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Providing good reference service is one of the basic building blocks of librarianship.  It is based on a web of communication between user and librarian spun on the principles of determining and meeting user needs.  The basic cycle for this is best outlined by Grover and Carabell (1995).  The four phases of the user needs cycle are diagnosis, prescription, treatment, and evaluation.  Diagnosis consists of a librarian determining the exact information needed by the user and what delivery method would be most appropriate by which the user will receive the answer.  Prescription is when the librarian selects the information itself and the delivery method.  Treatment entails the actual delivery of the information to the user.  Then, the librarian concludes the cycle with evaluation, whereby he or she determines if all the user’s needs were met.  If the cycle is successful the first time, the user and librarian part ways; if not, the cycle is begun anew.  Of the cycle, the diagnosis phase is the most important because it can set the stage for the success or failure of the other three phases.
This paper outlines several tasks that are used during each phase through a case study example of a researcher and user relationship.

Subject Profiles
Sam, the user, is a 27 year-old writer.  His current project is a study of science fiction television and motion picture saga cells.  A saga cell is the explanatory material, either visual or aural, at the beginning of the project that orients the audience in the story and sometimes introduces main characters and plotlines.  Examples include the voice- over in the classic Star Trek opening credits or the scrolling text at the beginning of the movie Star Wars.  
Sam’s multifaceted need was related to the copyright permissions associated with each project that he wishes to discuss.  Specifically, he needed to know how much of each saga cell can be quoted within the terms of fair use and what will require permissions from each company.  Additionally, he needed to know what to do in cases of companies that no longer exist.
The author of this paper is the researcher who assisted Sam in his search.  She is a librarian who currently works in a small, rural public library where she has been employed for four years.  She is also a master of library science student who is approximately half way through the degree program.  Her duties at the library do normally include reference work.

Needs Discovery
Although Sam and the author have a long history of communication, it was still necessary to use the needs discovery cycle to come to a clear understanding between them.  This association is akin to a librarian serving a patron with whom there is a long-standing relationship.  Even though there have been prior interviews, new knowledge is required for each new service encounter because every information need is unique.
In Sam’s case, his first need statement was merely, “I need some copyright information” with no elaboration.  At this point, the researcher suspected Sam’s need was perhaps not even clearly known to himself because of the broadness of his first statement.  This situation is well addressed by Taylor (1968).  Using the four Q levels of query clarity, with Q1 being the vague unvocalized need and Q4 being the clearly vocalized compromised need, Sam seemed to be at level Q3.  His need was to a spoken point, but it was not yet clearly defined for effective searching.
In order to successfully draw out information from a user as to the nature of his or her needs, librarians should not hinder the process by asking closed questions.  As defined by Dervin and Dewdney (1986) closed questions are those that limit users from elaborating their needs.  First, they limit the user’s response to yes or no.  Second, closed questions also make assumptions about subject matter.  In Sam’s case, a closed question after his first statement might have been, “Have you checked the back of the title page?”  This question assumes that Sam was looking for copyright information about a specific material.
By contrast, open questions allow for more than just a positive or negative response.  For Sam, this might have been, “What sort of copyright information are you looking for?”  Yet, this question still makes the assumption that Sam has initially asked for the right sort of information to fill his need.  It later became apparent that Sam really wanted information on “fair use” which is subtly different from “copyright.”  However, by employing a specific kind of open question, the neutral question, the researcher opened the way for Sam to elaborate on his situation.  She asked, “Can you tell me more about why you need this information?” which gave Sam room to talk about the specific needs of his project.
The format of the neutral question is also important to gathering information.  For Sam, the author had the luxury of asking a very direct “why” question because of her long association with him.  But, as Dewdney and Mitchell (1997) point out, many patrons would feel accosted by such a direct approach.  Psychologically, people are used to hearing a “why” question in conjunction with pre-assumptions on the part of the person asking the question.  In a normal reference situation, this question would almost certainly have been rephrased.
Once Sam began to elaborate on his situation, the author was able to determine the exact nature of his needs as described above.

Learning Style
Throughout the interview and repackaging process, the author maintained attention to Sam’s unique learning styles.  Sam is a combination visual/tactile learner.  According to Thomas (1998) his ideal output is always going to be presented so that he can see and touch it and perhaps interact with it.  For this project, the author decided to produce a hard copy of the results with plenty of space for Sam to write down ideas during the follow-up discussion.
After Sam’s body language was analyzed, his Mok learning style label as described by Hensley (1991) was determined to be the “feeler.”  Sam preferred to be in motion during the interview, often pacing or gesticulating when he was trying to explain a concept.  He used his body language as a sort of “warm/cold” indicator of the researcher’s understanding of his needs.  He leaned forward, into the conversation, during times of greater understanding and frowned or turned away when communications became clouded.  As was recommended by Hensley for the feeler style, the author scheduled many interview sessions with Sam over the course of the research so that he would benefit from the interaction.

Limitations
The author was hindered in helping Sam find the information he needed in several ways.  First, the researcher’s library access was limited to the two in the town in which she lives.  Neither institution offered in-depth, recent materials on copyright and fair use issues.  Thus, for print materials, the author was limited to her personal collection of writing resources.  Of these, only one offered more than a cursory mention of how authors gain permission to use copyrighted materials.  Thus, the search was primarily limited to online sources.
Secondly, the author is of studiousness level one as described by Wilson (1977).  This means that she is not one who tends to throw herself deeply into research, comparing source after source in order to find the absolute best answer.  Instead, she usually contents herself with finding the answer from the nearest, yet most authoritative source.  Sam’s situation, however, required the researcher to overcome her natural tendencies since copyright law changes so quickly and requires multiple verifications of the interpretations.
Lastly, the author’s knowledge of legal terms is quite underdeveloped.  While glossaries and layperson translations were eventually found, initially the search process was quite slow.  As a result, the overall search became pressured for time.

Search Strategies
As was stated above, the search process began with a fruitless search of the two local libraries and the author’s personal resources.  The only print source that directly addressed Sam’s need was, The Shortest Distance Between You and a Published Book by Susan Page.  Although the information here was easy to understand, it was not very extensive, so it was decided that online materials would have to be the main source to find Sam’s answers.
Quite serendipitously, a recent issue of Booklist reviewed online resources.  This was used as a jumping off point for research that spawned a chain of searching based upon the berrypicking principles as described by Bates (1989).  By working through hyperlinks using the techniques of footnote chasing and citation searching, the author determined certain sites to have more authority than others did.  After visiting each of the more authoritative sites and reading the entries on fair use, a clear picture of "the official word" began to form.
To enhance the information found at sites dealing with copyright issues, the author also attempted to discover what more or less standard permission policies might exist, using some of the major properties like Star Wars as examples.  After many unsuccessful searches for online legal departments for these companies, the author eventually concluded that they were not to be found.

Results
Although the author prepared a three-page repackaging of the results for Sam, his answer can really be boiled down to two words, "It depends."  Fair use is apparently one of the more complex sections of copyright law.  It is comprised of four elements of consideration that must be reviewed anew for each unique case.  Unfortunately for Sam, his project is in a somewhat gray area for three of the four elements.  In the end, the author suggested that Sam contact an agent or editor who is very familiar with fair use law to help him sort it all out.  Additionally, this person may be able to help Sam apply for the permissions from each property holder.  Hopefully, this person may also know what to do in cases where the company no longer exists, as the author was unable to find this information.  To get Sam started in locating such a person, the author did make a short bibliography of places where agents and editors are listed.
In the evaluation process, Sam expressed some sorrow at not having the exact answer he wanted, but he was happy with the information that was found.  He also seemed to appreciate the researcher's initiative in collecting the agent and editor source material so that he can continue his search on his own.  And, while he did not explicitly say so, his body language and facial expressions indicated that he was mostly satisfied with the way this search had answered his needs.

Conclusion
As Sam's case illustrates, a librarian may not always be able to find the complete answer for a user.  However, also as in Sam's case, researchers may be able to clarify enough of the need to help the user find the information elsewhere.  Most importantly, Sam's case demonstrated that addressing a user's unique needs and learning styles could produce an overall positive experience, even when a complete answer cannot be found.  This is what all librarians should aim to do so that their users continue to be well served.
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