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Making the Most of The Prison Library

Module 2: Talking to Your Customers

Talking to customers about books and reading.
Breaking down the barriers

 You may not feel like recommending authors or books to a customer in case the customer dislikes your choice. Equally, some customers may worry that you think their reading choices are low level or inadequate.  It’s possible to break down these barriers by simply just talking to them about books and reading. Talking offers opportunities for readers to share their reading choices and how they choose what to read. Many customers will enjoy talking about what they’ve just read or are about to read and make recommendations without realising it. By talking generally to customers about books you’re not necessarily recommending books from your own reading choices. 
Try using phrases such as:

· “Have you tried?” “Some people like” “….is popular at the moment.” 

Or turn the tables and ask the customer to recommend a book or author to you. 
· “Is this book you’ve just returned worth reading?”

· “What did you enjoy about these titles?”
· “I’ve not read this author before, what’s it about”

· “Have you read anything else by this author?”
· “What other good books have you read?”

You’ll widen your own knowledge by starting to talk to customers about what they’re reading and sharing recommendations. 
Also, knowing what’s available in the library is a great help. Try reading the blurb on the back of the books when you’re putting returned or new ones back on the shelves or a display. You’ll soon get to know more about what’s available and where it’s kept. 
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It’s not always possible to find something to suit everyone in your library, but there are other possibilities to explore. If you’re helping a customer to locate an author or particular title that isn’t available in your library you might be able to request books from another library. Wherever possible try not to let the customer leave without offering alternatives as it all adds to giving your customer a satisfying experience.
You could try Who else writes like… to find authors who write in a similar style or genre to other authors
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Task 
Have a go and start by talking to customers who you already know, to get a feel for how to get started. Not everyone wants to talk, so don’t take the “no I don’t need any help” as a rejection.
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