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ABSTRACT

This dissertation examines the various waves in which
public library services can be prwhmted in the etfort to
increase wsage and membership with special re%erencelto
Malaysia. Malaysian public libraries have come a long way
gince_ the recommendations under the Blueprint for public
library development in Malaysia in 19&8. Today, public
library services are being provided by the State Fublic
Library Corporation and other goverment agencies such  as
the Federal Land Development Authority (FELDA), the Rubber
Industries Smallholder Development dAuthority (RISDHAY, and

the Rural Development Authority {(Kemas).

in HMalaysia, libraries are seen not only as the
educational, informational, recreational and cul fural
agency, but also as an impoaertant uniting force for its
multi-racial society. The Goverment realises that the
people must he encouraged to read, because only through
reading can the Malaysians become an intormed society and

thus understand the Government policies.

Based on 1987 statistics, only slightly more than 6%
out of 1&6 million population are registered as members of

public libraries. Serious efforts have been undertaken by
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the library authorities to encourage the public to use the
library services. The attitude of "“here is the library,
come and use it if yvou wish”" must be dropped. Librarians
must be sensitive and responsive to the needs of the

readers around thems; they need to market their services.

As  the society becomes opore  industrialized and
complex, librarians face greater problems in tryving to
satisfy their reéderg. At this point, they will have to
consider adopting the marketihg apprnach in the library
organization. Libraries too need to congider a Serious
public relations programme in bringing the libraries Lo
the attention of the communities tgay aure sarving.
Libwariang now need to go all out in promoting the lihrary
services .to‘anaur@ the suppart of their funders and their
services be  wlilised fully by the public. Thisg

dissertation explores these issues,
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CHAPTER 1

INTRODUCT ION

In the early ninetesenth century, the role of public
libraries in America was educational when they extensively
supporited adult continuing education. Then extending  {rom
the last guarter of the century until the end of World War
1, public libraries began to expand their services by
providing two additional purposes @ that of recreation and
reference. A communities becam2  more  heterogeneous  in
character, the people needed recreational activities as an
impartant component of their lives. Fubliec libraries then
assumed F@ﬁpﬁﬁﬁibiliti&ﬁ £ o recreational  services,

entertai nment and cultural events,

I the United Kingdom on the obther hand, the
protagontsts of public librariss felt that it was a
social duty to pruvidé the people with free access Lo
hooks  and other means of enlightenment. Public libraries

were expected to act as a counter - attraction to  the

tenpltation of fetrong  drink®  and  serve to provide
religious  tsaching and morai uplift. Thus moeald

imorovemsent  was  foremost among the ains of the public

libraries,



The roles of public libraries are numerous depending
wly] -thm locality where they exist. These roles tend to
change as socieby d@vmlmwm, Fublic libraries are unigue in
that they have no parsnt institution within which to
function. It is easy Lo id@nti%y the role of a college or
a school library. Tt supports the goals of the college
concarned, providing services. To the students and academic
population. Eut not with public libraries. The objectives
arg  omuch more  diffusged  and they serve a very diverse
clisntels. Benerally, it Can be sald that public libraries
have four important rolss  in BOCLRTY to play -

educational, informational, cultural and recreational.

The Internatiocnal Federation of Library fssociation
(iFLA) defines public library as,

"...a library established and financed by a
local — or in some cases, central - government
body, or by somg other organisation anthorised
to act En its behalf, available without bias or

discrimination to all who wish to use it. "1

From this definition, it ¢an be said that the
pgtablishonent and maintenance of public libraries is &
taslk  of government at national and loeal level. It should

bhe maintained wholly from public funds, and no direct



charge should be made to anvone for 1ts services. The
public library should offer its services for  fres  and
gqual wse by all members of the community regardless of
race, colour, nationality, age, sex, religion, languags,

status o educational abttaimment.
frnother definition is,

R an institution exists to provide
materials which communicate experience and ideas
from one person to another. Its founction is to
assemble, preserve, and make easily and freely
available to all people the printed and otf--
materials that will assist them...Together theé
provide a reservoir of knowledge which suppplies

inguiring minds. "=

Mueh of the develapment of public libraries
throughout the world today is due to the role plaved by
the United MNations Educatipnal, Beientific and Cultural
Urgantsation (Unescor, whilch was founded to prosots peace

and  spiritual welfare by working through the minds of men

ang women.

In 1949, Ungsco issued a manifesto on the purpose  of
the public library, the Unesco Public Library Manifesto,

trevised in 1972, This Manifesto proclaims Unesco®s boelisd



in ths public library as a living force for sducation,
culture and informnation and as an essential agent for  the
tostering of pesce  and understanding betwsen peopls and

betwaen nations,

The Unesco Public Library Manifestpo identifies the

ohjectives of the public libraries:
i) to contribate to lifelong universal sducation.

i1) To facilitate appreciation of the achievement of

humartity in Enowledge and cul bure.
ii1d) To be the principal means wheresbhy the record of man’s
thoughtts and  ideas, and  the sxpression of his creative

imagination, are made freely to all.

iv) To refresh the humen spirit by the provision of books

and other media for relaration and pleasure.
v To assist students.

il to provide wp-to-date techrnical, scientific and

spoiological information.™=

Fulzlic libraries have therefore a .positive role Lo

the mnoesds of

play in ow socisty. Thay exist to me



communities which difder widely in their cilrcumstances

angd composition, antd  in the sconomic resouroes at theis

chi sposal . Some consist predominantly of elderly and
retired people, others of families with a high proporhion
of young chi ldeen. It could be an agricultural society in
gpareely populated rural areas or an industrial sociehty 10
crowded inner cities. Whatever is  the naturse of tThe

population, it is  the daty of the public libraries to

Fulfil the needs of thelr readers.
1.1 FUBLIC LIBRARY &ND ITS SERVICES

It is not easy to express bthe high idealism of public
lLibraries and to define the principles which underlie
thed v pﬁrpm%a and service. The public library is expected
to provide sducational tools, facilities for research, and
intel lectual sntertainment, and assist in the conservation
of social heritage. There should be no censorship  where
the collection is concerned {althowgh  this may not be
practical in reallity sepeclally @ where Malaysia is
concerned)y no limitation in its service bhecause of race,
colow, religion or national origing  and neo special
privilege Jfor class, group or level. Distance or physical
Mandicap should also e no bar to full accsss  to  library

SR VEICES.

Thie Armerican Library dSssociation have genesrally




outlined the public library

services in the Library Bill

of Rights and the Freedom to Read Statement,

iy Public library seervice shoold be universally available.

s

ii}y A central library o regional centre opsn to every

resident of a natwral region  showld make available the

sssential resources and personnel of modern service.

iii} The program of sach public library should be fooussed

upon clear and specific obisctives.

iv) The public library should be closely integrated with

the communities it serves,*

Hlanning for  the services of a public Library

raguires  a  marketing approsch as it nesds to be based o

an analysis of the community and its constituent groups.

It dis based on the idea of mesting need, rather than

simply responding  to  demand o imposing a  fetandard?

smvice without real regard

Generally, a public

SErvices:

for local conditions.

library provides the following



al Collection.

The collection of a public library should be a living
demonstration of the svolubtion of knowledge and culture,
constantly  revieswed and lept op-to-date and attractively
presented.  The materials provided are Jor lending and

refarence purposes. There should bes

- Books  and periodicals, wmound recordings, widen
resordings,. ganes, computer programmes, pilictures and other
audigvisual materials for leoans  to individoals o to

g oips.,

- Guick reference books and information files for wge on

library premisag.

- A colleceion of standaed works, and  audiovisual
materials of various kinds, for reference and research ose

on Library premises.

To be able to provide the right materials for  the
LS4 is perfaps the most  rewarding  task Jor  the
Librarian. One can imagine the difficulties faced by the
librarian who is trying to satisfy a great diversity of
raaders. Thus a %mrmaily“ writtern collection development
poiicy is essential to guide the librarian in building a

sound collection. This collsction tevelopment polioy




statemsnt is actuwally a document representing a plan and
information that is wsed to guide the staf+*s thinking and
decision making in book selection. The statement, amongst
other +things helps to improve the guality of collection
ﬂ@velepmmm£ by azsuring that all librarians selecting the
materials know what to do, how to do it properly and what

policies lie behind these tashs,

Binece the library materiale are  bought  with  public
funds, the public has  the rightrtm Enwﬁct 1ibrafiﬁ§ o
have definite and responsible reasons  for  acquiring  and
maintaining a collection of library items and for keeping
tham in top condition to allow far .maximum LIS, Those
involved in  the selection of materials for a public
Library must fully uanderstand the purposes of the public
1ibrary first befores attempting to provide materials for

the users. Among them are:

- To make available to all citizens yourng and old, books,

pericdicals and obther graphic records which foster a full,
[

et artd good lite which ftend to the psrsonal

develapment of the individoual or the social development

of the commuanity.

- To provide information  on any  subischt  which may
reasonably be expected to be of valus to the public,

including the industrial and commercial world,



- T ercourags  and  promots the wse of  books and

intormation.

Having understood the purposes of the public library,
the next step taken is  in complling  the CCHTAR L Ty
profile. The librarian must  know the commuanity she is
serving. The protile provides information aboult different
cultures which suggests needs  that might be met by the
library and theretore the objectives whicﬁ the Libirary may

wish to achieve.

The librarian armed with the data gathersd could then
proceed to select materials which woeuld appeal  to people
fitting inio the wvarious categoriss outlined, The
librarian could fsel the certainty that the matsrials
hosen wonled be of interest to readers— abt least to the
d@gr@@ that their readers fitted into the categories. &

good collection is itseldf an attraction to the library.
b)Y Alds to borrowing
These include:
- catalaguess to identify and locate {the materials

availabhley bibliographies to identify wider resources;

fbrocklists on specific subljects for consuwltation., purchase



o Fres distribution.

- reagrvation of booksi: interliprary-leoan facilities.

o @quipmﬁnt'tm erable uwsers to examine the contemts of
audio~visual materials before borrowing them, and stafd to

Check their condition on retwn.

) Facilities for reference and study in the library

Study desks, cubicles and discussion  rooms  are
available for individual or group  study. Modeecn public
1ibwari@ﬁ also provide slide projectors, tape recorders,
cassethte players, videp recorders, microforn readers,
magniftying glasses and wvarious aids  for  bhandicapped
peopla. Noraally they are only for use in the premises buob
there are librariss which lend this equipment For  use  in

the home.

dy  Frovision of information

The information normally provided is:

-~ short factual answers.

~ o those reguiring more detalled research, compilation

of bibliographies and reading lists are included.

10



—- ar in-depth intformation service in sgpecitic fields.

= comminity information provided on behalf of central  and

local government bodies and other organisations.

= dnformation for visitors to the area, including details

@t hotels, places to vigit and a diary of svenls.
2) Activities for childeen

The main aim in providing services for ghildren is to
encourage them  to visit  the library and make it an
grnjoyable experience. £} well-planned PImCIgr M ot
activities encouwrages the use of the books angd wﬁh@r
materials in the library. This in turn will  dinvolve Lhe
children in creative activities rwf marny  kinds., Bome

examples of children's activities are:

- gstoryvielling sessions

~ harndicrafts

-~ hildren's theatre (stimulating children®s opwn  talents

and craativity by helping them to run their own plays and

euvhibitiony.

11



= provision of tovs and games for the youngest ohbildesn.

= invelving the children as volunteers in the running of
The library, hhus making tham +fewpl part of the
organisation and appreciate more the services provided for

th@ima
3 Dultural and scocial provision

The public library as a natweal cultural centre for
the community, Brings together people of  simllar
interestes. Space and eguipment are therefore reguired for
cultural and social activities. Mewly-built libraries
frave included plans for & hall, an auditoriwm or  a
theatrette at the initial stage of planning. The

following are somse examples of these achtivities:

- auhibitions, lectwes, +ilms, concerts, recitals of

music and poetry.

- cultural presentations by ethnic minority groups.

- launching of a new hook by a local auvthor.

- mestings, @bo.

gy Bervices for bthe handicapped and other disadvantaged

12



people. The readers who fall under this caltegory are:
iy The housebound readers.

For this groug, the library needs transport nr. local
valunteers for home delivery ssrvices. From Cime to tims,
with the help of local orgenisations, it isg worthwhile  to
bring these readers to the library insgteasd. By doing
this, the readers can look at the various bypes of
materials available within the library and make betier use
of them. At the gsame time this tyvpe of pubing will lessen
the boresdom of being confined to thelr homes.

ii)  FReaders in residential homes, day centres. prisons,
correctional institutions arng hospital paltients,
Sgrvices to  these readsrs need cooperation with  the

institutions conocermed.

114) Blimgd people and others with reading handicaps.

Bervices to this group incluade tallking books,
Large-print books, audio Fecortdings and et Ll

Literature.

h) Services to gthnic and linguistic minoritvies.

f large percentage of people in these groups  are

wnable fto read the language of the coommunity in which

13



thaey are living. Some of them are  even weal readers  in

their own langquage.

Thare i  an awareness among the public libraries in
firsat  Britain to provide special SErvices Lo the
minorities., For example, the Camden Public Library in
London provides  books,  records and  cassettes  in 1g
different languages, including Vigtnamese. Mothsr~tongue
story-telling sessions are organised for yvounger children.
Infarmation packs are available in  Bengali, Guisrati,

Hindi, Funjabi, Urda, Chinese and Greok.

i) bervices to schools.

Although  each school today has ite own library, many
ztill rely for support on the public library., The public
library provides assistance both to individual teachers
and studernts. Normally a close working arcangemsnt is
gstabl ished betwesen the public library anﬂ the laocal
schools., The teschers will arrange class visits to  the
public library to enable the students to work on the

projects that are currently being underitaken in school.

The influsnce of computers on our  everyday Life is
evident. Az we are now in the era of information industery,
there is pressure o deliver sffective eservice and a

demand for professional  skills of & high  order. The

14
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public libraries toeo will have to respond to this demand.
Thers are two aspects to the automation of libraries. One
1t smmoothes the housskeeping activities of the library
ariel two,  information services can be  dispensed mnore

gquickly and efficisntly. Through  library nebworking,

intformation and services are made available to all

portential users.

1.2 THE IMPORTAMEE OF PUBLIC LIBRARIES WITHIN THE

MALLAYSIAN CONTEXY

Malaysia is & very unigque example of & malti -
cultural socisby. Its population of 169 million people
consl et tf Malays, Chinesg, Indians and also Lthe

indigenous peoples of Sabah and Sarawal. (Tabhle 1)

The country 1% made up of 14 states — Johor, Melaka,
Magri Sembilan, Selangor, Feral, Fedab, FPulau Pinang,
FPerlis, kelantan, Terengganuy, Fshang, Wilayﬁh Farsoslutuan,
Sabah  ant  Sarawak  with Kuala umpuwr as the capital city

{(Bee Appendix 1 and Appendiz Z).

In 1971, the Government smbarked on the New Foonomic
Folicy (NEFY, designed to eradicate poverty irrFgspegotive
of race, antd to restructure society to eliminate the
tedentification af race with economic function  and

gengraphical location. Its main objective is to achieve

15




fahle 1 HMALAYSIA: Population estimates by ethnic group

Ethnic Group 19290 Fercentage |
B OV 11
| Feninsular Malaysia - | | | | |
| Malays % other bumiputera| B8,493.0 | | &8.1 |

Chinese 4,97F.2 I 4

“Indian 1,441.1 7.9

Others 1.9 Q.b E
[ h T T aeesd 81.7
Csaban | | 1T
| Bumiputera (10 | 1,294.0 |  |es.3

Chinese 209.7 1.8

Indian 8.6 0.4 !

Others _ Sa.1 Q.3
"""""""""""""""""""""""" | is7.4 | sy
i Sa;;wak—— mmmmmmmmmm T
[ Bumiputera @ | 1,242, 2 | 70.9

Chinese 490, 4 27.9

Indian 4.6 0.2

Others 17.4 1.0
; mmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmm *";‘?54'& 975

“Tatal Population o 17,877.9 | 109
Notes: T e e Lw-u—
i Includes all the indigenous ethﬁic groups in Sabah:

Malays, sino-natives and natives of Sarawalk.

k2

indigenous.

Source: Fifth Malaysia Plan, 1986—-1990. p. 129,
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national unity. Under this Policy., Malaysians are to be
provided ogreater agcess to better sducation and hsalih
facilitiss A5 well  as  other public services. The

provision of public library services is hoped to  improve

the guality of lifte of all Malaysians,

The education system has beesn the major vehicle in
promoting integration Ay g all Mal aysians. The
dmplemsntation of  the use of Bahasa Malavsia as the main
madiuwm of instruction in 19467, served to strengbhen  the
basis for national uwnity in that it prometed sffective
comatnication through & common  language. I 1990, the
primary school enrolment reeches 209 smillion while the
secondary school enrolment is 1,4135,900.5 Thisg figure
forms the captive audience  of pﬁtemtial adult library
LES E1 S | Unfortunately, the opportunity for fthese ohildeen
to read books from their school librearies is very limited.
The school libraries are usually open al a specific time
for  browsing, borrowing  and  returning activitiss.,  The
Blusprint for the School Library Development published in
1979, revealed that 304 of the school libraries are open
far less than two howrs during term time.® This restricted
use ie due to lack of steff to wanage the library and also
berauss of limited titles avellable in the collections of
school  libraries., Thws public libraries arg reguired to

i1l in this gap.

17



To get Malaysians to read is o another important
%unctiwn for the public libraries. It is believed that a
raading ﬁéciaty iw a bhetter intformed society which in turn
supports the Government policies, Eftorts to get the
people to read were started as garly as 1972, Malaysians
ware not reading as  much  as  they  should although  the
literacy rate iﬁ very high i.e. 74%. UOn average the
.paaplﬁ spent hald to an hour per day reading newspapers
arnd 2 - 4 houwrs a week reading magazines.? There are

somveral rFeasons that can be attributed $o this  lack of

interest:

i) The education system of the gountry i1s very much btesl
-~ bhook orientated. The students read in order to pass

thelr examinations only.

iis Loaok af reading materials published in  Bahasa
Malaysia. Out of 1,000 titles thalt are published annually
by  Dewant  Bahasa dan Pustaka (0BR)Y, the National Languags
and Literary fgency, 754 are textbooks.®That  leaves only
237 for general btopic.

iii} Foor book distribution networlk throughout the
country. There is a concentration of bookshops in the

major towns only, neglecting the rural areas.

It is an undeniable fact that reading is an important

18



maans  of proosoting the development of human civilization.
Aowesver, since reading is not directly relatsd to huoan
survival ,  ithe development of the reading habit reguires
sustainad and concerted effort in order to make people
arcept that reading is & necessity of life. Public
libraries through their | services can help the people to

suetain the high literacy rate.

The agency responsible for the promotion of  literacy
and reading i1s DRDEF, set up in 19%4 with the objectives of
developing and enriching the national language, developing
Lid L ey talents, publishing and printing books  and
magazines, Thus DEF has to concentrate its efforts in
publishing more books for general public to overcome fhis

shortage of reading materials.

Malavsian readers do not place a high priority  on
hook buving.,  The only other channel for them to get books
im the public libvraries. On average, the Malaysians ép@hd
very lithle on buying books i.s. only ME Z7 monthly. Out
of this, 173 dg mpent on newspapers, 173 on magezines and
thes remalnder on books.®The people turn to o public
libraries for in%mrﬁatiwﬂy for resoarch aret for

roecraation.

Lim o Huck  Tee stated that generally the functions of

public libraries in Malaysia ars:

19



1} To provide freely the basic collections of the bt
available works in  all seubject Fields and at all age

levels for the people of Malavsia

ii) To serve the primery needs of the people for books and
other library materiale for the puwposes of information

with the cooperation of other libraries and agencies.

iiiY  to dintroduce to readers works of permanent value
whether contemporary and classics, which wmight otherwiss

not be known, and

iv) To promote reading and the use of books and libraries

azm a life lomg habit.re
It i the aim of the Bovernmaent to create a  reading

socisety oul of her people and public libraries can  assist

in achieving this aim.
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CHAPTER 2

FUBLIC LIBRARY DEVELOPMENT IN MALAYSIA
2.1 HISTORICAL EBACKGROUND

Fublic library development in Malaysia can be traced
as  marly  as 1786 with the arrival of the British in the
country.  Thirty one years later the British set up  the
first public library in Penang, then the Singapore library
in 1884 and thé Malacca library in 1HBL.® Although it was
obvious that these libraries were only catered for the
recreational  needs Of the Euwropean comounity rather than
to the needs of  the indigsnous papulatinn, atill they
couwld be regarded as  the precuwsors of motdern public

libraries in the country.

With the establishment of the Federated Malay Etateﬁ
(FHMSY  din 18%4, another ftwo public libraries were set
wup. They wers the Huala Luspuwe  Book Club and  the  Ipoh
Library in 1951, These subscription libraries survived on
private initiative, membership subscriptions and donations
to Ffunction. The only two libraries identified which did
ﬁrmvidw a completely Ffree service wera the Carnegie

Library in  Eota Bahro opened in 1928 and the Butterworth
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Library set up in 1954,

In 1951, on the death Gf the High Commissioner, Hir
Henry  Surney, & commnesorative fund was set up wﬁich WA
used to establish & number of small 1ibrﬂri@§. These
"Burney Memorial lLibraries’ were established in Seresban
and Rembauw {(hoth towns are  in Negri Sembiland), and 1In
Flang in  the state of Selangor.® Between the period of
1930G-1960, a number o4 public libraries were sesen to
sSprimg vpy =iwbing  merely to smeet the reading needs of

the elite socisty.

It dis interesting to note that wuntil this point,

there WaE res central agency  responsible for the
development of public librariss, In 19585, the Malayan

Fublic Library fssociation (MELAY, a non-profit-making
limited company was formed with the main objective of
promoting  education  and culture by establishing public
libraries 1in  towns  and villages. This Assccl atlon
received funding Ffrom  the Asia Foundation, the Malayan
Chinese Association and the Social Welfare Lottery Board
but no suppart from  the Sovernment. By 1997, the year
Malava received its independence there were 231 libraries
sl up by MPLA with a total collection of 150,000
volumes™ Unfortumnately,this fssociation  became inactilve

as financial support decreased,
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The idea of preparing & public library development
plan was initiated by the Adult Education  fAsscociation  of
Malava  (REAM . The Association was gonducting aduelt
education clagses throughowt the Country in an  etfort to
wips  put  illiteracy. It was realised that if the countey
were to achiéve its independence, then the psopls must be
prﬁpafed for it and a literate sociebty was very much

desired. Early in L1906 AEAM requaﬁtwﬂ the Malayan Library

GFraup which in 1963 betame the Persatuan Perpustakaan
Malaysia (FEM) IMal aysian Lirary Associationl, to

prepare a Memorandum on Fublic Library Service in  the
Fedaration of Malaya. This Memorandumn was submitted to
the Government in  the sams  vear but unfortunately if
recelved VEIY little official attention since the

Sovernment was busy preparing for independsncs.

fibout ten years later at a conference on public
libraries in national development, it was resolved that a
Blugprint for public liberary development for-  the country
should he prepared. Inm 1948, The Blueprint for public
library development in Malaysia was published. This
Blusprint sponsored by Unesco and the fsia Foundation was
prepared by Hedwig Anuar, Director of the National Library
of Singapore. Dince then this Blueprint has beesn accepted
by the government as the basis for public library planning
and development. In brief, the Blusprint recommends that

public libraries should be run by independent public
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library corporations on a state basis. The individual
states will bhe responsible for the annual recurrent costs
while the Jfederal government will baar the capital costs

of buildings, eguipment and basic book stock,

Nothing significant can be said about the development
of public libraries at this time which was only about 10
VA aftter . bhe country’s independence. But  the
publication of the Blueprint marked the beginning of the
Government’ s involvement in the public library development

throuwghout the country.
2.2 ROLE OF THE NATIOMAL ! IBRARY

The passing of .th@ Mational Library Act by the
Farliament in 1972 brought further development for public
librarises, Thie is in accordance with the recommendalion
put forward by Hedwig &Anuvar in her Blueprint +for Fublic
Library Development, who points oubt that the role of the

Matiomal Library of Malaysia is to be the,
Yapex of the total national library
system...provide leadership, consultant
services for public libraries...channelling of
Federal grants for capital expenditure."<

The objectives of the Mational Library Department can
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e summad up as follows:

*
a}l Lo provide leadership and promote co-operation in

library aftftaire in Malaysiag

b)Y to assist the Government in  the promotion of the
learning, wse and advancement of the NMational Language
{(Bahasa Malaysialyg

e} to support research and enguiry on & national scal ey

d)  to pravide rfacilities + Cye the el i ghtenment,

erioyment and community life of the people;

&) T contribute to  the development of oculbuwral

telations with the people of other countries , and

+) to provide and promote sueh other sesevices o
activities in relation to library mabtters asg the

Minister may direct.™

The responsibility towards this development can  be
soen in the hands of the Director General whoss functions

B/IEEa

al) to advise the Minister on all matters relating to

libraries and library services;
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h) to promote a nationwide system of free public

libraries and library services in Malaysiag

) to promote and co-ordinate the development and ues of

the library resowrces of the nationg

d? to develop and maintain by purchase orf otherwise a
national collection of library material, including a
comnprehensive collection of library material relating to

Malaysia and its peopls;

@) to make library material available in such manner as
hest serves bthe national interest;

§ to provide bibliographical services, including
national bibliographical services and a union catalogue

of library collechtionss

a)l to provide modern tacilitiss for  bhe storage,

retrieval and communication of informationg

h) to promote the advancemsnt of library science and the

pnroftessional training of librariansg

iy ko act as  the agency for bies national ard

international lending and exchange of library materialsg
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4yt lend, sell or otherwise dispose of library

material forming part of the Librarysg

k)  to do  =uch other things as he may deem necessary, in
order o give effect to the purposss and oblisctives of the

Mational Librarv.e

In tﬁe 1780%s, promotional work for state public
library development was undertaken by the Mational Library
of  Malaysia® s Division for Flanning and Development with
senior officers designated to represent the MNational

Library on Btate Public Library Corporations.

The National Library provides techrnical advice as
well as capiltal devel opment funds F o buildings
renovations, equipment, mobile libraries and basic bhooks
collection. A large number of mobile libraries currently
opaerating in  the rural areas were purchased with Federal

capital development funds for building channmelled theough

thie National Library. Some wers puwrechased with private
sector funds donated to  the HNational Library. fs an

incentive to encourags the private sector to donate to the

Repartment, all such donations are tax exemph.

I terms of public library projects submitbed for

Fedaral Furding, the Mational b ary Pl ays &
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coordinating role and makes a collective submission to the
Fedaral GSovernment on behalf of all states, after state
proposals have been vetted., The Act vests  tne Natimnal
Library with it Fespansibility to coordinate the
devaelopment and use of the libvrery resouwrcses of  the

nation.
2.1 LENDING DIVISION, MATIONAL LIBRARY OF MALAYSIA

The MNational Library of Malaysia does pwmﬁide public
Library services hut only for the pesople within the
Federal Territory which consists of the federal capital
of Huala Lumpur and the island of Labuan. kEuala  Lumpur

was accorded city status in 1974,

Althowgh it 18 guite unuswal for a national library
to undertake this respon=zibility nevertheless it was  very
much desired abt the time it was set up because there was
Mo provigion of public library services for  the peoples
residing  in  the new ftederal capital. The Sslangor State
Fublic library could then concentrate on providing

services to the rural areas of Selangor.

The |lending Division was started in 1977 to meet fhe
demands for fiction and light reading materiales as well as
referente material  for  home reading. Initially the

sgrvice  was only for those residing or working within the
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Federal Territory, bul the need to also serve potential
readeers wWho have no direct acoess to the Mational lLibrary
has resulted in an expansion of the lending services with

mobile libraries, mini branches, and bulk loan services.

The Mobile Unit provides services to the remobts areas
within the federal territory. This Unit aims to bhalancs
the gap hetween the "haves®™ and the “have-nots® iﬁ terms
of library %aﬁilitiem betwesn  those who come from the
Lower income groups iivimg far away from the city centre
of  Kuala Lumpur. It also solves transpoartation problemns
for those needing the library services but who cannot

atford Lo come to the main library,

The bull loan services are provided to those agencies
which provide library services but do not have enough
financial allocation to buy books, They includs prisons,
voluntary organisations, vyouth associations, old folks®
fomes and district offices. Under this service, the agenoy
concerned is  allowed to take away 200 books for a period
of I months.® These books are then lent out to its
membzers. After 35 months, theese books are retuwrned to the

Lending RDivigion and replaced with ancther set of hooks.

However, it was felt that the Adult Lending
Collection o EL S astill not being sfficiently arvd

effectively utilised and benefited only those residing in
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the Federal Territory. This ie particularly important as
the collection s & ‘"national® collection and should
therefore he made availahl@ to the whole nation. Thus
postal  loan services were started to snable the lending
resources De made accessible to all  reasders. Under  this
s@rvice, bhorrowsrs ars informed m? new titles scguired by
the National Library through the mmnthly. accession lists

which are available for their use alt all the state public

libraries and branches, Requests for specific titles are
made through the post. The books are then sent owt Dy

parcel post.  As a  government  department,  the bMational
Library i1 not charged any postage fee provided sach
parcel doess not exceesd 2 kg.  Ths borrower, however has o

pay the retuwrn halft of the postage.

With the passing of the Mational Library {Amendment?
Act 1987, the HNational Library must change and adapt Lo
the demands of the future.  In order to fulfil its role as
the* national information centre, it will | have to
concentrate on ity legal deposit, preservation, document
tlel ivery and biﬁlimgraphiﬁ functions. In this respsch,

according to Dr. Wijaswriva,
".ueit may be timely to relegate the provision

of public library services within the Federal

Territory to City Hall. "<
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2.3 TeE ROLE OF THE STATE FUEBLIC LIBRARY CBRPDHQTIDNé

in Feaninsul ar Malaysla, library mErvices  ars

provided by the Dtate Public l.ibyrary Corparations,

pstablished over the period 1269-1982 under the provisions

of Btate Fublic Library Corporetion Enactments as

recommended in the Blueprint. In SBababh, services are being
orraviged by the Sabah State Library which functions as &
Department of the State Government as well as Local
Government auvuthorities. s far  Sarawalk, services are

provided by the state as well as local authorities.

Patterns of public libraries® levels of provision and
wuse  are found  to vary considerably in different states.
Fuch depends on financial proviﬁimnau. Rapid developments
have been seen in rich  states like Sabah, Sarawalk,
8plangor and Terengganw. It is also very obviows that the
main cities where these stabte libraries are situsted enjoy
more advanced  and elaborate services compered with thoss
of  raral  areas. The state libraries provide mobile
libraries to rural areas servicing a number of communities
along their designated rouvtes. Bullk loan services are
also a very populars service provided to clghﬁ ard

asspolation in the ruaral areas (Table 2.

Generally, the public libraries provide fres service

ta all members of the community. Fees are charged mostly

33



TABLE 2 : PUBLIC LIBRARIES ACCORDING TO TYPES _
(provided by State Public Library Corporations)

%e

STATE State |{Branches | Mobile Rural Bulk Loan | Mobile ] Others¥ Total
Library Centres Stops
Johor 1 5 2 - - 15 i 23
Kedah 1 4 5 - - 185 - 195
Kelantan 1 4 1 - 10 . 19 - 35
Melaka 1 2 3 - 4 40 - 50
Negeri Sembilan 1 2 2 - 14 ' 38 - 57
Pahang 1 3 3 - - ) 74 - 81
Perak 1 1 2 - - 52 1 57
Perlis 1 - 3 - 10 56 - 70
Pulau Pinang 1 2 3 - 4 51 - 61
Selangor 1 8 14 16 - 155 - 195
Terengganu 1 7 9 - 14 11 - 42
Wilayah Persekutuan 1 4 1 - - 11 2 19

Peninsula ‘

Malaysia \12 42 51 16 56 707 4 885

Sabah 1 20 7 - - 168 - 196

Sarawak _1 - 1 - - - 81 83

MALAYSIA 14 62 59 16 56 875 85 1,164

* Includes services provided by local council
Source : Nationmal Library of Malaysia. Annual Report, 1989,




for registration of .r@ad@r% and as deposity against the
loss or damage of materials borrowed. A signifigant
feature of the public libraries is the special individual
"egtate collection®. This collection enables the ummmunity
to gonsullt on state official matters and maiﬁly Conoern

state governmenlt services.
2.3.1 SELANGDR FUBLIE LIBRARY CORFORATION

The Selangor Fublic Library Corporation was formsd in
19468 under the . Selangor Public Library Enactment. In
196% it took over the Fuala Lumpuwe Book Club, and then the
Gurney Memorial Library  in Blang in 1974, F v mitar 1oy
situated in Kuala Lumpur, the Headguarters is now in Shah
#lam, the new capital Ffor Selangor. The new Library,
ppened Lo publié in 1987 is edpected to provide bebter

services now that it has its own new buildings.

HSmlangor has one of the most developed puhliﬁ lLibrary
gsgrvices in  the country. Ome  of the. functions of the
Selangor Fublic Library is {o sstablish and administer =a
cerntral library, branch libraries and mobile libraries for
the whole of Selangor. Today, it has established 8 branch
libraries in Wajang, Banting, Helang, Fuala Fubw Bahru,
Sepang, Sungal Besar, Tanjong Farang and Rawang. There are
also at present 13 mobile library units serving 140 mobile

stops  throughout Selangor. Selangeor Fublic Library's role
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in providing services to rural arsas 2lso deserves credit.
These rural libraries were opened  during the period
1985-1987 as part of the policy to provide a better
sEry o fbr the rural areas. fh@ camﬁunity halls were
wead as the library premises. AL present there arg 9 such
libraries found in Olak Lempit, Sungai Buloh, Sungat
Meralb, Fuang Iiok, Saﬁak Bermnam, Ratang Kali, Sementa and

Dusurn Tua.xe

The Library also set up dual —use librariegs in 1982 as
pilolt projects. These libraries were located in  the
schools. The State Public Library Corporation supplies the
furniture, books and also  temporary  staff Cto orun the
library services. Thess libraries can be used by the
students of the =schools and also open to the public in

the area.

2.4 ROLE 0OF OTHER AGENCIES FPROVIDING FUBLIC LIERARY

SERVICES
2.4.1 FOREIGN EMBASSIES

Batter regarded as information agencies, the British
Council ang the Lincoln Cultural Centre are the only  Lfwo
agencies that are freely accessible to the general publico.
Since they operate as subscription libraries, only those

in the middle-income group can afford to join as members.
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These two  libraries provide very good retarenos
services and are mainly q%ed-by teachers, administrators,
researchers and other professionals as well as  students.
The collections are multim@dia and are very popular  and

werd b-etemedd.

The Hritish Council Library’s reference collection
tomprisaes mainly representative British works i all
tields. It i particuwlarly strong in the {following

subidesct areas:

English languange and litsrature
English language téachimg
Edacati or

Technology

Managemsnt and Business Studies

Loatw

On the other hand, the Lincoln {Oultwal Centre

specialises in the areas of:s

AT

Economlcs

[Zducation

International Relations

Science and Technology
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and includes representative Americdn scholarly works on

fAsia (especially South-East Azial.
2.4, THE CITY HALL OF EuALA PLUMFUR, CHILDREN’S LIBRARY

Opened  in 1971, this library is run by the City
Hall of Fuala Lumpur under the provisions of -th@ Lepal
Governmenlt Act 1974, With the main library in Jalan Tun
Razalk and the branch library in  Tamen Tun Dr. Tamail,
this library aatarﬁ tor children ages 4-12 living in the
Federal Territory. In 1984, +the membership was 13,1186
Cwith a teotal collection of Eﬁ,### v lumes (mmiﬁllibrary}

and 2,310 volumes (branch library) .22

Besides the lending facilities, the library conducts
savearal children™s activities. Thiay irmel e
storyvtelling,art classes, film/video shows, drama  club,

puppet group, library visits, compestitions and games.

Both the National Library as well az the City Hall of
BEuala  Lumpur cooperats closely on an informal level and
tend to complement sach other at the present time.

Z:. 4.3 FEDERAL GOVERMMENT AGENCIES

Fesides the state public libraries, a few agenciss at

the Federal Level are also invalved in providing services

38



spacifically for the rural sociebty.

The term rural in the Malayﬁiam context is detfined by
the Mational Language *loar bandar’ which literally means
Toutside of arbant. The 1980 census  revealesd that 8.6
million or about &5% of the popuiation can be considered
rural . r® These remote rur-al areas sutfer Ffrom the lack of

a basic infrasztructure such as roads and bridges and their

populations are further characterised by low  incoms
lavels, low levels of literacy and high poverty. Much

needs to be done to encourage the rural community to read.
2.4.3%.1 FEDERAL LAND DEVELOPMENY AUTHORITY (FELDA)

This agency has  been  entrusted with  the task of
carrying oult land development and settlement which gives
the rural  people the opportunity to resettle in planned
land setilemsnt projects providing the‘ basis {for better
farming, bhetter business opportunities, bhebter living and
& pride of place in the community. FELDA undertakes o
gatablish all essential public and social amenitiss in its
projacts iocludirg library services to all FELDA schemes ;
through ites reading rooms and mobile library services.  In 1
1985,  FELDA  had & nmetwork of a central library at its }
headguarters and approximately 260 reading rooms  and 7
moabile library wvehicles operating in  about 247 land

schemnes involving some 835,000 settler tfamiliss making  up
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mora than hald & million people in Peninsular Malaysia and

Babah, 1S

2.4.35.8 RUBBER INDUSTRIES SMALL HOLDERS™ DEVEL OPMENT

AUTHORITY (RISDA)

RISDA is charged with the feﬁpmnﬁihility of
coordinating and implementing bthe Government s long  term
prrogrammes of m@d@rniﬁimg and raising the socio-gcononic
status of smallholders, It is estimated that about half a
million smallholders are directly involved in  the rubber
industry. A=z a‘ service to =znallholders, RISDA sets up
hostels for  theilr school-age children  throoghoot the
country. These hostels are equipped with libraries. In
1985, it wa%.éﬁtimat@ﬁ that RIBDA  had set up about 47

libraries in these hostels.
Ped. 30 COMMUNITY DEVELOFPMENT DIVISION (KEMAS)

Community development in Malaysia according to Norma
Abu Seman*? is a movement to promote a bhetter standard of
living of the community. It is & process of informal
gducation and training for pecple in various areas with
the aim of isproving thedr environmental and domestic

conditions.
In respect of rural librariss, EEMAS aims to  provide
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an interim service Lo the rural pesople, until such time as
the relevant libeary authnriti&gg in particular the State
Library Corporations are able to take over and maintain
the service. HeEMAS aims to set up rwral libraries in ét
least every parliamentary constitusncy in the country. In

L28%, there were 184 libraries set up by EEMAS throughout

the country.1s

The rural 1ibrary ﬁervicaﬁ.mrganizaﬁ by  KEMAZ began
in 1971 where it develmbad out of the changing emphasis
from adult sducation programme to conmanity development
programmes. There has been positive response since the
beginning especially from  students uwndertaling aduelt

etucation classes,

Frior to independence, the development of Malaysian
public libraries depended much on private initiative and
philanthropy. With the acceptance of the Blueprint for
public library development in Malaysia by the Government
in 1968, many in the profession felt that it was
gdetinitely a positive step towards development Dbecause

there was no substituts for government  commitment if

viable services were to be provided.

As can be seen from the various agencies® involvement

in providing library services to the public (Table 3, it

can be concluded that the governing avnthoritias in the
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Table 3 MALAYSIA: Public  libraries according to tvypes
{(provided by agencies other than State Public
Library Corporations.

mmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmm e e e e e e e
Brtate FELDA RISDA [ Fural Total
Johor 4éy i 18 et
Kedan - 1 12 13
kelantan 7 2 L3 22
Mexd aka A 2 13 | 19
Negeri Sembilan 35 i 17 | )
Fahanag 823 2 235 108
Feralk -9 2 14 =5
Pefliﬁ - 1 = &
Fulau Finang - 1 .12 135
Selangor 4 1 29 T4
Teraengganu 10 i- 12 205
Wilayah

Fersekutuan - 1 8 %

CPeninswtar | || | ]

Malavysia 1458 17 176 91

| Gaban R - s | 5 |
Sarawak - - 1 1

wecavsta | 198 | 17 | ase | =m97 |

Sowrced  National Library of Malaysia. fnnual Report,
1789.
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country acknuwledqéd the importance of public  library
provision for its society. It is now the responsibility of
the public library authorities to ensure that all the

services are fully utilised.

43



REFERENCES

1. WIJABURIYA, D., Lim Huck Tees and Nadarajah, R. The
barefoot librarian: library development in South East

Asia. London: Clive Bingley, 19275, p. 3%.

e WIJASURIYA, . Development constraints: the public
library sector in Malaysia. Loughborough University of

Technology, Fh. D Dissertation, 1980, p. 385, (Unpublished).

e WIJABURIYA, Do, Lim Huck Tee and Nadarajah, R. The
barefoot librarian: library development in South East

Asia. London: Clive Bingley, 1973, p. 9.

4.  ANUAR, H. Blueprint for public library development in
Malaysia. kuala Lumpur: Fersatuan Ferpustakaan Malavsia,
1948, p.b.

G. DHAMAR Banun Jaatar. Reference and extension services
in national libraries. Iny MNational and academice
libraries Malaysia and Singapore. PFroceedings of & PPM
and LAS Conference. Penang: FPM & LAS, 1973, p. 114,

bH. LAWS of Malaysia. National Library Act, 19272.

7. INFORMATION Malaysia:s 1787 Yearbook. Fuala Lumpur:

44



Berita Pub., 1989, p.711.

E. PERKHIDMATAN pinjaman berkelompok. [Bulk loan
servicesl. A leaflet produced by the Lending DRivision,

Mational Library of Malaysia.

. WIJASURIYA, D. Some reflections on the development of
the MNational Library of Mal aysia. In: Sekitar

Perpustakaan, Bil. 12, 1989, p.i13.

10, RAJESWARY Ramalingam. Implementation of a long term
development plan: a case study of Selangor Fublic Library
Corpoaration. In: Sekitar Perpustakaan, ®il. Py 1984,

Pade

11.  DEWAN Bandaraya kuala Lumpur. Pustaka Bimbingan Kanak

Kanak: Laporan Tahunan 1784. (Unpublished).

12 ZAWIYAH Baba. The role of local and  mnational
gowvernmeant in developing rural library services in
Malaysia. Int Sekitar Perpustakaan, Bil. 11, 1987, p.ié.
13. Ihid, p.18.

14. NORMA Abu Seman. Public library services to rural
areas. Shah Alam: Sehool  of |lLibrary Sciencs, ITHM.

inpublished) .

45



15. SENARAI bilik-bilik bacaan / khutub khanah desa:
Felda, Kemas, Risda dan perpustakaan—perpustakaan awam
negeri serta cawangan-—cawangan dan | hentian
perpustakaan bergerak di Malaysia. Fual a Lumpurs

Ferpustakaan Negara Malaysia, 1983,

46



CHAFTER THREE

THE MARKETING OF FUBLIC LIBRARIES
%.1 THE MNEED FOR PROMOTIONM

Fublic librarians are aware that they are not
reaching the massss enowgh; that the libraries are not
being utilised fully by society. The United States® Public
Library Engulry in 1?4?9 revealed that:

g

1Y only 334 of adults knew how libraries were financed.

i1y only 40¥% knew that libraries had other functions than

the lending of books.

114) 254 of library users did not  Enow  what  the card

catalogue was tor.

Iin @Great HBritain, the National Coensumer Council®s
Repart? considered public libraries in the country bad
poor managemsent  and  failed to develop the resources

availlable for the benefit of consumers,

In Malaysia, there 1is a relatively low level of
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usage of public libraries by the Malavsian community. In
1987, only &.21% of the total population (Table 47
-ragiﬁt@rmd a4 members et public libvraries. . .
Wijasuwiva® describess  the factors leading to tﬁis low

lavel of wusage as:

i) Malaysians read very little and have not acquired the

reading habit,

ii) The inadeguate number of service outlets whether

wtatic or mobile.

ii1i) The scarcity of reading materials in the national

lLanguags.

iwv? Information is avallable froam other sowrces which are

more appealing-and in forms nore sasily assimilated.
v) £ strong oral tradition is still in existence.
vi) Poor public transport facilities.

viil) Foor parking facilities.

viii} Little need for hmﬂk*ﬁaﬁmd information.

i¥) Distrust of printed sources.
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Table 4 MALAYSIA: State public libraries membhership
(Central, branch, mnbile and rural libraries)
to population based on 1987 statistics.

$HKG Lt P S PSP AYE LML PR LRSS VT LAETS L SRTeT eevL R el REAPY FOTRE HHEHS PP ST PP ETY AL LAGHR SR A58 PN L PPl HLH PR G404 B bttt bam revbt s b Sbine rerre bies Semm Srvpe Seaan o $9asn g e Hans crrae biass merh s sk ek shins

State Fopulation Membership 4oof
Libawrary
memtiershinp
to .
population

Johor 1,968, 385 16,7380 0,82

Hadab 1,340,415 141, 544 10.56

Felantan 1,134,785 25,864 Z.16

Melala ThT, 532 47,651 B.57

Negeri Sembilan &£87, 209 47,585 b 24

Fakhang QEG, 572 1%, 4588 ‘ 1.738

Ferlis 177,765 B, 130 135.57

Fulauw FPinang 1,096,280 B9, 934 8,20

HBelangor 1,857,014 244, 832 14,2

Terengaganu L5, 220 459,259 H,H52

Wilayah

Fersehkutuan 1,16%,591 164,877 14.09

Feninsul ar

Malaysia F.Big, 082 217,564 b &4

Sabah 1,342,631 122,007 .08

BSarawak 1,973,124 - -

MALAYSIA 14,735,837 1, OERLET b2l

ALi2E TP LadER FrHen ST P T ) LrUEY Pt AP Meee e Mo Frete MY T eSS TS 4SS YRS S4R4R IRRY S MEH ooy FTUB SLeth TP 480 RHATA FHSSY RUFFE et LTEFT RS L FEE ILAMH PO LA FTPS AALED PP LMK SR S TV LT THAS RFETE Peas T Sans PP Seory Sevan Svine

Source: Mational Library of Malaysia. Annual Report, 198%.
Frepared by the Research, Planning an
Developmant Division.
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From the above description, public libraries need to
go fuwrther  than just providing services to the public in
arder to ensuwre resources are utilised to  their  maximum.
Well-planned programmes and continueowus efforts must be

undertaken to ensure the libraries are nolt under—used. It

is  wvital that the public librarians should begin to think
of thaemsslves as promoters of  their services and not
merely as custodians.  Library authorities must ensure the
use of libraries does not easily fall away, creating a

downward spiral of declining wge and funding.

Tey  de this librarians must recognize fully  the
prasent  situation with all its threats and opportunities
and  acquire new skill  and expertise to extend the
boundaries of public library provision in new and exciting

WEY S

Fromotion and markelting of libraries bhave been so
sadly neglected for long because they were considersd non-
essential. Luckily this attitude has changed over the
recent years., The librarians® perception of their “usses’
Mave als changed. According to Hing, Zthis change is

caussd by

i) the user’s increased knowledge of  the range of

alternatives available to him,
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ii) Government pressure upon local avthority services to
pravide wvalue for money and to ensure that costs ars kept
as low as possible, while encouraging the growth of income

generation.

Fublic libraries need promdtimn becadvse they oaperate
in a “Buyers Markel® where services exist within an
atmosphere of fierce competition with other elements such
as  videon, personal  computers, compact discs o and  the
ubiguitous television ranged against them. Librarians
must  accept  that libraries are in competition for the
potential consumer s money and Limes; that decisions on the
policy and administration of libraries affect their
ability to be relevant; and that market research can add

to the available information.
H.23 HOW TO PROMOTE

Yorke®*helieves thalt there is no intrinsic difference
between the problem faced by & manwfacturer seeking
increased profits through consumer satisfaction in the use
of his product or service, and those faced by a government
or  local government pursuing an  increased ‘gubventiwn

through satisfaction of its goals. To succeed both must:

i) HBtudy their markets.
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ii) Collect data iy the demographic, @Conomio,

zociological s legal and political factors.

iii Must be well-informed in the technology of  thelir
particular AFields, on the marketing channels available o
them antd on the degres of competition they are likmly. to

face.,

iv)  Ernow their consumers, who they are, and wherg, when

and how often consumphion fakes place.

vl In the search for data, swust learn how to  deal
affectively with boards, committess and other
‘representative’ bodies wheose articulate eypressions  of

opinion are not to be assumed to be based on fact.

Libwrarians face difficulties in planning promotional
gvents among their clientele. This is because people  can
e categorisgsed in relation to communally provided services

in three groups:
i) Feople who do not use services becauvse of a number of
reasons for example, prejudice, wupbringing or  sometimnes

literacy ditficulties.

11) Feople who are unaware of the services / events
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available to them sven though many of these services are

free of charge.

iiiy People who regularly support arts-based or obther
community ventures, and are generally aware of forthocoming

events in the community.
3.2.1 ADOPT MARKETING APPRUACH

It is wery difficult For the public libraries to
SEr Ve the whole communi iy’ and because of this
librarians will have to find out whom specifically they do
serve. According o BarveySand most other authorities in
this field, this can be answered through market analysis,
a  two- part process involving analvysis of both the marbet
structure and the conﬁumern. Ther first part, analyzing the

market, involves a four-step process of:
i) Defining the market

ii) Begmenting the market by identifying its different

parts

iti) PFositioning =service in relation to the various

saEgments

iv) Orchestrating efforts to reach and serve specific
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markets, not “wihole communities" in one fell swoop.

The Llibrary's broadest market comprises all  the
people in the community in which it functions. The actual
market consists of people who are ready and able to use
the library or who are cuwrrently using the facilities. The
potential markets can be referred to as those people who
might be intar@ﬁtéd under  the right circumstances, for
example, i+ the library were open abt convenient howrs. The
non-market, on the other hand, consists of people for whom
the library .haﬁ nathing of interest or to whom the
facility is not available such as non—-stucents w1

non-literate people.

nce the market has beesn defined, the next step is to
segrent the market and one approach to this is geographic.
Information on where the people in the community live and

work is required in order for  the authority to decide

whether a branch or mobile service showld be made
available to the public. Another way to segment  the

market is by considering demographic variables such  as
age, sox, family size, income, occupation and  education.
This intormation can be obtained From census reporibsg
school, collegse  and Company recorosy and Library
registration figures. Also uwseful are state and national
raadihg and  library use Figures. The: thied ma o

segmnantation wvariaeble i#s psychographic, referring to life
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style, attitudes and behavior patterns.  User shtetus  and
user  rate are also a part of the market segmentation.
User status identifies people as non-users, S USErd,
potential users, First timers and regulars; while user

rate indicates whether people are hsavy or light users.

After defining and segmenting the market, libraries

then neasd to consider thelr market position- theilr

sponsor programs combining the efforts and sypertise  of

spcial, civic, professional , bhusiness and special interest

GO . Litwaries can also provide public interest
services nob available elsewhere in the communi by

|
particular niche in relation to their conmunity. They can
bulletin boards announcing community activities, servioes
to barter, items for sale, mail-order cataloge and  travel
information. However, 1if another organisation is alreedy
offtering these services to the general public, the library
shouwld not compete.
The last step of arnalvyzing the may el is

orchastration:  the act of choosing target segments for

eranple may choose previously under-—served ssgments of the

commuanities for special attention.

Once  the market structurs bas  been analyzed, the

Library now needs to analyze the consumers in the various

sRrvices and promotional efforts. The libeary, f o |
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market segments. There. are four factors which have to be

constdered in evaluating consumesr bhebhavior 3

i} Meeds

The nesds of the uzers can be determined by asking
people which seervices and materials they would like the
libraries to provide and by asking projective guestions to

determineg real but parhaps unexpressed nesds.
i} Perceptions .

Consumar pearception can be established by emploving
personal interviews. The object of perception raling 14
to determine how & person views the library; what caused
the imagey; how it might be moditied; and the relationship

betwsen the viewpoint and the person’s behavior.
iii) Preferences

The goal here i1s  to determine which materials and
sgrvices are more or less valued than othersy; what should
e acdded 1 there is increased funding or what should be

cut in case of reductions.

iv) Level of satistaction
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Therse are variouws approaches in finding satisfaction
or dissatisftfaction among the users. One iz to gstablish a
mystem - for culling epinions:  suggestion or  gquestion
hoses. Another is to observe behavior, o chat informally
with patrons and just generally shop around For opinions
about the library. A more informal method is to sample
opinion via gquestionnaires or conducting a mail survevy.

Marketing sxperts agree consumer ressarch fulfils the
prime need for & clear definition of the potential markst
for any service. It is aleo a process of maintaining good
commuenications betwean the stafd who provide public
eprvices and the market served by those services. Finally
it owill  also establish a base of verifiable data on the
cmmmunityu It can be achieved through the use of community
profiling techniogue, which provides a continuously updatesd
data resource of material on the ocomoosition of  the
community. Community profiling aims to maintain a firm,
factual mechanism for the reassessment of library services
aritd policies in the light of data colliected on the needs
and desires of the local community and the level and  form
af current provision. A omajor aim of  the community

profiling must be to provide information s

i) Which will enable services provided to be smore oclosely

tatlored to the needs of the public.
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ii} To make presentation of  the services provided nore

attractive Lo the public.

Arother method of collecting data is the user survey,
whose  primary purpose is to d@t@rmin@.the nercaptions of
the library service, in whole o in part, held by the
people  who use  it. nce the data is collected, it is
then possible to bring together a broad picture of the
naeds  within the community that can be addressed by the
Library service, the targel group that will vield the most
suitable audiences and the type of events that can  be
planned with reasonable chance of success. The next step
will then be bto decide how best Lo target publicity at the
appfﬁpriate groups, to build wpon the support of the
Fegular  attenders at events in the locality and to begin
to approach the problems of attracting those members of
the compunity who are unaware of  the range of events

Mappening around then.

The more informed the librarian abeout the market and
consumer variables, the more effectively marketing can be
applied to improvements in sarvice and cummunicatimn and
Tl il affectively possible difficulties can  be

anticipated and avoided.

Everyonse on the statf should be involved in this

LIRSS . The librarian needs to consider staff opinions
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and obhzervations becausese they CaEn amount  to  an informal
market analysis. Feedback from the stefd regarding patron
conplaints, comments  and usage difficulties showld be
@ o aced ., Thaeir help can be solicited in solving
.prublﬁmﬁ and explaining policies and operations {(the Front
desk staff  often  know more about patrons than anvone in

the library). %

Mext, is to consider tﬁ@ pommunity alt larges in  terms
of wvarving nesds and interests. Determining what needs
are bheing met Dby existing library materials and services
and deciding what services and products shoulod be added to
th@llibrary’ﬁ proagram. With bthe information obtaingd from

the research, the librarian is  then able to match the

group intarests to library interests.
Libraries have to consider craeative mar et g

identifying merkets and their needs, serving them more
gttectively, and communicating more directly. Libraries
must e responsive to changing community needs and adjust
their products and services to meet those needs. At the
same  time, librariang must identify the best channels to
reach specified segments of the markel. The methods chosen
will need to be adapted according to the need, bearing in
mind hoth  the target “audlience’, the nature of the event

andd cost.
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S.E3.2 PERSONAL. MAREETING

Librarians serve people; doing this pleasantly  and

in a spirit of helpfulness is the first step in succpssful

Tilarary precmert i on. The consideration atHordsac an
individual 18 the one to ons communication [slagnlad:=3z3-1

betweean librarian and patron must be the foundation upon

which all other library promotion is  buwilt. I+ this
foundation i shaky, the best-conceived promotional

program wiil not be successtul.

To any user, the library 1 always a Dbewildering

place and vk he is reluctant  to ask  guesstions.
Librarians must find ways o reduce this reluctance. If

the wser i melt with indifference or disdain, he will
react with dismay, disappointment, frustration or anger.
This will lead to loss of intsrest, or even bhostility
toward the library— the very attitudes that are most
reedad to be overcome.  Headers need to fesl that they are
welocoma and at ease when they enter the library. The first
impression of the library 18 very important becauwse 1t can

encourage readers to repeat their visitlts,

Before any kind of special publicity or marketing
aid i4 brought in, even before putting together any kind
af plen or proposzal regarding the promotion of the service

which the librarian is managing, there are soveral things
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which will determing the use made of the service. Firstly,
ig the personality of whoever is in charge, whatever that
person’s title may bhe. The nesd to change the professional
image pf the librarian has  been muach discussed by the
librarians throughout the world.  Till  today, librarians
AaF e still regarded as  dowdy, bespectacled women of
uncertain years without sy appeal, o wioptsh, bearded
men, lacking public relations in dealing with library
vsers, Secondly, it may seem  that & simple change of
title will not make much difference but the reaction of
the people who are asked about the librarian’s  Job  when
she tells him that she is an Information Manager instead
af a Librarian has much to tell. This is bﬁcaqﬁe the termn
TInformation Management® implies being involved in the
Fearefront of information Technalogy devel opment,
conputers, and a great deal of pressuwre i the senior

management 3 while ‘Librarianship”® on the other bhand

implies silence, dusty old books  and fierce-looking
personnel. Yet these both titles refer to  the same

parson~ the organiser of knowledge.

In Malaysia, certain states in the country have
charnged  the title of the State Librarian to the Director,
Btate Public Library Corporation {(See MAppendix 1IT}. It
i surprising that the public assumes the Director has
more  authority  than  the State Librarian gr the Libraey

Officer, when in actual fact they are the same level.
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Sometimes it is not possible to change the title. In
this case it is necessary to ensure the pmrﬁmnality'u¥ thiz
librarian ia of the right type becatse 1t can soon
ancowrage  people fto coms to the library. Friendliy,
outgoing with a sense of  hooow,  coupled with o obvious
purpertise  and intelligence areg the gualities that are
reguired of & librarian. The word will soon spread  that
there ils  an approachable and reliabls infﬂrmatimn @ e T

in the library.

Thes p@%ﬁmmality of the librarian alen determines  the
atmosphere 1in  which the stafd work. The librarian must
e g‘hard and conscientiows worker but it doss  nobt mean
that he cannot be a brigﬁt, wgfficient person who bas Lime
for & chat with his fellow workers., A good relabionsbip

with the staff is essential in order to get their support.

The imgression the librarian makes on people alone is

not enough. The actual  statwus of the litdrarian in the
hisrarchy of the providing grganisation i also

important. The smployver or the funder must recognize this
fact. I the employver does not recognize this fact,  then
the librarian herselfd oust make the sffort in making her

presence fell.
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ToE.E 0 OROANIZATIONAL MARKETING

Image awareness i.#., the way we see murﬁelveﬁg tThe
way others see us, and the way we would like others to see
ws has & lob to do with the particular visual impression
created by the brganiﬁationn in this aspect, there is a
g ¥ér the library to market its organization. ﬁccwrdiﬁg

tog Fhilip Eatler, organizational marketing is,

#ew- the management function that evaluates
public attitudes, identifies the policies and
procedures of an individual or an organization
with the public interest, and plans and esxecutes
a programmne of action to earn public

undesrstanding and acceptance."®

In developing their public image, authorities agree
libraries and librarians have absolutely nothing to nide
argd everything to gain. The library must be thought of asz
an integral part of the informational and recreational
ccpne 14 1t is to sucoeed in the face of all the othese
outlets +for information and recreation in bthe modern
world., The need to develop an image of a library as belng
important to contemporary life is essential in ordsr  to
canvinee non— meshers that a liprary is important to them.
These are all the people whe still gonsider librariss as

storehouses rat e than distribution contres o
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information.

Gensrally people today want to know more of what is
going  ono around them. They want this information
immediately either because oFf their own thirst for general
Enowiesdge o to make ioportant decisions regerding their
business undertakings. Today, speed is no longer a  luguery

bBut a necessity. Qash, +or edample is obtained from the

auko-tel ler machineg within a few seconds, The same 1S
sxpected from a public library. A lot can be done to

prmmute.the public library from  this  angle. Fertinent
articles or bhooks can be displaved; photocopied articles
can be distributed to thoze who reguest for them. This
affort would anly cost a few pennias and réap a gotd
image in retuwrn. it also saves time both for the wsgrs  and

the library staff.

To Ffacilitate the provisions of fast information
sarvice to users, a prominent informpation dJdesk  and &
telephone enguiry service are essential. Libraries should
promote  the use of telephonse enguiry services during all
hours  open.  This service can he adverltised e ough
recurring memns, newspaper articles, signs in the Library-
intorming the public that information can be obtained by

simply dialling the library number.
The librarian serves people according  to their
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prioerities and values and @gﬁantiml needs. 14 a housewife
wishes to read mwrder mysteries, then the librarian serves
these negds. it must be remembered that the wvalues and
priorities of a librarian are totally on the gide of the
ﬁerﬁmn mE V. Frofessionally, it is  the duty of the
librarian to fulfil entirely the library needs of the

UEerS. Ueing his or her edpertiss in locating materials,

the librarian seeks to satisfty the patron’s reques

In Malaysia, ow emphasis 1is in providing reading
materials in  the naltional language, the Habhasa Mal avsia.
This ie essential as the languags is wesed as & wuniting
factor for  her multi-racial society. Bubt due to lack of
materials being written in the national imnguag&s books in
Enmglish still Form the main bulk of  the libirary's
collection. During the last few vyvears thers have bheen
requests from the public for the provision of books in
Chinese and Tamil. Slowly public libraries are responding

to these requests.

OGne of the wavs to promote the usage of the public
jibraries is to allow freedom to read and open acoess Lo
information, which is practicable in countries like Great
Britain or fAmerica. Un%mrtuéat@lyﬂ this is not so in
Malaysia. UOUne can hardly find any book on Communism on

pur library shelves -~ the reason s simple: for yvears now

since  the Japanese Oocupation in Malava. the Sovernment
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has been fighting the Communists.

Fovernmment should take

ipfluence 1s dying oub.

gut Communism entirely, books

them

In the Government’s

There is no way The
lightly even though the

effort Lo rid

on this subject are tmtally

Banned for  the public. Should there be anvbhody reguiring
these books for  their research puwrposes, & 2 letter  of
approval  From  the Ministry of Home Affairs must be

orocduced to the public Libraei

ton hardly can be found on

shelves., These books are kept

Lan . FHooks on

sy aducation
the Malaysian public library

separately by the librarian

and only parents can  have access  to them. Tt will be
sometime to comg bhefore sex education will be taught in
the schools and the society to accept books on sex to be
placed on the open shelves.

Library promotional efforts need to be modified to

guit  the commuriity  that

pffective and successtul .

tr study and evaluate those

Developing countries will

is being served in order to be

hawve

thalt can be applied to their

spciety rather than just totally accepting them.

In Malayvsia,

methods have been made but a
s necessary in order Lo reap

other countries such as the

marketing technigues have bean more

fm the socieby
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intensively applisd.

becomes industrialized and mors comples,



the librarians will nesd to accept the marketing approach

in ordar- to meset the changing needs of their clisntele.

E.E.4 ACCESSIRBILITY aoF LIBRARY SERVICES

e

It is no ug@ o péint a-glowing picturm of a library,
gxplaining tp the pecple the many ways in which servics
can be given, and then welcome thém te a dingy. depressing
building in a back street which can wndoe in large Deaswre
much  of  the good work which has already been dong Lo
promote the library. The library must be as accessible as

possible to the public.

The atcessibility of libraries depends upon a  number
of Ffactors including the closeness of libraries to the
communi bty or communitiess they serve and  Ttheir Jlocation
within the community, acoess to buildings and vehidcles in

taerms of ramps or litts for- the physically handicapped,

road patterns, car parking, public  transport  and
talaecommunications. Bince it i the librarian®s

responsibility to promote the use of the library resowrce,
therefore his First aim must be to maintain and improve
public access to the resowrces in his  charge. Clear
guidance regarding ACCESS tq public library services
appsars in the ﬁtémdards‘drawm up by the International

Federation of Library fSssoclation.
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lotpezalid on and size are gritical factors in the
acﬁeﬁﬁibility of libraries. If the services are to  reach
as wide a section of the community as possible, the
library must be located in those areas most frequented Dy
the  Jlocal population. Central libraries showid be located
alage ter the main shopping centree within easy reach of
colleges, office, neighbourhoods and adiacent to transport
termini  and carparks. The principal reasons for siting

libraries in this way are:

iy A library which is prominent i1 x:) permanent

atdvertisement for the service.

i1y The library can be easily Ffound by visitors and
moreover because of  ihs distinctive position, the
papulatiéﬁ of  the district becoms familiar with it and
rven those who do not use it are readily available to

direet users.,

iii) Many readers conmbine their wvisit to their logcal
Libwrary with other purposes such as  shopping  sxpedition,
attendance at a techrnical college stoc. WBhare the library
i remobte from obther  community Ffacilities, its Oyl
s@rvicas  are easily averlooked or ignorsed because of the

time factor.

Although a library may offer a full range of services
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ard may be ideally located in the community, it will never
reach 1ks  full  potential i+ it is  too small. To
accommadate  as  omueh stoek  as possible, bookoasss will
probably contain shelves bhoth too high and too  1ow, &5
wall as  be too full of books to be consul ted in comfort.
These book cases 1+ placed too closse together will  diopeds
the flow of users. Bueues will ocour at  the 1ssue
rounters at busy pesriods and Eéating in all the public
departments is likely to be wminimal. These limitations

will act

i

a deterrent to many users.

The library must also be so designed that  its
presence and  its purpose is evident  to oall potential
users. Strest guiding is a further help in signifying the
presence of libtraries. Standard road signs  are most
appropriate as they are easily recognizable as  direction
gigns by pedestrians and motoriste alite. These signs
should ideally be placed in the main shopping areas,

central car parks and public trangport terminals.

The houwrs  of opening must retflect local patterns of
wse  if libraries are To remain accessible. L.ibirary
services must bhe made available whenever Lbthere 18 a
reasonable nesd fmr them, The most advantageouws opening
howrs  of @ach library can be established by undertaking a
detatled appraisal swvey. The opsrating hows should be

nostad at  all entrances and should also bhe visible from
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the streset. This will avoid readers from having  teo park
their cars just to discover the librariss have been closed
tor the day. Frovisiopns must also be made for the retuarn
of materials when the library is closed, This information

must be posted on the door,

The telephone is a necessity in all static libraries.
The larger service points will possess teley and teletext
systems - and have dial-up facilities to national  and
international data banks. The library should be listed

in the telephone directory.

The need for sccgssibility is also reflected in the
Malaysian library buildings. 6 e oK e getal led

plarmning is taken when & new building ie being built.  For
thpse old building, a lot more effort is taken to enstee

the public is aware of the existence of the library,
I.2.5 PHYSICAL BUILDING

The actual appearance of the library should be
aceorded a high level of importance as a way of promobting
and markéting Vibwary services., The long-term weEers  may
be  aware  that the library is providing a superb range of
information services, resources and skills, with & highly
trained staft. But  any newcomers will be difficult to

convince 14 the services emanate from a soruffy, underlit
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building. M prepozsessing building not only promotes the
usage of libraries among the users bubt also motivatss  the
gtatd Lo work harder  and  take pride of theivr worbking

place.

Wheraver the library is situated, whethesr in &
huilding all its own or in shared premises, the chief
Librarian must make sure that the librarvy®s wheregabouits is
made known to  the public. Signs should be placed in
appropriate  areas, indicating where the library is. In
Great Britain, public libraries fregusntly announce theile
whereabouts by means o©of a white roadsign, with a blus

surround, and the word “LIBRARY®  in black letters on

it. ™

Maost modern libraries give @ welcoming appearance Lo
the exterior. The use of green plants can nake the place
look cheerful  and  warm. The use of glass deoors can be

very effective. I it is a closed woodsn door, words  like
"LIBRARY  —~  PLEASE  ENTER" can  be put up to reduce the
inhibkiting affect egpméially on newcaners, Mpoticeboards or
stands with screens on them can be put up  to attaech

notices giving details of torthcomning evenbs.

Az For the interior, the noise levels shouwld be kept

under control. I+ the fioor is made of paroguet, the

library will need to consider the use of carpet for f1loor
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coverings to reduce the sound of footsteps and  to lessen
=)

users, sspecially children from falling down., IF it is a

et LilrEry, the librarian should insist an reririg

consulted abouwt the design of the interior,

The  libwvary building, either new or  old must be
properly maintained. Many buildings are  old, pmbrly
gesigned and 1it but with extra efforts the library can be
a wvery walcoming place,. Below are some of the things that

man be done to improve the building:

i) bme colow and  light  intelligently fto decorate the

interior.

ii) Replace old furniture.

1ii) Fearrange tables, chaitrs and racks.

ivy Fay constant attention to the general tidiness and
cleaniiness throughout the building ingluding walls,

Floors and grounds.

Buildings maintained to a high standard will remain
attractive bto users and therefore be a significant Hfactor
in the presentation of library ssrvices. The caretakers
and the cleansrs must be properly  trained beceauss There

is all the difference in the world between a library which
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fraee Ffrom dirt

i

Clean.

Most of the state library buildings in

naWwly-puilt during the last ten voars.
collections wers housed in the old
that needed refurbishment from time to

located piece of land of

facilities is normally hard to find.

the library bhas to compete with the
departments and it iwm usually  a

preparation of the building plans is

by the Public Works Department since the

from the Federal Government. The Librarian

planning committes.

G excellently-sited

Helangor State Fublic Library situalted

This new - building

the State Mosgue and a recreational park.

leocation with ample
large ocrowd daily since it was opsned
(Fhotograpbh 1), Thes

ample parking facilities for its users
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Mal avsia are
Freviously the |
Duildings

“a centrally

prav b ing

More often than not,

Thies

public ‘
windertaken ‘

allocation comes
sits in  the ‘

public library building is the

Shah Al am.

is situated besides the State Museum,

its sbtratbtegic

parking facilities have attracted a

since 1987

Elang Branch Library also provides ' ‘
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Fhotograph 1: The new building of +he Selangor State
Fublic Library in Shah Alam.
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Fhotograph 2@ The Klang Branch Library
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%.2.6 ROLE OF THE LIBRARY STAFF

The majority of ths public library users are in
direct contact with the staff either at the enguiry desk
or at the book issue and return pmintﬁn The statdt .are
thus a vital glement in the operation and promotion of the
library services. It is necessary to give particular
consideration to the way staff relate to those they seek
to serve it they want to present a good image of the
libraries and encourage their use to  the full. A high
degrees of rapport  must be established between statsd and
library users. The responsibility for maintaining  the
atfability Farctor lies with each individual, but only
those who by nature or training can and are willing to
relate  well to paﬁruﬁﬁ should be in the front line of

aser-vice to the public.

I the day to day contact with the library users, not
only verbal language is esploved, but also body language.
Body language is the most natwal method of communication,
500 natural in tact that b freguently wse it
unconeciously. Facial or bodily expressions, such  as &
anilea  or a scowl mean as much to the recipient as does a
sigh m? the shrug of shoulders. The way the stefd sit or
stand  or wallk, how close they are to the person they are
talking to, the tone of voice, whether they look alt  them

or away trom them, even how they dress and the neatness of
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thair appearance, are all part of the communication
progess and will to =zome degree invoke & positive or

negative responses.

The Front desk stadff must be friendiv, approachable,
alert and interested in dealing with the public. Library
users, especially the first timers always find themselves
intimidated by the library buildings and  the atmospheres
surrounding them. This lack of conftidence could also
Mapgpen to the educated group. Some feel inhibited b@céugm
they arsg not awara of the resources the library offers.
They dy not ask guestions fearing they may ask silly
guestions. In the eand they leave the library without
getting what they come for. The statf, awars of this
prabplem must make effort to approach these users  and try
to  overcome  the wsers® problems by listening to them

patisntly.

In order to get a good statf  team, very careful

selection is necessary,. Only suitable candidates should

be chosen to fill in the posts. First impresszions are
veually lasting impressions  and  the time spent  on

induction courses for the new staff is really worthwhile.
A newcomer needs to be orientated and properly introcducsd
to bthose under him  and  those  above him. He must be
thoroughly Ffamiliar with the chain of communication and

cormmand within the system amd to kEnow  to whom he 1s
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directly responsible. It is very important that newcomars

should start thelr caresrs in the library with the right

attitudes. Customers always come first and this athitude

must be instilled among all statf.

A happy staft always give their best in garrying out
their work. Employess like to fesl that they mabier to

the arganisation. A word of praiss  when spoething has

Cbheen  done particularly well brings more motivation to the

sltatt. I times of parsonal distress, syspathy  and
COnCern trom the bous enhances loyalty to bthe
organlsation. The stalf should be sneouraned o

participate in running the library service as it helps to

Ffomter goog statf relations.

The success of sach public library depends upon the
leadership of the ghief librarian. I+ he iz conscious of
his library’s image he will indicate the way his staft
should present  themselves and the attitudes they shouwld

adopt in their relations with the public.

Generally the public tend to associate certatn
standards of dressing with particular occupaticons.

Although the steafd may find it annoving Lo conform to  the

users’ sxpectations, they will  find thesselves more atbt
wase L+ they dress in a style that is  expected of  fhem.

This should bhe sericously considered by librarians becavse
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they are reputed to be among the wesr st - el essed
“

professionals.  Neatness and tidiness of appearance are

invaluable as they help to convey a sense of authority,

reliability and reeponsibility.

Library GErVILeS areg sub ject s change and
development. hNew ways are sought to wuse the library
resources more etficiently and effectively. To ensurs the
continuwing development of the service, the library neede
to develop the skills and exupertise of its emplovess. £
on—going  training prmgfam for staff at all levels is
peaential. At the same time the stadf reeds to be trained
in  the technigue of appraising and reassessing the role
the library plays within the community, the effectiveness

of that role and their own role within the svstem.

Dexisians. raelating  to  the range and guality of
services provided by each libtwary system will be matters
af policy and as such  should have ﬁhe backing of the
library aunthority. Folicy decisions affecting the range
and  guality Q% services shouwld be clearly conveyed to the
stafd and need to be consistently throughout the service.
I there iz any complaint about the service, the staff
ther will be able to reply authoritatively, even iLf

subsacgusantly  they have to refer the user to a more senior

statf. ~An appreciation of library policy should D
included in all statt training programmes from  the
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induotion courss onwarods.

In Malaysia, greater spophasis to statd  training has
been given by  the government departments which provide
counter services. They include post and telecommunication,
glectricity and water, road transport, imnigration  and
library. Counter staff are szent for courses on hog to
upgrads counter services and puirlic relations at the
Mational Training Institute for Public Adsinistration
CENTOMY . A o cle " FPanduan Meningkatkan Kualiti
Perkhidmatan FKaunter " ©"A Buide to Better Counter
Services"] has Dreen preparad iy e Mal aysian
Administrative Modernization and Manpowsrs Flanning Unil of
the Prime Miniter®s Department (MAOMPLY and is uwsed as the
basic reference for such Courses. MAMFY  is  responsiila
for efrecting changes in the management and admini strastion
o the public sechor i ey g to improve its
effectiveness, efticiency and productivity in ‘accmrdaﬂc@

With national regquiremsnits,

These couwrses enable the library statfd to deal bhetter

with the public and provide excellent services.
F.7.7 OUTREACH SERVICES

Im  the USA initially, outreach was congerned with
drawing people into libraries, in order to encourage them
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to  make greater use  of  the mainstream public library
services: books and obher loans, reference services and so
forth., Gradually, librarians accepted that this form of
'réﬂruiting members  had  littls walidity and that the

litrrary should concentrate its effortes in the promobtion of

the public library service DDy  encouwraging reradirg,
developing I &N formates of information packages and

redeveloping the library az a community resource  for
leisure and  informatieon, attractive +to the greatest

possible proportion of the community.

The term outreach can also mean extension activities.

Arcording to McColvin,®estension activities can be defined

BBy
"ews By any means to increase the number of
readers and the volume of work accomplished.”®

G .
".aw al1 conscious efforts to increase our
work" and to make the libracy » more useful to

n

more peaple".

£y

“axa seeking by any means to increase the
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usefulness and the use made = of public

libraries. ™
The purpose of extension work can be as follows:

1 To infors those wno do nobt use the library service and

to attract them as quickly as possible to that service.

i1y  To dintoro those  whe use  the library buot arly
partially, generally becauss lack of appreciation of what
the library can do in other directions than the ong  which

they are specifically concerned.

iidid To remind readers and non-readers alike of the

library and 1is resouces.

iv) To inform readers of all  facilities offered by the

library eg. by reader’s guides.

v}  As  a means of propaganda to enlist support, financial

o obtherwise for Libraries.

vi) To assist in connection with illiteracy arnd
backwardness in  reading. This is noted sspecially in

under—developed countriss like India or Africa.

in America illiteracy and whan bilight grew at
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increasingly faster rates in the 19%70s.%02 an effort Lo
combat illiteracy, the Special Extension Services of the
Chicago Fublic Library devélap@d the programms  of
pstablishing library facilities in public housing sshates,
The Library was given an apartment in  the estate Lo e
converted into a conmunity reading and  study centre.
FRepresentatives from the community and the surrounding
sehools were oconsulted on the centre’s collsction and
programmes. Nly residents of the housing estate werse
nired .a% staftt. These statd were given a two-wesk crash
course An library use and library operation by gualilfied
librarians., PFrocedures  were cubt o a minimuam arnd foethe

instruction was given later as particular needs developed,

By 1970, four such centres were in  operation.*©The

centres prrovided story-telling hours ant Feacing

instruction for  childeen,  adult pducation P O S ,

reading  clinics for adult illiterates, youth programs

including an Coanployment advisory service o
schonl ~leavers. Several outside speakers wers invited on
topices of community  interest. The centres WEr B a

tremendous  success  because  they offered whatever the
residents decided they wanted. fAt the same time  the
centres are building a strong sense of community among all

ALy,

The MAmerican concept of commonity libraries has
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proved to be ﬁuacaaﬁfgl too in Malaysia. AL present there
are  three such librarieﬁ within the Federal Teeritory
established by the Fublic Library Division of the Natimnal
Library of Malaysia and the City Hall of Euala Lumpure.
These "libraries" are  acbually  two-units  of bhe flats
{built by the City Hall of Huala Lumﬁur) heing converbed
into  reading rooms. The Mational Library provides the
collection and the staff to run these libraries. Voluntary
statf are recruited from  the residents of the housing
aztates concernsd to assist in running these libraries. By
cdoing this, not only can the libraries be opensd $ill late
at night ¢ it was found that there are more readers using
the services at night after they come back from work), bub
also more reagular wtension activities can be carried out

for their members.

Extension activities such as storytelling, puppetry.

drawing sessions, and handicratts are very popular  wilth

the  ehildren. A for the adults, & serious and a
wall-planned approach bas to be considered. This is

because  most public Likraries in the country find it more
difficult to encowrags the adults than the children to use
the library. A good reading list for different categories

of uzers ars usually in demand.

Mow i the time tor public libraries to show they are

not moribund institutions sinking into obsolescence, butl
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community catalysts. Librarians can and must move around
their communities and listen to what the peoplse need,

hear what they want and then act to provide i1i.
Z.E.8 COMMUNITY INFORMATION SERVICES

The L.k, Lihra%y ﬁaﬁociatiun Working Farty?* defines
connmunity information as,

Yua services which assist  individuals and
groups with daily problem—solving with
participation in the democratic process. The
services concentrate on the needs of those who
do not have ready access to other smurceé of
assistance on the most important problems that
people have to face, problems to do with their

homes, their jobs and their rights.®

According to the Working FParty, there is a greater
need  for  community in?uﬁmatimm provision among the 1owose
spncio-economic  group.  The daily problemns that needd
solution are wusually in the fields of housing, employment,
consumner atfairs, sducation, family and personal matters,
welfare rights and civil rights. Those in this group are
unaware of  the fact that information cen help theom, ore
that they need information, or where to find it, or how to

control  antd use it.  The developmant of Fommuni by
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information services in Great Britain started during World
wér 2 with the setbting wup of the Citizens fSdvice Pursaud.
These centres, freouenctly providing the focal point for
the community fulfilled a wvaluwable social function as

.
places where peoapls can just drop in to get information.

T 1979, public libraries began to show interest in
the community information services. WatsonRand others
have described that this interest arose atter Lwo major

developments:

i There has been a recognition that the public  fibrary
could play an important  role in assisting the flow of
information in & democratic society. (In an  ideal world,
demnccracy will only work i all members of the society

have access to certain basic informabtion.)

iid The developmegnt of outreach services in the lalte &0s5
and early 70s. This led fto the public libraries developing
services Lo particular groups especially the disadvantaged

arnd the large body of non-librarvy.

Community information service can be provided in

three wayss:

iy Direct service.
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This is whersg the librarian is engaged in &
face-to—face transter of intformation with the user and is
aptively locating local spurces of information and mpaking

lotal contacts. ™=

ii) Back-up service.

F o this type ef s vioe, reference and
hibliﬂgraphical skills are used to produce directories,
information packs, current awarensss bulletins, up-—dated
fact shests and lists, mainly for other professionals Lo

LAY

itil) Balf-help service,

This is the most hesalthy alternative pursded by
seaveral organisations, in an attempt to make information
more accessible, so  that individuals or groups can work
oult solutions to their own problems or identify  their
rights.  The materials - pamphlets, booklets, leaflets on
pitizen's rights, state and local benefits, ephemneral
material lists and directories are collected and compiled

to facilitate use.

fenerally, the Malayvsian society is not aware of how
bty set asbout getting information to help solve personal or

indivigual problems., Most of the public libraries have nol
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attempted to introduce the concept of  communlty
information services teo the public yet. The reasons  could
be most Malaysian public libraries are under—financed and
under-staffed. Tt will only be successful  with strong
administrative comnitment, adeguate stadd training, good

publicity, community involvement and responsivensss  to

community nesds. In the context of Malaysia, 1t is
suggested that the establishment of a gommunt Ty

information  service e undertaken at a basic level which
will not inveolve too much sxpenditure. Mot only will it
help to solve the problems encountersd by the average
person in thedr dailly lide by providing them with
appropriate  information or referring them bto an agency
which can satisfy their needs, 1t also has the potential
to stimulate greater library usages by bringing non-users
to the library and so serve to  introduce  them to  other

library services,

Of the three types of community information services,
the self-help service would be the most suitable to be
adopted by the Malaysian public libraries. User education
orl Hmw to use the library can be provided +for thase who
come for  comnunity  information.  Indirectly, this will
encowrage them to come and use the library on their own on

a more regllar basis.

87



Z.5 PROMOTIOMAL EFFORTS IN MALAYSIA

Library  aunthorities in Malaysia agrese that the most
eftfective way to promote the libraries is to promote
reading not  only among youths bult the gmﬂaral public as
well., To achieve this, the FPM has  taken  the lsad by
undertaking & project to promote reasding through library
use among youths in the Federal Territory. Meany parties
warre tresaonsibls for the planning, implementation and
assessmnent of the project. Jointly organized by the FPM
ang  the Federal Territory Reading Campaign Committes, in
co-operation with the Department of Cultureg Youth and
Sports  and  the Mational Library of Malaysia, the project
was officially launchsd on 15th February 1986, 19Thi s pilot
project is now being implemented in all the other states

of Malayvsia as the nation’s effort to promote reacding.

It is difficult to promote the wse of libraries whean
the public libraries are not providing enough books in the
naticnal 1anguage for reading. The Hovernment realises
that in order- to overcong the shortage of books there
must be a collective effort of all the agencies involved
in the developmant ot booke. This led to  thea
putablishment of the National Book Development Council
(NEDD)  in 19468, The Council is represented by all the
professional organisations that are involved in  the  book

trade or in  book development, and by & number of
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governmart agencies related to  book development eg.the

DEF, the Ministery e Education, the Fublishers
Assoocl atlon, the Federation erf Mational Writers
fiesociation, Litraries” Association gto. The mair

ohiective of the Council is to develop books as & btool of

national and social development in the counbtry.

The Public Library Divigsion of the dNational Library
of Malaysia recently embarked on a series of talks to the
government departments and secondary  schools as  one  of
their efforts In promoting the lLibrary. The talls,
centrad on bhe ﬁ&rviceﬁ provicded by the Library was also
accompanied by a dispiay of a sample of the Library
rollection o At the end of the talks, registration on the
srot was also carried ount for the departmental staff as
mazt  of  them did not have time to go to the Library to
anrol as members. It is very difficult to determine how
many of those registered really becoms active members, but
now o more  government  etafft know of the existence of the

ibrary.

Efforts Lo promote library usags should be undertabken
with sericus planning by the library authorities. To

BrELre SUCes

i

it is recommended that the public library
authorities adopt the marketing approach which has  proved
to be practical especially in dealing with the incressing

compler needs of our users today.
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CHAFTER FOUR

PUBLIC RELATIONS IN PUBLIC LIBRARIES
4.3 IMPORTANCE OF PUBLIC RELATIONS

While marketing encompasses the whole process of
axchanging goods  and services, public relations involves
the communication and  promotional aspechs =h3 that
svchange. Fublic relations is  an important part of thé
management of the sodern business mrgaﬁiﬁatimﬁ where Lhe
MAMN AR S need‘tm be concernen with the groups outside the
organisation— consumers, vaerﬁmmnts ancd the news media in
their decision making and actions. Rex F. Harlow defines

public relations as,

"eaee A distinctive management function which
helps establish and maintain mutual lines of
communication, understanding, acceptance and
coogperation betwesn  an organization and its
publicss involwves the management of problems and
issues; helps management to keep informed on and
responsive to public epinion; defines and
emphasizes the responsibility of management to

serve the public interest; helps management keep
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abreast of and effectively utilize change,
serving as an early warning system to help
anticipate trends; and uvuses research and sound
and ethical communication techniques as its

principal tools."?

In the past, public relations has been considered an
urnecessary task for libraries. But recently it has
bhecome apparent to many librarians  that major public
relations efforts are essential 14 their libraries are  to

continue to exist. The reasons are:

i}y The ﬁuppmrt ot local government which provides ?umding
is essential to libraries. Tha local politicians and
governmant Df%icialﬁ must  understand  the value of the
sgrvices provided by libraries. To enswe this, they must
be swufficiently informed about their libraries to enable
them to appreciate the need to maintain adeguate funding

fen them.

ii) To establish preputation and credibility for  the
library and i1ts services and to minimigse opposition. Thres
imags  that many people have of libraries ig that they do

not zee them as being relevant to their sveryday lives.

iii) To increase library awareness bgcause funds, onoe

achieved, must be used to maintain, improve and develop
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SErVICEE., The public must be informed of +the wvast

Fasouroes available to them.

ivy It has to be admitted that the word of  m$outh
recommendation from a satisfied reader to a potential one
is a slow process and that is why librarians must consider
positive public relations policies to supplement the more

passive person to person recommendation.

v) PFrofessiconalism in librarianship now demands  that
library managers exploit business technigues for all  they
are worth. For only in that way cen we ensuwrs libraries
Femain in the forefront of the information society. Fublic
relations is an essential means of achieving objectives,

Dut it must be practicable.
viy To build confidence in the services a library provides
hecause people are likely to use and support a service in

which they have contidence.

vii) To obtain positive recognition not only at national

but  alse at  international level. At local level, the
director must be the “"front man® of his service. His

governing  body, and his publig, must be able to twrn to
im with contidence whenever the topics of libraries,
books and other information media and technology ©rop up.

He must be able to write and speak fluently on  behald of
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i calling, aespecially in front of his governing
avthority board. He must  also o jent himself at
international level in order to keep abreast of the

developments in the field of librarianship.

ﬁacmrdiﬁg to Betty Rice 2 there are thres types of
public relations. The best public relations consists in
developing such a sensitivity to the asbience of the
library thalt the slightest alteration in the tobtal design,
whether  dinternally  or externally cauvsed, will produce an
inguisitive alertness upon the part of the trustess and
the library director plus a willingness to make necessary
adjustments in patterns and plans. The wsetond best 16
"heading off at the pass" using proven technilgques to
ameliorate some undesirable situation and thus forestall
an - apen ﬁkirmiﬁhf Finally, the least desirable i.8. &
gal vage operation aftter the library has suffered a defeat

in the arena of public aopinion.

Jenuine public relations is not "making 1t look
good™ ., I the basic product {(in the case of a library its
services and l1ts collections) is & bad produact, no  amount
cf Fancy packaging can disguise the shoddy ﬁmnt@nta tvEr &
prolonged period f  time. One of the mpst common
migconceptions about public relations is to concentrate on
its use of prosmobian t@chﬂiqu@% and thus s public

relations simply as a synonym for promotion and publicity,
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or  even worse advertising.  Ancother common misconception
ragarding public relations is *to ses 1t not as a
distinctive aspecht of management but as  an exclusive
function of managemesnl. Those irnvol ved i pubtic

ralations must remember thats

i) Each programme must be enthusiastically presented. It
should be a carefully-planned, continuows progeasmme  of
identifying, analyzing, and mesting patron needs, as well
as effectively comnunicating with the varimuﬁApuhliﬂﬁ.

-~

iid It must be a recognized as a managenent function,

o

given attention and authority at the top level with the

involvement of the entire statf.

iii) The programmes should be more cost-oriented, with a
consolidated budget, so  that management will  bnow  how
much they are spending for the resulits they ses. Thus

meastit-ament of effoctiverness can bhe related to cost.

It is gengrally agreed thalt in small libraries, ons

gtaff member should be assigned the overall responsibility

f o publiec ralations. For the 1 arfoee Library,
particularly in  whban areas, & professi onal public

relations specialist showld be seriously considersd. He

should have an understanding of the workings of the system
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In the United States, many large libraries have their
own Fublic Relations Departments neadsd by public
relations professionals, and some even employ specialist
Jouwrnalists, artiscts, phmtagraphﬁrﬁ.and broadrasters. In

the Bitish public library context, these departmasnis

simply do not exist. Some aubthorities, such b8
leicestershire, have posts  designated for a Fublic

Relations Librarian, while others employ publications

officers e.g. Sheffield.=

Several advanltages can be obtained by employing

professional public relations personnels

iy In general, the press and broadcasting organizations
prafar dealing with fellow journalists becaunse they feel
that & professional public relations person will prepare

and present material in the right form for them to WEE .

i) A public relations professional is likely to have more
contacts than a librarian entering the work for the first

timea

The director of the library should devote his time to
planning, #ncouwraging  and initiating & public relations
pragramme for the servioce, but, bhe should not b too

bogged down in administrative detail. Thers must be a
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wlose relatipnship betwesen the director and  the pasrson
responsible for carrving out  the dav-to-day tasks of
public relations.  The reason is that easy access to  the
top is necessary  to facilitate checking on facts ftor

accuracy, bo arrangs  commupity contasts, and  to gain

operate with  the +ull  knowledoge and  approval  of  top

maragement 1+ it is to bhe effective.

The basic gualities required of the public relations
specialist are the same  whether the individoual is  a
libwrarian o a public relations professional. Both

shouwld have conmunications skills) must like people  and

have the ability to get along with them. The ability to
Wit be well, gquickly and on schedule is important, At the

same  time he should have a wide variety of interests and

be able to accept new ideas and radical solutions.

The professional public relations person’s job in &
library can  be grouped into  four general areas  of
responsibi ity

i) Representing the library to its clientele.

ii) Fromoting the use of the library by publicizing its

prompt  action when if is nesded. Public relations must
Feesources and servioes, ‘
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111} Maintaining awareness of all materials of interest
to, or about, the library in  the local, national, and

professional media.

ivy making arvangements for visitors to the library and

wee of library tfacilities.

The  technical tasks include editorial  functions,

administrative functions and graphic functions.

Thiere is & general awarensss  among  the public
libraries in Malaysia of thm.impmrtaﬁca of having a public
ralations officer in the departm@ht to carry Ut an
intensive promotion activities for the  library.
Unfortunately dule to budget constraints and lack of staff,
public librariss cannot afford to employ a full- time
public relations officer to carry out the publip relations
activities., Normally a litbrarian has to undertake this
duty while carrying out professional work at the same
Lime. Tt is generally accepted that 1ong warking
grperience is really an asset to those involved in this

WOl .
4,2 RELATIONSHIP WITH THE FUNDER

The most crucial aspect of the work of the library

gdirector is to persuade his governing  body to supply
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adequats and cunﬁiﬁuing financial resowrces {0 the
afficient woperation and development of the service. Every
possible mppartuﬁity must be taken to publicise, promote
and  market library servigss  and o kesp a high profile
within the local council and the community as well as

reassuring  elected members that the library i giving a

value for money servite.

The next step in acqguiring the necessary funds is Lo
he able to FJorecast accuwrately the cost of jobs and
gervices in the coming financial vear. The director needs
toy prepare detailed estimates and to -pilob  them  through
hisg board, committes or council. To do this sucrcessfully,
e must be adept at report weiting, he must anticipate
possible guestions wi th pinpoint acewracy, he must be
tmmvincing in his replies to those guestions and o in
short, ‘he must have the most complete  and detailed
Enowledge of the service at his fingertips. An efficient
librarian will impress members of his governing body, and
they in turn are much more likely to support the service
if they feel that the person in command is someons who 18
dedicated to the servics, somsonte in fact who knows his

job from & Lo Z.
The interaction hetween the library board and  the
governing body should continue throughoult the vear, not

only at the time of setting the budget. Guarterly reporlts

101




should be prepared to kesp them informed.

The director has to he concerned also with  the
lLong-tern development buddget. This calls Ffor  such
qualities as foresight, imagination, and the capability of

being able to think big and for many vears ahead.

RELATIONS FPROGRAMMES

i) Flanning

Fere [l anning to by e EHAEY , there mtet bye
well-articulated goals and objectives or a long-ranges
plan. The librarian must decide what it is she wants Lo
accomplish. The goals can either be specific or general,

short or long term.

iiy Tdentify the groups to be reachsd.

Once identified, the librarian nesds to see the stafd
members and leaders of thess appropriate grouvps to find
out  what  their goals and programmes are and explain how
they would be enhanced and strengthened by some library
BErVICes. This effort increases the librarian®s contacts

with the commonity leaders.
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iii) Rudgeting

Onece the new ohijectives have been drawn wup and
accephed Dy the management, it will be time to cost them
ouwt. At this time only estimates are raguired rather than
sxact costs. The current functions of the department  must
wi reviawsd  to sese i¥ they are effective from the public
relations peraspective, and are cost effective. Unce the
programmes  redquired to  meest  the objectives have been
identified, the infarmation must now be translated into
the functions of the public relations, so ©that the
accounts and buﬁget reports can be understood easily by
the auditors. The 19280 suwrvey of the Public Relations
Gection of the Librery Administration and Mamagement
Association  of the American Library fAssociation, revealed
that most libraries did not bave separate public relations
budget. Margaret Charbtrand® recommended that betwesn  one
and  threse percent of the total library budget bhe esupendad
ey public relations.  The breakdown for o a public relations

budget is as follows:

Staff A% af the total public relations budget

+igure
Fublications EO%
Equipment 12%
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Graphics 2%

Fress Room VA
Exhibits 2%
fAudiovisuals 24
Advertising iy

Aodministration 8%

o complete budgeting process serves as the basis of
an @ffective, well-managed public relations programme bthat

supports the overall goals and objectives of the library.
iv) Btaftft Communication

I is the expertence of Britain and dmerica  that
whilst adeguate arrangements are often mnade for staff
training and welfare, hardly a thought is given to keeping
staft intformed about the progress of the library as &
whole, or about the short- term and long— term intenbions
nf the library authority. fGenerally tocday, thse emplovees
are  far  bettsr educated  than in the past.,  They oo nob

anly desire monetary rewards bulb also ceriain levels of
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gatisfaction From their emplovment, and expect to be
treated with consideration in their relation with  their
gmpl oyers., This will surely be applicable in Malavsia

alsn in the long tero.

There is an increasing need for betisr communication
betwsen the director and his stafd members. The problem of
communication can be reduced by having meetings. It is
up to the director either to have them regolarly or as
and  when they are thought necessary. It iE much better to
arrange  for  such mestings whenever Lthey are cleremmed
gssential, with two provisos. First, the director must
give plenty of notice of the mesting before hand, and,
sasondly, a2 minimum nueber of mestings must be held =ach
yvear. Another point to be stressed is- that sach senior

litrarian who attends a director s mesting should hold a

meeting of his subordinates soon afterwards.

Another medium  of commuanication in large library
gtaff sitwations is the regular issus of a newslebber oF
bulletin from the director, and ideally this showld bhe
distributed on an individual basis so that every member of
the stafd s given a psrsonal copy. During an era of
recession the information being passed on is more likely
o be concerned with economies and reductions in seErvices.
During periogds like Tthis it is  wvital +to keep staftdf

informed of the latest developments in the library
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pudgeting process, since library stafd at all levels are

matural ly sensitive about the future.

It is esgential that all stafd be made aware of
ongoing  and  fature public relations activities, becauss
the best plans  can be  undermined by uninformed staff
m@mbere  who - arsg not committed to the library®s goals and
obiectives. In addition to knowing what is going on  and
why, the stafd needs to be aware of how it will bappen.
The strategies, timing and possible problems need to be
explained so  that they will be able +to respond to
qumﬁtimﬁa from the public., This involvement will make them
feel committed and anxious of @ the sucoess of rthw

EFr gy ammes .,
v Htilising publicity media.

Fertaps no single source can provide such widegpread
coverage of library events, news and policy changes as the
lécal newspapers. A creative public relations personnel in
the library can use them effectively., Libraries have in
the past had such an uwnsatisfactory press  Decause
librarians have failed to appreciate the elementary facts
of public relations life. The editors and journalists are
much more  interested in subjective news than in  the
ab jectlve, Faeople, nobt objects, make the most readable

news, and readable news is what editors must give their
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readers.,  Theretore the public relations librarian must be
abkle to develop these news into the kind of human interest
matérial which will catch the syss of the editors.
Librarians must also realise the ilsportance of presenting
the library pictorially through good photographs, charts
o graphs. Never send the editors a dull, routine report
ot 1ibrary prrogreass, urnenlivensd with subijisct iﬁﬁ@r@ﬂt,
unsupported by pilictoriasl matter, and expect the pré%ﬁ Loy

give it prominence.

Malking the initial contact with the editor is
necessary as it will enable the library public relations
pfficer to identify the person responsible for library
coverage and set tp oa meeting. A& Joint meeting with both
the editor and the reporter covering the library can
proavide an even stronger liaison. It ds important that the
ofticer comes prepargd with specific suggestions for  this

mesting.

The basic way to submit material to bthe newspaper 16
through a written press relsase, and then allow the
editor to get back with any unanswered guestions or
groblems. The press release need not be a formal document
put it should follow some simple basic guidelines. Among

them are:
@) Attractivensss is of prime importance. Those larger
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libraries should have specially designed and headed

duplicating paper so that the sheet i readi ]y
identifiable. Al communications must be typed to give a

professional appearance.

by The press release should be brief. Do not try to  pack
in  the maximuam information o the growunds that the more

that is written the more will be printed.

=) The name of an individual who can supply additional
intormation, including A telephone number must b
provided, This snables the editor to contact the person i

there is an immediate need.

iy Make several photocopies @0 Lhat they & an e

distributed to the obther papers.

The radio and television stations must be vbtilised to
broadecast the library promotional activities. Among the
possibilities are not only radio talks on what the library
does, what collections it has, and who uses it, hut  also
raegular  book review programmes, the reviewing being done
hy a team of local librarianss announcements 0

competitions eto.

Wibrarians  should ubilise every opportunities for

getting libraries to the fore on television and radio.
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Visiting forelgn librarians can be arranged to be
interviewsd. 3§ organisers ftor library conferences can b
asked regarding  the abjectives of the coming conterentesg
the chairman for the children®s library weesk can elaborate
on the progerammes planned for the children throughout the

Ccampalgn aue.

‘Fortunately, the awareness of the importance of
maintaining good relations with the publicity media also
eriaste  among the Malaysian librasians. The activities for
the week are aired by the local radio stations. The Fublic
Library Division of the Mational Library of Malaysia is
perhaps the most publicised public library in the country.
The reason  could  bs that, being situated in the Federal
Territory, it i% suposed to various media. The Children®™s
Theatre Group of the Library is regularly invited to
perform  for television programmes. The role playved by the
_librariah in  chargse of the activities also desgrves
mentioning. A matural interest to work with children is
an assel in carrying out these activitiesy; a good rapport
with the radio and telsavision producers snsures that the
librarian will be contacted by these people the next time

similar programmes are reguired.

The library's relationship with newspapers, radio and
television is a two-way, continuing process.  The media

are looking for news, while the library for publicity. The
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library public relations officer must not only make a good
initial contact with an editor or station manager, but
must maintain a copperative association. By keeping aware
of community activities and working with the media, ths
opportunity o spread the library’™s message wiclely,

inexpensively and frequently is ever present.

There are several audio- visual presspntations that
can be used to promote the libraries. Among these the
tape-~slide presentation may be highlighted because it 18
the cheapest and the easiest to produce. Tape-slide can
be used to convey factual information on library servicess
to  insteuct users; for groun viewing to visitors who oome
to the library. There are two important steps in  the
production of tape-slide: First, is the preparation of
script. It is important to bkeep in ming  the intended
aundience  in  order to correctly choose the suitable form
ant  style. It is advisable not to put too mueh
information and an effective pressntation showld not
eproeed 10 minutes. Recording should be carried out in &
proper room Decauss additional unwanted sounds will lessen
the impact of the programne. Secondly, the pilichtuwres should
be clear and strict guality control must be applisd in
selecting picturaﬁ for bLhe programme. In preparing  the
pressntation, the pictures, the words and the music should
he considered together and mabtched =so asz fto produce a

wihole which will effectively convey the librarv's nessage.
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4.4  TECHNIBUES DOF LIBRARY MARKETING AND PUBLIC RELATIONS

PROMOTION

The projection of & positive institubtional image is
vital far the support  ard grmwth. of Drgaﬁizatimnﬁ
inciuding libraries. How  the image of the library' it
projected, how public opinion and groog attitudes are
influenced, involves a number of public relations  and
marketing technigues. The following technigues, Mawve

proved to be succesasful with libraries:
i) Library publications.

FPublications produced by public  librariegs include
annual reports, bopkmarks, catalogues, diaries of local
events, axhibition catalogues, guides to Tthe library,
indexes, leaflets, meambership forms, newsleatters,

postcards and many others.

Library publications can be wsgd to el a
Library’ s  achievements, to inform, to promote and te
pereyade. They should look good because the public’™s

peroeption of a library service may well be influsnced,

conscipusaly or sub-consciously, by the oquality of its

printed material.
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Qtationery such as library tickets, book labels,
conpliment slips and lebter headings bhelp to create  an
imprassion  of a library as & service organization. Since
it reaghes those parts of a library’s community that other
publications do not reach, care must be  taken over the
design and production of thess items because they can be
instrumental in prometing a positive image of the library.
A centrally-designed staticonery promotes  the corporate

identity of the library.

Care should also bs taken over the wording and desidgn
@of  library notices. Librarians should avoid having too
many ﬁéticmﬁ in the library. nly certalin esssntial itemns
of information,such as opaning hows or details of any new
procedures nesd to be digplaved. Ong important  thing to
remember:  all notices must  be kept up~ to- date. It is
very disheartening when onge enters a library and finds
put—dated notices still haeing displaved. L braey
activities should also be publicized throough notices and
posters displaved inside and outside iibrary boildings.
The professional  touch should be given to notices and
nosterse. It is essential that any lettering is well done.
This can he achieved by using one of the instant lettering
systens available in the market. The posters showld be
arresting in  thelr colow and design. A logo can be used
to associate it with the library and  they should be

desigred by professional commearcial artists.
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Although annual report  appear only once a vear, in

the public library context, it is Jirst and Foremost a

report to the library®s governing bodys and then a report’

to the library’s community of users and (on-uUsers. In
preparing  the report, the librarian has to decide what to
include and exclude. Although the main body of the report
should be the account of the year®s woark, the librarian
can also include any special problems or opportunitiess and
a general swvey of the library ssrvice. Bome keypoinbs

o be remembered when preparing annual report:

@) Statistics must be presented in a way that will not put

off the reader’s interest while reading it.
by Library Jargon should be avoided.
Once the report is published, 1t i sesential to

@rgure  its  effective disteibution, A welle-produced and

effectively distributed annuwal report can improve the

librarys public relations, Mot only does it provide a
historical record of the library ssrvics, it also

demonstrates to legislators and the library community what
they are obtaining for their money, boosts staff morale,
and shows the value of public library services generallvy.

trother important pablic library publication 18 the
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library guide, intended to iﬁtraduc@ clients - ta the
library and its services. [t creates an awareness of the
service for  the wsers, and even more non-users, who are
unaware of ﬁha full rangs of Facilities available. The
guide shouwld aslso assist clients in their actual use of
the library, edaplaining the classification ﬁcheme. o the
use  of  the microfiche. @n ideal guide should have the
library address, telephone and telex numbsrs, names of
senior  staff, details of opening hours  and & brief
description of the full range of services avallable. e
Selangor  State Public Livrary has produced an interesting
)
guide for its commanity, (Example 1), Guides showld bDe
given to new wsers, but efforts should also be made to
Frerac thmé@ pecpla in the community whea have not yvet  used
the library. These guides can be distributed to the
audience when the librarians are giving talks to outsids

groups who come to visit the library.

There i no limit as tu. the wvariety of libtrary
publications that can hg produced by  the library. The
gnly  dmportant rule to be remembsred s that a high
standard shouwld be applied in their production becauss it
will affect the image of the library if it i not given
consideration and thus will damage the hard work in

romoting the library as a whole.
[a M| Vi
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Examples 1z Sample Guide of the S=langor Stats rfublic
Library




iiY DMisplays and sxhibitions

Displays can be used to bring clients?® attmntimq Lo
varimis topics and materialsy to explait and increase the
uge of the library’s stock; to intorm, to bring together
material That may be separated by a classification srhems,
and to improve the general atmosphere of the 1ibrar9" (41
well-mounted and 5tr&tegically sited display, can brighten
a dull 1ibrﬁ%y foyer. local libraries should encourage
the local organimatiunﬁ to put up displays in the 1ibrafyu
Mot only will this introduace users to new ldeas, bub it
can also attract non-rsers who have  an interest  in the

activities of the organization concerned.

The availability of a wide range of easily srected
display egquipment in the market today, enables the stats

who have the appropriate skills and who are given the

necessary  arofessional help with graphics,  to mount
satlsfactory displavs. To make the display more
interesting, non library obiects can be used. o

@ewample, libraries have used sets of gardening tools to
enhance  displays of gardening Brooks. The oh jects
estbiibited at the displays can be borrowsd from local firms
ared  organizations. Indirectly, this asctivity encourages
the involvement of the community arourd the library. 1L is
the practice of the PFublic Library BRivision of the

National Library of Malaysia to pregpare reading lists on
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the subject dighlayed“ A rough survey revealsd that  these
books suddenly caught the attention of the readers
al though they have been on the shelves long before thg
displays. Displays should be changed frequently because
they logse impact 1+ they are allowsd to remain for  too

long.

Displays need not be restricted to library buildings
only. Since the object of a digplay is to attract new
clients, therefore it can  be mounted on premises obber
than library: community halls, swimning pools or  even alt

the hotel foyers or large departmental stores.

Exhibitions provide another opportunity for public

libraries to display their wares. A professionally
merr ted sxhibition and thes use of photographs and

Gtems selected from a variety of audio visual materials
can  be very effective. A mobile library van can form the
basis of an attractive exhibit. It is essential to have
tn the stand staff who can deal confidently and
effectively with engquiries aboout the library and its
services. Librarians shouwld also make the effort Lo
contact the local press and broadeasting organizabtions  to

publicize large exhibitions.
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4.5 WORKIMG WITH SPONSORS

Libraries need sponsors to carry out their activities
for  the public becadse of the continuing budget cuts they
are facing today. Sponsorship, A% it Concerns
library-based promotions, is an  aspect of partrsrahip
where support- either financial or in  another material
form  is provided by & commercial company, for an activilty
which is usually unrelated to its business but which is
likely to penefit the sponsor, especially in terms of

publicity,

Before approaching a EOOMSOring COMPENY .y the

librarian needs to do some preparation.

il Flanning well in  advance which companies to be

approached.

Fotential sponsoars man he found From local
businesses, , national companies with local outlets, antd
nther husinegsses whose main sphere of operation haz  some
connection  with  the subject of ths event. GOne important

thing ta remember nerse is  that never try to  obtain

sponsnrshio from retal lers i wholaesalers Wl o e
merchandise may earn  spocial diszapproval. The event,

whatever it may be, may be Jjeopardi=zed by the oulbory which

may follow.
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ii) Draftting a leltter to the Chief Execwhbive of the

company concerned.

The case for sponsaorship must be clearly stated  so
that it creates confidence to the firms concerned. The
letter must be accompanied by full detailed costs of the
promotion, stating what level of funding is sought and
where alternative/ complamentary funding will come from. A
detailed list ﬁf what is being offered in retwn for  the

sponsorship must be presented.

For & Jointly sponsored progeammne, theres will
probably  be nesd for ‘co-sponsoring’ compromises at the

planning steyges. A co- sponsoring organisation is  likely
to want to see some reflection of its work in the final
plan. To generate enthusiasm it is practical to set wp  an
advisory or planning committee on which representatives of
ok organisations sit, The sponsors must be  kept

inftormed of any sigriticant alterations to the programms.

The project nesds to be evaluated atiegr- it iz over
and dts success publicised. Suggestions can be made to the
state and regional library associations to sponsor the
same project. The information about the way the librarian
wor ked with a ron-  library organisation  should  be

channelled to otber librarians. The co- sponsor should be
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given a fair share of the gredit., Finally, a letter of
thanks shouwld always be sent o the sponsors,  bogether
with & full report of the promotion, and a balance sheet,

ashowing a breakdown of sexpendituires,

4.6 EVALUATION OF LIERARY FPUBLIC RELATIONS FPROGRAMMES |

Unltess the results are aevaluated, it is difficult to
mazasure  the successes or failures or to learn  from
failuwres in public relations activities., Since library is
not &  money- making agency, it is almost impossible to
assign cost and value figuwres to library public relations
as a whole, bhut it 1% possible to eaploy a varieby of
library use surveys, fuestionnaires and count systems and
to evaluate individual projects, programmes, and publicity

techni gues.

It is important not to tie the effectivensss rating
of  the public relations to one or two measuring systems.
Gince libraries offer a wide range of materials and
services in  the effort to Fill diversified sducational,
cultural or social needs, it is  dmportant to  establish
diversified measuwring technigues. The following are soms

of the technigues that can be used:
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a) Study the needs of ths library.

Librarians must make time to sit back and laook at the
general direction the library is heading. utablishing
gnal S priorities can  generate a  deéeper involvement of

stat+. They too showld bknow in which  way  they  could

These guestions can be asked: Is the library keeping up
with trends in  the profession? Ig the library taking
advantage of a systems approach o planning? Suestions
Like these Jforce answers  that  take overall goals into
caccount. Unce overall goals are oclear, the neesd to

pubtlicize them internally and externally becomes apparent.

b} The communication channelﬁ through which public
relations materials are distributed must be identified for
the purposes of measuring their anticipated audi@nma arncl
for deciding how best  they should be prepared. Media
outlets in terms of media format, auvdience anticipated,

time schedules, durability, re-use, educational level must

Eyes evaluated, This edffort saves ftime which can be
concentrated on improving the materials. '

) "PFre-test? public relations material.

News releases and displays  and the other material

designed  and intended for the public eve must be sxamined

contribute Lo the Llibrary movensnt toward beltter servioe.
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carefully before release to the public, Simple words,

simple sentences and siaple pa*agraphs'nwad to be used,
d?) Determine madis responses,

The materials that are prepared for the newspapsr
editors oy the radio and television producers musht m@@f
their professional standards if they are to he used by
them. Good relationship with them is not enough bhecause

they cannot atford to use inept materials. To determing

their gffectiveness, ShermanSsugoests the Jfollowing

guestions he asked:

- [id the media use the material submitted?

Was the material changed? & litile? Drastically?

~ Ay comment aflter the material appeared in the media?

H

How did they use it7? For example, was it puried on o oa

back page?
@) Compile a record of public responses.

Statistics on programme participation, registration,
and wirculation can be collectsd, compared and chartered,

Buestionnaires can be given to patrons as  they leave o
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eriter bhe library. Buestions can centre on reasons for
visiting the library, suggestions {for ioprovemsnts seto.
The library should maintain a public relations scrapboob
or folder of newspaper clippings and pilctures, note on
radio  and television broadcasts, displays, bookmarks and
newsletters. Such & scrapbook serves a&as a concraete
reference  that can be referred to at any time. Sttention
muat be given to complaints in letters, on the telephone,

and at the front desk.

It is important to evaluate each programme and publio
relations project as it develops wpon  terminations;  what
went wal 1 and whys what improvenents in planning,
personnel utitization, and publicity to improve fubture

DT eI BMMIEE .,

I the 2ra where libraries today face great challenge
to he  rFecognized as  the informational, educational,
cultural and recreational agency, essential to the lives
of the people, librariané cannot atford to disregard the
importance of publie relations. beibrarians mush

acknowledge public relations as one of the functions of

GEFVICEE.
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4.7 FUND RAISING

Funds  in addition to thoss provided by pfficial
pudgets are often sought in some countries and this is
reconnended for Malaysia. Constraints on official bugigets

make gther fund raising campaigns important.

These campaigns arg either a full-scale campaign o
raige money for a new project or  to supplemsnt the
librarv's income for -everyday operations. Once the
library board has made a decision Lo procesd with the
campaign, the beoard should establish a campaign committes
b assist in all phases of planning and implementation.
Since the committge éhmuld reprasent a wide range of

community  interests, it should include key members of the

gavernment arred 1 aboure structurea, corporate
representatives, aducators, foundation and religious
leaders.  The nexst  step will  be the planning and

devalopmaent of the fund raising strategy. Brochures and
posters  must be printed, madi lings mutst e made,
advertisements in  local newspapers showld be considered

and a continuing publicity programme must be designed.

Establishing a starting date for the campalign is
pssential.  The programme planners should also programma a
calendar with the dates +or each mailing, meetings.

Library pvents related to the tcampaign, newspaper
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advertisemnsnt programme, spot announcements on the local

Fradio and television stations.

Aan alternative to .a  community-wide fund raising
ettort is  an appeal  to individuwals or organizations to
make substantial donations. In the USA, it is possible to
"gell’ a room te one of the more afflueent members of the
communitys that is, the room will be named after the
individual, or a relative the individual wishes Lo honour,
in return for a gift enabling its construction.® In
Malavsia es in the US4, all donations are tax-exempted. It
is hoped that more donors will come to the front when such

efforts are considered.,
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CHAPTER FIVE

COMCELUSION

It is only recently that non-profit organizations
including libraries, have come to realise the relevance of
marlketing activities teo the maragenent of theilr
pparations.  This involvement on the part of librarians in
a formalized effort is yet another step in improving  the
Satiﬁ¥actimh of  the potential library patrons. For oa

markating progeamnms to be a suecess, comnltment feom svery

staf+ member is required. It also reguires integrated
marketing where the various - departments in the

agrganization must realize that the actions they take have
significant gffect on the organization®s ability to

craate, retain and satisty consumers.

This marketing approach is widely accepted among
fBmsrican libraries today, whereas in Great Britain it is
glowly taking root. Fablic libraries in Malaysia will
goon have to adopt this approach although at present the
neaed is not that immediate. FPublic librarians need to  be
made aware of its importance as the societies they ars

serving becomes more industrialized and complex.
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Libraries can only be accepted b? the readers 1+ the

product they promote 18 a good product.  Only then the

promotional  efforts initiated by the librarians are

worthwhile., Whether or not, the library chooses to stress
public relations or marketing in it@_ organisational
philosophy is not terribly important.  What is important
i% that whatever resistance library management has had in
chposing any system  at  all, has besn overcoms. Only by
instigating and maintaining a carefully designed progeamnms
of public relations or marketing can the libraries  today
succesd Iin buwilding a positive and useful image in the
public’™s eye. Fositive public opinion is  essential for

»

the library’s  survival especially in competing for funds
for ite annual budget. Librariansg nesd to present  and
nurture & truthtul, dynamic image of their institution.

Libraries will survive to continuwe their role in sociely

only if they ars convincing in their image projection.

By projscting a positive library image,. librarians
pertorm  an  important part of  their basic Join. AT
librarians, they are convinced of the value of librari@ﬁ,
ot they cannot copbinue to  assume  that  this vaiua L
recognized or wderstood by the public abt large. Dnly by
making the strongest possible case for libraries can  the

]
purpoes and value of libraries be conveyved ta the public.

Librarians must be those wheo do the job~ mno one elses 1S

going to do it for them.

128



Below are some f the recommendations  +that ocan be

Malavsias

S. )l RECOMMENDATIONS .

H.1.1 PDSITIVE ROLE BY MALAYSIAN LIBRARY ASSDLIATIDN

The Malavsian Library Asseciation, the PFM, could be

more active in helping to inttiate short cowrses for

public lLlibrarians. Mary are now available on aspects of
management, on computer applications, on o amnmed

budgeting, on training, and on other mnedern technlgues |
impinging wupon library administration. Short cowrses  on
public relations can be held regularly in conjunction with
institutes of public relations. Tt would not do any harm
for library chiefs to attend these couwses themselves, and
at the same time to send as many senior staff as  possible
on osuch courses, The candidate sent by the library to |
attend these couwses , should be asked fto circulate

summaries to other senior members of the stafdt, or to give

a brief account of what he has learnt to a meeting of
senior librarians. This makes it nossible for the

fnowledge  and expertise gleaned from the couwrse be spread
mow-e widaely, thus making more librarians become more

public relations conscious,
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%,1.2 PUBLIC RELATIONS TO BE TAUGHT AS A SUBJECT IN THE

LIBRARY SCHOOL OF THE MARA INSTITUTE OF TECHNOLOGY

I+ is a welcome development that public relations is
row to be taught as a compulsory subject to the student

librariansg at  the Mara Institute of Technology, the only

grivcational dnstitution providing courses in Vibrary
sclances. It dis  hoped that wvisiting spesakers will be

invitsd to address student librarians  in the school  on
public relations., Muech  could also be done to encourage
interest in the subject by arranging displays of  library
prblicity. This  subject preperes the students to cops
with the working enviromment once they start their careesr

as librarians,

5.1.7% PUBLICITY FDOR SPECIAL SERVICES

In  the past too much time and expense has been spent

pn gengral publicity. Librarians now  should concentrate

attention publicising those special activities wiich
appeal to smaller, self-contained audiences. Those

include audio-visual collections, services Lo the elderly,
handicapped  and  housebound, special oollections for the
non-indigenous population, books designed to  reduce  the

problen of illiteracy, books for the partially-sighted, as

weell  as  the growbth of special collections following the
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gevelopment of subject specialisation sthamas., The
library should compile and maintain more specialised
mailing lists. Local directories can  be used for this
purposs.  Lialson  might bhe sought with the ﬁ@cr@tariaﬁ of
iocmal  associations and. grouwps s that, for edample,

publicity for the local history and archives collection

might be sent fto all members af local ameriities
asspriations, and not marely to the chairmen and

secretariss. Closer contacts must also be sought with  the
members  of literary, artistic and scientific societies in
connection with the isswe of publicity describing library

Foldings in these fields.

Sel. 4 ENCOURAGING CHILDREN TO READ

The effort paut  in by the Sslangor State Fublic
Library in encowaging the .ﬁhilﬁrﬁﬁ to read should be
followed by other public libraries in the country. Fwveiry
yvear, Selangor Public Library organises Childeren™s Day
where concerts and awards presentation take place. In
1976, the Baset Child Library Usser fAward was launched. This
award is given to the child who has been the most actively
involved with the library™s activities, judged by a panel

af teachers and librarians.

T ensure  that the children are reached, public

libraries must worlk closely with the schools. Teachers and
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librarians can plan together aclhivities for  children.
There is & need to develop a.poml of children®s librarians
who showld be responsible on a full-time basis to organiss
activities and materials Jor the children so that they
will becomes R operly library—orientated. fd b ary
orientation  must be taught to children at an early stage,

to 2auip them to be library wsers of tomorrow.

The present prachtice where school  childeen alr
gncouraged  to  visit bthe public libraries acoompanied by
their class teachers showld be  continued. & il gl
carafullvdesigned programme need to be considered by the
public librarians to improve such visits. For  example,
atter the conducted library tours, the children showld be

given exercises in library usage. These serclises will

2]

help familisarise the children with the library.
I.1.5 CODFERATIVE PUBLICITY

Malayvsian publis  libraries can consider coopsrative
puhliﬁity as an  effort in promoting  libvary services.
There is enough uniformity in library work to allow for oa
cooperative appraach in the matter of publicity among the
state public 1ibrariegu- Fublic relations materiales =such
as bopklists, reading lists and posters can be  produced
much more  cheaply in bulk for use by by many libraries

than i+ they are produced separately with §ueh  shorter
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print runs.

Hook  weeks can e organized guite successfully by
individoual libraries, but  thelr impact can be EVEI
greater i1+ they form part of & regional gr natiaonal

affort.

H5.1.46 THE IMAGE OF LIBRARIANS

Librarians should not be too concerned with  the
middle—-aged spinster with a bun image. This is basically
.iwrwlﬂvaﬁt ant unimportant, Instead they should be
concerned  with  the view of the librarian and the library
as foreboding, boring, complicated, largely inaccessible,
o worse irrelevant. The librarians nesed to project thelr
image because in order to attract peoples and make them
firm ﬁuppwrt@rﬁ, it not regular users, bthe library has to
be spen in a favourables light. The focus should not be  on
how attractive people think the librarians are, but how
useful, necessary and  lmportant  they are to their
gducation, research and everyday lives and work. Users
must fesl comfortable with librarians and unintimidated by
librariss: they nesd to kEnow  what  to expesct from bthe
answers  They receive antd how To use those answers; they

nesd to know exdactly how librarians can help them,
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APPENDIX III
ADDRESSES OF STATE PUBLIC LIBRARIES IN MALAYSIA

State librarian
Johor States Public Library Corporation
Mo. 14, Jalan Geritak Merah

Booon Johor Bharw, Johor Darul Takzim,
Tel 1 O7-232444

Director

Fedah State Public Library Corporation
Jalan Limbong ¥apal

OEO00 Alor Betar

Fedah Darul Aman.

Tel 3 Q4-7ERGPL

Library Officer

Felantan Btate Fublic Library Corporation
Jalan Matimood

15200 Kota Bharn

Felantan.

Tal & OF-7HISTO
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&4, State Library Offticer
Melaka State Public Library Corporation
Firaet +loor, Dewan Hang Tuah

THI0O Melaka.

Tel @ Q6227178

B Director
Jalan Dato® Malek
FOOO00 Smremban
Megri Dambilan Darul Kbhusus.
Tel = G&h-7147331
& l.ibrarian

Megri  Sembilan State Public Library Corporation
Fahang State Fublic Library Corporation

Jalan Bambut
25000 Kuantan

Fahang Darulmakmnur .

Tl & Q9524017
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Y Librarian
Feralk HState Public Library Corporation
/0 DFfice of Perak State Secretary
Jalan FPanglima Bukit Gantang
BOO0O0 ITpoh

Ferak Darul Ridzuan

Teal = OB--HOR7EHE
|
\

8. Library OFfficer
Ferlis State Public Library Corporation
DI000 Kangar

Parlis.
Tel 1 0476447354

e Director
Fulaw Finang State Fublic Library Corporation
Second floor, Dewan Sri Finang
10200 Leboh Light

Fulauw Finang.

Tel @ O4-622523




Lirector

Selangor State Fublic Library Corporation
Fersiaran Indah

ACSH7E Bhah Alam

Selangor Darul Ehsan.

TEL = Q3-35597667

Birector

Terengganu State Fublic Library Corporation
Bangunan Tun Abdul Razak

Jalan Sultan Ismail

20200 Kuala Terengganit.

Terangoanu.

Tel 1 O9-&21100

State Librarian
Barawak State Library
Jalan Jawa

GEAQO Kuoching

Sarawal . :
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13, Director
Sabah State Library
SES72 Fota Hinabalw

Gabah.

Tel & ORO-HATEE
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