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Book Review Exercise

Peters, Tom. “The Circle of Innovation: You Can’t Shrink Your Way to Greatness.” New York: Alfred A. Knopf, 1997.

     In difficult financial times, when budgets are tight and competition is increasing, many organizations, both for-profit and non-profit, ‘shrink’ to free capital: they lay-off employees and cut services.  In his book, “The Circle of Innovation,” Tom Peters argues that shrinking is a tactic that will lead to failure, and strongly urges organizations to instead become innovative in their product and service offerings, personnel policies and management styles.  According to Peters, “the only sustainable competitive advantage comes from out-innovating the competition.”  Libraries must use his ideas to create long-term success, strength and value.
PRODUCTS AND SERVICES
     Libraries provide two things: sources of information and services to access that information.  With the prevalence of the “anytime, anywhere” internet as a source of information, a library’s best potential competitive advantage is the service it provides.  Peters says that great service is a huge sustainable strategic differentiator and must be used to create loyalty among patrons.  
     Libraries need to focus on the basics – to consistently provide access to reliable information and teach patrons good information seeking skills.  Once that is level of service is reached, libraries are free to have fun, to amuse, surprise and entertain their patrons.  The goal is to enliven the senses of the patrons, and fulfill even their unexpressed wishes and needs.  The end result is a very happy patron who returns over and over to the library.  

     Good design is also very important.  The physical aspect as well as the procedural aspect of library design must be given a make-over.  Both aspects must be inviting, fresh, friendly, appealing and unexpected. When contemplating design in a library, everyone must be mindful of what works well, how work and people flow, what to give patrons that they do not even know they want.  They need to examine the building layout, forms, policies, and procedures, and make sure each one is beautiful, graceful, simple and focused. Libraries also need to seek feedback, positive and negative, from their patrons so that any issues can be addressed in a timely manner.
PERSONNEL
     When hiring library employees, Peters recommends hiring people with interesting backgrounds and extraordinary taste.  They will bring those great experiences into their projects.  He encourages giving the young, bright and talented staff members lots of room to work and play, to succeed and fail. By trying new things, even when they make mistakes, they will learn and come up with new, innovative ideas.  Managers must look for candidates with passion, flexibility, and excitement, as well as those who are warm, smile easily and say “thank you.”  Peters’ directive: hire for attitude, train for skill.  
     Everyone on staff must believe that the library can deliver distinct services and must take responsibility for making their own service as great as possible.  Each person has to think of him- or herself as being his or her own brand and build equity in that brand every day.  They must break their jobs down into projects, and believe that they are only as good as their last project.  Employees must also be willing to pitch in and help complete others’ projects.  Projects equal accomplishments, which serve to enhance the library’s value. 
MANAGEMENT
     Once the library staff is in place, it is up to the management to set the direction and lead the culture of the library.  Managers have to be passionate about what they do to inspire that in others.  They must create an atmosphere where employees are encouraged to play with ideas, and to try new things and fail at them.  
     Employees need to know that what they do matters.  They have to be proud of what they do each day.  This pride and self-respect comes from authority.  Managers must decentralize authority down to the individual so that each employee is able to make decisions to positively affect the outcome of each day.  
     Management also needs to experiment with change in the library, whether it is rearranging furniture, reassigning tasks, or adding new services, in order to come up with new ideas to meet and exceed the expectations of patrons.  Employees must also change and grow.  Managers can conduct staff training on project creation/management, problem-solving, and patron relations.  Renewal and skill refreshment should be part of the evaluation process, with raises and promotions being based, in part, on renewal.  
CONCLUSION
     Tom Peters’ book offers tips and advice on creating innovation in organizations.  His writing is blunt and creates a sense of urgency and excitement in the reader. The overarching messages are simple: love all, serve all; hire talented people and let them be free; innovate or die.  Library employees – managers, librarians and support staff – must read this book and apply the principals in order for libraries and library jobs to survive.
