Connecting with Customers: Customer Service Training for Library Staff
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Objective:

e Provide customer service training to library staff via blogs,
discussion board, and Blackboard course management
software

*This initiative is aligned with our institution’s strategic plan
and based upon surveys of library users, including a local
service survey and 2004 & 2006 LIBQUAL+ results

User Concerns:
» Provide library users with exemplary and consistent

service
e Recruit, retain, and develop faculty and staff of the / 0 o
ianest cativer VCU Libraries

* Provide reliable handling of user service issues
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To get staff trained: Alied Health

e Staff training survey used to identify training gaps and needs

e Staff training survey results used to target the identified
needs

* Training offered as workshops, blackboard class, tutorials
and regular staff meetings with in-house training

e Two Blackboard classes also used to pull together different
training resources and collection of usage data to provide
feedback to both trainers and trainees e

e Blogs for staff and user feedback " PERCENTAGE
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Advantages:

eIncreased training for staff

eIncreased awareness and interest in library services by users
eIncreased awareness and interest in customer service by staff
eIncreased service culture among staff

eImproved communication with users

*Opportunity for Service Desk staff to actively participate in
training since they add content

eTracking of user logins provides data on the frequency of which
the resources are used

Challenges:

e Getting staff to access Blackboard and the blog regularly

e Lack of knowledge on how to access Blackboard and the
blog

e Getting input from staff on training needs

e Training staff on how to use both tools

Results:

eBlackboard is a useful tool for staff training and can
help document achievement of strategic planning goals
eService Desk Blog is helpful for sharing information and
updating staff

eTraining on software packages such as Blackboard and
blog software should be incorporated into staff training
» Blackboard training course successfully provides one
location for staff training materials




