
Building a successful
customer-service
culture
A guide for library
and information managers

Edited by
Maxine Melling and Joyce Little

9
facet publishing



Contents

The contributors v

Introduction x

1 The users' perspective: a personal view I
Graham Matthews

2 Planning and policy making 27
Sheila Corrall

3 Leadership and management 53
Robert Cent and Grace Kempster

4 Human resource planning 74
John M., Pluse and Alix Craven

5 Keeping focused on our customers: marketing as a
tool for library and information managers 96
Christopher West

6 Assuring quality 116
B/7/ Macnaught and Mary Fleming



iv BUILDING A SUCCESSFUL CUSTOMER-SERVICE CULTURE

7 Planning academic library buildings for customers and
services 143
Professor Andrew McDonald

8 Developing a service culture through partnerships 166
Maxine Melting and Joyce Little

9 Virtual service 187
R. David Lankes

Index 205


