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Service Standards 
 

Customer Service 

• We acknowledge voice mails received in one business day. 

• We acknowledge emails received in one business day or there will be an auto-responder in place to let 

members know the date we will get back to them. 

• We set a follow up timeline for outstanding communications with our partners. 

• We deliver renewal pricing a minimum of one month before renewal date. 

• We communicate service outages as soon as possible and prioritize their resolution above other tasks. 

• We respect the confidentiality of information received from our partners. 

• We make sure our work is accurate, take responsibility for our mistakes, and learn from them. 

 

Work Standards 

• We determine and include appropriate stakeholders in each project and service. 

• We arrive to meetings prepared and on time. 

• We set and meet deadlines. 

• If we cannot meet these standards, we will communicate that information to all stakeholders as soon as 

possible. 

• We produce and maintain documentation of procedures, decisions, and significant communications. 

• We will learn and use internal tools and processes to stay collectively organized, connected and 

efficient. 

 

Strengthen WiLS 

• We work as a whole and maintain a culture of mutual respect and support. 

• We each visit or meet face-to-face with our members once a quarter. 

• We provide ongoing opportunities for partner feedback as well as solicit feedback on specific projects 

and services. 

• We evaluate ongoing projects and priorities quarterly to ensure they advance our mission and values. 

• We proactively review and update information we have about our partners and information we send to 

our partners. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The more you know… 
  

Not sure what everyone is doing on a daily basis?  Check Google calendar. You can add 

all WiLSians’ calendars to your view to see who is available and when. You can assign 

each of your coworkers a different color and then you will have a rainbow of events to 

view to brighten your day! 

 
 



 

   

Pa
ge

 3
 

Inside Jokes 
What’s a great organization without jokes? These too, are necessary.  

 

• Meet Kyle: WiLS' Most Important Employee 

Kyle is the best. 

 

One of the things you’ll notice right away about your colleagues is that they take their mistakes very 

seriously, teetering on the edge of Impostor Syndrome. They are all very capable but the inner voice 

begs them to do better. All. The. Time. 

 

Yet, we all make mistakes, and this is where Kyle will become your favorite colleague. 

 

Kyle is the worst. 

 

Kyle is WiLS’ scapegoat for all the things that go wrong: all the letters that are lost in the mail, all the 

emails in the Drafts folder that should have been sent, all the accidental reply-alls, all the math errors in 

MOUs, all the personal purchases you accidentally put on the company credit card, all the typos in 

emails to important people, all the agendas left on the printer at home. Kyle is responsible for all of 

those things. 

 

We fired Kyle once - he makes a lot of mistakes! - but we need Kyle. We hired him back that same day. 

We bought him chocolates to apologize but we lost the receipt because of Kyle so we couldn’t get 

reimbursed. 

 

• Sprinkles  

Embedded in the notion of WiLS-iness is our underlying desire to spread joy and delight, the bonus stuff 

that makes work fun and enjoyable, like sprinkles on your donut. You’ll find sprinkles in our Gmail logo 

and jars of them on some of our desks. 

 

• Naming conventions for library staff  

We work with a lot of library staff, and sometimes, we can’t remember their names, and often resort to 

using first names and location. The deprecated convention for structuring these names is {First Name} 

from {Institution}. The modern and preferred method is {Institution} {First Name}, which makes for more 

amusing combinations and makes us feel less bad about our memory lapses.  

 

• Appropriate uses of Urban Dictionary  

Making Stef feel slightly uncomfortable. 

 

 

 

 

 

 

 
 

The more you know… 
 

Stef has a squirrel costume. You read that right. A squirrel costume. If you’re nice she 

just might show you a video of her dressed in said costume.  

  

 

https://www.dropbox.com/s/opofk5ook7ej0e7/Spinkles%20of%20Collaboration.gif?dl=0
https://www.slideshare.net/wilsjen/wiscnet-presentation?ref=https://www.wils.org/publications-and-presentations/january-june-2014-staff-presentations/
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Pets 
WiLSians have pets. Many pets. Sometimes the pets are well-behaved and sometimes they leave cryptic 

messages in Slack or do their best to disrupt meetings. However, they are very much loved and you may hear 

about them occasionally… well, probably a lot. Like, all the time. I mean, come on. Look at these faces: 

 

                                        

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

Meditations on the Nature of WiLSiness 
WiLSiness is a word coined in the early days of the new WiLS. Its purpose is to pull together the ideals that we 

were trying to promote and live in our daily work. It's an ephemeral combination of optimism, honesty, 

earnestness and hard work. It's the joy that comes from doing our best work in the service of our members and 

their patrons. It's believing, really believing, that the work of our members makes a difference in the lives of 

people and that our work makes a difference to our members. 

 

WiLSiness is, essentially, shorthand for our organizational values. 


