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The 2025 Leaving Cert access programme will include a feedback form for service enhancement. The Client Services team are developing a website space filter tool.

The team appreciated the service principles activity facilitating diverse opinions and perspectives, and how their input influenced and shaped future developments. The
activity encouraged critical thinking and highlighted the interplay between Client Services and student needs. This process sparked innovation and generated new ideas, and
built on the six thinking hats method the team used for problem-solving.
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UCC’s Service Principles were developed to ensure high-quality service delivery to students, providing staff with tools to evaluate and enhance their procedures. Within
UCC Library’s Client Services, these principles helped the team define their roles and fostered a unified identity and shared goals. This initiative also supported the
integration of improvement areas into individual development plans as part of a Performance Development Review cycle.

UCC’s Service Principles

Evaluating Client Services through a Service Principles Lens
The Library’s Vision & Plan Service Excellence principle anchored the project. In Summer 2025, the team assessed the five
principles — Trust, Connected & Responsive, Universally Designed, Sustainable & Innovative, and Continuously Improving
— individually, in groups and at team level. 55 service principle questions were each scored out of 5 and the team scored
19 of these with a 1 or 2. From these the team identified three key areas and focused on critical questions to enhance
service quality. Quarterly check-ins were established to maintain commitment and an annual reassessment is forthcoming. 

The team had already adopted the phrase “you can do anything, but not everything” which they used to prioritise core
practices. Using this approach with the GROW (Goal, Reality, Obstacles/Options and Way Forward) coaching model, the
team further clarified goals, increased accountability, enhanced problem-solving, and improved communication, ultimately
boosting service quality. This in turn fostered stronger team relationships and drove performance. 

Future Initiatives & Conclusion

The team used whiteboard post-its to reconcile
different group scores and facilitate reflection.

Enhancing Services That Are... 

Consistently prioritising universal design and
accessibility in the service.

Using user feedback to enhance how service operates to the
principles of sustainability and innovation delivery

Consider challenges identified in the UN’s SDGs.
Learning from external stakeholders to enhance

service quality and impact 

Continuously
Improving

Sustainable & Innovative Universally
Designed


