
Group Activity:  And How’s The Weather?

Learn to pick up on clues from customers that can help us build rapport and trust.  Employees who have daily contact with customers usually know what customers need, want and expect from the library.    

In this activity, participants will practice recognizing verbal and non-verbal cues from customers and how to react proactively.

Prepare by cutting out of magazines photographs of people in everyday life situations (you’ll need 7-10 photos).  The people in the photographs must not be famous or recognizable.  By combining a variety of publications, you will be able to find a diverse representation of fictional customers.

Ask the group to look at each photo and describe the “cues” each customer is projecting.  What needs do these customers have and what services can we suggest?

Also, ask the group to come up with statements they might use to make pleasant, light conversation with customers.  Make sure each statement has some relevance to the photograph.

Example:  You have a photo of a man in a Denver Broncos shirt with three children in tow.  You might say:

· How old are your children?

· Are you a Broncos fan?

· Do you know about our Summer Reading program?
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