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Emphasizing training and development, this book covers evaluation techniques, various types of interviews, problem
patrons, and other issues.Customer service, so important to success in business, is also avital part of library service.
Perhaps nowhere el se does the concept play such asignificant role asin the library reference department. Recent
technological changesin the library have added myriad resources and searching techniques to an already complex
encounter. This book shows librarians how to combine cresativity with professional expertise to produce the happiest of
results-a satisfied patron. Completely updated, this new edition reflects sociological and technological changes and
trends that have transpired in the last decade. Current research methods in the areas of neutral questioning and
interview evaluation have been incorporated, as have ALA's new guidelines and standards. After reviewing the
historical background of, and research on, the reference interview, the authors discuss the effects of technology and
how to serve special populations, emphasizing training and development while covering evaluation techniques.

"Shows librarians how to combine creativity with professional expertise to improve customer service."-Reference and
Research Book News'An ideal overview of the interview process.”-Public Library Quarterly”This book is highly
recommended for all libraries, academic onesin particular.”-Journal of Academic Librarianship?An ideal overview of
the interview process.??Public Library Quarterly?An ideal overview of the interview process.?-Public Library
Quarterly?This book is highly recommended for al libraries, academic onesin particular.?-Journal of Academic
Librarianship?Shows librarians how to combine creativity with professional expertise to improve customer service.?-
Reference and Research Book NewsAbout the AuthorELAINE Z. JENNERICH is Staff Development and Training
Coordinator, Suzzallo Library, University of Washington, Seattle. She received the Award in Librarianship from the
Special Libraries Council of Philadelphiain 1970.EDWARD J. JENNERICH is Associate Provost for Academic
Administration and Dean of the Graduate School, Seattle University, Washington.



