
EXPECTATION MANAGEMENT 

Use the following table to identify areas where you are set expectations with your customers avoid conflict 

and disappointment. Set realistic goals for what customers can expect in situations that are common at your 

library. 

Situation: Don’t Say: Say instead: 

Example:  
Telling a customer that you will 
follow up with them. 

I’ll reach out to you soon. 
I’ll email you by the end of the 
day [specific time]. 

   

   

   

 


