
Marketing the Library
Using technology to increase visibility,
impact and reader engagement

Melinda Kenneway

TBI Communications
Melinda.Kenneway@tbicommunictions.com



16 April 2007 UKSG Annual Conference

Technology in context

• “Technology is stuff that doesn’t work yet”

• The wheel is one of the most important
pieces of technology ever invented

• The book, built from the alphabet, is a
masterpiece of technology

page numbers
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Technology in context

• “Get posts and letters and make friends
with speed.”

• Web 2.0?

• No! Shakespeare, Henry IV Part 2
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Technology in context

• “It’s when people stop thinking of
something as a piece of technology
that the thing starts   to have the
biggest impact.”

The Guardian, November 4th 2006
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Technology in context

• “The ability to create comfortable,
intimate, exciting, and rewarding life
experiences for customers is the crucial
organizational skill of our time.”

Jonathan Tisch
Chocolates on the Pillow Aren't Enough: Reinventing The Customer Experience.
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Marketing for libraries

• Marketing matters for libraries

• It’s not enough just to be good anymore

• You have to tell people about it

• Make it meaningful to each individual

• Constantly adapt to changing needs

• And demonstrate value
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Marketing is …

• An organizational function and and a set of
processes for creating, communicating and
delivering value to customers and for managing
customer relationships in ways that benefit the
organization and its stakeholders
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Marketing is …

Advertising

Direct mail

PR

Sponsorship

Exhibitions

Pricing

Website

E-marketing

AWARENESS

PREFERENCE

SATISFACTION

LOYALTY

REPUTATION

Revenue

Price

Cost of sale

Share

Intrinsic

value

Share price

Market value

Peter Fisk, Marketing Genius

Profit

Growth

Risk

Social value
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The rise of digital marketing

Source: Dana VanDen Heuval and Google

1996                     2006                       2050?

Non digital

Digital
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Why digital will dominate

• It’s where our users are …
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Projected shifts in average daily volume of content 2004-2009

OCLC: Information Format Trends: Content not Containers
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Projected shifts in annual production volumes 2004-2009

OCLC: Information Format Trends: Content not Containers
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Why digital will dominate

• It’s VERY, VERY good at some things…
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Why digital will dominate

• It’s all about ME (personalisation)

• Any time any place (‘always on’ media)

• Pass it on (sharing/viral)

• Two-way communication (conversational)

• Fun and interactive (multimedia)

• Cheap

• Measurable
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Emerging digital channels

A recent study of 1,000 online users:

• 100% use email

• 88% use text messaging and & SMS

• 71% use message boards and forums

• 63% use blogs

• 36% use podcasting

• 28% subscribe to RSS feeds
Bluestreak report

Emerging Digital Channels: Consumer Adoption, Attitudes and Behaviour
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Marketing the library

• How can technology be used effectively for
marketing the library and its services?

4 opportunities …
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Marketing the library

• #1 Create a powerful digital brand

• #2 Make it personal

• #3 Go where your users go

• #4 Use the power of communities
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#1 create a powerful
       digital brand

#1 create a powerful
       digital brand
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Choice and competition

Library users:

• are visiting the physical library less and less

• search online for information

• begin searches with a commercial search engine

• rarely using library websites

• expect free, quick and easy information

• associate libraries almost exclusively with books
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Your brand challenge

• Macro: beyond books!

• Micro: digital visibility
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Your brand challenge

The macro: creating a library brand

what’s your big idea?
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Your brand challenge

The micro: digital visibility

• Badge library content at a deep level

• Use third-party branding tools

• Create an engaging online experience
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  #2 make it
personal

  #2 make it
personal
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Personalisation

• “Everybody sitting at a computer screen, increasingly,
wants everything to be all about them. This is our first
glimpse of what people who grow up with the net will want
from the net.”

John Lancaster, The Observer Magazine
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Segmentation

Slice up your pie

• Students, faculty, library staff, media

• Learner, teacher, researcher, author

• Funder, influencer, advocate

• Interests, usage

• Attitudes to library
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E-CRM and pinpoint marketing

Right message, right time, right place

• Using website for customer development

• E-mail marketing

• Data mining

• Mass customisation

• Online customer service

• Part of managing a multi-channel customer experience
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E-CRM and pinpoint marketing



16 April 2007 UKSG Annual Conference



16 April 2007 UKSG Annual Conference

#3 go where your
users go

#3 go where your
users go
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Go where your users go: 1999

Library

University

World
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Go where your users go: 2007

Library

University

World

Virtual

World
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Go where your users go

• Approach with caution!

• Make communication convenient not compulsory

• Respect people’s privacy and social space

• But if you have something good, useful and relevant
to share - then try it
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Go where your users go

• Mobile

• Online community networks
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Going mobile

• More of the web ‘off of the web’

• 100 million ad messages every month

• 2 billion mobile users worldwide

• 79% of consumers accept mobile ads
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Marketing the library

Mobile and wireless .. today

• Notify students of overdue books

• Audio tours of the library

• Library events are notified by text message

• ‘Tip of the day’ service, run polls, coupons for
library promotional freebie, University ring tone
and wallpaper!
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Marketing the library

Case study: Duke University

• Apple i-pods provided to over 1600 students

• Orientation information

• Academic schedules

• Duke Fight song!

• Lectures, audio books and class-related content …

See a webcast of the Duke Digital Initiative at:
http://www.duke.edu/ddi/about/web_cast.html
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Online community networks

• “We often think about social networking as the
next generation of email. Email provides a single
channel of communication. Social networking
provides a community.”

Michael Birch, Bebo
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Online community networks

Social networks
• MySpace

• YouTube

• Facebook

• Flickr

Virtual worlds
• Google Earth

• Microsoft Virtual World

• Second Life

• Branded worlds: Coke Studios, Motorola’s Mokiworld
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Online community networks

• “I found out all my students were looking at material in the
VLE but going straight to Facebook to use the discussion
tools and discuss the material and the lectures. I thought I
might as well join them and ask them questions in their
preferred space.”

What is Web 2.0? Ideas, technologies and implications for education.
Paul Anderson. A JISC report
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Online community networks

Marketing through networks

• Has been very successful for marketing music, film
and TV

• ‘Viral videos’ have also had some success

• Requires tremendous subtly of touch

• Only works if it’s done in the spirit of the community
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Online community networks

• Dove viral video campaign on YouTube

• Dove ‘campaign for real beauty’

• 1.7 million viewers

• More successful than Super Bowl advertising

• Got broadcast for free by mainstream media
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Marketing the library

• Plagiarism ‘viral video’ campaign on YouTube?
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Marketing the library

Cybrary City

• November 2006 - Talis and the Alliance Library System
announce debut of Cybracity in Second Life

• 1.3 million inhabitants of a vast digital continent

• Space for libraries to showcase digital resources
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Online community networks

Should you try it?

• Are your users there?

• Do you have something to offer the community?

• Does it help you meet a marketing objective?

• Don’t add to the clutter - it’s not about posting and
spamming

• May become more important in the future - part of
blending the library service into the community
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#4 the power

of communities

#4 the power

of communities
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Community marketing
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Community marketing
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Community marketing

Case study: GoogleMail

• Google didn’t spend any money on marketing

• Created scarcity: gave to ‘power users’

• Demand created by limited supply

• Gmail account become aspirational

• People started bidding on ebay …

• And a free email account was hardly a novelty!
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Community marketing

Best approach to this?

• Provide a great service

• Provide the tools to help spread the word

• Create and support user groups

• Support communication within groups

• Be a participant not just an observer
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Marketing the library

10 things to do now

# 1 Manage your brand

# 2 Create an engaging website

# 3 Segment your customers

# 4 Tailor communications to key groups

# 5 Review costs/benefits of a CRM system
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Marketing the library

10 things to do now

# 6 Start a library blog

# 7 Plan for mobiles

# 8 Post a short video to YouTube

# 9 Post a podcast to Podcast Alley

# 10 Pay a visit to Cybrary City in Second Life
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And finally …

• Good marketing isn’t trying to sell stuff to people
that they don’t want

• Good marketing is giving people the information
they need to make informed choices

• Doesn’t this go to the very heart of librarianship?



Thank you

Melinda Kenneway

TBI Communications
Melinda.Kenneway@tbicommunictions.com


