Core Competencies for Library Staff


	Competency
	Definition
	Skills and Behaviors
	Possible Training Units

	Adaptability


	The ability to adjust to changing situations.
	· Interprets and responds quickly to new or changed responsibilities, methods and procedures

· Learns and applies new skills

· Remains positive and productive 
	· Current and Future Trends sessions
· Time management
· Keeping Your Balance in the Midst of Change Workshop(NEO-RLS)
· Change Management: Effectively Dealing with Organizational and Individual Change  (SWON)

	Communication 

	The ability, through both verbal and written methods, to provide concise, timely and accurate information, internally and externally, among all organizational levels and with all of the appropriate people.

	· Listens to others and verifies understanding of the message

· Uses a variety of communication methods in the most appropriate forms, in the manner that best enables the message to be understood

· Responds to the comments and questions of others in a timely manner

· Uses appropriate language
· Knows how to find and use information on the Staff Intranet
	· Interpersonal Communication 
· Intranet/Library web site tour & orientation

· Library’s email and paperwork orientation



	Customer Service

	The ability to efficiently, effectively and positively meet the Library needs of internal and external customers. 

	· Welcomes interactions

· Consistently greets patrons and staff with a smile

· Strives to make Library resources accessible to all members of the community

· Proactively anticipates and addresses patron and staff expectations and needs

· Knows when it is appropriate to bend the rules and explains positively when denials are required

	· Intellectual Freedom course
· Customer Service
· Diversity Awareness
· Emotional Intelligence class
· Library’s Policy Manual Orientation 
· Conflict Resolution
· The Customer is Always Right: Building and Teaching Client Relationship Skills @ http://www.sirsidynixinstitute.com/archive.phpEmotional Customer Service: Turning Customers into Friends who’ll return again and again @ http://www.sirsidynixinstitute.com/archive.php


	Organizational Awareness
	The knowledge and ability to support the Library’s mission, vision, culture and structure.
	· Understands and identifies with the goals and values of the Library and models and actively communicates them effectively
· Knows and appropriately follows the Library’s hierarchy

· Knows, understands and appropriately applies policies and procedures

· Keeps current on information sent by Administration
	· Intranet/Library web site tour & orientation

· All department tour of Library with possible shadowing sessions

· Library’s Policy Manual Orientation 
· OLC’s Online Orientation Program http://www.olc.org/orientation/index.html 


	Personal Responsibility 

	The commitment to take appropriate action to meet patron and Library goals and needs, as well as accept responsibility for the results.
	·  Ensures accuracy and completeness of work
· Accepts responsibility for accomplishments and seeks to correct and learn from mistakes

· Continually seeks opportunities for learning and training

· Evaluates own strengths and weaknesses and seeks feedback from others for improvement
	· Ingredients to Workplace Success  (SWON Libraries)
· Time Management

	 Problem Solving

	The ability to understand the entire perspective of a situation or issue, indentifying patterns or connections between situations, assessing problems and troubleshooting in order to identify effective solutions.
	· Solving problems in a timely manner

· Acquires new information and applies knowledge to analyze issues and resolve problems

· Breaks problems down into components to identify required tasks or activities

· Formulates new and imaginative solutions that reflect careful consideration of patron and Library needs and goals

· Considers risks, benefits, and impact of solution on the present and future Library environment

· Transfers learning from one situation to solve a problem in another

· Consults with appropriate staff members before implementing solutions   
	· Library’s Policy Manual Orientation 
· Role-playing workshop
· PC & Library Technology Troubleshooting


	Team Work 


	The ability to work collaboratively with others to achieve organizational goals and objectives.
	· Willingly assists others by sharing expertise and time
· Prepared to complete assigned tasks

· Respects the ideas and opinions of others

· Gives and accepts feedback in a positive manner

· Proactively involves others to solve problems and achieve results which meet the needs of the Library
	· Interpersonal Communication

· Conflict Resolution
· All department tour of the Library with possible shadowing sessions
· Facilitation & Meeting Techniques
· Library Conflict Management for Consenting Adults-Turning Enemies into Allies @ http://www.sirsidynixinstitute.com/archive.php



SWON – SouthWest and Neighboring Libraries

NEO-RLS – Northeast Ohio Regional Library System
OLC Core Competencies: http://www.olc.org/CoreCompetencies.asp   




       
Revised: 1/2008









4 of 4

