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Employee

Rating Period

Maximum Rating: 4 points x 30 items=120

O=Outstanding, 4 points per item; 96-120
G=Good, 3 points, per item; 72-75
S=Satisfactory, 2 points per item; 48-71
NI=Needs Improvement, 1 point per item; 24-47
U=Unsatisfactory; 0-23
The employee makes all customers feel welcome at the library.

· The employee makes eye contact with, smiles at, and greets all customers he/she encounters.

· The employee welcomes customers who apply for library cards or acknowledge that this visit is their first.

· The employee promptly acknowledges customers waiting at service points.

· The employee re-acknowledges waiting customers when volume of business does not permit them to be served promptly.

· The employee thanks customers for visiting the library, using library services, and attending library programs.

· The employee invites departing customers to visit the library again.

The employee is courteous to all customers.
· The employee gives every customer service interaction his/her full attention.

· The employee uses a pleasant, low tone of voice in all customer service interactions.

· The employee stays calm and patient in all customer service interactions.

· The employee uses positive phrasing in explaining problems and library rules.

· The employee is open-minded and respectful toward customers with problems needing resolution.

· The employee refers difficult customer service interactions to supervisory or administrative personnel.
The employee communicates clearly to all customers.

· The employee explains library rules and procedures using positive phrasing.

· The employee explains the steps being taken to resolve a problem.

· The employee avoids library jargon and substitutes vocabulary the customer will be familiar with.

The employee saves the customer’s time.

· The employee apologizes to a customer kept waiting in person or on the telephone.

· The employee explains to a customer when a problem or procedure is likely to take more than a few minutes.

· The employee offers the customer the choice of waiting for an answer or resolution or being called back later.

The employee completes customer service interactions and solves problems completely.

· The employee takes all the time needed to assist customers, while using their time effectively to complete other work.
· The employee seeks assistance from co-workers to get time needed for complicated customer service interactions, as necessary.

· The employee who is unable to assist a customer completely refers them to a staff member who can.
· The employee uses open-ended questions to determine a customer’s real need or problem.

· The employee uses feedback and paraphrase to clarify a customer’s need or problem.

· The employee invites the customer to return to the service point if their need has not been completely met.

· The employee uses follow-up problem solving for needs and problems which appear initially cannot be met.

The employee makes good on customer service interactions which have been handled mistakenly or inappropriately.

· The employee acknowledges when a mistake has been made.
· The employee apologizes when a mistake has been made.

· The employee makes every attempt to follow-up on and correct mistakes.

· The supervisor makes good on customer service interactions in which even the possibility of a mistake is evident.
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