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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 devel oping 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 e ectronic collections

* Waysto 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:
Willie Collier:

In this 21st hundred years, people become competitive in every way. By being competitive currently, people
have do something to make all of them survives, being in the middle of the crowded place and notice by
means of surrounding. One thing that sometimes many people have underestimated it for awhile isreading.
Y es, by reading a e-book your ability to survive improve then having chance to stand up than other is high.
For you personally who want to start reading a book, we give you this Assessing Service Quality: Satisfying
the Expectations of Library Customers, Second Edition book as beginner and daily reading publication.
Why, because this book is greater than just a book.

M elissa Alfonso:

The feeling that you get from Assessing Service Quality: Satisfying the Expectations of Library Customers,
Second Edition is the more deep you searching the information that hide in the words the more you get
enthusiastic about reading it. It doesn't mean that this book is hard to understand but Assessing Service
Quality: Satisfying the Expectations of Library Customers, Second Edition giving you buzz fedling of
reading. The article author conveys their point in a number of way that can be understood by means of
anyone who read the item because the author of this publication is well-known enough. That book also
makes your vocabulary increase well. Making it easy to understand then can go with you, both in printed or
e-book style are available. We recommend you for having this kind of Assessing Service Quality: Satisfying
the Expectations of Library Customers, Second Edition instantly.

Johnny Rogowski:

The book Assessing Service Quality: Satisfying the Expectations of Library Customers, Second Edition will
bring someone to the new experience of reading a book. The author style to elucidate the ideais very unique.
In the event you try to find new book to see, this book very ideal to you. The book Assessing Service
Quality: Satisfying the Expectations of Library Customers, Second Edition is much recommended to you to
see. You can aso get the e-book through the officia web site, so you can more readily to read the book.

Tom Salgado:

In this period of time globalization it isimportant to someone to acquire information. The information will
make someone to understand the condition of the world. The healthiness of the world makes the information
better to share. Y ou can find alot of recommendations to get information example: internet, newspapers,
book, and soon. Y ou can see that now, alot of publisher which print many kinds of book. The book that
recommended for you is Assessing Service Quality: Satisfying the Expectations of Library Customers,
Second Edition this guide consist alot of the information in the condition of thisworld now. That book was
represented how do the world has grown up. The dialect styles that writer valueto explain it is easy to
understand. Typically the writer made some exploration when he makes this book. Here is why this book



appropriate all of you.
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