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Outline

A Our Challenge

A Online Module

A Workshop

A Customer Service Team
A The Future
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Our Challenge
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Our Challenge

A game of telephone MLibrary
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Recipe for Training

A Define audience
A Identify core values
A Choose delivery method

A
A
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Develop content
~ind the hook

et It evolve
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Define Audience
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Core Values

A Represent the Library
A Find the Answer
A Respect the Patron
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Choose delivery method
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Develop Content
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Represent the Library

Look Ready to Serve

Wearing headphones or
consuming food at a
service desk is absolutely
not appropriate.
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Online Module

Adobe Captivate M Library



Online Module

Customer Service

An essential duty of any
MLibrary job is providing
high-quality customer service
to library patrons.

Key elements to good service:

* Represent the library
* Find the answer
* Respect the patron

Our training module M Library


http://www.lib.umich.edu/borrowing-and-circulation/customer-service

The Results
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The Next Step: Creating a DIY
Workshop
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Brainstorming

A Expand upon main
principles covered In
online training '

A Have iho (’
help create a unique . )

workshop.

A Do not bore your
audience!
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Developing a concept

A

Focus on an aspect of online training that received
positive feedback from both staff and administration.

Draft outlines for several different topics with desired
learning outcomes.

Discuss pros and cons of each i combine ideas.

Finalize a specific topic: customer service as acting.
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