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We in the librarian profession hear it again 
and again: Technology has changed everything,
we have to accommodate the new needs of
Òmillennials,Ó we have to get to our users where
they live (almost always meaning online). Many
law librarians have responded to this challenge
by creating wikis and blogs, introducing e-mail
and IM r eference, and, in some academic law
libraries, creating more comfortable spaces so
students can take naps between study sessions.
In this massive call to change, we sometimes
overlook a fundamental question: Will the
change make our libraries better?

Before you dismiss me as one of those stodgy
old librarians who canÕt cope with the
changing times, let me assure you that I am
young(ish) and brand new to the profession.

In fact, I am only a few years older than the
demographic behind much of this chaos. IÕve
even been accused of being a millennial myself
(though a quick Wikipedia search reveals that
I am instead a member of the rarely mentioned
ÒMTV generationÓ). From this perspective, 
I am both excited and perplexed by our
obsession with accommodating the younger
generation. Are we really that dif ferent?

Yes and no. Some manifestations of the new
technology have drastically improved user
services. E-mail reference is at the top of this
list; I love being able to shoot off a quick
question to fellow librarians around the world.
Similarly, as a law librarian, I find answering
complicated legal research questions much
easier without an impatient patron standing 
in fr ont of me at the reference desk.

Sure, embrace change. But keep an eye 
on the big pictur e, too.
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Do Wik is  
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As we see our plans begin to unfold in the new year, we are reminded once again that change is
our professionÕs mantra. We are never finished, we are always in progress! Are our new
programs going to be successful? Did we make the right decisions as we analyzed our budgets
and balanced our requests with what was realistic?  Sometimes we have to change the tires while
the car is on the road.

In that spirit, we bring you the first electr onic issue of Law Librarians in the New Millennium !
The time seemed right to explore ways of getting timely information to you faster and reducing
the amount of paper we mail. In the coming days, we will reevaluate our content and discuss
how best to take advantage of the electronic formatÕs flexibility . In the meantime, please tell
others in your organization about the LLNM ar chive and subscription page at the Thomson
West Web site (west.thomson.com/newsletters/llnm).

As we examine new technologies, it is worthwhile to r eflect on the implications of a change of
course. Tammy Pettinato gives us a timely reminder that to make good decisions, we must
thoughtfully consider our librar y usersÕ expectations, as well as our abilities and the available
resources. We must think about how acquiring new tools or retaining old ones shapes usersÕ
experiences. Susan Cleary harks back to her family dinner table for ideas on motivating library
users and setting a level of service the library staff can promise and deliver. Sometimes good
management ideas can come from seemingly unlikely sources! 

Westlaw¨ W ebPlus is a new technology that can help Web researchers get more authoritative
law-related materials quickly. Join the Westlaw WebPlus beta test and see for yourself how this
new service steers clear of common Web research problems and brings you right to the news,
government, or company information you need. Also be sure to check out West CiteAdvisorª,
WestÕs new product that supplies correct citation formatting in your brief or other document and
creates a table of authorities for you.

WeÕd like to remind library managers that West has made innovations in customer service, as
well as in technology and product development. Your librarian r elations manager can get you up
to speed on My Account enhancements that will ease the ordering process and help you create
valuable reports.

In this issue, we introduce Librarian Relations Manager Renee Cullman, who works with law
librarians in Manhattan and New Jersey. She attests to the value of professional development for
the working librarian and the oppor tunities that can grow out of such involvement. Having
worked in academic and law firm settings as a librarian and a practicing attorney, she is well
positioned to be an effective consultant on many aspects of library management.

As always, we are interested in your feedback on this newsletter or other aspects of our librarian
relations program. If youÕd like to write an article or have suggestions on what youÕd like to see
in our new for mat, contact me at lori.hedstrom@thomson.com.
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he dinner table was where my five siblings 
and I learned important lessons in motivation,
achievement, and, of course, table manners. 

I bring the lessons I learned at our family dinner table 
to work every day. Take the golden plate, for example. 

My mother had to find a way to motivate six childr en and
create a system to make us behave during the workweek.
Her solution: a golden plate she used to reward a special
achievement. I do not remember where the plate came
from, or who was the first to r eceive it, nor do I remember
when I first r eceived it. But, oh, how that golden plate
motivated six children to achieve and excel! 

It is my job to motivate each person who uses the library.
In that effor t, we have created the I Sign Out @ Nutter
awardÑour librar yÕs answer to the golden plateÑgiven
each month to someone who signs out his or her books.
When I arrived at Nutter, the library staff was constantly
sending e-mails inquiring about books that were not
signed out. I wondered if by creating an award and
posting names of past winners in the library, it would
encourage compliance by the attorneys and staff. I am
happy to report it did! W e publish the name of a winner
each month in the library newsletter and award each
winner a handmade plaque and a ÒgoldÓ medal. The
winning attor neys display their plaques in their offices
with pride.

The vendors who visit Nutter on-site know I love prizes. 
It is rare for me to keep the prizes for myself (well, I kept
the rubber astronaut, GSI compact mirror, and Westlaw
bottle opener), but I request the prizes we give to attorneys
and staff. The vendor prizes help me train and motivate.
Everyone loves to be recognized for a job well-done. Not

only do we give away vendor prizes but we also have a big
bowl of gum balls; a little bit of sugar can do wonders on
a stressful day. 

When people enter the Nutter library, we treat them as if
they are guests in our homes. My staff and I always greet
them and make sure their stay is comfortable. We have
many breakfast and lunchtime users, so we allow eating
in the librar y. I want everyone to feel comfortable in the
librar y and to feel free to ask questions. When questions
are asked, we answer them and remember to follow up. 

Training is done every day in our librar y, and we
continually explor e new ideas to make the training
beneficial. This past summer, our summer associates 
were having trouble remembering the steps for wireless
access. Our library services assistant created a cheat 
sheet that was cherished by all. Training may be a 
simple outline or a mandatory online computer session.
We go out of our way to make it fun, sometimes by
creating a setting or theme. In the past we have played
poker, Òpicked apples,Ó Òbowled,Ó Ògolfed,Ó and created
our own sundaes. All of these activities were done in the
librar y with our attor neys. I am also considering a Go
Green theme for this yearÕs National Librar y Week. 
Such suggestions are simple but can bring big results.

I miss my family dinners, but I am grateful for the
lessons they taught me, which I use each day. And 
I never forget please and thank you! 
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Professional Edge

What I Learned at the

Dinner Table by Susan M. Cleary

A childhood family ritual continues to shape my
appr oach to law librarianship.

T

Susan M. Cleary is director of Library Services at
Nutter McClennen & Fish LLP in Boston. Her e-mail
address is scleary@nutter .com.
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But what about IM r eference? We donÕt offer this service at
UCLA Law Librar y (yet), but IÕve spoken with a number of
librarians at these virtual reference desks, and the results
are mixed. Patrons rave about the service because they like
not having to leave their study spaces, but librarians report
that they get few real reference questions this way. One
academic law librarian even said that most of her IMs are
from students complaining that the patron next to them is
too loud or talking on his or her cell phone!

Speaking of cell phones, I attended a session at the 
New Orleans AALL conference in which the topic of
accommodating cell phone users in the library came 
up. There is no question that cell phones are practically
attached to the head of each and every member of the law
librar yÕs core demographic (myself included)Ñdefinitely a
change from 20 years ago. Librarians want to know how
we accommodate these users. Should the library remain a
quiet study place, or is that just an outdated notion that
should give way to our new, wir eless patrons?

Then there are blogs, wikis, Facebook, Second Life, 
and more. This new generation of users is often deeply
attached to these information sharing and social
networking tools, and it makes sense that librarians want
to get in on the action. Should we blog about new library
services? Set up research sessions in Second Life? Create a
kicky new MySpace page with pictures of library events?

I question the wisdom of blindly jumping on the Web
3.0/millennial bandwagon. While I fundamentally 
believe that we law librarians must integrate technology

into our services and stay attuned to the changing needs
of our users, technology and change cannot be ends in
themselves. Just because we could develop a wiki where
users could lodge complaints or requests doesnÕt mean that
the old-fashioned drop box wouldnÕt do at least as well.
And as an avid Facebook user and librarian, I confess 
I have never once viewed a libraryÕs Facebook page, and 
I certainly donÕt want to add one to my Friends list.

This isnÕt to deny that any or all of these services could
ever be useful. In fact, I would love to hear from librarians
who have implemented these services with significant
success. My point is merely that though technology 
and other advances in user-centered thinking bring great
benefits to librarianship, they sometimes cost us time and
money, and cause undesired changes in institutional
character. No new innovation should be adopted just for
the sake of appearing cutting-edge. If the ultimate goal is
to accommodate the user, then we must be realistic about
our usersÕ needs and our law librariesÕ mission. Yes, it
would be lovely to take a nap between torts and contracts
class, but does that mean the library should start of fering
pullout couches and storing blankets at the reference desk?
The path of change is always tempting, but before we take
each step, weÕd better know the direction weÕre going. 

Then again, maybe IÕm just trapped in the staid old
thinking of the MTV generation. 

Tammy Pettinato is a reference librarian at the Hugh
and Hazel Darling Law Library at the UCLA School of
Law and a 2006 winner of a W est Excellence in Law
Librarianship scholarship. Her e-mail address is 
pettinato@law .ucla.edu .
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continued from page 1Do Wikis Matter?

Éwe law librarians must integrate
technology into our services and  

stay attuned to the changing 
needs of our users, 

[but] technology and change 
cannot be ends in themselves.
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s information on the Internet increases, so do our
choicesÑand, in many cases, our obstacles. Law

librarians have described the challenge to us this way:

Anybody can post anything on the Internet. So you
have to have some criteria, some sense of what
might be legitimate, useful results and what isnÕt. 

Finding r elevant legal information on the W ebÑfaster 
To help legal researchers in their quest to find relevant legal
infor mation on the Web, Thomson has been developing and
beta testing a new legal Web search engine called Westlaw
WebPlus. Designed by attorney-editors and technology
experts at Thomson, Westlaw WebPlus complements
Westlaw by helping researchers find the most relevant
legal information on the Web. 

Available only on Westlaw, Westlaw WebPlus is the perfect
research tool for r etrieving materials such as the following:

local news or regulations not found on Westlaw 

government agency information related to a
transaction or issue 

company information, dir ect from the source 

infor mation on a person to supplement public
records found on Westlaw 

general Web information about legal topics 

Authoritative W eb sites selected by West editors appear at
or near the top of your result. (Westlaw WebPlus ignores
meta tags and search engine optimizationÑtwo factors
that often lead to less-than-helpful results when using other
search engines.) You can restrict the result list to a particular
subject, domain, file format, or location with two easy mouse-
clicks, so you spend far less time sifting through results.

Whenever you wish to add a Web search to your Westlaw
research, you can easily jump from Westlaw to Westlaw
WebPlus and back again. (Your result list from a Westlaw search
may even contain a link to the Westlaw WebPlus result from a
similar search; similarly, ResultsPlus¨ links to Westlaw content
may be displayed in your Westlaw WebPlus result.) While you
are using Westlaw WebPlus, you do not incur any Westlaw
transaction charges. Westlaw WebPlus is thus a convenientÑ
and economicalÑcomplement to your Westlaw session. 

How to join the W estlaw W ebPlus beta
Westlaw WebPlus is currently available in beta to academic
users of Westlaw and to a small group of law fir m users. If
you are a law firm librarian and would like beta access to
Westlaw WebPlus for yourself and your library staff, send
me an e-mail message at lisa.cunningham@thomson.comor
call me at 1-651-687-7460.

How to use W estlaw W ebPlus
To access Westlaw WebPlus, use the new Search the Web
shortcut in the left frame of the tabbed Westlaw page, any
tabbed state page, the tabbed Litigation page, and selected
other tabbed pages. You can also access Westlaw WebPlus
via the new tabbed Search the Web page. Only beta users
(and West employees) will see the Search the Web shortcut
and the Search the Web page. 

To search the Web using Westlaw WebPlus, select a category,
e.g., Legal Issue. Then type a description of your issue in
plain English, e.g., illinois do not call r egistry, in the text
box provided and click Search. To restrict your result to 
a particular subject, domain, file format, or location, click
Subject, Domain, File Format, or Location at the top of 
your result list, then click the appropriate link in the 
dialog box that is displayed.

For a quick demonstration of Westlaw WebPlus, visit
west.thomson.com/westlaw/webplus/demofirm.html. 
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Westlaw W ebPlus takes legal r esearch on the W eb
to a new level.

A

by Lisa DelFiacco Cunningham,
Marketing Manager , Thomson Web

Information Overload, R.I.P.

Westlaw WebPlus



ou donÕt have to convince law librarian 
Renee Cullmann that it pays to be involved 
in professional development activities. SheÕs

already on board.

ÒThis professionÕs a small world,Ó she says. ÒItÕs not like
the state bar, where there may be tens of thousands of
attorneys. There really are very few of us, and itÕs a great

way to share ideas, meet people, and find a
job. Otherwise weÕd all be doing our own
thing alone.Ó Formerly a law librarian at
RutgersÐNewark Law School and at Day
Pitney LLP (Florham Park, N.J.), Cullmann
has long been active in the New Jersey Law
Librarians Association (NJLLA), networking
with colleagues at other organizations,
attending professional conferences, and
sharing marketing and training ideas with
other librarians. She serves as the current

NJLLA pr esident and has served as vice president,
secretary, and chair of the NJLLA Ar chives committee. 

SheÕs an active member of AALL, too.

ÒIÕm a big believer in professional development,Ó she
says. ÒWhen I was working as a librarian, I attended
many programs and I tried to take control of my own
professional development. Now I help provide professional
development, such as helping librarians learn how to use
resources and keep up-to-date on recent changes.Ó

Cullmann says her professional association activities 
are Òa little extra work on top of what IÕm doing.Ó 

As of July 2007, what she is doing is serving as West
librarian r elations manager in Manhattan and New
JerseyÑconducting training sessions, doing site visits, 
and otherwise strengthening the relationship between 
West and the law librarians of Manhattan and New 

Jersey. ÒWhen I was at my firm, I did a lot of education
geared toward associates and summer associatesÑformal
training sessions and one-on-one training. IÕve been looking
forward to working with librarians in that capacity .Ó

In her librarian r elations manager role, Cullmann draws
from her experience as a law librarian, even as a law
clerk. ÒIÕve worked as both an academic librarian and a
fir m librarian. IÕve worked with students and faculty and
also with the attorneys. That gave me a perspective into
what happens in different libraries and what itÕs like to
work in those dif ferent sectors. I also clerked for a judge
before I worked as a practicing attorney, which showed
me the practical application of laws, especially procedural
rules. Honestly, thatÕs what made me decide that I wanted
to be a law librarian.Ó 

Of course, she draws on her growing experience as a
librarian r elations manager, too: ÒThe questions IÕm asked
at fir ms allow me to think mor e about the products and
the releases that we have and how weÕre going to present
them. I accumulate more insight into the different practice
areas and know better what librarians need and how to
bring it to them in a r elevant and topical way.Ó

Cullmann sees herself as a resource for all aspects of law
librarianship. ÒI think librarian r elations managers need
to do more than just train on specific Westlaw products,
databases, and content,Ó she says. ÒThey shouldÑand doÑ
find out how to help librarians do their jobs better , even 
if that means adding types of services we havenÕt done
before or thinking outside the box. They need to help with
concerns such as marketing and professional development.Ó

As for CullmannÕs new role, professional development
will continue to play a valuable part: ÒIÕve been really
active in my own local chapter, and IÕve tried to take
control of my own pr ofessional development, keep my
skills up, and just maintain competence and expertise. 
I think itÕs essential to work with librarians to find their
own strategies for doing that, too.Ó 
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The Chapter Continues
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For West Librarian Relations Manager Renee Cullmann,
professional development r emains a high priority .

Y

by Jay Shuck, West Customer and
Product Documentation

Law Librarians
in the new millennium

Renee Cullmann
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ccording to West Reference Attorneys, one of the
most common new product suggestions from
West customers is for citation-formatting

technology. After all, lawyers and their support staff dread
the process of checking briefs or long memoranda for
correct citation formattingÑa tedious, time-consuming
chore that nobody acknowledges unless it isnÕt done. 

Our r esponse: West CiteAdvisor, the new product 
that quickly does all of the following: 

identifies legal citations (cases, statutes, court 
rules, regulations, constitutions, administrative
decisions, and journal and law review articles) 
in your own Micr osoft¨ Word document

suggests citation formats from the style you 
choose: The Bluebook: A Unifor m System 
of Citation , the ALWD Citation Manual , or 
a citation style specific to one of five states 
(Calif., Fla., Ill., N.Y ., or Tex.)

gives you complete control over which citation
changes to makeÑthere are no changes without
your approval

applies correct formatting dir ectly into your
document

creates a properly formatted table of authorities 
in your document

Currently, anyone with a Westlaw password can access
West CiteAdvisor via the West CiteAdvisor sign-on page
(citeadvisor.westlaw.com). In addition, West just added 
a West CiteAdvisor link to the tabbed Litigation page 
on Westlaw. 

How it works
After signing on to West CiteAdvisor, you select the
applicable citation source (e.g., the Bluebook), select the
services (Citation Format Advisor or Table of Authorities
Builder) you want West CiteAdvisor to run, and use the
Browse feature to select the word-processing document
you want to check.

Citation For mat Advisor: The Citation Format Advisor
displays the text of your document. When the service
recognizes a citation, the citation is highlighted in yellow
and one or more citation suggestions are displayed. You
can accept or ignore the suggestion, indicate that the
highlighted text is not a citation, or cancel the process. The
substitutions you accept are inserted into your document.

Table of Authorities Builder: The Table of Authorities
Builder creates a table of authorities (using citation
formatting you accepted) and allows you to specify
where in your word-processing document you want the
table of authorities inserted. 

If you have questions about West CiteAdvisor, talk to
your librarian r elations manager.
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West CiteAdvisor gives you pictur e-perfect citations
and a table of authorities in r ecord time.

A

by Jay Shuck, West Customer and 
Product Documentation

Citation Formatting 
Made Simple

West CiteAdvisor
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Law librarians have had plenty to say 
about billing, password and subscription
management, and every other aspect of 
West customer service. 

West has been listening. Our response 
has been a series of innovations to make
customer self-serviceÑwhether online or on
the telephoneÑa more effective service for
you. These innovations include the following:

Interactive Voice Response (IVR):IVR is an
automated voice-activated system available
24 hours a day that allows you to get account
balances and payment information, make
payments, get duplicate invoices and return
labels, and complete other self-directed

tasks by phone. In the event you want to
speak with a customer service representative,
IVR pr ovides direct routing to customer
service agents specifically trained to handle
your needs and supplies the agents with
relevant information about your account.

My Account: My Account is an online self-
service tool, also available 24 hours a day.
You can now use My Account to manage
Westlaw and Westlaw Business passwords 
at your organization, pay bills, view invoices
and account history, track orders, and create
reports detailing your organizationÕs
Westlaw usage. 

If you have questions about these self-service
tools, talk with your W est librarian relations
manager. 
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Innovative tools will make your W est
customer service transactions mor e 
user-friendly .

My Account

West Customer Service:

The Next Phase


