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What is a brand

• “A brand is a living entity-and it is enriched or undermined cumulatively 
over time, the product of a thousand small gestures.”

-Michael Eisner

• “Branding is what people say about you when you are not in the room.

-Jeff Bezos

• “Your brand name is only as good as your reputation.”

-Sir Richard Branson



Why have a brand?

• Connect better with your users

• Relate an image to an experience

• Communicate who you are

• Motivate staff

• Set yourself apart from the rest

http://growingleaders.com/blog/building-your-personal-brand/



University of North Texas (UNT)

• Enrollment: 37,000 students

• Twelve Colleges and Schools

• Four libraries, two remote storage facilities

• More than 1.5 million visitors to the Libraries in 2013-2014



Emergence of Ask Us!

• Let’s go back in time…



History of Reference Services at the UNT 
Libraries

• In person

• Over the phone

• Reference by appointment

• Reference chat-eliminated due to low usage

• Contact email: general.reference@unt.edu



Ask Us Services 2011



Ask Us Services 2013



Evaluation of Ask Us Services

• Contact email address not memorable: general.reference@unt.edu

• Ask Us web page was not user friendly
• Too much library lingo

• Question type choices not clear

• Not marketed well- had a great logo but not visible

• No marketing material available for outreach events –online or 
print

• Survey regarding the service needed to be updated

• Lack of collaborations with other library departments

mailto:general.reference@unt.edu


The Change Process

• It’s all about marketing

• Providing different marketing 
forums
• Print vs. electronic

• Collaborating with External 
Relations & User Interfaces

• Brainstorming and researching

https://blog.ringcentral.com/2014/02/3-business-marketing-changes-to-expect-in-2014/



Modernizing Ask Us!

• Moving on from the term “reference” to “research assistance”
• Based on the feedback from students

• Changing the email address from General.Reference@unt.edu to 
AskUs@unt.edu 

• Updating the online form for submitting inquiries 
• Better organization of information

• More targeted inquiries



Ask Us! Services 2015



The Decision to Market Process

• Make the service accessible, active and engaging

• Make the service experience memorable

• Provide the opportunity to assess the service

• Market the availability campus wide



Marketing campaign-print 



Marketing campaign-online

• New link on the homepage



Additional Online Marketing

• Blackboard Learn UNT Library tab



Social Media and Digital Signage

• Postings made to UNT Libraries 
Facebook page

• Postings made to UNT Libraries 
Twitter feed

• Digital Signs throughout the 
library



Assessment



What’s Next?

• Increase awareness of Ask Us among library employees through 
training

• Promote Ask Us to underserved populations such as distance 
learning students

• Develop other marketing materials to be used as prizes for library 
events and instructions

• Evaluate the effectiveness of Ask Us marketing campaign through 
surveys and statistics

• Collecting and marketing testimonies regarding usage of Ask Us



Conclusion 

• Designing a brand is the first marketing step not the last one

• The best marketing campaign is the one that serves everybody

• Knowing your users is the key

• Different types of marketing venues are necessary to connect with 
different users

• Constant evaluation of the service and marketing is important

• Don’t be afraid of trying something new!
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