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STUDY GRANT 
AWARD 2002

There are funds available to ALIA members 

wishing to undertake a study project. Study 

Grants are offered to provide an opportunity for 

librarians or library technicians to undertake 

projects that they would otherwise be unable to 

do because of the time and costs involved. Study 

Grants are open to practising librarian or library 

technician members who have been personal 

members for at least two years and have a 

minimum of three years experience.

The number of awards in any year will 

depend upon the funds available and the 

estimated costs of proposals received.

Nomination forms are available 
from ALIA National Office 

PO Box E441, Kingston ACT 2604  
ph 02 6285 1877, fax 02 6282 2249 

e-mail awards@alia.org.au 
URL http://www.alia.org.au/awards/

Applications close 
1 September 2002

Would you trust a 
librarian?
A  recent survey in the USA asked 

Americans what satisfied them 
and hence dissatisfied them when 

they went shopping. The results were:
Store conditions 52%
Selection of product 49%
Quality of product 47%
Service 44%
Price 41%
Trust 35%

This highlighted that only thirty- 
five per cent of retailers were trusted 
by consumers. At the same time in this 
age of uncertainty consumers were say
ing the key thing they were looking for 
was trust.

Trust is the 'in vogue' issue with 
consumers, why?

First there is growth in the im
portance of safety and a concern for 
personal and family welfare. Second, 
with such a low level of trust we are 
starting to search out businesses we 
can trust and then doing more busi
ness with them.

Trust is a powerful tool. It can put 
twenty-five per cent on a retailers 
bottomline with the same number of 
customers.
Where does this leave libraries
Libraries are perceived as some of the 
most trusted institutions in the com
munity, this is a wonderful marketing 
opportunity.

Consumers trust the advice and in
tegrity of librarians and this should be 
promoted by the library industry.

Libraries have an opportunity to 
increase their market if they provide 
a proactive marketing campaign. One 
leading Australian library recently 
launched a campaign to get more 
children into libraries. They contacted 
a group of children via their school 
and found only one out of sixty was a 
library member. After a proactive cam
paign they picked up another fifty-nine 
members.

Libraries have an opportunity to 
promote themselves as a trusted insti
tution. You don't have to say in words, 
trust can be implied via marketing 
campaigns. Consider the following re
search carried out in Australia last year 
by Eye on Australia:
• 96% of adults like humour in adver

tising.
• 80% notice advertisements on situa

tions they have experienced.

• 85% like advertisements that show 
that people are not perfect.

• 81% like advertisements that are in 
touch with everyday life.

Libraries have an opportunity to de
velop their patronage via interruption 
marketing (obtaining new patrons) and 
permission marketing (getting existing 
patrons to borrow more and pass on 
the word).

But prior to any marketing cam
paign it is important to first get the 
internal dynamics and ambience of 
the library right.

This means having the right cus
tomer flow, merchandise and display 
strategies and a proactive team who 
can communicate effectively with 
patrons.

Perhaps the following advice will 
help...
Know when to approach a patron
Not all patrons want to be approached. 
The experienced librarian is able to 
read the signals that indicate a patron 
wants to be approached. The signs 
include:
• looking lost,
• looking confused,
• back tracking to a book,
• approaching the counter,
• making eye contact with you,
• looking impatient,
• walking towards you.

The real skill is reading the cus
tomer and deciding which is most 
appropriate way of approaching, and 
opening up a conversation. Three ap
proaches might be considered...
Try the greeting approach
This is the friendly approach used to 
greet people in a positive way. It relies 
on you using positive body language 
as you greet the patron. Language used 
could include: Hi, how are you today? 
The important message is that the greet
ing must be sincere, otherwise patrons 
could regard you as being 'pushy'.
Try the merchandise approach
This approach is used when the patron 
is looking at, or handling the products. 
The key is to give a short piece of infor
mation on the books as you approach 
the patron. Examples include:
• Hi, let me telI you that author is ex

cellent.

• Hi, I have just read that one, and it is 
wonderful.
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Try the service approach
This is the most common and most misused approach. A 
service approach should be friendly, non aggressive and of
fer service. Service approaches used come in a number of 
different styles.
Closed: This style of communication, when used to start a con

versation, actually closes down selling. The common closed 
approaches are: Can I help you? Are you all right there?

Over seventy per cent of customers answer No to the first 
question and Yes to the second, since you have given the pa
tron the opportunity to close down the conversation.
Open: This should be the most used approach. Open con

versation starts with how, what, when, where, why, who. 
This encourages the person you are talking to, to 'open' 
up. An example in retailing is: Good morning, how can I 
help you?

Leading: this style is used to encourage a person to agree with 
you. This is okay if you do both sincerely agree with each 
other. It is dangerous when you consciously manipulate the 
conversation. When leading we end sentences with isn't it, 
didn't it, aren't they, wasn't it and hasn't it. Example: Great 
book isn't it?

If you are not being sincere when using leading statements 
the customer will soon become very suspicious. The ap
proach can prove futile if you consciously manipulate the 
conversation.

Become emotionally involved
Top librarians are emotional sales people and, generally, 
women are better at this skill than men. An emotional person 
finds something attractive about the person they are talking to 
and then compliments them on it. For example: / do like your 
dress. That colour really suits you. What a lovely selection o f

books you have chosen.

The important thing is to be sincere if you use the emo
tional approach. Emotional people quickly become friends 
with the customer and have a far higher average sale per 
customer.
Be aware of the importance of listening
Your listening skills are probably more important than your 
verbal skills. A good listener can establish the needs and 
wants of the customer and then recommend the most suit
able book.

Listeners also give the impression that they are genuinely 
interested and care about the patron.
Remember the basics
Finally Chris Newton (Results Corporation) summarises:

'To be a successful communicator...
• make your customers feel welcome.
• enquire about their needs and wants.
• talk in their language.
• ask questions constantly.
• invite them to browse.
• leave them on a high.'
lo h n  S ta n le y  is  a c o n f e r e n c e  s p e a k e r  a n d  re ta il  c o n s u lta n t  w ith  

m o r e  th a n  tw e n ty  y ea rs  e x p e r ie n c e  in  f ifte e n  c o u n t r ie s .  Jo h n  

w o rk s  w ith  l ib ra rie s  a ro u n d  th e  w o r ld  a ss ist in g  th e m  w ith  th e ir  

m e rc h a n d is in g , s ta f f  a n d  m a n a g e m e n t  tra in in g , c u s t o m e r  flo w , 

c u s to m e r  s e r v ic e  a n d  im a g e. Jo h n  S ta n le y  A s s o c ia te s  p r o d u c e  an  

e - n e w s le t te r  s p e c i f ic  to  l ib ra ry  re ta il, th is  in c lu d e s  in n o v a tiv e  id e a s  

a n d  a d v ic e  to  h e lp  y o u  g r o w  y o u r  lib ra ry . I f  y o u  w o u ld  lik e  to  

r e c e iv e  a re g u la r  c o p y  p le a s e  v is it  h t tp :/ / w w w .js ta n le y .c o m .a u  o r  

e-m a il u s  o n  n e w sle tte r® jo h n s ta n le y .e e .

Efficiency, value-add customer service and intelligent knowledge 
management are now critical roles of libraries.

The way, of course, is to revolutionize library processes and to deliver 
services with speed.

EL iM S™  is a proven RFID-based Library Collection Management 
System that facilitates automatic loan & return, tracking, sorting as well 
as speedier data collection. The system tremendously improves the 
efficiencies of libraries, thereby freeing librarians to provide value-add

.« » .  services to patrons, 
f i l l
’ SS'ST LogiTrack

Creative RFID Solutions

See how affordable we are!

Fill in our library 
questionnaire and we shall 
send you a rough estimate 
of the cost.
With no obligation.

The form is available at 
www.rflibrary.com.

Or call (65) 6 6618391 email 
sales@stlogitrack.com for 
more details
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