Customer care issues in museum cafés
It is a quiet day in the museum café. Someone comes into the cafe and wants a vegetarian gluten-free (i.e. no wheat/flour) lunch, but you don’t have any. They seem disappointed, but not angry. How do you respond to them and what can you do about it?

Customer care issues in guiding groups
You are guiding a group of 8 people around the museum. One visitor keeps lagging behind, holding up the group.  What issues might they have and in what ways could you deal with it?
Customer care issues in stewarding

You are looking after a room with many breakable objects. Two people are standing looking at a display, talking quietly. Someone alone comes in, and ignoring you, walks up to a table and looks like they might want to pick up one of the display items. What could you say and do?

Customer care issues with phone enquiries

It is a very busy afternoon in the museum office, and you are alone.  Just as you answer the phone, a visitor walks through the office door to your desk. The phone caller starts a long description of their interest in the museum. What could you do and say to keep them both happy?
Customer care issues in working with young people
It is a busy afternoon, and the museum is almost at full capacity. You are guiding a group that unexpectedly includes a couple with an 8 year old who is clearly bored and keeps interrupting his parents loudly. It is distracting the whole group. What could you do?

Customer care issues in museum shops

A customer interested in buying one of your most expensive items has engaged you in a long conversation about their life and interest in the museum. 3 children of about 12 years of age have come into the shop unaccompanied and are picking up and putting back lots of items.  How do you deal with this and what might you do to avoid it happening?
Customer Care Exercise 1: Case Studies

