YOUR
SERVICE !
In our series about ASPeople and their jobs, we turned the spotlight on
to the staff of a department whose work is probably better known to
people outside the company than it is to immediate colleagues.
Mary Ann Meyer, Jean Muir, Marie Roukama, Maria Struwe, Barbara
Carlile and Antoinette Thomas are the sleuths of the Journal Subscriptions Section, and referred to collectively as the Customer Service
(Journals) Department.
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Maria Struwe, a Canadian who heads
this international team, explained that,
when Elsevier, North-Holland and
Excerpta Medica journal sales amalgamated over four years ago, the complaints and enquiries received from
journal subscribers and agents made it
obvious that the formation of a Customer Service section would be essential. No sooner said than done: a
department was set up with the immediate aim of handling claims for the
complete journal subscription administration, encompassing some 150
journals and 150,000subscribers, in
order to maintain and improve goodwill with subscription agents and individual customers throughout the
world.
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Setting up a department is one thng;
establishing good customer relationships, however, is quite another, and
did not happen over-night. The mountains of mail received in the beginning,
including enquiries, adjustment requests, pleas for assistance and letters
from both angry clients and furious
editors seemed almost insurmountable.
"My previous letters have remained
unanswered and my journal has not
arrived either. If you chose tc ignore
my request, I shall be forced to mutter
an oath and implore God to speed up
Holland's descent towards Hell". . .
"I have received reams of paper

making little sense". . . "The continued incompetence of your company
will force us to cancel our subscription". . . . . just a sample from some
of the letters received!
But this didn't deter the die-hards of
Customer Service. "Preventive medicine is the best kind (and I don't
mean yet another new journal),"
Mrs. Struwe confirmed. "Complaints
like these were a great help in pinpointing bottle-necks in the system;
they stimulated discussions with other
departments in order to find a way t o
bridge the gap between abundant administrative procedures on the one
hand, and order fulfilment on the
other, and contributed tremendously
towards the improvement of our administrative apparatus."

n

It would, of course, be an easy matter
to clear up all in-coming correspondence simply by replacing missing
issues. In practice, however, such a
policy would only serve to postpone
matters, and could even have serious
financial consequences for the company.
"We try to maintain a flexible policy
when considering customers' requests
as each client is different and deserves
special handling, " Mrs. Struwe went on.
"But we refuse to play Santa Claus in
all cases of non-receipt." Diplomacy
and tact play an important rale in
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this respect "More and more clients
are becoming acquainted with our
policy, and they usually react most
positively, realizing the fairness of it."
The non-arrival of an issue can be the
result of either internal or external factors, or both. Each member of the department is assigned a specific area of
the world, and is acquainted with the
procedures and particular problems in
that area: strikes, unstable political
situations, poorly-organised postal services or administration at the customer's end, and "acts of God" can
all affect the date of arrival of an issue
f l i t s destination. An important move
10reduce claims to a minimum was
made with the introduction of a monthly bulletin, sent to all the large subscription agencies and important customers,giving the latest journal despatch
information: shipping dates, information on volumes not previously scheduled, new titles and delays in production of certain issues. This has proved
to be most successful.
Upon receipt of a claim of nonarrival, the detective work begins.
Having ascertained that the issue concerned should already have arrived
at destination under normal circumstances, the reason for non-receipt
must be sought elsewhere: was the
order ever received S has the order
been booked? was payment received?just a few of the many aspects the
Customer Service assistant may have to
investigate. Retrieval of information
from a computer is a time-consuming

task (as every ASP employee who has
had the pleasure of dealing with the
"pay-programme" knows). Further
verification is necessary with the
despatch centres in Diemen and
Shannon, the computer in- and out-put
department, title information department, editorial staff and Back
Volumes department. Claims regarding
payments are settled as quickly as
possible with the assistance of Miss
Yvonne Jansen of the Accounts Dept.,
who has been appointed special
"trouble-shooter" for the Customer
Service Department. Thanks t o the
new data processing system in the
Accounts Dept. and to the efficient
and conscientious handling of the
orders in the Subscription Dept.,
many problems which previously resulted in claims have been eliminated.
In spite of the rise in the number of
journals published (now about 200)
and the increasing number of subscribers (200,000), the amount of
letters received weekly has been reduced to an average of 700, of which
many concern routine problems. All
claims are acknowledged within five
days of receipt, and the routine cases
are usually solved immediately.
700 may sound a lot, but Mrs. Struwe
assured me that this was a great improvement on the early days of Customer Service.

" n a n k you for your always rapid and
excellent reply". . . "We deeply
appreciate the effort that has been
made to improve the delivery situation

and your generosity in sending the
issues by registered mail". . . "When
my eyes and my mind found the
copies in our central library recently
you perhaps can't imagine how happy
I became that I just kissed each issue
one by one. Some of the readers
started to stare at me in suspicion as
if I were kissing some girlffiendsphotograph or letter. Anyway, this is just to
relate my deep mental satisfaction for
this long awaited journal". . . . . grateful customers who are obviously most
appreciative of the service they can
rely upon.
In reply to my question as to whether
the staff of the Customer Service Department did not find it depressing to
be confronted with an eternal flow of
claims which, although perhaps
gradually decreasing, will never peter
out completely as long as human
nature is as it is, Mrs. Struwe answered:
"We see our position optimistically as
that of mediator between supplier and
client, lending personal assistance and
contributing in our own way t o sales
efforts, by keeping the customers satisfied. Of course, there will always be
people who are dissatisfied with some
aspects of our company's totalservice efforts. and I would be the
first to admit that occasional rnisunderstandings and delays do arise.
This kind of work certainly calls for
a particular type of person, someone
with a vocation for service, and, in
many cases, infinite patience. It's a
fact that not everyone could stand it."
I wonder if that's the reason why no
man has ever made it on the team?

AS SUCH"
Mr. A.M. Verheggen, head of the
Editorial Department of the Royal
Netherlands Academy of Arts and
Sciences, outlines his views on the
subject of academic publishing,
exemplified by his close and traditional relationship with NorthHolland.
Some years ago (during a symposium)
Mr. Verheggen was confronted with a
key question in our type of publishing
world: What is so fascinating about
publishisg scientific books ) '
He reflects on this in the following
way:
"I could have given a lengthy lecture
about all the aspects, but I summarized
the answer in just one sentence:
The authors who write them ! Immediately, the question arises if authors
of scientific books really are more
fascinating than novelists. Generally
speaking, I think that the author of a
work of science has a certain disadvantage compared with his more
romantic colleague. His work does not
depend on a plot, nor on a revolutionary idea which will shock and
thrill the reader; on the contrary, most
of the time, his book is a result of long
days, and often nights, of careful and
painstaking research, ploughing through
an endless amount of reference literature without ever being certain that
nothing vital has been left out.
However, he can also be a man with a
"far-away look" in his eyes, a man
whose book is based mostlv on
research "in the field". ~ n ; dthe latter
three words are the key to many untold stories. Here the real fascination
lies, in the facts to be discovered
behind the barrier of modesty
of an author who, for instance, has
written a book about the ecology of
a rain-forest, the vegetation of a
savanna somewhere in South-America,

the ritual purification of a Balinese
temple or the history of the dykes in
The Netherlands. When that facade
can be penetrated a new and exciting
world appears. It may sound rather
ridiculous but deep down the author of
a scientific work is really an artist who
should be approached as such. Occasionally theApublishersomehow fails
to discover that artistic value under
the thick layer of scientific know-why
and know-how.
During the twenty years I have been
involved in publishing the books and
journals of the Royal Netherlands
Academy of Arts and Sciences, I have
always stressed the relationship between author and publisher as one of
great significance. This is not only with
regard t o the technical production but
also, and more important, t o ensure an
adequate sales-promotion. There is not
much difference between publishing
for the Academy or for the ASP in
general. The old tale of the fifties that
the Academy publishes major works
of great scientific value, which a
commercial publisher would never
handle because of the absolute certainty that the investment would
never be recovered, has long been
rendered out-of-date.
According to the by-laws of the Academy, members and correspondents
have the right to publish the results of
their scientific work in the various
series of the Academy, and publications of non-members are also accepted
under certain conditions. As a result,
the scientific aspects, and not the
commercial ones, are of primary importance. However, in the last two
decades, the editorial department of
the Academy has managed to achieve
a standard of publication which,
within its limited financial scope, can

compete with scientific publishing on
a strictly commercial basis.
The sales promotion for each individ- k )
ual work is taken care of in close COoperation with the promotion manager
for the Academy at North-Holland,
Mr. H. de Brouwer. Incidentally,
North-Holland Publishing COmpany
was founded at the initiative of the
Academy by Mr. G.C. de Vlugt and
my father on August 13th, 1931. For
the Academy, the primary source of
information for promotion and marketing is the author. It is clear that here
the personal approach and subsequent
relationship with his work, his scientific achievement translated into
words, illustrations, etc., is of the
greatest importance. In my opinion,
the relationship between publisher and
author, as in so many aspects of human
relations on this planet, should be
based on more than mutual interest
for the book that is about t o be born.
One can gather a lot of information
about a particular field of science
apart from the necessary facts related
with the work. In my experience with
scientific authors I can remember a
lot of occasions where a simple interest question concerning small details
(sometimes totally irrelevant to the
scope of the book) suddenly developed into an overwhelming amount of
inside information which, according to
the author, was of no significance whatever but,for the promotion, of indispensable interest.

h

More than a novelist, a scientific
author is vulnerable in so many aspects.
In his heart he distrusts the commercial side of publishing and it is our
task t o assure him of the common
interest, the importance not primarily
for the publisher but especially for
him and the work he entrusts to our
hands."

7 Dr. Geo
l.
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EvT ends on a sad personal note

r
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During his New Year's speech,
the Chairman of ASP, Drs. E. van
Tongeren briefly surveyed various
problems encountered by international
n i e n t i f i c publishers - the excessive
photocopying of our copyright material without a penny being paid in remuneration; the budget squeeze for
scientific research and as a result, for
library acquisitions. This inevitably
pushes up our sales prices, resulting in
fewer sales, which in turn result in high
prices, etc. In order to face these and
other problems effectively, Mr. van
Tongeren made a special appeal to the
large ASP staff of scientific editors.
Contrary to many American publishers,
ASP has always employed highly qualified, university-trained acquisition
editors: "our many doctors, Ph.D's and
doctorandusses". Now more than ever
they will be called upon to apply their
analytically trained brains to finding
a synthesis between a scientifically
first-rate product and a product that
can be sold economically. In Mr. van
Tongeren's words, selling is not a dirty
word, it is the confirmation of a
creative idea. It is imperative'that ASP
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by ESPC and published in 1975 by Elsevier/North-Holland
It will soon bc available in Dutch from Agon, and is alread
considered the basic textbook in a new branch of science:
behavioral economic:S.
To celebrate this ho norary de gree, and to give Dr'. Katona the
opportunity to meeti with a nlumber of his Dutch colleague:S,
to
..,ell
+hr.
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mdmirers and studenLD,
inancial press, a cocktail party was organized by Elsevier
icientific on the 8th floor of the Jan van Galenstraat head
uarters. In his welcoming address, Drs. F. Van Eysinga of
ESPC complimented both Dr.
nd the Ur
Amsterdam on their choice of
r and laurc

keep abreast of the many developments
that are taking place. The present time
demands many methods of information transfer, and consequently, new
products have to be created t o meet
these changing demands.

1976 results
The 1976 financial results of ASP have
been good. 1n fact, ASP has continued
its traditional honour of top-earner of
the concern, also in 1976. Even so, trees
do not grow perpetually and certainly not into the heavens. We will have
t o remain alert for new possibilities
and execute them with courage and
tenacity if we wish to retain this place
of honour.

A personal note
Mr. van Tongeren concluded his
speech with a sad announcement by
saying: "I must end - unfortunately on a personal note. Most of you know
that I am suffering from serious
cervical trouble in my neck - which
often causes awful pains in my neck
and arms. So far a lot of pottering with
all sorts of therapies has taken place -
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rays, heat, stretching, pressing, and
more - but the results have been discouragingly small. Many of you may
perhaps have noticed that in the past
year I was - more than usual - quickly
irritated and impatient. As far as this
has been unjustified, I must ask for
forgiveness, and beg you t o put it down
to my ailment - which made itself felt
by, shall I say, a continuous toothache
in my shoulders and arms. The very
able physicians who have treated me
have now urgently called me to order
and prescribed non-activity, as the
pressure and tension of my busy life
have a strongly negative influence on
my well-being.
I want to be brief about all this - the doctors have recently made their judgement, and you will understand that I
myself, being used to jet-speed life,
have much trouble in accepting this
ruling, and I must still begin to orientate myself to a way in which I can
still put my knowledge and experience
t o the service of not only this concern,
but also to the service of my own
peace of mind.
As far as ASP is concerned, we formed
in the recent years a strong manage-

ment team, in which my role would
anyhow have been of a temporary
nature. It has always been the intention
that members of the top board of
management of the Elsevier concern
would withdraw from their executive
positions on a lower level. My withdrawing from the management of ASP
now comes somewhat earlier than
planned, but I leave the management
of the Division in full confidence to
the present team, led by Mr. ter Haar,
and so ably supported by Messrs.
Baltzer, Pottker and Kels.

:reate large outstanc
amounts pirovided thlat the cur
will pay in time.
,.
. .
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He spends his perlods ot leisu~"
collecting nearly everything. 1-0
save paper we only mention a few
objects, namely: stamps, buttc3ns,
Pins, coins, matchbo xes, inter national reply colIpons, SUE:ar-bags a1~d
bieer-mats.
m .

I do this the more so as my friend
Vinken, who is already so long connected with scientific work, as well as the
work of scientific publishing, will take
care of the interests of ASP in the top
management of Elsevier.
After this personal note, I bid you all,
ASP and the concern, a good 1977."
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M anager of
t Mail Department as of l March, 1977.
He began his career with Elsevier in
1968, as a sales assistant on thl
Journal Department, snd subst
ly, in January 1973, was appoi I I Leu
Manager of the Subscription Dlepartmerit.-"~uring the pastfew ye ars,
I have enjoyed working on the automation o f t he journal l administratic111; 1 feel :pure that, with the help
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in obtaining good results in thi S
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Apart from being lazy at the right
time, his major off-duty interests
are broadly based: ranging from
Roxy Music to Montevlerdi in mtsic,
and from Raymond Cl1andler to
Jean Rhys in literature. With
Carc)line, he lives in a n:ice 19thcent ury house: near the well-kno~
vn
Von delpark irt Amsterd am.

As or 1st ~anuary,191 7,
Ron Hayward has been appointed
head of the input section of the
Journal Sales Administration. He
began working at Elsevier in 1970
as administrative assistant. After -absence of on e-and-a-hailf years, 1
rejoined the S;ime deparfment an1
,. . -.
1974 became section Hlead.
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sively rrom there. At a later date,
most likely around JuneIJuly of
this year, he will set up and manage
the ASP liaison office in Beirut.
May I kindly a sk you to give
Antcline all po ssible coo peration
wherlever requ ired ?
Than~kyou,
. . ..
Peter Straub, !:sales Manager
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North-Holland Publishing Company
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BOOKS!
well-known metals such as calcium,
iron, zinc, cadmium and mercury as
well as the more exotic ones lanthanum,
actinium and titanium.
1977, Elsevier
ISBN 0-444-41538-6 viii + 342 pages
US $41.95 / Dfl. 103.00

Go ahead and read the reviews: they
were prepared especially for general
readership t o give us a better
understanding of our products.

and sets out in detail the methods
used by nuclear engineers in designing
nuclear reactors.
1977, Elsevier
ISBN 0-444-41509-2
xii + 466 pages
US $50.75 / Dfl. 124.00

Chemical Engineering in a
Changing World
The Molecular Geometries of
Coordination Compounds in the
Vapour Phase

edited by W. T. Koetsier

by M. Hargittai and I. Hargittai
Coordination compounds are molecules
r T m e d . w h e n two or more smaller
molecules are joined to each other by
weak linkages. The positions of atoms
in molecules can be derived by analysing microwave radiation absorbed by
gaseous samples or by analysing the
way such samples scatter a beam of
electrons. This geometrical data for
coordination compounds, previously
scattered widely throughout the scientific journals, has been brought together in tabular form and critically
surveyed in this book. Such information is a necessary basis on which
theoretical ideas of chemical structure
and bonding in these compounds can
be developed further.
1977, Elsevier
ISBN 0-444-99832-2
276 pages
US $30.25 / Dfl. 75.00
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Organometallic Chemistry
Reviews
Journal of Organometallic Chemistry
Library 3

edited by D. Seyferth (coordinating
editor), A. G. Davies, E 0. Fischer,
J.F. N o m n t and O.A. Reutov
In more recent years a whole new
field called organometallic chemistry
has arisen from the discovery that
many molecules can be prepared
which have an organic component,i.e.
contain mainly carbon, combined with
an inorganic component, usually a
metal. Such organometallic compounds
are important in many fields, e.g. as
catalysts in organic syntheses. Volume
3 of the JOM Library series contains
several reviews of new developments
in the organometallic chemistry of

Analytical Biochemistry of
Insects
edited by Ralph B. Turner
This book, designed for use in the
laboratory, serves as a single source of
information on analysis of a wide
variety of biochemicals for the vast
number of researchers who use insects
for biochemical investigation. Together
with the detailed descriptions of analytical techniques, adaptation to insect
tissues, sound advice about evaluation
of procedures and interpretation of
results are given. The material is presented in such a way as t o assist the
novice as well as the experienced
researcher to achieve the analytical
precision demanded of modern biochemical methodology.
1977, Elsevier
ISBN 0-444-41539-4 viii + 3 16 pages
US $30.25 / Dfl. 74.00

Elements of Nuclear Reactor
Design
edited by J. Weisman
The development of nuclear reactors
as useful sources of power began in
earnest shortly after the end of World
War 11. At present, there are many
different types of reactor in use. This
book is designed to serve both as a
reference work and as a text for
courses in nuclear reactor engineering
and nuclear reactor design. It describes
the basic principles of reactor design

The First World Conference on Chemical Engineering was held in Amsterdam
from June 2 8 to July l , 1976. Its main
object was to confront chemical engineers with major world problems such
as energy and raw material resources,
environment and human activities.
Leading experts were invited to lecture
on these and other subjects; these lectures form the text of this volume.
1976, Elsevier
ISBN 0-444-41 543-2 xxii + 550 pages
US $60.95 / Dfl. 149.00

Sound Reception in Fish
edited by A. Schuif and A.D. Hawkins
This book is the proceedings of a symposium held in Utrecht from April 16th
to 18th, 1975, in honour of Professor
Sven Dijkgraaf, one of the first biologists to investigate the production of
sounds by fish and the ability of fish to
locate sound sources.
It is widely known that fish do possess
a well-adapted hearing apparatus, but
the exact way in which this functions
is not clear. The collection of papers
in this book support the view that the
otolith organs are sensitive to sounds
and play an important role in directional hearing, and that the lateral
line is not essential for this capability.

1977, North-Holland
ISBN 0-7204-0309-X xvi + 330 pages
US $50.95 / Dfl. 125.00

1976 , Elsevier
ISBN 0-444-41540-8
viii + 288 pages
US $30.25 / Dfl. 74.00

Physics of Semiconductors

Computing in Plasma Physics and
Astrophysics

edited by F. Y. Fumi

Repr. Computer Physics Communications, Vol. 12, Nos 1-124

These proceedings deal with recent
developments in semiconductor
research. Semiconductors could be
developed as a result of studies of the
electric properties of e.g. germanium
and silicon crystals. The subsequent
developments have been revolutionary
indeed. Vacuum tubes have been replaced by transistors, transistors by
integrated circuits. Under pressure of
requirements as to weight and size, imposed by space research (satellites, etc.),
this has resulted in an astonishing
miniaturization of electronic components. Pocket calculators (or even computers), quartz watches, and many
things more, are products spun-off
from these still continuing developments.

edited by D. Biskamp
This is the trade edition of a special
issue of Computer Physics Communications, devoted to computational results
in solving problems related to plasmas.
A plasma is a gas which due to excessive
heating becomes completely ionized,
that is, the (negative) electrons are
thcrmally stripped from the positive
ions. This so-called fourth state of
matter occurs for instance in the ionosphere surrounding the earth, in interstellar spice, and in the sun's corona.
It can also be realized under laboratory conditions and finds a most important application in fusion research,
which hopefully will lead to the development of a new major source of
energy for every-day life.

1977, North-Holland
ISBN 0-7204-0571-8 xxiv + 1328 pages
US $95.00 1 Dfl. 250.00

1977, North-Holland ,
ISBN 0-7204-0713-3 X + 124 pages
Paperback US $30.75 / Dfl. 75.00

Interaction of Radiation with
Solids and Elementary Defect
Production
Defects in Crystalline Solids, Vol. 16

by Chr. Lehmann

Quantum Field Theory of Solids
by H. Haken
This textbook on the basic principles
of the description of solid-state phenomena is a translation from the 1973
German edition. It is geared t o give
graduate students the fundamental insights necessary for later research activities. Everybody knows what electrons are, but did you know of the
existence of phonons, excitons, magnons, polarons, polaritons? The names
suggest that they are particles but
they are not. These nice names have
been given to certain so-called elementary excitations, and aid in the understanding of basic phenomena occurring
in matter. You will find anything you
want t o know about them in this lucidly written introduction.

.,

The irradiation of solids can lead to
changes in.their physical properties. A
detailed study of these effects aids in
solving practical problems associated
with nuclear reactors or solid-state
devices. Results of these studies are
many, e.g., it is now possible to transform certain materials by ion implantation into "new" ones with more ideal
properties, such as high-temperature
resistance. Another important application will be the development of highquality materials which can cope with
the excessive heat and radiation conditions occurring in controlled thermonuclear reactors. These reactors may
play an important role as energy
source in the future. Lehmann's book
offers a comprehensive introduction
to physical processes taking place when
radiation interacts with matter.
1977, North-Holland
ISBN 0-7204-0416-9 xviii + 342 pages
US $48.95 / Dfl. 120.00

Nonlinear Spectroscopy
edited by N. Bloembergen
These are the proceedings of one of the
Enrico Fermi Summer Schools, held
each year in Varenna, Italy. Each
school is devoted to a certain subfield of physics and people from all
over the world gather there t o attend
lectures given by specialists in the
field and to participate in subsequent discussions. It gives especially graduate
students an excellent opportunity to
make the international contacts necessary for their later research activities.
Nonlinear spectroscopy is concerned
with the investigation of the frequency
dependence of the nonlinear response
of matter t o electromagnetic (read:
light) radiation. When matter is irradiated by light, e.g., produced by a
laser, the atoms or molecules are
brought in a state of "excitement"
(i.e. higher in energy). After a certain
period the surplus energy is re-emitted Fr)
by these atoms, again in the form of
radiation. This so-called response may
or may not be a linear function of the
applied radiation, and this summer
school concentrated on the latter type
of phenomena.
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In-Beam Gamma-Ray
Spectroscopy
by H. Morinaga and I. Yamazaki
This is in a sense a supplement to the
well-known North-Holland oldie
"Alpha, Beta, and Gamma-Ray Spectroscopy" of Siegbahn et al.. It offers
a detailed account of a new technique in-beam spectroscopy - developed over
the last few years. Spectroscopy as such
is a method by which the structure of,
in this case, nuclei, is investigated by
analyzing the radiation emitted by the
excited (i.e. radioactive) nucleus.
In-beam means that after a particle
beam of an accelerator (e.g. cyclotron)
has excited the target nuclei, spectroscopic
study takes place on the spot. This
makes investigation of vely short-living
excited states of nuclei possible, since
the measuring system is an integrated
part of the accelerator. In the old days
it was not uncommon t o see a physicist
literally run through his laboratory in
order to study ashort-lived isotope. With
the In-Beam method, this is (fortunately) no longer necessary.
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