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1. Explain common communication challenges that
can be expected as part of your role in enforcing
masking.

2. Explain what perspective taking is, and how it can

Obj ectives be applied to communication challenges to
Improve outcomes.

3. Demonstrate communication skills for showing
empathy, delivering difficult news, and de-
escalating high emaotion.
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Escalation of Emotions

Belligerent
Customer

Communicating
with Empathy

Setting
Boundaries

De-escalating

Delivering high emotions

Service Difficult News
Excellence
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Perspective Taking

Listen
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Engage Perspective Taking 5 y

Notice Your Reaction
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Empathic Reflective
Listening

Share Back the Other’s
Experience




Empathic Reflective Listening sounds like....

* “Wearing a mask is an inconvenience, and it can be uncomfortable too.”
» “You are [frustrated/worried/upset], and that’s understandable.”
* “From your perspective, this whole situation seems unfair.”

* “Wearing a mask seems like an unreasonable requirement.”

» “Of course you’re worried. You want to make sure you and your family are safe to be

shopping around town.”



Explain Why Wearing a Mask is Important

It’'s a requirement

“As you may or may not have heard, Rochester has implemented a masking mandate which requires everyone
to wear a mask while inside our store.”

It prevents the spread

‘[Name of business is committed to keeping everyone safe, and we know that wearing masks helps to
decrease the spread of the virus.”

It’s for your safety

“It’s our priority here at [name of business] to keep everyone safe and it’'s part of my job to make sure that all of
our customers are wearing masks while in our business.”

-
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Apologize, Reassure, Say “Thank you”

‘I am truly sorry that today’s shopping experience hasn’t been what you expected.”

“Please know that this is all about protecting your safety and the safety of everyone else

that comes into our business right now.”

“Thank you for understanding.”

“?You are committed to helping stop the spread of this virus.”

“Thank you for doing your part to keep everyone safe!”
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Boundary Setting

Contrasting Statements:

“‘What I can’t do Is allow you to shop in our store without a mask; what | can do is....get you a
mask to wear....bag up your needed products and bring them out to you.”

Establishing a Boundary:

“I'm going to ask you to put your mask on or /I'll have to call law enforcement.”

Following through:

“I've asked you to comply with our safety measures and you’ve refused. Therefore, I'm going
to call law enforcement.”



QUESTIONS
AND
DISCUSSION
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MARK YOUR CALENDARS

Rochester Chamber Sponsors

Mask Up Rochester

Pick up your FREE MASKS so we are
#RochesterReady

Monday, August 3rd
9:00am-2:00pm
125 LIVE



