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A New Era for Library Marketing

Top Trends in Marketing
1. Increased focus on customer experience
2. Engaged and effective measuring
3. Lean on marketing technologists and data scientists
4. Personalized everything
5. Better video content

Source: The Top 10 Trends Driving Marketing in 2017 by Daniel Newman.  Forbes Magazine. 
https://www.forbes.com/sites/danielnewman/2016/10/18/the-top-10-trends-driving-marketing-in-2017/#6df1e45a3ade



• Library public service has 
always been personalized.
– But what about the digital experience?

A Long Tradition of Personalized Service



Personalized Outreach Using ILS Tools & Data

Name & Email Address

Expiration Date

Create Lists & Export



Personalized Outreach Using ILS Tools & Data
Zip CodeZip Code



Combining Self Registration & Patron Welcome



ILS Features & Data Powers Programs
Create Lists & Export 

Feed of ILS Data

Marketing
DatabaseILS

 Name
 Email address
 Address (including postal code)
 Expiration date
 Patron Type
 Last Activity Date
 Year To Date circulation
 Plus many more…



Integration With Library Systems

Marketing
Database

Data Flow

ILS
(Sierra)

eBooks

Program Reg

EZproxy

WAM

Email

Audiobooks

Etc.



ILS + Other Systems Provide Data for Reports

Sierra 
Circ Stats

Sierra 
Circ Stats



Using Sierra APIs
• Technical Details:

– Select expiring patrons by 
expiration date

– Using an API query to:
https://ferguson.iii.com:443/iii/sierra-api/v3/patrons/find

– Locate patron by barcode 
– Determine most current 

expiration date
– Update Third Chapter System 

by API

Third 
Chapter 
System

Sierra

PatronSync



The Ferguson Library
– Library Promoter 

Score Survey: 
46.3% Open Rate

Effective Marketing Programs

Skokie Public Library
– New Titles:
58.2% Open Rate

– Encore Survey:
68% Responses from email

Delaware Public Library
– Renewal Happiness:
52% Open Rate
94% Conversion Rate

Some Statistics

Gail Borden Public Library
– Rip van Winkle: 
23.3% Open Rate
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• North of Columbus, Ohio
• Four locations & outreach
• 2016 Circulation = 1.4 million
• 100 employees (68.75 FTE)
• 126,000 Residents
• 73,000 Patrons

Delaware County District Library



• Understand our current users.
• Reach out and engage them.
• Improve services.
• Expand registered patrons.

• Cultural Change
– Rethink marketing and promotions
– Restructure project management
– Guide product/service selection

PatronPoint Project Goals



• Carefully & Deliberately
– Create Lists
– SelfReg scripting

• What data we share.
– Adults only; patron record data
– Other activity (PCRes, OverDrive)

• Privacy concerns.
• Complaints?

How We Interface with Sierra



Projects: Patron Welcome & Renewal Happiness



Implementing Online Renewal
Sierra



• Data Clean-Up
• Staff Mindfulness
• Fresh Eyes on Services

• More effective uses of 
existing data.

• Friction-Free Feedback

Rewards



Patron Reaction

Thank you for providing our area with a top notch library. 

Love the helpful staff when I call for a book. 

I think you are doing a great job in serving the public… Thank you for asking.

Your email actually made me feel rather 
guilty, because I realize I haven’t been to 
the library since I got my card about 3 
years ago… It was a nice friendly reminder 
that I need to stop in and take advantage 
of the services you offer. 

I get about 60-70 emails to my personal 
account a day and maybe read half on 
an average day, but yours was one I 
chose to read! 

Services are great but the hospitality is greater.



Pretty much everything Maisam is 
going to talk about, plus…

• Materials Marketing
• Digital Users Conversion

(both directions)
• Promoter Score→Levy Success

Future Programs
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The Ferguson Library
• The Ferguson Library is Stamford’s public library system, 

consisting of:
 Main Library, DiMattia Building in downtown Stamford
 Harry Bennett Branch
 Weed Memorial & Hollander Branch
 South End Branch 
 Bookmobile.

• Our mission is to provide free and equal access to information, 
ideas, books and technology to educate and enrich the Stamford 
community. 



• In 2015-2016:
 808,071 Items Circulated
 820,864 people visited the Library
 816,983 virtual visitors to our 

website and app users
 68,997 people attended our 

programs
 Staff answered 131,000 reference 

questions.



Goals

We hope to better understand 
who our customers are, so we 
can meet their needs and 
ultimately help them achieve their 
goals.  Personalizing services will 
lead to increased use of the 
library.



Current and Future Projects
• Patron Engagement Program
• Staff Picks
• Renewal Happiness
• Lazarus Program (We Miss you, Come Back for expired cardholders)
• Patron Welcome Program (on-boarding new cardholders)
• Event Survey (Automated surveys to get feedback on event quality)
• Rip van Winkle Program (Encouraging low-use or no-use current 

cardholders)
• Refer a Friend (Refer a friend to the library)
• Anniversary Date (Congratulations on your anniversary with the library)
• Rising Adult Program (Welcoming patrons transitioning from teen to adult)
• Newsletter program (Targeted content)



Thank You
Discussion Time



Contact Information
Ted Fons
Third Chapter Partners
Principal Consultant
ted@thirdchapter.com

Maisam Nouh
Delaware County District Library
Technology/Cataloging Librarian
maisam@fergusonlibrary.org
Phone: 203-351-8414

Don Yarman
Delaware County District Library
Deputy Director
yarmando@delawarelibrary.org
Phone: 740.548.9913 x222
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