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OVERVIEW: COLLEGE

> Part of the Wisconsin Technical College System (WTCS)
> 6th largest technical college
> 13,400 enrolled students CCOUmmé]
> 4,000 FTEs .
> 1,000 employees

nursmq
l(hg_gal-aﬁwelqu

“Stigchine-tooling
; N

qr sCience

ddiogydghy
developer
> Over 80 programs (=<0t

=



Presenter
Presentation Notes
-16 Wisconsin Technical Colleges, each has a predetermined district that is largely determined by population. 
-Over 80 programs, 25 certificates, and 5 apprenticeships


OVERVIEW: CVTC LIBRARY

> Approximately 30,000 print volumes/200,000 digital
> Circulation approximately 25,000 (@t highest in wTcs)

> Staffing: 2.5 permanent employees @ iowest in wTcs)

> Very busy space!




OVERVIEW: STUDENTS

> Student population under age 30: 75%
> Students deemed “at-risk:” 42%
> 40% first generation

> 80% FT —20% PT

> Average age: 26




OUR STUDENTS




WHY DOES THIS MATTER?

> Exceptional customer service Is understanding who
your customers are and bundlng positive, synerglzed
relatlonshlps
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Presentation Notes
You can’t respond to your customers if you don’t understand them properly. How do you do this? Work with them. Listen to them. Empathize with them.


OUR USAGE

CVTC Library Usage by Academic Year
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Circulation: +405%
Database Usage: +738%
Patron Visits:* +267%
Compltemisise . 3+30%
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from year to
year.

2012-2013 2013-2014 2014-2015 2015-2016
Circulation ~===Database Usage Patron Visits Computer Use *Data reflects 2014-2016



Presenter
Presentation Notes
Apples to apples comparison
How did we get from there to here?


EXCEPTIONAL CUSTOMER SERVICE

Pyramid of
Exceptional

| Service
Compassion

Awareness

The Bigger Picture

Initiating a Movement

© 2016
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> Exceptional service is absolutely not possible without a
mutual feeling of trust.
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Presentation Notes
Trust that your patrons are good people and they will do the right think. Security gates, poor signage, and limited loans are examples of trust.


2. COMPASSION

> Exceptional service requires libraries to be
compassionate with their patrons.
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Presentation Notes
Everybody has a story, especially at a community college. Listen to it, make exceptions to policies when necessary. Be reasonable and compassionate with the patron as a human being.


3. AWARENESS

> EXxceptional service requires libraries to be aware of their
patrons’ needs, desires, and abilities.
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Just like in retail, you can’t properly serve your customers if you assume you know what they want. Become aware of trends, patron requests, and their abilities as students or human-beings in general.


4. THE BIGGER PICTURE

> Exceptional service is multi-faceted and should not be

viewed from a single lens but in a greater context.
« Consistent services, policies, attitudes, language
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Good service entails solid policies, procedures and consistent services and attitudes. You can’t treat one customer one way and another customer another way. 


5. INITIATING A MOVEMENT

> Assess > Deliver

> Benchmark > Enable Others

>
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1.) Start with assessment. Assess your current situation. What is within your or your institutions control? What is your gut instinct? What are your experiences?
2.) Benchmark other institutions of similar scope. Start small but do not let size or money deter you from longer term goals. What are they doing that is attractive and best for students and the institution?
3.) Communicate with stakeholders. Start with the students. What do they envision? Offer them some suggestions or prompt them for conversation if necessary.
4.) Deliver the requests. Again, start small – you can always expand.
5.) Enable others to participate in the planning process and offer their suggestions or support. Form an advisory board or a council.
6.) Always, always, always seek feedback. It’s never a one-and-done deal. Narrow the scope if necessary and put it in a broader context later if needed.


OUR MOVEMENT

> Responded to customer requests

* Use Iinformation from automation system, patron counts/gate
counts, IT department, and stats-tracking programs

 Empower employees including student employees

 Listen and follow-up with customer requests:
o Greater technology access and support
o Diversify collections available for customer use
0 Expand online presence
o Easier access
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Empower employees: student employees are the backbone of an academic library – give them support, ownership, and TLC
-don’t be a robot; don’t be customer call center
-limited library-related language has been reduced
-streamline support v. sending people to another department


HOW CAN THIS HELP YOUR INSTITUTION?

> Increased circulation/usage data

> Student/faculty buy-in

> Word-of-mouth advertising

> Leadership strategies

> Collaboration opportunities

> Improvement/enhancement of services



OUR VISION

> Exceptional service can have profound effects
 Library science associate degree program (proposed)
e Open educational resources
Liaison librarian approach
Most progressive equipment/technology checkout in Wisconsin
Student technology mentorship program
Increase FTES, retention, persistence, GPA, engagement
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QUESTIONS/DISCUSSION

(2016)
(2013)
r('.h ppewa Valley
vmussehl@cvtc.edu a)uegg nical


https://www.amazon.com/Ideal-Team-Player-Recognize-Cultivate/dp/1119209595/ref=sr_1_1?ie=UTF8&qid=1479479496&sr=8-1&keywords=humble+hungry+smart
https://www.amazon.com/Levels-Leadership-Proven-Maximize-Potential/dp/1599953633/ref=sr_1_2?ie=UTF8&qid=1479480083&sr=8-2&keywords=maxwell+leadership
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