
We are committed to providing the highest quality service. We are here to assist
any person who seeks our services, and to provide instruction and access to
information through the wealth of print and electronic resources.

As a user-centered library, we treat people with dignity and respect. All
questions are valid and answered to the best of our ability.

In order to accomplish this:

•  We acknowledge and address the person respectfully and in a timely
manner.

•  We respond to information requests positively and proactively.

•  We strive to be honest, fair and non-judgmental in responding to
requests.

•  We respect the need for confidentiality.

•  We offer creative solutions to unique service requests.

•  We acknowledge stated problems and work towards a solution.

•  We utilize our colleagues’ skills and knowledge to provide excellent
service to the best of our ability.

Our Service Philosophy
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What's Wrong With This Picture?

Discussion highlights from the initial meeting outlining our expectations for customer-centered
service of the highest quality.

The Person or the Phone

•  Treat our library patrons as you would want to be treated, with respect
•  At the very least, acknowledge the person standing in front of you
•  Use non-verbal communication-raise your index finger, make eye contact, smile
•  Ask the person on the phone if they could hold
•  You could offer an explanation, "I'm at the reception desk and someone just walked in ..."
•  There is a balance between a quick and long answer
•  Most people felt the person who is standing in front of you should have priority
•  We need to ask for help from other "departments" when we have patrons waiting

The Help Desk

•  Acknowledge the customer's concerns and frustration
•  Be sympathetic!
•  Express empathy ... "I understand how frustrated you must feel. Lets find an answer!"
•  Apologize and communicate your sincere regret that the problem has occurred.
•  Do not be defensive -- get to the heart of the matter. "How can I help you?"
•  Be polite but not familiar. The customer does not need to hear about your problems.
•  Don't make excuses -- concentrate on correction
•  Take responsibility for the situation and help them find a solution
•  If the customer is too difficult to deal with, refer then to your supervisor
•  Again, respect ... treat the person as you would want to be treated

Bad Rap Department

•  Avoid inappropriate familiarity
•  Address the problem directly
•  Stay away from promises you can't keep
•  Don't slam co-workers
•  Keep internal problems internal -- don't dump them on your customers
•  Make sure your customers know errors are the exception, not the rule
•  Thank them for allowing you to fix the problem. Take the initiative and suggest a solution


