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WE'RE MORE THAN
BOOKS!

by Lindy Rose M.L.S.. Manager of the Research
Liorany- Kalamaroo PPC at Pharmacia &

Upjohn. Inc

*‘Witness our transformation into the: virtuasd
libeary of tomormow by touring our Intemet,
CD-ROM and LAN based information sys-
tems.! So beging an advertisement promaoting
the open house sponsored by the Research
Libyrary at Phammacia & Upjohn, Inc.. in May of
1995, The library's mission is 1o support the
discoverny and gdevelopment of pharmaceutical
and nutntonal products by prowding accaess to
information. Sponsoring thés ovent provided
the opporiunity to desmonstrate how the
library's technology could dalver infoarmation to
the desktops of scientific, clinical, and regula-
tory personnel, This event drew more than S00
employees from the RAD camponent of the
compary, repeesanting over 50% of its
Kalamazoo, Michigan employee base. This
success can ba attibuted to seven winning
strodegpes. diligent planning. and focused
Leamrark.

Strategies

1. Know your objective. The main objectives
wene o increase awaraness of library services
and demonstrate commitment to information
techrology, The library director. newly ap-
pointed in 19894, had boan instrumantal in
establishing CO-ROM stations, an Intemet
station, and in encouraging staff to faciitate
glectronic access to library services and
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sources. An open house would draw attention
to these major changes. A secondary objec
v was o camonstrala that slthough we
were moving toward a digital library, we stil
prided ourselves on face-to-face, friendly. and
flendble sanvice. Our target audience was
infrequent library users and non-users, rather
than the core group of regular users. Good
business sense lold us to tap into and matl-
vate the less frequent users

2. Prepare staff and support teamwork. After
receiving management spproval 1o hoat the
event, the entire stalf of 20 employees wene
assigned spacific responsibdities, Staff were
advised to update their skills and knowdedge in
all gperational areas of the ibmary in onder to
create imstructional handouts, answer ques-
tions, or demonstrate a senice at the open
house. Staff meetings were used to brain.
storm and reach consensus on decisions.
Weelly electronic mad communicated direction
and appreciation to the staff, On tha moming
of the open house, a small token of apprecia-
tion wias placed on each desk—a spring Aower
in & vase. A pece of candy, and a personal
nole of thanks, We also planned a post-event
gathenng ot a local restaurant to pat cursahes
on the back for a job wel done.

Creattvity was encouraged. An artistically
talented stalf member created cartoons for
promaotional matenals, One catoon depicted,
in the first frame, o confused and penshe
scientist walking into our ibrary followed by a
second frame ilustrating the customer on his
way out with his information neads clanfiad,

il on page
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Pearls of Wisdom

Ase yous feeling hard pressed o justify markat-
ing expenditures? Or do you wander what
percentage of a business” budget is allocated
te marketing activities? If so, consider thase
findings from an American Marketing Associa-
bon 1994 survey, reported in the association's
Januany 1 issue of Marketmg Nows. Based on
responses from 208 monculves who indicated
business-to-busingss/industral ag their prmarny
or secondary markat, 31 of the companies that
reparted sales of less than 51 million spent
11.2% of their sabes on direct selling. In com-
pangon., 12 companias with sales of more than
5250 million spanat 1.1% of their sales on seling.
The study concludes that smaler companies
aren | as woll known as largar companias and
harve fo invnst more in marketing. Keep this in

mind when you work up your marketing budget,

Hern is 8 simple way 1o increase the participa:
lion in your promotional acthities. Whan
designing your fyers and posters to promote
an évent, be sure to include the day of the
wisek, along with the date. For example, if you
plan a domonstration of new library equipment
for June 12, 1996, also mention that it ks a
Waednesday. This simple fact will save your
readars fram having to go to their calendars to
chock for the day. If ell the information is
provided for the patential customer, the notice
dees nol pose a potential dstraction, and
there is no reason to disregand the announce-
mant without a response.

What value do you place on your time? I you
wiere asked to complete a sunvey, what would
ba a hir exchange for your time and thoughls?
We recently received a survey that included
food as compensation! A bag of Spicer’s Apple
Cinnamon Hunger Crunchers, to be eact. Wa
loved it Imagine opening an envelope and
having a snack enclosed with a survey! You
could use any indmdually packaged Food—
cookies, candies, snack foods, juices that come
in pouches—to creatively boost response ates
to surveys and reward people for their time.

Have you ever invested valuable time and
money o0 a promotional piece and then
covered it with o mailing anvalope, trusting that
the addresseas would actually open it? YWell,
you can now show your creations through a
hull-window envelope! These ervelopes are
renl attention-getlers. They're available in a
wicle range of sizes and colors—rom baslc
white 1o bright magenta. The clear acelate
front wandiowe lels your message show through,
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while the address and postage go on the back -

af the amwelope, which is solid paper. Your

| direct mail masterpieces can speak for them-
| sedves when you enclose them in these
| revealing ful-window emeelopes. They frame

| your message! For monz information and

samples, call Premier Papers at B00/843-0414.

Mary special libanes maintain college cata-
logs and varous odd pieces ol useful informa-
tion conceming universities and colleges far
clients. Mow those collections can be aug-
mented or replaced with catalogs and applica-
tion packages on the Intemat. College and
Unéversity Homepages is an impressive
reference you can point vour clients to, This
onking directory was created as a collection of
hypertext inks bo univarsily and college
homepages in 70 countries! Check it out for
yourself by visiting their site at <http/f s
mit. et 8001 /pecple/cdemedko/univ htmis,

Have you thaught about taking advaniage of
the recent explosion of vendor awand and
recognition programs to further your awn
career and bank account? Look srcund and
you'll find plenty of opportunities for the
lirmehght offered by vendors and library asso-
clations, A couple mcanthy caught our eye.
Dow Jones News/Relrieval recognizes
inreratlnag customens with their Customer of
the Quarter award, Dun & Bradstreel Informa-
tion Services is currently inviting nominations
lor Onling Champion of the Year, and West
Pubdishing Company is running a campaign
that sabutes Information Innovators, Contact

your local vendor representative for details, B
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. and a gimde on his face. Another stalf member
wilh excellent phatographic skills produced
individual and leam photographs of our stalf to
atvertise the human resource componeanl of
the librmry. One staff member used the Morary
color copier to produce 3' x 3’ posters of the
library Internat home page and the newly
purchased copier itself. These posters ware
dsplayed al the copier and Intermet stations.

3. Invite the CEQ. The library dreclor ax-
tended a personal invitation to the company
CEO to attend the open House. To our sur-
prise and pleasure, he accepled, The accep-
tance by the CEQ was a sure guaraniee thal a
groater number of managers (an important
component of our larget audiance) would fum
out for the event. The time of his arrival was
left open to accommodate his busy schedule,
His hall-hour tour included 10 minutes for
greeting employess as he walked through the
korary and focused on the sic most impresshe
senice/product stations. Two days before the
open house, we provided him with a portfolio
of the Mbrary descrbing senvices and staff,
Alter the open house, we sent a follow-up
letter to thank him For attending.

4. Use a theme to give visual direction and
purpose. Our theme, "We've got connec-
tions!”. was the basis for our visual depiction of
the Borary traveling in the world of information.
The logo depicts the lbrary's giobal connectiv-
ity. Capstadtizing on the famiar "information
highweray” concept, we created twelve Inter-
state road signs. onae for each senvice/product
station. Each black-and-white 107 x 10 sign
wig numbered to comespond with a map of
bbrary stations given o visitars as thay
entered the ibrary, The signs were posted so
Ihery could be seen above the crowd. They
proved to be a popular tool for directing traffic
flow and enabling visitors to navigate the
statons by themsebes.

5. Focus on the benefits not the features.
Because the majority of our visitors are library-
and computerkerate. the challenge was to sell
the valuee of the libeary products and services
rather than software fealures. In demonstrating
the new library- and LAN based CD-ROM
products, the nie of thumb was "overdew, nol
overkil.” This enabled us to reach more
wisitors during a shorter pariod of time. At each
slation there were sign-up sheets for users
wanting more indnidualized instruction at a

The inrepiane by
CEEY s a sieny guarin-
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later date. As often as possible, the demon-
| stration examples represented drug develop:

ment questions actually handled previously by
| staff at the Morary. We demonstrated products
that complamantad each other: for example,
the new electronic joumal station was sel up in
the same area as the current hard copy
stacks. The two most popular stations were a
station demonstrating & new corporate
document management system usad to
preduce new drug applicatians and the
Intermiat station. Initially we meant to brng in a
commercial onling serdee representative for
demonstration purposes. After much staff

discussion, we decided this was not in our
best interest, It was, howaver, better to
domonstrale whal we infermally could do for
our customers in terms of information provision,

6. Provide plenty of food and give-aways.

If you feed them, they will come! The hibrary
purchased food from the company cafeleria
and an outside bakery. including vegetablas,
crackers, cheese, fruit, cake, and beverages.
The food was strategically placed in the back
of the library, requiring visitors to pass at least
three or four stations before they could enjoy

| the refrashments. We filled baskels st the

| entrance of the library with give-away magnats

advertising our logo and phone.fax/mai
address, and scratch pads with the matto
Anformation Fuels Success” and the library
phone/ fae/mail address. We also dsplayed
copies of two different Inlemet books to be
given eway as part of a dravang, The drawing
served a second purpose for us: we used the
antry forms to get an attendance count and

job profiles of those wvisiting.

7. Promole, promote, and promote. As the
result of a staff brainstorming session, we
decided to enliat the assistance of the graph-
ics department to redesign aur ibrary logo,
We used the logo on promational and instruc-
tional materials and on our nametags,

A front-page aticla in the employes newsletter

was published the Friday befors the event
highlighting the open house. We also mn
advertisements on hallway televigion monilors,
Posters and fyers were distributed semss two
company siles and in halbways, staircases, and
a major intersoecting hub area. A global elec.
tronic: mail announcement was sent to all
employees two weeks prior to the dote,. One
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stalf member designed a hallway deplay case
promating the library by contrasting items
found in a traditional libeary with advertisa-
ments of elegtronic ibrary sanices and
products. Tha backdrop of the dsplay con-
tained a phatograph of the entira staff. o add
8 “people” component. Another staff member
designed a bulletin board showing a thres.
dimensional DMNA strand with the header,
"Quality customer serdce 5 just part of our
ganetic make-up.* Elements of the strand
were made up of quotes taken from Meralure
search pvaluation forma expressing custom.
e’ feedback of the botlam-line value of our
senices Set-up directly oulside the library, the
hoand dreee the attention of many guests

Planning

1. Plan two months in advance of the actual
opan house date. VWe started planning eight
woeks prior to the actual date. In this way
requinr library services could proceed nomally
during the two months of prepasation

2. Choose a day of the weak and time that
will mammize attendance. Taking into ac-
caunt our organizational culture and sockng to
awoid conflicts with any important meatings
scheduled for our target audience, wa hedd the
open house on a Wednesday, from noon to
frve o'clock. This choice of day and time
direclly contributed to the high tumout rate.

3. Delegate asks and utilize intemal exparts.
In addiion 1o using the artistic skills of our
library stalf, weo tapped the talant of other
intamal resources. We relied on the
graphics department for desagn of the logo,
posters, and banners. Thedr assistance en-
abled us to focus on the content of the
messages. The reprographics department
produced copies of all hendouts.

L word of wamning. Be sure to prepans
encugh handouts, Dur apocinted runner for
the day made mamy rips 1o the reprographics
department that aftemoon, because we had
imderestimated the demand. Expect to run oul
of give-aways after two hours.)

An outside vendor produced the ghve-awiry
ilems, Even the experts on the janitoral staff
went the extra mile to clean the onting faciity
before and alter the open house.

"W started plineniong
i ks proor to e
artual disfe.

Wl
Plert for back-up |

relief sto)T.
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| 4, Assign sach staff member to a specific
task or sarvice amsa, Each stalf moamiber
asslgned (o & sandice/ station waz
map-:rnﬁﬂn for sat-up, handouts, and display
| and for personally interacting with visitors.
| Staff not directly involved at a particular station
| assisted in food preparation, general lbrany
! and office housge cleaning, promation, project
managament, and greeting visitors. Plan for
| back-up refief staff. The assigned stalf at cur
mogt pepular stations stood and talked for fve
straight hours without relief. We were one tired
group of ibrarians!

5. Test your computer systems 4 to 6 hours
before the opan house., Murphy's Law reigns
Early in the moming on the day of the open

| house, ong station presented maor compuier
sysiem problems. Knowing the CED would be

| tourng the station, & SWAT team from the

| computing services department came (o our
rescus, They worked diligently for 4 hours to

| fix the problem—the " fix” includad finding a

| brand new PC o loan us—and finished ten

minules before vsitors started (o arrivel

The Next Open House

Staff and visitors, incheding managers, coalin-
uad to complmant our offorts months aftar the
open house, Our goal 1o damonstrabe the
spactrum of kibrary senvices and products to
Aew customers was malized. Our commitmant
to lechnolodry continues, with an Intemed fair o
the planning for 1996, We're confident we'll
havie now and axciting connections ta sharal B

Landy Rose wny appotiiad Dhirector of the Reseonh L
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Worth It's Weight In Gold

Thiz issue of Markating Treaswes includes
your new clip art sheal The sheet presents
ariginal arwork in camera-ready form. These
images are aleo available as EPS graphic files
on 3.57 PC and MAC computer disks.

“L" for SuperLibrarian. Gel recognized for
your supethuman ability to locate information
Here's a graphic to use on namelags, staff

~N
("‘\r‘v—-r_}n-r"-'\

apprecialion obsarqances, and
awvars. And it would be perfect
for t-zhirts! It's bme to transform
Your imag. Go team!

Mational Library Week. Hore are
twi choices for uae with your
annesl celebration of Mational
Library Week (Apnl 14-20. 18960,
You ara planning to celebrate,
aron'L you? i time is shart. and
projecls are crosvding oul your
croatnaty, lel these two unique
designs promole your fastivities

The Changing Face of Library Customers.
Ml anly are our customens spanning multiple
generations, their neads and interests pme
gpread far beyond mere books. Showcase
your bbrary's versatility and range of services
with this appealing image

Pointing Hand leons, We've ghven you the
right- and left-hand variations of the icon. Use
them to point out important features within
your librany on signs or draw altention o items
in your printed materals

Cyberspace Navigator. if your library offers
help to travelers of the Intemet or other helpful
alectronic resources, use this graphic to
advertise your ability lo make the trip more
efficsent and productive

Open Your Eyes to Information, Hore's o
wanm, fuzzy imvitation to those prospective
library clients who are computer afreid, or who
might be sick and tired of cyberype. Wha
could resist such a friendly leca?

“MAY" We Help You With Your Information
MNeeds? A seasonal guestion, a reascnable
affer. Get creative with this Springtime
theme—ideas will burst forth, 1 “MAY ™ ba the
start of somathing big! Il
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“R" {Rﬂlﬂﬂnﬂﬂp} Marketing

"Relationship " —known 1o some as the "R”
wiortl—is nol just something we commit lo

| outside of work. Since customer focus is

Editor's Note:
Marketing
Treasures
originally came
with sheets of
library clip art and
this column
provided ideas on
how to use the
graphics. The clip
art images from
Marketing
Treasures are
now available
from
www.LibraryClipArt

.com..

essential lo marketing efforts. it's helpful 1o
examine the kinds of relationships we have or
lack with cument and prospective customers

Tirme spent focused on customers is a wise
irvestment. Since most of us don't have much
time, if sy, kel over in our busy work sched.
ules, this effort may currently have a very low
pricrity. But, considering the typical lbmary
budget, perhaps tima is more easly avalable
than dollars, even If bath are scarce!

Consider shifting just some of the effort you
expend on non-work relationships to customer
relationships. For instance, share your moming
calfes break with someone who could benefit
from a new reference ool that just arved in
the Bbrary. Invite the budget guru ta lunch and
share your enthusiasm aboul library services,
and ther farreaching benelits,

DNps for Building Customer Relationships

Maintain ongaing communication with custom-
ers 10 lzam their neads and expectations, bath
preganl and fubure. Remember, communication
i5 8 bwo-way street. Really isten to what your
customers have Lo bell you, Try to abandon your
preconceplions and to have an open mind.

Practice “active listening.” Clarify what ig being
communicaled; don't alow impartant issues to
go urnniced. State your own concems only
after you feel you have heard the other person’s
concems and needs. Raiterate whal is impor
tant to you and confirm whal is important to the
other person.,

Pay attention to customer feadback—It's
essential. If personal meetings are not appro
priata fior culling this information, try telephone
contact, surveys, or qualily assurance cands
The important thing is to got the data and heed
il, Share it with your stalf, Look for trends and
address them when selling objectives.

Gel your staff involved in the relationshp maode
Imvesst in their knowledge. skill, and conlfidence
to sddress and resobe cuslamer congems,
then give them the authority along with the
respansibility to serve customers. Empowered
employees are groat ambassadors. Wl
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Sparkling Reviews

Successiul Marketing Research; The Corr-
ete Guide o Gaitling and Ulsing Essential
Ireformabion Abowt Your Customars and
Covripelifors, Bdhward L. Hester. John Wiley &
Song, Inc., Mew York, MY, 1996, ISBN:0-4T1
12381-1. 51795

The author uses a 1957 quata from J. B.
hckiterick 1o sel the stege for his book:

“The principal task of the markating
function. . is not g0 much to be shiltful in
rmaking the customer do what suits tha
interests of tha business as o be skillful in
conceving and then making the business do
what suits the nterests of the customer,”

While this book doesn't tell you how to get
more staff or resources. it does give tips that
can e incorporated qusckly and easihy by
librarians in their attempls 1o integrate market-
ineg nite thisir evenyday management decisions,
Hester brings to the reader valuable informa:
ton on electronic marketing databases and
marketing information systems, He offers a
comprehensive seclion on markeling research
wsang the Intermnet. which should give libranans
ickzas for thesr own research, as well as
provide insighls when condecting Intermet-
boesed research for chents,

This book is an easy read, and packs a
conssderable amount of information into 240
pages. A sampling of chapter titles: Creative
Research Planning: Convenient Sources for
Marketing Research: Real Imelligence Tricks
of the Trade: Preparing the Marketing Plan:
Commumscating with Your Customers: Market-
ing Information Systerns; Conducting Surveys;
Intersewing: and Problam Sohiang with Mar
keting Research. Libradans lookng for quotes
from outside sources may find the chapter
lithed “The Library and Other Secondany
Sources” of interest.

Haster describes his book as B primer in-
terdod for the busy manager, marketor, or
customer serica representatvve, and he
koops it simple. It's a handy resource for thosa
of us who just need soma molhation, inspia-
tiow, or education to gl us going on our
markating activities! For others not inlerested
in the title, we recommaend copying the
opening cuate and pasting it as a raminder of
wihal marketing iz all about. B
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Treasure Tips

Creating Lively Text Charts

Charts and graphs can spice up any presanta-
tion, but charts made up of only text can be

dull, Your malterials should keep your audience g
attention and make them eager to see the naxt
shida or chart. Here are soma Incks to make
your text charts mon visually appealing and
aasier o follow

Lse bullets Lo draw allention 1o ibems, Try
different bullets, such s dismonds, triangles, or
armowes. I you are working in coloe, match the
border color and the bullets.

If your copy contains only one or two words per
line, use a narrow, wo-column layout. Lise &
wide colunnn layout if your copy consists of five
OF SiX WOITIS OF MOong.

| Keep your punctuation consistent. Don't add

| perods to some bopcs and not fo others:

Periods are needed only if lopics consist of
subject-verb-noun sentences

| Align text flush-left and mgged-right. This
| Formmiat is easicr 1o rend than [istified test, which

has imegular spacing that can be distracting
when reading a chart.

Keep vour preseatation fomat simple, Multiple
indents and levels are difficult to read in chart
format. Add the same amount of space above
and below each chart entry. This makes each
topic and ine entered undar a topic appaar
vigunlby distinet

Customze your presentation by adding borders,
backgrounds, and shadows. However, use
these options with caution, and be consigtent

| Berwvare of software programs thet automati-

| cally select type size based on the number of

| waords included in a text charl. Turn this feature
| off, and metead keep the type size in all your

| charts congistent.

' Keep each line langth the same, too, i pos-

gible. Your software probably “wraps ™ text

i automatcally imoves words 1o the next lined

This leature may desirable in almost all cases,
but occasionady you'll wanl a line 1o break al a
gpecific place. You can accomplsh this by
entering a " sofl retum,” This command pushes
text (o the next bne without edding paragraph
spacing. To enter a soft retum, hold down the
Shift kesy while hitting Return/Enter. Some
programs use the Control key with the Retum/
Enter koy

Test your compleled project. Recruit rends or
colleagues yntamiliar with your subject and ask
them to review the presentation. l
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