Up close

and
personal?

SCONUL conference 2012:
Future trends in personalisation
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Boutique
Library
Service

Centrally
Collaborative

managed

activities —
activities

Boutique Library Service Model



4
‘Chocolate on the pillow’
service



Communication.....
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...but I|sten|ng to them...

INUISRHEHDaLNG 1wwea
for Research
at its Best







' ...checking we know what
their needs are — and how




Strategy for boutique service

Yow matter move thowv my sevvice

Planning ahead:

e Market research

e Segmentation to a high
level

e Customer engagement

e Addresses known needs

e Looks to the future

Well- communicated
SERVICE

Personalised mindset:

 Face-to-face interactions
allowed to immediately
trigger change

e Staff are trusted to break the
rules when needed

e Subject specific

e User has permission to talk
without us force-feeding, or
problem solving

e Ability to change quickly

 Low levels of bureaucracy




Personalised, customised
service is too staff intensive and
therefore too costly

Centralised services cannot be
personalised

Centralisation reduces costs
more effectively than boutique
services

Efficiency and money are key &
criteria for decision making *



Hygiene

the ‘givens’
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Motivation

the ‘differentiators’

Herzberg’s Two-Factor Theory
(modified)

Persona|
recognition

adaptation

Environmenta| }

IFlexible use of study




Exaumples

* One-to-ones for researchers

e Academic interaction at issue desk
 Clinical Librarian

 Researcher postcards

e Faculty referencing guidelines

e Open door policy



Personalisation and
the future

|

* Impact and institutional agendas

* Ethnographic research for evidence based
practice

* Agenda-less conversations

* Recruitment & selection policies
* Empowering the workers

* Become ‘them’

* Fostering grass roots initiatives

* Communication, communication, communication......
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ANDY PRIESTNER
and ELIZABETH TILLEY

Elizabeth (Libby) Tilley

@LibTil
eat21@cam.ac.uk

http://libpara.blogspot.co.uk/

http://lib.english.cam.ac.uk/

Andy Priestner

@Priestlib
a.priestner@ijbs.cam.ac.uk

http://libreaction.wordpress.com/

http://www.jbs.cam.ac.uk/infolib/
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