Needs Assessment

﻿ 

MultnomahCountyLibrary
Needs Assessment
For the
Latino and Spanish-Speaking Communities
 

Prepared by
MultnomahCountyLibrary
LIBROS Work Group Committee
 

Project manager:
Rita Jimenez
Neighborhood Libraries Director
MultnomahCountyLibrary
 

May 2009
 

 

 

 

 

 

Executive Summary
 

Multnomah County Library is committed to fully serving all County residents by providing staff, collections, programs, and outreach that best serve patrons of diverse linguistic and cultural backgrounds. To date, this commitment has been expressed by:

 

· Developing the LIBROS program in 1999 to enhance library access for Spanish-speaking residents and conducting a needs assessment in 1999-2000 

· Analyzing demographic data from the 2000 Census data and identifying four target language groups, Chinese, Russian, Spanish, and Vietnamese, for special focus 

· Procuring an LSTA grant to fund a 2006 needs assessment for speakers of Chinese, Russian, and Vietnamese 

 

In order to complement the grant-funded needs assessment, an in-house group planned and carried out a smaller-scale needs assessment for the County’s Latino community, with the primary goals of identifying barriers to service and updating our institutional knowledge of the Latino community. This report presents and discusses the results of this project, with recommendations for future planning.

 

Methodology
 

Rita Jimenez, Director of Neighborhood Libraries, determined that a focus group format would provide the qualitative information useful for planning, and appointed a committee of LIBROS work group members to carry out the needs assessment. This committee carried out the following steps:

 

· Conducted a literature search on library services to Latinos 

· Underwent training on moderating focus groups 

· Developed focus group questions 

· Recruited participants and conducted three focus groups 

· Prepared, distributed, and discussed transcripts 

· Developed recommendations 

 

Key Findings
 

· All three groups stressed the high importance of family relative to their library use 

 

· Overall awareness of Library collections and cultural events was high; awareness of classes was lower, and of the Library’s Spanish-language website lower still 

 

· The Library is held in high regard as a cultural and informational resource 

 

· Developing and maintaining personal relationships in the community and focused use of media are key to outreach 

 

Key Recommendations
 

· Explore and expand ways to use Latino-targeted print and broadcast media to promote new or underused Library programs and services 

 

· Develop and maintain relationships with “key players” in the Latino community county-wide, with special focus on each LIBROS branch site 

 

· Maintain awareness of popular Latino cultural trends and develop Library collections to reflect these interests 

 

· Design all-ages programming which encourages family participation 

 

· Train frontline staff in best customer service practices for Latino patrons 

 

Methodology
 

Literature search
 

U.S. Census data shows that over 15% of the nation’s population is Latino, and the growth rate of this section of the population is four times the national average. Multnomah County’s Hispanic population is below the national average, at approximately 10%.  However, the growth rate of this population is far higher than for any other segment of the population: 56% increase between 2000 and 2008.

 

A search of Library Literature and the Internet was conducted to review current library practices on service to Latino populations and to examine to role of focus groups in library planning. The committee examined the report of an extensive focus-group-based study carried out for Denver Public Library by Corona Research in 2005, at http://www.cairco.org/library/corona_focus_groups_findings_2005.pdf,  and the  Survey of Library Needs for North Carolina Hispanics conducted for the State Library of North Carolina by Rincon Associates in 1999-2000, at http://statelibrary.dcr.state.nc.us/hispanic/survey.htm.  

 

The Denver study included but was not limited to Hispanics. It determined that barriers to library use for Latino patrons were “growing up in a culture in which libraries were for study and not for enjoyment; lack of awareness of DPL services coupled with some fear of government institutions; inability to obtain a library card; and inability of some women to leave the home and go to the library.” Other identified barriers were library hours, insufficient bilingual staff, inadequate parking, and too-small branches in high-growth neighborhoods. 

 

The North Carolina study found that Latinos were underrepresented among public library users. They relied primarily on television, radio, newspapers, family, and friends for information. Conflicts with work schedules kept them from the library; when they did go, it was to check out books, use computers, seek information on health and citizenship issues, or look for children’s materials. Self-help, history, and child-rearing were reading interests.

 

Journal articles reflected these barriers as well, as did the 1999-2000 MCL LIBROS needs assessment, which added as barriers overall low awareness of the library, due to library location and hours of service, and insufficient Spanish-language materials, among the 71% of survey respondents who were identified as non-users.

 

In October 2008 the Tomás Rivera Policy Institute issued an important new report, Latinos and Public Library Perceptions, available at http://www.trpi.org/. Our project’s findings and recommendations are in overall agreement with this report; however, the Rivera paper makes two significant additional points:

 

· “Although Spanish-language materials are of importance to Latinos, their perceptions of staff service are a stronger factor in terms of increasing visits than Spanish-language materials” (p. 2, added emphasis). This has obvious implications for customer service training. 

 

· Concern over the confidentiality of personal information may constitute a barrier to library use for immigrant patrons. The report strongly recommends integrating assurances of privacy into library outreach efforts. 

 

Focus group training
 

The committee was fortunate in that two of the country’s most prominent experts on focus groups, professors David Morgan and Peter Collier, teach at Portland State University. They were engaged to do a preliminary consultation of the project and to conduct a half-day training on facilitating focus groups. This training included an overview on the general purpose of focus groups, planning, development of questions, recruitment, and group moderating. The committee also purchased two sets of the six-volume The Focus Group Kit, by Dr. Morgan and Richard A. Krueger.

 

After this training, the committee decided that its focus groups would be conducted most effectively by native Spanish speakers, so it held a follow-up training for three additional LIBROS staff who agreed to serve as moderators.

 

 Identifying participant groups and questionnaire development
 

The committee met twice to work up lists of questions for three distinct focus groups: community leaders, parents and caregivers, and young adults. A focus of youth and family was determined to be essential, since the Latino population is young: one in four school-age children is Latino.

 

The possibility of a separate survey to gather more detailed or specific information such was debated but eventually dropped. Professor Peter Collier reviewed the draft questions and suggested edits. The resulting list was adjusted slightly for each of the three groups.

 

Recruitment
 

The committee drew upon the connections of several library staff members to approach community leaders and potential groups of parents and caregivers. For the young adult group, a teacher contact at the LISTOS Academy recruited a group from among her students. The committee mailed a bilingual letter of invitation.

 

Focus Group Summaries
 

An important advantage to focus groups conducted by outside contractors is that they are more likely to avoid the “halo effect” – the reluctance to appear critical – sometimes encountered by in-house moderators identified as part of the institution being studied.  The committee attempted to compensate for this tendency by holding its focus groups off-site, assuring participant anonymity, encouraging frank responses, and establishing a friendly and informal tone.

 

Community leaders
 This group included teachers, a community organizer, a Spanish-language radio host, and the editor of El Centinela, a Catholic newspaper distributed statewide. At an hour and a half, it was the longest of the three groups. It met at Portland Community College’s Eastside Center and was conducted almost entirely in Spanish.

Participants strongly emphasized the value and importance of Multnomah County Library to themselves and their clients. They agreed that the absence of a tradition of free public lending libraries in immigrants’ home countries was a barrier for many. They stressed that a personal connection, to establish a sense of “being invited”, was important in overcoming that barrier and in fact mentioned that the personal nature of their letters of invitation was a factor in their focus group participation.

They appreciated the efforts the Library has made to provide Spanish-speaking staff and Spanish-language materials, and greatly valued the Library’s cultural programs, both in themselves and as a means of outreach.  Only one used the catalog in Spanish, and none had used the Library’s Spanish web page. Some were unaware of the classes the Library offers.

They envisioned an alliance among themselves and the Library in promoting one another’s efforts. They wished the Library to evolve as a community center – an “axis”, as one participant put it – for families, programs, and information; families were mentioned in almost every one of their comments. They were aware that there is no single easy approach to outreach, and suggested an ongoing, multifaceted approach.

From this group’s remarks, the committee identified the following main recommendations:

· The Library should focus on developing a system-wide focus as a cultural center. 

· Library outreach should be creative and persistent, with an emphasis on personal contact and relationships. 

· The Library should assume that Latino immigrants may not have any pre-existing experience with public libraries. 

· Library programs should be planned with an awareness that many Latinos prefer to participate in groups or as families. 

· Classes should be offered with the awareness that Latinos of all ages have a widely varying range of computer knowledge and access. 

Young adults
The recently-closed LISTOS Academy was a magnet school for Latino students from throughout Multnomah County, and as such provided a convenient way of assuring good geographic coverage among participants. Many of the students had close family ties to Mexico. At least one focus group participant was a teen parent. To accommodate the school’s schedule, this group was limited to an hour. It was conducted at the LISTOS campus, primarily in English, although students were comfortable moving between languages.

Their responses touched on issues familiar to young adult services librarians everywhere: the importance of the library as a physical space; high interest in the latest popular culture as reflected in music, movies, and magazines; the importance of Internet access; and the demand for immediate meeting of information needs: if they have to wait for an item, their perception is that the library in effect doesn’t have it. Activities with prizes or incentives were suggested.

More Latino-specific responses mentioned multi-generational family library needs: for recreational reading, classes, and information for their parents, grandparents, and children. Participants wished to keep up with Mexican culture, and saw this as a family bond. They valued the vernacular street art often dismissed as graffiti or gang-related, and wished it had more legitimacy, perhaps through a library program. They expressed concern for younger children and saw the library as a good place for them, and for the young adults themselves to work with children in volunteer programs.

Although homework help was mentioned, students weren’t using the library for other types of information: jobs, health information, etc. No one mentioned using the library’s databases or Spanish-language website.

For this group of young adults, the committee identified these main concerns:

· The Library is important as a physical place to go, and it should be quiet and comfortable. 

· The collection should include more periodicals and media reflecting contemporary Mexican popular culture. 

· Community and group projects, such as art contests and reading with younger children, have interest and appeal. 

· Ready Internet access is important. 

· Fines for overdue and lost materials are a worry and barrier for many. 

Parents and caregivers
A group of mothers has met weekly over many years for an informal “coffee talk” in a room off the cafeteria at James John Elementary School. A library staff member approached them and asked for their help in serving as a focus group for the Library. They agreed, and the focus group took place as part of their regular morning meeting, which also included a birthday celebration for one of their members, many children, and considerable background noise.  This was the shortest group, at only forty-five minutes. Participants spoke in both Spanish and English.

This group was positive and knowledgeable about the Library. Overall they reported having had good experiences there, and like the community leaders expressed awareness and appreciation of the Library’s efforts to provide more Spanish-language materials ans Spanish-speaking staff. Their primary focus was on library services and programs for children; for themselves, they mentioned greater computer access and more computer classes as important.

They highly valued events with a Latino focus, and saw the Library as one important way of preserving and transmitting Mexican culture. Some expressed anxiety at their children’s losing their Spanish or their familiarity with Mexican customs and history.

This group as well as the young adults saw prizes for the children as an important part of library programs.

After the focus group, LIBROS outreach coordinator Ana Schmitt asked briefly about what technology the group used or had access to at home: four had computers, but only two of these had Internet access; three had cell phones; none used text messaging. She went on to describe library programs and services, and to distribute informational flyers.

For this parents’ group, the committee made the following summary:

· Expanded programming for all ages, especially older children, is a high priority. 

· Classes in English and computer use, including resume-writing, would be welcome. 

· Parents would like the Library to partner with them in helping their children with schoolwork. 

· Library programming can play an important role in enhancing children’s appreciation of their parents’ language and culture. 

· Summer reading, including incentives and prizes, is very important to many families. 

Committee discussion and recommendations
After reading the transcripts, the committee met to brainstorm ways that Multnomah County Library might work to improve its response to the needs of its Latino patrons. Across all three groups, the committee suggested the following:

· Expand collaboration with the media; explore the possibility of more in-house production of public service announcements 

· Promote the Library’s Spanish-language website: by hand-selling in each patron interaction, via outreach to educators and other groups, and by training English-speaking library staff in its features 

· For seamless service to less tech-savvy patrons needing employment help and information on community resources, explore the feasibility of allowing ready access to Spanish websites, linked from the Library’s web page, directly from library catalog stations 

· Provide English-language mouseovers (translations) from the Library’s Spanish-language web page, so that non-Spanish-speaking staff can assist patrons in its use 

· Incorporate a cultural component into all Library programming 

· Ensure that cultural programming is of high quality 

· Schedule adequate opportunities for LIBROS staff to develop community contacts 

· Train all staff to expect that Latino patrons may be new to the concept of a free public lending library, and therefore may need more individual time and attention than Anglos in order to feel welcome and comfortable. Management should be aware that providing this introduction has staffing implications 

Specific to each group, the committee came up with these ideas:

Community leaders
· Given the importance of personal relationships between library staff and Latino patrons, the Library should acknowledge that staff mobility among branches is potentially disruptive for patrons, and devise a transition strategy for when these necessary changes occur. This strategy could involve overlapping staffing-  having the new staff member accompany the outgoing one on outreach visits, or scheduling time to make formal introductions 

Young adults
· Work with School Corps to provide outreach to high school MEChA groups (Movimiento Estudiantil Chicano de Aztlán, a student cultural organization) and to recruit Teen Council participants 

· Develop art programs; as first priority, offer an art contest with prizes. Plan a mural at Rockwood. 

· Include a LIBROS staff person in visits to Juvenile Justice 

· Cooperate with other agencies in offering sports and theater programming 

· Latino teens offer us the opportunity to create influential advocates for the Library to four generations of potential patrons: grandparents, parents, peers, and younger siblings. Staff cultural awareness training should emphasize the benefit to the Library of building that future patron base by ensuring that young Latino adults have positive library experiences. 

Parents and caregivers
· Develop parent-teen cultural programming 

· Develop an ESL computer lab curriculum 

· Develop a job-search lab, perhaps with a Techno Host 

· Offer parallel activities for children during adult programming 

· Provide a story time or craft offsite during another agency’s programming; for example, by partnering with El Programa Hispano 

In conclusion
 Multnomah County Library has already taken several important, appropriate steps to meet the needs of the County’s Latino population. A focused commitment to awareness and appreciation of the area’s Latino culture; creative and sustained outreach to all ages; ongoing staff education; finding new community partnerships; and innovative, responsive program design will enable the Library to continue to make the best use of its resources as it serves this growing group of patrons.

Appendix: Focus Group Transcripts
            The focus groups were recorded with a single table microphone and a digital voice recorder. English transcripts were prepared from these recordings. They have been edited to avoid digression and redundancy; any summaries or paraphrases appear in brackets.

Community Leaders Focus Group
Moderator: Rita Jimenez

[Moderator welcomes group, performs introductions, and describes the focus group process]
Question 1: The word library can mean a number of things. When you hear “MultnomahCountyLibrary”, what comes to mind?
I see it as a place of discovery, a place where you can find what you need. I say this based on my experience as a new immigrant in Portland: I wanted to read, and I didn’t have much money. I went to the downtown library, and there was Internet access, magazines, newspapers – it was a place where I felt at home. From my point of view as a newspaper editor, it’s a site for education. The Latino community needs leaders who educate; people arrive here without knowing where to find what. The library is the center, where people can find activities. I don’t think television serves that function – not for children, not as a way to foster family dialog. I’ve seen what the library does, and I see it as an epicenter for community education.

When I think of the libraries, I see that it [management] takes into account the neighborhoods, the people in its area. The services, the languages, the staff – for the Russian community, the Spanish-speaking community, the Chinese community.

What first comes to mind is the children’s pride when they first get their own library cards. Our school is close to the Fairview branch, and we can walk there. One thing we can do is help the children get their cards. I don’t know how often they continue to use them, though; I don’t know if they go outside of school.

I think of the library as a place that’s safe, where one feels secure, and can enjoy a book, or find information, for a job search perhaps. For children, the library opens up a universe. Once their parents take them there by the hand, they’re in their own world. For the Latino community, the services are indispensable.

I think first of the staff. Then for me, information: for work, for my family. Resources, support, free services. Community meeting rooms. Cultural events where I can take my children, so they can learn. A great deal of material related to my work, and for recreation: movies, music. Also, responsibility and discipline. One has to return materials on time, or there’s a fine. I am grateful for the chance to be here at this table, because for me it’s a way of giving back.

Question 2: What is your impression of your Latino clients’ awareness and use of the Library?
I think this [lack of awareness] is one of the main problems facing the library. Often we come from countries without public libraries; we’re not familiar with them. When we get here, we see the libraries, but we don’t know what services they offer, or that they’re free of charge. We don’t know that materials can be taken home. We don’t know we can just go in to sit and read for a while. This [lack of awareness] holds us back. It’s not a problem created by the library; it’s part of our past experiences in our home countries, unfortunately. What can be done? Try to inform the community better. Look for help from the media to get the word out. This is why people don’t take advantage of this service as they should.

My publication covers the whole state, and often people will travel from place to place if there’s a special event, Cinco de Mayo at the waterfront, for instance. So I was very pleased when the Neighborhood Libraries director approached me and asked if we could help publicize an event. I remember especially the storyteller Olga Loya; I approached her and said, How wonderful that the library offers programs like this! And it didn’t take place on just one day, so working people with families could arrange to go. I emphasize this example, because yes, the library is a place for books and information, but it’s also a cultural center. And people will be attracted to a festival or a celebration. I’m familiar with library services, but our community works differently, as I’ve seen in my nine years in Oregon. It’s not just the information, it’s how the information is presented, how it touches the community: by way of culture, customs, tradition. I came today because I see that we can work together: the people who read the newspaper or who listen to you [referring to radio host]will come to an event, and may end up taking books home with them.

In my school, I agree, the parents aren’t familiar with the library, and some parents can’t read. It’s a great help when the bilingual library assistant from our branch comes to the school, so we can pass information on library programs directly along to the families. Having that contact is important.

I think we get participation when someone comes in person to invite [students and families]. We’ve seen that even when parents know about the library, they won’t go unless someone approaches them personally. I’m not sure why this is – they need to feel invited, then they’ll go. Without that outreach they won’t. For some, it may be fear, or a transportation problem, or that they don’t speak English; but for the most part, the families that use the library are those who’ve had some direct contact with library staff. But it’s hard, because there aren’t many of us!

In my work, I’ve found that when I’ve told people about library events, they’ll go. A lot depends on the library staff. I go to Rockwood even though it’s small and crowded, because there will always be Spanish-speaking staff there. [Latino] people feel comfortable going there. One thing I’ve noticed is that when I mention a library event, I’m always asked, “Are you going? Will you be there?” And if I say no, they won’t go. I’ve gone to North Portland too, for Intercambio, but I don’t feel that Latino warmth there, maybe because the staff always too busy, always running around. So, I’ll go to Rockwood or Gregory Heights instead.

Question 3: What are some problems or barriers which might prevent your clients from using the Library?
The soaps on TV – really! [Laughter] There are a lot of people who schedule their lives around TV programs.

[Discussion of merits of turning off TV in favor of reading, family conversation, storytelling, playing outside]
Yes, it’s cultural. We have to change a little, this thing we bring in our baggage.  And here in this country, the doors are open to many services like this. When I came to Portland, I didn’t speak much English. I didn’t have many friends. When I first went to the library, a roommate took me to sign up for a library card. I remember thinking, Oh, God, what’s this? What kind of papers will I have to fill out? How much will I have to pay? And it was super-easy, the code to use the Internet, everything. But my roommate practically had to lead me by the hand, and I think for the community it’s the same, they need their hands held. And I agree that we tend to do things in groups, with a relative or a friend. People are hesitant to try new things alone. So, in one sense it’s easy, but unless people are shown that it’s easy, there’s a fear. They wonder, hmm… is this for me? Can I do this? And that is the barrier. Much of my work [as an editor] is to show people that yes, various services are in fact for them. I do recognize that it’s easier for them to stay home and watch TV.  But we have to open ourselves up to new experiences, we have to learn. It’s more than learning to say “hello” and “please”.  I’ve written that if the “gabachos” [Anglos] can learn about the Virgin of Guadalupe, and our food, and Cinco de Mayo, we have to take a step too.  It [outreach] is work we have to do together, the newspapers, radio, teachers; otherwise, it’s difficult.

I think when finally they do get to the library they see that it is a place for them, because you’ve made a great effort to provide bilingual staff and materials in Spanish. But I think there’s a disconnect in conveying the information. I agree that outreach has to be cooperative, so we can show that yes, the library is fun.

… and free! Above all, it’s free! [Laughter] Seriously, it’s always the first question – how much will this cost?

True. But it’s interesting, because many Latino families have big TVs, cell phones, 4x4s. And if a library membership cost, say, ten dollars, compared to cell phone service, that’s nothing. It’s a matter of priorities.

I’d like to mention a few more barriers. One is that people don’t understand that the library has many locations and events, so when there’s a big program over several days, like Dia de los Muertos, sometimes it’s hard to figure out where it’s taking place. It’s a publicity problem. Another cultural factor, too: many of us have the idea that “if it’s free, it’s not worth much.” [Agreement] For instance, English classes: I’ll tell people about the classes at the library, and they’d rather go to Mount Hood Community College. I’ve been to both, and they’re the same. We’ll prefer the costlier choice – the idea is that “more expensive is better”.  Another thing: in our home countries, we even had to pay for our schoolbooks. Also, people are paying to rent videos, when the library has excellent free films which you can keep for three weeks. People who work in the community could emphasize services like this. 

I’ve seen that at Midland, over the past five years there are more Spanish films, and greater variety.

[Background noise. Speaker would like to “change the system” so that library staff is more flexible. Sometimes she’s been charged, other times not, and believes this is a common experience. Implication is that new library users would respond positively to more flexibility. Moderator asks how speaker would change the system.]
Better information, or information conveyed in a better way. More advance notice for things like changes in library hours – these seem drastic to me.

Added question: What would be the most effective ways to convey information to your community?
You must have good contacts with the radio stations, because by law they must provide a certain number of PSAs. Concentrate on a few such as La Equis or La Grande. Television must provide PSAs too, I imagine.  But radio is the basic medium – it’s the backdrop while people work. It’s the fastest, most effective way to reach people.

Yes, radio is vital. My newspaper had a radio program for two years, and it was amazing how many people learned about the paper solely through that program. Also, many people can’t read, or are limited by their native dialects. Some people from Guatemala [speakers of Mayan languages]don’t speak Spanish, so there are many factors. I’d like to know more about how this works, because I know there are times I’ll be “listening” but not hear, or read something without its really sinking in. My paper is circulated mostly through the Catholic Church, and there is another free contact for publicity that reaches many people. They take the paper home with them and read it at their leisure; I know this, because they call me with questions. But I agree, radio is vital, and the messages should be simple and clear.

A concise radio PSA – thirty seconds. Nice and clear, basic information, repeated as often as they allow. This would be an incalculable help to you. But not to leave any media out, newspapers are important too.

[Agreement on importance & pervasiveness of radio]
Sometimes there’s way too much information in the library. It’s hard to figure out which is the most important. There are so many flyers – sometimes so many that I just think no, I’m not going to pick up another flyer! There should be a priority. Also, yes, the library is a place to go and choose a book, but it also needs to be seen as a service provider. I wonder if the library could be promoted that way, as a provider of services, a way of finding things out … its image needs to be revived. If Latino Network or Programa Hispano comes out with something, everyone knows about it right away, but if it’s the library, people don’t hear the message. And for me, the library is more important than either of those programs, because it gives me help and support. For example, a few years ago I needed to develop a curriculum for work, and the library was an enormous help. I know it could help many others as well. We need to give libraries more of a voice.

Programa Hispano and Catholic Charities are a focal point where lots of people go for all kinds of information. So it’s good to see where they make referrals, and make sure my paper is at those sites, in those waiting rooms. If library information is only in the library, people won’t see it. You have to establish an outside network. It takes time, but you have to plant the seeds.

The churches are important, and not just the Catholic churches. There’s more and more commercial information available in the churches.

I make sure to include big photographs in my paper, so people will pick it up. If it’s just text, they won’t read it.

[Agreement on cultural importance of images]
And make sure it shows that it’s free. Also, go in person when setting up contacts in the Latino community. This will help make sure that people will come seek you out.

Question 4: What kinds of things – materials, programs, classes – could the Library provide to serve your clients better?
One suggestion would be to have a set date when agencies like Programa Hispano could come to the library to answer questions about their services, immigration, for instance. This will always be important. Legal aid, domestic violence – the latter is more difficult, because there’s shame. Housing, discrimination – a network of free social services, offered at different times in various locations. This would have the added benefit of exposing people to the library.

[Teacher] My first parents’ meeting was held in the meeting room at Midland, and we made time for Brenda Detering to introduce them to the library’s services. Citizenship classes are also important, especially in these times, and since the library is seen as an information source on this subject.

Do you offer computer classes? OK. This is very good. This is very important, because there are so many families where the parents don’t know what a mouse click is. I didn’t know this! I can put this in the paper if you like. This is what I meant about working together.

Not a competition, an alliance, so we can move forward with more confidence.

Having more programs in the branches would eliminate a transportation barrier for some families.

The Intercambio program could use more direction or moderation. Groups for youth, art programs at Rockwood and Gregory Heights. Perhaps during story time for younger children, there could be an hour for art for kids 10-18 years old. At this age some kids are already starting to give up going to the library, and spend their time watching TV or with gangs, doing graffiti. So, an art program, and maybe slip them a book at the same time!

Question 5: What kinds of materials and services could the Library provide to better serve you, as community leaders?
[Teacher] We do get a flyer on library programs, but this is the first I’ve heard about computer classes or English classes, and this is something we get asked about all the time. It would be a help to get a list of all the services for families so I can make referrals, and we can put in our newsletters.

[Agreement]
It’s important that when librarians come to the classroom for an activity, they say “See you at the Library!” That way, when talking about a library program, I can say “Mrs. So-and-so will be there!”, and the children will know who she is and look forward to going.

Sometimes the flyers are out-of-date. This seems like a small detail, but it’s disappointing to pick up an announcement for a program that’s already happened. I have no suggestions for improving the collection, which is excellent. I wanted a book on Mexican folk dance, which was very expensive, and the library got it within a week.

Added question: No one has mentioned the Internet as a way of disseminating information. What level of importance do you give it?
The last level. And what’s important for this community is to become educated.

Yes, but the children are familiar with it, so something like a MySpace page might be effective, or FaceBook. With good graphics. Cost is a factor; as we know, many Latino families are working just to survive. The Internet is one more tool, and we need tools.

We often assume that older people aren’t familiar with it, but that’s not necessarily the case.

For many, email is a necessity.

[Teacher] Our families fall in between; the young children won’t need Internet until high school, and the parents aren’t familiar with it.

Added question: How many of you have looked at the Library’s Spanish-language web page?
[None. Several have looked at site in English. One uses the catalog in Spanish at the library.]
A Spanish-language library orientation and tour for parents would be useful.

Question 6: If you were in charge of the library, what kind of changes would you make?
I’d want to get a page’s worth of current information about the library to put in my paper every month, and something similar for Spanish-language radio. Media are essential. The information should be constant and concise. We have to repeat, repeat, and repeat again. Once is not enough.

I agree with the suggestions made here, but you deserve applause for the good work that you do. Keep up your contacts, keep making new contacts. Keep finding ways to attract people with events.

More promotion. More materials – those at Gresham are very basic.

An outreach program, to go to apartment buildings for instance, as well as schools and churches. A way to build community friendships.

An expanded teen volunteer program, along the lines of Reading Buddies – beneficial to both teens and younger children, and an alternative to gang activity.

[Applause and thanks]
Young Adults Focus Group
Moderators: Diana Stubee, Alán Gabriell

[Orientation to focus group, welcome and introductions, icebreaker]
Question 1: The word library can mean a number of different things. When you hear “MultnomahCountyLibrary”, what comes to mind? Let’s start with the positives. Can you come up with three positive things about the library?
Books.

When I hear “library”, I think books. But when I hear Multnomah Library, I think of the library near my house, which is St. Johns. A lot of Hispanics go there, a lot of different diversities.

A good place to go and relax, a quiet place.

You get help with what you need, homework help.

A place to get movies.

A place to get a library card.

Question 2: Imagine you are trying to convince a friend or family member to go to the library for the first time. What would you say?
They have movies.

You can check out any book you want that interests you. There’s the Internet.

A quiet place to be.

There are Spanish books.

There’s a lot of information on whatever they want to know.

Free Internet.

Question 3: What kinds of things would you most like to find in the library, both for yourselves and for your families?
Magazines.

Good movies, movies that teenagers like. More copies.

More comfortable chairs, so you can feel good you while you read. [Agreement]
Not just more good [classic] movies, but more Mexican movies like the ones they’re showing now. [Agreement]
The novelas, the old ones, like from back in the eighties. My mom tells me about them, so it would be fun to watch them. [serialized TV soap operas]
More magazines from Mexico, like this one called Record.
Do you guys have English classes? I don’t think a lot of people know about it.

You guys should promote your classes more.

I’d like to learn Japanese or French. They don’t offer that here at school.

Question 4: You’ve mentioned positive things about the library. Now, can you think of some problems or barriers which might prevent you, your family, or your friends from using the library?
We don’t have enough computers at the library I go to. Sometimes I just want to check something real quick, and there are too many people signed in. So I just go home, which is really far. It takes a lot of time, you know?

More people who speak Spanish. Whenever I go, I rarely see any.

[When asked, she says she hasn’t asked for Spanish-speaking staff. Another student says she did ask at a different branch and was told no one was available. Her mother was told the same once at this branch.]
Sometimes I don’t want to go because this one time I wanted to check out a book and they didn’t have it, and then my little sister, I take her to that read-out-loud thing [story time], and the lady was never there. I’d take her every Thursday for the past, like three Thursdays, and she was never there. So that kind of made me want to stop going.

If they don’t have the book you want, sometimes you have to wait for a month to get it.

They don’t have the books I want.

They wouldn’t let me check out the book I wanted. They said it was too important. [Student wanted to check out a reference book. He said he was not offered alternatives.]
Can I say something? When I go to [branch], there’s like two really rude ladies. And I don’t know if it’s because of their age, or they’re just tired of working there… My mom is a stay-at-home mom, and she goes to that library all the time, and she tells me they’ll tell her in Spanish that they can’t help her, just really rude. Or she’ll want a book, and they’ll tell her “No, we don’t have it”, without even checking on the resource thing.

Added question: Are overdue fines or lost books a problem that keeps you or your friends from using the library?
[Agreement. Fines are a source of anxiety for the group, and they have several detailed questions about overdue charges and lost materials]
Question 5:  If you were in charge of the library, what kind of changes would you make?
More group activities, I think. Something like, if you read so many hours, you get something.

More teen magazines like Seventeen, and all the gossip magazines.

Spanish-language magazines for teenagers.

I like to read nonfiction, so more nonfiction for my age group.

More music, more Spanish music. [Agreement that they haven’t found much music to interest them in the library] Reggaeton, bachata, rock urbano.

I don’t like to read because I can’t find a good book. But when I do, I read it. So I don’t know what to tell you.

More for the little kids, because if they start going to the library at a young age, they’ll keep on going.

You know how when you walk into Starbuck’s, and it’s comfortable? More like that, with comfy chairs.

Community projects, like art projects. Or drama or nature projects.

More variety. I know you have variety for adults, but I’d like more variety for us, in Spanish. Also more for our grandparents.

More recent material from Mexico.

Added question:  When you’ve used the Library, what were your experiences like? How were you treated?
At [branch], there are a lot of bad little kids who run around screaming and throwing stuff, and I think the staff has had it. And they start yelling, and they start kicking them out. And if you start doing that, they’re going to go back and they’re going to do it even more. So maybe – I don’t know, I don’t know how I’d discipline them, because it’s a public place.

You try to mind your own business, try to concentrate, and people just scream… I mean you go there to be quiet, right? You expect it to be peaceful.

I’d expect notes or signs saying it should be quiet.

Question 6: This is your chance to be in charge, to tell the director what you want.
Art contests. [For graffiti-style street art] My friends do a lot of that, and they’re really good. I bet a lot of people would like that. [Agreement that this style is valid and interesting] But not just graffiti or cartoons, all kinds of art.

[Teen mother] I’d like more books and programs for babies at my library.

At my library there’s not a lot of recent books. [Names some anime series she’d like]
I would like to see a program where the teenagers read to the kids. That’d be cool. I’d really like that.

They used to do that, at [branch]. I did it one time.

[Thanks and farewells]
Parents and Caregivers Focus Group
Moderator: Gustavo Gonzalez-Mesa

[Orientation to focus group, welcome and introductions]
Question 1: How do you find out what’s happening in your community?
Bulletins from the school and the library.

TV –something recent is Noticias Latinas, which tells what’s happening all over Oregon and Washington. [Agreement that TV news is important to them]
From people – gossip! [Laughter, agreement that this mothers’ group is itself an important source of information]
Question 2:  The word library can mean a number of different things. When you hear “MultnomahCountyLibrary”, what comes to mind? Let’s start with the positives. Can you come up with three positive things about the library?
Books. Lots of books.  [Agreement]
A place to go to learn about lots of things one doesn’t know about.

A place to take the children so they can read.

Information.
Activities – programs, events. [Agreement] El Cinco de Mayo – mariachis! El Día del Niño.
A humongous selection of all different kinds of popular topics. Something of everything.

The summer reading program – I love it. I wish it was a little longer.

The story times.

Homework help for the children – there are books that help them a lot.

Classes to learn how to use the computer.

English classes.

The staff – most of the time there’s someone there who speaks Spanish.

I’ve noticed in the past few years – my kids are 24 and 25, but when they were little we couldn’t find any books at all in Spanish – not even ABC books. Now, they’re getting more and more, and they’re interspersed with the other books; it’s not like they’re separate, they’re kind of all together, which is very nice. It [the Spanish collection] has become quite a bit more, which is really necessary for this area.

Question 3: What kinds of things would you most like to find in the library, both for yourselves and for your families?  

Something more like a family activity center, where the children could play [during an adult program]
I know there are programs for the littler kids, but I’d like to see programs for the older kids, maybe in the evenings so parents could participate, or at least one parent. To get more of that family unit, with adolescents.

Something like summer school, or tutoring, for instance if a child is behind in math. I have trouble with one of my kids; I try to help, but because of the language, I don’t know how to explain things. I explain in Spanish, but since the teacher has explained in English, there’s confusion.

When the children are using the computer, more supervision. Kids are looking at materials which aren’t age-appropriate, gang-related things.

Question 4: You’ve mentioned positive things about the library. Now, can you think of some problems or barriers which might prevent you, your family, or your friends from using the library?
They’ve always been very nice. [Agreement] I’ve always been treated well.

I’d like to use the computer, but I don’t know how. There should be someone there to help. The library’s not just for books, computers are important.

The one-hour limit is a problem, if you’re a beginner or a slow typist, or trying to help a child with homework. [Agreement, with added example of resume-writing taking more than an hour]
We need more time! We’re slow! [Laughter]
There should be a monitor – less priority for people who are just looking at E-Bay, for instance. A table of computers for job search, for resume writing, with forms or other resources.

I don’t have any problems, but I speak English. If I only spoke another language, there would probably be barriers.

Question 5: If you were in charge of the library, what kind of changes would you make?
The hours.

For the kids, more prizes for summer reading.

When my son finished the program, many of the prizes like swim passes were gone, and he was very sad. If you’re going to have a program, there should be enough prizes.

A cultural program for the children of Mexican parents, so they can learn their parents’ roots, so when they go to Mexico they’re more familiar. Traditional crafts like ceramics, or weaving or embroidery.

And there are so many distinct cultures within Mexico. So for instance, one month could be for Oaxaca, then Guanajuato, and so on. [Agreement on great diversity of regional Mexican culture] “Hispanics” can’t be lumped together.

[In response to a mother’s expressed concern that Latino children here are losing their language and culture] Why couldn’t the library have Spanish classes for children, as well as English classes for adults?

More English classes.

A celebration for [Mexican] Mothers’ Day. [Always May 10]
Question 6: Our purpose in this discussion was to find out how MultnomahCountyLibrary can better serve all of its Latino patrons. This could happen in a variety of ways. Think about what we’ve talked about. Have we missed anything?
I miss the card catalog. I don’t know how, or where, still – if I can look up my own book title, or if I have to go to the woman on the other side of the library, and sometimes she’s not there, and you have to wait. I understand, but I’m just telling. I used to be able to look up my stuff; I’m not really sure how the library works now.

Selected Resources
Websites:
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An ALA affiliate, and a resource center for all aspects of serving latino library patrons.

Article:
Elba Pavon, Ana. "Spanish Outreach 101." Criticas 1 June 2005: http://www.criticasmagazine.com/article/CA609986.html.
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Executive Summary
 

Multnomah County Library is committed to fully serving all County residents by providing staff, collections, programs, and outreach that best serve patrons of diverse linguistic and cultural backgrounds. To date, this commitment has been expressed by:

 

· Developing the LIBROS program in 1999 to enhance library access for Spanish-speaking residents and conducting a needs assessment in 1999-2000 

· Analyzing demographic data from the 2000 Census data and identifying four target language groups, Chinese, Russian, Spanish, and Vietnamese, for special focus 

· Procuring an LSTA grant to fund a 2006 needs assessment for speakers of Chinese, Russian, and Vietnamese 

 

In order to complement the grant-funded needs assessment, an in-house group planned and carried out a smaller-scale needs assessment for the County’s Latino community, with the primary goals of identifying barriers to service and updating our institutional knowledge of the Latino community. This report presents and discusses the results of this project, with recommendations for future planning.

 

Methodology
 

Rita Jimenez, Director of Neighborhood Libraries, determined that a focus group format would provide the qualitative information useful for planning, and appointed a committee of LIBROS work group members to carry out the needs assessment. This committee carried out the following steps:

 

· Conducted a literature search on library services to Latinos 

· Underwent training on moderating focus groups 

· Developed focus group questions 

· Recruited participants and conducted three focus groups 

· Prepared, distributed, and discussed transcripts 

· Developed recommendations 

 

Key Findings
 

· All three groups stressed the high importance of family relative to their library use 

· Overall awareness of Library collections and cultural events was high; awareness of classes was lower, and of the Library’s Spanish-language website lower still 

· The Library is held in high regard as a cultural and informational resource 

· Developing and maintaining personal relationships in the community and focused use of media are key to outreach 

Key Recommendations
· Explore and expand ways to use Latino-targeted print and broadcast media to promote new or underused Library programs and services 

· Develop and maintain relationships with “key players” in the Latino community county-wide, with special focus on each LIBROS branch site 

· Maintain awareness of popular Latino cultural trends and develop Library collections to reflect these interests 

· Design all-ages programming which encourages family participation 

· Train frontline staff in best customer service practices for Latino patrons 

Methodology
Literature search
U.S. Census data shows that over 15% of the nation’s population is Latino, and the growth rate of this section of the population is four times the national average. Multnomah County’s Hispanic population is below the national average, at approximately 10%.  However, the growth rate of this population is far higher than for any other segment of the population: 56% increase between 2000 and 2008.

A search of Library Literature and the Internet was conducted to review current library practices on service to Latino populations and to examine to role of focus groups in library planning. The committee examined the report of an extensive focus-group-based study carried out for Denver Public Library by Corona Research in 2005, at http://www.cairco.org/library/corona_focus_groups_findings_2005.pdf,  and the  Survey of Library Needs for North Carolina Hispanics conducted for the State Library of North Carolina by Rincon Associates in 1999-2000, at http://statelibrary.dcr.state.nc.us/hispanic/survey.htm.  

The Denver study included but was not limited to Hispanics. It determined that barriers to library use for Latino patrons were “growing up in a culture in which libraries were for study and not for enjoyment; lack of awareness of DPL services coupled with some fear of government institutions; inability to obtain a library card; and inability of some women to leave the home and go to the library.” Other identified barriers were library hours, insufficient bilingual staff, inadequate parking, and too-small branches in high-growth neighborhoods. 

 

The North Carolina study found that Latinos were underrepresented among public library users. They relied primarily on television, radio, newspapers, family, and friends for information. Conflicts with work schedules kept them from the library; when they did go, it was to check out books, use computers, seek information on health and citizenship issues, or look for children’s materials. Self-help, history, and child-rearing were reading interests.

 

Journal articles reflected these barriers as well, as did the 1999-2000 MCL LIBROS needs assessment, which added as barriers overall low awareness of the library, due to library location and hours of service, and insufficient Spanish-language materials, among the 71% of survey respondents who were identified as non-users.

In October 2008 the Tomás Rivera Policy Institute issued an important new report, Latinos and Public Library Perceptions, available at http://www.trpi.org/. Our project’s findings and recommendations are in overall agreement with this report; however, the Rivera paper makes two significant additional points:

· “Although Spanish-language materials are of importance to Latinos, their perceptions of staff service are a stronger factor in terms of increasing visits than Spanish-language materials” (p. 2, added emphasis). This has obvious implications for customer service training. 

· Concern over the confidentiality of personal information may constitute a barrier to library use for immigrant patrons. The report strongly recommends integrating assurances of privacy into library outreach efforts. 

Focus group training
The committee was fortunate in that two of the country’s most prominent experts on focus groups, professors David Morgan and Peter Collier, teach at Portland State University. They were engaged to do a preliminary consultation of the project and to conduct a half-day training on facilitating focus groups. This training included an overview on the general purpose of focus groups, planning, development of questions, recruitment, and group moderating. The committee also purchased two sets of the six-volume The Focus Group Kit, by Dr. Morgan and Richard A. Krueger.

After this training, the committee decided that its focus groups would be conducted most effectively by native Spanish speakers, so it held a follow-up training for three additional LIBROS staff who agreed to serve as moderators.

Identifying participant groups and questionnaire development
The committee met twice to work up lists of questions for three distinct focus groups: community leaders, parents and caregivers, and young adults. A focus of youth and family was determined to be essential, since the Latino population is young: one in four school-age children is Latino.

The possibility of a separate survey to gather more detailed or specific information such was debated but eventually dropped. Professor Peter Collier reviewed the draft questions and suggested edits. The resulting list was adjusted slightly for each of the three groups.

Recruitment
The committee drew upon the connections of several library staff members to approach community leaders and potential groups of parents and caregivers. For the young adult group, a teacher contact at the LISTOS Academy recruited a group from among her students. The committee mailed a bilingual letter of invitation.

Focus Group Summaries
An important advantage to focus groups conducted by outside contractors is that they are more likely to avoid the “halo effect” – the reluctance to appear critical – sometimes encountered by in-house moderators identified as part of the institution being studied.  The committee attempted to compensate for this tendency by holding its focus groups off-site, assuring participant anonymity, encouraging frank responses, and establishing a friendly and informal tone.

Community leaders
This group included teachers, a community organizer, a Spanish-language radio host, and the editor of El Centinela, a Catholic newspaper distributed statewide. At an hour and a half, it was the longest of the three groups. It met at Portland Community College’s Eastside Center and was conducted almost entirely in Spanish.

Participants strongly emphasized the value and importance of Multnomah County Library to themselves and their clients. They agreed that the absence of a tradition of free public lending libraries in immigrants’ home countries was a barrier for many. They stressed that a personal connection, to establish a sense of “being invited”, was important in overcoming that barrier and in fact mentioned that the personal nature of their letters of invitation was a factor in their focus group participation.

They appreciated the efforts the Library has made to provide Spanish-speaking staff and Spanish-language materials, and greatly valued the Library’s cultural programs, both in themselves and as a means of outreach.  Only one used the catalog in Spanish, and none had used the Library’s Spanish web page. Some were unaware of the classes the Library offers.

They envisioned an alliance among themselves and the Library in promoting one another’s efforts. They wished the Library to evolve as a community center – an “axis”, as one participant put it – for families, programs, and information; families were mentioned in almost every one of their comments. They were aware that there is no single easy approach to outreach, and suggested an ongoing, multifaceted approach.

From this group’s remarks, the committee identified the following main recommendations:

·        The Library should focus on developing a system-wide focus as a cultural center.

·        Library outreach should be creative and persistent, with an emphasis on personal contact and relationships.

·        The Library should assume that Latino immigrants may not have any pre-existing experience with public libraries.

·        Library programs should be planned with an awareness that many Latinos prefer to participate in groups or as families.

·        Classes should be offered with the awareness that Latinos of all ages have a widely varying range of computer knowledge and access.

Young adults
The recently-closed LISTOS Academy was a magnet school for Latino students from throughout Multnomah County, and as such provided a convenient way of assuring good geographic coverage among participants. Many of the students had close family ties to Mexico. At least one focus group participant was a teen parent. To accommodate the school’s schedule, this group was limited to an hour. It was conducted at the LISTOS campus, primarily in English, although students were comfortable moving between languages.

Their responses touched on issues familiar to young adult services librarians everywhere: the importance of the library as a physical space; high interest in the latest popular culture as reflected in music, movies, and magazines; the importance of Internet access; and the demand for immediate meeting of information needs: if they have to wait for an item, their perception is that the library in effect doesn’t have it. Activities with prizes or incentives were suggested.

More Latino-specific responses mentioned multi-generational family library needs: for recreational reading, classes, and information for their parents, grandparents, and children. Participants wished to keep up with Mexican culture, and saw this as a family bond. They valued the vernacular street art often dismissed as graffiti or gang-related, and wished it had more legitimacy, perhaps through a library program. They expressed concern for younger children and saw the library as a good place for them, and for the young adults themselves to work with children in volunteer programs.

Although homework help was mentioned, students weren’t using the library for other types of information: jobs, health information, etc. No one mentioned using the library’s databases or Spanish-language website.

For this group of young adults, the committee identified these main concerns:

·        The Library is important as a physical place to go, and it should be quiet and comfortable.

·        The collection should include more periodicals and media reflecting contemporary Mexican popular culture.

·        Community and group projects, such as art contests and reading with younger children, have interest and appeal.

·        Ready Internet access is important.

·        Fines for overdue and lost materials are a worry and barrier for many.

Parents and caregivers
A group of mothers has met weekly over many years for an informal “coffee talk” in a room off the cafeteria at James John Elementary School. A library staff member approached them and asked for their help in serving as a focus group for the Library. They agreed, and the focus group took place as part of their regular morning meeting, which also included a birthday celebration for one of their members, many children, and considerable background noise.  This was the shortest group, at only forty-five minutes. Participants spoke in both Spanish and English.

This group was positive and knowledgeable about the Library. Overall they reported having had good experiences there, and like the community leaders expressed awareness and appreciation of the Library’s efforts to provide more Spanish-language materials ans Spanish-speaking staff. Their primary focus was on library services and programs for children; for themselves, they mentioned greater computer access and more computer classes as important.

They highly valued events with a Latino focus, and saw the Library as one important way of preserving and transmitting Mexican culture. Some expressed anxiety at their children’s losing their Spanish or their familiarity with Mexican customs and history.

This group as well as the young adults saw prizes for the children as an important part of library programs.

After the focus group, LIBROS outreach coordinator Ana Schmitt asked briefly about what technology the group used or had access to at home: four had computers, but only two of these had Internet access; three had cell phones; none used text messaging. She went on to describe library programs and services, and to distribute informational flyers.

For this parents’ group, the committee made the following summary:

·        Expanded programming for all ages, especially older children, is a high priority.

·        Classes in English and computer use, including resume-writing, would be welcome.

·        Parents would like the Library to partner with them in helping their children with schoolwork.

·        Library programming can play an important role in enhancing children’s appreciation of their parents’ language and culture.

·        Summer reading, including incentives and prizes, is very important to many families.

Committee discussion and recommendations
After reading the transcripts, the committee met to brainstorm ways that Multnomah County Library might work to improve its response to the needs of its Latino patrons. Across all three groups, the committee suggested the following:

· Expand collaboration with the media; explore the possibility of more in-house production of public service announcements 

· Promote the Library’s Spanish-language website: by hand-selling in each patron interaction, via outreach to educators and other groups, and by training English-speaking library staff in its features 

· For seamless service to less tech-savvy patrons needing employment help and information on community resources, explore the feasibility of allowing ready access to Spanish websites, linked from the Library’s web page, directly from library catalog stations 

· Provide English-language mouseovers (translations) from the Library’s Spanish-language web page, so that non-Spanish-speaking staff can assist patrons in its use 

· Incorporate a cultural component into all Library programming 

· Ensure that cultural programming is of high quality 

· Schedule adequate opportunities for LIBROS staff to develop community contacts 

· Train all staff to expect that Latino patrons may be new to the concept of a free public lending library, and therefore may need more individual time and attention than Anglos in order to feel welcome and comfortable. Management should be aware that providing this introduction has staffing implications 

Specific to each group, the committee came up with these ideas:

Community leaders
· Given the importance of personal relationships between library staff and Latino patrons, the Library should acknowledge that staff mobility among branches is potentially disruptive for patrons, and devise a transition strategy for when these necessary changes occur. This strategy could involve overlapping staffing-  having the new staff member accompany the outgoing one on outreach visits, or scheduling time to make formal introductions 

Young adults
· Work with School Corps to provide outreach to high school MEChA groups (Movimiento Estudiantil Chicano de Aztlán, a student cultural organization) and to recruit Teen Council participants 

· Develop art programs; as first priority, offer an art contest with prizes. Plan a mural at Rockwood. 

· Include a LIBROS staff person in visits to Juvenile Justice 

· Cooperate with other agencies in offering sports and theater programming 

· Latino teens offer us the opportunity to create influential advocates for the Library to four generations of potential patrons: grandparents, parents, peers, and younger siblings. Staff cultural awareness training should emphasize the benefit to the Library of building that future patron base by ensuring that young Latino adults have positive library experiences. 

Parents and caregivers
· Develop parent-teen cultural programming 

· Develop an ESL computer lab curriculum 

· Develop a job-search lab, perhaps with a Techno Host 

· Offer parallel activities for children during adult programming 

· Provide a story time or craft offsite during another agency’s programming; for example, by partnering with El Programa Hispano 

In conclusion
 Multnomah County Library has already taken several important, appropriate steps to meet the needs of the County’s Latino population. A focused commitment to awareness and appreciation of the area’s Latino culture; creative and sustained outreach to all ages; ongoing staff education; finding new community partnerships; and innovative, responsive program design will enable the Library to continue to make the best use of its resources as it serves this growing group of patrons.

Appendix: Focus Group Transcripts
 

            The focus groups were recorded with a single table microphone and a digital voice recorder. English transcripts were prepared from these recordings. They have been edited to avoid digression and redundancy; any summaries or paraphrases appear in brackets.

Community Leaders Focus Group
Moderator: Rita Jimenez

[Moderator welcomes group, performs introductions, and describes the focus group process]
 

Question 1: The word library can mean a number of things. When you hear “MultnomahCountyLibrary”, what comes to mind?
I see it as a place of discovery, a place where you can find what you need. I say this based on my experience as a new immigrant in Portland: I wanted to read, and I didn’t have much money. I went to the downtown library, and there was Internet access, magazines, newspapers – it was a place where I felt at home. From my point of view as a newspaper editor, it’s a site for education. The Latino community needs leaders who educate; people arrive here without knowing where to find what. The library is the center, where people can find activities. I don’t think television serves that function – not for children, not as a way to foster family dialog. I’ve seen what the library does, and I see it as an epicenter for community education.

When I think of the libraries, I see that it [management] takes into account the neighborhoods, the people in its area. The services, the languages, the staff – for the Russian community, the Spanish-speaking community, the Chinese community.

What first comes to mind is the children’s pride when they first get their own library cards. Our school is close to the Fairview branch, and we can walk there. One thing we can do is help the children get their cards. I don’t know how often they continue to use them, though; I don’t know if they go outside of school.

I think of the library as a place that’s safe, where one feels secure, and can enjoy a book, or find information, for a job search perhaps. For children, the library opens up a universe. Once their parents take them there by the hand, they’re in their own world. For the Latino community, the services are indispensable.

 

I think first of the staff. Then for me, information: for work, for my family. Resources, support, free services. Community meeting rooms. Cultural events where I can take my children, so they can learn. A great deal of material related to my work, and for recreation: movies, music. Also, responsibility and discipline. One has to return materials on time, or there’s a fine. I am grateful for the chance to be here at this table, because for me it’s a way of giving back.

Question 2: What is your impression of your Latino clients’ awareness and use of the Library?
I think this [lack of awareness] is one of the main problems facing the library. Often we come from countries without public libraries; we’re not familiar with them. When we get here, we see the libraries, but we don’t know what services they offer, or that they’re free of charge. We don’t know that materials can be taken home. We don’t know we can just go in to sit and read for a while. This [lack of awareness] holds us back. It’s not a problem created by the library; it’s part of our past experiences in our home countries, unfortunately. What can be done? Try to inform the community better. Look for help from the media to get the word out. This is why people don’t take advantage of this service as they should.

My publication covers the whole state, and often people will travel from place to place if there’s a special event, Cinco de Mayo at the waterfront, for instance. So I was very pleased when the Neighborhood Libraries director approached me and asked if we could help publicize an event. I remember especially the storyteller Olga Loya; I approached her and said, How wonderful that the library offers programs like this! And it didn’t take place on just one day, so working people with families could arrange to go. I emphasize this example, because yes, the library is a place for books and information, but it’s also a cultural center. And people will be attracted to a festival or a celebration. I’m familiar with library services, but our community works differently, as I’ve seen in my nine years in Oregon. It’s not just the information, it’s how the information is presented, how it touches the community: by way of culture, customs, tradition. I came today because I see that we can work together: the people who read the newspaper or who listen to you [referring to radio host]will come to an event, and may end up taking books home with them.

In my school, I agree, the parents aren’t familiar with the library, and some parents can’t read. It’s a great help when the bilingual library assistant from our branch comes to the school, so we can pass information on library programs directly along to the families. Having that contact is important.

I think we get participation when someone comes in person to invite [students and families]. We’ve seen that even when parents know about the library, they won’t go unless someone approaches them personally. I’m not sure why this is – they need to feel invited, then they’ll go. Without that outreach they won’t. For some, it may be fear, or a transportation problem, or that they don’t speak English; but for the most part, the families that use the library are those who’ve had some direct contact with library staff. But it’s hard, because there aren’t many of us!

 

In my work, I’ve found that when I’ve told people about library events, they’ll go. A lot depends on the library staff. I go to Rockwood even though it’s small and crowded, because there will always be Spanish-speaking staff there. [Latino] people feel comfortable going there. One thing I’ve noticed is that when I mention a library event, I’m always asked, “Are you going? Will you be there?” And if I say no, they won’t go. I’ve gone to North Portland too, for Intercambio, but I don’t feel that Latino warmth there, maybe because the staff always too busy, always running around. So, I’ll go to Rockwood or Gregory Heights instead.

 

Question 3: What are some problems or barriers which might prevent your clients from using the Library?
 

The soaps on TV – really! [Laughter] There are a lot of people who schedule their lives around TV programs.

 

[Discussion of merits of turning off TV in favor of reading, family conversation, storytelling, playing outside]
 

Yes, it’s cultural. We have to change a little, this thing we bring in our baggage.  And here in this country, the doors are open to many services like this. When I came to Portland, I didn’t speak much English. I didn’t have many friends. When I first went to the library, a roommate took me to sign up for a library card. I remember thinking, Oh, God, what’s this? What kind of papers will I have to fill out? How much will I have to pay? And it was super-easy, the code to use the Internet, everything. But my roommate practically had to lead me by the hand, and I think for the community it’s the same, they need their hands held. And I agree that we tend to do things in groups, with a relative or a friend. People are hesitant to try new things alone. So, in one sense it’s easy, but unless people are shown that it’s easy, there’s a fear. They wonder, hmm… is this for me? Can I do this? And that is the barrier. Much of my work [as an editor] is to show people that yes, various services are in fact for them. I do recognize that it’s easier for them to stay home and watch TV.  But we have to open ourselves up to new experiences, we have to learn. It’s more than learning to say “hello” and “please”.  I’ve written that if the “gabachos” [Anglos] can learn about the Virgin of Guadalupe, and our food, and Cinco de Mayo, we have to take a step too.  It [outreach] is work we have to do together, the newspapers, radio, teachers; otherwise, it’s difficult.

 

I think when finally they do get to the library they see that it is a place for them, because you’ve made a great effort to provide bilingual staff and materials in Spanish. But I think there’s a disconnect in conveying the information. I agree that outreach has to be cooperative, so we can show that yes, the library is fun.

 

… and free! Above all, it’s free! [Laughter] Seriously, it’s always the first question – how much will this cost?

 

True. But it’s interesting, because many Latino families have big TVs, cell phones, 4x4s. And if a library membership cost, say, ten dollars, compared to cell phone service, that’s nothing. It’s a matter of priorities.

 

I’d like to mention a few more barriers. One is that people don’t understand that the library has many locations and events, so when there’s a big program over several days, like Dia de los Muertos, sometimes it’s hard to figure out where it’s taking place. It’s a publicity problem. Another cultural factor, too: many of us have the idea that “if it’s free, it’s not worth much.” [Agreement] For instance, English classes: I’ll tell people about the classes at the library, and they’d rather go to Mount Hood Community College. I’ve been to both, and they’re the same. We’ll prefer the costlier choice – the idea is that “more expensive is better”.  Another thing: in our home countries, we even had to pay for our schoolbooks. Also, people are paying to rent videos, when the library has excellent free films which you can keep for three weeks. People who work in the community could emphasize services like this. 

 

I’ve seen that at Midland, over the past five years there are more Spanish films, and greater variety.

 

[Background noise. Speaker would like to “change the system” so that library staff is more flexible. Sometimes she’s been charged, other times not, and believes this is a common experience. Implication is that new library users would respond positively to more flexibility. Moderator asks how speaker would change the system.]
 

Better information, or information conveyed in a better way. More advance notice for things like changes in library hours – these seem drastic to me.

 

Added question: What would be the most effective ways to convey information to your community?
 

You must have good contacts with the radio stations, because by law they must provide a certain number of PSAs. Concentrate on a few such as La Equis or La Grande. Television must provide PSAs too, I imagine.  But radio is the basic medium – it’s the backdrop while people work. It’s the fastest, most effective way to reach people.

 

Yes, radio is vital. My newspaper had a radio program for two years, and it was amazing how many people learned about the paper solely through that program. Also, many people can’t read, or are limited by their native dialects. Some people from Guatemala [speakers of Mayan languages]don’t speak Spanish, so there are many factors. I’d like to know more about how this works, because I know there are times I’ll be “listening” but not hear, or read something without its really sinking in. My paper is circulated mostly through the Catholic Church, and there is another free contact for publicity that reaches many people. They take the paper home with them and read it at their leisure; I know this, because they call me with questions. But I agree, radio is vital, and the messages should be simple and clear.

 

A concise radio PSA – thirty seconds. Nice and clear, basic information, repeated as often as they allow. This would be an incalculable help to you. But not to leave any media out, newspapers are important too.

 

[Agreement on importance & pervasiveness of radio]
 

Sometimes there’s way too much information in the library. It’s hard to figure out which is the most important. There are so many flyers – sometimes so many that I just think no, I’m not going to pick up another flyer! There should be a priority. Also, yes, the library is a place to go and choose a book, but it also needs to be seen as a service provider. I wonder if the library could be promoted that way, as a provider of services, a way of finding things out … its image needs to be revived. If Latino Network or Programa Hispano comes out with something, everyone knows about it right away, but if it’s the library, people don’t hear the message. And for me, the library is more important than either of those programs, because it gives me help and support. For example, a few years ago I needed to develop a curriculum for work, and the library was an enormous help. I know it could help many others as well. We need to give libraries more of a voice.

 

Programa Hispano and Catholic Charities are a focal point where lots of people go for all kinds of information. So it’s good to see where they make referrals, and make sure my paper is at those sites, in those waiting rooms. If library information is only in the library, people won’t see it. You have to establish an outside network. It takes time, but you have to plant the seeds.

 

The churches are important, and not just the Catholic churches. There’s more and more commercial information available in the churches.

 

I make sure to include big photographs in my paper, so people will pick it up. If it’s just text, they won’t read it.

 

[Agreement on cultural importance of images]
 

And make sure it shows that it’s free. Also, go in person when setting up contacts in the Latino community. This will help make sure that people will come seek you out.

 

Question 4: What kinds of things – materials, programs, classes – could the Library provide to serve your clients better?
 

One suggestion would be to have a set date when agencies like Programa Hispano could come to the library to answer questions about their services, immigration, for instance. This will always be important. Legal aid, domestic violence – the latter is more difficult, because there’s shame. Housing, discrimination – a network of free social services, offered at different times in various locations. This would have the added benefit of exposing people to the library.

 

[Teacher] My first parents’ meeting was held in the meeting room at Midland, and we made time for Brenda Detering to introduce them to the library’s services. Citizenship classes are also important, especially in these times, and since the library is seen as an information source on this subject.

 

Do you offer computer classes? OK. This is very good. This is very important, because there are so many families where the parents don’t know what a mouse click is. I didn’t know this! I can put this in the paper if you like. This is what I meant about working together.

 

Not a competition, an alliance, so we can move forward with more confidence.

 

Having more programs in the branches would eliminate a transportation barrier for some families.

 

The Intercambio program could use more direction or moderation. Groups for youth, art programs at Rockwood and Gregory Heights. Perhaps during story time for younger children, there could be an hour for art for kids 10-18 years old. At this age some kids are already starting to give up going to the library, and spend their time watching TV or with gangs, doing graffiti. So, an art program, and maybe slip them a book at the same time!

 

Question 5: What kinds of materials and services could the Library provide to better serve you, as community leaders?
 

[Teacher] We do get a flyer on library programs, but this is the first I’ve heard about computer classes or English classes, and this is something we get asked about all the time. It would be a help to get a list of all the services for families so I can make referrals, and we can put in our newsletters.

 

[Agreement]
 

It’s important that when librarians come to the classroom for an activity, they say “See you at the Library!” That way, when talking about a library program, I can say “Mrs. So-and-so will be there!”, and the children will know who she is and look forward to going.

 

Sometimes the flyers are out-of-date. This seems like a small detail, but it’s disappointing to pick up an announcement for a program that’s already happened. I have no suggestions for improving the collection, which is excellent. I wanted a book on Mexican folk dance, which was very expensive, and the library got it within a week.

 

Added question: No one has mentioned the Internet as a way of disseminating information. What level of importance do you give it?
 

The last level. And what’s important for this community is to become educated.

 

Yes, but the children are familiar with it, so something like a MySpace page might be effective, or FaceBook. With good graphics. Cost is a factor; as we know, many Latino families are working just to survive. The Internet is one more tool, and we need tools.

 

We often assume that older people aren’t familiar with it, but that’s not necessarily the case.

 

For many, email is a necessity.

 

[Teacher] Our families fall in between; the young children won’t need Internet until high school, and the parents aren’t familiar with it.

 

Added question: How many of you have looked at the Library’s Spanish-language web page?
 

[None. Several have looked at site in English. One uses the catalog in Spanish at the library.]
 

A Spanish-language library orientation and tour for parents would be useful.

 

Question 6: If you were in charge of the library, what kind of changes would you make?
 

I’d want to get a page’s worth of current information about the library to put in my paper every month, and something similar for Spanish-language radio. Media are essential. The information should be constant and concise. We have to repeat, repeat, and repeat again. Once is not enough.

 

I agree with the suggestions made here, but you deserve applause for the good work that you do. Keep up your contacts, keep making new contacts. Keep finding ways to attract people with events.

 

More promotion. More materials – those at Gresham are very basic.

 

An outreach program, to go to apartment buildings for instance, as well as schools and churches. A way to build community friendships.

 

An expanded teen volunteer program, along the lines of Reading Buddies – beneficial to both teens and younger children, and an alternative to gang activity.

 

[Applause and thanks]
 

 

Young Adults Focus Group
Moderators: Diana Stubee, Alán Gabriell

 

[Orientation to focus group, welcome and introductions, icebreaker]
 

Question 1: The word library can mean a number of different things. When you hear “MultnomahCountyLibrary”, what comes to mind? Let’s start with the positives. Can you come up with three positive things about the library?
 

Books.

 

When I hear “library”, I think books. But when I hear Multnomah Library, I think of the library near my house, which is St. Johns. A lot of Hispanics go there, a lot of different diversities.

 

A good place to go and relax, a quiet place.

 

You get help with what you need, homework help.

 

A place to get movies.

 

A place to get a library card.

 

Question 2: Imagine you are trying to convince a friend or family member to go to the library for the first time. What would you say?
 

They have movies.

 

You can check out any book you want that interests you. There’s the Internet.

 

A quiet place to be.

 

There are Spanish books.

 

There’s a lot of information on whatever they want to know.

 

Free Internet.

 

Question 3: What kinds of things would you most like to find in the library, both for yourselves and for your families?
 

Magazines.

 

Good movies, movies that teenagers like. More copies.

 

More comfortable chairs, so you can feel good you while you read. [Agreement]
 

Not just more good [classic] movies, but more Mexican movies like the ones they’re showing now. [Agreement]
 

The ovellas, the old ones, like from back in the eighties. My mom tells me about them, so it would be fun to watch them. [serialized TV soap operas]
 

More magazines from Mexico, like this one called Record.
 

Do you guys have English classes? I don’t think a lot of people know about it.

 

You guys should promote your classes more.

 

I’d like to learn Japanese or French. They don’t offer that here at school.

 

Question 4: You’ve mentioned positive things about the library. Now, can you think of some problems or barriers which might prevent you, your family, or your friends from using the library?
 

We don’t have enough computers at the library I go to. Sometimes I just want to check something real quick, and there are too many people signed in. So I just go home, which is really far. It takes a lot of time, you know?

 

More people who speak Spanish. Whenever I go, I rarely see any.

 

[When asked, she says she hasn’t asked for Spanish-speaking staff. Another student says she did ask at a different branch and was told no one was available. Her mother was told the same once at this branch.]
 

Sometimes I don’t want to go because this one time I wanted to check out a book and they didn’t have it, and then my little sister, I take her to that read-out-loud thing [story time], and the lady was never there. I’d take her every Thursday for the past, like three Thursdays, and she was never there. So that kind of made me want to stop going.

 

If they don’t have the book you want, sometimes you have to wait for a month to get it.

 

They don’t have the books I want.

 

They wouldn’t let me check out the book I wanted. They said it was too important. [Student wanted to check out a reference book. He said he was not offered alternatives.]
 

Can I say something? When I go to [branch], there’s like two really rude ladies. And I don’t know if it’s because of their age, or they’re just tired of working there… My mom is a stay-at-home mom, and she goes to that library all the time, and she tells me they’ll tell her in Spanish that they can’t help her, just really rude. Or she’ll want a book, and they’ll tell her “No, we don’t have it”, without even checking on the resource thing.

 

Added question: Are overdue fines or lost books a problem that keeps you or your friends from using the library?
 

[Agreement. Fines are a source of anxiety for the group, and they have several detailed questions about overdue charges and lost materials]
 

Question 5:  If you were in charge of the library, what kind of changes would you make?
 

More group activities, I think. Something like, if you read so many hours, you get something.

 

More teen magazines like Seventeen, and all the gossip magazines.

 

Spanish-language magazines for teenagers.

 

I like to read nonfiction, so more nonfiction for my age group.

 

More music, more Spanish music. [Agreement that they haven’t found much music to interest them in the library] Reggaeton, bachata, rock urbano.

 

I don’t like to read because I can’t find a good book. But when I do, I read it. So I don’t know what to tell you.

 

More for the little kids, because if they start going to the library at a young age, they’ll keep on going.

 

You know how when you walk into Starbuck’s, and it’s comfortable? More like that, with comfy chairs.

 

Community projects, like art projects. Or drama or nature projects.

 

More variety. I know you have variety for adults, but I’d like more variety for us, in Spanish. Also more for our grandparents.

 

More recent material from Mexico.

 

Added question:  When you’ve used the Library, what were your experiences like? How were you treated?
 

At [branch], there are a lot of bad little kids who run around screaming and throwing stuff, and I think the staff has had it. And they start yelling, and they start kicking them out. And if you start doing that, they’re going to go back and they’re going to do it even more. So maybe – I don’t know, I don’t know how I’d discipline them, because it’s a public place.

 

You try to mind your own business, try to concentrate, and people just scream… I mean you go there to be quiet, right? You expect it to be peaceful.

 

I’d expect notes or signs saying it should be quiet.

 

 

Question 6: This is your chance to be in charge, to tell the director what you want.
 

Art contests. [For graffiti-style street art] My friends do a lot of that, and they’re really good. I bet a lot of people would like that. [Agreement that this style is valid and interesting] But not just graffiti or cartoons, all kinds of art.

 

[Teen mother] I’d like more books and programs for babies at my library.

 

At my library there’s not a lot of recent books. [Names some anime series she’d like]
 

I would like to see a program where the teenagers read to the kids. That’d be cool. I’d really like that.

 

They used to do that, at [branch]. I did it one time.

 

[Thanks and farewells]
 

 

Parents and Caregivers Focus Group
Moderator: Gustavo Gonzalez-Mesa

 

[Orientation to focus group, welcome and introductions]
 

Question 1: How do you find out what’s happening in your community?
 

Bulletins from the school and the library.

 

TV –something recent is Noticias Latinas, which tells what’s happening all over Oregon and Washington. [Agreement that TV news is important to them]
 

From people – gossip! [Laughter, agreement that this mothers’ group is itself an important source of information]
 

Question 2:  The word library can mean a number of different things. When you hear “MultnomahCountyLibrary”, what comes to mind? Let’s start with the positives. Can you come up with three positive things about the library?
 

Books. Lots of books.  [Agreement]
 

A place to go to learn about lots of things one doesn’t know about.

 

A place to take the children so they can read.

 

Information.
 

Activities – programs, events. [Agreement] El Cinco de Mayo – mariachis! El Día del Niño.
 

A humongous selection of all different kinds of popular topics. Something of everything.

 

The summer reading program – I love it. I wish it was a little longer.

 

The story times.

 

Homework help for the children – there are books that help them a lot.

 

Classes to learn how to use the computer.

 

English classes.

 

The staff – most of the time there’s someone there who speaks Spanish.

 

I’ve noticed in the past few years – my kids are 24 and 25, but when they were little we couldn’t find any books at all in Spanish – not even ABC books. Now, they’re getting more and more, and they’re interspersed with the other books; it’s not like they’re separate, they’re kind of all together, which is very nice. It [the Spanish collection] has become quite a bit more, which is really necessary for this area.

 

Question 3: What kinds of things would you most like to find in the library, both for yourselves and for your families?  

 

Something more like a family activity center, where the children could play [during an adult program]
 

I know there are programs for the littler kids, but I’d like to see programs for the older kids, maybe in the evenings so parents could participate, or at least one parent. To get more of that family unit, with adolescents.

 

Something like summer school, or tutoring, for instance if a child is behind in math. I have trouble with one of my kids; I try to help, but because of the language, I don’t know how to explain things. I explain in Spanish, but since the teacher has explained in English, there’s confusion.

 

When the children are using the computer, more supervision. Kids are looking at materials which aren’t age-appropriate, gang-related things.

 

Question 4: You’ve mentioned positive things about the library. Now, can you think of some problems or barriers which might prevent you, your family, or your friends from using the library?
 

They’ve always been very nice. [Agreement] I’ve always been treated well.

 

I’d like to use the computer, but I don’t know how. There should be someone there to help. The library’s not just for books, computers are important.

 

The one-hour limit is a problem, if you’re a beginner or a slow typist, or trying to help a child with homework. [Agreement, with added example of resume-writing taking more than an hour]
 

We need more time! We’re slow! [Laughter]
 

There should be a monitor – less priority for people who are just looking at E-Bay, for instance. A table of computers for job search, for resume writing, with forms or other resources.

 

I don’t have any problems, but I speak English. If I only spoke another language, there would probably be barriers.

 

Question 5: If you were in charge of the library, what kind of changes would you make?
 

The hours.

 

For the kids, more prizes for summer reading.

 

When my son finished the program, many of the prizes like swim passes were gone, and he was very sad. If you’re going to have a program, there should be enough prizes.

 

A cultural program for the children of Mexican parents, so they can learn their parents’ roots, so when they go to Mexico they’re more familiar. Traditional crafts like ceramics, or weaving or embroidery.

 

And there are so many distinct cultures within Mexico. So for instance, one month could be for Oaxaca, then Guanajuato, and so on. [Agreement on great diversity of regional Mexican culture] “Hispanics” can’t be lumped together.

 

[In response to a mother’s expressed concern that Latino children here are losing their language and culture] Why couldn’t the library have Spanish classes for children, as well as English classes for adults?

 

More English classes.

 

A celebration for [Mexican] Mothers’ Day. [Always May 10]
 

Question 6: Our purpose in this discussion was to find out how MultnomahCountyLibrary can better serve all of its Latino patrons. This could happen in a variety of ways. Think about what we’ve talked about. Have we missed anything?
 

I miss the card catalog. I don’t know how, or where, still – if I can look up my own book title, or if I have to go to the woman on the other side of the library, and sometimes she’s not there, and you have to wait. I understand, but I’m just telling. I used to be able to look up my stuff; I’m not really sure how the library works now.

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Selected Resources
Websites:
Pew Hispanic Center. Pew Research Center.

This organization conducts original in-depth demographic research on latinos in the United States.

REFORMA. National Association to Promote Library and Information Services to Latinos & the Spanish-speaking.

An ALA affiliate, and a resource center for all aspects of serving latino library patrons.

Article:
Elba Pavon, Ana. "Spanish Outreach 101." Criticas 1 June 2005: http://www.criticasmagazine.com/article/CA609986.html.
A brief, thorough overview of the overall issues addressed in this needs assessment.

Books at Multnomah County Library:
Byrd, Susanna M. Bienvenidos! = Welcome! : a handy resource guide for marketing your library to Latinos. Chicago, IL: American Library Association, 2005.  027.63 B995b2005

Moller, Sharon C. Library service to Spanish speaking patrons : a practical guide. Englewood, CO: Libraries Unlimited, 2001.  027.63 M726L 2001

Library services to youth of Hispanic heritage : an anthology. Jefferson, NC: McFarland, 2000.  j027.63 L6978 2000

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

