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Collaborate for success. The grant was such a major success
because of the people involved, the dedication of the libraries,
and the expertise of the consultants. Without any one of these
elements, the project would not have happened.

Overall, the most powerful aspect of this project for me was 
the unique ability of individual libraries to make change that
empowers, enriches, and enlightens their patrons. Seemingly 
simple changes, like removing paperback spinners from an 
underused space or using painted wooden letters above the 

circulation desk as a sign, changed how patrons interacted 
with the library on a fundamental level. People were engaged 
in library services, felt more comfortable in library spaces, and
were made aware of even more resources at their disposal. 

All of these changes were in the hands of the library staff. 
All it took was focus, research, and determination to try 
something new to make it happen. This core of service 
inherent in libraries is truly reflected in the spirit of the
Customer-Focused Library project. 

  Viterbo University, La Crosse, Wisconsin |

“Don’t try to change 
people’s behavior; 
identify and design 
for it.”— Ann Marie Luthro
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