 0 0  item s  to  b e  p ro ce ssed  in c o r 

re c tly . T h a t  c o u ld  b e  a p o te n t ia l  2 ,0 0 0  p a tro n s  all 

w i th  a ja d e d  o p in io n  o f th e  l ib r a r y ’s a b ili ty  to  p r o 

cess m a te r ia ls  a c c u ra te ly . A lso, it  m e a n s  a n  assoc i

a te d  t im e  a n d  e ffo r t m u s t b e  s p e n t s e a rc h in g  th e  

s tack s  fo r  item s c la im e d  r e tu rn e d . So, in  re a lity , 

ev e n  a  99 % a c c u ra c y  r a te ,  w h ic h  so u n d s  v e ry  s tr in -
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B e f o r e  the change, the  term ina l operator w as clearly visible to patrons w a itin g  a t the  circulation  desk.

A f t e r  the  m ove , th e  operator is screened fro m  patrons queu ing  up  fo r  service.



2 7 6  /  C & R L  N e w s

g e n t ,  r e m a in s  co s tly  in  te rm s  o f  s ta f f  t im e  a n d  l i 

r a r y  r e p u ta t io n .

Brainstorm ing

O n c e  w e  b e g a n  r e g u la r  m o n i to r in g  o f  th e  e r ro r

a te ,  f lu c tu a t io n s  w a r n e d  th e  b i l l in g  s ta f f  to  b e

w a r e  o f  a  p r o b le m  m o n t h .  F o r  e x a m p le ,  o n e

o n th  th e  e r r o r  r a te  s o a re d  to  8 % . I t  w a s  th e o r iz e d

h a t  a  c o m p le te ly  u n p r o c e s s e d  b o o k t r u c k  w a s

a s se d  th r o u g h  to  th e  s o r t  ro o m  b y  a c c id e n t .  S in ce

h e  m o n i to r in g  d is c o v e re d  th e  p r o b le m , th e  b i l l in g

ta f f  h a d  m o re  c o n f id e n c e  in  a r b i t r a t i n g  in  f a v o r  o f

h e  p a t r o n  w h o  c la im e d  to  h a v e  r e tu r n e d  b oo k s

u r in g  th is  p e r io d ,  e v e n  if  th e  i te m s  w e re  n o t  fo u n d

n  a  s e a rc h  o f  th e  s ta c k s .

As th e  m o n i to r in g  p ro g re s s e d , it  b e c a m e  o b v io u s

h a t  o u r  g o a l o f  a  c o n s is te n t e r r o r  r a t e  o f  less th a n

 % w a s  n o t  b e in g  re a c h e d . R e p e a te d ly ,  s ta f f  w a s

e t r a in e d  to  s ta m p  a n d  w a n d  o n e -b o o k -a t- a - t im e

n s te a d  o f  p ro c e s s in g  g ro u p s  o f  b oo k s  to g e th e r  to

v o id  m is ta k e s . A lso , p r o c e d u r e  g u id e lin e s  w e re

o s te d  o n  th e  d is c h a rg e  te r m in a l .  T h e  c i rc u la t io n

u p e rv is o r  te s te d  e a c h  s tu d e n t  w o rk e r  to  e n s u re

h e i r  m e th o d  w a s  a p p r o p r ia t e .  H o w e v e r ,  th e  f lu c 

u a t io n s  s till c o n t in u e d .

A f te r  r e p e a te d  re v ie w  o f  th e  p r o b le m , a  s u b c o m 

i t te e  o f  s ta f f  m e m b e rs  b r a in s to rm e d  th e  p r o b 

e m . T h e  c o m m it te e  th e o r iz e d  t h a t  th e  lo c a t io n  o f

h e  d is c h a rg e  te rm in a l  c o u ld  b e  c o n t r ib u t in g  to  th e

ro b le m . A t th a t  t im e , th e  f u r n i tu r e  a r r a n g e m e n t

la c e d  th e  d is c h a rg e  te r m in a l  in  v ie w  o f  p a t ro n s  as

h e y  q u e u e d  u p  to  th e  d esk  fo r  se rv ic e . I n  t h a t  p o s i

io n ,  a n y  im p a t ie n t  p a t r o n  c o u ld  u s u a lly  g e t th e  a t 

e n t io n  o f  th e  te r m in a l  o p e r a to r  a n d  fo rc e  th e m  to

n te r r u p t  th e i r  p ro c e s s in g  a n d  p ro v id e  a d d i t io n a l

s s is ta n c e . T h is  u s u a lly  m e a n t  t h a t  a  s m a ll  s ta c k  o f

o o k s  c o u ld  b e  le f t  u n a t te n d e d  o n  th e  d esk  a n d

v e n  fo rg o t te n  if  th e  p a t r o n  c ru s h  p r e v e n te d  th e

o rk e r  f ro m  r e tu r n in g  to  th e  d is c h a rg e  te rm in a l

e fo re  th e i r  s h if t  e n d e d .

O r ig in a l ly  it w a s  a s s u m e d  t h a t  th e  o p e r a to r ’s

b i l i ty  to  p ro v id e  b a c k -u p  a s s is ta n c e  w a s  a  v a lu 
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a b le  a s s e t— h e n c e  th e  lo c a t io n  o f  t h e  t e r m in a l .  A f

e r  r e p e a t e d  e x a m in a t io n  o f  t h e  e n t i r e  p ro c e s s  

h o u g h ,  t h a t  a d v a n ta g e  w a s  d e e m e d  less im p o r ta n t  

h a n  d is c h a rg e  a c c u ra c y .

D u e  to  th e  s u b c o m m it t e e ’s r e c o m m e n d a t io n ,  

h e  d is c h a rg e  te r m in a l  w a s  s h if te d  to  a  n e w  lo c a 

io n . I n  th e  n e w  lo c a t io n  th e  p a t r o n ’s v ie w  o f  th e  

p e r a to r  w a s  c o m p le te ly  b lo c k e d . T h is  p re v e n te d  

a t r o n s  f ro m  i n t e r r u p t i n g  th e  o p e r a t o r  a n d  a l 

o w e d  th e  w o rk e rs  to  d e v o te  th e i r  c o m p le te  a t t e n 

io n  to  th e  d is c h a rg e  p a t r o n .

Conclusion

T a b le  I c o m p a r e s  th e  e r r o r  r a t e  fo r  a  th r e e -  

o n th  p e r io d  b e fo re  a n d  a f te r  th e  te r m in a l  w a s  r e 

o c a te d .  As c a n  b e  s e e n , th e  c h a n g e  in  e r r o r  r a te  

ro m  1 .8 %  to  1 .0 %  in  N o v e m b e r , fo r  e x a m p le , is 

o t  a  la rg e  d if fe re n c e . W h e n  i t  is m u l t ip l ie d  b y  th e  

u m b e r  o f  b oo k s  d is c h a rg e d  in  a  m o n th ,  h o w e v e r ,  

h e  p r a c t ic a l  s ig n if ic a n c e  b e c o m e s  o b v io u s . E v e n  

h e  s m a ll  d if fe re n c e s  d e te c te d  r e p re s e n t  a  3 5 7 -b o o k  

i f f e r e n c e  in  th o s e  m a t e r i a l s  p r o j e c t e d  to  go  

h r o u g h  th e  d is c h a rg e  p ro c e ss  w i th  so m e  m is ta k e . 

h e  c o n s e q u e n t  s ta f f  s e a rc h in g  a n d  p a t r o n  c o m 

la in ts  a r e  a lso  p r o p o r t io n a te ly  r e d u c e d . A lth o u g h  

h e  n u m b e r  o f  i te m s  d is c h a rg e d  in  1 9 8 5 /8 6  is d o w n  

lig h t ly  f ro m  th e  p re v io u s  y e a r ,  th e  d if fe re n c e  in  e r 

o r  r a te s  w o u ld  s till a c c o u n t  fo r  332  m o re  m is ta k e s  

a d  th e  n u m b e r  o f  ite m s  p ro c e s se d  b e e n  th e  s a m e .

T h e  a r r a n g e m e n t  o f  f u r n i tu r e  is ju s t  p a r t  o f  a n  

rg o n o m ic  a p p r o a c h  to  p ro d u c t iv i ty .  I n  th is  s i tu a 

io n ,  i t  a lso  a p p e a r s  to  b e  a n  in te g r a l  c o m p o n e n t  o f 

c c u r a c y  as  w e ll .  C o m b in in g  a  q u a l i ty  c o n t ro l  

e a s u re  s u c h  as d is c h a rg e  e r r o r  s a m p l in g  w i th  a n  

n a ly t ic  r e v ie w  o f  th e  p r o c e d u r e s  c a n  r e s u l t  in  

r a c t ic a l ly  s ig n if ic a n t  im p ro v e m e n ts .  T h is  re v ie w  

ro v e d  t h a t  e v e n  b a s ic  a r r a n g e m e n t  o f  w o r k s ta 

io n s  s h o u ld  b e  in c lu d e d  in  a n a ly s is , as th e y  m a y  

a v e  a  m e a s u ra b le  im p a c t  o n  o v e ra l l  e f f ic ie n c y .

I n  th e  c u r r e n t  c l im a te  o f  p e r f o r m a n c e  m e a s u r e 

e n t  a n d  l ib r a r y  q u a l i ty  m e a s u re s , th is  a n a ly s is  

o in ts  to  a  d e f in i te  n e e d  to  in c lu d e  c i r c u la t io n
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T A B L E  1

E R R O R  R A T E S  B E F O R E  A N D  A F T E R  T E R M IN A L  R E L O C A T IO N

1984/85 B ooks E s tim a te d

M o n th % E rror R a te D ischarged E rrors

O c t 1 .6 X 8 ,4 0 8 = 134

N o v 1 .8 X 1 1 ,0 0 8 = 198

D e c 1 .9 X 1 7 ,7 2 6 = 337

to ta l 669

1985/86 B ooks E s tim a te d

M o n th % E rror R a te D ischarged Errors

O c t :6 X 7 ,8 2 3 = 48

N o v 1 .0 X 1 0 ,6 8 8 = 107

D e c 1 .0 X 1 5 ,6 5 0 = 157

to ta l 312
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functions. T h e  c irc u la tio n  desk of an y  lib ra ry  is a 

focal p o in t of ac tiv ity  a n d  m a y  be th e  on ly  c o n ta c t 

som e p a tro n s  have  w ith  lib ra ry  s taff. As a resu lt, 

th e ir  op in io n  a b o u t th e  services re n d e re d  a t th e  c ir 

cu la tio n  desk m a y  d o m in a te  th e ir  overa ll assess

m en t o f th e  l ib ra ry ’s q u a lity . T h e re fo re , it is essen

tia l th a t  c irc u la tio n  p ro ce d u res  a re  m o n ito re d  b o th  

r q u a lity  a n d  effic iency  an d  th a t  an y  set of p e r 

rm an ce  m easu res w h ic h  claim s to  assess lib ra ry  

e rfo rm a n c e  c a n n o t be considered  com prehen sive  

ith o u t som e m easu re  of these  services, w h ic h  a re  

ten sive ly  p a tro n  in te ra c tiv e . ■ ■
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A C R L  P u b l i c a t i o n s  i n  L i b r a r i a n s h i p  n e e d s  y o u r  

m a n u s c r i p t s

A C R L  Publications in L ibrarianship, a  series d e  ack n ow led g ed  an d  re a d  by  a t least tw o  m em b ers  of 

vo ted  to  scho larly  m o n o g rap h s  in  ac ad e m ic  l ib ra r i th e  e d ito ria l b o a rd .

a n sh ip , has issued  o v er  40 vo lum es since  1952. M an uscrip ts  re la te d  to  th e  fo llow in g  topics a re  

M any  of these  stud ies rep re sen t d is tingu ish ed  co n  p a r tic u la r ly  w elcom e: a d m in is tra tio n  o f college li

tr ib u tio n s  to  th e  h isto ry , th e o ry , an d  p ra c tic e  of a c  b ra rie s ; c o m p u te r  ap p lica tio n s ; co llection  assess

ad em ic  lib ra r ia n sh ip . m e n t;  m a n a g e m e n t o f re fe re n c e  serv ices ; self- 

T h e  e d ito r ia l  b o a rd  inv ites  a u th o rs  of book- d ire c te d  stud ies; a n d  sta ff d ev e lop m en t.

len g th  s tud ies to  su b m it m a n u sc rip ts  fo r rev iew . R elevance , la sting  v a lu e , a n d  su p e rio r w ritin g  

P roposa ls  for m a n u sc rip ts  in  progress a re  w elcom e describ e  th e  m a n u sc rip ts  th a t  w e  a re  seeking. A d

a n d  sh ou ld  be a cco m p an ie d  by  an  o u tlin e  of th e  dress in qu irie s  an d  p roposa ls  fo r p u b lic a tio n  to: A r

con ten ts . T h e  subm ission  of d isserta tions is e n c o u r th u r  P. Y oung, D e a n  of U n iversity  L ib ra rie s , U n i

aged ; ho w ev er, m a n y  m a y  re q u ire  su b s ta n tia l rev i versity  o f R hode  Is la n d , K ingston , RI 02881-0803; 

sion by  th e  a u th o r  (see th e  gu idelines fo r co n v ertin g  (401) 792-2666. ■ ■

a d isserta tio n  to  a book  b e lo w ). M an uscrip ts  w ill be

H o w  t o  c o n v e r t  a  d i s s e r t a t i o n  o r  t h e s i s  t o  a  b o o k

E d ito r’s note: These are guidelines adopted by the  

A C R L  Publications in Librarianship Series E dito 

rial Board.

A m a n u sc rip t designed  to  co m m u n ic a te  m aste ry  

of th e  research  process to  an  ex am in ing  co m m itte e  

f re q u e n tly  fails to  sa tisfy  th e  re q u ire m e n ts  of a 

pu b lish e r. A u tho rs  su b m ittin g  theses an d  d isser ta 

tions to  a p u b lish e r m a y  a n tic ip a te  requests  fo r ex

tensive m od ifica tion s of th e ir  m a n u sc r ip t if it is a c 

c e p te d  fo r  p u b l ic a t io n .  In d e e d , so m e  e f fo r t  a t  

rev ision  p r io r  to  subm ission  w ill e n h a n c e  th e  likeli

hood  of accep tan ce .

A book  is add ressed  to  an  a u d ien ce  th a t  is very  

d if fe re n t from  th e  au d ien ce  to  w h o m  a thesis, d is

se r ta tio n , o r o th e r  research  re p o r t is add ressed . 

T hese  d ifferences in c lu de  level o f in te res t, p r io r  

kn ow ledge  of th e  sub jec t, an d  ob jectives in  re a d in g

th e  w ork . M ajo r revisions a re  u sua lly  necessary , 

even to  th e  m ost effective  w orks.

Revisions w h ic h  a re  o ften  re q u ire d  in c lu d e  de le 

tions, re o rg a n iz a tio n , an d  th e  w ritin g  of a d d itio n a l 

m a te r ia l. Som e exam ples:

• T h e  sty le o f a d isserta tion  fre q u e n tly  req u ires  

th e  re p e titio n  of m a te r ia l from  section  to  section .
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e x p lan a to ry  n a rra tiv e .

•M a n y  of th e  fine  po in ts  c o n ce rn in g  p r io r  re 

search  o r m e tho do log y  on  th e  sub jec t sh ou ld  be 

p lace d  in  appen d ices  o r foo tno tes.

•A b s tra c tio n s  m u st be  carefu lly  re la te d  to  th e  

con cre te  w o rld  th ro u g h  m o re  extensive in te rp re ta 

tio n  th a n  w o u ld  be  necessary  in  a  d isserta tio n  or 

thesis.
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fo llo w in g  item s p r io r  to  subm ission .
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