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By Sandy Morgan and Bruce Jenks,
Multnomah County Library
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and Setting Boundaries

in Virtual Service



Best practices for troubleshooting technology virtually

Practical language to substitute for library jargon

Strategies to redirect the conversation
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o Over 107, OOO contacts each year
l' Telephone chat text, email
e 15 employees
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Multnomah County Library's Virtual Contact Center




Libraries are more important today than ever before

You could get by without books,
you can't get by without computers




Jargon Is a barrier

Use Boolean losgic 3
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The Digital Divide




Virtual tech help solutions
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Remember what you may represent

YESTYES!

LET THE BUREAUCRACY FLOW
THROUGHYOU! . .......

When a patron reaches out to you

they may see you as a stand-in for:

An authority figure
The police

The government

The education system
White people

The President




Intentional Inclusion
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When you think it's going to be this...




And Iit's this




Virtual interactions

When to draw the line




Don't react to the conversation
Direct it




Stock Phrases to Control the Conversation

“Do you have a library qguestion?”

“That is an inappropriate remark, can we focus on your
library question?”

“Here are the options.”

“I want to help you; | will need to disconnect if you continue
using that language.”

"You're welcome to call back when you can speak calmly.”




REMEMBER

Libraries are more important now than ever

Jargon can be a barrier

Equitable and efficient services requires setting boundaries
Don’t take it personally

You're already doing a great job!
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Renewal
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OPAC
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Web Brouwser

— ﬂ/\k ﬁMr@ SjW LAS( {'\’) ?@/r on “{/C\{ [\HW

_ et e g ik fo opea ool 7/




Lot Gov (0¥ o
U

G Lt Goanal
FYON Saaafeh v MR Tuded
cléar youmr ;"\P*’fu’(i\ Lty j’\) oy Sw Ly 5({&9 V;JL;’(‘V\;VSL

e

B B&ur\i'\‘mca_ ¢ —\4\0 .Q\j\dQ\A(,Q
™ Deloke P hishny of what qos have beonm foobivg ot

4 whith g yas Nyited., Al ot ﬁjd e Jonad ,/




Carl‘a\oﬂi ng

; [ 1 i : Mo Coabnl ~ -
Qm*ﬁ/j ‘\ ornoadon pa e Cafinfog S You can B -\
‘ e JoiL 20Ky \X Loy |

Doscrbe ok He dem 15 elboud wnd]
WW‘\ o e looKs \ly\Q SES

ot g can And @ c«aaai\q

@@ éMno) beoks, DS (D5 “Hags" o kd;)q T forndd
sl e sr e fndo.

Give Woxs besk o +{;\>‘-(,. G666t ale WoNs va\\eng\ &JH\\ a ‘LO?L"(_




Matevale € CO\)rsQ« Resev\‘es
~ 1 \atevall \ov »V» Q\433

‘ol T T = + 9 —\
U2 T=xboo i O‘\\ € STwi (SIS Con ¢ VIR Ow % of J K
- | &2 ! h,a |1L)(o(

malrials fhar JM car access Jeheck- our

)tf.%pow’tm@‘”j
Feum  the wvskard




NF at UO UofD - Mar 29
#ONWI19 - Promoting Equity with Virtual Library Service




£ ok : . provide access to information in many ways!
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Kellyf @kellymce - Mar 29
My phone is almost dead, but this talk about virtual library services at
@MultColib is great: talking about how, to users, we may just be another person

behind a desk saying “no.” #onwl9
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KellyfF @kellymce - Mar 29 v
And what great practice translating library/tech jargon — a web browser is the

thing you use to get on the internet. #onw19
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When users are hostile, set boundaries,

and always come back to “do you have a
library question?” #onw19 Ahh,
emotional labor in public service!
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They're not talking to you, they're talking to The Library. #onwl9
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