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❑ The environment should be inviting, beginning with reserved parking spaces for visitors, and 
internal and external directional signage.

❑ Wear your name badge during work hours to be readily identifiable.

❑ Personal discussion should stop when a visitor approaches for assistance.

❑ Begin with a SMILE and make eye contact. Acknowledge the visitor with a warm greeting.

❑ When addressing a person, use a respectful title (i.e. Mr., Sir, Mrs., Ms., Ma’am).

❑ Clear your mind of any preconceived notions or assumptions about the visitor or the 
problem. Make visitors feel like VIPs!

❑ Open your ears and LISTEN. Do not jump to conclusions or speak for the visitor.

❑ Ask effective questions that focus on problem solving.

❑ Pay attention to body language, both the visitor’s and your own.

❑ If the situation becomes volatile, physically relocate the conversation and include another 
staff member. Have a school/department plan on who to contact for assistance.

❑ When responding to visitors, do not use jargon or language (ex. IEP, SST, RTI, etc.) that is 
intimidating.

❑ Acknowledge that you understand what your visitors are saying and what they are feeling.

❑ Be honest. Don’t make excuses, such as “that’s not my job” or “I am only a (insert title),” and 
do not be defensive. If you are filling in for someone/covering it is ok to tell a visitor that you 
“don’t know the answer” or “I’m not sure, but I will find someone who can answer that 
question for you”.

❑ Work out a mutually beneficial plan of action. For concerns, thank visitors for bringing 
complaints to you and follow through on promises in a timely manner.

❑ Schools/departments should develop plans to assist 
customers that do not speak English.

❑ Front office staff should be cross trained for consistency in 
assisting walk-in visitors. 


