Difficult COVID-19 Customer Behaviors Role-Plays
1. Customer doesn’t want to wear a mask when entering the library
2. Customer doesn’t want to wear a mask in the library
3. Customer doesn’t want to socially distance in the library
4. Arguing with library staff about the limited capacity in the building
5. An impatient customer is upset because the public computers are not available...NOW!
Script #1 – Customer doesn’t want to wear a mask when entering the library
C = Customer
E = Employee 

C Walks into the library where he/she is met by the Library Employee greeting customers.

E “Good afternoon. Thank you for coming to our library. Here’s some information on using the library and the expectations we have for our customers. (Hands the customer the piece of paper) 
Please note that our staff and customers must wear a mask at all times while in the library. We are also requiring our customers to socially distance, maintaining a safe distance from each other when in our building.”
C “I didn’t bring a mask with me.”
E “That’s not a problem. I can give you a mask to wear while you are here today.”
C “Well that’s fine, but I don’t want to wear a mask. I hate those things.”
E “Yes, I think many people feel that way. To help to stop the spread of the virus, we require everyone to wear a mask in the building.”
C “Well, I have a medical condition that prevents me from being able to breathe when wearing a mask.”

E “Unfortunately, there are no exceptions to the policy. We would be happy to grab the items you need and deliver them to you curbside. Our library does offer curbside service.”

C “Well, I don’t know what I want. I just came to look around and find a few books.”

E “Just give the library a call when you know the items you want and we’ll set up a curbside pick-up for you.”
C “Why can’t you just let me go in for a minute to look? You are terrible at customer service.”

E “For the safety of our customers and staff, the library and the county has put these policies in place.”

C “Can I talk with your manager? Maybe someone more reasonable will listen to me.”

E “Certainly. I will get Tom, our branch manager to come speak with you. (calls the desk to get Tom) He will be here in a few moments to speak with you.”

Script #2 – Customer doesn’t want to wear a mask in the library
C = Customer
E = Employee

Employee working at a service desk notices a customer has taken off his/her mask and has it hanging from one ear. The employee approaches the customer, staying six feet away.

E “Excuse me. Did you know that all staff and customers must wear a mask in the library?”
C “I’m wearing it.”
E “For the safety of everyone in the library, masks must be worn over the mouth and nose at all times.”
C “That’s a bunch of crap. Masks don’t even stop the spread of the virus. I thought the people working in the library were EDUCATED.”
E “There are a lot of opinions about the effectiveness of masks. If you would like to stay in the library, you will need to wear the mask over your nose and mouth.”

C “Is that a threat?”
E “No. It’s your choice. We want all of our customers to safely use our library.” 
C “Well, I don’t want to wear a mask. It is a violation of my rights.”
E “You certainly have the right to not wear a mask outside of the library. When our customers and staff are in the library, masks are required.”
C “Well, I refuse to wear a mask.”
E “I understand. To prevent the possible spread of the virus to our staff and customers I will need you to leave the building immediately.” 

C “I’m not going anywhere. This is Montana, USA. I have rights.”
E “Our mask policy is not up for debate. Please leave the building now or I will call the authorities to remove you.
C “You all are idiots. Masks don’t work. It’s all a lie and a conspiracy to take away our rights. Why don’t you listen to me?”
E “Please leave the building now or I will call the authorities to have you removed.”
C (Customer storms off…cursing under their breath)
#3 Customer doesn’t want to socially distance in the library
C = Customer
E = Employee

Employee working in the stacks notices a customer brushing up against other customers, reaching around them to get books off of the shelves. The employee approaches the customer, staying six feet away, noticing the other customers are very uncomfortable with his/her behavior.
E “Excuse me sir. Can I speak with you for a moment?”
C “What’s the problem? Did I do something wrong? Seems like I can’t do anything right these days.”
E “I noticed that when you were looking for a book that you weren’t maintaining the six feet rule of socially distancing with the other customers. For the safety of everyone in the building, we are requiring everyone to keep a safe distance apart.”
C “But they were in my way. I waited for them to move and they just stood there.”

E “I understand. We are all having to be a little more patient these days. The next time you have a problem getting to the books you want to look at, find a staff member and we will assist you.”
C “Everybody is so on edge with this virus. It’s like living in a different world.” 

E “It does feel like a different world. There is much more emphasis on safety and protecting each other from the virus. Thank you for your understanding.”

C “I’ll be more careful in the future.”

E “Thank you. Stay well.”

Script #4 Arguing with library staff about the limited capacity in the building
C = Customer
E = Employee

An upset customer is at a service desk wanting to argue with library staff about a policy they don’t agree with.
C “So what happened to serving the customer’s needs? You know the customer is always right? Your policy is not customer friendly, at all.”
E “Unfortunately the policy is the policy. We are operating at 25% capacity because of the risks of the coronavirus and the need to make the library a safe place for our customers and staff.”
C “Seriously? You aren’t listening to me. Your policy is unfair. I cannot use the library and have to wait outside in the cold until...who knows when.”
E “I hear what you are saying. You believe the policy is unfair. I suggest that you consider using our curbside service as an alternative. Just let us know 24 hours in advance which items you need and we’ll have them ready for you the next day.”
C “I don’t know what materials I need. I’ve come here to look for materials to help me in writing a resume and hopefully finding a new job.”
E “I understand. Since curbside appears not to be an option for you, hopefully you will be able to enter the library pretty soon.”

C “Just get me your manager. You obviously don’t care about me or any of your customers. You just quote policy and punish people that have been devastated by the pandemic. I’ve lost my job and will probably lose my home next.”
E “I will get my manager for you. Give me a moment to let her know you want to speak with her.”
C “I’ve got all day...no job to go to.”
Script #5 – An impatient customer is upset because the public computers are not available...NOW!
C = Customer
E = Employee
An impatient customer is waiting to use a public computer and getting angrier every minute that she has to wait.

C “Do YOU work here?” (Speaking to the employee wearing a “Staff” name tag)
E “Yes, I do. How can I help you?”

C “I have been waiting 15 minutes to use a computer. How much longer do I have to waste my time waiting?”

E “Let me check. What is your name, please?”
C “Stella Gibson.”
E “Thank you Stella. I’m showing that you are third on the waiting list. It could be up to 30 minutes before it is your turn.”

C “30 more minutes? Your joking, right? Every time I come here it is at least a 30-minute wait. Don’t you think that’s a problem?”
E “The computers are very popular with our customers. Do you have a laptop computer or a tablet? You could connect to our wireless internet immediately.”
C “Do I look like I could afford a laptop?”
E “Another suggestion that I can offer is to come to the library between 10am and 12 noon as the computers are usually less used by the customers during the morning hours? Could you come to the library in the morning the next time?”

C “Maybe.”
E “While you’re waiting for the computers to become available, would you be interested in looking at any of our magazines or newspapers?”

C “Not really. I just need to check my email and look for stuff online.”

E “I understand. Thank you for coming to the library today and as I mentioned, the next time you visit, try coming in the morning and you will likely have little or no wait time at all for a computer.”
