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Handout

Key Steps in gray

Staff Involvement 

Steps end in *

www.mcldaz.org/GreatExpectations



Handout

8 Statements

3-5 Behaviors

www.mcldaz.org/GreatExpectations



What is good customer service?



Insert picture of a happy library customer



How do you define excellent 

customer service?



Follow PolicyComply with Customer



Customer Service Goal

We will provide Maricopa County Library District 

internal and external customers with an exceptional, 

personalized and consistent service experience. 



Development 

Research

What and How

Staff Conversations

Focus Group

Philosophy

Puns & Pixie Dust



Make everyone feel welcome

Anticipate customer needs

Radiate confidence

Inspire curiosity

Creatively solve problems

Own the moment

Personalize the experience

Act with integrity



Make Everyone Feel Welcome

Project a Friendly 

Approachable 

Demeanor

Treat all 

Customers Fairly

Example

Body Language

Example

Enthusiasm



Anticipate Customer Needs

Reduce Customer 

Effort when 

Possible 

Proactively look for 

unique customer 

service 

opportunities

Example

Renewals

Example

Self-check 



Radiate Confidence

Confidently Share 

Knowledge and 

Expertise

Keep up-to-date on 

knowledge of tools, 

products, services, 

collection

Example

Overdrive

Example

Training 



Inspire Curiosity

Empower the 

customer with 

knowledge

Positively suggest 

resources customer 

may not be 

familiar with

Example 

Readalikes

Example

Adoption of New Formats



Creatively Solve Problems

Pursue the reconciliation 

of the relationship, not 

just the resolution of the 

issue.

Be flexible, yet 

consistent in 

approach to 

resolving problems

Example

Offsetting Consideration 

for the Disappointment

Example 

H.E.A.T.

Food for Fines



Own the Moment

Take each 

opportunity to make 

a positive experience

Complete every task 

with the customer’s 

experience in mind

Example

Begin with the End User

Example

Your 15th Card



Personalize the Experience

Gauge customer 

reactions and respond 

accordingly

Recognize repeat 

customers with friendly 

acknowledgement

Example

Don’t need you until 

I need you!

Example

Repeat Customers



Act with Integrity

Use appropriate 

resources to give 

accurate 

information

Respect the 

privacy of 

customers as well 

as coworkers

Consumer Reports Online

Example 

Consumer Reports

Example

Medical Questions



Great Expectations Rollout

Staff Day

Staff Training

The Cheese





Implementation

New Habit

Follow ups

Role Model Awards



Ongoing Efforts

Recruitments

Staff Training

Gratitudes

Supervisor Tools

Communication



Wrap Up



Questions?



Thank You!
Erin MacFarlane

Customer Experience Administrator
Maricopa County Library District
ErinMacFarlane@mcldaz.org

Paula Wilson
Library Services Manager

Maricopa County Library District
PaulaWilson@mcldaz.org


