Internal Obstacles (that come from inside of you)
Prejudiced staff (not just racial prejudice, any type of pre-judging).

Loss of patience by staff member.

Stress level at work and home.

Staff who misunderstand customers.

Staff who don’t know the rules.

Staff who refuse to follow the rules.

Staff who use library jargon.

Not wanting to be the bad guy.

Loyalty to the library and co-workers over loyalty to customer.

Disgruntled employees who want to make the library look bad.

Wanting to protect the tax dollar over wanting to make things right.

Viewing difficult patrons as bad or as troublemakers.

Lack of control of tone of voice.

Language barriers.

Distracted by personal or work issues.

Failing to give the customer full attention.

Negative body language.

Being a pushover.

Apathy or indifference about doing a good job.

Fatigue.

Embarrassment.

When your button is pushed.

Not being able to think fast on your feet.

Not admitting when you don’t’ know something.

Not realizing when you don’t know something.

Treating customers you know differently from those you don’t.

Staff who are sarcastic.

Staff who want to show the customer who’s in charge.

Staff who make customers feel that they are bothering or interrupting them.

Staff who believe that paperwork is their real work and that customer service is unimportant or secondary.

Staff who give private conversations (telephone or in-person) priority over customers.

Staff who make the customer feel stupid or incompetent.

Staff who talk about customers in front of them or other customers.

Staff who are satisfied to give an incomplete answer.

Staff with insufficient work ethic.

Staff who do just enough to get by.

Being unable to follow up an incomplete or bungled customer service transaction because you lack contact information.

Divine Obstacles
We’re all human.

