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Creating the Customer-Driven Library 

Ch. 10-14 Notes 

Chapter 10 
• Have large, overhead signs in general area then smaller signs leading to specific areas. 

o Signs need to be clear, understandable, and meet immediate information needs.  
• The effectiveness of the library depends on its ability to share what its mission is, 

encourage the use of materials, and make sure users have a positive experience.  
• Try to have an information desk immediately inside the library.  
• Characteristics of a good signage system:  

o Includes all signs in the library. 
o Are designed and put in place only after understanding user needs. 
o Needs as many signs as users need and no more.  

 Especially regulation signs like “no smoking.”  
o Layout, color, and other design elements will help guide users.  
o Signs can be easily moved or replaced.  
o Use well-known symbols to convey information.  
o Decide on vocabulary you will use to identify library resources.  
o Consider the visibility of signs for the disabled.  
o Use few words as possible. 

• Appropriate signs for libraries:  
o Changeable floor signs 
o Wall-mounted directional signs 

 Place at decision points. Left or right, for example.  
o Room identification signs 
o Point-of-use instructional signs 

• Modular signs are very useful. 
o Letters are interchangeable.  
o Get them glass-covered so users can’t mess with them.  
o Be removable.  

• Handmade signs can be very valuable. 
o Cheap, colorful, meet specific needs, and immediate usage.  
o Consider buying equipment to make your own signs.  
o Can hang signs with fishing line.  
o Use a readable font.  
o Limit yourself to two colors schemes.  
o Make dummy signs to test out your ideas and locations first.  
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Chapter 11 
• Marketing is “the process of understanding what your customers want, and then 

designing and delivering products and services that fit those needs.”  
• The library needs widespread support to flourish.  

o The public needs to become aware of and then attracted to using the library. 
• Have a clear marketing strategy.  

o Plan it out rigorously.  
o Join the Chamber of Commerce and borrow strategies from local businesses.  
o Advertise to your community where they shop, and what they read, listen to, 

and watch.  
o Identify segments of your community you don’t normally see at the library and 

figure out how to reach them.  
 Public service workers know who the newcomers to the area are. 
 Talk directly to representatives of communities and solicit their help in 

advertising for you.  
o In a special library, get to know the managers and what their needs are. 

 They often send underlings to the library instead of coming themselves.  
• Developing a marketing plan: 

o Have a concise statement of purpose in your mission plan. Share it. 
o Look at what your library is not doing for the community.  

 How can we serve them? How can we let them know we’re here? 
 Utilize focus groups. 

o Also use interviews and surveys to better understand your community. 
o Identify your primary customers and service area.  

 You can’t serve everybody and meet everyone’s needs. 
o Identify goals in concrete, manageable ways (i.e. actual numbers and deadlines). 
o Identify competition.  

 Does your parent organization not value your library?  
 How does the community view the library? 

o Identify your market segments. 
 Old vs. young, women vs. men, able vs. disabled. 

o Have a two-year plan and work with that.  
 It always takes more time to get stuff done than you think it will. 

o Have hard and fast deadlines and stick to them. 
o How will you measure the success of your campaign? 

 Know this before you start. 
o Meet with decision makers often and be useful to them. They’ll then work for 

you. 
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• The library needs to have a desire to change in order to make a difference in reaching 
their mission goals.  

• The marketing plan should be written down.  
• Marketing is a necessity that you must do. 

 
Chapter 12 

• You need someone who can desktop publish materials for your library.  
o It is cheaper to design in-house.  
o It depends if it’s cheaper to print in or out of house.  

• Place your mission statement everywhere that you can.  
• The essentials of desktop publishing are knowing: page layout, typography, graphics, 

and printing.  
• If you create your materials out-of-house, make sure you have all the master files.  
• Things to keep in mind when creating your templates: 

o Fonts 
o Graphics 
o Paper 
o Alignment 
o Margins 
o ALWAYS BACK-UP TO MULTIPLE PLACES 
o 300 dpi is usually good enough 

• Programs you could use: QuarkXPress, PageMaker, InDesign 
• Basic steps to get you started on promotional materials: 

o Decide what kind of document you want to make. 
o Brainstorm for creative ways to convey information. 
o Select a template. 
o Create a rough draft. 
o Play with the scale of different elements before printing. 
o Decide on colors, fonts, and images.  
o Give pages a consistent look. 

• Helpful website: http://my.okidata.com  
• Helpful book: Super Simple Self-Publishing: Start-to-Finish Book Publishing in an Hour or 

Less 
 

Chapter 13 
• The library’s online presence should be: highly informative, service oriented, and fun. 
• People who visit the website have the same weight as in-store users. 

o Include web statistics in your reports. 

http://my.okidata.com/�
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• Your website is an integral part of your library. 
• What should be included on the website: 

o Hours 
o Library events 
o Loan policies 
o Street address 
o Staff & Departmental numbers 
o Access to the catalog 
o Remote access to databases 
o Maybe a virtual reference librarian 
o Local history or anything in particular that makes your library stand-out 
o HQ web resources that staff recommends 

• Your site must be: easy to navigate, informative, and appealing. 
• Have regular website maintenance. 

 
Chapter 14 

• Create a publicity machine: 
o Have templates ready and print advertisements out and get them distributed 

around town. 
o Have someone to check every few months to make sure you’re sending press 

releases to the correct people in the media. 
o Find out who is responsible for covering libraries and be friendly with them. 
o Have digital photos ready to send with press releases. 

• Creating a hard copy press release: 
o Use white, 8 ½ x 11 inch paper 
o Wide margins 
o Upper left hand corner: 

 Name of Contact Person and Library 
 Email 
 Street Address 
 Phone Number 
 “FOR IMMEDIATE RELEASE” or “FOR RELEASE THE WEEK OF ____” 

o Headline should convey point of the story. 
o First paragraph is the lead that answers who, what, when, where, and why.  

 Should be able to stand by itself if other paragraphs are removed. 
• This is the “inverted pyramid rule.”   
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• In a newspaper column: 
o Begin with a personal detail. Children, funny stories, etc. 
o Your goal is first to entertain then inform. 
o Have an upbeat tone. 
o If editor is changing and leaving out information, ask the editor what you can do 

to better fit the story to their needs. 
• Become a Public Personality 

o Humorous 
o Go to speaking events 
o Pay attention to the audience. If they’re bored, end it.  
o Go on the radio and television if possible. 
o Prepare for a reporter wanting to be controversial by not losing your cool, having 

the facts, and keeping a sense of humor about yourself. 
• Your greatest publicity tool is sincerity and commitment. You are enthusiastic about the 

library and your actions and words will convey that.  
 
 


