
How to provide assistance to 
statewide customers with grace 

and ease.



Tips for a local chat
Mary:  Do you have any non-fiction books about penguins?

Librarian: Hi Mary. This is a very popular topic.

Librarian: Almost any library will have a number of titles on penguins.

Librarian: When you stop by, just ask anyone at the Reference Desk to direct you 
to the right sections.

Librarian: Can I help with anything else today?

Mary: Can you please check if they have it at the X branch?  

Librarian: Let me look; hold please.

Mary: ok

Librarian: There are more than 67 in X County library system; all branches should 
have some. If they are not on the shelf or checked out, they can request them 
for you.

Consider why the 
patron is using AAL. 

You can use 
Knowledge Base to use 
the catalog to find out.

Use the 
catalog to 
answer.

If she has a report on penguins that is due soon 
she will want to know which library has the 
books she needs.  If it is a popular topic, all the 
books at one branch may be checked out.

This is an opportunity to 
show the patron how to find 
and use the catalog and 
place requests.

http://askalibrarian.org/kbNew/knowledge_base.php

