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A. Target Group


Conflict Resolution Center designed this session for school and public library employees.  Both library settings compare because they primarily serve a clientele of children and adults. 


School library personnel comprise of the principal, school media librarian, library aide, and student aides.  The principal governs affairs of the entire school.  In many cases, the credentialed school media librarian handles the library alone.   For the approximately 50% of schools without a media librarian specialist, the library aide assumes responsibility.  The library aide is often a paraprofessional, an individual who obtained an Associates Degree.  Students who maintain satisfactory citizenship and a “C” average may earn academic credit as a library aide.


 At the public library, the branch manager/city librarian, certified librarians, paraprofessionals, and volunteers take on daily operations.  The library manager’s role significantly contrasts from the principal.  Instead of dealing with the affairs of the larger school environment, the manager only maintains control of the library itself. The city librarian’s responsibilities differ from the branch manager with the need for ongoing contact with city officials, recreation center directors, and the Chamber of Commerce for financial support. Both the city librarian and the branch manager take charge of library business such as collection development, budgeting, staff evaluations, and other personnel issues. When few certified librarians are employed at a small public library, they end up doing everything from circulation, cataloging, reference, children’s services, etc.  In slightly larger facilities, certain librarians will specialize in certain fields of librarianship. Library clerks, assistants, and aides, and pages are regularly employed at the public library, unlike their school paraprofessional counterparts.  Assistants and clerks complete duties such as copy cataloging, acquisitions, and assisting in children’s services. Library aides primarily run the circulation desk, while the pages mostly shelve the books. Aides and pages fulfill greater responsibilities at locations with undersized staffs.  For example at the Irwindale Public Library, the library page worked at the circulation desk, assisted with oral histories, completed senior citizen outreach, and shelved books.


At the school library, the working relationships are interconnected, yet follow a hierarchical pattern.  Even though the principal has the final say on budgetary matters, the administrator seeks advice and consent from the librarian, teachers, and parents.  The school media specialist performs duties with little oversight from the administrator. Periodically, the principal will evaluate this individual’s performance.  Even though the school media specialist achieves a status equal to teachers from a teaching credential and library science authorization, the individual can not encroach on teachers.  The educators themselves must enlist the services of the media specialists to assist in refining lesson planning with the technology and literary resources available.  When the teacher sends a classroom of students to the library, the media specialist often trains them on information technology. In “one shot reference” sessions, students learn proper citation, browsing strategies, and source evaluation.  If a media specialist is not hired at the school, the library aide will take care of business mostly in isolation. These technicians see to circulation and acquisitions to keep the library afloat.  With limited guidance from the head librarian, student aides learn to work independently as well.  They will do errands, answer phones when the adults assist classes, and shelve books and operate the circulation desk.


The work environment at the school is rather confined.  Computer stations, tables with chairs, and couches are available for student use.  The library will also have some shelves of reference items and books related to the curriculum.   Throughout the school day, students will occupy space with limited adult supervision.  Perhaps, a small office may be available for the school media specialist.  The adult employees often eat lunch at the main staff lounge.


At small libraries, the staff comprises of 5-10 people. The relationships are few & intimate, but the librarians do not work in seclusion.  While the school media specialist is usually responsible for almost every aspect of librarianship, the jobs at the public library are delegated among the library staff.


The surroundings at the public library differs in that all the activity occurs in one building. Adult as well as children’s items are available.  More computers, AV, reference materials, and books are on hand.  The staff lounge is often situated in one small crammed space.  At the Charter Oak Public Library, the room included the branch manager’s desk, a Xerox copy machine, refrigerator, and no place for a table to eat or relax. The set up is pretty similar at the Irwindale Public Library.  

B. Problem Statement
Twenty-five years ago Barbara graduated from high school and started searching for a job. Eventually she found a position as a page at the Los Angeles Public Library. Through the years she worked her way up the ranks getting promotions on a regular basis. She was first promoted to Library Aide then to Library Assistant I. Eventually Barbara worked her way up to the rank of Library Assistant IV, which is slightly under Librarian I in her library system.

Jane is a twenty-five year old professional librarian. She recently graduated from the San Jose State University School of Library and Information Science’s satellite program at Cal State Fullerton. Despite having no practical library experience, she was hired at the Los Angeles Public Library as Librarian I, as the only requirement for this position is a MLIS degree from a library program accredited by the American Library Association. 

As a Librarian I, Jane is now Barbara’s boss. Barbara feels resentful toward Jane because Barbara felt she earned her place in the library system through hard work, dedication, and experience. She feels that Jane simply went to school for a few years and cannot understand why Jane is now her boss despite having no experience as a librarian.  

Because Barbara resents Jane’s position as her boss, Barbara has started to slack off, take extra-long lunch breaks, and does not perform her job as well as she used to. She has even started gossiping about Jane when Jane is not within hearing distance. Barbara believes she would be a much better librarian than Jane because she has 25 years of experience behind her while Jane simply has a fancy degree. Jane feels that Barbara is not performing her job to the standard she is expected to and feels that Barbara is deliberately not fulfilling her duties in order to make Jane look like an ineffective manager.

Jane has no idea why Barbara is so resentful toward her and Barbara tries to avoid Jane as much as possible, frequently making excuses to leave the library, to be in different rooms than Jane and to make Jane’s job as difficult as possible in the hope Jane would either quit or transfer to a different branch.

C. Brochure
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D. Literature Review

Conflict can develop between staff and patrons of libraries.  How to address these conflicts has been the subject of much study.  Some conflicts can be resolved, and others only managed.  Edwards & Walton discuss the difference between conflict management and conflict resolution in their article regarding academic libraries. Unlike conflict resolution, conflict management encompasses background aspects of conflict such as costs, sources, and benefits. Causes of conflict are also discussed. An interesting point brought up in the article is that not all conflict in the workplace should be considered negative. 

Conflict management techniques that are described include: accommodation, avoidance, compromise and collaboration. Three examples of conflicts within academic libraries are analyzed. Within the examples several types of struggles are illustrated.  In the library setting, lack of communication, rivalry, lack of direction from supervisors, anxiety about job loss, and differences in individual backgrounds are cited as common sources of conflict.


Often, third parties must be called in to help resolve or manage conflict.  In an article by A. Kruse, the author examines the differences between types of interpersonal conflict:  “content-only,” “relationship-only,” and “content/relationship.”  Most workplace conflicts are “content/relationship,” in that they involve ongoing relationships, but the main reason for the relationship is to suit common business purposes. “Relationship-only” conflicts would involve situations where the relationship is of primary importance, and the content secondary, such as an argument between relatives.  “Content-only” conflicts are characterized by those which do not involve an ongoing relationship between the parties.

The author also examines the differing types of third parties that manage conflicts: arbitrators, whom she recommends only for “content-only” conflicts; “mediators” and “facilitators,” who are recommended when relationships should be preserved.  She also relates these to the two types of negotiation: “Position-based” is usually a “win-lose” effort where each party concentrates on defending its position, or seeks to use it to their advantage.  This type is commonly engaged in by the managers of business entities, because the rules rely on legal precedent. “Interest-based” negotiation takes the needs and interests of both sides into account to work for a mutually agreeable solution.  The author makes clear her opinion that the latter method is superior, and should be the preferred course as it allows for learning to take place.  


The fast pace of evolving technology in libraries is also seen as a source for conflict within libraries. With the transitions to new automation systems, upgrading to the latest media types, and staff restructuring, library staff has been required to learn and adapt to change at fast paces. M.P. Hudson, in an article on this subject, suggests that library management understand and relate to the changes in process that are affecting their staff. Communication is stressed as an effective tool for library management to resolve this type of conflict. 

Hudson writes that library managers must understand the difference between transition and change. She describes transition as a process to which individuals will respond at their own pace. Change is described as an external process relating to the specific situation and does not affect the individual. Suggestions are made for creating a positive climate for staff that will be affected by change or transition. 

Author B.A. Osif also advises managers in regard to workplace conflict in her article on how personality factors affect employee relations.  Osif begins her article by discussing various facets of popular culture such as comics, television shows, and movies to highlight the commonality of workplace conflict and the challenges of dealing with co-workers. She uses a variety of sources to stress the role our personalities play when interacting with others, the importance of civility, and the role our consciousness plays on our behavior with others. 

Osif highlights the importance of teamwork and to be aware of how one’s actions affect other people. She believes that management must look at itself when attempting to diagnose the sources of workplace conflict, in addition to the employees themselves. Management must both empower and rein in employees, while at the same time setting reasonable expectations about performance.  


Debbie Schachter, in her article on difficult employees, also addresses the importance of management’s role in dealing with conflict in the workplace.  She states that it is the manager's duty to identify and attempt to find solutions to problems that may arise between employees. When attempting to identify a problem, she recommends that meetings take place in a neutral location, and that the employee’s awareness of the problem be ascertained. Management and workers must then work together to come to a common understanding of expectations. Management must also be aware of the impact it has on employees. Perhaps management could be the source of a problem and the employees negatively affected.  In order to avoid confusion between acceptable and unacceptable behavior, management must clearly state prohibited behavior in written human resources policies.

Schachter believes that ignoring problems will cause employees to lose motivation, become sloppy at their tasks, and to become disloyal to their employer. Employees may also take long leaves of absence due to stress and their quality of work could decline, creating an incentive for management to resolve such problems as quickly as possible. In the event an employee must be terminated, Schachter states human resources and legal counsel should become involved and this solution should only be a last resort. In this case, the employee should be referred to services available to them after employment.

Conflict among staff can go unaddressed if some staff feels they have little or no power.  Martha Parsons, a library specialist, comments on the involvement of library support staff on the decisions impacting libraries nationwide.  She finds that it is rather sparse.  Parsons cites that, of the 400 members on the ALA Roundtable of Library Support Staff Services, only 20 are paraprofessionals. Parsons recommends that library staff needs to be actively engaged in the legislative process if they wish to change their working conditions.  The 2003 ALA publication of Congress of Professional Education: Focus on Library Staff Support Publication (COPE 3) reveals ways in which library staff can participate more in professional affairs. Parsons highlights useful suggestions such as participation in statewide support staff groups, writing newsletters for library publications, and speaking at library conventions.  

One way conflict can be minimized is to optimize conditions for staff so that morale can be maintained.  Jennifer Rowley, in her article, emphasizes the value of staff motivation for maintaining library operations.  She advocates “Total Quality Management (TQM)” as a way for library managers to motivate their employees.  TQM derives from a focus on patron services, employee involvement, reduction of waste & errors, clear evaluation, and continual improvement.  Rowley elaborates on theories and ways in which employees are motivated to perform their jobs.  Among the important considerations she cites are:  financial rewards, promotion, and advancement; a clear evaluation process; a need for social acceptance; job enrichment & rotation; a feeling of worth and accomplishment; High interaction & decision making among management & staff; and, for school and public librarians, positive & regular interactions with the public.

An article by Thomas Berstene characterizes conflict as a dynamic process that can be used for productive ends.  The author views conflict in a group setting as an indication that change needs to be implemented.  He differentiates conflict which promotes constructive change from destructive conflict.  He relates constructive conflict to the issue of power:  Where power is used lightly, with concern for satisfying, as much as possible, the interests of everyone in the group, it is most successful.  By understanding and addressing the motivations of individual group members involved in the conflict, those in the position to make decisions can use the substance of the conflict to inform constructive change.  The author offers recommendations for understanding and using power effectively in a group setting. These essentially consist of listening to others and validating their point of view while seeking consensus, emphasizing the positive, and actively envisioning and planning for the outcomes one wishes to occur.  

One common source of conflict in libraries is the behavior of children.  An article by K. Ishizuka reports on a particular library’s controversial measures to address the problem.  


Joliet Public Library’s policy to card rowdy kids has been met with controversy.   Some teenage behavior has resulted in patron complaints.   These complaints concern specific problems such as graffiti, noise and loitering from these teens. According to the policy, after 5 p.m., any teenager who fails to show a library card or school ID will have library privileges denied until a parent is called. The library board, along with local school boards and neighborhood communities designed this policy to deal with serious problems resulting from loitering teenagers. The controversy is that it violates the principle of anonymous access to information.  Advocates for young people feel that this policy unfairly discriminates against teenagers. This policy will only be enforced from January though March, when students are completing school research projects. The carding policy is still in its experimental stages.   At the time the article was written, there had yet been no word of the policy’s success or failure.


Another author proposes a less punitive route to managing conflict with young people.  In this article, author P. Jones promotes the idea of building constructive relationships with youth. This in turn builds trust and fosters community.  He specifically cites public and school libraries as being the places where librarians have the most contact with young people. Internet access represents one possible conflict. Internet access gives kids 24-hour information access, so there might not be a need, in their minds, for public and school libraries. However, human contact is needed for information literacy as conflicts can be created by students not knowing how to properly navigate the Internet, for instance.  Involving young people in library decision making, peer mentoring, and creating reading programs are some conflict resolution methods.  He cites several successful programs where teens have worked with libraries. The basic point he is making is that if librarians reach out to kids, problems with them will likely be minimal.  Busy kids tend to stay out of trouble.


Most of the articles summarized here agree that taking the positive view, examining closely the components of problems, and involving everyone in solutions is the best course to take for addressing workplace conflict.
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E. Problem-solving Activity Description
Our focus highlighted public and school libraries as these libraries are our specialties. The scenarios and role playing activities use real world problems in public libraries. School library conflicts offer much ambiguity because every district and grade level are different. In turn, public library conflicts offer a more realistic portrait for conflict resolution.


Using different scenarios, the class separates themselves into small groups. Within those small groups, each member plays a different role, including library director, head librarian and disagreeing parties. Following the flow chart on the graphic organizer, each group identifies the problem and continues each step to reach a successful or win/win solution. If a successful solution was not reached, parties could use the flow chart to see where they went wrong and take action to correct the problem. If a successful solution was reached, parties could refer back to the flow chart and use methods for future conflict resolution. The flow chart method works best with major disagreements like those conflicts presented in out scenarios. However, petty arguments should not be ignored as they may lead to larger problems. Usually these small arguments solve themselves. 


Small group interaction offered a more collaborative approach. Working with small groups, discussion is less intimidating. As a result, more participation from all students shows up. Another benefit from small groups is less boredom. Sometimes in large groups, only a few students participate. We wanted an activity where each student actively participated. Offering a variety of scenarios rather than only one problem showed participants how different kinds of conflict can be resolved.

F. Problem-solving Activity Materials
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G. Evaluation Form
	Group 3 Evaluation Form
	YES
	NO

	1.  Did you find the content of the workshop useful? 
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	         Comments:________________________________________________________

	2. Was the workshop well organized?
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	Comments:______________________________________________________

	3.  Did the activities help you better understand the topics                                           being discussed?
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	Comments:______________________________________________________

	4. Were the handouts clear?
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	Comments:_______________________________________________________
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H. Group Project Reflections
Colleen Conner

I feel the group worked well together to complete each task required for the final project.  It was difficult at times to collaborate using online communication only.  It is interesting to me that we overcame some of the obstacles of not meeting face-to-face, for a communications class, and were able to pull together.  We had some technical difficulties as a result of using Elluminate.  The difference in technology makes the simple text-based chat on Blackboard seem uncomplicated and more straightforward.  One of the disadvantages of using Elluminate, that I found was, when you want to review the session you have to listen intently to locate the section you are searching for.  It is much easier to scan the text of a chat and locate the information.  

I once complained about having to do group work in the SLIS program, but someone pointed out to me that “in the real world” we must communicate and accommodate with groups of people all the time.  Working in teams in libraries is important.  I often find myself communicating with co-workers in satellite offices via the internet and never meet them in person.  There appears to be much research on the impact of change in libraries leading to conflict.  This was referenced for all types of libraries, large and small.  From my personal experiences, I know that conflict can be big or little, but it affects everyone.

I was not surprised by any of the comments made by my classmates about our group presentation.  It was interesting to read that there were mixed feelings about our group activities.  During the presentation I felt the class was responding well to the activities and there were many interesting comments brought up during the discussion portion.  I was surprised at the reaction to our classmate Amy providing the class with recycled paper handouts.   

Almost all of the reviews were positive regarding our handouts.  The evaluation form we created gave us some helpful comments that I’m sure would be useful for any of us participating in another in-class presentation.  For the brochure, I researched several types of brochures that I could find from consulting firms and found most were used as advertising tools that contained very little detail.  For the purpose of this assignment I tried to create the professional side of our consulting firm as well as include some of the steps we were presenting to the class.  Overall I enjoyed working with all the members of Group 3.

Group Project Reflections
April Geltch

Dr. Jefferson, I beseech you.  Make sure to emphasize the importance of having at least two class meetings for the course to the heads of San Jose State.  It seems like the university is working on the cheap.  Interpersonal communications is a course where students need to physically meet, as well as interact online.  It would have been easier to have assigned responsibilities at a class session at the beginning of the semester.  In Jefferson’s Library 210 course, my collection group read through and decided on tasks at the first meeting.  This provided me the necessary autonomy to complete my portion of the assignment with little confusion.  I only needed to virtually contact my group members to answer specific questions.


Despite the challenges of interacting almost exclusively online, Group 3 overcame distinct challenges with flying colors. First, Amy planned and took a two week vacation from June 25-July 8, shortly before our class meeting.  We stepped up to the plate to insure Exercise 3 and task delegations for the presentation were completed before Amy left on June 25.  The first Elluminate session was simply a pain in the neck. It took up to 45 minutes before everyone could get on the same web site. I was pleased and surprised at how my classmates waited patiently for those caught up in these technical difficulties.  Once we determined what needed to accomplished, each group member completed the assigned work accordingly.


I mostly agreed with the comments on the student evaluations.  I thought Josh did an outstanding job creating the PowerPoint.  These slides gave the appropriate feel for the topic. I think an additional early slide stating the goal of Conflict Resolution Center is to assist school and public librarians on common problems would have clarified some of the confusion regarding the identity of the target group.  I concur with literature section being too general; however, physical meetings before the presentations would have improved that portion of the presentation. .  Each group member could have evaluated all the readings at the same time to better determine which ones would fit within the larger scheme of things.  If I had a little more time to evaluate the PPTS, I would have suggested adding titles and authors of the most relevant articles for a better point of reference. The memorable part of our presentation was the ways the scenarios and conflict resolution guides assisted students in identifying problems and finding solutions. The class seemed thoroughly engaged during this segment.   I also concede with the need to include the role playing scenarios in the slides and to add a blank template of the Stages of Conflict handout with on the front and a description of each stage on the back.


I questioned a few of the comments.  Some people, particularly some of our introverted group members were extremely anxious before speaking.  I know I was nervous, and stuttered a little more than usual. I’m sure that was true of the presenters at large.  I did appreciate the specific examples of reading the notes or not speaking loudly enough.  However, the comments of “unenthusiastic and boring” were too critical. The vocal tones of some of the speakers were the result of nerves more than anything else. A couple of students commented on how the scenarios were too general and simplistic.  Perhaps, adding research findings of the regular occurrence of these events would have eliminated that criticism; however, I still disagree with this basic assessment.  Many public librarians, in particular, confront the issue of recognition, pay, and working conditions addressed in our problem solving activities.   I dispute the critiques of the brochure all together.  Since this a classroom environment and not a business setting, I do not think the use of recycled paper should matter. Aren’t we striving towards being “a green” society?  I thought the brochure included clear fonts and creative lay out. When people actually take the time to read the brochure, they will find the appropriate information.  I only thought a few websites for additional information on conflict resolution on the last page would have enhanced it even more.
Group Project Reflections

Joshua Murray

I was very pleased working with this group. I was very pleased with the way it turned out, considering the challenges of collaborating online. Another session would have been very helpful but I understand how challenging this would be during the summer session’s time constraints.

I was very glad to get into the conflict in the workplace group because I feel this is one of the most visible and troubling kind of conflict. This is because you cannot avoid the workplace and must show up every day with a big smile on your face. Everyone has workplace conflict issues but not everyone will admit to them or even attempt to resolve their conflicts.

During our first elluminate session, some technical issues arose and nobody was able to log in. We eventually overcame these technical issues to have a very informative and helpful session. We found that our group members were able to collaborate via email and we soon found that when a solution was found everyone was able to find their way into the chat room.

I believe that ideally, we would meet in person at least once, preferably more than once to collaborate in any group project. This is an ideal situation and I realize that the class format makes this very difficult, as we have our own schedules and do not all live in the same community. It is very difficult to collaborate virtually. However, considering these challenges, we somehow found a way to work together in a virtual environment. This may help us in the future because technology is making every aspect of our work more virtual.

I was a little surprised to read the comments our classmates wrote in our collected evaluations because they were almost all positive but when I read the comments they turned into Dr. Jefferson, I felt they were more negative than how they wrote when the knew we were collecting the comments. I suppose this is only natural because nobody wants to say anything negative when the comments can be connected directly to that person.

I appreciate the fact that my group members opened up their portions of the project for questions and comments. This allowed us to coordinate our individual portions so each section flowed well. During the PowerPoint portion, for which I was responsible, my group members sent me many suggestions to assist me in this process. This not only let everyone know what I was thinking about the direction we were taking but also let me know what they were thinking about the direction they wanted to go in. If we did not discuss the portions other members were responsible, I believe our final project would not have flowed smoothly and would have seemed choppy.

Group Project Reflections  
Jason Phipps

This project was tough to get started.  Our group members had never met in person before the class presentation, and this affected our ability to work together.  There was no acrimony, but I felt we all struggled to make sense of the assignment.  I, for one, would have liked more instructions than the minimal ones that were given.  The Elluminate sessions were awkward, as technical issues intruded on the flow of our communication.  

I am not creative in regard to coming up with ideas for a workshop, so I was glad to take the responsibility for the literature review, where I could use my talent for writing and editing.  Still, the initial result was awkward.  Each person was to pick two articles related to the subject on their own, and submit summaries.  At the time we had our first Elluminate session to discuss this idea, I gathered that none of us had clear ideas of the major components of conflict.  If we had outlined that as a goal before undertaking the Elluminate session, we might have been able to delineate responsibilities for article reviews to focus on these particular components.  Then again, it is no guarantee that we could have found suitably succinct articles in the peer-reviewed literature, which appears to be rife with long, dense analyses.  I was able to use five of the articles for the presentation. These had elucidation of components of conflict that matched well with many of the ideas given in the textbook.

The evaluations from our fellow class members were fair, in general, though many seemed to value style over substance, judging from the content of their comments.  The two lowest grades we were given (6.3 and 6.7) should not have counted, because the evaluators failed to make substantive comments justifying them.  The one who wrote “what materials?” for that section of the evaluation was clearly not paying attention.  Perhaps an instruction to the class saying that the comments should support the grade given would have led to more thoughtfulness on the part of these evaluators.

I am glad to see that one evaluator said they “really liked” the literature review.  I worked hard on it, trying to connect the commonalities among the ideas of the authors represented.  One evaluator said that the literature review was “very dry,” to which I can only respond that the subject itself, as written about in academic literature, is “dry.”  I thought I used accessible language throughout the presentation.  I would challenge another evaluator, who criticized my reading from notes, to attempt to memorize the important points and tie them together in a way that the audience can follow.  I wonder if I would have received more positive comments if I had broken up the one PowerPoint slide to give each major point a slide of its own.  The substance of my presentation would not have changed, only the visual aid.  

Overall, the project went fairly smoothly.  This is due, in part, to April Geltch ably taking the leadership role from the beginning, and ensuring we were all on the same page.  
Group Project Reflections  
Amy Swindler
Overall, our group accessed our strengths. While some were quiet and took on academic centered responsibilities, others took on active and vocal parts. Like my other group members, I do agree that some comments were overly critical. Academic librarians tend to grade differently than school or public librarians. As a whole, school librarians have been the least represented specialty in my general education library science classes. Therefore, class critiques were probably based upon these specialties. 


Despite previously mentioned technical problems, our group was able to communicate on a regular basis. Each person volunteered for the job best suited for their strength. Blackboard helped us pace ourselves and set deadlines. April’s leadership role helped tremendously with the pacing. Our group was very accommodating towards the vacation that I had planned before summer schedules were posted. Getting started right away helped with editing and finalizing. We had extra time to review and make corrections if necessary. Our group stepped up to their responsibilities with very little arguing. We did have problems with understanding some directions and exactly how to present certain portions. Our second Elluminate session provided extra time to work these uncertainties out. Again, technical problems appeared when I lost the connection and couldn’t continue our session.


Evaluators should have looked at the presentation as a whole rather than nitpick each individual style. As April mentioned, some people are not natural speakers. They should not have been penalized because they contributed in other ways. I also disagree with the comments towards recycled paper. I would like to know if this evaluator works with a limited budget. My library supply budget for the year is $100 for 800+ kids. Every year towards the end of the school year, we run out of paper. Teachers pay out of their pocket for additional supplies including paper. Budget is a huge problem with school and public libraries. We did bring this up with our post it notes problem. It may seem petty, but it really is a problem. My whole school communicates via email to cut down on the paper problem. The same may be said for this program. Most if not all course documents are posted via Blackboard. If students want physical copies, they have the option to print it themselves. I really feel this person was just nitpicking. I do not agree with comments such as “uninteresting and boring.” In all honesty, each group had a portion that did not appeal to me either but I didn’t write “uninteresting or boring.” There is always going to be academic focused information that is dry. 


I feel that an additional in class session would have helped clear up some misunderstandings among group members as well as class members. Perhaps clear rubrics, expectations and examples for project evaluations would help. As Jason mentioned, there was a lot of ambiguity with the grades. Rubrics and examples are used with just about assignment at my school. It helps a lot because kids are aware of what exactly is expected of them. They tend to provide a better quality of work when rubrics are provided. 

B. The head librarian places you at the reference desk for eight hours a day, four days a week even though your job title is Children’s Librarian – you have only one day a week to perform your duties as Children’s Librarian. The city council is upset that children’s services at the library are declining and place blame on you, the city’s only Children’s Librarian.








C. You are a Library Assistant who has worked in the library for 25 years –starting as a page and working your way up to Library Assistant III, the highest grade of Library Assistant. Jane is 25 years old and she was just hired directly out of SJSU’s library program as your supervisor despite the fact she has no library experience. You feel animosity toward her. The head librarian does not take your opinions into consideration when making decisions.








D. You are one of two bookmobile librarians in a medium sized city. To save money, the city has promoted a Library Assistant to run the day to day operations of the city’s entire bookmobile program because they do not consider bookmobiles to be genuine libraries. Despite outranking the Library Assistant, you must now take orders from her.








E. You feel resentful because the head librarian in a county system is upset that your library has a much higher waiver rate than another library in the system despite the fact your library is in a much poorer city than the other library.








F. Another page gets a promoted to Library Assistant despite the fact you feel you are better qualified for this position.








A. You are a part time page and your hours are cut while another page’s hours are increased.








Define the problem:





Accept Or Reject The Solution:





Evaluate The Solution:





Test The Solution:





Examine Possible Solutions:
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