LIGHT Strategy:


Listen / Inquire / Give or offer / Help / Thank





Remembering this 5-part strategy can help library staff members think on their feet “in the heat of the moment” of a challenge. This strategy can, in some cases, turn a challenge into an opportunity for improved customer service. These steps are repeated, as needed, during the process of addressing a challenge.


Listen:


Eye contact;


Use body language (e.g., face forward, nodding) to indicate listening;


Avoid interrupting;


“Be there”—tune out other noises, distractions, focus on listening;


Paraphrase in neutral terms your understanding of what the patron is saying and feeling.


 


Inquire:


Don’t assume the patron wants to hear policy. Use reference inquiry skills to find out what the patron wants. Examples of inquiry:





“It’s very busy here at the desk, and I want to be able to hear you out. Would you like to go sit down and discuss this in a quieter area?”


“Would you like to hear about our policies and philosophies regarding collection development (access to the Internet, etc)?”


“Would you be interested in resources we have that can help you find better matches for your reading interests?”


“Would you like to hear about some of the things the library is doing to help provide guidance for children on the Internet?”


“Do you have specific suggestions for how we might help you?”





Give or Offer:


Don’t immediately give explanations or copies of selection policy, or complaint forms. What you hear from the patron during the process of inquiry will tell you what you can (and cannot) give or offer. Examples of what you might give or offer:


Clarification regarding how materials are selected


Policies and explanations for what the patron may not understand


Suggestions for resources to help address the customer’s underlying information needs (e.g., guides to children’s safety on the Internet, reading lists, recommended videos for children, etc)





Help patron:


This is the obvious next step after you’ve offered help.





Thank patron for caring/expressing:


Express your appreciation for the time the patron has spent thinking about the issue, and for being willing to talk with you about it.
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