Group Activity:  Five Pillars of Success

Customer expectations have increased.  We have been educated by the service providers, such as McDonald’s restaurants, Nordstrom, and Federal Express.  We expect libraries to provide the same level of service as other service industries such as McDonald’s restaurants, Federal Express, etc.  And these expectations will continue to grow as customers continue to become more knowledgeable.

This is a role-play game in which participants identify five basic communication skills that are essential to success in face-to-face customer services.  

Ask for two volunteer “actors” to role play in front of the group.  Assign each actor a role and give each a script.  Following each interaction, ask the group to discuss their observations and look for five things that the customer service representative did that had a positive influence on the customer?  Why do we want to greet the customer?  Why is it important to make eye contact and smile? Why thank the customer?

After the two scenarios are played out, have the group discuss which take was more appropriate and why.

Take One:

This role-play takes place at a library.  In this first scene, the employee neglects to do five important things:  Smile, greet the customer, use open body language, make eye contact and thank the customer.

Customer:  
Hi!

Employee:  
(looks up as the customer walks in, but doesn’t smile or say anything)

Customer:  
Uhhh, I wanted to get some information about all of the summer programs the library is offering for children.

Employee: 
(uses an unfriendly voice with arms crossed and doesn’t look directly at the customer…)  Sure.  Here’s a calendar. 


(employee looks away from customer to do something else.)

Customer: 
Oh. Okay. Thanks.

Take Two:

This is a reenactment of the first role-play, but this time the employee remembers to do all five of the following:  smile, greet the customer, use open body language, make eye contact, thank the customer.

Employee:  
(looks up as customer walks in, and smiles)  Good Morning!

Customer:  
Hi!

Employee:  
(facing customer and making eye contact)  How may I help you?

Customer: 
Well, I wanted to get some information about the summer programs the library offers for children.

Employee:  
Sure! Here is a calendar listing all of our programs. If you have any more questions about any of the programs, please let me know.

Customer: 
Great! Thank you very much.

Employee:  
Thanks for stopping by. Have a great afternoon!
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