


as any other and can be just as difficult to
live with. When this position sometimes
becomes frustrating, I remind myself that
managing change is as important a part 
of my job as teaching legal research or
answering reference questions. I embrace it.

Many of my peers are also embracing
the bridge. Ronald Wheeler, associate
director for public services at Georgia State
University College of Law, finds it surprising
that he is a catalyst for change in his library
since he is also resistant to change. Wheeler
admits that he is driven by routine and a big
fan of tradition. But he isn’t afraid to move
outside of his comfort zone. 

“My life’s experience has taught me 
that there is almost always an easier, faster,
better way to do things, and that better 
way usually involves technology that I am
unfamiliar with,” Wheeler says. 

He adds that he is open to new ideas
and is not afraid to work under the tutelage
of younger, Millennial librarians, who he
finds are usually more “tech savvy” than 
he. It does not bother him that he is often
not the “innovator” of new processes in his
library or that learning new technologies
can be challenging. “I’ve learned that after
the initial uncomfortable learning curve,
the payoff can be very high,” he says.

Michael Tillman-Davis, a reference
librarian also at Georgia State and another
Gen X librarian, finds the position between
generations of librarians to be one with
great developmental potential. Tillman-
Davis, a newer law librarian, says, “The

tutelage of the older generation of librarians
has been invaluable. I have learned the
value of using the print materials to identify
other relevant materials and the importance
of print materials for understanding the
context of a case or statute. Gen Y
librarians are more comfortable with
technology and offer an opportunity to
learn new research methods and resources.
This allows me to better perform my
primary responsibility—faculty research.
Through my tutelage from both groups 
I am comfortable and capable using the
numerous research resources.”   

Andrew Pulau Evans, head of reference
and government documents librarian at
Washburn University Law Library, extends
his “bridge” mentality to his teaching. 
As a means of making a connection
between the print resources taught by
research and writing professors and the
electronic legal resources he introduces, 
he captures students’ attention with music.
With P. Diddy representing the new and
Led Zeppelin representing the “old school,”
Evans uses these tunes to emphasize the
idea that traditional legal research tools and
electronic versions must be used together 
to develop an effective research strategy.
The value of being on the generational cusp
is endless. One need only recognize it and
seize the opportunities. ■

Lauren M. Collins (collins@law.duke.
edu) is a reference librarian at Duke
University School of Law Library in Durham,
North Carolina. 
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learn more about information from the
librarian’s perspective, we were studying
human-computer interaction and the
economic implications of changes in the
format and flow of information. This is a
perspective that none before or after the
“information revolution” can possibly have,
which gives me not only the opportunity,
but a responsibility, to help those on either
side of the divide bridge their perspectives.  

A bridge is synonymous with change. 
It is the means of getting from one place to
another, possibly dissimilar, place. One of
the most challenging parts of accepting
bridge status is becoming acceptant of
change. In her book, Retiring the Generation
Gap: How Employees Young and Old Can
Find Common Ground, Jennifer J. Deal
reports the survey results of more than
3,000 corporate leaders aimed at testing
generational stereotypes in the workplace.
Deal and her colleagues found that we are
more alike than different.  

Summarizing her findings for Moving
Ahead Newsletter, Deal reports, “Everyone
wants to be able to trust their supervisors,
no one really likes change, we all like
feedback, and the number of hours that you
put in at work depends more on your level
of organization than on your age.” Though
findings may show that none of us like
change, Gen Xers, who have lived through
so much of it, have had to accept it for
much of our lives. This fuels the expectation
that Gen Xers are agents of change in the
workplace, which is as much a stereotype 
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attorneys, students, professors, judges, etc.
This provides us with a great opportunity 
to identify our current good customers,
defined as those who provide lots of
meaningful repeat business.  

Within this group, identify those who
are influential within their peer groups—
this may not be because of a title or
position, but may more likely be due to
involvement with others—and those
customers with a large group of contacts
within your customer base. These are the
people to target first as your potential
champions.

3. Develop a message. Messages that
are clear, strong, and simple are easiest for
your word of mouth champions to deliver
to others. The library staff needs to develop
a specific message, or messages, to share

with your champions so that they can easily
spread the message to their colleagues.   

4. Talk with your champions. Hold
conversations with those you identified as
potential champions. You may start by
asking for feedback on library products and
services. If you determine that this contact
will indeed make a good champion, explain
your objective, ask for participation, and
provide your message. Then touch base with
your champions periodically to strengthen
your relationship and the champion role. 
As through the entire process, honest and
transparent communication is required. 

5. Success stories. Actively collect
success stories from your customers. 
This can be done through face-to-face
conversations, through a short follow-up
survey regarding work produced by the

library, and by asking who else would
benefit from knowing that the library
provides this type of service. Success stories
can be used to advertise the library by
posting on the library’s intranet site,
inclusion in newsletters, in developing 
word of mouth messages, and as examples 
in orientation and other training sessions. 

As part of your marketing program, 
you are probably already providing quality
products and top notch customer service,
training and orientation, an intranet site,
newsletters, and current awareness tools. 
It may be time to think about adding to
your marketing mix with a word of mouth
marketing program.  ■

Cindy Spohr (cindy.spohr@lexisnexis.
com) is senior director of the Librarian Relations
Group at LexisNexis in Fort Wayne, Indiana.
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