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How Your Library Staff Plays A Critical Role
in Value-Added Marketing

It"s difficult 10 remember that your library stafl’ thiat
makes daily contact with customers is your sales [orce,
As librarians we get so caught up with the functicnal
responsibilities of the staff — reference, inter-library
loan, online scarching — that it"s ¢asy 0 overlook one
of the greatest value-added marketing assets librarics
have available; its staff.

When customers make a decision w buy (10 use)
information, they really decide 1o buy three things: the
service/product, the vendor (libriry or broker), and the
sales person (stafl).

Of the three decision points, the libriry stafl member,
as o sales person, has the greatest potential for winning
and keeping satisfied customers through value-sdded
information services, The library director that manages
the library stafl as a sales force will have o advantage
when il comes time o justly Hbrary budgeds and the
*value of the library’s services”. That's because in
value-added sale, the stall person ploys the most dircct
role of Haison between library and customer, providing
the best opportunity to affect the customer’s work and
life favorably.

Your staff can add value 1o your library's services by
focusing on the following five role-playing ancas,

1. Need recognition. People rarely buy something wniil
they need it Library staff members should focus on
raising customers’ awarcness of their needs. Sales
people should always be alen for opporunilies;
pointing out how a library service or product could help
on a pmyject will make customers feel like they arc
making a purchase decision rather than being sold to.
Of course, 1o be a successful salesperson, you must
know vour customer's business, Stafl members must
get out of the library and into the customer's
environment, be that office, clinic, laboratory, or
assembly line.

1. Decision making. Understanding the customer's
buying decision process can help you influence the
buying process, A sales person who understands their
customer's decision process anlicipaies customer
demands and has the answers (o questions and
materinls ready o support and demonstrile
applications, Being prepared projects a value-added
image 10 Cuslomers.

3. Ordering. The purpose of a salesperson is 1o collect
orders — for onling searches, reference questions,
inter-library loans ete. A good sales person will make
placing the order easier for the customer. “Cutting red
tape” and personally picking up a book order are two
customer convenience service strategies that add value
10 your library services. A simple change in order
laking may eliminate a major headache for the
customer and provide a significant value-added service
for the library,

4, Usage. Many times a library ‘s product will sit on a
desk unused because the customer can't figure cul how
best 1o use it. The value-added sales person will focus
on ways 10 help customers best apply and use the
library's products and services.

5. Service. Library staff members should realize that
often it's the promise of great service that persuades
customers o give the library an order. However, the
actual performance of the great service is what assuned
the library of repeat business, As value-added sales
people, the library staff should focus on delivering
memorable service afier the sale, Getting auxilary
information, resolving complaints — just keeping in
touch with the customer will keep the doors open for
additional information service orders while mainiaining
a positive, proactive image in the eyes of your

library customers.

Continned on page 6
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Pearls of Wisdom

The University of Tennessee at Knoxville and Cedar
Fapids Public Library were winners of JTohn Conon
Dana Awards in this year's John Cotton Dana Library
Public Relations Award confest, The winning PR
notchooks for these and the other 15 Special Award
winners may be borrowed from the American Library
Aszsoclaton Library. Contact the associaton library at
1-BD0-545-2433 or 312/5944-6780. (If you want 1o enter
the 1990 contest, reviewing previous winning
notebooks is a good way o prepare for putting ogether
your entry materials, )

Let's shore ideas! The National Library Week theme
for 1990 is “Reach for a Star . .. Ask a Librarian” Can
you think of how that theme ¢an be incorporated into
your libruries” promotion messages? “Star” can be
interpreted several ways: “the star of the show''; “a star
in the galaxy™; or “the gold star of excellence”. To get
your greative juices flowing, here’s a message created
by Jackie Kreye and Pat Burmeister as noted in the
newsletter LIPP; Library Invighis Promotion &
Programs (May/June 1989); “"Have you dreamed of
flving a plane, watching the stars or planning a clty?
Let us help vou find your place in the galaxy, Reach for
a star. Ask a Librarian.” Okay, now it's your tum. Send
us the “stars" of your promotion messages, and we'll
print them in Marketing Treasures!

You don't have 1o be a deskiop publisher 1o appreciate
the ideas presented in Adobe's Spring 1989 1vpe
catalog, Fonr & Function, Besides presenting different
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type fnoes, the catalog offers a wealth of tips on forms,
design and typography, and short stories on
presentations, The catnlog is oversized, beautifully
designed, and well-writien, Readers with deskiop
publishing capabilitics can order fonts from it. To get
vour free catalog, contact Adobe Systems Inc., PO,
Box 7900, Mountain View, CA 94039, or call 1-800-
B3-FONTS,

Intergraphix Corporation, makers of Quickcolor
Formats, the preprinted paper that many Marketing
Treasires readers use for brochures, now offers a full
range of papers made exclusively for laser printers,
They have a three-ring binder of laser paper samples
including labels, transparencies, envelopes, NMuonescent
angd multicelored paper, cenificate borders, and others.
The $29.95 plus $3.50 shipping cost for the Laser
Paper Almanac may seem high, but you'll save 20% on
Inser paper orders. For more information contact
Janete Holt at Intergraphix, 260 Corporate Park, Oak
Street, Pembroke, MA (02359, or call 1-800-451-2515
or 617/331-B08S.

Dowver Publications offers a complete line of clip-an
books with a wide vardety of illustrations and designs.
While some of the clip-an books are available in
bookstores and art supply shops, you can obtain o
complete catalog of all the Dover clip-an books
directly from Dover, For your free copy of the catalog
write 10 Dover Publications, 31 East 2nd Street,
Mincola, NY 11501, or call 516/294-7T000. Ask for the
Complete Dover Calalog, # 390680,

I vou want 1o use the intemntionil
symbol for “NO", be gure 1o put the
slash mark in the rght direction.

Star the glash in the drcle from the
upper left the 11 o'clock position —
ind cross the circle 1o the 1o the lower
right — the 5 o'clock position,

Remember when designing your library’s logo, it
should leok as good as a black and white design as it
does in color.
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Goodies from the SLA Marketing Section
Swap and Shop

This year's Swap and Shop vielded a bountiful harvest
of library marketing and promotion materials for the
more than 500 people who attended the session, Poster
sessions illustrated the wide range of library marketing
activities taking place at special libraries arcund the
country. It was a great session for recharging the
creative batteries and gleaning ideas for fulure
marketing programs.

There were many handsome, very well concelved
marketng matenals available at the Swap and Shop, in
lact o many W mention, However, your Markefing
Treasures editor has sclected a representutive sampling
for your review. If you missed the Swap and Shop, and
would Hke to receive o sample of the ilems shown these
pages, send a sell-addressed lnbel and 45 cenis in
postage 1o the address next o each illustration.

The Glaxo marketing package gets my vote for being
one of the most comprehensive, well-designed Hbrary

marketing packages 1 have ever seen. Although it is
printed on glossy paper, if it was printed on newsprint it
would still be impressive. While the design and colors
are very well done, what impresses me most is the
thoroughness of the package and s ability 1o
communicate the library’s message and image o ity
targel markel, You definitely get the impression that
this brary's staff are professionals who undersiand the
business of information services, and who can deliver
whit they promise, Nothing is left to chance: every
plece of paper and packaging that customers see has
been designed to convey the library's visual and writien
image. This is an excellent example of a well-executed,
totil communications package.

Georgla Rodelfer « Technizal Informmtion Center

Glaxa Ine. « Techndeal Operations Division

P.0, Hox 1217« 1011 N, Arendell Ave. » Zebulon, NC 27597

Cmne of the Unisvs libraries has also done an excellent
Job at pulling
logether 4
communications
package that is
carried through
all of its
materials, 1 like
the logo,
incorporating the
I and "R, It's
a very clean look
complimented by
a fresh color-
coding sysiem
{or differcnt
library services,
Sarmira Salely

Unisyr Corporation
ATIC - LIIM2%

MO, Box 54525

Se Paul, MN 55] 64

Database
Searches

INFORMATION
RESOURCES

UNISYS

Continued on page 4
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Profile Continued from page 3

Par of the appeal of this newsletter
masthead comes from the paper’s
color and wexiure. The masthead and
bage design has been preprinted. Each
155u¢ 18 then run through the
pholocopier for the monthly text. In
pddition, CUNAs newsletter is a
pleasure to read — bhook reviews,
information from the library, and a monthly special
interest fepture. Very nice,

[Hasme Avelkcowsld « CLINA Mutual Insirence Ciroup
(eamples are not available)

PSE&C's brochure gels
the message acnoss
succinctly and imaging-
tively. When you open it
up you realize just how
wiell designed it is: It
stands up, making it o
good display plece that
piiracts aention and
invites readers. Very well
done and it uses only two
colorm: red and Black! The
copy 1% excellent; the
gmount of text 1s mot oyver-
whelming, and it includes
positive benefit
fdements,

Laure] Gould = PSE&SLE

Mail Code 161

PO, Box 570 « Mewark, M
R {1}

The
Knowledge
Connection

I imaging being the library direcior a
Houghton Mifflin is fun; all those creative
iTtustrtors and writers asking inleresting
pnd seemingly impossible questions, Sure
enough, the library’s brochure projects a
light, imaginative image by blending
useful “library” informaton and
humorous whimsy. On cach page is an
illustration accompanicd by an interesting

I Npecd e
Sowvees and J Aesources from e GUNA information Resomce Seofar

question. The last page gives all the answers — a
creative way o gel someone 10 read a 13-page
brochure, You pel the leeling this library can answer
any question! By the way, King Kong was 50 feet tall
Cuesl Perry = Library = Houghion Mifflin

[Mie Beacon Sireet = Boston, MA 02108

Here is a compact, attractive brochure that uses several
design elements o deliver a great deal of information
economically. The strong overall design and use of
primary colors gives ihe visual impression of & “lean
ind mean™ information service that gets down o
husiness.

Laaira Tocker « Xegox Cerp,

TIC B00 Phillips Re., Bldg 103 « Webater, NY 14580

LB ainil ot ]Ih'-]l
marfketing maberials are bong
sieermtled m=a H.i-n[ﬂt
Promaotion Molebooks for
Marksping Trrasures readerd o
s, Hecas: the COWTED
sample podchook had treshls
meTlng i siheduss, we ane
compiling muiiple podchooka
Thesc will e ready o H|i|1- the
firnt of Septamber. Since
mokoksckla mie boaseed o b T
cone, (leat-me rved hais, woo
whimild et vour mgusal in easly
Thaie of yoo wheo didn 1
receive tho Insl rear's eoichadk
vear will be coniscied |
mdividually for lenber |

| mElfadifig

Hacrer Tall

wiis King Kong?
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Worth Its Weight in Gold

This issue of Marketing Treasures Includes your new
Cut & Paste clip-art sheet, The sheet includes orginal
artwork in camera-ready form, If you would like
previously published clip-art sheets, send $7.50 for
cach sheet, ¢fo Marketing Treasures,

Info. This would make a nice masthead for a4 news-
letter or an announcement Mier. I you want 1o aftract
attention, photocopy or print this on hot pink paper.

It's Your Move. Here's a graphic and headline that
cun be used for a variety of messages, You could
support the headline with wext on “Why allow the
competition to control your destiny? Take charge of
your future by taking the first step — call the library,"

Books. Here are some small images 1o break up long
passages of text, or use the borders (o accen! marging.

Easy as Pie. This message and graphic could be the
focal point of an entine campaign emphasizing how
casy il is to use the library's services, Remember that
some people cilculate the price of using your library in
terms of time and difficulty. A public relations
campaign emphasizing case-of-use could improve the
percelved value of your library services.

Geometric bars. You can use these as single design
clemenis, perhaps bleeding off a page, or use them in
clusters, or as staggered borders,

We Open Doors, We've wied the words “government
information” here. Bul you can customize the heading
lo match your collection,

Computer. Here's an image to help you depict your
dutomated library,

Moie: 1t has been browght w your ediior’s anemion that some
subscribers are nat geiting their clip-an sheets, 1 assure you that wo
irnsert o shesd inte ench newsletier (along with & new plastic sheat
proiecior for renewal subscriptions.) We auggess that you NOT
circulaie the clip-art sheet with ihe newsleties; citculute o photocopy
inssend. Be sure o inssnse your journal check-in staff that the c],lp-
irl sheel gels inseried into the three-ring hinder. That way you'll

have the anwork when you need il Il sending the nowsleiter umwj;.-

L& I.plznmtldu.h:'ml'l help avoid mu.:|r|.g_¢|:p—||1 gheets, we'll be
happy o chunge the sddross,

Eclitars b ote; Mukﬂhg Treasures o

Promotion Gems

Adter suffering through numerous conforenee
presentations this spring, it became painfully obvious 1o
me that not everyvone understands how 10 make
elfective slides. Here are some tips for your next
presentation.

1. Mever use typed copy in your slide, Photograshing & sheet of
peper yields very poor resuls. Remember that projecting a slide
{this applics o A3mm or an overhesd sanspureney) on a 10 % 107
secrean magnifies it over 28,000 times. Therefone, bold ketering i
needed, Use o desktop publishing program o gencrate high quality
type on & laser printer. If you don't heve & program, ask your printer
if hare is a desktop publishing service bareau in town that can
generate the type for you,

2. Be sure o have sufficient slides w support the narrative. Six or
elghi slides are ot encugh for & speech a4 brial as ten mimses,

3. Amy wlicle, whether prinied wosd or graph, s almosn sosthless i it
crpn be tharoughly eomjprehended in 20 seconds. Slides ahould
nisl be loft on the screen for more than one minule of they become
bypraotle. I it takes bonger than that s explain te slide i 1s wo
by, Hreak tho mformation up inio sminller, more casily digesied
parts, Changing slides keeps vour sudience sitentive.

4, I a sscton afl youir lalk is mioel pelevand to the sl5ds on ithe screen,
but the next slide is ot ready o be sheown, use blank, colored slides,

3, Concluding points, printed in bold letiering, and not exceeding
theee in number, can be cutlined on one of (ha Lese slides, After the
firag poind hos been eovered, go 1o the secord and third poinsta,
reflecting exacily what your conclusion is, Reinforce each slep with
the spaken wond, exhibiting constant vocal contral,

B, Your cancloding alide should be read amd sbeorbed i aboul five
pecorkds. The antention should be on you as the speskes and on your
lext. If the slide holds the sudience's attention 1o long, the mpact
ol 15e conclusion {s lost,

LI you are giving u presentution using ransparencies, and hove 1o
Mip your own slides, make notes showt esch stide on the frame. Thai
way you can deliver a smooth presentation withoul [ipping paper
notes mid slides ot the ssme tme,

B. When giving a presentation from a podium where you can't see
the ecreern, make s paper copy of each slide and msert it mto &
nobebeok oppesite your ext. That way you waon't hava to strain your
neck trying 1o e the slide if someone askn & question,

9, Rehesrin your presentation! Don't read s prepared paper. Be calm

| =ndd enjoy yoursell, The andience sn't going o bite yoiu.

hally carme with sheets |

aof library clip art and this :nlumm%l&n o hiow To us e
the graphics, The clip art images from Marketing Treasises are

mow avallable from www LibranyC lipArtcom
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Sparkling Reviews

A number of sesgions at the Special Libraries
Association conference discussed marketing-oriented
topics. For those of you who couldn®t make the
conference, here is a list of sessions available on audio
casscite lapes. Each tape costs $12.00 plus 51.50
handling. Orders should be sent 1o National Audio
Video Transcripts, Inc., 4465 Washington Street,
Denver, CO 80216, or call 1-B00-373-2952,

“Ceneral Session 17, Al Ries discusses bow the special librury
has o key role wo play in developing a company's marketing
strtegy. (Tape # 100

“Insider Stories: How Librarinns Are Pricing Their
Information Services™, Three librarians from contracl,
associntion, and legal settings present thelr pricing simtegics,
(Tapc #38)

“PR Power”, Kaycee Hale, Buzzy Basch, and Pat Schuman
provide insights into the practice of communications, (Tape
#al}

“Intraprencuring — Or How 1o Plan Your Stregy for Pricing
Services: Case Studies”, Three lbrarans discuss the practical
aspects of seiting up pricing strutegics. (2 tapes, #43)

“Presidential Task Force, The Enhancement of the [mage of
the Librarian/Information Professional”. Report of the task
force and its stralegic plan. (2 tapes, #48)

Critical Role Continued from page |

If you are a small or one-person library, you may
believe this anticle is meant for large organizations.
You're wrong, The basic premise of a value-added
sales force applies o you, Because it is impossible to
be all things 10 all people, select the most politically
powerful group In your organization and target them
with your vilue-added sales approach. Make sure your
target audience will suppen you when you request
miore stall — If they thought you were great alone, just
think how good things can be with two of you!

11 you've done your homework and found out what will
make them say “yes” o your request, and pointed out
your value-added services along the way, (it is
imperutive when you change a library service 1o
improve customer service that you announce the
improvement!) you can build your library business
within the constrainis of your organization.

Your Marketing Freaticres Editor will be tesching hor
graduate marketing course & the University of
Merylund’'s College of Libeary and Information
Services, “Markating Munagement Techniques for
[nformation Profosbonels”™ (LBSC 4388 ) will meet
Monday evenings G0 - 8:45 pm beginning
Sepiember 1] dirough December 11, Cordact the
Audrmisabons Cifice (301/454-3016) for more
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