Crash Coursein Library
Supervision: Meeting the
Key Players

Dennis C. Tucker
Shelley Elizabeth Mosley

LibrariesUnlimited



Crash Course in Library Supervision



Recent Titles in
Libraries Unlimited’s Crash Course Series

Crash Course in Children’s Services
Penny Peck

Crash Course in Storytelling
Kendall Haven and MaryGay Ducey

Crash Course in Web Design for Libraries
Charles P. Rubenstein

Crash Course in Marketing for Libraries
Susan Webreck Alman

Crash Course in Collection Development
Wayne Disher

ii



Crash Course in Library Supervision

Meeting the Key Players

Dennis C. Tucker and Shelley Elizabeth Mosley

Crash Course

7%.lmmm
UNLIMITED
A 2 ublishing Grou

Member of the Greenwood P
Westport, Connecticut ® London

iii



Library of Congress Cataloging-in-Publication Data

Tucker, Dennis C.

Crash course in library supervision : meeting the key players /
Dennis C. Tucker and Shelley Elizabeth Mosley.

p. cm. — (Crash course)

Includes bibliographical references and index.

ISBN-13: 978-1-59158-564-0 (alk. paper)

1. Library personnel management—Handbooks, manuals, etc.
2. Library administration—Handbooks, manuals, etc. 3. Supervision
of employees—Handbooks, manuals, etc. 1. Mosley, Shelley, 1950—
IL. Title.

7682.T83 2008

023—dc22 2007030131

British Library Cataloguing in Publication Data is available.
Copyright © 2008 by Dennis C. Tucker and Shelley Elizabeth Mosley

All rights reserved. No portion of this book may be
reproduced, by any process or technique, without the
express written consent of the publisher.

Library of Congress Catalog Card Number: 2007030131
ISBN: 978-1-59158-564-0

First published in 2008

Libraries Unlimited, 88 Post Road West, Westport, CT 06881
A Member of the Greenwood Publishing Group, Inc.
www.lu.com

Printed in the United States of America

&

The paper used in this book complies with the
Permanent Paper Standard issued by the National
Information Standards Organization (Z239.48-1984).

109 8 7 6 5 4 3 2 1

iv



CONTENTS

ACKNOWIBAZMENLS . . . ... ix
Chapter 1—Settling In: Gettingto Know You . .......... ... ... .. ... ... . ... ... ... ...... 1
Introducing Yourself. . . . ..o 1
First Impressions, Lasting IMPressions . . . . ... ..ot e e e 2
Meeting the Staff . . .. ... 3
The Get-Acquainted MEEUNG . . ... ... . . et e 4
A Get-Acquainted Meeting with the Public . ... ... . . . . e 6
Meeting Government Officials .. ... ... ... e 6
Meeting the Local Media (Put Yourself in the Paper!). . ......... . . 7
In SUMMaAry . ..o 7
N O . .ttt 8
Chapter 2—Getting to Know the Staff: Listenand Learn . . . .............................. 9
ONeE-0N-0Ne MEEBLINES . . . o ot vttt ettt e ettt e e e e e e e e e e e e 10
Job Shadowing and Working All the Desks . . . ... ..o e 10
QUESHONS 0 ASK . . ottt 11
MBWA: Managing by Walking Around . . ..... ... ... 13
Staff MEELINES . . . o oottt ettt et e e e e e 14
Standing APPOINIMENES . . .. ...ttt e e 15
In SUmMmMary . ..o 16
Chapter 3—Managing Personnel: Tips to Make Your Life Easier............................ 17
Getting to Know the Human Resources or Personnel Director. .. ......... ... ... ... 17
Get a Copy of Your Organization’s Human Resources/Personnel Rules—and Follow Them!............. 18
Communicate, Communicate, Communicate! . . . .. ... ... 19
Encouraging Teamwork . . . . ... .. 20
Performance Accountability. . . ... ..o e 23
Evaluating Staff . .. .. 24
Evaluating Yourself . . .. ... 25
The Golden Rule . . ... o 25
Smiling: A Priceless TOOL . . ... ... 26
The Importance of Fairness and CONSIStENCY . .. ... .ottt e e e 27
Ethical Leadership . . . .. ..o 27
Avoid Ostrich Management . . . . . ..ottt ettt e e e e e e 27
Maintain a Zero Tolerance Policy for Racism and Sexual Harassment. ............. .. .. ... .. ... ... 28
Share the Credit . . .. ... e 28
Admit When You're WIONE . . . . ..ottt et et e e e e e e e 28
The Myth of Control . . . ... . e e 28
In SUmMmMary . ..o 29
Ot .« . ettt 29
Chapter 4—Personnel Laws: You Can’t Become Familiar with
These Too Quickly or Too Soon! . ...... ... ... .. .. . ... .. 31
AFfIrmative ACHON . . . . oottt e e e 32
Age Discrimination in Employment Act (ADEA). . ... ... 32



vi

Contents
Americans with Disabilities Act (ADA) . . ... 33
Civil Rights Laws . .. ..o e e e 33
Drug-Free Workplace . ... ... ... 33
Employee Polygraph Protection Act (EPPA). .. ... .. 33
Employment and Training Administration (ETA) . . ... ... . 34
Employment Standards Administration (ESA) . .. ... o 34
Equal Employment Opportunity Commission (EEOC) . ....... ... .. . . i 35
Equal Pay Act (BPA) . ..o 35
Fair Labor Standards Act (FLSA) . ... .. 35
Family and Medical Leave Act (FMLA) . . ... ..o e e e e e 36
Garnishment Of Wages . . . ... oot e 36
Health Insurance Portability and Accountability Act (HIPAA) . . ...t e 36
Hostile Work Environment . .. .. .. ... 37
Occupational Safety and Health Act (OSHA) . . .. ..o e 37
Sexual HarasSment. . . ..ottt et e e e 38
Title VL .o 38
Tatle 20 . .o 39
Uniformed Services Employment and Reemployment Rights Act (USERRA) ........................ 39
Unions and Their MemDEers . . . .. ..o e e e e e 39
Veterans’ Employment and Training Service (VETS) . ... ... 39
WhistlebloWer ProteCtion . .. ... ... .ttt e e e e et e 40
Women’s Bureau (WB) . .. ... e 40
Workplace VIOIENCE . . . . ..ot e e 40
In SUMMATY . .o 41

Chapter 5—Hiring, Firing, and Other Good Stuff:

It Happens Even if You’re New! .. ... ... ... . . . ... ... . ... ... .. . ... 43

Recruiting Staff . . ... 44
The Selection ProCess . . ... ...t e e e 45
Forced Ranking for Applicants during the Job Interview Process. . ....... ... .. ... .. .. . .. ... ... 48
Once You Have an Idea Who You Wantto Hire... ...... ... . i 52
Training New Hires and Other Staff . ... ... . 53
Firing and Other Corrective ACHIONS . . .. ..ottt ettt e e e e e e e et 56
LAy O S . .o 58
In Summary . ... 58
Chapter 6—Friends and Volunteers . . ................. . 59
Friends of the Library . .. .. ... e e e e 59
Assistance for Your Friends Group . . ....... . e 60
BooK Sales . ... 60
The Friends Book Sale . ... .. ... . 61
GIft SEOTE . . . ottt e 62
VOIUNLEETS . ..o 63
Bringing a Volunteer on Board .. ....... ... 67
Step 1: The Application Process . . . ... ..o 67
Step 2: The INTEIVIEW . . . .ottt e e e e e e e 67
Step 3: JOb ASSIZNMENLS . . . o .ottt ettt e e e e e e e e e 67
Step 4: Orientation and Training. . . . ... ..ottt e e e 67

Step 5: Evaluation . . .. ..o 68



Contents vii

Step 6: Reward Them! . ... .. . 69
The Legalities . . . . ..ottt e e e e e e 70
Finding VOIUNTEETS . . . . . o oottt e e e e e e e e e e e 70
CommMmUNILY SEIVICE . . . . o .ottt e e e e e e e e e e 71
IteInS .o 71
In SUMMATY . .o 72
OO . ettt et e e e e 72
Chapter 7—*“Managing’’ the Board: Who They Are, and
How to Build and Maintain Consensus—A Tricky Tightrope .................... 73
Who's YOUur BOSS? . .ot 73
Administrative, or Governing, Library Boards ... .......... .. .. 75
Advisory Library Boards . . . ... ... o 76
The Shared Goal: The Best Service Possible for Your Public . ......... ... . .. . . . . o ... 79
A Typical Board MeEeting. . . . ..ottt e 79
Keeping Relations Friendly! . ... ... . 80
In SUMmMAry . ..o 81
N Ot . ottt et e e e 81
Chapter 8—Your Customers: Your Reasonto Exist. ........................................ 83
Who Are Your CUSIOMEIS? . . ..ottt ettt et et e e e e e e e e e e e e e 84
How Will You Get Feedback from Your Customers? ... .. ... .......outniueuntnienneaenen.s 84
Suggestion BOX . .. ..o 84
CONVETSATIONS .« . vttt ettt et e e ettt e e e e e e e e e e e e e e 85
Sl Y S« vttt et e e e 86
FOCUS GIOUPS . . o . ettt e e e e e e e e e e e e e e e 87
Staying in Touch by Working the Public Desks . ....... ... ... . 87
Paying Attention tO StAtISTICS . . . . . ottt ettt e e e e e e e e e e 88
In Summary . . ..o 89
Chapter 9—Key People in the Community: No Library IsanlIsland ......................... 91
Political Leaders . . . ... ...t 92
Local Media. . . ..o 92
School Librarians, Teachers, and Principals in the Local Schools ........... ... ... .. ... ... .. .. ... 93
Head Start .. ... 94
Boy Scouts and Girl SCOULS . . . . . ..ot 95
SENIOT CONLETS . . . o ottt ettt et et e e e e e e e e e e e e e e e 95
Literacy VOIUNTEETS . . . . .ottt e e e e e e e e e e e 95
Nearby BUsiness OWNETS . . . . o . v ottt ettt e et et e e e e e e e e 96
Nearby Churches, Synagogues, and MOSQUES . . . . .. vttt t ettt ettt et 96
Local ColIBEES . . . o .ottt et e e e e e e 97
SChOOl LADIaries . . . . . oot e e e e e 97
Other Public Libraries . . . . ... ..ot e e e e e 99
Service to Patrons of Other Libraries . . ... ... 100
Interlibrary Loan . . .. ..o e 100
Statewide NetWOrKS . .. ..o 102
Reciprocal BOITOWING . . . . ..ottt e e e e e 102
Other City/Town/County Departments . . ... ... ...ttt e et 103

Human ResouUrces . ... ... 103



viii Contents

SOCIAL SEIVICES . . .ttt ettt e e et e e 103
Cultural Organizations . . ... ... .. ...ttt e e e et e e e e e e e 104
Service Organizations . . . ... .. ...ttt ettt e et e e e e e e 104
Retired Senior Volunteer Program (RSVP) . ... ... . 105
Small Business Association (SBA) . ... ... e 105
Chamber of COMMETCE . . . . ..ottt et e e e e e e e e e e e e e 105
Hospitals and CHNICS . . .« .ottt e e e e e e e e e 106
In SumMmary . . ..o 106

Chapter 10—Managing Change: Look Before You Leap! .................................. 107
How to Start Making Change . .. ... ...ttt e e e 108
Benchmarking Your Progress . ... ... e 109
The Long-Range Plan . .. ... ... e e e e 111
Steps in Creating a Long-Range Plan .. ... . . 111

Step 1: Assemble a Planning Team . . . ... ... o 112

Step 2: Prepare the Team . ... ... 113

Step 3: Perform a Needs ASSESSIMENL . . .. oottt ittt et et ettt e e 113

Step 4: Examine Existing DOCUMENtS ... ... . it e 114

Step 5: Envision the Plan . .. ... . 115

Step 6: Rank Your Goals . . .. ..o 115

Step 7: Examine Your Resources . ... ... ...t 115

Step 8: Create a TIMeElINe . .. ... ..o e e 115

Step 9: Implement the Plan . . ... ... . 116

Step 10: Share the VISION . .. ..ot e e e e e 116

Step 11: Reevaluate ... ... e 116
In Summary . .. ..o 116
0] 1 116
GlOSSATY . . ..ot 117
RESOUICES ..o 123



ACKNOWLEDGMENTS

Many, many thanks to the following people for their valuable con-
tributions to this project:

Jessica and David Mosley for their much-appreciated techni-
cal support and indispensable advice.

Andrew and Jennifer Mosley for their unfailing encourage-
ment in this project as well as others.

Jennie and Vicki Burrell for their ready willingness to assist,
no matter what the project.

Sandra Lagesse and Marion Ekholm, critique partners par
excellence, for their insightful comments and observations.
Lupe Sierra, deputy human resources director, Glendale,
Arizona, for her cooperation and clarification.

H. Marie Predmore, of the Indiana Cooperative Library Ser-
vices Authority, for applying her excellent editing skills to
not only this but also many other manuscripts over the years.
Faye Terry and Edythe S. Huffman, from the Indiana State
Library, for contributing what they have learned during their
many years working with public libraries of all sizes through-
out that state.

ix






BHAPTER 1

Settling In: Getting to Know You

No man is an Island, entire of itself; every man is a piece of the
Continent, a part of the main.
—John Donne, 1572-1631, Meditation XVII

INTRODUCING YOURSELF

Congratulations! You have a new job! You feel positively wonder-
ful about being the successful candidate for this position, and rightfully
so. The competition for jobs is fierce.

How did you get to be a library supervisor, manager, or director?
Was it an in-house promotion? Did you transfer from another library in
the same area? Did you hear about the position in a national job hotline
and move from another state to take it?

It doesn’t matter how you got this position. The bottom line is,
you have it. You’re ready to start this next step in your career. So now
what do you do?

It’s only natural to be overwhelmed and feel as though you need
to do everything at once, but these first few days are precious and

1



2 Chapter 1—Settling In: Getting to Know You

something you can never get back. This is the time when you meet the
people who can help make your tenure in the library a success. You
begin building the foundation of your connections with the staff, the
library board, the Friends of the Library, government officials, and the
public. These relationships are vital if you want to succeed.

Whether you were an in-house or outside candidate makes a dif-
ference in the first meeting with the staff. Both scenarios are outlined
below. Some of this advice may sound elemental and obvious, but the
number of library supervisors, managers, and directors who get off on
the wrong foot with their staff is amazing.

FIRST IMPRESSIONS, LASTING IMPRESSIONS

Michelle Sterling, the founder of Global Image Group and an ex-
pert on image, impression, and impact, has written:

Within the first three seconds of a new encounter, you are eval-
uated...even if it is just a glance. People appraise your visual
and behavioral appearance from head to toe. They observe your
demeanor, mannerisms, and body language and even assess your
grooming and accessories—watch, handbag, briefcase. Within
only three seconds, you make an indelible impression. ... Once the
first impression is made, it is virtually irreversible.!

Your demeanor at your first meetings is very important. Smile.
Greet everyone personally. You're going to make mistakes as a new
director, but friendly people tend to be forgiven faster than those who
are perceived to be aloof or unfriendly.

You’re probably going to be anxious about the initial meetings with
everyone, but try not to display your nervous habits, such as biting your
fingernails or tapping your fingers on the table. Mannerisms are those little
things that can drive people crazy. To be forewarned is to be forearmed.
For example, if you’re a pen clicker, don’t carry your pen with you.

Body language is something people read almost subconsciously,
so you want yours to be friendly. Smile. Make eye contact. Lean slightly
forward when someone’s talking to you. This indicates interest. Don’t
cross your arms over your chest. That’s a sign of shutting yourself off
from the person who’s talking to you. By the way, if you never smile
and don’t much like to be around people, you have no business super-
vising anyone!

Overused buzzwords and jargon don’t belong in your initial meet-
ings. (In fact, they probably don’t belong in any meeting!) “Synergy,”
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“empowerment,” “moving the cheese,” “shifting paradigms,” and other
such words and phrases coming from a newcomer tend to make people
bored, suspicious...or giggly. If you must use such a term, be sure to
explain it.

The power of a name is not to be underestimated. Be prepared!
Get a list of staff and board members. Try to familiarize yourself with
the names before your first day of work. That way, you’ll associate
faces with names faster when you meet them. We know firsthand that
it works, because we used to have a job that involved meeting a new
group of people every week. By getting a list of names and studying
it ahead of time, we were once able to greet by first and last name a
group of 33 people within two days. Bring name tags with you to your
first meetings so you can call people by name. Don’t be shy about ask-
ing people to write their name in large letters! A city manager we know
made it a practice to introduce himself to staff at all levels, look them in
the eye, smile, and repeat their names after they had said them. From
then on, he would call that person by name. This made everyone from
custodians to upper management feel like a valued part of the team.
On the other end of the spectrum, we know a technical services clerk
who announced at a meeting that the library director rarely came to
their department, and when she did, she didn’t speak to anyone except
the supervisor. The clerk said she felt “invisible” and doubted that the
director even knew her name.

MEETING THE STAFF

If you’re an outside candidate, or a person who wasn’t part of the
organization when you got your position, you can bet that the staff have
searched the Internet and called their friends and colleagues to find out
everything they can about you. (What you post on the Web, including
on social Web sites, can come back to haunt you!)

Hopefully by now, someone has taken you around the library and
introduced you to everyone. If not, you might ask someone to do so.
Even if they have, you still need to have a get-acquainted meeting and
one-on-one sessions with the staff. (One-on-one meetings are explained
in the next chapter.) If no one has introduced you to the staff, you're
more of an unknown element. Either way, you should have your get-
acquainted meeting as soon as possible. It’s important to remember that
these meetings do not take the place of your one-on-one meetings. Both
types are highly desirable.
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THE GET-ACQUAINTED MEETING

You should have get-acquainted meetings with several groups: the
staff, the library board, and the Friends of the Library. The basic struc-
ture of these meetings is similar, but some of the information you need
to share may vary from group to group.

What does the staff want to know about you if you’re an outside
candidate? Well, what have you wanted to know about your new bosses
when you were in a similar situation? Their experience? Their manage-
ment style? A little bit about who they are? Your new staff is just as
curious as you’d be.

What does the staff want to know about you if you’re an in-house
candidate? Sometimes starting off on the right foot is harder for the
successful in-house candidate than for someone from the outside. You
need to be especially sensitive to the other staff members who unsuc-
cessfully applied for the job. Be prepared to deal with some bad or
envious feelings. Some of them will want to know why you got this
job and they didn’t (something you can’t and shouldn’t address). Refer
them to the human resources or personnel department instead). Some
will want to know why you wanted this job in the first place. You might
find it helpful to mention that the selection process is behind you now
and that it is your desire to move forward as a team in a supportive and
cooperative atmosphere. The staff needs enough information to begin to
connect with you in your new role. You will find that once you become
director, old friendships and relationships change. The staff wants to
know how you will fulfill your new role.

What does the library board want to know about you? They want
reassurance that you have the experience to do the job. They want to
know if you’re likeable and easy to work with. They want to know if
you’ll solicit their advice and listen to what they have to say.

What do the Friends of the Library want to know about you? They,
too, want to know if you’re likeable and easy to work with. They want
to know if you have the experience to do the job. They want to know if
you’ll solicit their advice and listen to their suggestions.

Here is the basic structure for the get-acquainted meeting:

*  Smile and greet people individually as they come in to the
room. Pay attention to the culture of your organization, even
when it comes to something as simple as what you want
people to call you. In one organization, where everyone
from the meter readers to the mayor was called by his or
her first name, a new employee insisted on being referred to
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as “Mr. Smith” and spent an inordinate amount of time cor-
recting anyone who didn’t comply. His aloof actions alien-
ated staff, and he became a textbook example that behavior
trumps labels when it comes to connecting with people.
Include everyone in the meeting. Custodians, secretarial
staff, volunteers, and pages are often overlooked. Yet, these
people are the backbone of your organization. Their support
is vital.

If, because of staff members’ conflicting schedules, you need
to hold more than one meeting, do it.

Have food! Serve donuts or cookies and something to drink.
Remember the old adage “The way to a man’s heart is through
his stomach”? Guess what: The way to most people’s hearts
is through their stomachs. One library director who has a
very good relationship with her board buys a couple of fresh-
baked pies before each meeting. The members of the board
look forward to this treat and even offer suggestions for types
of pies for the next meeting.

Be sure to comment on how glad you are to be at this library
and part of their team. Don’t forget to tell them that you look
forward to working with them. Remind them that you’re re-
lying on them to teach you about the library.

The staff need some information so they can begin to con-
nect with you:

e Tell them a little bit about yourself, such as where you
went to school, your marital status, whether you have
kids, and if you have any hobbies or special interests.
What would you want to know about a new boss if you
were in their shoes?

*  Discuss why you want to work in this particular library.

e Talk about your library experience.

e Explain your management style. Don’t leave ’em
guessing!

. Do you have an open-door philosophy?

. Are you a hands-on supervisor?

. Are you (Heaven help everyone) a micromanager? Most
people would like to be reassured that you’re not!

e Don’t blow your horn too loudly! That you played first
violin in your high school orchestra, graduated summa
cum laude, and have or been in every edition of Who's
Who since 1985 isn’t relevant, and telling your staff or



