Ways to phrase for good customer service

Use positive phrasing.

Avoid the words “no”, “not”, “don’t”, can’t”, etc.
Negative



Positive

Don’t bring that food in here.

Please eat in the café only.

This child can’t stay in here.

Please keep children under eight with you.

Use follow-up problem solving.

Your first answer should never be “no” even if it really is no. Instead, state the facts or rule, then problem solve to see if there is a way the customer can get what he wants.

Examples:
Q. Can I borrow five dvds?

A. The limit is three per card. (State the rule.) Is there anyone else in your family here with a card? (Problem solve.)

Q. I live in Edgewater Park. Can I have a library card for free?

A. Here is a list of our patron categories and fee2. (State the facts.) Let’s see if you fit into any of the free categories. (Problem solve.)

Avoid accusatory language.
Avoid starting statements with “you” or “your.”

Accusatory



Non-Accusatory

Your books are overdue.

These books were due yesterday.

You owe $1.00.
The computer shows $1.00 due on this card. Would you like to pay all or part of this today?
Save the customer’s face.

Don’t scold.

“Let me try one more thing.”

“Let me see what else I can do for you.”

“I’m sorry, I mistakenly believed this child was unsupervised.”

“Its OK to be new. Glad to have you aboard.”
Answers to the question “I have a silly question.”

· There are no silly questions.

· I doubt it.

· Sometimes I think I have silly questions.

· You might think it is, but let me hear it.

· You may be helping us by asking it, so we can serve you better.

· All questions are good.

