
 Minutes of the Meeting of the 
Lafayette Public Library Board of Control 

 
October 26, 2015 

 
 
 The regular meeting of the Lafayette Public Library Board of Control was held in the 
Library Board Room on the 3rd floor of the Main Library at 301 W. Congress St. on Monday, 
October 26, 2015.  Yung-Hsing Wu, President of the Board, called the meeting to order at 
5:05p.m.    
 
I. Roll Call 

 
Board Members Present: Adele Blue, Andrew Duhon, Amy Goode (arrived at 5:10), 
Joseph Gordon-Wiltz, Jamal Taylor, Joan Wingate, Yung-Hsing Wu 
 
Board Members Absent:  Suzanne Dardeau 
 
Administrative Staff Present:  Sona Dombourian, Director; Teresa Elberson, Assistant 
Director; Linda Broussard, Manager of the Main Library 
 
Members of the Public:  Danny Gillane (library staff) attended as a member of the public. 
 

II. Approval of Minutes 
 
 A motion to approve the minutes of the September 21, 2015 Regular Meeting was made 
by Joan Wingate and seconded by Andrew Duhon.   
  
 Yeas:  Blue, Duhon, Gordon-Wiltz, Taylor, Wingate, Wu 
 Nays:  none 
 Abstain:  none 
 Absent: Dardeau, Goode  
  
The motion to approve the minutes of September 21, 2015 was approved.   
 
III. Director’s Report and Comments 
 Mrs. Elberson reported that the Library is changing from the Dynix Classic Integrated 
Library System (ILS) to the Symphony ILS.  The Dynix system was originally installed in 1996.  
The last day will be October 31st.  The new system will take four days to go live and 
accommodations have been made to minimize the inconvenience to patrons.  A new notification 
system will be implemented.  The new online catalog will offer more features to patrons.  Ms. 
Dombourian recognized both Mrs. Elberson and Mr. Gillane for their efforts in implementing the 
new system. 
 Ms. Dombourian announced that Larry Angelle, formerly the Library’s Budget Analyst, 
has been promoted to Library Operations Manager.  The latest issue of BookTalk, the financial 
report from LCG, and the September 2015 statistical report is in the board packet. Mr. Duhon 
asked about statistical and a decline in numbers at the North Regional Library. Ms. Dombourian 
responded that often there are fluctuations from month-to-month in use and the month compared 
to the same month of prior years, as well as the increase in e-book use and the opening/reopening 



of the libraries.  She suggested waiting until the end of the fiscal year to do further analysis.  Mr. 
Gordon-Wiltz asked if a year-to-date analysis was available.  Ms. Dombourian said that she does 
keep track of that, had not created such a report to share with the Board, but would get him the 
information. 
 
 Ms. Dombourian also reported on meeting and study room usage for the month of 
September and remarked on the popularity of the study rooms at all of the larger locations.  The 
annual compilation of statistics from the public libraries in the state has been produced by the 
State Library.  A copy is in the packet.  Ms. Dombourian remarked that it covers the calendar 
year 2014 for all libraries, excepting Lafayette; it covers Lafayette’s November 2013 – October 
2014 fiscal year.  Yung-Hsing Wu was reappointed for a five-year term to the Library Board. 
 
IV. Construction and Facilities Update 
  
 East Regional – Ms. Dombourian thanked the Board for attendance at the East Regional 
opening and passed around the pictures from The Advocate that Mrs. Blue had brought to the 
meeting.  She reported very positive feedback on how colorful and inviting the facility was. 
Usage continues to be steady at the facility.  There is no additional update on the noise from the 
mechanical yard.   
 
 West Regional – the ordinance to authorize the purchase of the property will be 
introduced at the November 3rd Council meeting and should be adopted at the November 17th 
meeting. 
  
 Main Library – The elevators are still being worked on.  This work is from the various 
inspection lists.  The Board was reminded that the original elevator subcontractor filed for 
bankruptcy and that the contractor has now engaged the elevator company that LCG uses for 
maintenance.  Ms. Dombourian presented an option for improving the visual at the mechanical 
yard, where the generator and electrical boxes are taller than the fence.  She showed pictures of 
the “Art Box” project that has been done on the traffic control boxes in parts of Lafayette.  An 
artist creates the work, which is then digitally produced on a vinyl wrap.  The Architect 
suggested checking that the installation would allow appropriate ventilation and that the vinyl 
wouldn’t fade.  The Board expressed a variety of opinions both for and against making the fence 
an ‘art fence’ but had no objection to Ms. Dombourian exploring this further with the vinyl 
company. 
 
V. Comments from the Library Board 
 
 Lafayette Public Library Foundation Report 
 Mrs. Wingate reported that many funeral homes will put out the Foundation’s 
endowment/memorial envelopes, a photo op was done for the Children’s Entrance, and that 
Spellabration tickets are available for the November 19th event.  The Board was encouraged to 
attend.  She spoke about the Book Endowment program, where a book per year is plated in honor 
of fully funded named endowments. 
 
 Customer Service  
 Mr. Taylor announced that he had recently brought his students to the Library for a tour 
and commended the staff for providing a wonderful experience for the children during the visit.  
He expressed an interest in receiving information about the quality of the library service we 



provide in addition to the quantitative information that is provided at the meetings.  He is 
interested in knowing of a patron’s experience at the Library – how they are being received, what 
they are thinking as far as their library customer service experience so the Board can make better 
decisions.  He stated that he had been in the building during a recent event that had brought 
many people to the library and that he was not pleased with the way that people were handled by 
the staff.  He said his comments were from his perspective as a library user, not as a Board 
member.  He asked Ms. Dombourian if staff is trained for Customer Service.  Ms. Dombourian 
responded that the staff receives customer service training as part of their orientation.  Mr. 
Taylor stated he wanted to know what the training looked like.  He asked Ms. Dombourian what 
method is used to monitor customer satisfaction and would like the library to start doing bi-
yearly or annual surveying that wasn’t too costly.  Ms. Dombourian stated that the Library does 
have comment cards for the public and has, in the past, done customer service surveys.   
 Mr. Taylor said it was important to know how people perceive us.  Ms. Dombourian, in 
response, said that Mr. Taylor makes valid points.  She said that in Mr. Taylor’s previous 
comments to her about service at the library, he did not state a specific issue, staff member, or 
incident and that it was difficult to pinpoint any problem without some specifics.  She expressed 
that this was still a learning period in the new Main Library for staff.  When someone calls with a 
complaint, it is addressed.  Generally, complaints are few.    
 Dr. Wu stated that the broader issue for the Board is to think about how the Library 
would know more concretely how people are appreciating the library.  She stated that the Library 
is using the quantitative numbers basically as an index of customer satisfaction, as services are 
being used or grow.  She asked what tools were available to measure library customer service.  
Mr. Duhon expressed, based on his experience overseeing a customer service operation, that it is 
difficult to address an issue or key into any customer service lapses without knowing some 
specifics.  He also asked if there were any tools in the automated library system that enabled the 
Library to gather customer feedback or if the staff could make response and comment cards more 
accessible to the public. 
 Ms. Dombourian stated that the library system we have generates only quantitative 
numbers.  The e-book service allows for users to comment on or rate specific books, but this is 
about the book, not related to the library experience.  The Library does receive and respond to 
comments and messages received on its social media page.   Ms. Dombourian said she considers 
if someone was greeted, did staff help them find the information they were seeking, and were 
they provided complete information.  Unfortunately, this is not measurable with the existing 
library tools or systems.  Mr. Duhon suggested that possibly an add-on to the new system that 
had a tool for user feedback might be available. 
 Ms. Dombourian asked if the issue is general customer satisfaction, where an exit 
interview or other survey would give feedback, or if there was a specific issue.  If the latter, she 
stated she would want to know what it was so it could be addressed with corrective action. 
 Mrs. Wingate stated that she was glad to hear complaints are handled quickly.  She 
suggested, as other places do, to add a link to an online survey to rate the service on the checkout 
receipts.  She said there are times when the staff may have gone out of their way to help a 
customer, and the customer may still complain or feel that the staff was rude or not helpful.  It is 
important, she said, to clarify if the issue is staff demeanor or the actual help provided. 
 Mr. Taylor stated he does not want to confuse customer service with complaints.  It is 
important, he said, to know the satisfaction of the consumer.  People are entitled to at least a 
‘hello’ and not just a stare from a staff member waiting for the patron to initiate the conversation.  
Complaints are a component of customer service.  Two ways to review this are to walk around 
and observe or to collect data.  He said that he is asking for a tool to collect and measure data.  



He stated that if there was a specific issue that he felt needed addressing, he would have 
mentioned it to Ms. Dombourian with an exact situation or name.   
 Ms. Goode asked if Mr. Taylor was looking for a tool to do ongoing testing of subjective 
feelings about the use of the library.  Mr. Taylor stated that was not what he was requesting.  Mr. 
Duhon suggested the Library did not have to reinvent the wheel, but would be interested in 
seeing what customer satisfaction tools exist to at least do an annual survey.  Mrs. Blue stated 
that she is in the library at least weekly and has observed the staff being very helpful and seeking 
out patrons that need assistance.  She suggested a suggestion box near the entrance.  Dr. Wu 
suggested that the comment card could be made more visible and also requested a sample of 
what tools exist. 
 Customer service measurement tools will be discussed at future Board meetings.  Ms. 
Dombourian was asked to provide samples of past exit surveys and to check with the state and 
national associations for availability of tools to measure customer satisfaction.  
 
VII. Old Business 

 
 Library Director Position 
 Dr. Wu updated the Board, stating that the request to select Bradbury for the Director’s 
Search went to the Professional Services Review Committee, which concurred and passed it 
along to City/Parish President Durel for consideration.  Mr. Durel will make an official selection, 
probably within the next few days.  Once a selection is made, and Dr. Wu has back the minor 
changes to the contract that the Board requested regarding background searches, Legal and Risk 
Management will need to review the proposed contract.  Once those steps are completed and the 
contract is signed by both LCG and Bradbury, work on the contract can proceed. 
 
VIII. New Business 
  
 Main Library Parking Lot 
 Ms. Dombourian reminded the Board that the staff is chaining the entrances to the 
parking lot on certain nights after closing.  Some recent downtown events have started earlier 
than the library closing on those nights, and staff has noticed cars remaining in the lot after 
closing.  The back entrance has been left unchained for people to leave, but not everyone notices 
this.  There have been a few incidents where cars have broken through the chain.  Staff is 
investigating other options for closing off the entrances.  Currently, there is no signage on the lot 
that indicates lot closing or prohibits after-hours parking.  Ms. Dombourian requested that 
because the library is closing off the lot, the Board approve posting signage on the parking lot 
with wording that indicates the parking lot closes 15 minutes after the Library closes and that no 
after hours or overnight parking is permitted.  Mr. Taylor suggested that cars left on the premises 
after hours be towed.  Ms. Dombourian said that the staff would look into this option, since it is a 
public lot and may require some Council action. 
 
 A motion to approve proceeding with signage for the parking lot indicating that it closes 
15 minutes after the Library closes and that after hours or overnight parking is not permitted, and 
to have staff investigate ways to have violators towed or ticketed was offered by Jamal Taylor.  
The motion was seconded by Andrew Duhon.   
  
 Yeas:  Blue, Duhon, Goode, Gordon-Wiltz, Taylor, Wingate, Wu 
 Nays:  none 
 Abstain:  none 



 Absent: Dardeau 
  
The motion to approve the parking lot signage and investigate options for towing or ticketing 
was approved. 
 
 Holiday Resolution 
 The City/Parish Council will be considering the 2016 official holidays to be given to 
City/Parish employees.  Traditionally, while City/Parish Government closes for an official 
holiday on Acadian Day (the day after Thanksgiving), the Library is open that day.  This 
accommodates students as they prepare to go back to school the next week.   Library staff 
receives a floating holiday to be used between November 1st and December 31st in lieu of the 
Acadian Day holiday.  The Board was asked to concur with this for 2016. 
 
 A motion to concur with the proposed 2016 Holiday Resolution was offered by Jamal 
Taylor and seconded by Amy Goode. 
 
 Yeas:  Blue, Duhon, Goode, Gordon-Wiltz, Taylor, Wingate, Wu 
 Nays:  none 
 Abstain:  none 
 Absent: Dardeau 
 
The motion to concur with the 2016 Holiday Resolution was approved. 
 
 Library Calendar 
 The proposed 2016 Library Calendar was presented to the Board, including anticipated 
official holidays, expected Mardi Gras and festival events that impact access or safe access to the 
Library.   
 A motion to approve the 2016 Library Calendar was offered by Jamal Taylor and 
seconded by Joan Wingate. 
 
 Yeas:  Blue, Duhon, Goode, Gordon-Wiltz, Taylor, Wingate, Wu 
 Nays:  none 
 Abstain:  none 
 Absent: Dardeau 
 
The motion to concur with the 2016 Holiday Resolution was approved. 
 
 Board Meetings for 2016 
 The proposed 2016 Regular Board meeting schedule, with meetings set for the third 
Monday of each month at 5:00 p.m. in the Main Library, 3rd Floor Administrative Offices, Board 
Room, was presented for consideration.  The exception to the schedule is in January, where the 
meeting date would be the second Monday because of the Martin Luther King Holiday on the 
third Monday.   
 A motion to approve the 2016 Board Meeting schedule was made by Jamal Taylor and 
seconded by Joan Wingate. 
 
 Yeas:  Blue, Duhon, Goode, Gordon-Wiltz, Taylor, Wingate, Wu 
 Nays:  none 
 Abstain:  none 



 Absent: Dardeau 
 
The motion to concur with the 2016 Board Meeting schedule was approved. 
 
 Election of Officers 
 Dr. Wu stated that due to the Board being in the midst of a Director’s search, both she 
and Mrs. Wingate are willing to continue to serve in their respective offices for another year if 
the Board so wishes. 
 
 A motion to re-elect Yung-Hsing Wu as President and Joan Wingate as Vice-President 
for the one year term effective November 2015-October 2016 was offered by Jamal Taylor and 
seconded by Amy Goode. 
 
 Yeas:  Blue, Duhon, Goode, Gordon-Wiltz, Taylor, Wingate, Wu 
 Nays:  none 
 Abstain:  none 
 Absent: Dardeau 
 
Dr. Wu was re-elected President and Mrs. Wingate was re-elected Vice-President for the 2015-
2016 term. 
 
 
 
 
IX. Announcements 
 
 The Board was reminded about the annual Ethics Training that is required of all public 
servants by December 31st.  Library Board Members are considered public servants for this 
purpose.   
 Ms. Dombourian passed out Mood-Dudes that were given out to patrons recently that had 
downloaded the Library app to their smart phone.  Mrs. Elberson explained how they changed 
color and could also be used to hold a license or credit card with the phone. 
 Mrs. Wingate announced the upcoming performance of L’Opera de Lafayette at the 
South Regional Library.  The program is free of charge and the Board was encouraged to attend. 
 
X. Comments from the public 
  
 There were no comments from the public. 
 
XI. Adjournment:  
 
 Amy Goode made a motion to adjourn.  The motion was seconded by Joan Wingate.  The 
motion was unanimously approved.  The meeting was adjourned at 6:37 p.m.  
 

Respectfully Submitted, 

Sona J. Dombourian, Secretary  


