Marketing in
Manchester Libraries
Neil MacInnes

Head of Service Improvement
Manchester Library & Information Service

Our marketing team

Part of Service Improvement division
« Service improvement officer
+ Graphic design

« E-marketing and outreach

Why?

A coherent and attractive look and feel

Helping customers to value our services
Raising awareness and take-up of services
Improving partner agencies’ perception
Keeping up with new opportunities

An in-house service, working only for libraries

Giving staff better quality resources
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Manchester

Central Library and 22 community libraries

Four mobile libraries, Home Visit service and
Prison library

350 FTE staff
124,000 active members

50.2% of population have used the library in
the last 12 months (n19)

The team’s remit

Event, project and library promotion

Devising and implementing promotional
campaigns

Print and display materials
E-marketing
Outreach and new member recruitment

Copywriting and photography

New tickets



Adult welcome packs

..are just part of the story

Our what's-on guide

New libraries

It's virtually brilliant

Got your
card?

Let's go

New member
welcome letter

Event promotion

Project work
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manchester library
&information service

Manchester Libraries & National Year of Reading present

An Evening with

IAN RANKIN

7pm
Thursday 18 September
St. Ann’s Church

Tickets
Library Theatre By

0161236 7110

manchester lbrary 3003
Mugu’lyvlu~o 8

MACMILLAN INFORMATION
& SUPPORT SERVICE
AT MANCHESTER LIBRARIES

MACMILLAN.

& CANCER SUPPORT
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Regional work Display materials and guiding

Branding: North City Library Branding: Central Library Departments

Jute book bag Banners
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Outreach and Recruitment Outreach and
» Meet the Neighbours Recruitment
a touring mini-library

Street sites, tourist
attractions, office blocks

National year of Reading
Join the library Day
Saturday 26 April

Coherently branded . . .
y Nine sites citywide
Focus on recruitment Prize draw incentive

Broadcast emails Over 900 new members

Over 2,500 new members

Treasures of Central Library Treasures of Central Library

A programme of themed displays An integrated campaign

Publicising our rare books and special collections Event promotion — leaflets, posters, press etc
Outreach events, with access for all Sessions as part of wider events, partner activity
Bringing items of interest out into the light Printed leaflet to promote collections generically
Original materials used wherever possible Items viewable on Flickr and Issuu

Clearly identifiable, quality branding + Links back to website, Facebook and local

Positioning the library as a heritage attraction Images site

Women's Suffrage |, @ =~ Bety thelines @
Howhe Vo was W ! Gay liv istory e

Treasures

Treasures Treasures Treasures




2/16/09

E-marketing emails

Emailing existing and potential customers Existing customers
Additional web 2.0 activity, eg the Lit List What's on: events and general service promotions

Facebook Re-engagement: lapsers, inactive online joiners

. . Targeting: age, geography, profile

Managlng web presence on other sites g 9° age, geography, p
i Service Improvements: switch to email overdue reminders

Posting events

Potential customers

Engaging other staff )
Broadcasts via address books, eg students, large employers

Researching future possibilities Buy-in to e-lists, eg arts marketing lists

A few good E-numbers

400,000 emails sent in last 6 months
325,000 Full Volumes (40,000+ per month)
Targeted promotions and student broadcasts
6,600 lapsed borrowers contacted

4,000 online joiners not seen in libraries

The Lit List

A literary ‘blog’
Blog format used for event and news listing
Supports partnerships
Trusted source of information
Clear market position

Content added daily
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Find us on Facebook .
Find us on
A fun, friendly informal third space

A new way into the library and its online Face boo k

content

A different voice
Look Manchester Libraries up on Facebook
People, news, ideas and inspiration. Full of library goodness

Over 550 fans and rising steadily without «‘B&f a Es Y2 £
. e o o S -
external promotion AT = ) )
E)

Poster Campaign in February manchester library

=
information service MANCHESTER

Targeting via special interest groups

facebook

Why Facebook?

Integrates perfectly with other online services
A shop window for stock and services

RSS feeds, dynamic content, fast responses
Widgets and fun applications

Putting our messages where the users are
Good customer engagement

Reaching a younger audience

Access Point

Citywide ‘intranet’ for all public access computers
Homepage for children’s computers

Library services promoted and easily accessible
Window into City Council online services

Advice, jobs, money, housing, business

Booking window for next computer session

Access to free computer training, IAG




Questions & Answers

Neil MacInnes
Head of Service Improvement

Linsey Heald
Service Improvement Officer

www.manchester.gov.uk/libraries
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