
In Customer 

Service 



TODAY’S 

GOALS 

Understand intellectual 

freedom  



TODAY’S 

GOALS 

Learn how to recognize 

and interact with diverse 

patrons 



TODAY’S 

GOALS 

Ensure free and secure 

access for all 



is the right of every individual to 

both seek and receive information 

from all points of view without 

restriction. It provides for free 

access to all expressions of ideas 

through which any and all sides of a 

question, cause or movement may 

be explored. Intellectual Freedom 

encompasses the freedom to hold, 

receive and disseminate ideas."  

 

INTELLECTUA

L FREEDOM 



is a commitment to recognizing 

and appreciating the variety of 

characteristics that make people 

and communities unique as well 

as creating and sustaining an 

atmosphere that promotes and 

celebrates individual and 

collective achievement. 

DIVERSITY 

DEFINITION 



DON’T RESTRICT 

ACCESS 
Public Libraries Serve the 

Entire Public. 

To live up to the word public, our 

libraries must be open and 

welcoming to everyone. In other 

words…...LIBRARIES ARE FOR 

EVERYONE. 



Those with or 

experiencing: 
o Language of literature 

barriers 

o Economic distress 

o Isolation due to cultural, 

social, or physical 

barriers 

o Racism 
  

 

LIBRARIES AND 

DIVERSITY Discrimination due to: 
o Appearance 

o Ethnicity 

o Immigration status 

o Religion 

o Sexual orientation 

o Gender identity and 

expression 

o Education 

o Employment 

o Housing 
 



UNDERSERVED 

POPULATIONS 
o Adult New and Non-

Readers 

o LGBT People 

o Incarcerated People 

and ex-offenders 
 

o Older Adults 

o People of Color 

o People with 

Disabilities 

o The Poor and 

Homeless 
 



ADULT NEW & 

NON READERS 

o Who Are they? 

 

o What should the 

library do? 
 



ADULT NEW & NON 

READERS 



LBGTQIA 

o Collection 

representation 

o Welcoming 

environment 

o Programming 

o Promotion 

o Pronouns 

o Self Bias 
 



LBGTQIA 





PRACTICAL TIPS FOR LIBRARY 

SERVICES o Think about “what you call people” who come into the library. 

Do you tend to use gendered titles, such as Sir or Ma’am? 

Addressing library users by a first name may seem 

uncomfortable at first, but it could do wonders in making a 

trans library user feel welcome. 

o Look at policies respecting library users’ choice to change 

the name on their record. Changing names on federal and 

state-issued ID cards can be an extensive process; make 

policies that offer library users greater control over their 

identity at the library. 

o When talking to children, ask if an adult is with them. Not 

every child (not just those of same sex parents) has a 

mother and father. Doing this allows children to respond how 

they are comfortable and lets parents know you are sensitive 

to a variety of families. 

o Avoid asking for gender on forms or dividing activities by 

gender. 



Pronouns 

 

Deadname 

 

 

Gender and sex are different. Within is a 

cascade of differences.  

http://www.youtube.com/watch?v=ouSsx9ID2OE




o If your facility marks single-seat bathrooms with 

gendered indicators, use neutral or inclusive 

symbols to indicate the bathroom location. 

o Many library users prefer self-checkout machines 

and self-service holds because of privacy issues. 

If this is not an option at your library, be sure your 

staff respects all library users’ right to privacy. 

o Create pathfinders, subject guides or reader’s 

advisory bookmarks related to topics of GLBT 

interest. 

o Include LBGT books in genre or other displays 

and in book talking and readers’ advisory. 

PRACTICAL TIPS FOR LIBRARY 

SERVICES 



PEOPLE OF 

COLOR 

o Reflected in collection 

development 

o Programming 

o Promotion and 

outreach 

o Hiring for diversity 
 



PEOPLE OF 

COLOR 



INCARCERAT

ED & EX-

OFFENDERS o Access 

o Legal information 

o Computer and 

internet access 

o Resume services 
 



INCARCERATED & EX-
OFFENDERS 



Ohio is among the top five states with the 

highest rates of opioid-related overdose deaths. 

In 2016, there were 3,613 opioid-related 

overdose deaths in Ohio—a rate of 32.9 deaths 

per 100,000 persons and more than double the 

national rate of 13.3 deaths per 100,000. Since 

2010, the rate has tripled from 10 deaths per 

100,000. In the same period, the number of 

heroin-related deaths increased from 355 to 

1,478 deaths, and deaths related to synthetic 

opioids rose from 175 to 2,296 deaths.  

National Institute on Drug Abuse (2018),  Opioid-Related Overdose Deaths.  



Opioid 

Epidemic 

o Training for staff 

o Narcan  

o Sleeping in the library 

o Children in need  

o Programming  



POVERTY 

AND 

HOMELESSN

ESS 
o Materials 

o Technology 

o Resume and Job Help 

o Computer Classes 

o Job and Finance 

Programming  

o Policy Considerations 

o Promotion 



POVERTY AND 

HOMELESSNESS 



Non-English 

Speaking  

o Foreign language 

collections 

o Interlibrary loan 

o Programming 

o Test Tutors 

o Hiring for language 





LIBRARI

ES ARE 

THE 

GREAT 

EQUALIZ

ER 



CUSTOMER SERVICE 

WITH HEART 
Honesty 

Empathy 

Appreciation 

Respect 

Tolerance 


