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Customer Service Vision

You Belong Here

East Gwillimbury Public Library is committed to serving our customers and community. We value our
reputation for friendliness and strive to demonstrate excellence in each customer service interaction
in the Library, online and out in the community. We foster a positive customer service culture by
practicing the following principles:

Inclusion

We provide fair and respectful treatment to all customers with the perspective that the Library and its
services should be accessible to everyone.

Actions
Act with integrity and treat customers with dignity and respect
Offer a welcoming space where all opinions and interests matter regardless of heritage, education,
beliefs, race, income, religion, gender, age, sexual orientation, gender identity, and physical or
mental abilities
Evaluate user experience to create plans to increase access to services and collections, ensuring
they are offered on a variety of platforms that are convenient for library users

Service

We are courteous and helpful in our interactions, including in-person, over the phone, in writing, and
electronically. We use judgement and discretion, resolving issues at the point of first contact where possible.

Actions
Through feedback and clarification, verify that all needs have been met and encourage customers
to return if more help is needed
Be approachable and ready to assist in a welcoming and professional manner
Meet the individual needs of customers with flexible and personalized service options
Ensure staff will have the tools and information necessary to provide high quality service
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Communication

We take time to listen to customer feedback, using suggestions and comments to improve
our performance and services.

Actions
Provide accessible and positive customer experiences in person or online using inquiry and
active listening, while providing timely and thorough responses
Cultivate lifelong relationships by providing assistance that is welcoming and respectful
Ensure that customer needs are addressed using follow up and that interactions are positive
customer experiences
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East Gwillimbury Public Library nurtures literacy
in all its forms and is the cultural and social
heart of the community. Here you create, play
and grow. And here you belong.
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