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The KDL Way 

• Purpose
• We exist to further all people. 

• We do this by building relationships through kindness, empathy and love.

• Service Model
• A dedication to serve.

• People must come first. 

• It’s more than Customer Service... It’s Relationship-Focused Service.

• It’s the KDL Way.



What is Relationship-Focused 
Service?

Relationship-Focused Service is 
creating solid relationships through 

attention and a heartfelt commitment 
to serve with no expectation in 

return. 



Why Relationship-Focused 
Service?

• It’s good for our patrons.

• It’s good for our staff

• It’s good for our communities.

• It builds loyalty.



# 1 Affirm (or reaffirm) your library’s purpose. 

#2 Prioritize service standards that put patrons first. 

# 3 Give staff the tools they need to succeed.

# 4 Work with your team to break through any road blocks.

The Road Map





The KDL Way Toolkit



The KDL Way Info Guide

• Provide consistent information to 
staff.

• The what, why, how, and where 
to go for resources. 



The KDL Way Team Huddle



Overcoming the Roadblocks

• Misconceptions 

• Serving people can be stressful 

• Workloads and staffing models

• Rules 



Overview

1. Affirm (or reaffirm) your library’s purpose. 

2. Prioritize your service standards.

3. Be clear about expectations and give staff the tools they need to succeed.

4. Work with your team to overcome roadblocks together.



Questions?
Kaitlin Tang 

ktang@kdl.org

616-647-3969

Carrie Wilson

cwilson@kdl.org

616-647-4145


