
Group Activity:  Would You Like Fries with Your Burger?
Remember, it is the benefits of the service that are important to the customer.  We tend to think about the features of the library and forget that our customers come for the benefits.  One “benefit” to customers is that they can find information they need to solve a problem.  Easy access, systems that work, and helpful staff members make it easier for customers to get the necessary benefits.

In this activity, participants learn when and how to “up-sell” when talking with customers by suggesting additional services or references.

Use one of the following scenarios or develop some from an experience you’ve had in your area to discuss what additional services or materials could be offered to enhance the customer’s experience.  Ask the group to develop appropriate statements to use when addressing customers’ needs.

*Remember internal customers.

Scenario One:

Mossie Smart has been coming to the library regularly for some time.  She always checks out books on gardening.  What are some other services or materials Mossie might be interested in?
Scenario Two:

You spot a young mom browsing the shelves with two small children in tow.  What services or materials would you recommend and how would you approach her?
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