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To whom it may concern: 

 

It is my pleasure to recommend Lenn Millbower as a trainer and instructional designer.  In January of 

2019, the San José Public Library brought Lenn in to design and facilitate training for our staff in the area 

of customer service.  Specifically, we sought an opportunity for our staff team to gain new strategies for 

delivering great customer service, and to be inspired to employ those strategies in every customer 

interaction.   

 

Throughout the two-month planning period, Lenn made himself available to listen to our needs, made 

several thoughtful suggestions, and iterated the training structure multiple times to ensure the content was 

aligned to our needs.  He made excellent suggestions which demonstrated both great creativity and 

forethought.  The finished product was a carefully crafted and polished half-day training for 70 of our 

frontline staff and 20 of our leaders that far exceeded our expectations.  Lenn’s Learnertainment™ 

techniques kept our staff team engaged throughout the workshop and helped deliver great results in 

knowledge acquisition and behavior change.  Our team found the ACT©! Solution Selector tool especially 

helpful and valued having time during the workshop to apply the tool to real customer service scenarios 

that face our business. 

 

Here are a few reactions from attendees submitted through our post-workshop survey: 

 

Lenn Millbower’s workshop was terrific. It was unlike any other customer service in the library 

workshop I've ever attended (and I've attended more than several). The inclusion of Disney really 

got people excited about customer service and transforming their workplace into a fun place. 

 

I've been to a fair number of customer service trainings; this one is the best one I've attended. 

The examples were relatable and the facilitator had the personality and energy (and the 

experience) that really engaged me and the rest of the group. 

 

Mr. Millbower (The Mouse Man™) was a wonderful trainer/presenter. I really enjoyed listening 

to him and hearing what he shared with us about the magic of Disney. 

 

As a trainer/speaker, Lenn is engaging and effective and as a partner to work with he is an absolute 

pleasure.  He will offer the time and attention your organization’s training needs require and deliver an 

excellent product sure to have a positive impact on your business.  I recommend Lenn Millbower without 

reservation. 

 

Sincerely, 

 

 

 

 

Nick Hedrick 

Training Specialist 

City of San José 
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Nick.Hedrick@sjlibrary.org 

408-808-2306 


