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How Should You Handle This?

Your group will be assigned one of the scenarios below.

1. Read the scenario and determine which conflict style and conflict tools would work best to resolve the situation.

2. Then discuss the worst way to resolve this situation.

3. Then develop a one to two-minute role-play to be presented to the whole group.  You can choose whether to demonstrate the worst way or the best way to resolve this situation.

SCENARIO 1


You inform a patron that they have $10.00 in fines on their card.  The patron begins to complain loudly that they took care of this last time they were in this library and were assured this was resolved.  The patron tells you that they are tired of being harassed about this and want to speak to the “library director” right away.

SCENARIO 2


A patron approaches you and complains that another staff member spoke rudely to their child and corrected the child’s behavior just because they were running through the children’s area.  The parent disapproves of the staff member’s actions, their tone of voice and the way they looked at their child.  They want something to be done.

SCENARIO 3


A patron is using his cell phone in the stack area and talking loudly.  This has been going on for several minutes.  Other patrons are glancing at him and appear annoyed.  One patron approaches you and complains about the patron’s use of the cell phone.  He knows the library has a cell phone policy and wants something to be done.

Defuse!

Be Effective with Difficult People
· Don’t loose your cool

· Empathize

· Find out the facts

· Use courteous control

· Stay assertive

· Engage the customer in the solution and Follow Through
Don’t loose your cool

Tool 1. Active Listening

Tool 2. Practice Positive Self-Talk

Tool 3. Avoid Blaming

Empathize With Them

Tool 4 – Use Calming Language

Find out the facts

Tool 5 – Ask Permission to Ask Questions

Tool 6 – Share Information

Tool 7 – Apologize if appropriate

Use courteous control

Tool 8 – Use Bridging

Tool 9 – Disengage & Breathe

Tool 10 – Refer to supervisor or other

Stay assertive

Tool 11 – Instant Replay

Tool 12 – Direct the Anger

Tool 13 – Selectively Agree

Tool 14 – Set Limits

Engage the customer in the solution and Follow Through

Tool 15 – Gain Cooperation

Tool 16 -  Say “no” courteously

Tool 17 – Request Ideas about a Solution

Tool 18 – Under promise and Over deliver
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