
SPRING
ALL-STAFF 
INSERVICE

W E  A R E  M O V I N G  – E V O L V I N G  – P R O G R E S S I N G !

C H O O - C H O O ! !



A G E N D A

8 : 3 0  t o  9 : 0 0 G a t h e r  a n d  A n s w e r  Q u e s t i o n s

9 : 0 0  t o  9 : 3 0 I n t r o d u c t i o n s

9 : 3 0  t o  9 : 4 5 B r e a k

9 : 4 5  t o  1 0 : 3 0 C u s t o m e r  S e r v i c e

1 0 : 3 0  t o  1 1 : 0 0 L i n e  D a n c i n g  w i t h  A p r i l

1 1 : 0 0  t o  N o o n A d u l t  P r o g r a m m i n g  w i t h  A r w e n   

U n g e r ,  A s s i s t a n t  D i r e c t o r ,  H o o d  

R i v e r  C o u n t y  L i b r a r y  D i s t r i c t

N o o n  t o  1 : 0 0 L u n c h  &  N e t w o r k i n g  &  B r e a k

1 : 0 0  t o  3 : 0 0 S a f e t y  B e s t  P r a c t i c e s  – S e n i o r  

D e p u t y  C h r i s  D a u g h e r t y ,  U m a t i l l a  

C o u n t y  S h e r i f f ’ s  O f f i c e

3 : 0 0  t o  3 : 3 0 D a n c e  &  E v a l u a t i o n s



M E E T I N G  G U I D E L I N E S

W E  P A R T I C I P A T E  A S  E Q U A L S

T H E R E  I S  N O  R I G H T  O R  W R O N G

W E  D I S A G R E E  W I T H  G R A C E  A N D  T A C T

W E  H A V E  F U N

W E  W O R K  T O  E L I C I T  T H E  B E S T  F R O M  
O T H E R S

W E  K E E P  S H A R E D  I N F O R M A T I O N  
C O N F I D E N T I A L



~ N A M E
~ L I B R A R Y

~ A N S W E R S  T O  5  
Q U E S T I O N S



FREE 
ITEMS

T A K E  A  T R E A S U R E  H O M E !



Shelves 

Early Literacy Materials & 

Manipulatives

Items from your Libraries

Two computers



CUSTOMER 
SERVICE

IT’S WHAT WE DO



C O M M A N D M E N T S  O F  C U S T O M E R  S E R V I C E

Be a Good Listener

Identify and Anticipate Needs

Make Customers Feel Important and Appreciated

Body Language Is Key

Understanding Is Crucial 

Appreciate the Power of "Yes"

Know How to Apologize

Give More Than Expected

Get Regular Feedback
Treat Employees Well

No. 1 – Thou Shalt Serve with a Smile

No. 2 – Thou Shalt Go the Extra Mile

No. 3 – Thou Shalt Greet, Speak and Be Real Sweet

No. 4 – Thou Shalt Say Thank You and Please – A LOT 

No. 5 – Thou Shalt Be Willing to Apologize Quickly

No. 6 – Thou Shalt Anticipate

No. 7 – Do What Is Necessary, Not 

What Is Comfortable 

No. 8 – Thou Shalt Take Responsibility

No. 9 – Thou Shalt Lighten the Lines   

No. 10 – Thou Shalt Practice the 

CANEI Principle—Constant And Never 

Ending Improvement   



T IPS FOR DEALING 
WITH CHALLENGING 

S ITUATIONS



Assume the customer is telling the truth – this cuts down on 

stress for staff (they don’t have to try and figure out if the 

customer is lying)

Inquire

Let the customer talk

Use active listening skills

Listening Handout



Empathize

Communicate that you can relate

“I appreciate your frustration…”

“I understand you doubt…”

“I share your concern…”

Understanding 

Solution

Ask permission 

“What information can I provide you?”

“Would it be helpful to you if we…?”

“What would be helpful?”
Explain or offer choices

“Here is what we can do…”

Follow-up

Take steps to fix the problem(s) that caused the problem in the first place



When faced with an angry customer, first focus on acknowledging the 

feelings and upset of the customer.  Once the customer starts to calm 

down as a result of having his or her feelings recognized, then move to 

solving the problem.

It seems like you’re pretty upset about this and I don’t blame you.  

Let’s see what we can do.

It has to be frustrating to have to return a faulty audio-book.

Most people would be angry if their interlibrary loan record got lost 

and the resource they needed was not available to them.

Address feelings first, then move to fix the problem.  Both are critical.



LINE 
DANCING 

WITH APRIL



ADULT 
PROGRAMMING

A R W E N  U N G E R ,  A S S I S T A N T  D I R E C T O R

H O O D  R I V E R  C O U N T Y  L I B R A R Y  D I S T R I C T



LUNCH

E A T  &  N E T W O R K  &  B R E A K



SAFETY BEST  
PRACTICES 

DEPUT Y  

C HRIS  

DAUG HERT Y ,  

UM AT I L L A  

C O UNT Y  

SHER I F F ’ S  

O F F IC E



UCSLD 
STRATEGIC 

PLAN - ALSP
F U L L  D O C U M E N T  O N  U C S L D . O R G





EVALUATION

P L E A S E  C O M P L E T E  B E F O R E  Y O U  L E A V E  A N D  

D R O P  I N  T H E  B O X  O N  T H E  R E G I S T R A T I O N  T A B L E



THANK YOU!

D R I V E  S A F E L Y  H O M E


