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AGENDA
June 6, 2008
10:0011:00 Key Note Presentation, Kate Marek:
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11:00-Noon Introductions¢ Review of Objectives
Ground Rules
Expectations

Noonc¢ 1:00 Lunch

1:00-1:30 Conducing Effective Meetings
1:302:15 Library Planning anbllission Statements
2:152:25 BREAK

2:253:10 Toolkits for Sound Decisieviaking
3:10-3:20 BREAK

3:204:20 Policy Development

4:20:5:00 Budgeting for Greatest Impact

June 7, 2008

8:30-10:00 Effective Budget Presentations
10:0010:15 BREAK
10:1511:15 Delivering Excellent Customer Service

11:15Noon Wrap-up: Final Thoughts
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Course Goal, Objectives and Expectations

Goal: To provide participants with tools relating to the core competencies for
Public Library Administration as outlined on pages & Reaching for Excellence:
Certification Program for Kansas Public Library Administrators.

Objectives: By the end of theraining, participants will be able to demonstrate
the following competencies relating to Public Library Administration skill
requirements:

1. The ability to lead the writing of vision and mission statements for a local
library (A.1.)

The ability toprovide training to staff on excellent customer service (A.3.)
The ability to utilize decision making and problem solving techniques (A.4.)

The ability to conduct effective meetings (A.5.)

a M 0D

The ability to develop working policies and procedures that refleet
2NBIFYATFGA2yQa YAaaArzy adlraSYSyid 6. omc

o

The ability to identify potential sources of income for the library (E.2.)

7. The ability to develop, prepare, justify, administer and evaluate a budget
based on short and long term goals (E.3.)

8. The ability to evalate services based on library data (F.2.)

At the end of this workshop, | expect to:
1.

2.
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Teams perform best when they share a common set of:

Ground Rules

e Values and guidelines or ground rules
e Behavior norms or operating principleshich describéhe behaviors they

want membergo demonstrate.

LG Aa KStLFdA F2NI GSFYa G2 oNFXAyadz2NyY |
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evaluating and improving their interactions.

For this workshop:

Encourage 100% participation

Use active listening

No pulling ranikg leave titles at the door

Be willing to seek clarifications and ask questions

Try new roleg be open to learning, take risks

Stretch as needed

Recognize, appreciate and valugS 2 L)t SQa STF2 NI a
8. Have fun

No ok~ wdPRE
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ourselves individually and mutually accountable for in order to be most effective
during our training time?
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Conducting Effective Meetings
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Effective Teams

Team Sponsor: provides resources, guidance, and remove$arriers to the
GSFYQa adz00Saao

Team Leader: manages théeam toward accomplishing itdasks and is the link
between the sponsor and the team .

Facilitator: assists lie team leader by acting as aoaching and training
resource to the team, team leader and team members.

Team Member: adds value to the team by being an active participant in

F OUAGAGASE ySOSaal NE (2 | O02YLX AaK

Resource Specialist: not a fulltime team member but provides specific
information  when needed by the team.

Scribe: provides accurate, complete documentation  of team activities (work,
meetings).

Timekeeper: assists the team in tracking itstime _ and managing ivith
agreed upon limits/constraints.

0 K
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Effective Meetings: (From Conway Managememtam Waste Chasgrs

Vv

Begin with an end in mind. Know what you want to accomplish and move toward that
end.

Design the agenda thoughtfully. Keep the meeting content manageable.
Eliminate distractions: messages, cell phones, pagers, etc.

Make sure each agenda item has been allotted a specific amount of time.
Assign a timekeeper & make sure reminders happlen time is closing in.

Use tools and methods to focus the discussion: brainstorming, diagrams;votiriy,
prioritization.

When time is up for an agenda item, assign any unfinished work to a member to
complete outside of the meeting. Specify oth&rso need to be involved and list this as
an action item to be reported on during the next meeting.

Avoid deferring items to the next meeting.

If the item must be completed in the meeting as a prerequisite to other work,
summarize where you are, idefytiwvhat needs to get done, and how long it will take.

Proceed aggressively to complete the task.

PaS | QLI Ny Ay3a f20G¢ G2 a2NI 2dzi AaadzSa
others. A parking lot is simply a blank flip chard posted on the wall.

Use empowered subeams to do work simultaneously. Remember that not everyone
has to be involved in everything.

Use flip charts to record key points.
Use your facilitator to clarify and keep the discussion moving forward.

Summarize periodically and clarify what needs to be accomplished next.

G K
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Problem Meeting Behaviors

PROBLEM BEHAVIOR SUGGESTED SOLUTION
Start meetings on timedon't wait for
Latecomer Always late stragglers. Do not recap meeting when

Latecomer arrivebut offer to provide a
recap during any breaks

Early Leaver

Never stays until
the meeting is
adjourned

Set a time for adjournment and get a
commitment from all members at the
beginning of the meeting to stay until tha
time.

Clown

Always telling
jokes,deflects
group from task
at hand

Laugh at the jokes then ask the Clown tg
comment on the topic under discussion.
the Clown responds with another joke,
again ask for a comment on the topic.

Broken Record

Bring up same
point over and
over again.

Write the Broken Record's concern on a
flip chart and post it to provide assuranc
that the concern has been heard and wil
be addressed.

Encourage all group members to wait to
make decisions until all points vlew

Doubting Reacts negatively have been heard. Let Doubting Thomas
Thomas to most ideas express their concerns, but do not let
them argue with others who do not share
that negativity.
Try asking Dropout's opinion during
Dropout Nonparticipant meeting or at a break. Break group into

groups of twoor thee to encourage
everyone to participate.
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Members having

Make eye contact with speakers. Pause

Whisperer private briefly until you have their attention and
conversations then begin to speak again.
Must be center of Ack_nowlejge Loudmouths when th_ey
o begin to talk and let them have their say.
Loudmouth attention; talks : .
constantly Then, if Loudmouths interrupt others,
remind them that they have had their say
Thank Attacker fothe observation; ask
other group members what they think. If
Makes very ) :
. the person's attacks are directed at
critical
Attacker another group member, the leader has a
comments, often e . :
) responsibility to intervene. It is best to
directed at leader . : )
resolve these conflicts privately and not |
front of the whole group.
Often says "In
Interpreter other words" or | Check this in public with the original
P "What she really | speaker.
means”
Remind the group that all members have
Always has the | expertise; that's the reason for the
Know-It-All

answer

meeting. Ask others teespond to Know
[t-All's comments.

Teacher's Pet

Tries to
monopolize the
leader's attention

Be encouraging, but break eye contact.
Get group members to talk to one
another. Lessen your omnipotence by
reflecting "What do you think?" back to
the Teacher'®et

© Sandra Nelsonfhe New Planning for Results: A Streamlined Prd€dssago: American

Library Association, 2001)
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Library Planning

& Mission Statements
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Strategic Plan:

The long termdirectionand scopeof an organization

Serves as mramework for decisions or for securing support/approval
Provides a basis for more detailed planning

Explains the business to others in order to inform, motivate, involve
Assists benchmarking & performance monitoring

Stimulates change and is a buildisigck for the next plan

Provides basis for operational planning

Realistic and attainable but also visionary and directional
Coordinates efforts throughout the organization

Helps prioritize resource allocation

Clarifies who is served, what is offered, howvill be evaluated and what
the future will be

Makes effective use of current resources

Enables library to demonstrate leadership in the community

Steps in the Planning Process

1.

©CoOoNOGOR~WN

Community analysis and data collectialefining the community, the
current state of the library

Create the vision

Determine the community needs the library can address

Select Service Responses

Write the Mission Statement

Write Service Goals

Write Objectives

Write Activities

Tie Activities to @ff Performance Plans, Collection Development Plans,
Facilities Plans, Technology Plans

10.Determineperformance measures
11.Evaluate Progress
12 Begin planning for next Strategic Plan
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Use resources from other agencies to gather data ~ Assume you know everything about your
community

Be open to new ideas Limit your vision of the future

Keep staff informed about the process Write more goals than you can manage

Work with other units of government Promise whatyo® I y QG + 002 YLJX A

Take planning committee suggestions seriously Confuse objectives and activities

Use measures that are time and cost effective Delay doing measurement

Remind staff the plan will affect allocations Assume you will have all the resourgesi need

Monitor progress on the plan Assume things will happen overnight

Keep plan attractive and easy to read Use jargon or acronyms

Involve staff at all levels Assume the board will adopt the plan as written

Vision statement
e Expresses what the libragpuldbe.
e Attainable but something to reach for.
e Reflect idealism
e AVASBSNI GKS 1jdzSaiA2y aoKSNB R2 6S gl yi
S oyl (G2 06S R2AYy3IKE
e Should be coordinated with those of funding entity (citpunty, school district).
e Has qualitative phrases
e No way to measuré

Generic Vision Statemer®ur vision is to inform, educate, entertain and enrich our
community.

Mission statement
¢ |dentifies thecommunitythe library serves
Describes the way in wth it serves the community
Should be reviewed and changed or ratified ev@typ 5 years
Is simple, easy to understand with few details
Guides staff as a guiding philosophy
Describes WHY the organization exists
Acts to motivate board, staff, volunteemdonors
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Serves as an evaluation tool for the organization

Benefits of a weldeveloped mission statement:

Gives drameworkfor all strategies and activities

C20dza F2NJ 6KS aodzaaySaaé¢ 2F GKS
Ties resource allocations to critical strategies

Clearly states purpose for potential partners and funding agencies
Decision tool for program and projects

Reflects values, beliefs, philosophy and culture of the organization
Serves as an energizer for staff

Questions to ask when developing a mission stafat:

Who are the users? The community?

What are the needs of the users? The community?
What resources does the library have?

Who is the mission statement targeted to?

How will the mission statement be publicized?

A welldeveloped mission statement is:

{GFGSYSy( 2purpasddrSeadon for NdinhE Q &
Succinct

Descriptive of what the library does

{GFrGSYSYy(l 2F 6K2 GKS fAONFNEBQA
Delineation of why the library is valuable to the community

Evaluate your mission statement:

Does it pointoward the future?

Is it expressed emotionally?

Will it cause passionate support?

Will it inspire ongoing commitment?

Is the vision of the future possible?

Is the vision easy to understand and convincing?

Will the statement motivate everyone connected teetorganization?
Does the statement use proactive verbs to describe what you do?
Is there jargon?

Could it be understood by an eighth grader?

2NHI YAT
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e Would someone be able to repeat the gist of it when asked what the organization
was about?

Specific key words used in Library mission statements:

Access Enhance Learning Programs
Books Enrich Lifelong Learning Professiondism
Center Entertain Literacy Quality
Collections Environment Literature Reading
Commitment Equal Local Recreational
Communiy/ies Friendly Materials Reference
Cultural Formats Media Resource
Customers/Patrons Growth Needs Responsive/ness
Customer Service Helpful Network Research
Dedicated Imagination Outstanding Serve/Service
Digital Inform/ation Partnership/s Skill/s/ed
Diversel/ity Inspiration Personal Growth Technology
Economic Development Joy Positive

Educational Needs Knowledgeable Preservation

Employees/Staff Leader/Leadership Principles

Recurring Phrases in Mission Statements
e Customers/citizens/people/patrons/residents/community
e Providing materials, information, and services
e Educational, recreational, and informational needs
e Free, and open access
e Enhancing indidual and community life

Generic Mission Statemerur mission is to provide access to information
resources and library services to our citizens that enhances their quality of life and
provides opportunities for personal, community and economic develagme

Values or Guiding Principles
e Create an organizationalimatethat encourages and supports consistent
treatment and behavior
e Beliefs in how the organization should operate that set standards for behavior
e Define the character of an organizatidaescribe what the organization stands for
e / 2NB LINA2NARGASE 2F GKS 2NHIYyATFGA2Yy QA
e Use terms such as quality service, quality of life, respect, personal dignity



Public Library Administration .
Sample Value Statements

e Developing and maintaining relationships rather tlex@cuting transactions.

e We value individual differences and work to leverage their inherent creative
potential.

e We are proud to be members of the team and enjoy coming to work.

e Integrity, Respect, Inclusion, Stewardship, Excellence

Goal statements
Goals help the library accomplish its mission and vision. They are broad statements
which become the@oad mapfor the future.

They are influenced by:
e Mission statements from governing bogity, county, etc.)
e Community needs assessment
e Stardards developed by the profession
e Standards developed by governmental entities (state library, etc.)
e State and national policies and trends

Goal statements should address questions such as:
e What services will the library continue to offer in the future?
What services are we considering adding?
Which of our current patron base do we anticipate serving in the future?
What new groups/patrons do we anticipate in the future?
What changes in society do we anticipate that will affect our services and
community?
What outputs are necessary to meet standards?
e What new needs do we have in our community?

Tips for goal setting:
e Goals should grow out the mission

e Should have lonterm, bigpicture focus

e {K2dzZ R O2YLINARAS IdyA2NEIIYyATFdA2ylLf agAak
e Should be the end redt your organization wants to achieve

e Every goal should specify what you want to happen and who will be affected

e Set goals for &, 3 years

e Set no more than 5 or 6 goals
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Objectives
Objectives (also called tactics or strategies) are

shat-term

specific

achievable

easy to understand
measurable

related to one or more goals
obtainable

Tips for creatingneasurableobjectives:

Define area of change

Define direction of change

Define target audience

Define degree of change

Define timeframe or target date

Clearly state what you want to accomplish and create measures
Define the relationship between the objective and the goal it supports
Use action verbs

Action Plans
Action plans (also called tasks) identify the specific steps andnaskied to
accomplish the objectives. They serve ashilueprintfor accomplishing the goals.

Questions to help form the action steps:

How will the task be done?

What are the milestones for measuring completion?
Who will do the task?

What resources wilbe required?

When will it start?

How long will it take?

When will it be finished?

What other tasks does the action step depend on?
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Action Plan Format #1

Goal:

Subgoal:

Strategy:

Responsible Department:

Analysis of Goal:

Action Steps Timing Resources Required By Whom

Action Plan Format #2
Goal Measurable Tasks &esources Required Cost
Timeframe Objective Events

Action Plan Format #3

Goal:

Objective:

Action Resources Needed Who? Start Date
Completion Date Goalsupported

Performance Measures
Performance measures
e |dentify needs and measures so that all can understand them
e |dentify current status and targets so progress can be measured
o Reflect the objectives
e Should be understood by all staff so they know the reasonthiouse of the
measures
Assess the impact of services on the community being served
e Are periodically assessed to see if it is still viable
e Should measure what is intended, make sense, be easily understood, clearly
defined to ensure consistent collection ddita
e Answer the questions:

How much? How well?

How many? How valuable?
How economical? How reliable?
How prompt? How courteous?
How accurate? How satisfied?

How responsive?
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Sample Public Library Mission Statements

Kansas Libraries
TheWichita Public Library provides collections and services that inform, entertain and enrich the quality

of life in Wichita.
X

The mission of th®odge City Public Library is to provide resources and services necessary to meet the
evolving educational, recreatiahand informational needs of the community. Effectively trained
personnel will modify or create new systems as necessary to insure that each member of the community

derives the maximum benefit from the resources of the library.
X

The mission of th6tanton County Public Library, a tax supported community resource, is to provide
informational, educational and recreational services, materials, and programs to users of all ages. The
library accepts a leadership role in the county and in the community thatves by acting as a catalyst
for information and change.

X

TheSeneca Free Library, a tax supported community resource, is established for the educational,
informational and recreational needs of the people in the community and surrounding ategseneca
Free Library supports and encourageslifieg learning with special emphasis on educational and

recreational activities for prechool and schoadge children, as well as eof-school adults.
X

The mission ofouisburg Library is to preserve andnpvide resources and a diverse multimedia
collection which contributes to the educational, cultural, civic and recreational needs of the community.
X

G2SF@AYy3 Y2RSNYy GSOKyz2fz23ex GNIRAGAZ2YIFE € A0NI NE
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X

The mission of th8outhwest Kansas Library System is to provide equal availability of resources,
knowledge, and service on the local level to all libraries in Southwest Kansas regardless of budget, type,
location, or size. We promote a plan of cooperation and support through an enhanced use of
technology, programs, shared resources and professional expertise.

NJ
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Urban Libraries
Omaha Public Library enriches our community by providing unlimited opportunities ifgformation,

education, inspiration and imagination.
X

TheSeattle Public Library: Our mission is to become the best public library in the world by being so
tuned in to the people we serve and so supportive of each other's efforts that we are able idgrov
highly responsive service. We strive to inform, enrich and empower every person in our community by
creating and promoting easy access to a vast array of ideas and information, and by supporting an
informed citizenry, lifelong learning and love of raagl We acquire organize and provide books and
other relevant materials; ensure access to information sources throughout the nation and around the
world; serve our public with expert and caring assistance; and reach out to all members of our
community.

Chicago Public Library: Read, Learn, Discover!

Orange County Library System (Florida): Information, Imagination, Inspiration.
X

Denver Public Library : To help the people of our community to achieve their full potential
X

The mission of th&iverside Public Library is to circulate books and other library resources, promote
personal competency in seeking and evaluating information, and present quality programs in a
welcoming environment to the residents of the City of Riverside so that they may become pveduct
participants in the literate society.

X

TheSan Bruno Public Library provides materials and services of popular interest to the community,
emphasizing and encouraging reading by children, supplementing the educational needs of the
community, and furnishing timely, accurate informatio@ur mission statement is anchored thye
following assumptions:

e A responsibility to offer free library service

e The City's commitment to a municipal library

e A responsiveness to the community

e Utilization of modern technology

The existence of thAnn Arbor District Library assures phlic ownership of print collections, digital
resources, and gathering spaces for the citizens of the library district. We are committed to sustaining
the value of public library services for the greater Ann Arbor community through the use of traditional
and innovative technologies.
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Mid-Size and Small Libraries
The Mission of th@eekman Library shall be to assure effective, expanding, free library service for the
community of Beekman and to lead citizens in anticipating their future needs for library services. It shall
also be the aim of the Library to educate the public regarding library stdeda

X

It is the mission ofhe Alice Curtis Desmond and Hamilton Fish Library to provide access to the world

of social and cultural ideas to the community by offering a wide variety of materials and programs. The
Library has a special mission to younddrien and their parents to encourage a love of reading and
learning. The Library is committed to preserving the integrity of the collections of the Curtis Desmond

and Fish families.
X

The mission of thélillsdale Public Library is to provide materials andesvices for community residents
of all ages for personal enrichment, enjoyment and educational ne&bs.library is dedicated to
providing practical access to all forms of medide educational needs of elementary and secondary

students will be suppo& R I YR LINPINI Ya RS@OSt2LISR (2 aldAvYdzZ I 4S

for reading and learning.
X

TheKinderhook Memorial Library's mission is to give access to ideas in various media. This is to be done

during convenient hours and in pleasantsuyoRA Yy 3a ® ¢ KS f A0 NJF NB K2LJSa G2

recreational and practical interests by the use of both traditional and emerging technologies. Its
reference and other collections are to be kept up to date and will include works that are classics of their

kind. The Library's mission most of all is to serve and be responsive to the needs of the community.
X

TheWoodstock Public Library District has two primary missions:
1.To facilitate learning and sedtiucation for the community.

2.To encourage yournghildren to develop an ongoing interest in reading and learning.
X

Thest. Joseph Public Library preserves yesterday, informs today, and inspires tomorrow. Through a
variety of materials, programs, and services, we provide, in a friendly atmosphere, Hresrfog our

patrons of all ages to learn throughout their lives; to meet their recreational needs; to obtain answers to
their questions; to acquire business and career information; to better understand their community and

personal heritage; and to accesgdl, state, and federal government information.
X

Daly City PublicLibrary0 / | €t AF2NY AL 0Y at NBaSNIBWAy3a | SAGSNRI &x

X

The mission of théohnson Public Library is to enhance the welbeing of the residents of Hackensack

and surrounding communities by providing a wide range of contemporary, government, and multilingual
print and nonprint materials, resources, and services. The library staff is dedicated tongeké

evolving educational, cultural, and recreational needs of an-etianging population in a safe,

~
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comfortable, and accessible modern facility housed in a building rich in history with state of the art

information technology.
X

TheOhio County Public Library, in cooperation with the goals of the West Virginia Library Commission
and in compliance with the West Virginia Code of Rules, exists to provide books and related materials
that will assist the residents of the community in the pursuit of knowtedgformation, education,
research, and recreation in order to promote an enlightened citizenry and to enrich their quality of life.

Corporate Mission Statements
2 Sy R QAY
Mission: Deliver Total Quality
vision:¢ 2 . S GKS / dzad 2 Y S NanditheE@ployer alSdoigeli 2 F / K24 0S8

X

Southwest Airlines: The mission of Southwest Airlines is dedication to the highest quality of Customer
Service delivered with a sense of warmth, friendliness, individual pride, and Company Spirit.
X

United Way: Toimprove peo Qa f A 3Sa o6& Y20AfATAYy3a GKS OFNRAy3

X

Vermont Country Store: ¢ 2 &St f YSNOKI YRA a &to pespleivhorie Say Qi 02YS

X

Merck: The mission of Merck is to provide society with superior products and services by developing
innovationsand solutions that improve the quality of life and satisfy customer needs, and to provide
employees with meaningful work and advancement opportunities, and investors with a superior rate of
return. Merck Values: Our business is preserving and improvingran life.

Vision Statements
Vision is a concise word picture of an organization at some future time, which sets the overall direction
of the organization. It is something to be pursued, to strive for.

Thelohnson County Library creates an environment for people to learn, to explore, to enjoy, to create,
to connect.
X

St. Joseph County Public Library: To be recognized as the best public library, meeting and anticipating

the needs and wants of our community.
X

Calgary Public Library: A world of information and ideas within reach of every Calgarian.
X

Microsoft: A computer on every desk and in every home.
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Planning For Results (1998) and the New Planning For Results (2001)
Library Service Responses

BASIC LITERA@Yibrary that offers Basic Literacy service addresses the need to read and to
perform other essential daily tasks.
BUSINESS & CAREER INFORMAA Dy that offers Business & Career Information service
addresses a need for information related to business, careers, work, entrepreneurship,
personalfinances, and obtaining employment.
COMMONGSA library that provides a Commons environment helps asslitbe need of people
to meet and interact with others in their community and to participate in public discourse
about community issues.
COMMUNITY REFERMlibrary that offers Community Referral addresses the need for
information related to services provided by community agencies and organizations.
CONSUMER INFORMAT.I®MNbrary that provides Consumer Information service helps to
satisfy the need for infortion that impacts the ability of community residents to make
informed consumer decisions and to help them become moressdficient.
CULTURAL AWARENRI®rary that offers Cultural Awareness service helps satisfy the desire
of community residents to gain an understanding of their own cultural heritage and the cultural
heritage of others.
CURRENT TOPICS & TIA HSary that provides Current Topics & Titles helps to fulfill
O2YYdzyAlé NBA&ARSY Gian@bout pdipiffail culiurél arkl Bodial keyids andy |
their desire for satisfying recreational experiences.
FORMAL LEARNING SUPPAHRGrary that offers Formal Learning Support helps students who
are enrolled in a formal program of education or who are pursuing their education through a
program of homeschooling to attain theieducational goals.
GENERAL INFORMATIAMNbrary that offers General Informat helps meet the need for
information and answers to questions on a broad array of topics related to work, school, and
personal life.
GOVERNMENT INFORMATIT library that offers Government Information service helps
satisfy the need for information about elected officials and governmental agencies that enable
people to paricipate in the democratic process.
INFORMATION LITERAKLNbrary that prowdes Information Literacy service helps address the
need for skills related to finding, evaluating, and using information effectively.
LIFELONG LEARNIMN@brary that provides Lifelong Learning service helps address the desire
for seltdirected personal growth and development opportunities.
LOCAL HISTORY & GENEALLkbYary that offers Local History & Genealogy service
addresses the desire of gonunity residents to know and better understand personal or
community heritage.
© Sandra Nelsorilhe New Planning for Results: A Streamlined Prq€dssago: American
Library Association, 2001)
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Toolkits for Sound Decision-Making
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Toolkits for Sound Decision-Making

First step in good decision-making
e Who are the decisiomakers and what do they want to know?

Two types of data collection

e Quantitativedatais nformation that can be counted or expressed
numerically. This type of data is oftenllected in experiments,
manipulated and statistically analyzed. Quantitative data can be
represented visually in graphs and charts.

e Qualitativedatadescribes events that do not use numbers. If you report
colors, smells, tastes, textures, or sounds,drample, you are making
gualitative observations. It is data that is rich in detail and description,
usually in a textual or narrative format. Examples would include data from
case studies, focus groups, or document review.

Questions to consider before collecting data

1. Whatdatado | need to prove that there is a problem?
2. What will influencedecision makers in this process?

3. How can | collect the data in the easiest, replicable way?
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Various ways to collect data
e EXisting sources
e Observations
e Tracking system
Documentation
Surveys
Focus groups

Samples of simple charting techniques used to display data
e Pareto
e Fishbone
e Process Flow
e Run

e Histogram
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Example Pareto Chart B Taiwan
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Vilfredo Pareto, a turfof-the-century Italian economist, studied thistributions

of wealth in different countries, concluding that a fairly consistent minagity
about 20%c of people controlled the large majorityabout 80% of a society's
wealth. This same distribution has been observed in other areas and has been
termed the Pareto effect.

The Pareto effect even operates in quality improvement: 80% of problems usually
stem from 20% of the causes. Pareto charts are used to display the Pareto
principle in action, arranging data so that the few vital factors that areingus

most of the problems reveal themselves. Concentrating improvement efforts on
these few will have a greater impact and be more esf$¢ctive than undirected
efforts.
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Things to look for:

In most cases, two or three categories will tower above ttiees. These few
categories which account for the bulk of the problem will be the hingpact
points on which to focus. If in doubt, follow these guidelines:

1. Look for a break point in the cumulative percentage line. This point occurs
where the slope of thdine begins to flatten out. The factors under the
steepest part of the curve are the most important.

2. If there is not a fairly clear change in the slope of the line, look for the
factors that make up at least 60% of the problem. You can always improve
these few, redo the Pareto analysis, and discover the factors that have risen
to the top now that the biggst ones have been improved.

3. If the bars are all similar sizes or more than half of the categories are
needed to make up the needed 60%, try a different breakdown of
categories that might be more appropriate.

Often, one Pareto chart will lead to another:

« before and after charts

« charts that break down the most important factors discovered in an earlier
chart

« charts that use different scales, such as number of complaints and the cost
to regpond, with the same categories
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Fishbone Diagram

This type ofinalysis attempts to identify the root causes for a problem.

The cause and effect diagram is also called the fishbone chart because of its
appearance and the Ishikawa chart after the man who popularized its use in

Japan. The lines coming off the core honital line are the main causes and the
lines coming off those are sub causes.

Use the Cause/Effect Diagram to:

Focus attention on one specific issue or problem.

Organize and display graphically the various theories about what the Root
Causes of a problemay be.

Show the relationship of various factors influencing a problem.
Causeand-effect diagrams do not have a statistical basis, but are excellent
aids for problem solving.

Reveal important relationships among various variables and possible
causes.

Provide additional insight into process behaviors.

Focus the team on the causes, not the symptoms.

Construction of a Cause-Effect Diagram:

1.

W

Clearly identify and define the problem, symptom, or effect for which the
causes must be identified.

Place the problem or symptom being explored at the right, enclosed in a
box.

Draw the central spine as a thick line pointing to it from the left.
Brainstorm (or construct an Affinity Diagram) to identify the "major
categories" of possible causes (notdékan 2 and normally not more than
6 or 7). If other applicabldata such as check sheets gresent,

incorporate them as well.
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You may summarize causes under categories such as:

1. Methods, Machines, & Materials
2. People, Places, & Procedures

3. People, Policies, & Surroundings
4. Suppliers, System, & Skills

5. Place each of the identified "major categories" of causes in a box or on the
diagram and connect it to the central spine by a line at an angle of about 70
degrees from the horizontal.

CAUSES

N
i
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7. Continue to add clauses to each branch until the fishbone is completed.
8. Once all the bones have been completed, identify the likely, actionable

Root Cause(s).

Some points to keep in mind:

« State causes, not solutions.

« Take note of causes that appear repeatedly.

« Review each major cause category. Circle the most likely causes on the
diagram.

« Test the most likely cause and verify with data.
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Process Flowchart

Process flowcharts are maps or graphical representations of a process. Steps in a
process are shown with symbolic shapes, and the flow of the process is indicated
with arrows connecting the symbols. Computer programmers popularized
flowcharts inthe 1960's, using them to map the logic of programs. In quality
improvement work, flowcharts are particularly useful for displaying how a process
currently functions or could ideally function. Flowcharts can help you see whether
the steps of a process alegical, uncover problems or miscommunications,

define the boundaries of a process, and develop a common base of knowledge
about a process. Flowcharting a process often brings to light redundancies,
delays, dead ends, and indirect paths that would otheeaiemain unnoticed or
ignored. But flowcharts don't work if they aren't accurate, if team members are
afraid to describe what actually happens, or if the team is too far removed from
the actual workings of the process.

There are many varieties of flowchsiand scores of symbols that you can use.
Experience has shown that there are three main types that work for almost all
situations:

« Highlevel flowcharts map only the major steps in a process for a good
overview.

Gaods are Gaods are Nlarehouze
) Goods are . )
received at i . put in supplies

inzpected
dock warehouze azzermnbly floar

« Detailed flowcharts show a stdpy-step mapping of all events and
decisions in a process.
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Sarnehow
tell
purchasing,

Good=s get
inspected

Incorring
cuality
check

« Deployment flowcharts which organize the flowchart by columns, with each
column representing a person or department involved in a process.

Receiving Purchazing Quality Lezurance | Warehouse

Goods get
inspected

Incatming
™ quality

check

yes

Ardwize

] zupplier of
rejection

Sotmehown

The trouble spots in a process usually begin to appsar @am constructs a
detailed flowchart.
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Although there are many symbols that can be used in flowcharts to represent
different kinds of steps, accurate flowcharts can be created using very few (e.g.
oval, rectangle, diamond, delay, cloud).

To constructan effective flowchart:

Define the process boundaries with starting and ending points.

Complete the big picture before filling in the details.

Clearly define each step in the process. Be accurate and honest.

Identify time lags and nemalue-adding steps.

Circulate the flowchart to other people involved in the process to get their
comments.

arwbdE

Flowcharts don't work if they're not accurate or if the team is too far removed
from the process itself. Team membersshd be true participants in the process
and feel free to describe what really happens. A thorough flowchart should
provide a clear view of how a process works. With a completed flowchart, you
can:

 ldentify time lags and nemalueadding steps.

« ldentify responsibility for each step.

« Brainstorm for problems in the process.

« Determine major and minor inputs into the process with a cause & effect
diagram.

« Choose the most likely trouble spots with the consensus builder.



Public Library Administration .

Run Chart

- Infection Rate % - Infection Rate % Run Alert - - - Mean of Infection Rate %

Run charts (often knen as line graphs outside the quality management field)
display process performance over time. Upward and downward trends, cycles,
and large aberrations may be spotted and investigated further. In a run chart,
events, shown on thg axis, are graphed aganha time period on the& axis. For
example, a run chart in a hospital might plot the number of patient transfer
delays against the time of day or day of the week. The results might show that
there are more delays at noon than at 3 p.m. Investigatingghe&homenon

could unearth potential for improvement. Run charts can also be used to track
improvements that have been put into place, checking to determine their success.
Also, an average line can be added to a run chart to clarify movement of the data
away from the average.
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1. An average line, representing the average of all the y values recorded, can
easily be added to a run chart to clarify movement of the data away from
the average. An average line runs parallel to the x axis.

2. Several variables may be tracked on a single chart, with each variable
having its own line. The chart is then called a multiple run chart.

3. Run charts can also be used to track improvements that have been put into
place, checking their success.

Alternatives with run charts:

Questions to ask about a run chart:

1. Is the average line where it should be to meet customer requirements?
2. Is there a significant trend or pattern that should be investigated?

Two ways to misinterpret run charts:

1. You conclude that some trend or cycle exists, wimefact you are just
seeing normal process variation (aexery process will show some
variation).

2. You do not recognize a trend or cycle whedagés exist.

Both of these mistakes are common, but people are generally less aware that
they are making the ffst type, and are tampering with a process which is really

behaving normally. To avoid mistakes, use the following rules of thumb for run
chart interpretation:

1. Look at data for a long enough period of time, so that a "usual” range of
variation is evident.

2. Is the recent data within the usual range of variation?

3. Is there a daily pattern? Weekly? Monthly? Yearly?
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Using run charts to detect "special causes" of variation:

If you have 25 points or more in your data series, you can use run charts to detect
special causessomething beyond the usual variability of the processing on
the process.

1. Shifts: If you see eight or more consecutive points on one side of the center
line, whichindicates that a special cause has influenced the process. Points
on the center line don't count; they neither break the string, nor add to it.

2. Trends: Six consecutive jumps in the same direction indicate that a special
cause is acting on the process to cause a trend. Flat line segments don't
count, either to break a trendyr to count towards it.

3. Pattern: If you see a pattern that recurs eight or more times in a row, itis a
good idea to look for a special cause.

For more robust monitoring of a process, and better information about when
your process is showing variatibeyond what is expected, try using a control
chart. It will detect special causes more quickly, and with more accuracy.
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Histogram

Example Histogram

G.00
5.00
4.00
3.00
2.00

1.00

0.00

0-18 20 - 39 40 - 59 B - 79 80-99  100-120

A histogram is a specialized type of bar chart. Individual data points are grouped
together in classes, so that you cget an idea of how frequently data in each

class occur in the data set. High bars indicate more points in a class, and low bars
indicate fewer points. In the histogram show above, the peak is in thg4€lass,
where there are four points.

The strength of histogram is that it provides an ea®yread picture of the
location and variation in a data set. There are, however, two weaknesses of
histograms that you should bear in mind:

The first is that histograms can be manipulated to show different pictuféso

few or too many bars are used, the histogram can be misleading. This is an area
which requires some judgment, and perhaps some experimentation, based on the
analyst's experience.
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Histograms can also obscure the time differences among dataFsatexample,

if you looked at data for #births/day in the United States in 1996, you would miss
any seasonal variations, e.g. peaks around the times of full moons. Likewise, in
guality control, a histogram of a process run tells only one part of a lomg.sto

There is a need to keep reviewing the histograms and control charts for
consecutive process runs over an extended time to gain useful knowledge about a
process.

How to construct a histogram:

Decide what variation you want to measure. For example,dag$ to ship,
rod length, call length, wait time, weights, etc.

Decide on the number of intervals (groupings of data) you will divide your
observations into.

Decide how you will gather and chart the data.

Things to consider:

What is the shape of the hisjram? What does the shape tell you about

the process? Does it show a normal distribution? If not, why not?

| 26 6ARS Aa GKS aoSftféK LT AG A& |k
variation to obtain consistent results.

Is the peak of the distributiowhere it should be relative to the customer

needs or wants?

LA AGAKIOLISBE KL ALSEKILAORKNTHR]|I SHSR G2
If it is camelshaped or a wide flat distribution or skewed, explore whether

you might be mingling two differerkinds of events or populations.

What is the range of the data? How does the range compare with what the
customer needs and wants? |Is the process capable of reliably meeting

those customer wants? With what frequency will the process fail to meet
customer wants and needs?
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Policy Development
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Policy:

Policies:

e Support the mission, service roles, goals, and objectives of the library.
¢ Clarify relationships and responsibilities within the organization.
o Delegate authority by transferringecision making to lower levels of the organization.

e Guide acquisitions of library materials.

e Protect the rights of individuals inside and outside the organization.

Policy Manuals:

¢ An invaluable managerial tool.

e Atangible means of supporting af  NA F&@Ay 3 GKS

z

A consistent form of internal and external communication.
A convenient training tool for staff and volunteers.
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Policy Organization:

Philosophy:

Mission Statement
Vision Statement
Codeof Ethics
Intellectual Freedom

Customer Rights & Responsibilities:

Reference Services:

Reference services, methods
Public computing

Displays and exhibits

Library tours

Digital reproductions
Handouts and bulletin boards
Meeting room facilities

Customer Code of Conduct
Unattended children

Lost & found

Consent to use of photographs
Right of appeal

Personnel:

Circulation:

Customer registration
Refunds

Damaged items

Issuing cards to classrooms or
school visits

Circulation parameters

Breaks

Flextime

Holidays

Staff and volunteer benefits
Personnel policy statements
Staff development
Performance appraisal

Confidentiality of library records

Emergencies

Collection Management:

Materials selection
Evaluation and withdrawal
Gifts and donations
Reconsideration of materials

More at: http://winslo.state.oh.us/publib/policies.html
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Writing Policy:

e Keep in mind that you are an expert in the area on which you are writing,
but that the users of your section will not be.

e Provide enough information for users to understand the section not so
much that they become confused.

¢ Remember that you can always provide supplemental information in a
procedure manual.

e Do not confuse "policy" with "procedures" or "guidelines."

e Word choice makes a big difference in how easily your polases
enforced. For example, using the word "shall" or "must" indicates that
something is required, while the term "should" implies that there might be
other options, or that an employee or customer could bypass the
associated information.

e Avoid includinghe type of information that is likely to change frequently
(building names, staff names).

e Remember that when it comes to writing policy, less is more. Don't use 10
words to say what could be said in 4. Keep your statements clear and to the
point. If youare able to develop a usériendly policy, you increase the
likelihood that users will refer to the policy rather than call you, will work to
stay in compliance, and will contribute to increasing efficiency across your
library.

e When submitting a policto your board, consider developing a POLICY
STATEMENT that summarizes what is being done, conditions and
restrictions, benefits, and identify who will be affected by the policy.
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Budgeting for Greatest Impact
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Budgeting for Results

GThe libraryboard should budget to a plan rather than
planning to a budget

Standards for Kansas Public Libraries, 2006 Revision

Good Good ] Good
Data Planning @ Results

How can a library establish priorities for budget development?
1. Allowtime for planning
2. ldentifylibrary needs
3. Determinecommunityexpectations

4. Reviewneeds and opportunities

5. Projectimpacts
6. Prioritizethe options

7. Alignfunds to match priorities
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EVERYONE can prioritize!

STEP 1

N o o~ w PR

8.

9

Additionala KSt gSa Ay GKS OKAf RNByQa

Anadditional assistant to work at the circulation desk

More spoken books oD

Replacements for the wobbly task chairs at the public PCs

Equipment to allow wireless PC access in the library

A nrew computer and printer for the Interlibrary Loan librarian

AnAQdz dzi RAS OdziGSNIJ 2 KSfLI OKAf RNByQa

board displays

A CD resurfacer to help repair damaged discs
. A new outside materials drop to replace the one that leaks when it rains
10. More DVDs

STEP 2

1/2
2/3
3/4
4/5
5/6
6/7
7/8
8/9

9/10

1/3 1/4 1/5 1/6 1/7 1/8 1/9 1/10
2/4 2/5 2/6 2/7 2/8 2/9 2/10
3/5 3/6 3/7 3/8 3/9 3/10

416 417 418 4/9 4/10

5/7 5/8 5/9 5/10

6/8 6/9 6/10

7/9 7/10

8/10

STEP 4.

STEP 3 Count the numbenpf times you
selected each item from the list:

Picture Book Shelves
Circulation Desk Assistant
Spoken Books on CD
Replacement Task Chairs
Wireless Access
Interlibrary Loan Computer
Die Cutter

CD Resurfacer

New Book Drop

More DVDs

Make a list of items from most frequently selected to least selected.

NR2Y F2NJ LAC

t AON
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Tips for Budgeting and Budget Presentations

1. Know thefacts

2. Know youraudience
3. Know yourpriorities
4. Beprepared

5. Createperspective

6. Sharethe stories

What tips do you have to share?
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Delivering Excellent

Customer Service
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Strategies for Success: 0 I Rl LJi SR T NEstorned Seyligel ExcRIOnke)

1. FOCUS ON THE CUSTOMER

As simple as this mapundit is the foundation for every other aspect of service. What
does the customer want? What would make life easier for the customer?

e Be aware that your customer needs your attention

e Listen to understand

e Ask questions to gain information

e Acknowledgevhen things go wrong
e Appreciate the customer
e Serve all customers as they wish to be served

2. ENHANCE ADMINISTRATIVE SUPPORT, EDUCATION, & TRAINING
¢ Introduce all staff to service culture and expectations
¢ Realign positions, function, duties as necessary ifgin impact service
e Establish a training program

3. IDENTIFY STRENGTHS & LIMITATIONS
e Understand where you stand and investigate areas for change
e Be innovative, receptive to new ideas, and know your resources (or lack thereof)

4. SET ACHIEVABLE GOADBX-CTIVES
e Develop a blueprint for improving service quality with measurable goals
e Ask: What is quality and how will it be defined? What will this effort cost? What
are the costs of not improving quality? What is your competition doing?

5. COMMITMENT: REGNIZE & ACKNOWLEDGE THE ROLE OF WILL & EFFORT
e Get buy in through training, rewards, reorganization, marketing
e Build coalitions
e Work through teams
e t SNEAAG YR LISNESOSNBY G9OSNEOKAY3I A& F
e Communicate a clear vision
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6. KEEP A SCORECARD:2 ¢ h

¢9[[ LC .h!Qwo9

e How big of an investment is the library prepared to make?

e How does the library gain and sustain administrative commitment?

2LbbLbD

e How does the director motivate middle managers and leverage the initiative?

e How does the library avoiemployee cynicismd earn credibility in the minds of
those who make it all happen?

e How does the library sustain momentum of quality service when things get

hard?

7. WORK ON CONTINUOUS IMPROVEMENT
¢ Imagine perfection and keep working towarashievingt

Putting an Item on Hold

Minus

Standard Plus

Waiting in line (in
person or on
phone)

Form to complete

Wait for item to
come in

Iltem arrives when
customer is out of
town

Iltem arrives too
late

Apologize for a delay Cheerful staff

As brief as possible

Prompt notification

Item held for customer's

[tem sent back
return

Disappointment be done?)

Handled by staff

Notify by phone oemail

(Discussion: what could

8. REOGNIZE THE POWER OF THE CUSTOMER
¢ Dialogue and feedback are essenhiatause once a customer comes to the
library the ultimate goal is to keep them satisfied throughout their lifetime
e ' YRSNAEGI YR (KS OdAalG2YSNNa SELISOGIFGAzZY A
e Match service delivery to intent
e Define satisfaction standards
e Preach what you practice
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Pareto Charts
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Cause & Effec@harts
http://www.mindtools.com/pages/article/newTMC 03.htm
http://www.envisionsoftware.com/Management/Fishb@n Diagram.html

Process Flow Charts
http://deming.eng.clemson.edu/pub/tutorials/gctools/flowm.htm
http://www.mindtools.com/pages/article/newTMC 97.htm

Run Charts
http://deming.eng.clemson.edu/pub/tutorials/gctools/runm.htm
http://www.qualitytrainingportal.com/resources/problem_solving/problesplving toolsrun charts.htm

Histogram Charts
http://ww w.originlab.com/index.aspx?s=8&Im=214&pid=1019
http://www.treeplan.com/BetterHistogram 20041117 1555.htm

Strategic Planning
http://www.managementhelp.org/

Manuals
Kansas Public Library Standards, 20@6://www.kslib.info/continuing.htmli#manuals
Maintenance Checklist for Public Librariesp://www.kslib.info/continuing.html#manuals
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Public Library Administration .

The most important part of training is not sitting in the sessions and participating in the
exercises. It is ensuring that theretriansference of knowledge from the concepts
presented into the way work is performed.

Charge to Action

As a result of this course, what is one thing you intend to do differently at your library?

When are you going to do it?

Do you need others to help? If so, who?

Do you need other resources? If so, what are they and how will you get them?

How will you know if you are successful?

When will you review your work to see if success was achieved?

To whom will you report it?
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Reaching for Excellence Administrative Training Program
Public Library Administration Evaluation

Please rate the quality of information you received in this training to meet the following objectives:
(1=poor; 2=0K; 3=Terrific)

Lead the writing of vision and mission statemefutsa local library

1 2 3

e Provide training to staff on excellent customer service

1 2 3

e Utilize decision making and problem solving techniques

1 2 3

e Conduct effective meetings

1 2 3
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1 2 3

¢ Identify potential sources of income for the library

1 2 3

e Develop, prepare, justify, adinister and evaluate a budget based on short and long term
goals

1 2 3

e Evaluate services based on library data

1 2 3

1. Was there enough time on each topic to understand concepts and key points?
O YESO NO If no, please indicate which sections needed more time:

2. Was there enough time on each topic to understand concepts and key points?
O YESO NO If no, please indicate which sections needed more time:

3. Were the exercises useful for yowork?
OveOnNO If no, please indicate which exercises were least useful:
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4. To what extent do you feel you have had previous learning (perhaps some you have
forgotten) confirmed? (confirmedalot 6 5 4 3 2 1 (Confirmed little)

Please rate each trainer{l=poor; 2=0K; 3=Terrific)
Cynthia Berner Harris

1. Knowledge of subject 12 3 4. Responsivenesstogroup 1 2 3
2. Organization of sessions 12 3 5. Style and delivery 123
3. Produeda good learning climatel 2 3
Any other comments:

Jean Hatfield
1. Knowledge of subject 12 3 4. Responsivenesstogroup 1 2 3
2. Organization of sessions 12 3 5. Style and delivery 123
3. Produeda good learning climatel 2 3
Any other comments:

Tammy Penland
4. Knowledge of subject 12 3 4. Responsivenesstogroup 1 2 3
5. Organization of sessions 12 3 5. Style and delivery 123
6. Produeda good learning climatel 2 3
Any other comments:

Jaime Prothro
1. Knowledge of subject 12 3 4. Responsiveness to group 123
2. Organization of sessions 123 5. Style and delivery 123
3. Produeda good learning climatel 2 3
Any other comments:




