Dealing with Challenging SELCO Patrons
Customer Interactions in Today’s World

Workshop Objectives
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You're Not Alone
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Trends Affecting Customer Interactions

> Increased consumer knowledge
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> Changing societal demographics and norms
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> Use of technology
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> Definition of "common” courtesy
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A Scenario
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What would you do?
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Dealing with Challenging Patron Behaviors
Oftentimes....

> Evokes an emotional response
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> Requires dynamic problem-solving and decision-
making
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> Involves differences in expectations
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Handling Difficult Patron Situations
An Approach
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SELCO Situations

Description of behavior Your Suggestions
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Characteristics of Active Listening

>

Show interest and be sincere.

Ask questions. ) +

Avoid distractions. - | + 5

Use direct eye contact. /
+

Do not interrupt. 9
+

Read both the verbal and nonverbal message. (
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Be empathetic. @ 2 (
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Paraphrase to correct misinterpretations,
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Evaluate the message after hearing all the facts.

Concentrate on the message as well as the messenger.
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Give feedback / 1 /

+
Listen with your entire body. " +
Don’t talk too much!
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Barriers to Effective Listening
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During Tense Customer Situations
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> Remain calm and be empathetic.
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> Clarify messages.
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> Respect personal space.
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> Be aware of body position.
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> Permit verbal venting where possible.
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> Set and enforce reasonable limits.
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> Avoid overreacting.
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> Avoid using physical techniques (pushing,
grabbing, etc.) except when personal safety is at
risk.
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> Ignore challenging questions.
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> Be a team member when confronting a disturbed
patron.
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Phrases that Drive Customers Crazy

Phrase Alternative
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Resources
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