How We Created a Passport Acceptance

Our 2018 Start Up Costs

Copier/Printer

$500

Facility Stamp

$25

Credit Card Terminal

$250 (one time purchase)

Stamps.com account $17.99 / month
Camera $200
Photo Printer/Supplies $150
Photo Backdrop $90
Photo Cutter $70
Mail Scale $20
Stool for Photos $100
Phato Folders $50
Baby Bouncer for Infant Photos $50
Total $1723

Poor Planning
What We Did Wrong

Our director at the time was not willing to repurpose one of our public
meeting rooms to serve as a passport office and decided to use a staff
office instead. This office was located inside the locked staff area on
the second floor, which meant staff had to go downstairs and escort
each appointment into the office area. This quickly became frustrating
for staff.

Poor Planning
What We Did Wrong

Booking appointments was also a huge issue. The public library used a
booking system to send out appointment confirmations and used the
general library phone line to take the appointment calls.

We decided to use our existing Outlook system and have Circulation
staff answer a dedicated phone line.

Staff spent significant amounts of time talking each person through
their specific circumstances, trying to determine what documents they
would need to bring to the appointment. This resulted in people arriving

for their appointment with the expectation that we would “do it for
them” or they weren't prepared because we didn't make them do the
legwork themselves. So much staff time was wasted on the phone
giving details to people who then showed up completely unprepared and
had to be sent away - a waste of staff time on the phone and then in
person on the day of the appointment.

Poor Planning
What We Did Wrong

Staffing was also problematic. Our director wanted as many people as
possible trained as Acceptance Agents. We ended up with 8 trained
agents - all 3 of our circulation staff, all 3 of our librarians as well as our
office manager and training coordinator.

All staff had regular appointment shifts; however, the bulk of the
appointments fell to circulation staff. This decision led to very
inconsistent quality of service - the librarians and office staff had less
experience and less confidence in what they were doing when they
processed applications.

A lot of mistakes were made by the less experienced staff members,
which led to even more stress for them about accepting applications. It
was not a good use of staff time to go through extensive training which

didn't get utilized enough to develop confidence in the process.

Poor Planning
What We Did Wrong

Staff quickly began to comment on how difficult it was to staff the
public desks and then shift to passports and back to the desk. Being a
passport agent is VERY different than being a reference librarian. As
library staff, we are very used to finding answers for people and
frequently there is some hand-holding for patrons that don't understand
an issue. Many staff really struggled with this.

As a passport acceptance agent, it is your job to evaluate the personin
front of you and whether what they are presenting to you is valid. You are
not the State Department, and you don't have absolute answers to their
questions (most of the time). Your job is to ensure the forms are filled
out correctly, that the person on the ID matches the person in front of
you, that the appropriate documentation is provided and to point out any
issues the State Department may have with an application. We don't
make guarantees or assurances that they will get a passport.
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Our 2022 Reopening Costs
R

DNP 1DW 520 Passport Camera System $979
iDPRT SP 420 Shipping Label Printer $130
Shipping Labels - Roll $50
White Hanging backdrop $20
Heavy Duty Swivel Stool $120
Misc Amenities (mirror, height measure, etc. $70
White Sheets (for infant photos) $30
Laundry Service $20 as needed
Veribook booking service $900 annually
Total $2319

Our old photo system required lots of manual adjustments to get a photo cropped right.
The printer we initially purchased did not survive being off and unused for 2 years and
we had to replace it before reopening. After just a couple months of use, the new one

started to randomly shut down. We decided to spend a significant amount of money on a
totally new, high-tech system. This reduced the amount of time we spend on photos -
the machine does almost all the work for us. We have not had a photo rejected by the

State Dept since we made the change.

| purchased more white sheets (so we didn't have to reuse them for multiple applicants),

a new wall-mounted photo backdrop, a heavy-duty stool for taking photos, a printer for

shipping labels and some amenities like a mirror, a height tape measure and we pay for
alaundry service to wash the sheets as needed.
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