
Signposting to Customers

Aim

The aim of this activity is to demonstrate the importance of signposting what you are doing to customers to
set their expectations.

Instructions

Signposting is the term used to describe what a staff member is doing or going to do during an interaction
with a customer.

Split the delegates into pairs and ask them to decide who is going to be person A and person B. Ask all the
B’s to leave the room and wait outside, until you come and give them instructions. (If you have had to pair up
with someone, ensure they play the role of B and wait outside.

Whilst the A’s are waiting inside, go outside and explain the following to the B’s:
You are playing the role of the customer. Whilst you are waiting to go in, think of one or two statements to
say to your partner where you need their help e.g. “I am chasing my order”. (If you can't think of two you can
use the same one twice).
When everyone is ready, I will ask you to say your first statement, you then need to wait for your partner to
deal with your request.
Once everyone has finished, I will then ask you to say your second statement, you then need to wait for your
partner to deal with your request.

Whilst the B’s are waiting outside, explain to the A’s the following:
When the B’s come in, they are playing the role of the customer. They will make a statement where they
need your help e.g. “I am chasing my order”. The first time they make this statement you need to give a
minimal response e.g. “ok” or “wait a minute” Wait a full minute before returning to the customer and
answering their statement e.g. “the order will be with you today”.
During this interaction, you can sit with the customer in silence whilst you ask them to wait, get up and move
away from them or leave the room.
Once everyone is finished, I will restart the activity will restart and the customer will ask you another
statement (it can be the same one as before or a different one). You need to respond by signposting what
you are doing to help the customer e.g. “Do you mind waiting whilst I take a look at your account?........I can
see the order went out yesterday, I am just checking for a rough time of arrival……….thanks for waiting,
your order will be with you tomorrow.”
During this interaction, you can sit with the customer whilst you pretend to check for information online, get
up and move away from them or leave the room before going back to them and updating them.

Finish the activity and ask the B’s to explain how they felt during each interaction. Discuss the importance of
signposting and setting the customers expectations during every interaction.


