Essential elements of every customer service interaction

Acknowledge the customer

Make eye contact

Greet the customer

Smile

Have a helpful attitude

Give full attention

Listen carefully

Have patience

Take all the time needed

If you can’t help, send them to the right person who can

Be open-minded/don’t pre-judge

Use open-ended questions to determine customer’s real need or problem

Use feedback and paraphrase to clarify need

Use a pleasant tone of voice

Use positive phrasing

Stay calm

Solve the problem or meet the need completely

Use follow-up problem solving when need cannot initially be met

Thank them

Apologize when appropriate

Invite the customer to follow up if unsatisfied

Invite the customer to visit the library again

