Dealing With Difficult Customer Behaviour
 


Dealing with difficult customer behaviour and abusive customers is stressful. Increasingly, bookshops are on the receiving end of aggressive behaviour from the public, for example because of a particular window display or stock item. The Booksellers Association has gathered information and resources which we hope will help.

Areas Covered:

· De-escalation training video created by the Suzy Lamplugh Trust and the British Retail Consortium and including links to their safety at work guide and advice on lone working
· Top 10 Things to Know About Non-Violent Communication & De-escalation
· Dealing with racial abuse in your bookshop
· Advice from the police and gardaí on dealing with abusive customers
· Contact details for the Retail Trust
· Tips to help you prepare for what might be a controversial author event
· Link to the British Retail Consortium’s information on dealing with abuse
· Dealing with Email Harassment
· BA Mentoring 
· The BA Learning Skills Hub


De-escalation Training Video created by the Suzy Lamplugh Trust and the British Retail Consortium
In response to the growth in violence and abuse against shopworkers, the British Retail Consortium (BRC) has worked with the Suzy Lamplugh Trust to create an animation that can be used by any retailer to train their staff on how to deal with such threats. The material may be downloaded for use by anyone. Click here to go to their website.
The Trust also offers advice and suggestions on Lone Working and the use of apps. You can find more details here. 
Finally, the Trust has produced guidelines for employers and employees to stay safe at work. Find it on the BA website here. 

Top 10 Things to Know About Non-Violent Communication & De-escalation

1. Keep nonverbal communication in mind; it isn’t always about what is being said, but how it’s being said.
2. De-escalating a situation isn’t about being right or proving the other person wrong, it’s about lowering the overall tension and anxiety in the situation.
3. Nonviolent communication (NVC) can be used to de-escalate situations where there is some tension.
4. NVC has four components: observe the situation without evaluating or judging; identify your own feelings; identify your needs or desires; and request something specific and concrete from the other person.
5. Escalation has several different stages, and aggression can be unpredictable. A person might move through the stages of aggression quickly.
6. Use the acronym ‘G.A.M.B.L.I.N.’ to remember some de-escalation strategies. It stands for: get to “we”; offer alternatives; match and lead to step it down; broken record; lose to win; “I” statements; name the behaviour.
7. When attempting to de-escalate a situation, trust your instincts. Follow the five don’ts of de-escalation: don’t threaten, argue, challenge, order, or shame the other person, as these can all escalate the situation. 
8. Additionally, consider practising ‘upstander’ strategies, such as directly intervening in an escalating situation, checking in with the person harmed after the incident, and documenting the incident if necessary (and with the consent of those who were harmed).
9. If engaging in upstander strategies, remember to focus on supporting the person being harmed and not saving them. Ask what they need from you.
10. Remember to practise self-care to calm down before and after engaging with de-escalation strategies.
[bookmark: _Hlk138407912]
Dealing with racially-motivated abuse in your bookshop
Occasionally, some interactions with customers or members of the public will become aggressive or result in violence against you or a colleague. Sometimes, the aggression may be racially motivated. For example, some booksellers received abuse from members of the public after creating window and table displays for Black History Month or Black Lives Matter.
Violence can be either physical or verbal. It can include written threats, physical violence, bullying or sexual harassment. Being subject to violence can be traumatic and can have an impact on your own wellbeing.
Depending on the incident, the abuse may be deemed antisocial behaviour, harassment, a hate incident, or a hate crime by the police.
Talk to your neighbouring shops and business and set up a warning system such as a WhatsApp group for emergencies. 

Mollie and Elizabeth at Sheelagh Na Gig Bookshop say ‘One thing that has really helped our peace of mind whilst in the shop is the WhatsApp group we've set up for emergencies. All we have to do is press ‘send’ and seven or eight people can be with us in less than a minute.’

The BA has produced a guide to dealing with racially-motivated abuse in bookshops. You can find it on the BA website here. 

Advice from the police/gardaí on dealing with abusive customers.

Following incidents in Ireland, the BA met with Children’s Books Ireland to provide guidance for members should their bookshops be targeted by protesters. 

Contact your local police/gardaí to ask them for advice on what you might do if protestors come to your shop – it’s best to be forearmed with that information, and to alert your local police/gardaí to your concerns.
1. Understand what protesters can and cannot do. It is useful to understand how a protest might take place. For UK booksellers, Liberty has useful information. For booksellers in Ireland check the Know Your Rights booklet produced by the Irish Council for Civil Liberties – it’s written FOR protestors, but it has a very clear layout and states exactly what protestors can and can’t legally do. Access the guide here. 
2. Ireland still has a censorship board which approves publications. Take a look at the website of the Censor about censorship of publications – again, forewarned is forearmed.
3. You could think about having a printout of this information on the shopfloor in case any of your staff need to refer to it.
4. Try not to engage with protestors – you are unlikely to change their minds, but if you feel you must engage, you can point them to the link above and reassure them that you are entitled to sell any book which is stocked on your shelves.
5. Protestors are entitled to enter any retail premises with an open door – deemed a public space – and are allowed to film in your bookshop.
6. The only reason you can ask them to stop filming is if they are threatening or abusive.
7. If protestors are upsetting other customers, you are entitled to ask them to leave your premises.
8. If you feel intimidated, and/or your other customers are upset by the protestors, you should call the police/gardaí immediately.
9. If protestors start to damage stock, call the police/gardaí, and do not intervene to protect stock.
10. Please also let the BA and/or the Officers of Bookselling Ireland know about any protests, and we will ensure the information is shared with other booksellers, as appropriate
11. If you need particular and specific legal advice, you may need to consult your own solicitor, but do let us know in the first instance.

The Retail Trust 

The Retail Trust is a service available to all BA members in the UK and Ireland. The Trust offers telephone counselling and online wellbeing support amongst a range of services.
To access the wellness resources, you simply need to register on the Retail Trust website, and select ‘Booksellers Association’ as your employer. 
The Retail Trust Wellbeing helpline number is 0808 801 0808 for UK booksellers or +44 808 801 0808 for Irish booksellers.


Tips to prepare for what might be a controversial author event.

Hosting events with authors deemed controversial can be challenging for you and your team. Before booking an author event, have a conversation with your staff. Listen carefully to what they have to say and take their concerns seriously. Your employees’ mental and physical safety is paramount. If you decide to book the author event following the conversation with your staff, let them know your decision and what informed it. Also let them know that they can be assigned a different shift if they wish not to be present for the author event.

The American Booksellers Association has produced a short guide for their members on hosting potentially controversial author events which we have adapted for booksellers in the UK/Ireland. Find it on the BA website here.


British Retail Consortium (BRC) information on dealing with abuse

The BRC (of which the BA is a member), provides a vast array of advice and guidance for retailers. Under their ‘ShopKind’ campaign they created the Framework for Employers: Preventing Violence and Abuse within Retail Settings. You can read the full guide here.

The BRC’s national steering group has issued guidance on how to deal with violence against retail workers, including advice on reporting the crime, victim support and tips for de-escalation.  You can access the information here.


Dealing with Email Harassment

The American Booksellers Association (ABA) has produced a guide for dealing with harassment by email. We have adapted it for booksellers in the UK/Ireland; you can find it here. 


BA Mentoring
The BA offers a free and confidential business mentoring service for independent BA members. The mentoring programme is designed to cater for booksellers at any stage of their career. Whether you are brand new to bookselling, looking to develop or expand your offer or need some practical ideas to turn your business around, then your dedicated mentor can help.
To arrange for mentoring, or to find out more, please contact kate Gunning at the BA: kate.gunning@booksellers.org.uk 

‘I would thoroughly recommend all booksellers take up the offer of mentoring, however long they have been in the business.’ – Caxton Books

‘I would recommend the mentorship programme to anyone opening their own bookshop. As a newbie bookseller, it was a dream to be able to bounce ideas off my mentor, an established manager and bookshop owner who really has seen it all. Mentoring offered me insights tailored to the needs of the bookshop and business I wanted to build. I am so grateful to my mentor and to the BA for giving Backstory the very best start.’ - Tom Rowley, Backstory


The BA Learning Skills Hub

The Skills Hub gathers all of the BA’s learning and development resources in one place, and is being updated all the time. As additional information relating to de-escalation becomes available, we will post it on the hub, along with more general tips on how to look after your mental health and that of your staff; so do please check back regularly.

If you aren’t already registered to access the hub, please do so here: https://www.ipgskillshub.com/booksellers-association  

•	Enter the code ba-learning (all lower case) and click on ‘validate’
•	Tick the Ts & Cs box
•	Click on ‘register’
•	Set up your bookshop profile, under either your name or the name of the bookshop, using the main bookshop email address; then create a password
•	Keep a note of the password
Once you have activated your account you will arrive at the learner dashboard.
Already registered? Access the platform using your login details at the Learner Dashboard: https://www.ipgskillshub.com/learn/dashboard 








