GA Orientation
Supervising SAs in a Library
Creating a Positive Work Environment
	Use 3 Words to describe a positive work environment:



Expectations – Setting the target
Define expectations and behaviors which:
· Follow library-wide objectives, such as the “GREAT: Customer Service Guidelines”
· Are specific and objective
· Describe behaviors which can be seen, heard, measured and counted
· Relate to Actions, not Assumptions
· Do not reflect judgments or inferences
· Focus on performance, not personality
Setting and communicating clearly defined expectations at the start will help you achieve your ideal work environment more quickly, prevent misunderstandings, set consistent guidelines by which to measure performance, and provide fair and accurate feedback. 
Example 1: List two expectations you would share with an SA on providing good customer service
Example 2: List two expectations that articulate how you would create one of the concept words you used to describe a positive work environment. 
Providing Effective Feedback
1. When to give feedback
· Customer service issue
· Impacts productivity or goals
· [bookmark: _GoBack]Costs time and/or money
· Safety issue
· Policy Issue
2. Giving Effective feedback
Positive Recognition
· Be specific
· Be accurate; reward matches performance
Corrective Feedback
· Make it safe
· Describe the observed event in behavioral terms, and explain the impact
· Discuss event and remedy – ask Open Questions, but avoid “Why?”
· Restate goal and confidence in employee reaching agreed-upon solution
· What is “low-value” feedback?
Training Feedback
· Ask questions about what SA tried
· Demonstrate expected performance of job skill  – ask them to repeat
· “e.g. Show me how you would do that in the future”
Example Feedback: 
· Norman has a bit of an attitude.
· Mary Jane keeps her workspace organized and clean.  
· Gwen needs to arrive on time and be prepared for her shifts.
· Peter needs to be more responsible.



Example situations:
	Situation
	Feedback

	Mac asks you whether we have earbuds for a patron to use. 
	

	One SA reports that another is asleep downstairs.
	

	Max the SA asks you why the book he is checking out to a patron is giving a due date of 16 weeks instead of 4 weeks.
	

	Felicia says that Quentin doesn’t shelve books as fast as she does.
	

	Kraven helps a patron track down an item they couldn’t find on the shelf downstairs.
	

	Cletus tells a patron that if her print job didn’t go through she should go back to her dorm and try there.
	

	Harry comes in on a busy day and discharges and shelves three carts of books in an hour.
	

	Ben spends 20 minutes helping a patron search for articles on treatment plans for children with Type 1 diabetes in the PubMed database.
	




Putting it Together:
	Task
	Expectations/Behaviors
	Follow-up + Feedback

	Shelf read 
	
	

	Clean front desk area
	
	

	Help patron with printing 
	
	

	Do pick-ups
	
	

	Organize Reference
	
	

	Shelve books on re-shelving cart
	
	

	Charge media item to patron
	
	

	Security gate alarms
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