ABLE Module #4

Planning, Personnel, and Community Relations


Teaching Aid – Community and Public Relations #3
Customer Service on the Floor

· Smile when greeting patrons, even if they look irritated.  It gives them the benefit of the doubt.  You’ve no idea what happened to them right before they came into the library.  Opens space for communication.

· Answer all questions as if it’s the first time you’ve been asked them that day or week.  It’s probably the first time the patron has asked.  If they are asking the same question repeatedly, paraphrase their question to clarify what information they are seeking.

· If you can’t help someone with the resources you have available, connect them with someone who can.  Train your staff to know which questions to answer and which questions to pass on to you. It’s ok if you don’t know – you can take contact information and get back to them (timely) or give them the contact information for an organization which is more likely to answer their question. 

Have a plan for long lines. Good rules of thumb are:
· Anticipate times of day when there are apt to be lines: after a storytime or other program, after school, after work.  As much as you can, schedule more people to be “on the floor” during those times.

· Set a concrete number for a “long line,” so staff doesn’t have to second guess when to implement the plan for lines.

· Put telephone calls on hold or let the machine take a message.

· If it’s a long and growing line, and you have two circulation stations, create a “Fast Lane” of five items or fewer, no requests, holds, or renewals. (Can you create a temporary circulation workstation by using a computer normally dedicated to something else?)

Provided by “ABLE: Administering Better Libraries—Educate,” a Federally funded project supported by Federal Library Services and Technology Act funds, awarded to the New York State Library by the Federal Institute of Museum and Library Services via the Nioga Library System, 2005-2007.


