
C u s t o m e r  s e r v i c e  in  fo c u s
Bridging service: embracing reality, 9-12 September 2003

C ustom er Se rv ice  is the m ain focus at the 12th A L IA  
National Library Techn icians C onference to be held in 
Brisbane 9-12 Septem ber 2003. O u r Them e Bridging 

service: em bracing reality starts at the heart of your o rgan i­
sation, for w ithout w ork  satisfaction, transference of quality 
custom er service to the c lien t can be marred.

Library techn icians p rovide the link (or bridge) betw een 
libraries and clients, other library staff members, management, 
other libraries and external organisations. Library techn icians 
have a broad-based education  and are encouraged to pursue 
continual opportunities as part of their em ploym ent, career 
deve lopm en t and personal goals. Both  em p loyer and em ­
p loyee have a responsib ility to m aintain  con tinu ing  profes­
sional developm ent.

Scenario  1: Em ployer has allotted $1000 annually  for the edu ­
cation  program, and they have four staff m em bers w h o  
w ish  to attend the conference . The funds w ill on ly  fund 
one full-time delegate's expenses and three m ay miss out 
if the em ployees' expectation is for the em ployer to fund 
their request in total.

Scen ario  2: Em p loyer is happy to approve all four requests 
offering paid tim e off and sharing the $1000 equally. The 
em ployees are to pay the rem ainder of the costs. This is 
a w in/w in  for all con cern ed . O v e r  the past few  years I 
have heard the first scenario  all to often. It is a very sad 
indictment that some em ployees are not prepared to invest 
in their ow n  professional deve lop m en t and future. O u r 
conference com es around once every tw o years and caters 
specifically to the needs of library technicians professional 
developm ent. You o w e  it to yourself to attend. This is your
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con feren ce  and w e  need your support. If you  have not
already registered, it is not too late.

Library techn ic ians are often front line staff, and have a 
vital role to p lay in the perform ance and delivery of all library 
services. The con ference program has been designed specifi­
ca lly  to address all the aspects of custom er service. Keynote 
speaker B ru ce  Su llivan  from p a c e L E A R N IN G  is a h igh ly 
sought-after m otivational speaker, specia lis ing  in custom er 
service. W h a t  better w ay  to start the con ference rolling. In­
vited speakers and w orkshop presenters w ere  active ly  sought 
out for their expertise in a specific field. M any  are presenting 
for the first time their m anagement, marketing, and salesm an­
ship skills to a library environm ent. You w ill be taking back to 
your w o rkp lace  m any new  and innovative ideas to enhance 
your existing service. Library tours are also a very important 
professional developm ent activ ity  w ith in  the overall confer­
ence program. They a llo w  delegates to experience first hand, 
libraries w ith unique co llections and resources, special client 
groups and needs, innovative use of technology and service 
excellence.

To com p lem en t the con ference  education  program , w e  
have organised a superb social program. Included in your reg­
istration, the State Library of Q ueensland  w ill host the opening 
of the trade exh ib ition  on Tuesday even ing , w ith  bountiful 
drinks and nibbles. At the conc lu s ion  of this event w e  sug­
gest you meet fe llo w  delegates in the Sheraton Hotel foyer. 
A  relaxed w alk  dow n tow n to one of our favourite eateries, 
w ith a few  friendly drinks, w ill round off the evening. You can 
en joy spectacu lar v iew s  of the Story Bridge, w h ich  w as the 
inspiration for the conference logo. W ednesday  night is a free 

cho ice  night. M an y  delegates have a lready booked 
their le isu rely riverboat d inner cruise. This is defi­
nitely shaping up to be a good night. The conference 
d inner on Thursday is a must. Friday evening w ill be 
hosted by R A E C O  and our friendly Trevor M cC ann . 
It is the tim e to farew e ll o ld  and new  friends, wh ilst 
overlook ing  the c ity  lights.

W e  are delighted to have so m any return trade 
and sponsors, as w e ll as som e first timers. The value 
of such support cannot be underestimated. I encour­
age all delegates to m ake an extra special effort to 
visit and talk to our trade. W e  have introduced ten- 
m inute trade presentations during the lunch break. 
N e w  sponsor Peter W a lte rs , general m anager of 
M A R C O M  Projects, w ill be presenting a very inter­
esting talk on 'W h e re  to? —  from video to DVD , and 
digital content in the educational AA/ market'. W e  
all know  just how  m any V H S  videos w e  hold in our 
co llection  —  w hat is their future? I w ill definitely be 
attending this one.

A  m ajor cha llenge for the com m ittee was to try 
and keep the registration costs w ith in  ten per cent 
of the H obart fees, and w e  have done this with the 
help of our trade and sponsors.

Library techn icians, this is your conference and 
your opportun ity  to send a strong message to our 
professional organisation that w e  need and support 
our conferences. I look forward  to w e lcom ing  you 
to our beautiful city.

Yvonne Brock, conference convenor

Thank you!
The conference organising committee would like to thank the 
following sponsors and exhibitors and encourages delegates to 
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