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President's Letter
From Penny Leach

It is not that long since I last
wrote to you – but what a
changed world we are in!
Will it ever be the same?
Has financial capitalism
changed for good? The
names on our bank
accounts and our high
streets – the ones are
grandparents could have
recognised - are changing
day by day. In such times of economic turmoil,
professional learning and networking through
organisations such as SLA are even more important
than usual – to help you keep your skills up to date
through training events, publications and discounted
conference fees; to prove your value to your employer;
to find a new job; and maybe just to share the stress!

SLA Europe has held two further learning and
networking events since the Summer Soiree. In
September we heard about branding from two senior
information professionals - Julia Duggan at Ernst &
Young, and Susan Marr of HBOS. Julia's presentation
can be found on our website - her tips on marketing
have become even more topical since then. Thanks to
TFPL for sponsoring and N M Rothschild for hosting.
In October, Caroline Murray (recently in the press for
analysing Tony Blair's and Osama Bin Laden's
handwriting) spoke about graphology. Thanks to ICC,

attendees were able to nibble cheese and drink wine
while pondering how much their own handwriting might
reveal - as one attendee said 'I never knew there was
so much to it!'

I am writing this just before Online Information week,
which starts with a bang with THE Information
Professionals' Christmas Party on 1 December. SLA
and SLA Europe will be staffing a stand at Olympia
again, with Gloria Zamorra, next year's SLA President,
helping out. At our Online Breakfast on Wednesday
(kindly sponsored again by Dialog) guests will be
joined by Anne Caputo, President-Elect for 2009. Both
the Online Information Conference programme and
the free seminar programme in the Exhibition hall
feature several SLA members including the
aforementioned Gloria, and also Liz Blankson-
Hemans, Neil Infield, Geraldine Clement-Stoneham,
Michael Fanning, Marie-Madeleine Salmon and
Dennie Heye.

Looking ahead to 2009 on 21 January we have our
Winter Warmer Quiz to fight off post-holiday blues.
Much imitated, this is the original and the best – get
your team ready! Sue Hill will again be handing out
prizes – to winners and losers.

With regard to Awards, at the Breakfast I will be
announcing the call for nominations for the SLA
Europe Information Professional 2009, sponsored by
Dow Jones. This is a great opportunity to raise your
professional profile and win an expenses paid trip to
next year's Conference in Washington. 2009 will mark



SLA's Centennial and the Conference will be a high
point of a year of celebrations.

I will also be announcing the call for applications for
our Early Career Awards. These were formerly known
as the Student Conference Awards, but have been
extended to include those in the early stages of their
career (first five years). In this Newsletter you can read
what two of this year's winners - Emma Dhesai
(Brighton University) and Sarah Hammond (University
of Sheffield), thought of their 'life-changing experience'
this year.

Very shortly we will also be announcing the winners of
our Student Dissertation Prize.

As ever, please do not hesitate to get in touch with me
or anyone else on the Board – we are keen to hear
your ideas and comments. The new line-up for your
Board will be circulated by email and appear on the
website in the new year, so this is my last President's
Letter (but probably not the last message from me!)

Happy holidays!
Penny Leach
President
president@sla-europe.org.uk
www.sla-europe.org

Graphology Event
By Ben Chan

Throughout history,
humankind has expressed
itself in written media by
carving letters on stone,
writing correspondence on
paper, and even graffiti on a
wall.

The ancient and medieval
analysis of which is
palaeography, as defined by
the Encyclopaedia Britannica. In more modern times,
Psychoanalyst Karl Jung has said that handwriting was
the manifestation of the psyche. Graphologists posit
that handwriting is reflective of the conscious and
unconscious mind. Studies have even shown that
under hypnosis, handwriting can change.

Perhaps this link between the psyche and handwriting
explains the popularity of the Dow Jones stand at the
2008 SLA Conference in Seattle. At the stand, SLA
attendees waited up to an hour for a ten minute
graphology analysis from Pentec Inc’s graphologists.
Such interest led to SLA Europe hosting a graphology
seminar on 30 October in London.
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The seminar featured Caroline Murray, Governor and
Director of the British Academy of Graphology. A
leading expert in the field, Caroline has even analysed
Osama Bin Laden’s handwriting for the Daily
Telegraph. She presented a fascinating talk on
Graphology or handwriting analysis. The academy
defines graphology as the analysis of the
psychological structure of the human subject through
his or her handwriting. Caroline explained that
qualifying as a graphologist takes five years with
psychology as a core prerequisite in the first two years.

Application
In the real world, how is graphology applied?
Especially today when typing and emails are the
norm? For one, HR sections of firms may assess
compatibility of prospective executives joining with the
current executive team. Caroline explained how
forensic graphology was applied to assist Christies’
auction house. A family in Bolton were forging
documents, and handwriting analysis spotted that the
handwriting on the parchments matched modern
annotations of the two forgers, confirming to Christies
the fraud.

What Graphology can reveal
Some fascinating aspects of handwriting were
covered:
• No handwriting is exactly the same - even in identical
twins.
• Handwriting changes over time, and according to life
experiences.
• Handwriting can be influenced by political and
cultural factors.

Graphologists have some limitations - their analysis
cannot tell you the gender, level of intelligence, age, or
actual particular behaviours of the writer. Experienced
graphologists can apparently identify the following
attributes:
• Ambition, • Energy, • Adaptability, • Sensitivity,
• Motivation

According to US Graphologist Sarah Holmes Tucker,
graphologists evaluate the space, form, movement,

size, speed and connections of writing in order to
determine the character and potential of the writer at
that time. Caroline Murray illustrated this premise with
several examples. In one, angular writing suggested
firmness of character, attention, and narcissism.  A lot
of firm pressure on the page, in another example
indicated a demanding and "always right” character.
Large writing reflects ego, and a preference for variety,
whilst small writing suggests prudence and attention to
detail. And with individual letters, in interpretation of the
letter ‘f’, for example, the upper section of the letter
corresponds to aspirations and spirituality.

It is not only the writing itself, that bears fruitful
analysis. The layout of the text on paper is also
considered, as the paper reflects the world around
you. Forward thinking can be reflected in the direction
of the text on paper.

Celebrity handwriting
Caroline showed some samples of celebrity
signatures. Liberace had a distinctive piano graphic
alongside his autograph and definite flamboyance in
his writing style. Picasso’s writing conveyed a restless,
creative personality. Napoleon’s writing changed at
different periods, firstly appearing strong and firm at
the time of his triumphant coronation as Emperor. After
successive defeats on the battlefield, the firmness and
strength of character in the writing appeared weaker in
spirit.

The seminar rounded off with three audience
participants having their very own personal graphology
analysis whilst the remaining participants enjoying
networking over fine wine and selection of French
cheese.

Ben Chan MSC MBCS FRSA was the Aerospace &
Defence Librarians Group bursary recipient to attend
the SLA conference in Seattle 2008.

SLA Europe/Divisions S tudent Award
winners’  articles - Part T wo

Sarah Hammond

From the moment I received
the telephone call in March
from Liz Blankson-Hemans
informing me that I had been
successful in my application
for one of the SLA Europe
Student Awards to the
moment I met my three fellow
winners at Heathrow, I
confess I had a hard time
believing it was real. It felt
simply too good to be true! I had never entered
anything like it before but did so after encouragement
from Barbara Sen, a lecturer on my course at the
University of Sheffield. I gained a huge amount of

Géraldine Clément-Stoneham  under the microscope from
Caroline Murray
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experience and knowledge from three years working in
the library and archives of the National Railway
Museum prior to commencing my MA in Librarianship,
but I think it has been instrumental in gaining me this
benefit too; an object lesson that your past can keep
contributing to your future.

Everything had been arranged beautifully and I met up
with Emma, Hanna and Sandy in the departures
lounge at Heathrow where we very quickly got to know
one another and started to share information and
expectations of the week to come. No matter how
much preparation we had done, we still felt we were
entering a great unknown! From boarding the plane to
attending the First Timers’ Reception we got to know
each other very well and I have no doubt that we will
keep in touch from now on, having forged personal
and professional links in the rarefied atmosphere of an
SLA conference.

The First Timers’ reception was great fun; I quickly got
over the English reserve that has been bred into me
and chatted away with people from all over the world,
working in all kinds of information settings. I was lucky
to represent the museum at a few events so had
already had a bit of experience in networking, being a
social butterfly, flitting from one conversation to
another, but this was more exciting because everyone
present was an information professional – a dense
concentration of librarianship gathered in one room.

This for me was the thread running through the
conference that excited me so much: being with so
many people motivated by the same core principles
that matter to me. It was wonderful to be able to have
so many conversations on so many topics, to see how
far I had come in my learning, that I was more than
able to hold my own when talking with people who
have been working in the profession for many years.
Similarly at the SLA Europe International Reception
(which afforded stunning views over the city and Puget
Sound) I met people from far flung lands but also from
close to home with whom I will stay in touch and
perhaps visit.

In 2004 I had my career epiphany in the USA when I
was visiting my brother who was working in California,
and had ridden into Los Angeles on my own for the
first time. I had studied the guide book and consulted
the maps and decided where my very first port of call
was going to be: the Los Angeles Public Library. What
a marvellous mix of architecture and vision that
building proved to be, from the small scale of the
children’s section to the grandiose entrance hall, it
moved me. I then met a lady who was studying to be a
librarian and chatted with her for quite a while and then
all sorts of connections started firing in my brain. That
was four years ago; what a journey that has led me
back to the USA under very different circumstances!
Although thanks to the SLA I have been able to visit
my brother again as he now works for Boeing in
Seattle, you see what I mean by ‘too good to be true’?

I have been completely carried away on the wave of
enthusiasm and positivity that pervaded the
conference, I felt welcomed and valued enough to
contribute in many of the sessions that I attended and
have learned so many facts and skills as a result. I’ll
provide a couple of examples:

Speak as if your career depended on it
This was a session organised by my division and
provided a mass of insights into how to speak more
effectively and convincingly, mostly down to posture
and gesture and non-verbal vocal techniques. Much of
this was so not English! But I was utterly captivated by
these methods and am going to implement them the
first chance I get.

Everything I really need to know I learned... in
library school?
This was a fascinating session that I enjoyed not least
because I ended up sitting next to a lady who works
for the RAF / USAF in Harrogate, very close to where I
live. I’ll be visiting her when I get back to the UK.

I think these sum up what the conference was about
for me: learning formally in the sessions but also
making connections with fellow professionals, a
greater bunch of people I couldn’t wish to meet. I will
take away with me a bursting pride to be entering such
a wonderful profession and a swollen wallet of
business cards of connections that I will follow up and
that will lead me who knows where. I feel that my
horizons have expanded enormously and I am so
excited to find out where this experience will lead me. I
hope that it will lead me to Washington DC next year
but it will certainly result in me being a lifelong member
of SLA. A thousand thank you’s for giving me this life-
changing experience.

Emma Dhesi

What an opportunity - a
whirlwind six days from start
to finish. Of any of my
professional experiences to
date this was undoubtedly
the most broadening and
exhausting of them all!

On the Saturday morning I
went to the conference
centre to register and whilst I
knew this was going to be a large event, it wasn’t until
now that I truly got an idea of the scale of the event.
This and the opening ceremony, which was an Oscar-
esque experience with its lights, camera, action! Steve
Abram was a great speaker and very entertaining, but
more than that he succinctly outlined the innovative
ways in which the SLA help their members, particularly
through online training, events, the e-books that are
freely available, as well as the regular news feeds
needed to keep members up to speed with what is
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going on. There is a whole online world to SLA that I
hadn’t fully appreciated.

Also fascinating, for me were the awards themselves.
They demonstrate so clearly the level of pride that the
information world in America gives itself, which is not
so visible in the UK. The range of awards and the
variety of sectors that the awardees come from was
again an eye opener and it was inspiring to see one of
our own European members win the Diversity award.

With the conference officially open it was time to take
in what it had to offer. The range of seminars available
is vast, many talking about subjects I know nothing of,
and this I found liberating. As an inexperienced
newcomer I felt free to attend whatever took my fancy
and to this end I attended a lovely mix of subjects –
from learning how to market my skills in a CV, to using
the internet to track someone who doesn’t want to be
tracked, from learning a new way of viewing art, to
finding out how library skills are taught in the US.

This last seminar (All I need to know I learnt in…library
school?) was fascinating and inspiring. It gave me
some insight into what is being taught in the US, what
their core subjects are and so how they differ from the
UK. I particularly like the fact that students go on work
placements, not just research placements. In fact I
found it so inspiring I am going to investigate the
possibility of doing some distance learning to further
my knowledge base.

I was further impressed by the green initiatives of the
conference. This is something I am passionate about,
and often despair at how slow the corporate world is to
embrace the changes that are needed. I was so
pleased to find out that my chosen profession takes
this seriously and understands its responsibility in
lowering waste and renewing energy (also, I love my
pink SLA cup!)

As to SLA Europe, I cannot emphasise enough how
much I believe they should work on increasing their
presence in our library schools, ensuring students are
aware of the body and what it offers. I feel lucky to
have had our talk by Sylvia James and having
discovered SLA Europe I feel sure it will be a resource
I can turn to at any time during my forthcoming career,
whether it be for advise or training.

I would also encourage the emphasis of mentoring as
it is a fabulous way for new professionals to gain
experience, learn from others and get to know
colleagues in similar or different sectors. It will also
help new members to network more effectively, which
is something that I struggle with but accept is an
important part of my professional development.

Finally, for next years winners my only piece of advice
would be to attend as many sessions as possible, be it
anything that may catch your eye. You are bound to
find at least parts of it interesting and / or useful, and
of course it will open your eyes to just how wide your
options as an information professional are.
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Effectively branding your information
service
By Michael Robson, Linklaters

Another successful SLA
Europe event took place on
18 September. This time in
NM Rothschild’s London
offices. Effectively Branding
your Information Service
filled the room to capacity, in
a tense week which saw the
City of London, and most of
the world given a rude
awakening with the downfall of US bank Lehman
Brothers.

The TFPL IDOX sponsored event saw Susan Marr
take the podium first with her experiences of branding
her companies’ online information service. Susan
spoke of her experience at HBOS, clearly showing the
work and emotion going into such a marketing
exercise by naming her presentation ‘Branding your
research Portal…or pushing a rock up a hill?’ Susan
spoke of the decision to move from the desk research
approach to an online platform which allowed
employees to search from their desktop. But why
bother with branding? “Branding alone wont improve
the usage of a service, it needs to be linked to key
business drivers.”

Immediately launching a new system, Susan goes on
to say, is too much of a culture change. To effectively
brand you must take it in steps to slowly introduce
branding to a product. Speaking from her experiences
where a corporate brand was introduced first and then
individual name for product came later.

Susan spoke of naming products for what the user
expects them to be. For instance, current awareness
being called Alerts. Also clustering information to make
it easier to find. Susan made a very good point about
brand consistency saying that all branding, be it
adverts or user guides, you must remember to make
online and offline aligned. And always remember to
keep it brief, don’t give all the features in marketing
material, provide three simple points; where it’s found,
why they should use it, and tell them it’s good.

Julia Duggan, Global Head of Deployment for the
‘Center for Business Knowledge’ at Ernst & Young was
next to give her experiences of effectively marketing
information services. Julia spoke of how Ernst &
Young’s information services had become such a
success that it had now become an external brand
through credentialisation and use in pitches to clients.

She also discussed the fact that if an information
service is marketed properly, people will know that
knowledge is well handled. This helps attract the right
people to use the service and can also help with
budgets.

In order to keep the service a favourite among users,
the brand must be rejuvenated regularly and you must
constantly ask “What is next for knowledge?”
You must ensure the service is actually useful, so
carry out a survey. Julia found that 76% of people
saved time using her company’s info service. Also
noted was her point that if 30% of the target audience
use the product then the branding and marketing has
been a huge success.

Julia summarised her branding process into ten top
tips:
• Understand the product life cycle and adapt activities
accordingly.
• Decide on product name, strap line and visual
identity.
• Remember, people buy on benefits not features.
• Understand and segment your customers
– Stakeholders (the people that need your product).
– Users and super-users.
– Friends and family (the word of mouth champions)
• Talk in (business) language your customers
understand.
• Send out signals using appropriate communication
channels. Remembering the four steps: Awareness;
understanding; buy-in and Advocacy.
• Measure your sales.
• Integrate the message into business process e.g.
career steps
• Put out regular communications about the products –
use content and functionality upgrades or hot topics as
a hook.
• Consider how to communicate with GenY and GenV.

Both speakers were warmly welcomed and opened a
few people’s eyes as to ideas that could be taken into
their own framework for branding information services.

Thank you to Julia and Susan, Don (and Ben for
standing in), TFPL, Rothschild’s and all involved in
organising.

Three views of Internet Librarian
International 2008

Jane Macoustra
This year was the 10th
Anniversary of ILI and my
fifth year of attendance. The
conference has steadily
grown over the years and is
a popular event on the
London calendar for Information Professionals from all
backgrounds and regions. This year delegates and
speakers came from 32 different countries, and due to
popularity it has had to move to larger premises.

I met with two other SLA Europe members, Claire
Sinclair of the Royal Institute of British Architects and
Catherine Cosgrove of the Energy Institute. Claire and
Catherine were first-timers to this event and it was the
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first time we had met each other. Our diverse
professional backgrounds made an interesting mix,
and we met a number of times during the conference.

The opening Keynote speech was by a successful,
energetic French Canadian with a background in
accountancy who spoke of the Power of the Future.
Guy R. Cloutier spoke about the current economic
crisis saying we should be putting our energies into
building trust with people, that there were three
elements to this consisting of a wake-up call, an
awareness and realisation of how to make changes for
success. He said that we needed energy. He asked
everyone to stand up and put their hands on their hips,
and then rotate the upper torso, creating energy and
fun. Everyone was laughing! Guy spoke of other
positive attributes; about being happy and
demonstrating a positive attitude towards clients,
suppliers and colleagues and the particular tools that
he thought was important in life, regardless of
educational background.

The most memorable tool he spoke of was the Power
of the Future, and that everyone starts off the same;
with a blank sheet of paper and they can put on this
paper how they want to be remembered for their
achievements. Guy said that it is the legacy of
librarians to be the link between history and the future.
He spoke of creation and innovation and changing the
order of importance to people, cash and technology
instead of cash, technology and people, and that a

change of mindset was needed for people to see
recognition, value and autonomy in their working lives.
Other important points raised were about the aspect of
having negative people around you, about risk taking
using an analogy of “jumping off the chair” and how a
librarian can work with others to obtain a return of
“What you don’t know that you don’t know”.

Finally Guy finished with five points for success:
• Have an objective, a dream, a passion
• Have a desire to achieve
• Have real power. Jump off the chair.
• Use networking
• Use co-operation.

Guy R. Cloutier was an enthusiastic and inspiring
speaker, delivering his message at an exhausting
pace, while creating an energy in the delegates for the
forthcoming presentations and discussions.

 Beyond Search: why traditional search is broken
and how it affect s Information Professionals. By
Stephen Arnold
Stephen began the presentation with a data storage
time line to 2010 speaking about vendors encouraging
users to buy their products with the use of buzz-words
such as “metadata” and “social search” as part of their
selling patter, rejecting Web2.0 and 3.0 outright as
concepts that he didn’t believe in. Stephen does not
appear to be a great fan of Google, but he took us
through what Google means to millions of people as a
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tool for search, and why we only use one tool for
search. But he was heading to the concept of
eDiscovery and the importance of this tool to very
large corporations, showing us examples of Clearwell
and Recommind as interfaces for electronic document
retrieval for legal discovery that covered content in e-
mail and USB devices. Stephen used a new buzz-word
“spoliation”  which renders searchers unable to tamper
with e-mail content during a legal discovery process.

Although it is not well known he said that Google
Chrome had an evidence gathering system in its
databases. He finished by demonstrating the value of
the current skills of the Information Professional’s role
in eDiscovery; those being indexing, provenance and
reference interview skills with new skills they could
develop for this role using reference interviewing,
litigation support, embedded search in devices, and
problem solving using deep web technologies. His
presentation was enjoyable and informative, opening
new opportunities and ideas for diversifying the role of
the Information Professional within a corporate setting.

Karen Blakeman on Maint aining Search Quality .
Karen is a prolific, knowledgeable writer and blogger
and started off talking about meltdown – search engine
meltdown. She demonstrated which search engines
had changed or disappeared entirely in a recent space
of time. Karen then spoke about what was new in
search giving examples such as Google Knol,
MSE360, Cuil, Silobreaker, chipwrapper and
visualisation tools that had recently made an
appearance.

She spoke about browsers, Firefox add-ons, and
customising Google add-ons to add numbers to
search results, linking to other engines and to the
Wayback Machine. Then Karen moved onto blogging
and why it was necessary to use more than one blog
to search for information; she spoke about twitter and
who was using it, using pipl.com to locate people
information and the potential inaccuracy dangers of
using ZoomInfo for people search. This was a good,
solid reminder on how to conduct and prepare search
strategies and a welcome update of new tools in the
market.

Hot topics in Search and Discovery – S tephen
Arnold, Karen Blakeman and Helle Lauridsen.
This first topic raised it head more than once at the
conference and concerned pricing models and
negotiations between vendors and buyers, with the
panel pointing out the disparity between vendor and
buyer. The buyers’ disadvantage is not knowing what
the margins are on the product, what others are paying
or if the same information is available cheaper or even
for free elsewhere.

The buyer however has the advantage because there
are not many new potential customers for the vendor
to go to, and the buyer has the power to say no. With
these types of negotiation the buyer has to know what

they want, and not what the vendor thinks they want in
order to sell the product to the buyer.

How will Semantic Web change search? It is hard to
change people’s search behaviour and it was
mentioned that people don’t like to search. Semantic
indexing and extracting will become transparent. The
changes that will take place reflect how information
professionals adapt to the embedded environment that
already exists.

Information Promiscuity – search without constraints.
This discussion was concerned with legal liability, cost
(price), time and mission critical search, highlighting
the necessity for information professionals to take
responsibility for these issues.

What constitutes a next generation library Part II
Unfortunately, I was spoilt for choice, and missed the
first part of this lively, humorous and informative
discussion forum hosted by Michael Stephens,
Michael Casey, Thomas Brevik and Gwenda Sippings.
The audience participation in this room was particularly
lively and very enjoyable for all. The first topic was
Librarian attitude vs Librarian culture and there were a
number of librarians present who had learned “on the
job”, as proposed to being formally qualified. The
issues covered were about the skill set requirements,
and that – yes – they could be learned on the job and
was that a problem and is attitude applicable across all
types of libraries?

The discussions moved on to taking libraries into
public spaces such as the beach or café with opening
hours to suit the user. And then, what about e-mail
services to match? It’s all happening now apparently.

Does the Library and Information Sciences education
system need a shake-up? Put this into the perspective
of the employer demanding some different skills in
their new hires. An example made was to have a
programmer when cataloguing becomes a thing of the
past. The ALA was used as an example to be a
catalyst to consolidate educational requirements.
Why? And why not SLA or CILIP or another body?

Why ALA when it is so US-centric, and could control
global standards. I disagreed. After this was said the
discussion progressed to views aired that the library
education system will be the drivers and use
curriculum from other HEIs. The final statement made
was that even after formal education for this industry,
education on-the-job was a very important factor for
continuing education and development.

Next on the discussion agenda was control over the
physical library and control over the library content. It
was suggested that content was in the hands of the
vendor for databases. The databases were not
intuitive, so use was problematic for the user. The
vendor as traditionally the trainer = problem.
The use of portals to search via one interface is
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already happening, but portals as of now suck (sic)!
Also federated search is no better at this time. The
future lies in the usefulness of the databases and
access to being able to self-customise interfaces with
the use of USB, or the use of cloud technology or a
book. The greatest challenge was seen to be the
diversity of selection for the individual, and that Aurora
as a video medium could turn into a browser for future
information in a training context with customisation
capabilities for the individual.

It was mentioned that vendors had not done the due
diligence towards the client by providing a
fundamentally flawed product and that realistic, solid
returns were required from the vendor. Librarians
should be asking to cross-platform and demand the
product they should be getting. The return provides
accessibility for the user who learns, and that they
should be able to use what the library offers with some
training.

The last question posed was what is an International
Librarian? For me the answer was obvious. The
transferability of our skills across continents, legal
jurisdictions, time and culture is a boundary that has
been overcome by the experienced, as a natural
alignment and not a forced imposition.

23 Things by Harriet Aangard (Sweden), Julio
Anjos (Portugal), Marianne Lokse (Norway) and
Jannicke Regler (Norway).
The 23 Things programmes has been implemented in
a number of countries with slight variation across the
themes. At the start of this session, we were given a
piece of paper so that we could write down 23 Things.
As this was a totally new concept for most of the
audience, it was unclear exactly what Things we were
supposed to write down, and people were querying
this with other for clarification. Did they want us to put
down life skills like learning to drive? The result of
such ambiguity with the request was that many pieces
of paper went uncompleted, including my own. It was
never explained what the 23 Things were.

The speakers went on to explain that they had found
that after asking students to undertake a 23 Things
programme the students said that:
• The work was too much on top of their studies and
so the work went uncompleted.
• The work was given to them too late in the course to
add it into planned work schedules, and they were
unable to complete the task.
The speakers followed through explaining that INCITE
use the 23 Things programme. At this point I was
totally confused.

In Sweden they used the 23 Things programme for
understanding Web 2.0 for staff education. They
explained about different learning styles (read, listen,
see, do) and used NING to set up their programme.
However, staff found the programme difficult because
of time constraints, and so the project had to be

adapted to their needs. At this point, there was a
pause, as half of the room voted with their feet, and
walked out. I was one of them.

I could not see enough benefits to be gained by
imposing this programme on hard working staff and
students; nor could I have justified the costs to
management of implementing it into a higher
education or corporate setting, especially during such
a massive global economic downturn. For me, this
was a luxury fun item, not a must-have to stay ahead
of the game. Disappointing.

Conclusion
I enjoyed the conference and got a lot out of hearing
people’s views in the discussions. It is clear that Open
Source software uptake is now very large, with all
different kinds of organisations implementing it,
inferring a vote of confidence in the technology that is
not impeded by the fact it is free.

I encountered people from all over the world, and it
was interesting to meet people from such varied
backgrounds and organisations.

Many of the delegates I spoke with were first timers,
so they were interested to find out about how Web 2.0
technologies were being used and what ideas they
could take back to their organisations. The
presentations were geared to different levels of
experience, but it was clear that everyone could take
away something new that they had learned at the
conference.

Catherine Cosgrove
Was it worth going? Did I learn anything? Was it
enjoyable? Would I go again given the chance? The
answer is definitely yes’ to all those questions. Of
course as with any conference, not everything was
either relevant or interesting, but much of it was,
although the bias seemed to be towards academic and
public libraries.

The conference, held over two days, was divided into
three tracks, but it was easy to change tracks at any
time as the presentations from each track ended
simultaneously. I attended sessions mainly on Track A
the first day, as they seemed to be aimed at people
using the internet in their work. Track B seemed aimed
more at Academic librarians and track C at people
responsible for building and running websites.

The inspirational keynote address given by Guy R
Cloutier on the first day was attended by all three
tracks. In this we learned we should be happy and
make the world happy for other people. Enjoy your
work and make work enjoyable for those you work with
(including your boss) – you spend most of your adult
life working. To get projects done well and to increase
innovation and creativity you need people, finance and
technology, in that order, but so often finance and
technology are placed first.
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We then split into different rooms and Track A was
treated to a more downbeat address by Stephen E
Arnold on Beyond search: why traditional search is
broken and how it affects information professionals.
People are so busy that information should be pushed
to them – their needs need to be predicted. Google is
what most people think of as search, and anyone can
do it, but no one system can do all searches equally
well.

You need to be able to differentiate between suppliers
– and you must not get taken in by people trying to sell
you information search solutions, they are experts at
selling. Two thirds of people using enterprise search
products are dissatisfied with them – even the very
expensive services. Customer support is very poor –
Google won’t answer the phone. Interestingly Stephen
rejects Web 2.0 as “silly”. Social search is just finding
information and giving it to the person who needs it.

Karen Blakeman then gave us an extremely useful 45
minutes on Search tips in which I learnt several useful
tips that I had not come across before. She has kindly
put her presentation on the internet at
http://www.slideshare.net/karenblakeman

After an overly long lunch break of one and a half
hours, Track A had a panel discussion and question
answering session given by Stephen Arnold, Karen
Blakemand and Helle Lauridsen on Hot topics in
Search and Discovery in which they gave their
predictions for the future.

Overall it was worth going, especially the first day. I
learnt things I could use straight away. I increased my
knowledge of the internet. Where I didn’t understand
something, I at least learnt that there was something
to be understood and I can now go away and find out
more. And I was impressed by many of my fellow
attendees all twittering away on their own laptops
throughout the conference www.twitter.com/IntLibIntl

Clare Sinclair
'Library 2.0 is a change in
interaction between users
and libraries in a new
culture of participation
catalysed by social web
technologies' (Gunilla
Widen-Wulff's
presentation)

The theme of ILI 2008 was
'translating 2.0
technologies for tangible benefits and transparency'.
The conference was indeed international with
delegates flying in from Saudi Arabia, Kosovo, South
Africa—with a significant proportion from Northern
Europe. Keynotes and sessions across the three
tracks were diverse, so I've highlighted a choice few
events:

Opening keynote by Guy Cloutier 'people at the
heart of innovation', life without risks is not a life.
The keynote was arguably not industry or profession-
specific but nevertheless key to web 2.0 and
librarianship – people are behind everything. In this
context, Guy suggested building trust, valuing
differences, listening, and attracting people through
your personal 'energy'. 'What do you want to be
remembered for?', 'who are you?' 'what do you want in
life'? – tricky stuff for first thing Thursday morning. Guy
concluded that we needed to achieve our objectives by
understanding our fears (and create change),
developing our capacity to create and innovate,
networking, and by helping others.

Why traditional search is broken [...] by S tephen
Arnold
Stephen provided some valuable horizon-scanning,
including the potentially lucrative market of eDiscovery
(predominantly email search tools), as well as
embedded search (on mobile devices) and customer
support. The lesson here was that there is a market
for people who understand the market – tapping into
Guy's risk-taking approach. Also, that search is
complex: we are dealing with human perspectives.

Talking of search, Karen Blakeman's 'maintaining
search quality or how to beat the search engine
crunch' was a timely reminder of the cut-throat world
of (search engine) business. Karen outlined the recent
rapid demise and growth of search engines, and gave
expert search tips, including blog and twitter-
searching (try blogpulse or twitterscan).

I also enjoyed Heila Pienaar's 'advance and attack'
presentation on conceptualising a Virtual Research
Environment (VRE) based on a 'malaria research
concept model', then developing the most suitable
online environment to support research practices in
this area.

The shanachie story
The Shanachie tour was born out of the ILI 2006
conference – delegates from the Delft  public library in
the Netherlands made a videocast about the
conference and this  experience spiralled into a
roadtrip across the States filming web 2.0 /library case
studies www.shanachietour.com/. Two conferences
later, the Shanachies were signing copies of their book
for a jostling queue of infopros.

I have two main concerns about ILI 2008: a narrow
focus on predominantly public libraries, and perhaps
an inconsistency between introductions and more in-
depth coverage of web 2.0 tools/topics.

For example, during an e-learning session on the
implementation of '23 things' in several (predominantly
Swedish and Norwegian) libraries, at no point did
anyone really explain what this was or consider the
wider possible applications - could this be used in
other library and information settings?
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I subsequently found out that '23 things' was initially
developed by Helene Blowers working in a public
library in North Carolina in 2006. Blowers created
'Learning 2.0' as a discovery-based learning approach,
and was inspired by the SirsiDynix 43 things you could
learn about web technologies. 23 things provides
users with an opportunity to learn and interact with
web 2.0 technologies over a set number of weeks (the
original programme is distributed under a Creative
Commons license – see http://
plcmclearning.blogspot.com/).

A presentation on a trial use of the free, hosted, social
networking software provider 'ning' (www.ning.com) in
Sweden gave a brief overview – but left me wanting
more. Why ning and not another social networking
service? Shouldn’t we have informed debate about the
pros and cons of hosted sites like ning, facebook, and
linkedin, and the role of open source or commercial
packages?

I felt that there was perhaps there was a missed
opportunity at the conference to transfer learning
experiences across sectors. Hopefully the profession
can learn from experiments in web 2.0 across sectors
and countries in our bid, as Guy Cloutier might put it,
to lead change.

16th BOBCA TSSS Symposium,
Zadar, Croatia
By Lyndsay Rees-Jones

This was the second year that SLA Europe had
supported BOBCATSSS, following an initial proposal
by Stanley Kalkus, Country Rep for the Czech
Republic.  By exhibiting and sending a representative
(who also ran a session - on professionalism) SLA
Europe’s sponsorship was extensive and, as at the
2007 Conference, SLA Europe was the only
international professional body in attendance.

BOBCATSSS 2008 was organized by students
attending library and information science courses at
the Universities of Zadar and Osijek (Croatia), Berlin
and Potsdam (Germany).  The venue was the
Falkensteiner Hotels & Borik Resorts, Zadar, Croatia.

367 delegates came from as far afield as Australia,
Botswana and the United States.  The 32 countries
with a presence were: Australia, Bangladesh,
Botswana, Croatia, Czech Republic, Denmark, Egypt,
Estonia, Finland, France, Gambia, Germany, Greece,
Hungary, Iceland, Italy, Latvia, Lithuania, Netherlands,
Nigeria, Norway, Poland, Portugal, Slovenia, South
Africa, Spain, Sweden, Switzerland, Turkey, UK,
Ukraine, USA

The opening ceremony began with introductions from
the student organisers,  all wearing their black
trousers, shirts and red ties and so instantly
recognisable.  We were then treated to a welcome by

the University President and the regional Government
representative from Zadar, a student choir and a
famous Croatian soloist Barbara Othman.

Some personal observations from attending the event:
• lively students
• supportive lecturers
• stimulating presentations and subsequent
discussions
• limited resources ie. access to stationary
• bright blue skies and gleaming Adriatic
• taciturn bus drivers
• historic Zadar
• the Simpsons is even weirder in Croat!

This was the 16th student-led and student-organised
BOBCATSSS conference and allowing for the
inevitable hiccups that occur at every event (some
more visible than others) there is an overarching
sense of a positive future.  It is exciting that next
generation professionals are so energetic, dynamic
and challenging.  Their confidence and authority -
possible developed as a natural part of their education
- is definitely enhanced by the need to work across
borders and in a language not their own.
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A critical look at the implications of
knowledge management in
government

Summary of research by  2008 dissert ation
prize winner Clare Sinclair

Overview
Knowledge management, informed by the concept of a
global 'knowledge economy' and the ubiquitous rise of
the 'knowledge worker', is commonly cited as a
successful means of increasing organisational
productivity. However, the public sector may not seem
like the obvious home for a market-oriented practice
like knowledge management. This study takes a
critical look at the implications of knowledge
management in government.

This study focuses on knowledge management within
the Department for Work and Pensions. Ten
departmental practitioners and strategists (and one
from the Department of Health) were interviewed on
their contributions to—and conceptualisations of—
knowledge management. Publications on knowledge
management implementation in government were
sourced; and an in-depth enquiry into
‘conceptualisations of knowledge management’ was
undertaken.

In the presentation of results, interviewees’
conceptualisations of knowledge management are
shown as either ‘theory-’ or ‘experience-based’. The
study provides a model for the department which
highlights key ‘enablers’, ‘barriers’, ‘motives’, and
‘outcomes’ for knowledge management
implementation. Several recommendations are made
regarding improving leadership, shared values, and
knowledge sharing in the department.

Case Study: Dep artment for W ork and Pensions
The department is currently one of the largest in
government. Created in June 2001, the department
aims to deliver the government’s welfare reform
agenda through what has been described as a ‘radical
and far-reaching programme of change’. Several
knowledge management initiatives have previously
been implemented within the department—the author
has been involved in an ongoing knowledge
management project.

Public Sector Context
Literature in the field has primarily focused on the
corporate sector—reflecting the foundational role of
consultancies in the development of knowledge
management. Nevertheless, both in theory and
practice, knowledge management has been adopted
worldwide by government departments and agencies.
In hindsight, some theorists even suggest that
knowledge management has always been integral to
government. This is particularly evident in the public
health sector.

As the public sector adopted this management
philosophy, it put a new emphasis on social
responsibilities, as opposed to profitability. Knowledge
management in government has an almost altruistic
ethos. However, this study contends that there is no
shared understanding of what knowledge—and its
management—means to the public sector. Data—the
foundation for knowledge—has been a more critical
issue for government (this is clearly seen in the recent
concerns over data loss and data sharing).

Librarians
Think of the earliest knowledge workers and invariably
we call to mind the librarian (James W. Cortada).
The historical role of librarians in managing published
material may make them natural knowledge
managers. Particularly rich opportunities include
content management, using collaborative
technologies, and managing workflow processes.

Librarianship could include the roles of community
facilitator, information champion, content manager,
web content manager, lessons learnt facilitator, and
knowledge management consultant.
This study found that in the Department for Work and
Pensions, librarians are involved in some localised
knowledge management projects, and are
represented at a strategic level through their
involvement in the cross-governmental Knowledge
Council. Librarians may have a future role in shaping
the discourse of knowledge management.

Stakeholder Conceptualisations
Interviewees can be divided between those who took
an ‘experience-based’ approach to understanding
knowledge management, and those who took a
‘theory-based’ approach. ‘Experience-based’
practitioners saw knowledge management as a means
of improving localised information issues within the
department—through projects to improve access to
‘explicit’ research or management-related information.
They were often cynical of what they conceived to be
primarily a ‘buzz word’.

Clare receiving her award from Early Career Chair
Barbara Robinson
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‘Theory-based’ practitioners had typically been taught
about knowledge management as part of business
management or library courses. They used standard
knowledge management terminology, and framed their
understanding within the broad history of knowledge
management. They perceived that there was much
confusion over the best understanding and usage of
the term ‘knowledge management’.

A Model for Knowledge Management
The study developed a four-way model of knowledge
management, comprising ‘motives’, ‘barriers’,
‘enablers’, and ‘outcomes’. The model explains the
factors that lead to positive and negative outcomes for
knowledge management initiatives.

1. Political events, such as the introduction of new
data protection laws, shape the boundaries and
responsibilities of the public sector in a cycle of
continuous change;
2. Continuous change—when interpreted as
organisational instability—and a high level of
accountability lead to risk aversion;
3. A risk-averse culture inhibits staff from committing
resources to projects;
4. Alternatively, localised problem solving initiatives
flourish;
5. Small-scale projects solve local information
management problems  as intended, but they are not
able to tackle wider knowledge sharing issues. They
may be more vulnerable to machinery of government
changes.

Conclusions
The study found that interviewees anticipated a role for
knowledge management towards supporting
knowledge sharing and cross-government trans-
formational agendas. There is a trend towards inter-
disciplinary and cross-departmental working, which
suggests that contributors to knowledge management
strategies will offer a wide range of expertise in a
variety of roles.

Knowledge management plays a valuable role in the
Department for Work and Pensions, and perhaps
more widely in government. The fact that knowledge
management projects - however they are termed - are
being continuously created in different silos throughout
the department, suggests that there is a genuine
desire (whether articulated or not) for better
knowledge management. In particular, there is a future
for projects which continue to provide better access to
information, and better knowledge sharing.

However, practices are fragmentary - and enhance
rather than challenge cultural limitations to knowledge
sharing. In this context, a vision for knowledge
management (sensitive to localised interpretations),
strong leadership, and cross-government strategies in
tune with wider government agendas, are vital.
For further information, please contact
claresinclair@gmail.com.
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