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Meeting customer expectations:
The Rule of Biscuits and Gravy

- Biscuits are a nearly ubiquitous staple, welcomed by all at any meal of the day, possessing great food
T H E L I A I S O N o [ NTTTX il f\ value, and able stretch menus a little farther. They are even better with gravy. No matter how light
1n 1 S and buttery, a biscuit 1s always more desirable when absorbing dollops of Southern cream gravy. The
same, however, is not true of the gravy itself. Gravy is made of the nearly the same ingredients
presentin biscuits: flour, fat, liquid, and seasoning. Only the quantities and the presence of sodium

1 7 . 111 el [ ) G bicarbonate alter the chemical properties. Yet, the biscuits can stand alone and the gravy cannot. No
Discover what’s cooking at the prop gravy
& . |1 matter how good it 15, no one wants to drink gravy.

Exceptional library service is like a biscuit with gravy. The biscuit represents the customers”
expectations. These are the core library services our customers expect us to provide, such as
i , ‘ information access and research assistance. The gravy represents all the fabulous services we provide
Wednesday’ June 13, 2008 i \ & - . i which most people dc?n’t anti.cipate: having a d-ocument co-mreniently. delivered by email, for example,
— ' or receiving a promotional frisbee at Cougar First Impressions. Online reserves 1s an example of a
service that was gravy for one semester and rapidly became an in demand biscuit.

A customer may only use core services a scant number of umes while at UH. If, however, he or she A UNIVERSITY of HOUSTON
& doesn’t get the service they expect a single time, their impression of our library system 1s diminished. Y o
WELCOME TO THE LIAISON KITCHEN N Interactivity: And no number of branded frisbees will repair the damage. Librarians should work hard to create LYY LIBRARIES RESOURCES & SERVICES FOR  ASKALIBRARIAN CONTACTUS IWANTTO .. MY ACCOUNT
A brief welcome from chef de partse, Catherine Essinger P CpT dynamic new services that push our profession into new frontiers. They must also work to ensure

Two-Way Communication that the expected basic services are of high quality and well maintained. Otherwise, they risk losing U LIBRARIES HOME > ACCOUNTANCY & TAXATION VIRTUAL LIBRARY BOOKMARK THIS PAGE
MARKETING A LA CARTE the customers for the wonderful new services.

Select a fow markecting activities for the upeoming semester Liaison is a two-way communication process. fﬁg;‘;tamy & Taxation Viriual

So, when planning services for your departments remember that (1) quality biscuits are good on their —
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DINER FEEDBACK IN THE KITCHEN Discussion questions:
Developing effective, interactive communication with facnlty and stude

Publisher: Joh_n Wiley & Sons QcienceDirect Bl
Sift together the dry ingredients. Cut butter into the flour mixture with a pastry blender until it Q- Ot Aont 20,2007 Social Science Research Network
gathered into pea-sized balls. Add buttermilk and stir just until moistened. Knead about ten times ﬁr:t [
on a lightly floured board. Then roll to a thickness of %z inch. Cut into 3 inch rounds and bake on Dotabases (ALL)

Databases (ALL
an ungreased baking sheet at 450 degrees for about 15 minutes or until golden brown.

. What does being an advocate for a liaison department/college/program mean to you? How
can you be an advocate?

Hot Topic: IFRS
Makes about 18-20 biscuits. -

. How do you determine what communication methods work best for your faculty and
students?

*Snackes are available on the table ontside TR-10G.

Incorporation: introducing new library services

. What are some interactive communication methods that work well for you and a particular
user group?

Sometimes food mixtures of different consistencies try to maintain their own texture and not
amalgamate with new ingredients. For example, flour mixtures are shy when first introduced to wet
ingredients, which is why cooks should always create a well in flour and gradually add wet ingredients
by stirring from the center. Eggs and sugar can cause a chemical burn when forced together
suddenly. Cooks can alleviate these uncooperative tendencies in their food by slightly changing the
chemical consistency of each mixture. When adding eggs to a sugary batter, for example, add a little
batter to the eggs first and stir to mncorporate. This gently alters the chemical arrangement of the
whisked eggs without the damaging the consistency. The eggs may then be whisked into the batter
gently without any negative effect to the texture or consistency.

Likewise, when adding a new service, replacing procedures, or moving services and resources to a

Ligison Kitchen Nightmares!
new format, you should use incorporation techniques to overcome customer discomfort. Add a little

Below are four scenarios that subject librarians might encounter.
of what people like about an old service to the new one. Communicate not just what's better about
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your new procedures, but what you've carried over. ZAGATSURVEY.
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White chocolate mousse 8 $$%

Scenario 1
9 ounces white chocolate chips Your liaison insists that all communication to the department go through him/her, but s/he has

Who will be your
Chef de Cuisine?

Identify one or two faculty members or students in your liaison department, college, or program
with whom you’d like to begin a collaborative effort:

Your Collaborative Dish

What project or collaborative effort will you work on?

Ingredients:
What will you need in order to begin this collaboration?

Directions:
What steps will you take to begin this collaborative relationship?

1 cup heavy cream

1 egg white

1/4 teaspoon peppermint extract

6 fresh mint leaves

Heat the chocolate over a double boiler until it melts, stirring gently with a spatula every now and
then. You may also place it 2 bowl on top of another bowl containing boiling water. When it's
melted, stand the bowl on a cold surface to cool down a little.

Whip the cream, egg white and extract together in another bowl until soft peaks form.

Put a big dollop of cream onto the slightly cooled chocolate and mix. Then gently fold the chocolate
mixture into the cream.

Divide mixture between 6 small cocktail or champagne glasses.

Chill until serving. Decorate with a mint leaf atop each.

Liaigon Kitchen

Sughi menu & feedGack form

Was this workshop helpful? -
Should it be conducted every summer? -

ey e, |
before the Fall?

o s ||
activities?

Should we create a mentoring program for liaisons? -
Would you like to meet informally with others
interested exploring a particular problem?

What other forms of support would vou like for
vour liaison work? (Write below or elsewhere on

not been responsive. Your understanding of the curriculum is, therefore, limited and you receive
no feedback about collections or services. You don't know anyone else in the department. You
don't know with whom you should communicate, nor whether your overtures are appropriate or
appreciated. How do you develop relationships and integrate yourself into the department?

% 1‘}

Scenario 2

Your subject has been passed rapidly from one librarian to another for several years. As a result,
the faculty has stopped becoming attached to new librarians. Because you haven't a background
in the subject, they also don't perceive you as a specialist, ignore your overtures, and view you as
an acquisitions clerk, despite your regular offers to provide instruction and other services. How
do you present yourself so that they take you seriously as an information professional?

Scenario 3

You were invited to teach a class for the first time by a senior professor in your department. For
whatever reason, your performance was truly awful that day. A series of bad luck also meant
that the professor's book order was accidentally canceled by the vendor and you had to tell him
or her that your serials budget was cut. He or she now thinks you are an awful subject librarian.
Can this marriage be saved? (How do you redeem yourself in the eyes of your faculty?)

Scenario 4

You support a department with a large online or night component (or a decentralized program),
which makes it difficult for you to meet faculty members and students. How can you build
relationships and get feedback?
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