


- Why is Customer Service Important?

- Enhancing Customer Experience 

- Helping Angry Customers

- Email Etiquette (if we have time)



why is (library)

Customer Service
so important?







“Receiving great customer service 
triggers the same cerebral 
reactions as feeling loved.”



increased employee retention
(or attrition)



Traditional
Customer Service

Workshop Skills



LISTEN



WATCH FOR CONFUSION



APPROACH CUSTOMERS
(no velcro butt)



BE INVITING



SAY THEIR NAME



USE POSITIVE LANGUAGE



SMILE







“the sum of all experiences a customer has with a supplier of 
goods and/or services, over the duration of their 
relationship with that supplier. This can include 

awareness, discovery, attraction, interaction, purchase, 
use, cultivation and advocacy. It can also be used to mean 

an individual experience over one transaction.”



In Other Words…

Putting the Customer First
By Focusing on Creating a Positive Experience





YOU ARE NOT 
THE CUSTOMER



THE CUSTOMER 
IS NOT BROKEN



GOOD CX 
REQUIRES 
RESEARCH



GOOD CX 
REQUIRES 
EMPATHY



CUSTOMERS ARE 
NOT LISTENING 
TO WHAT YOU SAY



CUSTOMERS 
CREATE THEIR 
OWN EXPERIENCES



CUSTOMER 
INTERACTIONS 
ARE COMPLEX



GOOD CX 
IS HOLISTIC



CUSTOMER 
EXPERIENCE 
SHOULD BE EASY 
FROM THE START











MAKE EVERY INTERACTION COUNT.



WE TREAT EVERY CUSTOMER LIKE 
THEY ARE THE ONLY THING IN THE 

WORLD THAT MATTERS.



MAKE SURE THE CUSTOMER 
ACHIEVES THEIR GOALS NO MATTER 

WHAT THE COST.



1. Smile
2. Say, “HI, HOW ARE YOU TODAY?”
3. Make sure they achieve their goal
4. Say, “WHAT ELSE CAN I HELP YOU WITH?”







THERE IS ONLY ONE BOSS. 
THE CUSTOMER. AND HE 

CAN FIRE EVERYONE 
IN THE COMPANY…

-Sam Walton







IT’S NOT ABOUT THE LIBRARY, IT’S ABOUT 
DELIGHTING, SURPRISING, AND SERVING CUSTOMERS







MAKE THE CUSTOMER HAPPY
(SO THEY WANT TO COME BACK)











1. Be Quiet

2. Encourage Them

3. Check your Understanding

4. Validate their Reasoning 





HAND THEIR 
COMPLAINTS 
BACK TO THEM



USE POWERFUL 
WORDS



STEAL THEIR 
GOOD LINES



NEVER 
DEFEND 
YOURSELF





















“I UNDERSTAND”



“CALM DOWN”
or

“IT COULD BE WORSE”



“WHO KNOWS?”



“I’M SORRY, BUT...”



“SORRY, THAT’S OUR POLICY”







IF A CUSTOMER IS GETTING 
ANGRIER, YOU'RE DOING 

SOMETHING WRONG
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