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Presentation Expectations 

• Review appropriate customer service responses  

• Review anatomy of the teen brain 

• Discuss/Identify common problem patron behavior 

• Review ways to encourage teen development 

• Be able to define “spark”  

• Role play “spark” conversation starters 



"Do not underestimate the service component of this 
profession. Don’t become a librarian because you love 
books. Books are just another (though wonderful) tool in 
an ever expanding, multi-media world of information. 
Become a librarian because you love people." ~Kate Tkacik 
~Shhh, No Running In the Library blog, 7/8/2011 
 
 

Image courtesy of Simple Complexity 

Presenter
Presentation Notes
Customer service to teens needs to be targeted to match teenage development and physical capabilities just as services to young children or adults do. 



Boone County Public Library 

Presenter
Presentation Notes
We talk a lot about teens and young adults, but who are we really talking about? The Young Adult Library Services Association defines young adults as people ages twelve to eighteen. Increasingly, we’re seeing younger kids coming into teen spaces, so it is not unusual for a teen services librarian to work with tweens and teens ranging in ages from nine to eighteen. During this short period of time, teens are undergoing tremendous physical and emotional growth. Understanding that biology can help library staff best serve teens’ developing needs. [Presenter]Ask the audience: What do we think of today’s teens?Ask the audience: What do teens think of us?



“…bad behavior comes from somewhere…” 

• Everybody is dealing with something/someone 

• I could be dealing with someone who has a 
learning disability, AD/HD, Asperger's, etc. 

• Teenage brains are still developing  

 

~Letters to a Young Librarian blog, “Dealing with Difficult Patrons”, 1/24/12 

Presenter
Presentation Notes
Bad behavior can also stem from bad assumptions each party carry of the other. 



Great customer 
service should be… 

 
• Friendly and 

approachable 
• Consistent 
• Informed 
 

Boone County Public Library 

Presenter
Presentation Notes
Here are some general rules of thumb for providing great customer service to teens.1) It should be friendly and approachable�For example, smiling and greeting teens as they come in. Teen materials should be easily found both in the physical library and on websites.��2) It should be consistent�Teens should get the same rules each time they come in and know what to expect. Don’t allow food one day and not the next, just allow it in a designated area. ��3) It should be informedStaff should have materials set aside or in lists for common homework assignments. Staff should not expect teens to think ahead or understand assignments as adults might, or to be able to articulate needs as easily.�



Do you know the science of the 
teen brain? 

Image courtesy of: Wall Street Journal online, What’s Wrong with the Teenage Brain? 
1/28/2012, www.wsj.com 

Presenter
Presentation Notes
As Frances E. Jensen, professor of neurology says: “The teenage brain is not just an adult brain with fewer miles on it” (Deborah Bradley Ruder, “The Teen Brain: A Work in Progress,” Harvard Magazine, Sept.-Oct. 2008). In MRI scans, the teen brain looks different from the adult brain. In teenagers, the body is still shaping the brain’s grey matter––those powerful little cells that enable people to do their thinking and reasoning. In addition, teens and adults use different sections of their brains, particular when it comes to impulse control and reasoning activities. The teenage brain is rapidly developing neural networks in the brain. This growing process makes the teen brain agile, which makes teens able to learn new things more quickly than adults. This may help explain how teens can be so much more agile with new technologies! However, as neurologist Jensen notes, during this time of neural development, some parts of the brain are not yet connected to one another, which affects a teen’s ability to reason and leaves the teenage brain susceptible to external stressors and environmental influences.What does it mean that they are easily influenced by environment? Peer pressure. Teens can often make poor choices by listening to the influence of their friends rather than thinking through a decision for themselves. There are physical reasons for teen behaviors. We can’t always understand it, but we can learn to recognize it and know that there is science behind it.Risk assessment and impulse control are the pieces of teen development that give adults the most concern. Where adults might pause before heading into a dangerous situation, we’ve seen that teen brains are still working to develop the capability to pause and reflect.The US Department of Health and Human Services defines this lack of risk perception in teens:�“Teens were found capable of reasoning about the possible harm or benefits of different courses of action. However, in the real world, adolescents still engaged in dangerous behaviors, despite understanding the risks involved. Both the role of emotions and the connection between feeling and thinking need to be considered when trying to understand the way teens make decisions.”Even the smartest, most mature-seeming teens are susceptible to poor judgment––they simply can’t help it physically.



What behavior are 
you modeling? 
 

•Non-verbal body language 
•Negative Attitude vs. Positive 
Attitude 
•Are you listening or 
speaking? 
 

When 
Responding…. 
 

•Are you being emotional? 
•Are you questioning /engaging? 
•Are you using jargon? 
•Do you know library policy? 

 
 
 

Image courtesy of www.deathandtaxesmag.com 

Presenter
Presentation Notes
After the skit, discuss the following questions: What did the teen do wrong?  How about the librarian?  What could have been in place to help avoid this situation or make this into a good example?We have talked a lot about teen brain development today. Some specific examples of how the teen brain is affecting the teen’s approach to the assignment here can be seen with the lack of advance planning, the lack of complete information about the assignment, and the difficulty communicating and interpreting the librarian’s reactions. Preparing bibliographies and having proactive staff will help ease the situation, but we know now that the teen has physical reasons for what we may see as irresponsibility with homework. Gaining knowledge and understanding is the best defense against a bad result as the one we just witnessed.A reference interview between library staff and teens can be fraught with misconceptions. Once staff understand teen development they can strategize ways to help. In combination with consistent, friendly, energized customer service, future interactions with teens will be more successful. 



Guidelines: Customer Service 

• Courteous and professional customer service 
at every service point.  

• Continuous staff development 
• Respect teen’s need for privacy  
• Service by trained personnel 

 

Presenter
Presentation Notes
Adopted by YALSA in 2007, the Guidelines for Library Service to Teens detail ways in which library staff workers can provide excellent reference service to teens while being aware of the unique needs of teens. Provide teens with courteous and professional customer service at every service point. This goes along with the whole library approach that we’ve been talking about today, that teen services doesn’t just start and end in the teen room. Promote a more beneficial working relationship with teens through continuous staff development and education.  Integrate library services to teens with those offered to other user populations. We discussed how library services to other age groups can be specialized and how library service to teens can help them grow. But consider how having teen volunteers teach seniors how to download e-books combines good service to both groups. There are many ways to offer targeted service to more than one group at a time.Assure that services for teens embrace cultural diversity and economic differences. This encompasses more than having a variety of services and can be done in smaller ways also. Offering vegetarian food choices at teen events is one example of appealing to diverse teens. Getting donations or working with other agencies is a good way to extend the library’s resources and reach.Train all staff members to respect the teen’s need for privacy and non-judgmental service. It seems like this one is common sense but it’s good for everyone to have reminders on this for service to all ages. Provide services by teen specialists or certified school library media specialists as well as by others who are trained to serve teens.The more we know, the easier our job becomes. That is with anything, but especially with teens and their rapidly changing needs and tools. 



Whole Library Approach 

Boone County Public Library 

CC photo by Wilhei55 

Presenter
Presentation Notes
Friendly customer service and patience help welcome all ages to the library. Teens often feel awkward and unsure of themselves and so a friendly smile can go a long way. Teens are also in a time of transition, as they are bridging both the youth and adult sections of the library and perhaps not feeling at home in either. It is quite likely that teens may need a little bit more help in finding the materials they need, and this is where the whole library approach comes in. As we’ve talked about today, a key to providing good library service to teens is having the entire library staff involved in that service. Professional development trainings are an important component to providing that service. Through trainings, staff, who do not regularly work with teens, learn about why teens act they way they do, strategies for addressing teen behavior, and best practices in teen services. It helps to realize we are in this together and strategize how to make our jobs easier for ourselves and the patrons we serve. Getting techniques and understanding about teen behavior is one of those strategies.As we discussed earlier in presentation today, all departments in some way serve teens, and collaboration between those departments is key. It can be as simple as making sure everyone knows what teen programming is going on that day so that if a teen asks for directions, anyone in the library will be able to help him or her. Or if a library staff worker talks to a teen about their behavior issue, that staff worker makes sure that the youth services staff know, too. When everyone is on the same page, teens receive better more consistent service.Administrative support is so essential to everything we do, as we know. Hosting this workshop is a way the administration has shown that it wants the library to serve teens and it also wants to support staff with the tools they need to serve teens in a way that is comfortable for both staff and patrons. 



Supporting Teen 
Development 
 
Support of physical 
and emotional growth 

 
Search Institute 40 
Developmental Assets  
 
Seven Needs of Early 
Adolescents 
 
YALSA Young Adults 
Deserve the Best 
 Boone County Public Library 

Presenter
Presentation Notes
There has been much written about the developing teen brain and how to best foster and support young adults, both emotionally and physically as they go through the turbulent years of adolescence. Research suggests supporting teens emotional growth by providing positive role models and giving teens space to negotiate social interactions on their own, experience leadership opportunities, and explore their interests through structured or unstructured play. While it may seem like these facets of service are common sense, it can be surprising to see how library services to young adults help them with fundamental developmental needs. Rather than merely providing materials, young adult library service can actually build a foundation for the character and direction of a young person’s entire lifeBoth the Search Institute’s 40 Developmental Assets and Judith Davidson and David Koppenhaver’s Seven Needs of Early Adolescents provide resources for how organizations can understand teen development and support that development. In their book, Adolescent Literacy: What Works and Why, Judith Davidson and David Koppenhaver identified seven needs of early adolescents that can be found in all teens. Libraries will find that many of the activities and programs they offer support many of the seven needs of early adolescents.The Institute has studied young people and communities and found forty factors, or developmental assets, that they believe build happy and healthy young adults. Knowing the assets can reinforce the importance of what we do, from offering a teen advisory board to promoting an online database.[Presenter]The Search Institute 40 Developmental Assets are available at: http://www.search-institute.org/content/40-developmental-assets-adolescents-ages-12-18Seven Needs of Early Adolescents are available at: http://www.arbetterbeginnings.com/downloads/SAToolkit/LE10.pdf



The 10 most common sparks among American teenagers 

 • Creative Arts 
• Athletics 
• Learning (e.g., languages, science, history) 

• Reading 
• Helping, serving 
• Spirituality, religion 
• Nature, ecology, environment 
• Living a quality life (e.g., joy, tolerance, caring) 
• Animal welfare 
• Leading 

 



No one asks me… 

• Spark is a life orientation; a passion 

– not the same as vocational planning 

• Ask! What is your spark?  

• Name it 

• Affirm it 



What is your Spark? 

• Reflect on your way home 
• Is it the same as when you were 16? Did it 

change? 
• Practice your spark dialog with your family, 

friends, co-workers 
 

 



Spark Challenge 

Image courtesy of http://prattcenter.net/event/spark-market 

Presenter
Presentation Notes
Find a young person and ask them to share their spark



Thinking of our own opportunities and choices 
that we’ve encountered in our own lives can 
help give us a better perspective on the 
influence we do have on teens. Who do you 
remember or who is helping guide you now? It 
might have been something seemingly small 
that made all the difference. 

~YALSA Blog, 2/9/12 



We were all teens… 

http://www.time.com/time/covers/0,16641,19650129,00.html 

Presenter
Presentation Notes
Teen hysteria is nothing new…Read “paperball fight” responses from middle school career day; remind people about library stereotypes and how we must proactively fight these and practice good customer service.http://www.time.com/time/archive/collections/0,21428,c_teens,00.shtml 



 
Questions? Thank you! 

 
 
 

Boone County Public Library 
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