
104 / General Policies 
 

Customer Service Standards 
 

The Staff and Board of the Villa Park Public Library value the trust placed in us by 
our community.  We strive to make sure patrons are fully satisfied with their library 
experiences.  To achieve this, we have created Customer Service Standards. 

 
We pledge to take the responsibility to: 

 
Offer a welcoming attitude and atmosphere   
We can accomplish this by: 

 Respecting the full diversity of our community 
 Welcoming all patrons in a timely fashion with eye contact and a smile 

 Being available to the public and prepared to work as soon as our scheduled 
shift begins 

 Being prepared to start work with a positive, professional attitude 

 Remaining aware of our surroundings 
 Taking pride in our personal appearance and maintaining neat and orderly 

work areas 
 Maintaining a separation of our personal lives and our work disposition  

 
Offer our full attention to patrons, striving to provide a positive experience  
We can accomplish this by: 

 Treating patrons with courtesy and respect 
 Maintaining an equally high level of service to all patrons at all times 

 Checking to see if patrons need assistance 
 Giving the person in front of us our full attention 
 Maintaining eye contact while speaking to a patron 

 Assisting patrons in front of us before taking a phone call 
 Escorting/directing patrons to the appropriate area of the library and 

assuring their needs are met  
 Not leaving a patron to fend for themselves 

 

Respect patron privacy and confidentiality, and treat all interactions with 
sensitivity and discretion 

We can accomplish this by: 
 Considering all patron questions as confidential in nature 
 Discussing patrons’ needs only in a professional manner with coworkers 

 Discussing patron-related matters discreetly without making value judgments 
or personal comments 

 
Be knowledgeable about library policies and procedures, and offer 
alternatives when possible 

We can accomplish this by: 
 Staying current with library policies and procedures 

 Asking supervisors for support and clarification on policies when  
circumstances arise 



 Focusing on what we are able to do provide rather than what we are not able 
to provide 

 
Approach challenges with dignity, poise, and an open mind 

We can accomplish this by: 
 Maintaining a positive orientation, even under pressure 
 Approaching difficulties with confidence and common sense 

 Defusing difficult situations by asking a coworker or supervisor to become 
involved 

 Willingly accepting new ideas, directions, and constructive feedback 
 
Showcase a cooperative work environment 

We can accomplish this by: 
 Going out of our way to assist a waiting patron, even if we are “off desk/off 

the floor” or are not a staff member of that department 
 Treating all staff members with respect and empathy 
 Working collaboratively both within and across departments to get things 

done 
 Avoiding personal conversations in public areas 

 
Maintain a quality collection of materials 

We can accomplish this by: 
 Continually surveying the community 
 Selecting materials with our diverse community in mind 

 Proactively collecting materials that will likely be popular 
 Consistently removing materials from the collection which are out of date or 

no longer relevant  
 Keeping abreast of trends and changing formats in collections 
 Selecting materials in a timely fashion in order to ensure prompt access for 

patrons 
 Ordering and processing materials in a timely fashion 

 
Recognize that internal customer service to our coworkers is vital for 
successful library operations 

We can accomplish this by: 
 Striving for open communication 

 Proactively working toward solutions 
 Treating coworkers the way we wish to be treated 
 Respecting that we as co-workers are interdependent 
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