
Robertson Commercial 
Joinery Pty Ltd

Specialis ing in 
Custom  Designed  
Library Furniture.

Unique Bright, 
Colourful and 

Practical Designs

Shipped 
Australia Wide

Contact either 
Greg or Cindy-Lee 

to discuss what new 
ideas you have for 

your library

Ph (07) 3888 7883 Fax (07)3888 7882 
E-mail admin@rcj.net.au

Web www.rcj.net.au 
BSA No. 1105814

w h y  y o u  s h o u l d  s t u d y  o n l i n e

w i t h

1* C o n v e n ie n c e

Study anywhere, any time

2 .  L a t e s t ,  l e a d i n g - e d g e  c o u r s e s

Expand your career opportunities

3 .  C a r i n g ,  p e r s o n a l  T u t o r

Available on a daily basis

4 .  L e a r n  n e w  s h i l l s

Maximise your job confidence

C e r t i f i c a t e s  I I ,  I I I ,  I V  

D i p l o m a  - A L I A  R e c o g n i s e d

Interested?
C a l l  n o w :  0 7  3 2 0 8  9 4 5 5

w w w . c a p r a r y a n . c o m . a u

W e l c o m e  t o  y o u r  n e w  c a r e e r !

Customer Service
C u s t o m e r  S e r v i c e

Major c h a n g e s  lead to c u s to m e r 
s a t is fa c t io n  at Wollongong U N I
Su sta in ing  S atis factio n , A  Q u a lity  and 

S e rv ic e  E xc e lle n c e  program  (Q S E ), 

c o n ce iv e d  in 1 9 9 4 , rev ita lised  the 

U n iv e rs ity  o f W o llo ng o n g  L ib rary 's 

ap p ro ach  to the design  and  d e live ry  of 

c lie n t se rv ic e . Resu lts of extensive  ongo ing  

m arket research  revea l w h at our c lie n ts  

w a n t and e xp e ct from  their lib rary , n am e ly  

fr ie n d ly , kn o w le d g e ab le  and  responsive  

staff, and  seam less acce ss  to in fo rm ation  

re so u rces . T h is  has d riven  m a jo r change 

th roughout a ll le ve ls  o f the o rg an isation , 

w ith  d ram atic  and  most im portantly, 

su sta ined  se rv ice  im provem ents for 

c lie n ts .

W h a t can  be a ch ie ve d  w h en  c lien ts  are 

at the  co re  o f a Q S E  strategy? A  2 2 %  

in c re a se  in o ve ra ll c lie n t satisfaction  

and  a 3 5 %  in crease  in satisfactio n  w ith  

the a v a ila b ility  o f in fo rm ation  resources 

a re  ju st som e o f the resu lts . By focus ing  

on an und erstand ing  o f w h at c lie n ts  

va lu e  n ow  and  into the futu re w e  have 

re ce ive d  e x c e lle n t ou tcom es in su rvey  

a c t iv it ie s . C o n s is te n tly  high rankings w e re  

a ch ie ve d  in the m ost recen t c lie n t su rvey  

(2 0 0 5 ), in c lu d in g  rankings in the top five  

perfo rm ers acro ss s ix  o f seven  assessm ent 

ca teg o rie s , as b en ch m arked  against other 

A u stra lian  a c a d e m ic  lib ra rie s .

E1ow is a co m m itm en t to great se rv ice  

in itia ted  and  susta ined? A t our lib rary , 

e ve ryo n e  has a re sp o n s ib ility  for e xce lle n t 

c lie n t s e rv ic e . Staff from  a ll areas n ow  

w o rk  acro ss the va r io u s se rv ice  po in ts, 

a ff irm in g  the im p o rtan ce  o f a c lie n t- 

focused  ap p ro a ch . Even the U n ive rs ity  

L ib ra r ian  does a reg u lar In fo rm ation  D esk  

sh ift! In crea sed  em p h asis  and  support for 

tra in in g  has p rov ided  staff w ith  the sk ills  

they need to support c lie n ts . C lie n t se rv ice  

sk il ls  a re  n o w  co re  tra in ing  for a ll staff and 

reg u lar update  sessions keep know ledg e  

cu rre n t and  co n fid e n ce  h igh .

Fu rther in it ia t ive s  have focused  firm ly  

on m eeting  c lie n ts ' needs. H av in g  a staff 

m em ber co m e  to them , rather than v is itin g  

a fixed  he lp  desk , ho lds great appeal 

fo r c lie n ts  w o rk in g  in a p red o m inan tly  

e le c tro n ic  rea lm . S in ce  2 0 0 0 , L ib ra ry  

R overs w e a rin g  'H e re  to H e lp ' branded 

t-sh irts h ave  m oved  throughout the lib rary , 

o ffe rin g  te ch n ica l and  b as ic  research  help 

to c lie n ts  at th e ir po in t o f need. C lie n ts

can  seek in-depth research  assistan ce  

v ia  e m a il at an y  tim e or v ia  a live  o n lin e  

ch a t se rv ic e  d uring  co re  hours. O f  co u rse  

face-to -face  se rv ice s  rem ain  a key to 

ou r su cce ss , w ith  e xp e rie n ce d  lib ra rian s 

a va ila b le  from  9 .0 0 a m  until c lo s in g  on 

w e e k d ays  and  d uring  a ll w e e k e n d  and 

h o lid ay  operating  hours.

A t  o u r  lib ra ry , e v e r y o n e  h a s  a  

re s p o n s ib i l i ty  f o r  e x c e l le n t  

c lie n t  s erv ic e .

Laptops are  a va ila b le  for loan , en ab lin g  

g reater f le x ib il ity  fo r in d iv id u a l and  group 

study. Le isu re  read ing  co lle c tio n s  p rov ide  

resp ite  from  g ru e llin g  study and research  

lo ads . C o ffee  vo u ch ers  are o ffered  for 

those tim es w e  don 't get it right or a 

c lie n t is u n n e ce ssa rily  in co n ve n ie n ce d . 

T ransp arent o n lin e  feedb ack  system s 

e n ab le  the track ing  o f c lie n t co m p lim en ts , 

com m en ts and co m p la in ts , as w e ll as 

co m m u n ica tin g  the L ib rary 's  response 

to the fe e d b ack . A  longstand ing  C lie n t 

S e rv ic e  C h arte r dem onstrates our 

co m m itm e n t to m a in ta in in g  and 

e xce e d in g  se rv ice  standards.

E x c e lle n c e  in c lie n t se rv ice  requ ires 

constan t a tten tio n . Regu lar tra in ing  

updates and  refresher sessions are 

p ro v id ed  fo r staff. A  m ajo r c lie n t 

sa tisfactio n  su rvey  is co n d u cted  

b ie n n ia lly  and p rov ides resu lts that can  be 

b en ch m arked  acro ss our peers. A  m ystery 

shopp er sty le  of se rv ic e  e va lu a tio n  has 

e n ab led  the assessm ent o f the 'total c lie n t 

e x p e rie n c e ' —  e xp lo rin g  the va r io u s 

n u an ce s  of se rv ice  d e live ry  that in flu e n ce  

o ve ra ll sa tis factio n . W e  reg u la rly  turn to 

and  a ch ie ve  acc re d ita tio n  in e xe m p la rs  

in c lie n t s e rv ic e , in c lu d in g  q u a lity  

standards such  as the A ustra lian  B usiness 

E x c e lle n c e  F ram ew o rk , Investors in People 

and  the In te rnationa l C u stom er S e rv ice  

Stan dard , to ch a lle n g e  ou r v ie w s  and 

c lie n t se rv ice  p ractice s . It is an ap proach  

that ou r c lie n ts  c le a r ly  and m easu rab ly  

va lu e .

M arg ie  Ja n tt i 
A sso c ia te  L ib ra r ia n , C lie n t S e rv ices 

m arg ie@ uow .ed u .au

C la ire  C o lle tt
Prom otions and P artnersh ip s Co-ordinator 

co lle tt@ u ow .ed u .au
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