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G etting new  custom ers into your lib rary is a lw ays a 
cha llenge and in today’s society the real cha llenge is 
getting youth and Generation  X to venture through the 

front door.

M a n y  m arketing cam paigns around  the g lobe have co n 
centrated  on the book being the m ain com m o d ity  to en tice 
the potential consum er. Recent w o rk  by the C entre for C o m 
m un ity N etw o rk in g  Research (The Sydney M orning  Herald, 
15 April 2003, inCite, M ay  p20) suggests this m ay not be the 
best approach.

The survey focused on the concern , w ith in  the library sys
tem, about the use of the internet in the library. O f  those sur
veyed in V ictoria , half of them had on ly  started using the library 
in the last tw e lve  months, approxim ately another third had on ly 
been using libraries for tw o years. W h a t  was m ore interesting 
was that fifty per cent of internet users w ere  p lann ing to keep 
using the library for their internet access.

This suggests that promoting the library as the local 'internet 
cafe ' m ay be an excellent opportunity to grow  your customer 
base. O n ce  these internet users feel com fortab le in your library, 
you then have the opportun ity to m ove them to using library 
books as w e ll.

This research also suggests that the positioning of the public 
internet area is also critica l to the overall success of the library. 
If it is a destination category, it should be located further into 
the library to encourage consum ers to pass at least some books 
on their jou rney to and from the com puters.

A  leisure area, w ith magazines and seating, often works near 
to the internet points. This encourages users to 'linger longer' 
in the library.

W ith  the V icto rian  Pub lic  Library Netw ork  last year p rovid 
ing m ore than a m illion hours of public internet access, it seems 
that the internet cou ld  be a m ajor carrot to get n ew  users into 
the library, espec ia lly  as sixty per cent of those surveyed m en
tioned it w as their on ly  w ay  of getting online.

Som e librarians that I have talked to, have suggested that the 
internet user is a short-term library user, w ho  once  they have 
gained con fidence  w ill purchase their ow n com puter and w ill 
then not return to the library.

The research carried  out in V icto ria  shows the exact oppo 
site cou ld  be the case. O n ly  just over twenty per cent of library 
internet users w ere  c la im ing  they w ou ld  on ly  use the library as 
a stop-gap measure.

The internet is an integral part of any marketing cam paign. 
The opportunities are there to grow  the market.
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sta ff and m anagem ent training; custom er flow, custom er service and  
im age. John Stanley Associates produce an e-new sletter specific to 
lib rary reta il, this includes innovative ideas and advice to help you 
grow  your library. I f  you w ould like to receive a regu lar copy please 
visit h ttp : //w w w . johnstanley.ee or e -m a il us on new sletter&  
johnstanley.ee.
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