IMPROVING CULTURAL LITERACY AT THE GLENWOOD LIBRARY
 1 
 

Improving Cultural Literacy at the Glenwood Library
Michelle Hoppen

Amanda Goodman

University of North Carolina at Greensboro
Introduction
   
Situated in the piedmont region of North Carolina, the Greensboro Public Library (GPL) system hosts a central library and six satellite libraries to serve Guildford County. These seven libraries support a diverse community of 242,817 with 12.4% of residents speaking a language other than English at home (U.S. Census Bureau, 2009). The Glenwood Library branch located at 1901 W. Florida Street was established as the depository for the majority of English for Speakers of Other Languages (ESOL) and foreign language materials held by the GPL. Since multiculturalism is among the forefront of current issues, we have questioned whether the GPL's decision to host nearly all the multicultural materials in one particular library branch was an appropriate move for the Greensboro community. With the traditional user group of the library changing, libraries must adapt to the needs of these new demographics.  

    
 However, by hosting nearly all of the ESOL and foreign languages collections at one library problems may be created for immigrants and ESOL students who do not live in the Glenwood area. We wanted to know how it would affect the community around the library and why the Glenwood branch was chosen as the multicultural library. The purpose of our research project was initially to compare census data to the library's collection and purpose, but as we learned more about the Glenwood branch our focus turned to the problems multicultural libraries face. The purpose of our research then became finding ways to expand cultural literacy in the library in order to best help ESOL learners, immigrants, people taking citizenship classes, and other underserved populations. We wanted to know what has already been done in the Glenwood branch, what they have the most problems with, what library scholars say on the topic of cultural literacy, and how we could use this knowledge to create a better library experience for patrons. The results of our project could be used to improve the total library experience for a patron group who rarely uses the library outside of taking ESOL classes and for children's programs. 

Research Questions
    
Initially this study was to determine if segregating materials into "special public libraries" was positive for the community, specifically looking at the Glenwood branch of the Greensboro Public Library system.  The concern was that choosing the Glenwood branch location as the multicultural library did not correspond to census data stating that there were larger numbers of Hispanics and minorities in other parts of the city. This would mean people who wanted to use the ESOL materials may not have access to the collection since their local branches had been bereaved of their foreign language materials. We asked if access may be limited due to a lack of transportation, foreign language speakers' reluctance to speak to librarians to ask where materials are located, and because segregating materials creates a lack of materials to choose from in the other libraries. We were also concerned because by housing the collection at one location, it tends to imply that these materials are being ghettoized to one location away from the rest of the user population. Another issue was the catalog. It was not translated into other languages, except a small instructional site in Spanish, and the online catalog was unhelpful in finding books in foreign languages. The catalog does not allow the user to find out, for example, how many Spanish language books are at any one particular library. Between the census data's information about where the minority communities are located and the difficulty of using the card catalog, we hypothesized that the Glenwood branch's destination as the multicultural library was a poorly thought out decision. However, after meeting with Mari Noguchi, the multicultural director of Glenwood, our outlook has changed in some aspects. Noguchi informed us about the history of the Glenwood branch  that  led to it's designation as the home of the ESOL and foreign languages collection. This new information caused us to reevaluate our research's focus  to studying both the positive and negative aspects of Glenwood being the multicultural library and also finding ways that library services can be improved for minority speakers.  

Literature Review
Background 

       
Patricia Montiel Overall's article, Cultural Competence: A Conceptual Framework for Library and Information Science Professionals, provided background information on the idea and purpose of cultural competence in libraries. Culture defines every aspect of human life. There are cultural differences as far as what info is, how it is developed, and how it is used. Overall defines cultural competence as "the ability to understand the needs of diverse populations" and more specifically as "the ability to recognize the significance of culture in one's own life and in the lives of others; and to come to know and respect diverse cultural backgrounds and characteristics through interaction with individuals from diverse linguistic, cultural, and socioeconomic groups; and to fully integrate the culture of diverse groups into services, work, and institutions in order to enhance the lives of both those being served by the library profession and those engaged in service." Librarians need to be culturally competent in order to meet the needs of undeserved populations like immigrants, ESOL learners, and foreign language speakers. Cultural competence is developed through three domains: cognitive (cultural self-awareness and knowledge), interpersonal (cultural appreciation and an ethic of caring), and environmental (domain, language, conditions, space, policies, rules, and regulations). Greater cultural competence by librarians should result in more minorities using the library. Overall explains that a higher percentages of minorities do not use libraries at all. Studies have found Latinos specifically find libraries culturally irrelevant due to a lack of Spanish/Hispanic services, and many Latinos were simply are not aware of the library and what it does. Programs for minorities are often created without the input of any minorities. Minorities site several reasons for not using the library, including inadequate collections (Eurocentric, insensitive catalog terms, difficulty finding materials of cultural interest, staff not being sensitive to cultural issues, and monolingual staff. Factors that could increase minority use of libraries include a broader vision of the library's purpose, inclusion of minorities in decisions, and strategic planning of geographic location of libraries.  

    
Edwin S. Clay III's presentation, They Don't Look Like Me: Library Multicultural Awareness and Issues, at the 2006 Virginia Library Association's Paraprofessional Forum Conference addresses both the history of libraries as educational foundations to help assimilate immigrants to America as well as how to create a multicultural library. The presentation argues that instead of encouraging minority groups to assimilate into the predominant society, librarians instead should be fostering an atmosphere of coexistence with other cultures. Clay takes a three prong approach that libraries "should foster attitudes toward multiculturalism" that normalizes a diverse community, "encourages knowledge" to be gained by learning about  multiculturalism, and finally "offer training" so librarians know how to interact with the changing service population. In the GPL system, this approach has been somewhat addressed by the creation of the Glenwood Multicultural Library but the centralization of the material restricted to one branch's main collection is not encouraging the growth of diversity at the other six branches. However, Clay does stress that libraries can change the way they approach multiculturalism by being proactive. He encourages librarians to not think of diversity as being a challenge but instead is an opportunity to better serve their community.  

   Case Studies 

    
Pubic libraries sometimes adapt their services in order to reach changing populations. Multicultural services, such as language courses, citizenship education, and workshops on how to find jobs help immigrants keep in contact with their cultures and provide them with the tools needed to understand their adopted culture. Paola Picco's case study, Multicultural Libraries' services and social integration: The case of public libraries in Montreal Canada, evaluates Montreal's public libraries' commitment to immigrants by evaluating the development of special collections and services to promote immigrants' needs, the training of library staff, and the relationship between the libraries and immigrant service organizations. The author used interviews and content analysis, and used the IFLA Multicultural Communities Guidelines for Library Service (1998) as a reference point to measure the commitment of the libraries to immigrants. Three main types of services the IFLAMCGLS lists are cross-cultural materials and services, information and reference services, and extension services. The services identified were multicultural collections, newspapers in other languages, language courses, French literature workshops, cultural activities, job workshops, guided tours of the library for immigrants, and special programs for immigrants that connected the library and immigrant organizations. One library offered 92% of available services, another 80%, and a third 50%. The author also looked at whether immigrants were using the libraries and concluded that they do not use them as much as other citizens, partly because libraries' performances declined when socioeconomic indicators were below those of the city as a whole. Librarians did not agree on how to support immigrant integration into Montreal society or how to reach immigrants, so while they did help underserved communities to an extent, becoming more culturally competent would improve their services. Picco's article is helpful as a case study of one particular library system and identifying services libraries should provide to their communities if they wish to help underserved populations.  

  
Natalie Brown identifies in her Serving Diverse Communities: Findings from four North American Public Libraries paper challenges that libraries in diverse communities are facing. These issues include how to attract new immigrants to use library resources, how to reallocate the budget to include more resources for ESOL users, and training staff to become more culturally competent. At the Richmond Public Library in British Columbia, Canada, 40% of the service population comes from the Asia-Pacific area. The library has tried to reach out to this community by celebrating the Chinese New Year, offering material of Asian interest such as calligraphy and readings by Chinese authors. This would be relevant in our research because there is a large population of Somali refugees in the vicinity around the Glenwood Library. The Toronto Public Library has strived to make their online catalog  accessible in multiple languages for their own community where 1 in 8 residents are recent arrivals to the city. Then is an important model for GPL's system where the catalog is only in English despite a 12.4% service population that speaks a language other than English at home. The Queens Public Library in New York focuses on programs that will help new arrivals assimilate into their new country. One of the unique services offered at the Queens libraries is that residents can request books to be mailed to them. The books arrive with a postage paid envelope in order to make returning them hassle free as possible. The central library in Brooklyn, New York has a set up that is similar to GPL in that there has been a center created especially for people of other languages. This section is called the Multi-Lingual Centre which maintains a collection of materials in 35 different languages. The program also offers ESOL classes and provides assistance in helping new immigrants learn about resources they can use to help them settle into the city. The importance of Brown's paper is that it highlights specifically how other libraries in even more diverse communities have met the challenge of serving a population where English is not the primary language for the residents.  

Methodology
    
Our two main sources of information were personal interviews with librarians and reading research papers about multiculturalism in libraries. The first step in our research involved going to the GPL's website and discovered that the Glenwood Library is the multicultural library and is the storehouse for most of the GPL's foreign language and ESOL materials. This branch also hosts several language and citizenship classes.  

  
  Our next step was looking up census data on the Greensboro area. We went to Census.gov's Population Finder and looked up the zip codes for each of the six active public libraries in Greensboro (one, the Blanche C. Benjamin Branch, is closed for renovation). The census data is from 2000, and therefore already out of date. However, we were able to find data on the percentages of Hispanics and Asians living in Greensboro and how many families speak languages other than English at home. The numbers of each were not the most concentrated in the area around the Glenwood branch, and the census data is very general (it does not tell us what nationality lives in the area, or what other languages are most commonly spoken). 

    
To find out the number of foreign language and ESOL materials held in each branch, we went to the GPL's online catalog. We discovered that there is no way to find all the Spanish language books, or all the bilingual books, in any library or in all the branches, a finding confirmed when we interviewed the multicultural coordinator at the Glenwood branch. The catalog was clunky to work with in other ways: there was no foreign language option, and the option for searching  in a specific library branch was buried in the site, leading us to believe that the catalog was not user friendly to ESOL learners. 

    
To learn more about the background of multiculturalism in libraries, we read several journal articles about cultural literary, helping us understand the most common problems libraries face when attempting to include ESOL learners, immigrants, and non-English language speakers. We interviewed Mari Noguchi, the multicultural coordinator at the Glenwood Library and asked the following questions: 

1. When was the multicultural center founded?  

2. Why is the multicultural center at the Glenwood branch? 

3. What is the lingual makeup of the various branches collections? 

4. Can the card catalog be viewed in Spanish, or any other languages?  

5. Is there a bus route near the library? Do people seem to have equal access to the library and its materials?  

Findings
       
We were surprised to find that Spanish speakers were only a part of the library's ESOL patrons: there are also large populations of Vietnamese, Korean, and Arabic users, as well as refugees from Somalia and Burma (Myanmar). Noguchi discussed how the library's neighborhood has changed dramatically since the library was built in 1995. It was initially a middle-class white neighborhood, and now is a low-middle-class African American neighborhood with resettled Somali residents nearby.  Noguchi told us that certain groups, including Japanese patrons, were reluctant to visit the Glenwood branch because of fears about the safety of the neighborhood. We had assumed that the library was chosen to be the multicultural branch because of Spanish-language speakers in the area, but in fact more ESOL classes were created because of the presence of Somali and Burmese refugees brought to Greensboro by Lutheran Family Services.  

    
  Overall claims cultural competence consists of three domains: cognitive, interpersonal, and environmental. Breaking Glenwood down into these three categories, we can see they have the first two under control, but the third is more of an issue, and their environmental issues may make it difficult to reach everyone they wish to reach. The staff of the Glenwood branch is culturally self-aware and have an appreciation for other cultures. The staff partly consists of a Japanese woman, an Indian woman, and a man from Angola, and among them they speak at least six languages. The staff cares about the well-being of their community, as can be seen by the eight different types of ESOL classes offered. These classes are Basic English, having an ESOL computer lab, Fall Nights (Q&A night about English), Women’s Literacy, Handy Men in America ("Come learn the skills necessary to succeed in America"), Citizenship, and TOEFL Preparation. Noguchi tries to designate funding to go to materials patrons will be most interested in using, and the library's efforts to reinforce a sense of community by having activities like a community Thanksgiving dinner for patrons whose families live far away.  

   
 The first major issue with the Glenwood branch also applies to the entire GPL system: the difficulty in using the card catalog. Noguchi told us that she found the card catalog inadequate for her needs in collection development, and that foreign language speakers almost never used the catalog. Patrons instead just browse until they found what they were looking for. This means that if an item was not in one library branch, but another branch had it, the patron would never know about it. This causes issues because the only way to search for foreign language materials is to know the name of that resource in that language. Most librarians in the GPL system are not multi-lingual which limits library staff's ability to find materials for users who do ask. Furthermore, more foreign language speakers might use the catalog if it was available in a language other than English, if its usefulness were advertised more, and if it were streamlined so certain functions, like being able to search for books in a specific library or language, were easier to find.  

   
Funding is an issue in the majority of libraries, but the funds available at Glenwood do not seem as if they are always being used in the most helpful ways. At Glenwood, ESOL funds are separated from the rest of the library's funds, and, like all funds, can rise and fall depending on the political climate and economy. Noguchi told us that she had noticed that people never checked out bilingual materials. Instead, they check out foreign language materials for themselves and English language materials for their children. She had a difficult time reallocating the funds to more needed areas. The lack of ability the lower-level library employees have to change where funds go demonstrates the larger issue of cultural illiteracy at higher levels of the library system. If the higher-ups do not understand the cultural issues the branches face, they may fail to listen to librarians who have direct experience with the problems.  

   
  One large step the Glenwood branch could do to improve their understanding of their patrons is to do community-based research to find out how best to deal with  problems as they arise. By doing this research, libraries can find out how conditions like space, lighting, and noise, child care, transportation, security and safety issues, and amount of  leisure time affects library use. Research should also be done on how different cultural communities search for information, use it, share it, and even when they ignore it in order to best convey information to underserved groups. Librarians should also know to what extent a community has other access to books, computers, newspapers, and other media. Knowing about the legal rights of second-language speakers is also very important when creating programs and classes that can help inform minorities of how best to participate in their community in a safe and effective manner. 

Conclusion
    
There are problems in creating a multicultural library, basically centralizing all ESOL materials into one library: people who live in other areas may not have access, the location of the library may be an issue (in this case, some people believing the area is too dangerous), and, without revamping the entire catalog, translating it into several languages, and hiring several workers who can speak multiple languages many visitors may find it difficult to ask for and find what they need. We mistakenly hypothesized that a centralized location for multicultural materials would be excessively damaging to the county's minority population, yet our findings suggest that instead of a fear of marginalizing this community, the centralized location gives people a place to call their own. The multicultural library can be a very positive thing for the community if it the library as a whole attempts to learn cultural competency and develop it cognitively, interpersonally, and environmentally. The Glenwood Library is overall a healthy thing for the Greensboro community, and, if more research was done and certain changes made, could be even more helpful to the cultural communities it serves.  
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