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From Darlene Weingand'’s
Customer Service Excellence: A Concise Guide for Librarians
1997
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" Image credit:
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“Someone calling themselves
a customer says they want
something called service.”
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~“There are no traffic je - ,
along the extra mile,” =

Roger Staubach _




© Original Artist
LIBRARY Reproduction rights obtainable from
www. CartoonStock.com

ORDINARILY WE CHARGE TWENTY FIVE CENTS A WEEK FOR OVERDUE BOOKS,
BUT I'M GOING TO HAVE TO CHARGE YOU A DOLLAR FOR THAT ONE.
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Gustornar Cornrrsrts
“A journal was missing from the shelf. | asked the

librarian on duty who found it online and printed it. |
had the article in my hand within 10 minutes!”

“A journal was missing from the shelf. | asked the
librarian on duty who found it online and printed it.
e.in.my hand within 10 minutes!”

“I'didn’t feel as though | was a bother. All of my
guestions were answered with a smile.” _#*

r

“The staff is'wonderful — helpful and patiemt Vi

“| appreciate that you have a Suggestion Box
and actually listen to the students”.

“The staff are kind and friendly. They are willing to
help, direct and offer advice. They even held my
book bag when | went to lunch. From the morning
greeting to the evening farewell, it was wonderful!”
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Welcome to Access Services Wiki where we work and have fun together as a TEAM!

iy

L}
L

"Coming together is a beginning.
Keeping together is progress.
Working together is success.”

- Henry Ford

Qi

-

~ Part-time statt: Please review the meeting dates and the agenda. You are always welcome to attend any meeting it your &
time permits. You may also want to review the minutes as it will have the latest discussions. -

s Access Services Home (includes Directory, Departmental Goals, Annual Report)
+ Circulation Training Manual

« FAQs

s AS Meetings (includes Agenda and Minutes)

s Projects in Progress (ILL/TLLiod document, Meebo, efc.)

s Sandbox (G0 ahead and experiment!! Have funl)

s Suggestions
o Wiki Help A direct link to the official PEWorks Help site




Bulletin Board

(Post announcements here)

Food for Fines -- Nov. 9 - Nov. 15, 2009

Collection for Homeless Animals - - Nov. 9 - Dec. 18, 2009

Access Services Calendar

help adding events | shortcuts! detailed entry
Al (L))

2
@
B

' Sun 1 Maon 2 Tue 3 Wed 4 Thu & Fri 6 Sat7
(TH] Statewide Circ
[ Mtg- Mou B
E Sharon
L
-
=
8 9 10 1 12 13 14
Food for Food for Veterans Day Access Access Food for
Fines Fines Accass Services Conf. Services Conf. |Fines
Collection for Service Canf, 1N Atlzntz in Atlzntz
Homeless in Atlanta
Animzls Food for L’ Comments (15)
Begins Fines
Sharon said
15 16 17 1 ‘ at 9:11 am on Oct 30, 2007
Food for C=lst=
Fines

Maou,

Do we have an agenda for this Friday's (11/2) meeting? I would like to add:
- Compiling statistics for library head-counts

- Possible adjustment in Debbie's hours

at 3:1% pm on Now 1, 2007

Marilyn Ruddy said
b SR

I am just checking out the wiki. Great job Mou !



mxchakraborty@salisbury.edu ;I
account  sign out
o Create a page FrontPage

— Panges & Files
= Upload files
LI—] P Settings

. SideBar A
¢ Upgrade! Help
Blackwell Library
USAMAT
WorldCat Local
lj OCLC
(&g Send alink
Put this page in a folder Ewitken Join the conversation

& Edit Tags: main, announcements

Search for an item in

P Security
7S S libraries near you:
Enter title, subject or person
Navigator -
S\ worldcat
Starred Pages ¥
Agenda ¥ ! Edit the sidebar
Minutes ¥
Share this workspace A
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Circulation Department
Desk Handbook

1. QPENING PROCEDURES

2. CLOSING FROCEDURES

3. ACCESS SERVICES STUDEMT ASSISTANTS

< 4. CUSTOMER SERVICE >

5. PATRON ACCOLUNTS

6. ELIGIELE EQORROWERS

7. MEDIAVIEWING ROOM

3. WIRELESS LAFTOFPS

9. LOCKER RENMTALS

10. USE OF ELECTRIC TYPEWRITER

11. EMERGENCY HANDICAPPED EXIT




Internsal CuUusTorm e rst

Other departrnent:
~ »Job Shadowing

>Joint Public Serv,cesf cetinge
opening up communication channels

-

»Learning Bytes O
£, . o
»Project Collaboration 4
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Image credit:
http://farm1.static.flickr.com/79/
235551415 b82aa8c023.jpg
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Customer Service at the Circulation Desk

With your support, we

C—offer CREATIVE solutions
A—be APPROACHABLE and show a positive ATTITUDE
N—avoid saying NO

G—GREET with a smile

R—show RESPECT 7
E—EVALUATE each situation anc respond EFFICIENTLY
A—shower lots of ATTENTION

T—conclude with a THANK YOU
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