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JAYS Keep asking. you care
Assume others share your dreams. Be brave start
a conversation Talk to people
you never talk to. Be intrigued
be surprised. Treasure curiosity Invite in everybody
everyone is an expert
creative solutions new connections.
don’t fear people Real listening brings people

closer meaningful conversations  change your world.
human goodness.
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We’re bigger than our buildings

commit to do something never been done
have to build the bridge

(5]




Community-led is the evolution
of customer service

COMMUNITY-LED AND OUTREACH: IS THERE A DIFFERENCE?




PASSIVE
Local residents
and organizations

are informed of
issues by external
organizations.

—

REACTIVE

Local residents
and organizations
provide input

into the priorities
and resource

use of external
organizations.

—

EMPOWERMENT
Local residents
and organizations
work in shared
planning and
action with
external
organizations.

—

LEADERSHIP
Local residents
and organizations
initiate and lead,
with external
support, on issues.

—




How can | contribute to
community-led at EPL?
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What can | do in my role?

EXECUTIVE, DIRECTORS & MANAGERS
e Champion community-led work.
e Ask your teams to include community-led goals in their annual goals.

e Undertake community-led work by meeting with schools and other organizations
to learn how EPL can work with them.

e Work with collaborator organizations to find ways to better support our customers
and remove barriers.

e Provide the guidance and set the expectation that every staff member finds ways
to be community-led.

e Continue to make community-led work a priority and an expectation at EPL.

e Have regular conversations with your team on what community-led means to them
and ask how they plan to meet the needs of customers and remove barriers.

¢ Foster an open dialogue about community-led by engaging your colleagues
in conversations about how they are connecting with our communities.

e Allow for flexible scheduling to accommodate community-led work.

LIBRARY SERVICES COORDINATORS

e Support staff in community-led work.

Be as flexible as operationally feasible when scheduling to allow for community-led work.
e Maintain high visibility in the community. Get out there and meet your community.

e Connect with community groups inside and outside of the library walls.

e Join your Manager, Community Librarian and Library Assistants on visits in the community.
e Share what you know about your community with your colleagues.



WHAT CAN | DO IN MY ROLE? <

LIBRARIANS

e Explain the community-led philosophy to your colleagues.
e Connect with community groups inside and outside of the library.

e | earn a new customer’s name each week, then take it one step further and learn
about their interests to find ways EPL can support them.

e Evaluate the work in your service point and in the community.
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> WHAT CAN | DO IN MY ROLE?

LIBRARY & CIRCULATION ASSISTANTS

e Ask questions. If you’re unsure in your specific role how to connect with community
members and remove barriers for customers, set aside time with your Manager and
brainstorm solutions that work for you.

e Talk to your Community Librarian and your Manager about how you can get involved
in community-led work at EPL. Be brave!

e Join your Community Librarian on visits in your community.

e Expand your outreach visits and celebrate what you’re already doing. For example,
after a YRCA presentation, engage the teacher in a conversation about barriers
students encounter when accessing the library and ask then what’s working well.
Share what you learn with your Leadership Team.

e Empathize with your customers. Listen for what they really need; go beyond what
they're asking for.

e Share your community-led stories with your colleagues. Talk about what we’ve done
to make a difference for our customers.

e Participate in community events like audience participation movies.

ADULT PAGES AND STUDENT PAGES

e Ask questions. If you’re unsure in your specific role how to connect with communities
and remove barriers for customers, set aside time with your manager and brainstorm
solutions that work for you.



WHAT CAN | DO IN MY ROLE? <

e Act with curiosity. Seek to learn more about your customers and ask yourself if there’s
one small thing you could do to make them feel at home in our libraries. It could be
something very simple: if you notice a mom with her baby, ask if they’ve attended
Sing, Sign, Laugh and Learn. If not, provide the schedule at your branch.

e Often customers approach our Pages because you are in the stacks. You have good
insight to customer needs and can share these with your managers.

SHARED SERVICES

e Smile and say hello to customers every day. It’s just as important to build relationships
with internal customers so they can pay it forward to our external customers.

¢ Be responsive to customer suggestions.

e Process all requests with care and speed. Support colleagues with clear
and simple information.

e Support our culture of being open, friendly and community-led.
e Search for smart and intuitive ways to communicate with our customers.

e Be an advocate for the best interests of our customers in every piece of work
you do, or project you support.

e Troubleshoot. If you foresee an issue that could potentially impact EPL’s ability
to provide good customer service, bring it to your Manager’s attention.

e Visit branches around the city on a regular basis to get to know the staff and their needs.

e Deepen your understanding of community-led at EPL by doing a job shadow
of a Community Librarian.

e Learn one new thing a month about the diverse communities served by our branches.



At EPL, we’re a team.

Our success hinges on the combined efforts of everyone.

there’s never an action too small.
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