
  How to Create Your Own Customer Service Philosophy 
  Recommended Steps  
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Timeline MCLD Your Library/Your Strategies 

Nov 15-Sep 16 Research   

  books/blogs/articles/webinars/videos   

Jan 16 Disney Institute training   
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Aug-Sep 16 

Organization Guiding Documents 

analysis   

  Mission, Vision, Values   

  Job competencies   

Sep-Oct 16 Staff conversations*   

  In-person and online   

  

Customer experience examples 

collected   

Dec 16-Feb 17 Focus group*   

  Philosophy refined   

   Great Expectations named   

 Dec 16-Jan 17 Branding    

   Graphics and images created   

   

Tools for staff designed, produced, 

purchased   

 Feb 17 Staff Day unveiling   

 Feb-Mar 17 Training*   
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  Focus group   

  Supervisors and managers   

  Staff   

  

Participatory sessions, used staff 

stories   

  Staff given GE cards and lanyards   

Apr-Dec 17 Follow up*   

   attended staff meetings   

   Staff given GE buttons   

 Apr 17-present Role Model awards   

O
n
g
o
in

g
 e

ff
o
rt

s 

  

Staff given certificate & casual day 

sticker   

Sep 17 Review of implementation   

ongoing Development of tools*   

  exercises for supervisors   

Oct 17 Reformed Focus Group   

 ongoing Communication with staff*   

   newsletter   

   emails   

     Find the Customer Service 

Philosophy Development Toolkit at 

www.mcldaz.org/GreatExpectations 

   Key steps 

   * - staff interaction 
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