
No, The Customer Isn’t Always Right



Foundation of Learning
 Share your experiences. 

They provide valuable 
insight.

 If you are doing something 
that gets the results you 
want, keep doing it.

 Take the information you 
learn here and put it into 
your own style.
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Answer in Chat

Does your organization believe “The 
Customer is Always Right”? Why or 
Why Not?



Is this a customer worth 
keeping?



How To Determine if a Customer is 
Worth Keeping



Does Your Organization Have a 
Customer Code of Conduct?









Why is this important?

A Code of Conduct sets the standards 
for behaviors in the library

Behavior that is Rewarded is Behavior 
that is Repeated

Consistency in delivery / enforcement 
of the Code of Conduct is important

How it is enforced is important too



How Do You Do That?



When to Fire a Customer



What’s Your Viewpoint?



Everybody’s Different



Why is this important?

Customers need to know that certain 
behaviors have consequences

Employees need to know that their 
workplace is safe 

Customers need to know that their 
library is a safe place

We must overcome the fear of losing 
customers



How Do You Do That?



Have You Ever….



How to Focus on Attracting the “Right” 
Customers for Your Library



So….

Who is Your Ideal Customer?



Some Questions to Consider



Remember the wisdom of 
Simon Sinek



Why is this important?

To attract your ideal customers, you 
have to know who they are

You then must ask them about their 
needs, wants and challenges to keep 
them coming back



What to Do

Communicate Your Library “Why” 

Get Clear on Your Messaging

Make Sure that Everyone is Sharing 
the Same Messages

Believe BEFORE You See the Results



Best Practices of Employee First 
Companies 



And this is why…



Invest in Employee Development



Encourage employees to focus on the 
greater purpose in their work

Staff members created poster stories to 
highlight the positive impact of their work.



Employees Have Input in Decisions



Collaborative vs Authoritarian Culture



Align to Values/Purpose



Answer in the Question Area

What is one thing you learned today 
that you can immediately use?

Yes

No





Thanks for Attending
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