Members’

Briefing

The Member Service Challenge

by Roger Parent, Executive Director

ince 1993, when | assumed the role
S of Executive Director of AALL, |

have pursued two goals: building a
superlative Association and Headquarters

operation, and providing exemplary
member and customer service,

As the only organization dedicated to law
library professionals, we have a diverse
clientele to serve. AALLs 13 Special
Interest Sections and 35 committees and
task forces demonstrate the breadth of
our members’ interests and professional
responsibilities. Rather than duplicate
member talents on staff, we try to
complement them with expertise in
areas such as educational programming,
technology, financial management,
communications, and member services.

For the AALL staff, serving members
means many things:

® Maintaining the organization and staff
necessary to offer members access
to professional contacts, continuing
education, and career advancement
opportunities

* Representing the needs and interests
of law librarians directly to legal
publishers and lawmakers formulating
information policy

o Providing staff support and facilities
so AALL members can participate
in committees, SISs, and other
professional activities

¢ Fostering awareness of law librarians
among exhibitors, speakers, advertisers,
funding and program partners, and the
general public

¢ Initiating research on the changing
legal information arena and law
librarianship, such as the AALL Salary
Survey, AALL Membership Survey, and
the Credentialing Study

* Coordinating and supervising the
various independent contractors that
enable AALL to provide an array of
member services.
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Delivering Results

As much as they would like to, few AALL
members can spare enough volunteer
time to implement the many important
initiatives they envision for their
Association. Having talented, experienced
staff allows AALL to turn member’s input
into something tangible—to make these
goals a reality. Volunteers play a wonderful
role in advising us and providing the level
of knowledge necessary to serve the
profession well. Staff provide the project
management and follow-through required
to deliver the results.

In recent years, with staff support and
member guidance, AALL has brought
to fruition a number of first-time
achievements, including:

e An award-winning Web site, new
magazine and satellite videoconferences
for members;

e Advocacy through a well-respected
Washington Affairs Office;

e New data on law libraries from highly
professional Salary and Membership
Surveys;

e Three major research grants;

e Enhanced Chapter support.

Cost Efficiency

We are proud of what we have accomplished
on behalf of members, particularly because
we have done so with limited resources and
staff. To be most efficient, we meet new
expectations by streamlining duties, working
in teams, training people, and investing in
new technology.

It is our highest priority to meet your
needs for a responsive staff that provides
valuable services when you need them. To
further this aim, we recently reorganized
to create the new position of Member
Services Coordinator. Steve Serpas shares
his goals in an accompanying article.

The AALL staff and I hope that you
enjoy learning about us in this Members’
Briefing, and that you always feel free
and encouraged to contact us with your
questions and needs.
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But | seriously, the best thing about serving
as President is the opportunity to meet
and work closely with so many AALL and
Chapter members, and with others such
as our Chicago headquarters staff.

When I joined the Board about a year
ago, | realized how little | knew about the

AALL staff. How was the staff organized?

Who should I contact for answers to my
questions? Exactly what did each staff
member do? It occurred to me that other
AALL members probably had the same
questions. So, using one of the few
presidential prerogatives, I decided to
use this first Members' Briefing to learn
more about our headquarters staff.

First let me say a couple of things about
the Briefings. I don't write them; and their
audience is all AALL Spectrum readers.
So they won't be called "Presidential
Briefings," but instead "Members'
Briefings." One other matter: the
Briefings will have bylines this year, so
our authors will get credit where it's due.

Last spring I asked AALL Executive
Director Roger Parent to prepare, with
other HQ staff, a briefing that tells us
about the staff. This will give AALL
Spectrum readers an opportunity to get
to know the people who are working so
hard to serve you—who these people are
and the work they do.

Roger Parent has worked hard to
assemble a talented team with a very
clear sense of purpose: outstanding
member service. | hope you enjoy
meeting them.

James S. Heller
AALL President
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