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• Firstly, I'm going to point
out a few things that the
business world can teach
us

• Then, I’m going to run 
through the academic and
Legal framework in Spain

• After that I would like to 
share my experience and 
give some tips
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I. What the business
world can teach us
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I. What can the business world teach us ?

Valuable ideas and 
lessons learned to 
improve customer

experience, service
and user satisfaction:
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For instance “The Customer
Is

Always Right” 

or, 
at least, 

their opinions are important
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But more than 
70% of users who 
have legitimate 

complaints 
don’t say 

anything… 



And what happens to those
silent customers? 

They go away,

stay away, 

and, worse yet, 

take every opportunity to tell

anyone who will listen about

the bad treatment they had 
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The danger of no complaints

The power
of

word-
of-

mouth
recommendation
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A dissatisfied customer will tell from 10 to 12 other
people about a bad experience with a business, thereby

creating a pyramid of dissatisfaction.;

Meanwhile, a person who has had a satisfying encounter

with a company will only tell from 3 to 5 people about it

As we all know,
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That’s why
A complaint is a

gift

Without customer feedback, it
would be impossible to know

what they neededM
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If you merely satisfy your customers, 
around 80% 

will come back for more. 
If however, you first give them
cause for complaint and then
deal with their complaint in a way
that satisfies them,

90% will return.



For customers time 
is of the essence.

If the complaint is
dealt with

quickly and properly, 
they're

obviously going to be 
far happier and more 

loyal

Miquel Barceló



Miquel Barceló

Loyalty:
retaining old customers is a lot easier than attracting 
new ones



Careful complaint 
management 
can also help
to fix a mistake 
early,
before too much 
damage
is done.
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Effective complaint management owes a 
great deal to good old common sense.

but there is much merit
in advanced planning
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planning e.g. 
psychological 
training of 
frontline 
personnel



FRONTLINE STAFF

• With the proper training, they 
should be able to resolve all but the 
most complex problems.

• A healthy dose of humility and 
professionalism; and to show your 
value through your consistent 
professional product and service.
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CONGRATULATIONS
• They are real opportunities to 
achieve employee involvement and 
empowerment, Key elements of 
quality management. 

• Rewards need not be large, but the 
benefits in terms of motivation and               
increased employee morale can be 
considerable.
• Internal and external dissemination 
would be desirable, for example when 
they tell you that a user training course makes 
them rethink their doctoral thesis.
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II, Academic and 
legal framework
of academic 
libraries in Spain
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II.1. Without a focus 
on customer 
satisfaction, 
libraries may become 
simply warehouses of 
information and 
stored  knowledge



As a public resource, 
libraries “should” 
receive public support. 
However, today’s 
academic libraries are 
in increasingly tight 
competition with other 
campus services for 
declining budget, 



and unless they 
adopt and master 
the language and 
techniques of their 
competitors, they 
face a future of 
declining support 
and significance
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II-2 Legal 
framework in Spain
At a national level, 
Royal Decree 951/2005, of 
July 29th, 2005, establishes 
the general framework for 
quality improvement in the 
General Administration of 
the State
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In the Region of 
Madrid

Decree 85/2002, of May 
23rd , 2002, regulates the 
systems for evaluating the 
quality of public services 
and approves the Quality 
Criteria for Administrative 
Action
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III. 
MY
EXPERIENCE,
MY TIPS



MY EXPERIENCE,
MY TIPS

or

How serious problems
have been solved by 

the display
of replies 

to complaints
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During exam time, our
libraries became so 
overcrowded that there
were serious conflicts 
between students from 
our university and 
students from other 
universities over
occupying a table.
On occasion, this even
required police
intervention.



In pre-covid times 

Everybody was 
invited 
to use public 
university 
libraries, and 
therefore,
Anyone could use 
the reading room 
and consult
our collection
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Then

complaints 

poured in.

But replying 

and exhibiting it helped to solve the ploblems:

Giving explanations solutions and/or

alternatives

and

Having empathy

Tips
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(Uam Law
Library)

Explanations: 
the main function of the university library is to help
transform information into
knowledge and it does this
through its collection,
not its furniture.
Therefore,
Alternative solutions were
put in place, including:
getting classrooms 
opened for study only



Complaint management also brings a learning
experience to the organization on services that

should be improved and it also provides for better or new services
like nowadays in UAM in Exam time:

Owl room (opening at night)

Extraordinary weekend opening

Opening some libraries after normal 
opening hours everyday



Must be exhibited in a 
prominent place in the 
library and/or online

(Of course, not all suggestions or complaints will be of interest to all 

library users)

So, my main recommendation is:

Representative complaints or
suggestions and Library responses to them

Notice board with a key
to protect personal data

(There ware queues to read
them at times of conflict)



Because it is a very straightforward 
kind of 
user education
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BECAUSE IT IS VERY DIRECT 
COMMUNICATION
WITH 
OUR USERS
it promotes their participation 
and
sense of belonging.
It’s an improvement of 
communication channels with 
the user



And
TRANSPARENCY, 
It improves :
Library’s image, decision-
making,user orientation, 
proactive attitudes  and, 
of course, quality.

It also gives  us a second 
chance to satisfy needs
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Enter details of all 
complaints on a database 
to allow relevant staff to 
see if problems are 
recurring, and 
periodically, a random 
sample of complainers are 
revisited to check residual 
satisfaction levels. 
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• Offering opportunities to complain: 
Part of the reason for lack of complaints 
is that people may not know where to 
complain.

• Make sure they have plenty of 
opportunities:
Place suggestion/complaint  boxes in 
different areas in the building and on 
the library webpage, with large signs 
indicating their purpose



ALWAYS
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IT’S A 
QUESTION 

OF WILL

whatever  the

Reception channels are:
physical and virtual suggestion
box, web forms, telephone, 
email, verbally, on blogs and 
social networks
It would be  nice to provide a

First response within 24 
hours to confirm receipt
and to announce this in 
the library's service
charter.
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Suggestions
or

Ideas 
boxes

are not at all
expensive...

(UAM Educación Library)



Pictography: Bibliography:
• Tan Pei Kiana , Nur Riza Mohd Suradia and Mohamad

Nasir Saludinb. (2013). The Impact of Complaint
Management and Service Quality on Organizational
Image: A Case Study at the Malaysian Public University
Library. Proceedings of the 20th National Symposium on
Mathematical Sciences AIP 

• Rigby, R. (1998). The alchemy of complaint 
management. Management Today, 90.

• Jackson, R. (2002). The Customer Is Always Right. The 
Reference Librarian, 36(75-76), 205-216.

• Lavado, M, , Tejado, B. (2010). Nos interesa tu opinión. 
Gestión de reclamaciones, sugerencias y felicitaciones en 
la Biblioteca Central de la UNED. Mi Biblioteca  23, 68-73 

Pau Pellín. Biblioteca, 2018



Miquel Barceló and his mother’s embroidery

THANK YOU

Laura Lor
Universidad Autónoma de Madrid

laura.lor@uam.es


