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Is this how you think of 

your digital customers?



Or maybe this?



Or this?



Digital Services in Libraries

FACT: Our customers are increasingly 

wired.

FACT: The new digital divide is in 

information skills, not access.

FACT: Our customers spend more time 

online than in physical community 

spaces.

QUESTION: Where is the library?



Online, everyone is your 

potential customer.

 Loosen up about jurisdictional borders

 Talk about this over with governing 

agencies

 Collaborate more with each other on all 

things digital
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Library Users Today

This group is growing dramatically.This group is growing slowly.



Digital Users and Non-Users

 Digital users

 They know what we have and use it

 Digital non-users are potential users

 They don’t know what we have

OR

 They know, but don’t want to use it

How do we market to these groups?



Digital User Activity
(annual per capita statistics)

Marin County 

Free Library 

(150,000)

San Mateo 

County Library 

(350,000)

Website visits 5.6 6.3

Database usage 0.7 0.4

eBooks usage 0.2 0.3

Virtual Reference 

usage

0.01 0.01



Determining Digital Needs

 What do they want more of from us?

 Have we even asked?

 Surveys online and in print

 Ask about digital activity

 Ask about information needs

 DO NOT ask about what they want from the 

library!



Raising Awareness and Usage

 What do we want them to be using more?

 PR on our websites

 PR outside our websites

 In print (in libraries and community facilities)

 Digitally (online outreach)

 F2F (staff talking with people, word of mouth)



Contra Costa County Library: 

Avatar Design Contest



Monterey Public Library: 

Free Wireless Networks



Alameda County Library: 

MySpace



Redwood City Public Library: 

Flickr



Burlingame Public Library: 

IM Availability



San Francisco Public Library: 

Eventful



Ch-ch-ch-ch-changes!

The idea of a library web presence 

is changing.

 Static library-controlled site   

 BOO!  HISS!

 Diversified presence on and off site, with 
user content and involvement

 YAY! ROCK ON! 



Let the games begin!


