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Because of technology, the old measures of service quality no longer apply. If libraries are to succeed, they
must see themselves in competition with other institutions and sources of information--especially the Web--
and make customers feel welcome and valued. This classic book is brought fully up to date as Peter Hernon
and Ellen Altman integrate the use of technology into the customer experience. They offer solid, practical
ideas for developing a customer service plan that meets the library's customer-focused mission, vision, and
goals, and challenge librarians to think about customer service in new ways, including

* Distance education
* Use of library Web sites
* Partnerships and consortia for electronic collections
* Ways to effectively embrace change for continuous improvement

Senior librarians, library directors, and trustees will learn how to see the library as the customer does with
the aid of dozens of tools to measure service quality--from mystery shoppers and benchmarking to surveys
and group interviews.
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From reader reviews:

Tim Travers:

Reading can called head hangout, why? Because if you are reading a book particularly book entitled
Assessing Service Quality: Satisfying the Expectations of Library Customers, Second Edition your brain will
drift away trough every dimension, wandering in every aspect that maybe mysterious for but surely will end
up your mind friends. Imaging each word written in a reserve then become one type conclusion and
explanation in which maybe you never get just before. The Assessing Service Quality: Satisfying the
Expectations of Library Customers, Second Edition giving you another experience more than blown away
your thoughts but also giving you useful information for your better life on this era. So now let us teach you
the relaxing pattern is your body and mind is going to be pleased when you are finished reading it, like
winning a casino game. Do you want to try this extraordinary wasting spare time activity?

Erik Herrera:

Your reading sixth sense will not betray a person, why because this Assessing Service Quality: Satisfying the
Expectations of Library Customers, Second Edition e-book written by well-known writer who really knows
well how to make book which might be understand by anyone who else read the book. Written within good
manner for you, dripping every ideas and composing skill only for eliminate your personal hunger then you
still hesitation Assessing Service Quality: Satisfying the Expectations of Library Customers, Second Edition
as good book not only by the cover but also by content. This is one e-book that can break don't assess book
by its deal with, so do you still needing another sixth sense to pick this specific!? Oh come on your looking
at sixth sense already alerted you so why you have to listening to another sixth sense.

Larry Parrish:

This Assessing Service Quality: Satisfying the Expectations of Library Customers, Second Edition is great
guide for you because the content which can be full of information for you who else always deal with world
and possess to make decision every minute. That book reveal it info accurately using great plan word or we
can declare no rambling sentences inside it. So if you are read it hurriedly you can have whole details in it.
Doesn't mean it only offers you straight forward sentences but tricky core information with beautiful
delivering sentences. Having Assessing Service Quality: Satisfying the Expectations of Library Customers,
Second Edition in your hand like obtaining the world in your arm, information in it is not ridiculous a single.
We can say that no guide that offer you world throughout ten or fifteen minute right but this publication
already do that. So , this really is good reading book. Hey there Mr. and Mrs. active do you still doubt that?

Joseph Singleton:

Publication is one of source of know-how. We can add our understanding from it. Not only for students and
also native or citizen require book to know the up-date information of year to help year. As we know those
ebooks have many advantages. Beside all of us add our knowledge, could also bring us to around the world.



With the book Assessing Service Quality: Satisfying the Expectations of Library Customers, Second Edition
we can consider more advantage. Don't that you be creative people? To be creative person must love to read
a book. Merely choose the best book that suited with your aim. Don't become doubt to change your life with
that book Assessing Service Quality: Satisfying the Expectations of Library Customers, Second Edition. You
can more inviting than now.
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