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Case:  Improving Decision Making and Patron Service in the King County Library System
	Bill Ptacek, the new director of the Ring County Library System, has developed a long-range strategic plan.  The plan called “The Year 2000 Plan” ensured library resources were maximized and the library provided resources for the growing community. 
	The organizational culture of the library system needs to improve.  Staff members are complaining about Service Center management.  New programs were implemented which employees found difficult to implement and created extra work.  Lack of staff training for new technology also created complaints from staff members.
	One problem that existed was the video loan program.  The new policy allowed for a fourteen-day allowance for return to the library; this timeline created bare shelves and a long waiting list for videos.  This policy was changed to ten-day rental term to allow better return time.  No information was given to patrons creating poor communication.  
	Many librarians were upset about the change to the central selection process.  This process allowed for the book buying process to be completed at one location.  Many librarians looked forward to ordering books for their community.  Branch librarians were upset that they were not informed or included in the decision-making process.
	 Bill Ptacek was focused on improving the long-range strategic goals of the library but he failed to included staff members in the decision-making process.  This lack of communication led to poor morale with branch librarians.  Collaboration with team members creates better teamwork and cooperation when dealing with change.   	
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