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Remarkable:

Customer service
SO amazing, your
clients can’t help
but make positive
remarks about it.

Customer Service:
the Key to Satisfied Clients

One of the most
important jobs we have as
librarians is ...

CUSTOMER SERVICE

The goal of cus-
tomer service is to be re-
markable. To have cus-
tomer service so amazing,
your clients can't help but
make positive remarks
about it.

I have borrowed
some tips on customer
service from the business
world and adapted them
to the library to guide
your planning for remark-
able customer service.

e Fix everything two
ways. Fix the prob-

lem, and then figure
out how to handle the
situation so that par-
ticular problem never
comes up again.

Be positive. Find a
way to have them
check the basics with-
out intimidating or
making them feel
inadequate.

Make clients into
fans. Take every
opportunity to make
your clients fanati-
cally happy about
their experience in
the library.

Take the blame.
Claiming fault dif-
fuses the situation

and allows you to
move toward a solu-
tion. Making positive
assumptions is al-
ways a good move.

e The answer is al-
ways , “YES!” You
owe it to your clients
to get whatever they
need. This often calls
for creativity, imagi-
nation and team-
work.

When you consider
every person your library
serves as a client, you are
more likely to fight for each
and every one. How do your
clients feel when they leave
your library?

http://www.joelonsoftware.com/
articles/customerservice.html

Marketing:

Taking Your Message to the Masses

The business
world is also a very effec-
tive place to get some
marketing tips. Here are
a few that each library
can do, no matter what
your budget.

e Identify a target mar-
ket. Who are the peo-
ple you need to reach?
Where are they now
and how do you reach
them?

e Develop a strong mar-

keting message and
hook. What do you
have to offer your cli-
ents? How can you get
their attention?

Create one piece of
marketing collateral
that will attract pros-
pects and set you apart.

Get visible in your tar-
get market -- the man-
ual way. Take it to the
streets. Go where your
clients are.

e Keep following up to
build relationships and
credibility. Be a walk-
ing, talking, advertise-
ment for your library.

New and creative
strategies are only part of
the solution. Be the person
in your community that eve-
ryone wants to work with,
and watch what happens!

http://www.sitepoint.com/article/
market-business-shoestring
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Practical Ways to PutYourself OutThere

I am a new librarian. I am

just starting my second year in this
position. This is all still new to
me...but here are some of the things
I have tried, will try or hope to try
in the future.

Monthly newsletters to the
staff: This is where I highlight
what the library can do for each
and every classroom. | always
include a comic and a bribe.

Frequent emails: | don't want
to be annoying, but when |
think of something that applies
to the school, | let everyone
know. Again, a bribe helps.

Studio 791: A monthly talent
venue in the library. | am try-
ing to redefine how people think
of the library.

Book Club(s): One for stu-
dents where we discuss topics.
One for parents where we read
school books.

Information Literacy
Classes: Teachers let me teach
their classes for the day, while
they get some professional de-
velopment time.

Resources: | love doing pro-
jects for teachers. Finding re-
sources, uncovering activi-
ties...anything!

Collection: | have put a lot of
thought into improving the col-
lection with our needs in mind.
I love it when people ask for
stuff.

Library Visits: | am con-

stantly inviting classes into the
library for book talks and
checkouts.

e Educational resources: |
have positioned myself as a re-
source for teachers in their pro-
fession. | have also started a
professional library.

e Student resource: | am al-
ways coming up with toolboxes
and pathways to assist stu-
dents.

e Administrative resource: |
have made myself available to
the administration as a project
manager.

I have only begun to insinu-
ate myself into every aspect of my
school!

Ideas For My Library




