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Phe U ol this paper is 1o sensitize librarians on
capleinparary vealities and the importance of inhibiting the
wm\iph'n ot etticient customer service in dealing with
Lbwary customers as a strategic lool in ensuring that
L s retain proactive, responsive and relevant in the
aver vhanstng intormation landscape. Literatures reviewed
branght tothe fove issues and trends that are challenging
e apventional roles of librarians in the 21" century such as
wansition o digyital content, computer that is almost
ceplacing libravians' roles, and others. Possible solutions
were varetully acticulated such as provision of librarians
with the veguiste lechnological literacy needed for a 217
contury library service. The paper concluded with the
etk that, 1'\-};a11'xliv:--;;~; of changes in technology which has
advoersely attected the library's capacity, and the dynamic
Change o the (tormation seeking behaviour of our users
which has cedetined the concept of service provision, by
caltivating and displaying the outlined skills for efficient
customer serviee, library remains relevant and the role of
Libravians in the digital age indispensible

Revwords: 217 century librarian, library customers,
proactive ibranan and responsive librarian.
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_nﬂomwn:o: < undoubt edly acclaimed the Ho..n?:owommnﬂ
The 21 ‘ .,,95:.9 uw::o_ommm al n‘_maumﬁowsﬁ:ﬂm mﬁ.& innovations
mmﬁu..,%:r new ?rmm:._._nr <oci akid ecONOMIC spheres, come
ectations. There is no gain

<aving; NEW opportuni d challenges are confronting
libr ries intoday's rapidly changing information landscape.
Adigun, Kotso and Kolajo (2013) ﬁo—ﬂ.ﬁmnw out that mﬂ.ﬁxﬁnm_
uthors showed that libraries

studies conducted by various a :
are struggling t© keep thelr place as the major source of
inquiry in the face of emerging digital technology. Young

people appear to share a yoracious appetite for new
technologies, neW access methods, and new ways to getand
use information. Adults are inno way immune to this trend.
Digital technology has indeed immensely revolutionized
the information landscape- As observed by Dukshinamurti
and Satpath (2009) the role of a librarian in the 21" century
has changed considerably in keeping with the changes
brought in by technological applications that are now fully
entrenched in libraries, particularly in academic institutions
all over the world. Similarly Webstar cited in Hermon and
Alman, (2010) argued that the only constant in the
information landscape is uncertainty. Now more thaninan
_u_..Onmmawsm era, libraries must change, but just how to BmWM
this transition is fundamentally the issue.

”MMMmMWmnHﬂMNBmB are EoB.:SH._ asource for data collection;

e CBMMMOM.mﬂ. ﬁ.rm libraries' existence. Business case

s ia _EQ Partnership (2016) argued that

they representits mM_MQMWDMNMmmHMnnmwm omm B ot

- resen ource of re

Sl 1 e o e g s T

therefor Prosieen the customer and the ation i
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library can never place too Bm h g by .ﬁ?m assertion, the
ch emphasis on its customer if
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Efficient Customers Service

d of the customer is not met. The customer is the
tion of the library's success. According to the
n Library Association (2013) an explicit function of
the 1ib o«mmnwwm\ preserve, and make knowledge
‘ple. TO achieve this, it is imperative to identify and
ds of the customer. 1t becomes very essential to
d learn from the library customers and to use

Jjsten to @n! : .
d to improve library services.

.:am.ﬁmw;m gaine

Gﬂmoicdbmnm;? 2 number of librarians and libraries have
customers because they perceive customers as a
audience. In general, the library became an
Onmwﬁ.ﬁmﬁob that served all customers not only with similar
tools but in similar ways. The era when academic libraries
enjoyed monopoly and custody of knowledge;
Enoﬁﬁmmnmdam administrative support and when librarians
held sway the information landscape are long gone. 1t is
o understand societal trends and changes in
s are ﬁﬂmaoaﬂwﬂﬁm. a
good customer service is
th and stability.

.HWSOHmQ

nmwuﬁw/\m

.S‘Euow..nwﬂﬁ t
information landscape. Librarie

service- oriented organization and
the key to the library'simage, grow

e librarians on the importance
f efficient customer service in
s asastrategic tool in ensuring

that librarians remain proactive, responsive and relevantin
the ever changing information landscape. To that end, the
paper strives to help librarians understand, based on

rary realities, the current answer to the question of

contempo
how should librarians advance the course of librarianship

in the 21* century?"

This paper intends to sensitiz
of inhibiting the principles 0
dealing withlibrary customer

Concept of Customer Service

Customer service 18 about serving people. It is the genuine,
compassionate, ﬁmmwos.&ﬁm? and or simply pub human
brary. Management and Information Science (BJLMIS)10Q1
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ds of customers. Itis the tactica)

Samwm _ou\m_Jﬁmwnnoamsmﬂo
mﬁmnom% used wmﬂ_mv customer service is the support yq,,
Salesforce.com (2 poth before and after they buy prodyct
offer your nc%owﬁ“ an easy and enjoyable experience wity,
that helps them 1&¥ t providing answers: it's an import
ou. It's more than just P # ant
y ¢ the promise your prand makes to its customers. Ang
WNM oQEn& to the success of your _oCm.Emmm. mmgzmz%\
Investopedia (2018) defined nz.mwou.bww service as the procesg
of ensuring customer satisfaction with a MH.OQ:Q Or service
often, customer-serv ice takes place while performin .
transaction for the customer such as making a sale or
returning an item. Customer service can take a form of an in.
person interaction, a phone call, self-service systems or by

other means.

g the nee

to meetin
approach win cus

Customer Service in the Library
Libraries are institutions that focus on creating unique
products such as knowledge, information, and ideas. These
intangibles are highly valued by organizations and
customers (Kotler & Keller, 2016). The bricks-and-mortar
personal experience cannot be replicated by a Googl
search, Yahoo Answers, or watching a YouTube video Hﬁmmm
MH“BMH_WE for library managers to build an Eﬁmwmm:bm. and
g _W nwmmmm MMM:M toattract users for their information needs.
e &mmms,::mm: ape Swrm mcw.zam as to accessing, providing,
competitive wmn:m_ ormation and knowledge in a globally
Umm:w:ﬁmmwm:oﬂﬂm.m“ﬂﬂa mno.ﬂ.ogw,. TibmiEs T m_Emu\m
Culture, Media, & mﬁoyﬂwwﬁmam iy Al eparmentior
and not-for-profit organiz il .Mogmv - As public sector
distributed acrogg the m_mummcmﬁzm\ ibraries are extensively
MMMMMMMmE Competitors ?n%%&wgmwm‘msnm\ EEE O
fech nmw-pzmggmmo: il Ing search engines;
panies; and socia] " data storage or retrieval
102 Bentee Journal media sites ]oad i
Of Library, Mangar.. aded with content,
gement and Information Science (BJLMIS)
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. aonusmaos portals, and webpages, have steered millions of
W ormer and potential users away from libraries. Some
Euamlmm in the United States, mmﬁmnwm:v\ those in rural and
%Qmamﬁsam& cities, have had to shut down or have become
almost desolate except for the occasional few visitors
pecause they have not kept up with the pace of change on

potha marketing and technology basis.

Good Customer Service in the Library

Orm_.mnwmlmmnm of
e in the library can be characterized by

Good customer servic
the following:

Promptness: This is the quality or habit of arriving or being
on time. As members of a ﬁaommmmwou‘.,my society, librarians are
charged with a weighty responsibility. IFLA (2011) posits

n of library and information

that the core missio
ﬁnommmmmoﬁmﬂm is to facilitate access to information for all for
cultural enrichment,

ﬁmnmoﬁmL development, education,
economic activity and informed participation in and
enhancement of democracy. In recognition of this fact, when
attending to library customers, promptness should be the
watch word. Unnecessary delays should beavoided.

Politeness: This is the practical application of good manners
or etiquette. Politeness is almost a lost art. Saying a warm
greeting, addressing customers respectfully (sir/ madam),
“"how may we/I be of service, using good manners is
appropriate whether the customer makes a purchase or not
(salesforce.com, 2016. Librarian is expected to show the
highest level of politeness to all library customers through

appropriate courteous responses.

This means that all customers should be
which means the use of competent

Professionalism:
treated professionally,

Benue Journal of Library, Management and Information Science (BJLMIS) 103
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jate technology where SBpliy
the customers that they're careq moo.
h library nmmﬁoﬁma_m right to ﬁ:.fnﬁ
jality with respect to information mocmrw
nsulted, borrowed, acquired EH

Qm:msiﬁmu

anmoum_mnmmo:" is a tailored means of meeting the

customer's needs more effectively and efficiently, making
¢ and easier and, consequently, increa sing

interactions faste

customer satisfaction and the likelihood of repeat visijts

Using the customer's name is very effective in producing

0 .
Customers like the idea that whom they do business

loyalty.
with knows themona ﬁmamozm_ level (salesforce.com, 201 6)

Importance of Customer Service
Nowhere is change more evident than in the librarian

profession. On the one hand, understanding of the library
::mm grossly Eﬁmz.:Ewn_ the nmﬁmQJ\ of the library; while on
w B o:.@.. the library is experiencing stiff competition for
information access and information service delivery arisin
.DM:.: new technology. The dynamic change in m:m
mw ormation seeking behaviour of the younger demographic
rary customers and being inund i i
a8 me g inun ated with technolo
Seyon apacity to keep pace is making ineffective attem ‘WM%
rve members of our constituent o

Most su
ccessful busin
s esses recogni i
o : nize th
W &_:m outstanding customer me ri L
mpathetic interaction with a t .iMm. O icroaiive
representativ Sl B |
e i stomer service
retaining 2 n:mﬁo:”:mm: the difference between losing and
should recejve tir ex. Wilien problems arise nCmﬁoo
sttention tosmaile 5m%w attention to the Mmmwm P Emam
g . . Promp
e calls is criti
itical t i ini
104 Benue Journat of Libra AR
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g customers to stand in long lines or

relations. Requirin
teraction before it begins (Business

hold can sour anin
dies LLP (201 6).

gkills of Efficient Customer Services Staff

: . This is the capacity to accept or tolerate setbacks,
or pressures from customers without becoming
the need arise. If you deal with
be ensuing to say patient when
they come to you confused and frustrated. Take the time to
truly figure out what they want. It pays the customer and the
library in the long run when competent service is provided
ﬁmﬂmﬁﬁ% than when customers are hurriedly rushed out the

door.

HUH.O.W;mgm\
d or anxious when

customers on a daily basis,

ess: The ability to really listen (being alert,
d attentive) to customers. It means assiduously

attending to the comfort or wishes of library customers ina
very polite or courteous atmosphere. This is fundamental in
providing great service. Why the need arises being attentive
to customers is the best barometer to gauge quality of
service. It is very important to be mindful and attentive to

the feedback that you receive.

Attentiven
observant an

Good Communication Skills: This implies being able to
convey information to customers clearly and simply, in a
way it is easily understood. Librarians distinguish between
personal and professional convictions and professional
duties and do not allow personal beliefs to interfere with the
provision of access to information resources. There is need
on how to take cautious of some personal communication
habits to customers. When it comes to an important message
that needs to be relayed to customers, it must be conveyed
clearly; keep it simple and leave nothing to doubt.
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he Library gervices: This Is essential j,
{ the ‘ . e Mg 5
ot service with customers nee d. when the
i he 11 * s > ‘1 s i
matching :#S.mm.r proper knowledge of the various __g.m:,w
s m‘...ﬂum. /N L oepTvICeS, S it N ety
need AR ensions and their services, .m::m:u_f Services
divisions/ @ "1 hichlighting their features ga
be _.r_no::ﬁa:&ra ughlight . nd
can be g ustomer's time and reducing the
nefits thus S@ T <frati
bene - ripbion anxiety and frustration. Adequate
es is a key to overcoming

chances of inf
g confidence, enthusiasm ang

mABCS._mn_mQ .

rnowledge of library servic

objections, boostin
persuasion.
Ability to use "positive Language': Being positive is one of

the most important customer service skills. Language is a
very important part of persuasion. Why the need arises.
customers create perceptions about you and your library
based on the language that you use. It is therefore
imperative that helping a customer should start from a
.ﬂsnmam and positive position. In that position, the customer
is "the king', 'always right", using positive phrases enhances
customer engagement.

Ability to " Read" Customers: Ability to''read" customer i
a <m_CmEm mH.AE in business. This is an important part of EHM
WM“monn._m:Nm:os processes as well, because it takes knowing
A HMmMMMMWmMM nnumﬁ MHMN% a personal experience for them.
Eledoiie oo Boom ﬁoo_.n and listen for subtle clues
» Patience level, personality, e.t.c.

and you will go far i
2 r in keepi .
positive. €eping your customer interactions

Ability to Work under
eveninfluence ot .

Pressure: Ability to stay calm and
r0 Ermmw a little hectic is critical
Y. : at to take note of. It is

s _m__OS a heated, rude or
ose their cool; in fact it is

’ ._SEEMQES: a
nd In ; X
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unru
ly customer, force them t
106 Benye Journal of Libyar,
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. duty to take charge of the situation and pacify the
thei
acity: A great work ethic and a willingness to do what
o be done is akey skill when providing the kind of
orvice that people talk about. To most customers, what is
mo_._m&mnmn_ memorable service created by a single employee
M,\TO goes Um%OBQ the "status quo' when it comes to helping
them out. Whatto take note of. Bearing in mind that putting
in that "extra effort" is priceless in value should be the
driving motivations to never "cheat" your customers with

lazy service.

Ten

Seek feedback from customers and
prove your customer services
ed in the librarian profession,

there is a need to be learning constantly because of the rapid
changing nature of the information seeking behaviour
conditioned by advances in digital technologies. Learn from
successful colleagues. seek mentorship.

willingness to Learn:
colleagues about how to im

skills. This is because to succe

The Proactive Librarian
According to Dictionary.com (201
defined as creating or controlling a situation rather than just
responding to it after it has happened. In the light of the
significant changes occurring in the librarian profession,
Dukshinamurti and Saphathy (2009) asserts that, the very
fact that technology allows the users to have direct access to
the products of information has paradoxically madeitall the
more necessary for the librarian to reach out to the usersina
proactive manner. Below are some practical areas librarians
can demonstrate proactiveness in the discharge of their
duties.
- Punctuality to work: The official resumption time
prescribed by the federal civil service is 8.00am.

Benue Journal of Library, Management and Information Science (BJLMIS)107
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t obvious form of proactivenesg
our OMWNH&N.N*...—OS. It is a .H_.mmz.

ess for service provision.
customers: According to
Dictionary: com (201 6) mammwrm:n isithe peyeiiological
identification with the feelings thoughts, or attitudes
of others. It 1 ility to Eﬁmamwmzm someone else's
feelings, emotions and experiences. As librarians yoy
demonstrate empathy when you are able to put in the
he library customer. It will lead to greater
ofessionally. Here is a

situation of t
success Hum.amozm:% and pr
put forward by mind

paraphrase of 5 vital steps as

tools Ltd (2016).

Pay attention, physically an
happening. Put aside your viewpoint, and try to see

things from the other person's pointof view. When you
do this, you will realize that library customers most
likely are not being inconsiderate, stubborn, rude or
unreasonable- they are probably just reacting to the
situation with the knowledge they have or
experiencinga mood swing.
Listen carefully, and note the key words and phrases
that the customer uses. Once you understand the
customer's perspective, acknowledge it. Remember:
acknowledgement does not always equal mmwmogozw
NMWMMM WMM%MMMJ%MT@@O%E have different opinions
o cvm:mosm.~ at they have good reason to hold
Re o ; ;
e e cmrer
st I . : o discern the customer's
’ point. Some questions are like iceb ; ,
substantial part lieshidden be ehefgs. Themos:
when the inquirer s eager f eneath the surface. Even
respond, consider S..rm. ‘ ﬁ:\ e mJM.WS\Q... before you
whether you should gi y ¢ questicn wWas asked,
give a direct answer or direct the

d mentally, to what's

108 Benue Journal of Library, Manu
1 gement and Information Science (BJLMIS)
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r to a reference material or give a referral. Express

self kindly and respectfully.
nitiative in developing activ
ustomers. This require comm

use
u\OﬁH

Take i e partnerships with

unicating in the

library €
user'' language, understanding their concerns and
peing part of their team.(Brophy, (2007).

facilitate access to

provide library signage to
information: It is important to have an attractive and
effective sign system that is consistent throughout all

ublic areas of the library. Great signage

P
icates your competence understanding, and

communi
your library (Santy, 2012).

care for the people using

to areas Or services

Directional signs guide people
arrows pointing to

within the building. These signs use
specific locations.

Identify access difficulty areas,
pefore they are requested using ide
facilitates access to resources,
functions within the library.
Use information/ instruc
tory in nature to

s or instruct patrons
orc, Wi-Fie.t.c.
posted in high traffic
portant information,

offer possible solutions
ntification signs to

specific areas Of

tion signs which are
explana briefly explain library
function on how to use certain
resources example;
Use current awareness signs
aw attention to very im

areas to dr
information resources and services. Examples:
w arrivals, library rules/

library hours, n¢

changes in
flibrary works

requirements o
The Library Amb
ambassador is a respe
capacity on behalf of hi
an ambassador is to T€
sovereign body that

hops/seminars.

assador: Generally speaking, an
cted official acting in a representative
s nation or organization. The role of
flect the official position of the
gave him authority. Library
ration Sclence (BJLMIS) ] 09
jo 2. Dec. 2018

o
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The Responsive Librarian
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actory manner. Customer
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online these days, way
Jatabase searching. Librarians have to be
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