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Please feel free to download these guidelines from http://www.skilledwright.com/InfoBoothRes.htm  As long as you distribute them as-is, without any changes, you are free to make as many copies as you need.

The goal of these guidelines is to help the staff at event information booths to be prepared to successfully support the mission of the info both.

Even experienced people can get rattled and loose their center, and so everybody should carry this list with them in a pocket. So if you start feeling off track, find a quiet corner, get a cup of water to drink, and re-read this to help re-center yourself.

As I have looked at the info booth element at different events, there is a lot of similarity. This same mission statement will work for most of them.
Mission statement for info booths:
To attract people with problems to be solved, and help solve them before they become urgent issues, derail their positive experience, and require lots of staff time to resolve.
Help people find the performance, band, vendor, or non-profit that is the whole reason why they came to the event in the first place.
To help the event run more smoothly in any way possible.
To increase the positive energy of participants and staff in any way possible.
To gather feedback from event guests and staff and use it to do an even better event next year.

Each staff member should bring with them when they start their shift:
Bring all of these items to the event and keep them easily accessible. Sitting in a fixed spot puts you much more at the mercy of the weather than walking around does. Then depending on the weather and how protected the specific booth is you are working in, bring these with you to the booth for your shift:
	Warm jacket
Rain coat
Sun glasses
Sun screen
	Drinking water
Lunch
A small note pad and pen that you always carry in your pocket. If somebody says something important, no matter how simple, write down right then because too often the press of events will push it right out of your mind.
Info Booth Strategy
Coordinating With Other Teams
The info booth isn't here to replace first aid, or security, or operations.
The info booth is here to pass on information both ways, to event participants and to staff, and to facilitate solutions.

The info booth mostly provides accurate information to help people better enjoy the event.

Occasionally there is a more serious problem, and the role of info booth staff is to quickly discuss the problem with the people concerned to be able to:
	Determine that the problem is serious enough that you need support from other teams at the event.

Get enough information that the problem can be clearly and accurately understood.
Pass the information to the correct team.
Follow-up to be sure the problem is being addressed in a timely matter.

Familiarizing Yourself With Existing Information
It is hard to describe an event or give useful directions if you haven't seen the event yourself. Before starting your first shift, get a program and walk around the event a while, particularly in the area of the information booth you will be working at.

Before starting your first shift, be sure to read:
	The event program and schedule.

All information available to the public about the event.
All staff information that is available at the information booth.

When starting additional shifts:
	Be sure to read any information that was updated since your last shift.

How To Be A Great Info Booth Staff Member
Be centered and grounded
This can be the most important contribution to a situation because:
	It is calming.

This makes it easier to separate the critical issues from the small stuff.
This makes it easier to see a path to a solution that is acceptable to all parties.
It is strengthening.
This encourages everybody you are interacting with to be centered and grounded.

Always assume people have positive intentions
Assume that they are looking for a constructive solution for a problem they are dealing with. This will help you contact their positive side which will encourage solutions. Avoid seeing their action as a personal attack because that will contact the dark side of everybody around the interaction, and make finding a solution much harder. Assuming a positive intent can plant a suggestion that can bear almost instant fruit. Remember nobody is jolly after their car is towed, but a reasonable person is there, if you look for them.

Be humble and learn
While it is true you know a lot about the event, there is still much you don't know about the event and especially the person you are talking to. Also, there are always things to learn about yourself. So while you are listening, be open to learning about the event, the person you are talking to, and yourself.

Work together to solve problems
Key rules:
	Avoid placing blame - focus on the solution to the problem.

Avoid labeling - focus problem itself.
Avoid saying "your problem" - focus on sharing the need to solve the problem.

What you want is a quick happy solution that avoids leaving behind hard feelings.

To accomplish this, you need the person who is having problems to think of themselves as capable of solving their problems, and you as a partner in this effort.

	Placing blame causes people to dig into their positions making it difficult to solve the current problem, or avoid it in the future. It also encourages them to start blaming you, and begin an endless argument that nobody really wants.

Labeling people happens when you say to somebody "you are a troublemaker" or something like that. This hurts them, hurts their perception of you, and encourages them to permanently think of themselves that way, all of which is the opposite of what you want.
Saying "your problem" is a specific kind of labeling that also makes it harder for you to invest in helping to solve it.

The most effective way to solve a problem is to think of it as a jointly owned task instead of a moral issue.

Be gentle and avoid harshness
Even if you have great ideas, if people don't respond well, the ideas are useless. This especially applies to coworkers. Remember that everybody has feelings.

Even if you are tired and short of time, take the time and energy to be gentle, while you are being firm, and always avoid harshness.

Remember that if you are already tired, it will be even more difficult to deal successfully with a poor response from somebody you are interacting with, than it would have been to be gentle in the first place. Just keep asking yourself "How do I like being treated?"

Build goodwill with each contact
Each contact is an important investment in support of the event. You could be their only significant contact with an event worker. This one contact will help shape their current and future attitude about the event, and they will share this attitude with many other people.

It takes all types - share the load
The chemistry for each person and situation is different. If the chemistry isn't working, ask somebody else to step in, and return the favor when they ask. Remember that you are there to facilitate solutions and it doesn't matter who provides them.

You are working for them
When approached with an issue, while you are finding out what to do, they will be calming down and feeling pleased if they feel progress is being made. Even if you are not sure what to do, act confident. This is good for you and them.

Tell them "Hold on a second, I'm working on a solution for you". Everybody likes to hear this.

Listen and ask follow-up questions
Listen carefully; they might not be clearly describing the problems.
Ask follow-up questions so you will understand the complete situation.
Paraphrase your understanding of their needs and issues to avoid a misunderstanding on your part.
Responding with a fragment of an answer to a fragment of a question risks compounding the misunderstanding, and increases the problems somebody else needs to solve.

Make sure you are understanding and addressing the roots of a problem, not just the effects.

Avoid saying NO, and do provide alternatives
Simply saying "NO" is dis-empowering; provide several alternatives for them. Providing alternatives directs everybody's energy in a positive direction.

Avoid creating misinformation because it has many lives
Be careful to provide a complete and accurate answer. It is better to say, "I will try to find you an answer" than to provide a guess or partial answer. Before they discover the answer won't work for them they will probably repeat it several times. When they discover the answer isn't working for them, they will share their unhappiness with many people. Then they will be much less receptive the next time they have contact with an event worker. All this can be avoided with complete and accurate answers, and a willingness to admit to not knowing everything.

Feedback forms are important problem solving tools - encourage their use
They are another way to learn how to improve solutions.
They are another way to discovering where communications broke down.
The reduce people's frustration and empower them.

All energy is contagious - be sure to nurture positive energy
All feelings have an energy element. For example, feel these words:
Depression
Frustration
Anger
Fear
Enthusiasm
Happiness
Caring
Confidence
Cheerfulness
Situations can quickly escalate in a positive or negative direction just because of the energy of the situation. If negative energy is building, try to move to a less public location to minimize the impact on others, and reduce the risk of spin-off problems. Also, the presence of a couple additional grounded and positive people can tip the balance of the atmosphere to the positive side and start a spiral in that direction. Remember you are always projecting energy and watch yourself to see what kind it is you are sharing with others. Even very cheerful people aren't always cheerful, they just get very good at spotting their own incipient crankiness, and getting back on track so fast most people don't notice it. If you need a short break to get back on track - ask for it.

Be adaptable to the here and now
Situations evolve quickly and there are always surprises. Be here and now and look for solutions for this specific situation.

Keep a notepad and pencil with you always and frequently write stuff down
Write out directions for rattled people, so they can take the directions with them.
Write down critical facts about a problem before you forget, and make a copy before giving the note to somebody else.
Record great ideas before you forget.

Get the most out of it by investing in it
The reward you get out of an experience is proportional to what you put into it. Especially if you are a volunteer, what you are getting out of your job is intrinsic value, so to a great extent, you control our own reward. By investing care, interest, and positive energy into your job, you greatly increase your satisfaction in the overall experience.

The Key Ingredient To Remember
The key ingredient is enjoying talking to people and finding satisfaction in seeing pleased smiling people leave with useful answers.


