
Group Activity:  Accentuate the Positive

In this activity, participants practice “showing value” – that is, letting customers know how they will benefit from the way their requests and needs are handled.   

Write the following on a flip-chart or white board and keep it covered until you’re ready to explain the concept to participants:

To Show Value:
Always look for the positive aspects of customer service situations and point these out to customers.

Read the following two statements and ask the group why the second one sounds so much better.
1. You’ll have to come in to the library to get the information you want.

2. Currently, all of the items to borrow on that topic are checked out.  However, we do have a copy that you may use in the library.  If you can come in, one of our reference librarians will be able to help you locate the material.

Explain to the group that in the second statement of the situation, the employee did more than just answer the customer.  The second statement shows the value of the policy or procedure.  This is an important step in building rapport with customers.  The value isn’t always obvious, but almost every policy and procedure is of some value to the customer.  If you look for it, you can find it.  Showing value can also smooth ruffled feathers.  

Think of some requests you hear from customers and ask the group to come up with positive responses that will show value to the customer.
















Show Our Commitment
Monday 
Page 2



