Staying
Connected
IN tThe New Normadl

WISCONSIN ASSOCIATION OF PUBLIC LIBRARIES CONFERENCE
MAY 2021



Facilitators

- Michelle Dennis
Head of Public Services
Hedberg Public Library

- Jeni Schomber
Head of Library Services
Beloit Public Library



mailto:mdennis@hedbergpubliclibrary.org
mailto:jschomber@beloitlibrary.org

What's in this for mee

= Hiring the Best
= Library Culture
= Management By Walking Around

= Working From Home
= Bouncing Back
= Key Takeaways
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Beloit Public Lilbrary

= 36,840 City Residents
= 42,252 Cardholders

= 161,744 Physical Items
- 29,091 Downloadable
= 266,782 Circulafion

= 65,000 Square Feet

~ 34 Staff (7 LS1)




Hirlng and
Retaining
the Best = Desired personality traits

= Skills assessment checklist




Hiring the Best

Desired Personality Traits

Look at your Strategic Plan, Mission Statement and Values:

e Consider what skill set your team needs
o How does this break down into behaviors and personality traitse
o What can you train for and
o What must you hiree¢

Know your Library Culture

e Move away from hiring based on “Library” experience...
e ..and tfoward hiring the best candidate for your library




Hiring the Best

Skills Assessment

Training Self Evaluation Rate Yourself on a scale of 0-5
0=no information / S=mastery Name

i

/

Enter Date of Evaluation /

Materials Handling

Discharging Wizard
WorkFlows
Sorter

Check Qut Wizard
WorkFlows

Renewing Options
Renew ltem Wizard

Renew User Wizard
Using Display User

Paton Database Functions
Nicsnlav llcer




Retaining the Best:

Management By Walking Around

Approachable - trustworthy - first catch them doing it RIGHT!.

Frequent, natural and trusting communication

Coaching in the moment

Practical applications of your workflow - lots of problem-solving opportunities

Solve Problems together - Morale is built by your real understanding - We are in this together

It's the post-walk actions that you take and the problems that you solve that will determine the
success of your MBWA strategy.

https://www.mindtools.com/pages/article/newTMM 72.htm



https://www.mindtools.com/pages/article/how-approachable-are-you.htm
https://www.mindtools.com/page8.html
https://www.mindtools.com/pages/article/newTMM_15.htm
https://www.mindtools.com/pages/article/morale.htm
https://www.mindtools.com/pages/article/newTMM_72.htm
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Retaining the Best:

Ongoing Communication
IVAN X

Now you know

ublic Library

Telling the Library Story

PIC Schedule
Love Your Patrons

At the Library Today

Use a Walkie to call for Security. Nearest Rover will respond
Library Boards
Library Departments PIC Schedule May 2021
R e MON TUES ~ WED  THUR FRI  SAT
Stay in Touch S
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Create New Results
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4-8
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4-8
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Retaining the Best:
Ongoing Communication

Red Folder

Telling the Library Story

Red Folder Table of Contents
Love Your Patrons : = :
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Hiring the Best

What are some of the
best practices your
ibbrary uses for hiring and
retfentione




Libbrary
CUHU"@ = Create it and Communicate it

- Breaking Down Silos

= Removing Barriers




Library Culture - HPL

Create it and Communicate it (or someone else will) |

] i HEDBERG PUBLIC LIBRARY
3" i "“" l LEADERSHIP VISION Five Universal Truths of Human Interaction:

from Verbal Judo: The Gentle Art of Persuasion by George
Thompson

HEE R
|

THE LEADERSHIP OF HEDBERG PUBLIC LIBRARY PLEDGES TO EMPOWER
AND SUPPORT EACH OTHER AND EACH MEMBER OF OURSTAFFAS WEALL 1. All people want to be treated with dignity and respect;
WORKTO LIVE OUR MISSION AND APPLY OUR PHILOSOPHY OF SERVICE.

2. All people want to be asked rather than told to do something;

AS SUPERVISORS, WE PROMISETO: 3. All people want to be informed as to why they are being asked Diversity and Inclusion Statement of Commitment
LEAD BY EXAMPLE as a forwarding-thinking employee. or ordered to do something; Hedberg Public Library serves a diverse community - diverse in race,
RECOGNIZE, DEVELOP AND UTILIZE talent. 4. All people want to be given options rather than threats; ethnicity, gender, sexual orientation, gender identity, disability, religious

affiliation, literacy level, citizenship, age, socio-economic status,
COACH AND TRAIN In a timely manner. 5. All people want a second chance when they make a mistake. experience and thought. Diversity and inclusion at Hedberg Public
LISTEN AND RESPOND to feedback and suggestions. Library strengthen our ability to achieve our mission by creating an

ENCOURAGE INITIATIVE and Creative problem-solvin Thls.global message promoting respect, understan(.ilng, and environment where our patrons and employees can fully participate and
P 9: forgiveness can connect all people everywhere. Using our words for a realize their potential. Diverse perspectives and backgrounds create a

ALLOW FREEDOM for staff to use thelr best judgement. defined purpose can create the forward momentum. stronger and more creative environment that delivers better results for

ACKNOWLEDGE that mistakes will be made and move forward together. those we serve.

CELEBRATE SUCCESSES, big and small. We strive to build community and nurture a culture where inclusiveness
ADVOCATE for the library, our staff and ourselves. is the norm, not an initiative. Every member of the Janesville community
benefits from the talents and experiences of our peers, from the mutual
THIS ALLOWS STAFF TO: respect we exercise, and from the resp(l)nsibility V\{e take for our actions.
Each of us deserves an equal opportunity to contribute, read, learn,
EMBRACE COACHING as a key to learning and growth. explore and grow.

USE THEIR BEST JUDGEMENT to err In the customers favor.

ENCOURAGE CONFIDENCE In themselves and others. How We Treat One Another Hedberg Public Library Coworker Expectations
GET CREATIVE when overcoming obstacles.

“..the way we treat our employees (and the way they treat each other) has a very direct and
measurable impact on our external customer service.” - Service for the Next Generation Library: A
TAKE ACTION, even In the face of uncertainty. Library 2.0 Perspective by Michael Casey

TRANSFORM MISTAKES into opportunities,

BE CURIOUS and find new ways of doing things.

Our Philosophy of Service states:

ADVOCATE for themselves and the library. “Treat others as we wish to be treated;

smile, acknowledge, respect, keep an open mind and assume our customers are trustworthy and
honest.” And that is how we expect coworkers to treat one another.

TOGETHER WE CAN MAKE IT HAPPEN!

“With customers and coworkers, we are: welcoming, creative, trained, a team.”
“—JW 356’941- Ni ‘Z"“A /'; A, - f '{'J/ We each must take personal responsibility to work together as a team, respect coworkers and treat
e} “j"‘"f them as we ourselves wish to be treated. We must apply the same high standards of respect, courtesy
¥ X el -L W and problem-solving to our coworkers that we apply to the customers who use our library. Superior
Al internal customer service leads to superior external customer service.
Py
° a” P )1“'}‘51_.1»" With coworkers we are expected to:




Library Culture - HPL

Breaking Down Silos

e Single Desk layout
e Everybody does Security
e Cross fraining front line staff
o Circ and Info
m Reference Interview
m Genealogy research
m Facilitating computer use
o Circ and YA
m Cash drawer at Children’s Desk




rary Culture - BPL

Breaking Down Silos

Mission:
To provide enriching and inspiring
learning opportunities for all members
of our diverse community.

Value 1: Community
Value 2: Literacy
Value 3: Resources
Value 4: Technology & Facilities
Value 5: Staff

e beloit public library
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Library Culture - BPL

Breaking Down Silos

Organizational Chart (Before)

CITY OF BELOIT, WISCONSIN
PUBLIC LIBRARY
ORGANIZATIONAL CHART
2016

LIBRARY BOARD OF TRUSTEES

| LIBRARY DIRECTOR |

| |

YOUTH CIRCULATION TECHNICAL AUTOMATION ADULT ADMINISTRATIVE
SERVICES SERVICES SERVICES SERVICES SERVICES OFFICE

® Head of Youth Services (MLIS) ® Circulation Manager ® Head of Tech Services (MLIS) ® [T Manager ® Head of Adult Services (MLIS) ® Business Manager

® Assoc. Librarians ® Assoc. Librarian ® Assoc. Librarians ® Computer Assistants ® Librarians ® Administrative Secretary

® Pages ® Technicians *®  Assistant ® Assoc. Lbrarians ® Custodian Aide
®  Assistants ® Pages #® Outreach & Communications Coord.
® Pages ® Monitors




Library Culture - BPL

Breaking Down Silos

Orgamzatnonal Chart (After)




Library Culture - BPL

Breaking Down Silos

Advancement Chart
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Library Culfure - BPL

Removing Barriers




Library Culture - BPL

Removing Barriers




Library Culture - BPL

Removing Barriers




Library Culture

How has your library
broken down silos or
removed barrierse




Working
From
Home

- Self-Guided Model

- Guided Model




Working From Home.... HPL

Public Services Assistants
Self-guided training model

normal # paid hours

started with city assigned trainings

“Seek and share™

discuss with supervisor and team via emaill

Google Sheet for tracking and accountability



Working From Home.... HPL

Length
of Certificates
Training or proof
(in submitted to  Rating

Date Name Title of Training minutes) Michelle 4-0 Type of Training Source URL / Link (copy and paste) / or Title / author of book
3/30/20 Done
20 Brenda Weir Infosec Annual Security Awareness Training 60 min required CVMIC Jenny http://cvmic.com
3/30/20 Done , L o :
20 Brenda Weir Basic References Sources 3 hours 4 Customer service tutorial https://libraries.idaho.gov/continuing-education/able/
3/30/20 Done https://www.libraryjournal.com/?detailStory=Public-Library-
20 Erick Walter Public Library partnerships with K-12 schools 10 min 4 Industry info Library Journal  Ebook-Partnerships-Boost-K12-Reading
3/30/20 Look 1st: Creating Exceptional Patron Done
20 Erick Walter Experiences 60 min 2 Customer service https://learn.webjunction.org/
3/30/20 Library Journal articles on publisher N/A
20 Erick Walter embargoes 30 min 3 industry awareness Library Journal  http://www.libraryjournal.com
3/30/20 Intro: Census Bureau Data slides (audio Done
20 Erick Walter gave out) 30 min 1 Census Census.gov https://www.census.gov/data/academy/webinars.html
3/30/20 TC+, email, Library journal, Daily Ops, N/A

20 Erick Walter genealogy site reading 89 min


http://cvmic.com
https://libraries.idaho.gov/continuing-education/able/
https://www.libraryjournal.com/?detailStory=Public-Library-Ebook-Partnerships-Boost-K12-Reading
https://www.libraryjournal.com/?detailStory=Public-Library-Ebook-Partnerships-Boost-K12-Reading
https://learn.webjunction.org/
http://www.libraryjournal.com
http://census.gov
https://www.census.gov/data/academy/webinars.html

Working From Home.... HPL

Reference Librarians

Reference and patron account maintenance is being done via phone and email
Working from home with library equipment

One in the building at a time June 2020-April 2021

Two in the building at a time starting April 5

Embedded projects being done remotely

Public computer workstation support done by remote Chat software



Working From Home.... HPL

Youth Services Programming

continue on very limited schedules
1 at desk

All programming done virtually

most remote from their homes

Adult Services Programming

continue on very limited schedules
Nailed It Challenges!

All programming done virtually

most remote from their homes

ook discussion and Positivi-Tea




Working From Home... BPL

Guided model
Staff were paid full hours
Daily Learning Opportunities

hittps://newilibraries.org/
https://sewilibraries.ora/continuing-education-opportunities/

Created by Head of Library Services with input from staff


https://newilibraries.org/
https://sewilibraries.org/continuing-education-opportunities/

Working From Home...

Day Date Opportunity URLs, links Completed Hours
WEFK THRFF
= 1530200 Iﬂ'DTalk-ﬂ%ilil!KO {Ope0 water swimmming - 10 minatesh Prtpe S wan ted oy talkatihakll <harnma ewhial cosn water swimeing 1aupht mes whioul reclsn s 72M
Monday |Linrarics ana COVID 13 Virtust Sarvizes watinee Ubrariez and COVID- 15 Maraglng Strategics and Stress
U=t of links shared in chat
L ihary Joorral Artiche (Sacramsnt o Pubdic fibraey) bt S waw Biliraryione e a1, 0om '?l Sl A ST OOyt RSO0 P DG B A = 05 st R B Y= T DR =11 2
PLIcumal articie - c«:mb:m;smmmgcml: bt/ publiclicranesoriline.ong/ zﬂ.t"c-sfc-:-'nl:atlng strecs. during times ot arisls/ 72
3312020 Livrary Board Folioy Revie Pitpy/foslosthiDrary org/wp-content/uplo 1S apy-charges-policy-2019.pdf
T.AD\AI-'f Bt helostlifiary anwp-cant entfial RN a0 eapOns-Py w2119 pdl
heto:f/Dolcitiidrary.ors) Lplo Dizcsrding.ct-llb-matarizis 12. gt
r slontliDrary OraS wp- et pload: 15/05/0D1zplay=-vnthin-the-Ubrary-Folicy-2011 pd
Bt S heloatl Birary oy 1l NS i oo Treealit e alues- 2000, pd!
heto:fibolcitiibrary.ors/wp contant/uploads/’ 2/Econamic Barrlors to Intormazticn Access .pat
katpi/foslosthibrary . org/wp-content/uplo xhibatz-guidelines-pdf.pof
CONC Shoets - Tefobeer 209 hrigs e
CCBC Sherts - Newember 2013 1
Dally show Dr, Fauo Intesview bat v=8A3)IM2FNRE SL
I A0 WIS - ﬁa‘ﬂl)ﬂlﬂ Wl(ﬁ Wiebinar Seriec [21) I 'fll\.""l.“'-:‘:.:;u.(l;;.'l:t'n;l-;ﬂ;volhj'-;.‘nD-!‘I“ill'il_-';.iﬁtrrd;;\'ﬂltvkfI-ALVIILf -
Wecnascay [(archive link tor WWLs) hetos: A waww. youtubo. comfwatch 2v-L e TIEV oLl gEtosturo-youty. be
PLIcumal articks - Embrace Library Leisure/SeIf Support [pdf) LProfessional Development and Traimng/COVID 19 Learning Opportunitees
|21 1oumat anticte - Take Care of Yaursel! Fwst {pdn | fﬁmfﬁx ioeal Develonment ani m.w*mm 19 Learming npmm.h}i-éé

YOP mmﬂ

hetps: A youtubo. comfwatch 2v<hbauy *#GXCo

4275
1

(L




Working From Home...

= 1t began by shanng the sxperiences and towrses of action which bappened and ars happening m Raly ard Washmgton with the COVID 19 wieus, Shared mformaton and suggestions
Abaut mansging stresc in aur perseeal and prafecaanal lives. Lats of greal rrcammendatices-1noe notes] Laren's Actionahle ish was a great rescuma, | realize |use 02020 often. (|
lack ovar at myy ncighbors cack when I nead abreak. It helps refocus me.) | want to lock Into Varsity Tutor. Small goals wersus large prajccts was 3 grest suggestion. fweuld lave to
sraw what the percentage 1s for an incregse in ecards for our hbrary sin ru've besn putting gusdshinss i olace, Do we have tus informaton to share? Mindfulness 1s s wonderful
mevement. |owed Richard's aelinitian and hic heok a.ggections. Parsanally, | hsue tawork an howndanes Tor ware time and sncial media expncuns. | 3150 aeed to Inosen precasres o
77 EEL Winchaster AL Uve Wakinar: Libraricz and COVID 13: Managlr de productive EVERY DAY. I'm finding that Iz whene | develop mest of myy strase. 2
This article provided tips to cumbat stress st challengmg times, Lowved the condusion of free apps to help meansge stress, 1shared the COC Lips for maraging snaety and stress on my
76 g Winchestar  Article: http/Spublidibirarieconline.arz/ 2020003/ Fasshock page. I had Same preat Suppestinns for parents Huge Takeaway: Kepping an element af nomalcy helns svengans. Hope to sewisit saome infarmation later. 0.5
Lots of Into to sbzord and take away! It tozuzed on the San Franzizco PL 3z 3 winner of the Jarry Kline Community Impact Prize which rezegnizes the Horary 3s ccmmunity asset and
awards the hibrary that acheeves peak community impact by fully etegrated snd crrtically valushle, 1loved how they broke down barners through numerous conversstions, pestively
raised publc awaenecs thraugh engagement, peomating awaership and cud anlins suney< and faos 1o Fass, | wanld lows e see the aption ol Bus passes sgain far ki ke wa did
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Libraries trying to stay connacted ta thelr patrons with vice presentations by suthors,read aloud sezzions, on line reference question saswaring. Akzd tips fer working from home
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Bouncing
Back Curbside Procedures

Programming




C U I’bS | d e i H P I_ | ————

Date/Time Request Made

Name

Barcode

Location - Temporary
Communication
from patrons -
dedicated phone line and email
between staff
in house
remote workers
Process
Task Assignment
Timing
Returns
outside book drop
24 hr quarantine

CURBSIDE
PICK-UP

| — | —
HOW-TO:

Call the library at 608-758-6600
0 resanve your item or items
and determine a pick-up time.*
OR

Place a hold online and call
608-758-6600t0 arrange a
pik-up time.*

Rckupis avaitsble Monday-Saturday
at!0am.12pm or3pm.

Already hane reserved ttams readyfor
pidk-up and want arbside? Call usl

At time of pick-up, park in our
dircle drive and call 608-758-6600

toalert the library of youramival

Lbrary staffwill bring your items
0 yourcar

« Hawe your library card or 1D ready.

« Koop your front windows dosed.

« Hawe rearwindow or trunkopen.

HEDBERG
FUSLIC LSRARY

3165 Maln St lanesvila, W1 53545

08-753-6600  HecbargPublicLibrary.org

Number of held items:

Pickup Day

On Holds Shelf

New to Pull

Pickup time: 10am, 12noon, 3pm
M-Sat

Other

**Next Day Pickup

Type of car?

Color of car?

Pulled by:

Reminders:

Use the lower circle drive.

Keep your windows closed.

Have your library card or ID ready.
We will place the items in your BACK
SEAT so please lower that window
We will meet you at your car in
approximately 5 minutes — thank you
for your patience.

Call if you do not see a staff person.

**Returns at Book Drop Only

3/24/21




urbside - HPL

1 Have your library card
or ID ready.

Call 608-758-6600,

Pop your trunk or open

rear passenger window,
maul«v-lmm-vhdam closed.

‘Pﬂdinfm.m’tqull.d;
HedbergPublcLiranyony ReRBERS
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urbside - BPL - Parking Lot




Up Window
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BPL - Dr
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Programming - HPL

Programming

In-house on very limited schedules

All programming done virtually

most remote from their homes
weekly craft projects
monthly DIY Take and Makes or

Nailed-It projects

.................. Contact HPL
H E D B E R G Search SHARE Catalog

| Search |

o s e PU BLlC LlBRARY _Building Community

READ. LEARN. EXPLORE. GROW.

Home AboutHPL Usingthelibrary Calendar ForReaders ResearchTools Kids Teens Adults HelpHPL Communi ity

GET A FREE ‘@\\ REMOTE DROP BOXES OPEN
LIBRARY CARD DK)P‘BOXLOCAT\O"JS Woodman's Market @ Family Dollar @  Sentry Food SPRICAAY

- DIGITAL BRANCH

Explore your library o
from the fort k %  Click to see how we're participating in the
of even M, < o + N
iy S s UW-Whitewater NEA Big Read Project. Ao

rrrrrr T

Yougrmehdicin !4 BERG @ms[lﬂ

FEATURED PROGRAMS
) A0 U RN A o T T SR gt

N | [l

IR\
DOWNLOAD RESEARCH
SR EVENTS & STREAM & LEARN

BOOK D' PERSONALIZED READING SUGGESTIONS
— @ DELIVERED STRAIGHT TO YOUR INBOX

i GET STARTED WITH 3D PRINTING i3 ]

CALL US!




Programming - BPL

e Take and Make Craft Kits

e In-House with registration

Take-and Make
Craft Kits

A new each week'
afun,




Key
Takeaways

» Choose your culture

» Hire strategically

» Stay Flexible




qnd who knew these would become
indispensable parts of our teame!?

A GeorgiaPac




Questions

|

Michelle Dennis
Head of Public Services
Hedberg Public Library

- Jeni Schomber

Head of Library Services
Beloit Public Library



mailto:mdennis@hedbergpubliclibrary.org
mailto:jschomber@beloitlibrary.org

