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Background 

SERVICE 

EXCELLENCE 

WORKING 

GROUP 

 



Our mission 

“An Access Services Department 

that is energized, challenged, and 

positive about providing excellent 

customer service.” 

The Service Excellence Working Group defined its goal as 



Learning from others 

New York Public Library  

hosted a customer service 

symposium 



Activity 1: Identifying work expectations 

                            January 



Activity 2: Cup of coffee on us 

                       February 



Activity 3: Self-assessment 

                      March 



Activity 4: Staff departmental ratings 

                         April  

Staff interaction w/Patrons Patron satisfaction 

Staff interaction w/ colleagues 



Activity 5: Observations 

                  May 



Activity 6: Roadblocks report 

                 June 



Final Thoughts 

• We had a conversation with staff at an 

all access meeting about the activities in 

the service excellence initiative. They 

expressed their thoughts about how they 

felt about each activity.  

• “ It made me think about empathy.”  

• “ Doing these activities made me realize 

what we did and how our service had 

changed.” 



Staff Feedback of Service Excellence Initiative 



Staff Feedback of Service Excellence Initiative 



The future 


