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Building a Culture of Connection and the
Power of Trust

Shaping Workplace Culture:
Understanding, Defining, and Nurturing a

Positive Environment

Building Trust from Within: Cultivating a
Collaborative and Supportive Culture

 Dealing with Burnout and Trauma &
Overcoming Staff Morale Challenges
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Moving Forward 



AACPL BY THE NUMBERSAACPL BY THE NUMBERS  AACPL BY THE NUMBERS 



BUILDING A CULTURE OF CONNECTIONBUILDING A CULTURE OF CONNECTIONBUILDING A CULTURE OF CONNECTION
Current stateCurrent state

of affairsof affairs
Current state

of affairs
libraries combatlibraries combat
loneliness & Socialloneliness & Social
IsolationIsolation

libraries combat
loneliness & Social
Isolation

empowered staff =empowered staff =
empowered communityempowered community
empowered staff =
empowered community



POWER OF TRUSTPOWER OF TRUSTPOWER OF TRUST
EnhancedEnhanced
Collaboration Collaboration 
Enhanced
Collaboration​

IncreasedIncreased
Productivity Productivity 
Increased
Productivity​

BetterBetter  
Communication Communication 
Better 
Communication​

retention ofretention of
talent + Lowertalent + Lower
staff turnoverstaff turnover

retention of
talent + Lower
staff turnover

internalinternal
advancementadvancement
internal
advancement

innovation &innovation &
risk takingrisk taking
innovation &
risk taking

customercustomer
satisfactionsatisfaction
customer
satisfaction

resilenceresilenceresilence



WAYS TO BUILD TRUSTWAYS TO BUILD TRUSTWAYS TO BUILD TRUST

culturalcultural
humilityhumility
cultural
humility

compassionatecompassionate
leadershipleadership

compassionate
leadership

pyschologicalpyschological
safetysafety

pyschological
safety









Everyone plays a part- no matter your tenure or position

Missions and policies must align with values

Collect regular feedback

Look for opportunities to embed staff voices

#02#02#02

#03#03#03

#04#04#04

SHAPING WORKPLACE CULTURESHAPING WORKPLACE CULTURESHAPING WORKPLACE CULTURE
#01#01#01

DO IT NOW: Explore the
mission & vision statements

of libraries you respect.
Consider updating your

strategic plan. 



ALA Code of Ethics: 
"We treat co-workers and other colleagues with respect, fairness, and good faith, and advocate
conditions of employment that safeguard the rights and welfare of all employees of our institutions."

BUILDING TRUST FROM WITHINBUILDING TRUST FROM WITHINBUILDING TRUST FROM WITHIN
DO IT NOW: What can you do

that demonstrates your trust
in staff? 

Clearly define & communicate
organizational goals
Encourage creativity and shared
ownership
Real world examples- flexible
scheduling, book displays, making signs



Current realities: violence against staff,
among customers, political threats &
intimidation, compassion fatigue

Solutions: prevention, support and
recovery, training & self care, policies
that prioritize staff well being, engaging
with community & stakeholders

DEALING WITH BURNOUTDEALING WITH BURNOUT  
& TRAUMA& TRAUMA
DEALING WITH BURNOUT 
& TRAUMA

DO IT NOW: Consider a Trauma-
Informed training



OVERCOMING STAFF MORALEOVERCOMING STAFF MORALE
CHALLENGESCHALLENGES
OVERCOMING STAFF MORALE
CHALLENGES

Acknowledge stress and capacity
Provide necessary resources: EAP,
Debriefs, Counselors, Administrative
leave 
Listen to front line reports
What are the small wins you can
achieve?
Hours change example
Strong whistleblower policy
Build relationships with staff and
between staff and management

DO IT NOW:  Have ways for staff to express
complaints & compliments. 



BBUILDING BRIDGES: STRATEGIES FORUILDING BRIDGES: STRATEGIES FOR
EARNING TRUST WITH EXTERNALEARNING TRUST WITH EXTERNAL
AUDIENCESAUDIENCES
BUILDING BRIDGES: STRATEGIES FOR
EARNING TRUST WITH EXTERNAL
AUDIENCES

The foundation of public libraries is trust: information
integrity, bridging gaps in the community, physical safety,
privacy and a welcoming environment. 

policypolicy
transparencytransparency
policy
transparency

Code of Conduct 
Materials &
program selection
Circulation

customerscustomerscustomers
Communicating
with customers &
protecting their
privacy 

compassioncompassion  compassion 
Eating and
sleeping in the
library

DO IT NOW: Consider
what might go right if

you allow food or drink
and sleeping in the

library. 



BUILDING TRUST, SAVING LIVES:BUILDING TRUST, SAVING LIVES:
LIBRARIES AT THE INTERSECTION OFLIBRARIES AT THE INTERSECTION OF
PUBLIC HEALTH & COMMUNITY CAREPUBLIC HEALTH & COMMUNITY CARE
BUILDING TRUST, SAVING LIVES:
LIBRARIES AT THE INTERSECTION OF
PUBLIC HEALTH & COMMUNITY CARE

Opioid EpidemicOpioid EpidemicOpioid Epidemic

Reproductive healthReproductive healthReproductive health

period povertyperiod povertyperiod poverty

Gun locksGun locks  Gun locks 

covid test kitscovid test kitscovid test kits

DO IT NOW: Reach out to your local
health department or similar non-
profit to start conversations about

partnerships. 



TANGIBLE STRATEGIES FOR BUILDINGTANGIBLE STRATEGIES FOR BUILDING
TRUST THROUGH SOCIAL MEDIATRUST THROUGH SOCIAL MEDIA
TANGIBLE STRATEGIES FOR BUILDING
TRUST THROUGH SOCIAL MEDIA

•Risk vs reward 
•Review internal social media policies
•Learning opportunities
•Encourage sharing of library events/programs/services 
by staff on personal pages – pride in library work

DO IT NOW: Consider what
would happen if you

allowed postings from all
levels of staff. 



COMMUNITY-DRIVEN INNOVATIVECOMMUNITY-DRIVEN INNOVATIVE
PROGRAMMINGPROGRAMMING
COMMUNITY-DRIVEN INNOVATIVE
PROGRAMMING
•What is your community asking for and are you asking? 
•Are policies standing in the way?
•Create a mindset of entrepreneurial staff and tailored
services
•Example: PGCMLS's "These Books Made Me" podcast
•Combo of staff interests/expertise & customer demand 
•Encourage innovation DO IT NOW: Do your staff have

special talents? How can you
encourage them to share

those talents? 



Recognize that
progress may be

slow at first &
 staff will make

mistakes

Some
customers/board

might not be happy
with changes

Resistance might
arise internally

MOVING FORWARD- WHAT WILL WE FACE?MOVING FORWARD- WHAT WILL WE FACE?MOVING FORWARD- WHAT WILL WE FACE?



MOVING FORWARD - WAYS TOMOVING FORWARD - WAYS TO
ENSURE SUCCESSENSURE SUCCESS
MOVING FORWARD - WAYS TO
ENSURE SUCCESS

focus on internalfocus on internal
marketingmarketing

focus on internal
marketing

Don't be afraid to takeDon't be afraid to take
risksrisks

Don't be afraid to take
risksWhat do I do if I'm ready to make changes,What do I do if I'm ready to make changes,

but others aren’t?but others aren’t?
What do I do if I'm ready to make changes,

but others aren’t?

Start with small wins
Try a pilot
Use data to make your case
Encourage collaboration with other systems
Find internal champions
Frame change around leadership priorities
Be ready for pushback and don’t be
discouraged by challenges



DO IT NOWDO IT NOWDO IT NOW

act withact with
  urgencyurgency
act with
 urgency

lead withlead with
compassioncompassion

lead with
compassion

foster a culturefoster a culture
of risk takingof risk taking

foster a culture
of risk taking

build trustbuild trust  
dailydaily

build trust 
daily



CONTACT US & BUY THE BOOKCONTACT US & BUY THE BOOKCONTACT US & BUY THE BOOK
christine feldmannchristine feldmannchristine feldmann
cfeldmann@aacpl.net
410-353-2862

catherine hollerbachcatherine hollerbachcatherine hollerbach
chollerbach@aacpl.net
410-980-156920 % OFF CODE- GLR BD820 % OFF CODE- GLR BD820 % OFF CODE- GLR BD8
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