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Click anywhere on screen to begin presentation

Welcome to this self service presentation! 

Click anywhere on screen to begin presentation

Welcome to this self service presentation! 
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Click anywhere on screen to begin presentation

Welcome to this self service presentation! 

Click anywhere on screen to begin presentation

I’m still waiting! 
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Click anywhere on screen to begin presentation

Welcome to this self service presentation! 

Click anywhere on screen to begin presentation

Welcome to this self service presentation! 
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在屏幕上任意位置单击开始演示

欢迎光临本自助服务介绍！

Please talk to a member of staff.

OUT OF ORDER
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Click anywhere on screen to begin presentation

Welcome to this self service presentation! 

ThankThank--you, the presentation is you, the presentation is 
about to begin!about to begin!
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Customer Service Excellence in Customer Service Excellence in 
the Selfthe Self--Service LibraryService Library

Source: http://www.wordle.net

Presentation OutlinePresentation Outline

• Part One: The Project
– Team Members

– Introduction

– Case Study Libraries

– Attributes

– Conclusions

• Part Two: Learnings
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Part One: Project Part One: Project 
Team Members
• Shaun Brady

– Kingston Information & Library 
Service

• Kim Kearsey
– Frankston Library Service

• Melita Monigatti
– Melbourne Library Service 

• Theary Sindel
– Boroondara Library Service

• Natasha Tsui-Po
– Stonnington Library & Information 

Service

Project Sponsor
• Katrina Knox

– Darebin Libraries

Source: http://www.flickr.com/photos/atomicshed

IntroductionIntroduction

The scope was to:

• Measure the impact of technologies on 
customer service in a public library 
environment;

• Not to provide analysis of specific 
technologies.
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The ReportThe Report

The aim was to create a report that:

• Identifies qualitative attributes to measure 
customer service;

• Identifies libraries from around the world 
with self-service implementations;

• Attributes + case studies = conclusion

Case Study LibrariesCase Study Libraries

Source: http://www.flickr.com/photos/troyholden
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Sutton Library, UK
Total members: 46,000   

Staff total (EFT): 84 

Population total: 185,594 

Number of branches: 9 + home 
library

Loans per year: 1.1 million

Collection size: 366,000

Visits per year: Not supplied

Seattle Public Library

Total members: 469,826

Staff total (EFT): 564

Population total: 602,000

Number of branches:27 + 
home library

Loans per year: 11 million

Collection size: 2.4 million

Visits per year: 7.5 million
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Brisbane City Council
Total members: 457,126
Staff total (EFT): 284.1
Population total: 1.04 

million
Number of branches: 32 + 

home library
Loans per year: 10 million
Collection size: 1.37 

million
Visits per year: 6.1 million

Source: http://www.flickr.com/photos/raeallen

SengKangSengKang Community LibraryCommunity Library
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Qualitative Attributes of Customer Qualitative Attributes of Customer 
Service ExcellenceService Excellence

Source: http://www.flickr.com/photos/8136496@N05

ReliabilityReliability

• Technology; 

• Consistency of 
service; 

• Streamlining 
procedures and 

• Maintaining 
standards.
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CommunicationCommunication
• Accurate and timely; 

• Tailoring messages; 

• Effective training  

CompetenceCompetence

• Efficient, accurate 
and proficient; 

• Value-added 
services; 

• Range and quality 
of products 
available.
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ResponsivenessResponsiveness

• Advances in technology;
• Reflect community demands;
• Available when the customer needs it; 
• Easy for customers.

• Real needs vs
perceived needs; 

• Available when the 
customer wants it; 

• Make it easy; 
• Anticipating and 

planning for future 
needs.

Understanding your customerUnderstanding your customer
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AccessibilityAccessibility

• Being flexible;

• Providing 
outreach 
services; 

• Being inclusive;

• Removing 
barriers.

StaffingStaffing

• Good user experience;

• Give more than they expect;

• Approachable and pleasant; 

• Passion; 

• The right training; 

• Proficient and professional.
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ConclusionsConclusions

• 7 attributes for 
excellence

• Findings

• What’s next?

Part Two: Part Two: LearningsLearnings

Source: http://www.flickr.com/photos/shonk
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http://www.flickr.com/photos/shonk

Team Member LearningTeam Member Learning’’ss

focus
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not reacting

understanding
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shared insecurities

time
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face difficulties

coaching
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difference

self awareness
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empowerment

teamwork
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ThankThank--youyou

• Library Managers
– Barry Mcguren, Melbourne

– Beck Henshall, Frankston

– Anne Holmes, Boroondara

– Anne Rasmussen, Stonnington

– Trish Smyth, Kingston

• Project Sponsor
– Katrina Knox, Darebin
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Questions/Comments?Questions/Comments?


