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BACKGROUND: 

Why did Markham Public Libraries Decide to Rove?

· Parallel planning processes—strategic planning and planning a new library branch—provided an opportunity to rethink our service model for information services.

· Information Trends analysis raised concern that we were losing ground to the competition

· Increasing reliance on Internet for information

· Powerful search engines

· A Generation Lost?—losing the youth market
· Impact of Information Trends on Libraries: 

· Our customers have changed in how they seek information

· Statistical decline in information questions

· Lower demand for “ready reference”

· Environmental Trends analysis indicated a changing and more competitive information and operational environment

· The Library vision, mission, themes and values—e.g. community gathering places, civic role, early literacy—are being challenged and used by the competition 

· Our customers benchmark us against the competition—how can libraries compete and stay relevant to our customers’ lives?

· Through our review of Library Service & Design Trends, we learned about the Richmond Public Library’s “Library of the Future” concept which involved focusing on the customer, learning from retail and business trends, and the service principle that “We point with our feet, not with our fingers.”

A Growing Buzz about Roving

· Libraries all over are testing, experimenting and discovering new ways of delivering information services—roving at the Cerritos “Experience” Library, Roaming Reference in Michigan, Greeting in South Jersey, ASK ME in Richmond, B.C. (Cambie branch), mobile deskless reference in Seattle, “Saying Yes” and Floating in Denver, and Getting Out from Behind the Desk in Westport.

MPL’s Roving Strategy:  

· Why? To compete and stay relevant to our customers

· Strategic Plan: “Define and implement the new proactive Information Navigator role for Information Services staff.”

· Roving Concept: Being proactive rather than reactive, going to the customer rather than waiting for the customer to come to us, being identifiable and approachable, engaging the “hidden customer”

· Challenges at MPL: staffing levels and workload management, learning to let go of the traditional way of doing things, changing our organizational culture

Roving Implementation: 

· Team identified issues

· Introduction of Concept to Staff

· Staff Feedback

· Roving Customer Service Training—Motiv-Action

A Strategic Approach for Implementing 

Roving Customer Service

Presented by Motiv-Action Achievement Systems 

First - Why Customers Leave
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Customers assess service based on how they feel they are treated and valued as people, over and above other indicators that may seem more important to the service provider.

Additional facts and figures*

· In the average business, for every customer who bothers to complain, there are 26 others who remain silent

· The average “wronged” customer will tell 8 to 16 people (over 10% will tell more than 20 people)

· 91% of unhappy customers will never return

· If you make an effort to remedy customers’ complaints, 82% to 95% of them will stay loyal

· It costs about 5 times as much to attract a new customer as it costs to keep an old one.

*From studies conducted by Washington DC based Technical assistance Research programs Inc.

The Importance of Customer Focus to Modern Libraries

· Being different from and better than the competition

· Understanding your one true advantage
· Making the most of your one true advantage
Rx for Roving Customer Service Implementation: Steps for long term success

1. Management commitment and support 

2. Gain insight from Managers and Staff

3. Tailor training and implementation plan

4. Communicate (prior to training and afterwards)

5. Conduct Training

6. Conduct follow-up / application programs

7. Reward, recognize and communicate.

Repeat (with variations) as needed…

Details on a few of the “Steps for Implementing Roving Customer Service”:

Details For Step 2. Gain Insight
Options:

· Meetings with Senior Mgmt 

· Management Consensus Meeting 

· Staff Focus groups

· Conduct Employee and Customer Surveys (pre and post training process)

Details For Step 4: Tailor Training
Customization and Options:

· Plan group mix. 

· Keep it simple (e.g. six steps)

· Stress application

· Provide information on the Phases Of Change

· Provide statistics, data, supporting examples.

· Allow for venting and open discussion

· Capture group input on obstacles and ideas

Details For Step 5: Conduct Training
1. Conduct management sessions first.

2. Senior management presence at “kick-off”.

3. Provide the “whys” before the “hows”.

4. Identify obstacles through consensus process.

5. Provide awareness and tools for phases of change.

6. Deal with emotional factors.
7. Gain involvement, foster customer empathy 

8. Provide discussion time

9. Provide simple skills and best practices

10. Provide verbal practice and interactive recaps.

11. Set expectations
Details For Step 6: Conduct Follow-up
The Magic of Repetition Over Time:  The key is interval reinforcement

· Memory Jogger Cards

· 6 week follow-up program

· Short reading (tips, skills reminders)

· Practice 1 or 2 specific skills each week

· Report on 2 actual customer examples

Implementation Options:

· Email exchange

· Lunch Meetings or Weekly conference call

· Manager and Staff feedback Card exchange

The Impact of Roving at Markham Public Libraries
Roving requires a cultural change 

· Change is hard

· Communication is key

· Supporting employees is necessary

· The benefits of roving are many!

· Roving changes everything
Roving = Cultural Change
· Proactive not reactive

· Outside traditional comfort zone

· Challenge to established work flow

· New for customers too

Change is Hard
· Workload

· Off desk issues

· Staffing levels

· New skill not previously addressed

Communication is the key
· Start with an environment where opinions are encouraged and valued 

· Create an environment receptive to change

· Share expectations, goals and recognition

· Address challenges quickly

Supporting employees
· Provide training

· Address workload issues

· Communicate openly 

· Provide empowerment 

· Require accountability

· Reward and Recognize

Benefits of Roving
· Professional image

· Value to customers

· Opportunity to learn

· Improved security 

· Increased customer base

Roving Changes Everything
· Appreciating the customer

· Examining ALL of our services / processes for customer focus

· Reconsidering library environment, design and layout 

· Positioning library in community
Contacts:

Deborah Walker, Manager, Library Strategy, Markham Public Libraries
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