
Tips on frontline
c u s to m e r
s e r v ic e
Th e  State L ib ra ry  of Q u e e n s lan d 's  w eb s ite

at <http://www.slq.qld.gov.au/__data/
assets/file/5981 /gen_custom er.doc>
g ives the fo llo w in g  tips on w h at good 

cu sto m er se rv ic e  is.

G o o d  cu sto m er se rv ice  is m ore than 

sm ilin g  at peo p le  as you stand beh in d  the 

desk. It is a total co m m itm e n t to e xce lle n t 

se rv ice  by each  staff m em ber. To p rov ide  

th is se rv ic e  w e  m ust:

• be e n th u sia stic

• be part o f a team

• keep p rom ises —  fo llo w  up requests

• listen  to cu stom ers —  have regard 
for th e ir fee lings

• let the cu sto m er kn o w  you are 
listen ing

• take  custom ers to the sh e lves —  
never po in t in the general d irection

• if there is a q ueu e , sm ile  at w a itin g  
custom ers to ack n o w le d g e  that they 
are  not forgotten

• take  the tim e to sh o w  you are 
prepared  to listen  and try to an sw er 
w ith  ca re

• a n sw e r te lepho nes p rom ptly  and 
w ith in  four rings

• say 'M ay I help  you?' rather than 
'N ext'

• cu stom er se rv ice  is N O T  about being 

perfect, it is about striv ing  to satisfy 
the custom er's req u irem ents •

• good cu stom er se rv ic e  is ach ie ve d  
w h en  it ap pears you  are  do ing  it 
w ith  little  effort —  you w il l never 
gain  satisfactio n  from  letting 

custom ers kn o w  that it is d iff icu lt  to 
m eet th e ir req u irem ents .

Th anks to  La u re lle  Jo hnson  
S ta te  L ib ra ry  o f Q ueensland
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• Bound volumes or long 
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century Austra lian  and 
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Th e  South A u stra lian  L ib ra ry  A ch ie ve r 

o f the Year A w ard  an nu a l presentation  

w as  held  on 4th August 2 0 0 7 . 

M ary  E llis , O n kap a rin g a  lib rarian  

and  C o o rd in a to r of the C ity  o f 

O n kap a rin g a  C o m m u n ity  Inform ation  

S e rv ice , is th is year's w in n e r. M ary  

w as  n om inated  by R o sa lie  D ay  from  

C o m m u n ity  In fo rm ation  Strategies 

A u stra lia  In c , w h o  sa id  she w as 

im pressed  w ith  M ary 's  'e x trao rd in a ry  

d e d ica tio n  to her co m m u n ity '.

A L IA  SA  State C o nven o r, Kate 

S in c la ir , sa id  the aw ard  w as  m ade 

in re co g n itio n  o f M ary 's d ed ica tion  

to co -o rd inating  the chang eover 

from  a centre-based  co m m u n ity  

in fo rm ation  se rv ice  to one w h ich  

operates from , and  is m anaged by, 

the lib ra ry . 'Th is  w as  a huge task in 

an yo n e 's  language ,' Kate S in c la ir  

sa id . 'It in c lu d e d  m anagem ent of the 

d atabase o f over 1 300  co m m u n ity  

in fo rm ation  reso urces, tra in ing  across 

the lib ra ry  and b roader co u n c il

staffs, and prom otion  th roughout 

the lo ca l co m m u n ity  about the new  

se rv ice , h ow  it w o rks and w h ere  to go 

for he lp ,' she sa id .

R aeco  sponsored  the even t, and 

N ationa l Sa les M anager, T revo r 

M cC a n n , said  he b e lieved  both the 

co rporate  and lib ra ry  land scap es are 

fac in g  changes in w h ich  e x c e lle n c e  

in innovation  such as that a ch ie ve d  

by the O n kap arin g a  C o m m u n ity  

In fo rm ation  S e rv ice  is v ita l. 'W e  

congratu late  M ary  on her p ro ject, 

w h ich  has added  s ig n ifican t v a lu e  to 

the so c ia l cap ita l at O n kap arin g a  and 

reaffirm  our com m itm ent to w o rk in g  

w ith  lib ra rie s  in A ustra lia  and N e w  

Z e a lan d  to d e live r innovative  lib ra ry  

so lu tions to engage the ir lo ca l and 

w id e r co m m u n itie s ,' he sa id .

The event w as a lso  a ch a n c e  to 

ce leb ra te  A L IA 's 70th an n iversa ry .

S focy.
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