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LCW PRESENT  
Jane Blume, Academic 2-Year  
Nancy A. Bunker, Academic 4-Year 
Kyle Cox, Public Libraries Over 100,000 
Patricia Cutright, Cultural Diversity  
Eliza Dresang, Ex-Officio,University of  
   Washington iSchool 
Trish Henry, School Libraries  
Marci Howells, School Libraries  
Priscilla Ice, Information Technology  
Jim Loter, Information Technology  

Cynthia Lucas, Special Libraries  
Valerie McBeth, Special Libraries  
Pam Nyberg Kiesner, Public Libraries      
   Under 100,000  
Christine Peck, Rural Libraries  
Rand Simmons, Ex-Officio, Washington 

State Librarian 
Valerie Wonder, Disadvantaged 
 

  
WSL PRESENT SPECIAL GUESTS 
Jeff Martin, Program Manager  Davin Diaz, Mid-Columbia Libraries 
Staci Phillips, Administrative Assistant  

 
WELCOME AND INTRODUCTIONS  

Valerie McBeth, as Chair, welcomed Council, and opened the meeting. Those attending 
introduced themselves.  

APPROVAL MARCH 27, 2014 MEETING NOTES 

The March 27, 2014 meeting notes were reviewed. Priscilla moved and Marci seconded 
that the notes be approved as presented at the meeting. 

REVIEW MEETING AGENDA 

The meeting agenda was reviewed. No changes were made. 



 

 

STATE LIBRARIAN’S REPORT  

Rand provided his State Librarian’s report in which he discussed: 
 Visiting the Northwest Indian College library grand opening. 
 Visiting the Whatcom County South Branch opening in Sudden Valley.  
 Attending the Central Washington University Brooks Library Gala.  
 Washington State Library hosted the 9th annual “Letters About Literature” contest. 
 Several people were inducted into the 10 Square Club- one attendee at the high 

tea.  
 State Library Budget  

o A general discussion about the Washington State Library budget.  
 

 
GATHERING IDEAS 

Seven ideas were reviewed, discussed, and voted on. The top three will move to the 
next level.  These are:  
 
14-GI-002. Libraries as Open Education Leaders (weighted total 11) 
14-GI-016. All Aboard For Kindergarten (weighted total 17) 
14-GI-020. Living Voters Guide (weighted total 15) 
Weighted total – a bigger number is more highly rated 

TOUR OF THE WEST PACO BRANCH LIBRARY 

Kyle Cox, director of Mid-Columbia Libraries and Erin Meneely, Operations Director, 
conducted a tour of the new West Pasco Branch Library. Designed with heavy input from 
the community, it is a unique facility geared mostly toward children. This is reflected in its 
whimsical, engaging décor that includes flying books, indoor trees, and mushroom 
stools.  

CONTINUING EDUCATION 

The Guestology Program at Mid-Columbia presented by Kyle Cox and Davin Diaz from Mid-
Columbia 

Guestology: 

The art and science of knowing and understanding your customer’s needs, wants, and 
perceptions.  

Based on the Disney School Guestology planning model, this is a data driven program using 
community based planning to determine customer needs and expectations. “Know your customers, 
learn who they are, understand what they want.” 

Needs are most obvious, wants are less obvious. Customer perceptions are important to know in 
order to find out what stereotypes and preconceived notions about your organization and/or 
profession may be influencing customer behavior and satisfaction. Knowing these perceptions can 
give invaluable clues to the expectations, emotions, and how your customers generally feel about 
your company or service. Strive to keep positive perceptions at the forefront.  

What you think people want and what they really want can be very different. Find out what they 
REALLY want.  Ask questions but measure behaviors. Sometimes what people say they want is not 
reflected in how they behave. Example: people wanting to be able pick up holds without going into 
the branch but in actual practice nearly always going into browse when picking up holds. Determine 
your customer base. You can’t be everything to everybody so find out what your customers really 
want and give it to them, reduce other areas of lesser importance, make sure the services reflect 
priorities and continually measure goals. Customer needs and satisfaction are a “moving target”.  



 

 

 

2014 MEETING DATES AND LOCATIONS 

The new Lummi Library was identified as the location for the September 25, 2014 
meeting, and a Tacoma School District was chosen as the location for the November 4, 
2014 meeting. 

INFORMATION SHARING AND UNFINISHED BUSINESS 

Library Development Report 
 Permission was given to hire a new grants manager and the position will be 

posted Thursday, May 15, 2014.  
 Three Council members are retiring in December; recruitment will occur in the 

summer/fall.  

 
WRAP UP; ITEMS FOR NEXT AGENDA 

Gathering Ideas decision report on the three priorities going forward will be discussed at 
the September meeting.  

ADJOURNED 
  


