Public Services Management Council
Monday, May 19, 2008
11AM
Room 409
Present: Kraig Binkowski, Ellen Hammond, Carol Jones, Chris Killheffer, Karen Kupiec, Suzanne Lovejoy, Danuta A. Nitecki, Jill Parchuck, Andy Shimp, Paul Stuehrenberg, Allen Townsend, Maryetta Russell, notetaker 
Absent:  Jungtim Chae, Mark Ensberg, Steve Jones, Diane Kaplan, Kenny Marone, Alan Solomon
1.  Customer Services Training – Danuta and Chris 
Danuta stated that the results of last year’s HPO survey showed a perception that customer service is an area where the Library can improve.  Danuta reviewed the results of the survey with public services staff and encouraged her direct reports to come up with ideas for improving service. Following on these meetings, she and Chris developed the idea of having customer service institute training for Access Services staff.  

Chris Killheffer began his discussion by stating that representative from the Customer Service Institute, part of the University Learning Center, were happy to work with himself, Danuta and Cindy Greenspun to develop a customized training program for frontline employees in Access Services.  The training consisted of 6 sessions:  Kick-Off; Transition Management; Points of Service; Handling Difficult Customers; and Customer Service in a Multi-Cultural Environment, Conclusion and Graduation.  Chris stated the cost for this training was $7500.  While Access people were at training, all operations were covered by supervisors working with students and casual workers. Supervisors did not attend training sessions, but one supervisor from the department began each session with a supportive kick-off message. 
As part of the training program, Danuta created a series of surveys of customer perception of services in the Access Services Department – one done by the customer, one done by Access Services staff before and after the training, and one done by Good Neighbors.  The customer survey took place in January and included open-ended questions:  “What one thing would you like to see done to improve the services provided by the Access Services Department staff” and “Thinking more broadly, if there is any improvement you would like to see in the customer services offered in the Yale University Library please note it here.”  The list of survey recipients was compiled of all patrons who completed a circulation transaction during the Fall semester at either the Sterling or Bass circulation desks, as well all patrons who exchanged email with the department through either of its service accounts.  The results of the survey showed that there was an overall satisfaction with the services provided by Access Services and that patrons would recommend the services of the Access Services Department.  Danuta stated that many answers were made by people outside of the Yale community. She stated that the tone of survey responses was “nice” and did not relay any frustration or anger on the part of the user.  Some improvements that could be made were: workflow review with Borrow Direct, public service goals to improve marketing; and efforts to continue to understand clients’ impressions and expectations of the library.  Chris stated that the staff’s reaction to customer training was positive, that the results of the customer survey were a boost to morale in the department; and that many enjoyed the team building aspect of the class.  Danuta and Chris recommend this training - how to roll it out is a question.  A presentation to LMC will take place at the end of August.  

Danuta then opened the topic for discussion.  Kraig asked how many were needed to make a group to hold a class for training and also stated the possibility of two groups getting together.  Ellen asked why the supervisors were not included in the training.  Chris stated that the question was asked to Access Services staff, who decided that that it was not necessary for supervisors to attend.  Ellen further stated that she thought supervisors could have benefitted from this training also.  Carol said that she hopes this training will be rolled out so that supervisors can better work with their staff.  Jill mentioned that she thought this training would help give better customer service to our users.  
Meeting adjourned at 12:00 pm.
