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Library Customer Service: Dos and Dont's
(filmed at the Evergreen Branch Library in San Jose)
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https://www.youtube.com/watch?v=-RexvkkLrkw


Identify their fears 
and show them how 
the library can help
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I. Who is your Audience:
Å Identify your current customers
Å Identify your prospective customers, eg. faculty, older 

community members
II. Do you have a web page?
Å Is it static or dynamic
Å How can you make it more attractive
Å How can you make your resources more visible
Å Do the links work?
ÅWhat can be done to fix what’s not working or 

effective?
III. Do you offer only in-library services or e-services?
Å What are they?
Å What can be changed?  Added?
IV. What happens when a patron/customer enters?
Å Is s/he greeted?  Asked if needs assistance?
ÅWhat can be done to enhance customer service?
±Φ ²Ƙŀǘ ƘŀǇǇŜƴǎ ǿƘŜƴ ǘƘŜ ŦƛǊǎǘ ŎƻƴǘŀŎǘ ŘƻŜǎƴΩǘ ƘŀǾŜ ǘƘŜ 
info/answer the customer needs?
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I. Ideas for improving website

Ways to Improve Your Site and involve customers in the process:
Å Look at other sites of similar libraries to yours.
Å Jazz up colors and fonts.
Å Great Example--Feldman Children’s Library & Howard Computer Center
Å Have a TIPS section, such as
Å Get organized to hand in HW assignments in on time
Å How to do research

Å Feature a class or teacher or community member
Å Library blog written by constituents

Make sure your links work!
You can have a volunteer maintain the site.
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Make your library 
relevant.
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Welcoming Signage ςsee following slides for examples

Re-brand ǊŜŦŜǊŜƴŎŜ ŀǎ άм-on-м Ŏƻƴǎǳƭǘǎέ
Programs
ÅBook Club OR book talk geared for specific audience

ÅStory tube contest -hereôs a cute example-- STORYTUBES

ÅFor synagoguesðHold an event that would normally take place in the social 

hall/auditorium, in the library.

ÅFor schools-- program for parents on how to help your child do research 

Give out freebie (eg. water bottle with library logo) to 
those who attend a program.
ÅForm a committee to solicit ideas of how to serve customers better

ÅInvite members/students/parents to run event at library

ÅRecruit volunteers to assist at the library for community service hours

Bookmarks that clearly delineate your services
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https://www.youtube.com/watch?feature=player_embedded&v=B9P17eYfp4E
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Provide CS training to all staff, from professional librarians to support 

staff.

Donôt wait for the customer to approach you. Start the interaction.

Because:

ÅOften customers donôt realize ñthose people behind the desksò can 

and want to help.

Å They feel intimidated.

Å They might assume staff is busy to help them.
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ά[ƛōǊŀǊƛŜǎ ŀǊŜ ŦƻǊ ŎǳǎǘƻƳŜǊǎΦ {ŜǊǾŜ ǘƘŜ ŎǳǎǘƻƳŜǊǎ ǿŜƭƭ 
and they will continue to demand library service and 
ǎǳǇǇƻǊǘ ƻǳǊ ŜŦŦƻǊǘǎ ǘƻ ǇǊƻǾƛŘŜ ǘƘŀǘ ǎŜǊǾƛŎŜΦέ

(Jones, Patrick, 2001)
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Wow your customers!
W Be WELCOMING

O Have a riveting ONLINEpresence

W Make sure each customer WALKSout more 

informed and feeling catered to.
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