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PUBLIC LIBRARY ASSOCIATION  
CONFERENCE, PART TWO 

 
I am a huge proponent of customer service in our libraries. Without 
good customer service, people won’t come back and our doors will 
close.  Accordingly, the session I was most impressed with at this 
conference was “Defining the Best Customer Experience” presented 
by librarians from Auckland City Libraries in New Zealand. 
 
Auckland libraries service a population of 1.4 million people in 72  
library sites.  Although customer satisfaction rates are high, the li-
braries wished to make it better.  To that end, they developed the 
elGAR Customer Strategy.   
 
Purpose:  Delighting  customers with excellent library service en-
hanced through collaboration. 
 
Goal:  Everybody in Greater Auckland values and uses library ser-
vices in some way. 
 
Target: 80% use in 2013; 90% value by 2013 
 
Objectives: 
 Provide easy access to affordable library services for customers. 
 Maximise library knowledge about the customer. 
 Respond to customers’ needs, particularly in digital services. 
 Proactively build relationships with customers. 
 Achieve high customer awareness of existing and new library 

services and their value. 
 Develop staff capability and capacity to serve customers and to 

promote library services and benefits. 
 
Defining a great customer experience: 
A successful customer experience should be consistent. A visit 
should be easy and comfortable, in whichever branch a customer 
visits. 
 
A successful customer experience should be intentional; i.e. delib-
erately created and therefore able to be delivered time after time. 



A customer touchpoint or “moment of truth” is 
where a library customer comes into contact 
with any aspect of the library, its resources,  ser-
vices, programs, or people, directly or remotely. 
 
The challenge was how to  define and measure 
the best customer experience. 
 
 Identify customer touchpoints 
 Library staff focus groups to identify what li-

brary staff believe is the best customer ex-
perience and what libraries do well 

 Survey customers to identify what aspects of 
library service are the best according to cus-
tomers and to identify advocates 

 Focus groups with library advocates 
 Observation: the library used the mystery 

shopper approach.  This professional went in 
“undercover” to each branch and interacted 
with staff and then reported back on those 
experiences. 

 
What customers value most: 
 Welcoming, friendly, helpful staff, available to 

provide assistance as required 
 Free collections and resources 
 Safe and friendly meeting space, relaxing, 

comfortable and easy-to-use 
 Dedicated children’s resources, events, 

space and staff 
 
Areas needing improvement: 
 Need for consistency of welcome, layout, 

skills, helpfulness and services. Staff  wel-
come frequent users but not others. 

 Need for quiet areas for relaxation and study 
 More customer focused policies and proce-

dures (most policies are too restrictive and 
punishing). 

 More awareness of services and events. 
 Library staff put more value on services and 

products than customers do. 
 
The motto adopted was to “walk in the cus-
tomer’s shoes” or “see the library through the 
eyes of a stranger.”  Each library formed teams 
and each team brainstormed one way in which 
they could provide the best customer experi-
ence.  Teams were monitored to make ensure 
completion of their program and all ideas were 

shared across the library system.   
 
The results: 
 Managers and teams have turned their focus 

from their staff perspective to a genuine cus-
tomer focus. 

 Individuals have taken accountability for their 
role in both negative and positive customer 
experiences, leading to behavioral changes. 

 Teams have held others accountable when 
in the past resistant behavior would have 
been tolerated or ignored. 

 Action plans have focused on the realistic, 
rather than focusing on all the things that 
cannot be changed. 

 Managers have fed back their action plans 
and successes to library leadership team 
with pride and a sense of achievement, along 
with an awareness of where their team is on 
the customer service continuum. 

 Staff report this is the most significant piece 
of customer focused work they have ever 
done and they “get it.” 

 
The library system plans to repeat this exercise 
every six month with the aim to make customer 
service a constant state of awareness.  They 
also plan to continue customer and staff re-
search regularly. Also, recruitment departments 
will hire people with a customer focus. 
 
Conclusion: 
The ultimate aim of this program was to raise 
the awareness and understanding of the cus-
tomer experience across the whole library sys-
tem so that every staff member, every day, 
walks in the customers’ shoes. This meant a 
change of culture for all library staff and a 
change in the type of person employed.  The 
feeling is that a connected, empowered, pas-
sionate staff will receive the Best Employee Ex-
perience and ensure they deliver the Best Cus-
tomer Experience. 
 
 
I love the idea of “walking in the customers’ 
shoes.” Perhaps it is time for many of us to do 
so and  make the necessary changes to polices 
and services to ensure a positive customer ser-
vice for everyone. 



Top Shelf Fiction for Middle School 
Readers 

From VOYA, February, 2010 
 

Breen, M.E.  Darkwood. 
Carey, Benedict.  The Unknowns: A Mystery. 
Gear, Kathleen O’Neal, and W. Michael Gear. 
Children of the Dawnland. 
George, Jessica Day.  Princess of the Midnight 
Ball. 
Going, K.L.  King of the Screwups. 
Greenwald, Lisa.  My Life in Pink and Green. 
Hemphill, Helen. The Adventurous Deeds of 
Deadwood Jones. 
Hrdlitschka, Shelley.  Sister Wife. 
Knudsen, Michelle. The Dragon of Trelian. 
Lynch, Janet Nichols.  Messed Up. 
MacCullough,  Carolyn.  Once a Witch. 
MacLean, Jill.  The Nine Lives of Travis Keating. 
Meehan, Kierin.  Hannah’s Winter. 
Michael, Jan.  City Boy. 
Monninger, Joseph.  Hippie Chick. 
Pignat, Caroline.  Greener Grass. 
Selfors, Suzanne. Coffeehouse Angel. 
Smith, Linda. The Broken Thread. 
Testa, Dom. The Comet’s Curst: A Galahad 
Book. 
Vande Velde, Vivian. Stolen. 
 
 

2010 RITA AWARDS 
 
The 2010 Rita Awards have been announced by 
the Romance Writers of America. The award 
winners are: 
 
 
Young Adult Romance 
 
    Perfect Chemistry by Simone Elkeles 
Inspirational Romance 
 
    The Inheritance by Tamera Alexander 
Novel with Strong Romantic Element 
 
    The Lost Recipe for Happiness by Barbara 
O’Neal  Romance Novella 
 
    The Christmas Promise by Molly O’Keefe 
Contemporary Series Romance 

 
    A Not-So-Perfect Past by Beth Andrews 
Contemporary Series Romance Suspense/
Adventure 
 
    The Soldier’s Secret Daughter by Cindy Dees 
Historical Romance 
 
    Not Quite a Husband by Sherry Thomas 
Regency Historical Romance 
 
    What Happens in London by Julia Quinn 
Paranormal Romance 
 
    Kiss of a Demon King by Kresley Cole 
Romantic Suspense 
 
    Whisper of Warning by Laura Griffin 
Best First Book 
 
    One Scream Away by Kate Brady 
Contemporary Single Title Romance 
 
    Too Good to Be True by Kristen Higgins 
 

Top TenQuick Picks for Reluctant 
Young Adult Readers  

 
Blackshaw, Ric and Farrelly, Liz. Street Art 
Book: 60 Artists in Their Own Words. Harper-
Collins. 2009. 
 
Brown, Marvelyn. The Naked Truth: Young, 
Beautiful and (HIV) Positive. Amistad. 2008. 
 
Elkeles, Simone. Perfect Chemistry. Walker 
Books. 2008. 
 
Knowles, Jo. Jumping Off Swings. Candlewick 
Press. 2009. 
 
Myers, Walter Dean. Dope Sick. Amistad. 2009. 
 
Regan, Sally. The Vampire Book. DK Books. 
2009. 
 
Smith, Alexander Gordon. Lockdown: Escape 
from Furnace. Farrar, Straus and Giroux. 2009. 
 
 



Fagerstrom, Derek and Smith, Lauren. Show 
Me How: 500 Things You Should Know In-
structions for Life From the Everyday to the 
Exotic. Collins Design, 2008. 
 
Von D, Kat. High Voltage Tattoo. Harper-
Collins. 2009. 
 
Willin, Melvyn. Paranormal Caught on Film. 
David and Charles. 2008.  
 
 
 

UPCOMING INSPIRATIONAL 
FICTION 

from Booklist Webinar 
 
Tyndale House Publishers 
 
Her Daughter's Dream—Francine Rivers 
The Twelfth Imam—Joel Rosenburg 
Self Incrimination and Fatal Conviction—
Randy Singer 
Dogwood/June Bug—Chris Fabry 
Almost Heaven—Chris Fabry 
PJ Sugar Series—Susan May Warren 
Call of Duty Series—DiAnn Mills 
Mercy Hospital Series—Candace Calvert 
For Time and Eternity—Allison Pittman 
Whisper on the Wind—Maureen Lang 
Crossing Oceans—Gina Holmes 
Hurricanes in Paradise—Denis Hildreth Jones 
 
Baker Publishing Group 
 
The Thorn— Beverly Lewis 
The Waiting—Suzanne Woods Fisher 
Embers of Love—Tracie Peterson 
More Than Words—Judith Miller 
Within My Heart—Tamera Alexander 
While We're Far Apart—Lynn Austin 
The Preacher's Bride—Jody Hedlund 
A Hope Undaunted—Julie Lessman 
A Memory Between Us—Sarah Sundin 
Amy Inspired  - Bethany Pierce 
 
 

Abingdon Press 
Goodness Gracious Green—Judy Pace 
Christie 
Charlotte Figg Takes Over Paradise—Joyce 
Magnin Moccero 
Medical Error  - Richard Mabry, MD 
Valeria's Cross—Katie Macias and Susan 
Wales 
Always the Baker, Never the Bride—Sandra 
D. Bricker 
I Shall Not Want—Debbie Viguie 
The Voyage of Promise—Kay Marshall Strom 
A Time to Love—Barbara Cameron 
When the Devil Whistles— Rick Acker 
A Simple Amish Christmas—Vannetta Chap-
man 
Long Time Coming—Vanessa Miller 
Michal (The Wives of Kind David #1) - Jill Ei-
leen Smith 
Beaded Hope—Cathy Liggett 
The Thorn (The Rose Trilogy #1) - Beverly 
Lewis 
An Amish Christmas: December in Lancaster 
County—Beth Wiseman, Kathleen Fuller, 
Barbara Cameron, Kelly Long   
Abigail (The Wives of Kind David #2) - Jill Ei-
leen Smith 
Deceit—Brandilyn Collins 
Unlocked: A Love Story—Karen Kingsbury 
Code Blue ( Prescription for Trouble #1) - 
Richard Mabry 
The Damascus Way (Acts of Faith #3) - Davis 
Bunn and Janette Oke 
A Matter of Character (Si8sters of Bethlehem 
Springs #3) - Robin Lee Hatcher 
Seek Me with All Your Heart (Land of Canaan 
#1)- Beth Wiseman, Kathleen Fuller, Barbara 
Cameron, Kelly Long 
   

Please join us in our Nebraska Li-
brarians Talk Books online discus-
sion group. The November title is My 

Name is Mary Sutter by Robin Oliveira.  
Check out the group on Library-

Thing.com.  Everyone is welcome to 
participate in the discussion! 



Make a Splash—Read! 
 

Fishing proved to be a fun reward for reading for 
children in Ainsworth and Bassett this summer.  
Teaming up with the Nebraska Games and Parks 
Commission, the final program was a trip to Kel-
ler Park State Recreation Area where the group 
took a nature walk, discussed aquatic habitats 
and riparian areas and did some fishing. 

 
Reminder!  The following items are available for 
loan from the System Office: 
 
 Longfellow Poetry Trunk 
 
 Book Discussion Book Sets 
http://www.nlc.state.ne.us/system/meridian/
booksets.html 
 
 Accu-Cut Cutting Machines 
http://www.nlc.state.ne.us/system/Meridian/
dies.html 
 
 Portable Audio Devices 
http://www.nlc.state.ne.us/system/meridian/
PAD.html 
 
 Laptop/Projector 
http://www.nlc.state.ne.us/system/meridian/
laptop.html 
 
 WII Gaming System 
 

 Big Read Book Club Guides:  
Each Kit available for check out includes a 
Teacher's Guide, A Reader's Guide and an Audio 
Guide. Guides are available from the System Of-
fice for the following books:  
Adventures of Tom Sawyer by Mark Twain 
Age of Innocence, The by Edith Wharton 
Bless Me, Ultima by Rudolfo Anaya 
Call of the Wild, The by Jack London 
Death of Ivan Ilyich, The by Leo Tolstoy 
Fahrenheit 451 by Ray Bradbury 
Farewell to Arms, A by Ernest Hemingway 
Grapes of Wrath by John Steinbeck 
Great Gatsby, The by F. Scott Fitzgerald 
Heart is a Lonely Hunter, The by Carson  
Housekeeping by Marilynne Robinson 
Joy Luck Club, The by Amy Tan 
Lesson Before Dying, A by Ernest J. Gaines 
Maltese Falcon, The by Dashiell Hammett 
My Antonia by Willa Cather 
Old School by Tobias Wolff 
Shawl, The by Cynthia Ozick 
Sun, Stone and Shadows edited by Jorge F. 
Hernández 
Their Eyes were Watching God by Zora Neale 
Hurston 
Thief and the Dogs by Naguib Mahfouz 
To Kill a Mockingbird by Harper Lee 
Washington Square by Henry James 
Wizard of Earthsea, A by Ursula K. Le Guin 

TEEN READ WEEK 
October 17-23, 2010 
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Meridian, Northeast, Panhandle and Republican Valley Library Systems Present: 

Bridging the Gender Gap: 
Enticing Boys to Books 
Presenter: Carole Fiore 

September 14th or 15th, 2010 
9 a.m. to 4:00 p.m. 

Bridging the Gender Gap: Enticing Boys to Books 
Registration 

Circle one:       Aurora        or          Paxton 
Name: _______________________________________ 
Library:______________________________________ 
City:_________________________________________ 
Phone:________________________________________ 
Email:________________________________________ 
Mail $20.00 check and registration by September 1, 2010 to: 
  Republican Valley Library System 
  2727 W. Second Street # 233 
  Hastings, NE 68901-4684 
  800-569-4961     or 402-462-1975 
  E-mail: rvlsasst@inebraska.com 

This program is sponsored bin part by the Nebraska Li-
brary Commission and funded in part with state funds 
allocated through the Nebraska Legislature 

Carole D. Fiore holds a BS in Early Child-
hood and Elementary Education from Temple Uni-
versity and an MS in Library Science from Drexel 
University. Carole was a public library consultant 
with the State Library and Archives of Florida 
where she directed the award winning Florida Li-
brary Youth Program (FLYP). She also served as 
the Library Services and Technology Act Grant Co-
ordinator and liaison consultant to libraries and li-
brary systems in rural, suburban, and urban areas.  
Carole will teach you how to: 
 Increase your knowledge and skill level in con-

necting boys and books. 
 How to evaluate and purchase materials attrac-

tive to boys. 
 Types of activities that will attract boys to li-

braries and reading 
 Understand boy’s developmental progression. 

September 14th 
Aurora Public Library 

1603 “L” Street 
Aurora NE 

September 15th 
Ole’s Big Game Steakhouse & 

Lounge 
123 North Oak 

Paxton NE 

OR 

$20 per person  
(includes lunch) 



 

Nebraska Regional Library System Snowman Raffle 

The Nebraska Regional Library Systems are raffling the following collection of 
snowman items: 
 
  an 18 1/2”  X  22 1/2” framed cross stitch picture (pictured above) cross 

stitched by Sharon Osenga, Meridian Library System Director 
  a snowman mug with lid and infuser 
  a snowman and Christmas tree snow globe  

(pictured right)  
  an 8” X 10” snowman plaque.  
 
Tickets are $3 each or 2 for $5. You may purchase 
tickets at your system office now or at the Sys-
tem booth at the NLA/NEMA Conference in Grand 
Island.  You do not need to be present to win. 



 

Warren Graham will discuss: 
 Handling difficult customers for public  
      service staff and managers 
 Complete security staff training 
 Analysis of existing procedures and 
      recommendations for improvement 
 Customized training for specific needs 
 Self-defense tactics for front line staff 
  
 
 

NLA/NEMA Conference 
Pre Conference Workshop 

October 13, 2010 
9 a.m. to 4 p.m. 

Holiday Inn Midtown 
2503 S. Locust Street 

Grand Island, NE 68803 
Cost is $20 (includes lunch) 

6 Continuing Education Credits 

 

Register at the NLA/NEMA Conference Website: 
 

http://www.nebraskalibraries.org/conference/2010 
 
 

This program is  made possible by  the Nebraska 
Library Commission  and funded in part with state 
funds allocated through the Nebraska Legislature. 



 



Matters of Manners for Young Readers:   
UNK's library has great resources 

 
 Looking for ways to communicate with a young person the appropriate deportment in 
particular social situations? No matter the reader's age, your university library has some en-
tertaining books that can help to convey the nuances of the social graces. Will they still fart, 
belch, and generally be rude? Well, maybe, but at least they'll know it's rude! 
  For the younger group, check out It's a Spoon, Not a Shovel by Caralyn Buehner;  il-

lustrated by Mark Buehner (1995). This funny book of etiquette quizzes the reader on the 
appropriate behavior in a variety of circumstances. The answers to the questions are 
found in the illustrations. Careful review of the pictures while searching for the appropriate 
corresponding letter reveals hilarious hidden content.   

  Dude, That's Rude:  Get Some Manners (20097) by Pamela Espeland & Elizabeth 
Verdick aims to help older elementary and middle school students well, ah, get some 
manners. Fartiquette, rules for politely dealing with passing gas, is defined, as are other 
handy tidbits for getting along in polite society. 

  For teenagers, check out How Rude! The Teenager's Guide to Good Manners, Proper 
Behavior, and not Grossing People Out by Alex J. Packer (1997). From page 1, “…it is 
under the guise of teaching manners that young people are subjected to a blizzard of 
rudely imparted criticisms.”  Manners:  a preemptive defensive move to prevent unman-
nerly and personal critique. Could this treatment of manners inspire a cynical teen to con-
form to social norms? I doubt it. But it is a fun read! 

  And, of course, there are many, many more works related to manners available at the 
library (for readers of all ages!). 

 The University of Nebraska at Kearney's Calvin T. Ryan Library (2508 11th Avenue) 
welcomes all library users.   Any Nebraska resident, 18 years or older, may apply for a spe-
cial borrower card. Just fill out an application at the Circulation Desk and present a valid Ne-
braska photo ID. Community members are allowed to borrow five circulating items at a time. 
What circulates? Most books, books on tape, videos, CDs, and lots of other information re-
sources! 
 Parking on a university campus is always a challenge, though now that construction is 
done on Bruner Hall of Science, several metered parking spaces are potentially available, 
and are very near the library! Another option for parking on campus is a temporary parking 
permit. We would be glad to mail you one of these, as well as directions, and a campus map 
with the appropriate parking lots marked. To request a permit, please contact Jennifer Har-
vey (harveyjs@unk.edu; 308-865-8276). There is also street parking on the south side and 
east side of the campus, if you don't mind a little walk! Many of our resources can also be 
borrowed through your local library's interlibrary loan service. 
 
We hope to see you soon! 
--Jennifer Harvey, Curriculum Librarian, harveyjs@unk.edu 



Plum Creek Children's Literacy Festival 
Saturday Conference and Endowment Event Registration 

Saturday, October 9, 2010 
 

Name______________________________________________________________________ 
Phone _____________________________________________________________________ 
E-mail (required) ____________________________________________________________ 
Address ____________________________________________________________________ 
City _______________________________________________ State________ Zip ________ 
 
* Scholarships for the full conference available for teachers of color. Funding is pro-
vided by NCTE (National Council of Teachers of English) and NELAC (Nebraska English 
Language Arts Council). Email plumcreek@cune.edu to apply. Limited number of schol-
arships available! 
* Scholarships for the full conference available for first or second year teachers with no 
funding assistance from their school. Funding provided by the Seward GFWC Woman's 
Club. Email plumcreek@cune.edu to apply. Limited number of scholarships available! 
 
Saturday Fees 
**Early Registration Rates (prior to Friday, September 24)** 
Full Conference and Author Luncheon with Patricia Polacco 
$50 per person $ __________ 
Conference only $40 per person $ __________ 
Patricia Polacco Author Luncheon only $25 per person $ __________ 
Endowment Dinner Event 5:30 pm featuring Carmen Deedy & John McCutcheon 
@ UNL East Campus Union, Lincoln $75 per person $ __________ 
Full Conference AND Endowment Dinner (everything listed above) 
DISCOUNT RATE $115.00 per person $ __________ 
Total Amount Enclosed $ __________ 
 
** Registrations received after September 24 will be assessed a $10 late fee** 
 
GRADUATE CREDIT and CEUs 
  For information regarding graduate credit please contact Janell Uffelman at 
Janell.uffelman@cune.edu. 
 CEUs will be available after the author luncheon at the adult conference. 
 Conference folders may be picked up at the Janzow Campus Center beginning at 7:30 am 

on Saturday. 
  Authors will begin to autograph books from 7:30 am until 8:45 am. 
 Sectionals begin at 9:00 am. 
  Author Luncheon begins at 12:45 pm in the Janzow Cattle Conference Room 
 A detailed schedule and directions to campus are available at www.cune.edu/plumcreek.  
 

Send registration and checks payable to: 
CUNE - Plum Creek 

Concordia University, Attn: Vikki Gremel 
800 North Columbia Avenue, Seward, Nebraska 68434 



        

Ideas for Getting Kids to Read 
 

As part of Booklist’s Fantastic Fall Fiction for 
Youth, school librarian Cindy Dobrez shared 
some ideas about getting kids to read: 
 
 When students ask what time it is?  Install 

a “Time to Read” clock.  Available from 
www.lumichron.com 

 Stump the librarian challenge.  Kids who 
don’t  like to read challenge the librarian “I 
dare you to find a book I like.” 

 Allow check-out at orientation.  Kids don’t 
want the rules.  They want to check out a 
book. 

 Should I stay or should I go?  For books 
that haven’t been checked out for some 
time, put them out on a display with this 
title and have the following on a slip of pa-
per inside:  Help! I haven’t been checked 
out in a long time. Maybe my cover is ugly 
or you’ve just forgotten about me. Give me 
a chance. Check me out. Read me. Then 
cast your vote.  Go__  Stay___ (have a 
spot for title/author/student’s name/
comments) 

 Have kids vote on the “temperature” of a 
book. For instance, with sad books, create 
a meter showing three temperatures: sad, 
weepy, bawling or you could use 1 hanky, 
2 hanky, 3 hanky read.  Kids can put 
books in each category and move them 
around.  Can be used with horror books, 
fantasy books, etc. 

 READ posters of people they know. 

Congratulations to our own Sherry 
Crow, from the College of Education 

at UNK! Sherry is the newest  
Nebraska Library Commissioner. She 
represents the north central portion of 

the state. 

Student Internship Grants Successful 
 

The Nebraska Library Commission awarded 
12 student internship grants to public librar-
ies this summer. In our area, Rock County 
Public Library in Bassett and Lexington Pub-
lic Library were recipients.  After their experi-
ences  in these libraries, participants say 
they are more likely to consider librarianship 
as a career.  They also discovered that their 
ideas about librarians changed.  One of the 
purposes of these grants is to recruit young 
people into the profession and to change 
their perceptions of librarians.  This intern-
ship program appears to be very successful 
at doing just that! 
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