
Group Activity:  Mission Possible
Every contact a customer makes within your library or department is an opportunity for customers to form an opinion.  Calling the department or library, looking for materials or services, and signing up for a library card are all interactions that allow customers to form an opinion.  They carry their opinion to the ballot box, to the City Council, as well as to their friends and neighbors.  When “moments of truth” go unmanaged, the quality of service decreases.

In this activity, participants work together to create a customer service statement for their department or library.  Your statement must complement the MLS mission statement and serve as a tool to accomplish the goals of the system.  Ask the group to discuss answers to the following questions as they develop their statement.

Defining Our Service…

· Why do customers remember us?

· How do customers feel after they interact with us?

· What do customers tell their friends about us?

· In what ways do we help one another in our department/agency?

· How does our department/agency support the general aim of our system?

Our vision is to be Your Inviting, Innovative Link to the World.  How does your service statement help accomplish this goal?
















