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1. What’s a Mental Model 

2. Why do we care about mental models 

3. What happens when mental models are challenged 

4. Surfacing mental models that might hold us back 

5. What to do about it 



“Mental models are deeply held 

internal images of how the world 

works, images that limit us to 

familiar ways of thinking and acting.” 

 
  

  - Peter M. Senge, The Fifth Discipline: The Art and 

Practice of the Learning Organization 



*Assumption 

*Belief 

*Mindset 

*How you think about something 



*

 



Please answer in the chat window. 

  

What might be different if you 

have the mental model that 

material is meant to be used? 
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*Need to find the models that 

limit our choices 

*If you don’t know what they are, 

you can’t change them 
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1. Whatever 

2. Like it 

3. Like it, AND it makes me nervous 

4. First reaction = I don’t want this to happen 



 



We don’t have 

enough money! 
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*Customers don’t use self check 

*Customers don’t read signs 

*Staff don’t read emails from admin 

*Staff feels unappreciated 



Please answer in the chat window. What 

mental models might be behind this 

statement? 

“It’s not the books fault if 

nobody takes it out” 
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“Books, will soon be obsolete in the 

public schools. …  It is possible to teach 

every branch of human knowledge with 

the motion picture. Our school system 

will be completely changed inside of ten 

years.” 

 



*http://thedoghousediaries.com/3362 

 

http://thedoghousediaries.com/3362
http://thedoghousediaries.com/3362
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*If you don’t find them, 

they’ll just get in the 

way. 

 



Please answer in the chat box 

 

Why should a library have a separate 

circulation and reference desk 

instead of moving to a one-desk 

model? 
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How can you help people 

explore their fears? 
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*Is your job to get things done or to help 

keep the library relevant? 

*Is a successful day completing your list 

or helping people? 

*Instead of I can’t, ask “what can I do?” 

 



Please answer in the chat 
window. 

 

What do libraries mean  
when we say we want 

community engagement? 



 



*What mental models are 
holding your library back? 

 

*What mental models would 
you get the most benefit 

from exploring? 
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*Ask them what mental models are 

holding the library back 

*Prioritize that list 

*Discuss what might be different if… 

*Have a dialogue with the whole staff 

(or at least a representation of levels) 
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1. Disagreement is bad 

2. Logic is what changes people’s minds 

3. Getting buy in means you ask for 

feedback but you aren’t required to do 

anything with the feedback or let 

people know how it was used! 
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1.Ask 

2.Listen 

3.No judgment, value all opinions 

4.Share with all staff 

5.Use what is learned 
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*What is the purpose of a library? 

*What do we mean by “customer service”? 

*What is community engagement? 

*What if the building or the librarians aren’t 

the most important part of the library? 



(Lao Tzu)

 

http://en.wikipedia.org/wiki/Lao_tzu
http://en.wikipedia.org/wiki/Lao_tzu
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*Corrections are micromanaging 

*If you’re the supervisor, you need to know the 

answers 

*Because you’ve done something longer, that 

means you know how to do it better 

*Collaboration means you don’t have rules and 

structure and you can’t delegate tasks 

*People can only do what they were hired for 

*You only reward success, not effort 



*

*What if when you think there isn’t a solution to the problem, 
you ask yourself, what are some of the assumptions I’m 
making about this problem. 

* I agree that this is impossible. What needs to happen to 
make it possible? 

*There are more people in the community then who we see 
everyday AT the library 

* If we’ve always done it, let’s review it 

*People come before policies 

*Facilitation and conversation are more important than having 
answers 




