
Structure of Customer Service Standards 

 

Customer Service Standards (CSS) describes the principles of communication with 

Customers aimed to ensure the implementation of the customer service vision of Vilnius Airport, 

Kaunas Airport and Palanga Airport. 

This document describes the most important steps at each stage of service to be taken 

in different situations of communication with Customers, provides examples of appropriate 

employee behaviour and recommended phrases. 

The provisions set out in the general part of the CSS apply to all employees of the 

airport and the companies operating at it. The provisions described in the special part of the CSS, 

which consists of sections describing the individual passenger service processes, are followed by 

the employees according to their field of work. Some items in the special part of the CSS (e.g. 

Customer Service at the Business Club, Customer Inspection at the Express Service Point, etc.) are 

only valid for airports that have and provide the services described. During the life of the CSS, 

when the airport starts providing the services already described, it is necessary to follow the already 

existing description of the CSS. In the course of work, the CSS can be changed and supplemented, 

taking into account the strategic needs and activities of the Customers and the company. 

Depending on the service situation, the term “Customers” may include persons who 

are travelling or accompanying, meeting, or other persons who operate in the area of the airport 

and use the services provided by the airports. 
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1. GENERAL PART 

1.1.  My appearance 

At work, I will wear appropriate outfit - the entire set of uniforms regulated by the company’s 

procedures or, if the company I work for does not have an approved uniform, I will wear matched 

clothes and shoes: light monochrome shirts, polo shirts, only with illustrations or inscriptions of the 

represented company, a dark jacket, dark classic trousers or a skirt no shorter than 5 cm above the 

knees, a classic business-style dress (e.g., black, brown, blue, grey), skin colour or black tights, 

closed, classic dark-coloured footwear. 

My clothes and shoes will be clean and tidy - not wrinkled, torn, faded, with all the buttons, the 

shirt tucked, long sleeves lowered and buttoned. 

I will always wear / carry my permit badge in such a way that it is clearly visible during work. If the 

permit is not required, I will wear a name card on the left side of my chest. 

I will ensure proper personal hygiene - my hair is clean, longer than shoulder length hair is tied. 

Men's beard and moustache shaved or neatly trimmed. Nails - clean, not longer than 5 mm, polished 

in one light tone colour (Annex 1). 

I will wear no more than 3 modest pieces of jewellery. I will use only daytime makeup, visible 

tattoos covered. 

Prohibited: shiny, transparent, bright, intricately printed, mesh clothes and stockings, tight 

miniskirts, shorts, jeans, leggings, blouses with straps and / or deep neckline, sandals, slippers, 

casual shoes, bright make up, glitter, large jewellery, intricate nail art, visible tattoos, naked 

shoulders, waist, smell of smoke, sweat, smells of food and strong perfume. Wearing tattoos and 

earrings on the face or working without tights is prohibited. 

1.2.  My workplace 

Before starting work, I will make sure that I have all the necessary work equipment in the 

workplace, I can have a transparent closable cup / a bottle of water in the workplace. 

My workplace will be clean and tidy. Regular cleaning of the premises provides visual 

attractiveness and creates a cosy and aesthetically pleasing environment for the Customers, 

therefore I will ensure impeccable cleanliness in the premises, which are cleaned when there are no 

Customers. 
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I will care that the devices / company logo in my workplace are tidy, clean and functional, as they 

provide clarity to the Customers and a neat image. If I see scattered leaflets or dropped rubbish 

around, I will tidy it up. If necessary, I will turn to the staff of the cleaning company at the airport 

for help. 

I will ensure that all the information relevant to Customers is not only clearly visible but also easy 

to read, printed, presented in at least two languages (Lithuanian and English), visually tidy, framed 

and laminated. It may be provided on special boards, stickers or information stands adapted to that 

purpose, depending on the services provided (information on passenger rights, prohibited articles, 

payment terms, menus, etc.). 

To ensure efficient work with the Customers, I will make sure that all the means, electronic devices 

are ready for work and neatly put together in the workplace. I will try to replenish their stocks 

before the start of work or when there are very few Customers at the airport. 

I will constantly replenish the retail area so that it is not empty. I will not leave more than half of the 

unfilled shelves or other retail space. In the event of a shortage of goods, I will arrange the existing 

goods so that they cover as much of the trade area as possible. If I use trolleys at work, after 

unloading the goods, I will immediately return them to their designated places, thus showing respect 

for other partners operating at the airport. 

I am well oriented at the airport, so I can direct the Customer to the object he / she cares about, such 

as the nearest toilet, information phone (in Vilnius and Kaunas), ATMs, gates, departure, etc. I 

know and can indicate the telephone number of the Customer Service Centre +370 612 44442. 

In addition, I will follow the airport’s operating rules and other internal procedures. 

It is prohibited to: leave the price labels for the goods without the goods themselves, empty 

trolleys for transporting goods outside their intended places, packages of goods in public places of 

the airport, stick information messages on glass partitions and walls with adhesive tape, use faded, 

outdated or torn advertising material, have and use personal and non-Customer related accessories 

(e.g. use the telephone for personal purposes, keep boxes for coffee cups, cigarettes, have non-

functional work tools). Provide handwritten information in a visible place to customers. 

1.3. My working time 

I will arrive at work a little earlier than my work starts so that I can properly prepare and settle for 

work and say hello to colleagues. 
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If I have a fixed working schedule, which is not affected by changes in flight schedules, I will 

indicate the exact working hours in a place easily visible to the Customers and I will work 

according to them. 

If I leave my place of work during working hours and temporarily do not provide the service, in a 

place clearly visible to the Customers, I will leave the clock issued by the airport with my exact 

return time. 

It is prohibited to: use handwritten messages with telephone numbers, leave the workplace without 

leaving the airport clock. 

1.4. Behaviour when wearing a uniform (work outfit) 

I will show my professionalism and sincere concern for Customers by noticing the Customers who 

need help, such as hectic Customers who obviously feel anxious about something at the airport 

premises. I will address them and offer help: “Good day, can I help you?”, “Good day. Are you 

looking for something specific?” 

When the Customer contacts me with a question, I will provide the Customer with information, and 

if I do not know exactly the information required by the Customer, I will refer him/her to the 

required person or to the 24-hour general Customer Service by calling +37061244442. I will also 

offer the Customer free use of information telephones (in Vilnius, Kaunas). If the Customer has a 

longer conversation and I can’t devote much time to it, I will politely say, “I’m sorry, but I have to 

do my job. If you have additional questions, you can contact the Customer Service Centre (indicate 

the telephone number and information telephones). I wish you a good flight / pleasant trip.” If I 

have the opportunity, I will escort the lost Customer to the right place. 

At work, I will be attentive: if I notice unattended luggage (a bag with belongings) or improper 

behaviour of the Customers, I will inform either the on-duty man or the nearest aviation security 

employee about it. 

If I find items left by the Customer (a mobile phone, glasses, etc.) in my work environment, I will 

hand them over to the aviation security shift manager. 

It is prohibited to: smoke in public places (smoking is allowed only in specially designated areas), 

keep cigarettes and lighters in uniform pockets or on the table and other places visible to the 

Customers, use a mobile phone for personal service, eat, drink coffee / tea and chew gum during 

working hours. 
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1.5.  Basic principles of communication with Customers 

When communicating with the Customer, I will be positive, proactive, polite and without prejudice, 

and show respect. Throughout the conversation, I will keep the attitude to help. 

I will greet the serviced Customer first, verbally, nodding my head or smiling. I will show that I 

recognize the Customers who I meet not for the first time, by saying: “Nice to see you again.” 

I will listen to the Customers. I will ask additional questions to better understand their needs and 

situation. When communicating with the Customer, I will not rush or interrupt and show that I hear 

the Customer. 

I will pay attention to the Customer’s emotions - it will help to better understand the Customer’s 

needs (for example, if the Customer wants short information, or maybe the Customer needs 

reassurance). 

When talking to the Customer, I will address “You”, “Sir”, “Lady”. I will use positive words: 

“Please”, “Yes”, “Thank you”, and I will always maintain a positive or neutral tone of 

communication. 

I will provide detailed information related to the relevant service, which may determine the 

Customer’s decision or actions in the future: “When buying business class tickets, you are granted 

the following privileges ...”, “Your chosen ticket is subject to the following restrictions: ...”, “We 

will prepare this dish in…... minutes. Will you wait?” 

If the Customer has to wait longer than usual (e.g. system failure, lack of information, etc.), I will 

warn the Customer that the service will take time: “I am currently looking for information on ... 

This will take a few minutes.” “I apologize for the connection failure. You will have to wait for the 

system to turn on.”  When I have finished serving the Customer, I will thank for the time taken for 

waiting and wish a good flight / good day. 

I will speak clear, correct Lithuanian (when the Customer speaks Lithuanian). If I am able to do so, 

I will communicate with Customers in the language in which they address me, or we will agree to 

speak another language known to both of them. If communication fails, if possible, I will arrange 

for the Customers to be served by a colleague who speaks that language. Sometimes, when a 

question is straightforward, I will try to answer it in a universal sign language. The most important 

thing is a sincere desire to help the Customer! 

If the Customer contacts me when I communicate with another Customer or perform the necessary 

work at that time, I will not ignore him, I will pay attention in the following words: “I will serve 
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you soon.”, “I will serve you as soon as ...”, “Just a minute, I will serve another Customer and then 

I will help you.”  

It is forbidden: to use potentially humiliating or accusing statements such as “How dare you not 

know these rules?”, ‘This is not the first time you are flying.”, “So I have already said”, or make 

insulting or ambiguous comments regarding the Customer’s age, race, gender, religion, disability, 

nationality, sexual orientation, marital status or political views (e.g. “To fly at your age ...”, “It’s 

with you there ... in the country”, “What will you explain to the Niger here ...”, “Disability 

priority… ”, “What does the spinster know ...”, etc.), use professional jargon or complex terms or 

short, diminutive words that are not understood by the Customers. 

1.6.  Communication with colleagues and representatives of other companies at 

the presence of Customers 

When passing by another airport employee, I will greet them - this is how I create a good mood 

around me and I have a lot of friendly colleagues who are ready to help if necessary. 

When a colleague or a representative of another company asks for help, I will give it immediately or 

specify when I will do it: “We are coming to clean it right away”, “I will come to accompany no 

standard luggage in 10 minutes.” 

At the presence of customers, I will communicate with colleagues and representatives of other 

companies only on business issues related to service procedures: “We have registered all the 

passengers on the list”, “Could you please come and see ...”, “The customer wanted vegetarian 

food.” 

If there are disagreements with colleagues or employees of other companies while working, I will 

not blame anyone at the presence of Customers – I will just look for the best solution. I will find out 

later about the situation that caused the problems and how to avoid them. 

Part of the communication between the staff of various services takes place by radio, so I will 

always anticipate the situation that the customers around me, even if I don’t see them, can hear my 

conversation. I will try to ensure that Customers hear a positive or at least neutral conversation, 

whatever the situation. At the same time, I will follow the basic principles of communication with 

Customers. 

IMPORTANT: the information related to airports and discussed at the Internet portals (e.g. Delfi, 

Lietuvos Rytas, 15min) or other public Internet forums may be commented on behalf of airports 

only by the employees who are authorized for that work and responsible for public communication. 
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It is prohibited: In the presence of Customers, to discuss the behaviour of other Customers or 

employees, their personal issues, talk about their own and other companies’ procedures, aircraft 

condition, etc., to use obscene words and to write comments or express your own views on behalf of 

airports in the Internet portal articles (the exception applies to staff responsible for public 

communication). 

1.7.    Communication with passengers with special needs    

Improper terms:  Proper terms:  

Disabled Persons with special needs 

Blind Persons with visual impairment or blindness 

Deaf and dumb Persons with hearing or speech impairments 

Epileptics Persons with epilepsy 

Mentally retarded  Persons with intellectual disabilities 

Persons in wheelchairs Persons moving in special wheelchairs 

 

General principles for interacting with people with disabilities (applicable to all types of 

disability):  

 

• Before trying to help, I will ask if help is needed, how it should be provided. The fact 

that a person has a disability does not mean that he or she needs help. In an adapted 

environment, such persons often take care of themselves. 

• I will be careful in case of physical contact. For some people with special needs, hands 

help maintain balance. Taking them by the hand, I can interfere with the balance of such 

persons. I will not touch their head or a wheelchair, crutches or other aids. Assistive devices 

for people with disabilities are part of their space. 

• I will communicate in the usual way. People with disabilities want to be treated as other 

members of society. When speaking to a person with special needs, I address directly him, 

not the people who accompany him. 

• I will not make assumptions. People with disabilities can decide for themselves what they 

can and cannot do. I will not judge for them. 

• I will act respectfully. I will show the person the respect I would like to receive. 

• I will be patient and try to understand each person’s problems and needs.  

Communication with a person with reduced mobility (sitting in a wheelchair): 
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• I will speak directly to the Customers sitting in the wheelchair, not to the person standing 

next to them, as if ignoring the persons with special needs. 

• If communication takes longer than a couple of minutes, I will sit down or squat so that my 

eyes are at the same level as the person in the wheelchair. If that’s not possible, I will stand 

a little further away from the wheelchair so that the person doesn’t feel strained looking up 

at me. 

• I will put things in a way that makes it easy for a person in a wheelchair to reach them. Not 

all Customers moving in wheelchairs have healthy and strong hands, which can make it 

difficult for them to pick up items. 

• If there is no lift for the disabled and the person in the wheelchair has asked for help to be 

lifted on or off the stairs, I will ask how to do it. The person will tell you which part of the 

wheelchair is better to pick up and how to carry it. If there is more than one step, I will keep 

the wheelchair tilted back at each step.  

Communication with a visually impaired person: 

The most appropriate way for these people to exchange information is through audio / verbal 

communication. 

• When I start communicating with a visually impaired Customer, I will introduce myself: 

“Hello. I am ... ” Not everyone recognizes and remembers voices. 

• I will speak in a normal tone and look at the person. I will not shout. Blindness is not related 

to human hearing. 

• I will speak directly to a visually impaired Customer. I will not appeal to family members or 

friends ignoring the visually impaired Customer. 

• A visually impaired person is waiting for a verbal reaction - a smile or a nod of the head 

means nothing to him. 

• When I am going to help a blind person, I will always ask if he/she needs help. This is how I 

will show respect. 

• I will not gesture: these people can’t see me. 

• I will not avoid the words “See ...”, “You see ...” and so on. People with visual impairments 

will not be offended if I use these words and will realize that this is part of a normal / 

organic conversation. 
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• I will remember that visually impaired people do not see, but are not deaf, and any 

“whispered” remarks are likely to be heard. 

• When giving instructions to a person with a visual impairment, I will be specific and use 

words rather than gestures. 

• Intending to leave or unexpectedly returning to the location, I will warn the Customer I am 

communicating with. I will also warn the person that we are ending the conversation - this 

way I will avoid misunderstandings that are likely to happen when I leave and the person 

will still be talking. 

• Visually impaired persons have their own system for recognizing money. For example, 

banknotes of different values can be folded differently: one longitudinally, others 

transversely, and so on. If when paying money, the person does not say how much he/she 

gives you, I will say, “You give me € 20.” He usually knows, but there is always the 

possibility of making a mistake. By reminding of the amount, I will avoid a possible 

difficult interpretation. When paying or exchanging money, I will count it in the hands of a 

person: it is much easier for him. I will slowly and clearly calculate the change so that the 

person can mark (or fold) money according to their own system. 

• When we walk around, I will describe the environment, point out the obstacles such as stairs 

up, down, and so on.  

• It is not enough to say “Watch out” when warning a visually impaired person. It is 

necessary to specify exactly what danger * and how a person should behave, for example, 

do not run, bend, do not jump. 

• When I help to sit down, I will take the person’s hand and put it on the handrail or on back 

of the chair. 

• I will never leave a visually impaired person in an open location or space where there are no 

tangible landmarks. I will accompany him to the wall of the room or another landmark from 

which the person will already be able to choose the direction of his movement. If a person 

needs to turn, I will indicate one of two directions - left or right. 

• I will offer help, but I will pay attention to the individual reaction. 

It is forbidden to: stroke or tap a person in a wheelchair, over the head, bend over a person in a 

wheelchair, touch the wheelchair, crutches or other aids (assistance devices for people with 

disabilities are part of their space). 
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1.8. Telephone Communication 

I will communicate lively over the phone, demonstrating positivity and a willingness to help. I will 

speak clearly and adjust the pace of communication to the interlocutor. 

When I get a call, I will try to answer no later than after 3 rings. 

I will introduce myself and invite the caller to speak. When introducing, I will mention the name of 

the company or division, my position and name (and surname, if I hold a managerial position): 

“Company X, Manager (my first name). I’m listening to you”, “Head of Aviation Security Division. 

My name, surname. I am listening to you.” 

If I work in a Customer service centre: 

I will introduce myself in short by using formal, polite greeting phrases: “Hello, my name is (my 

first name). How can I help you? ” The interlocutor will already be notified of the call by an 

automatic voice message. 

I will listen carefully to the interlocutor and, if necessary, clarify the situation of the caller, 

purposefully asking additional, clarifying questions. I will remember or note the information 

provided by the Customer, the facts required in the course of service. 

I will provide accurate, clear and complete information. I will certify that the information provided 

is correct. I will leave no unanswered questions. 

If I need a consultation from colleagues, I can log out for a while (Mute mode), before doing so I 

will apologize to the Customer and ask for his permission: “Can you wait a bit until I clarify the 

information?” Continuing the conversation, I will make sure to thank the Customer for his patience: 

“Thank you for waiting”. The consultation, while the Customer is waiting, will last no longer than 

20 seconds. 

When communicating by phone, I will show interest in the interlocutor, I will use the words “Yes”, 

“I’m listening to you” and so on. 

Before thanking for the interview, I will ask if the Customer has any more questions and will say 

goodbye: “Thank you for calling, have a nice day / have a nice evening! Goodbye.” 

When I call, I will politely greet the interlocutor and introduce myself by saying my name (and 

surname if I hold a managerial position), position and company name: “Hello, my name is ......., I’m 

a baggage search specialist at Company X.” “I’m calling you from company X, I am ........(my 

name, surname), Sales Manager.” 
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I will always ask if I’m talking to the right person, mention what purpose I’m calling for, and ask if 

he/she can talk right now. If they can’t talk right now, I’ll agree on when I can call them back. 

I will give the Customer all the information. I will speak clearly, I will show my willingness to help. 

At the end of the conversation, I will ask if the Customer has any questions, I will thank him/her for 

the time allocated for the conversation and say goodbye. 

If I cannot help the Customer with the issue of concern: 

• If I know who could provide the necessary information, I will indicate the name of the 

company, department and, if possible, offer to connect the Customer with the required 

department. If this is not possible or the Customer does not agree, I will provide contact 

details and name the working hours: “This question will be answered in detail by the 

Customs staff. You can call them by phone ..., work from ... to ...” or “In this situation, I 

suggest contacting the ticket office on the second floor of the departure hall. They are 

currently working and will help you.” I will ask to wait or agree to call back or send an SMS 

with the necessary information and find the information within the promised time, and 

contact the Customer in the agreed way. 

• If I do not know who can provide the required information, I will register the Customer’s 

request for complaints and inform the Customer that he/she will be contacted within 3 days 

and informed about the solution of the issue. At the same time, I will check the Customer’s 

contact information - telephone number and e-mail address. 

If the Customer is outraged by the quality of the services provided at the airport, by airlines, or 

airline and customer services, I will listen to him and show understanding, if the fault of the airport 

is identified - I will apologize for the situation (more in the section on conflict management). 

It is prohibited to: address the Customer by his/her first name, interrupt the person without 

listening to his/her needs, leave the interlocutor in silence, use interjections, onomatopoeic 

interjections, diminutive words, etc., shout , blame or speak in a raised voice, thus showing your 

annoyance to the Customer. 

1.9.  Communication in electronic space 

Customers who visit websites expect: 

• Easily and quickly find the necessary information about flights, airport activities, services 

provided, etc. 

• Find only relevant and valid information. 
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• Smooth and fast operating websites. 

• Get prompt help and answers to questions if they do not find the information they need. 

 

Each airport provides information to Customers on its website. The websites enable our 

Customers to conveniently and quickly find relevant information about flight times, real-

time arrivals and departures, services provided, aviation security screening, airport facilities 

and services offered, airport operations and other relevant information. The information 

provided on the websites is clearly laid out, structured, easily accessible and periodically 

updated. If I notice an error or discrepancy in the websites, or I notice that the websites or 

one of them does not work or works improperly, I will immediately inform the employee of 

the Communication Department. 

         If I am responsible for preparing, submitting and updating information on the Websites: 

• I will provide information promptly and on time. 

• I will ensure that the information is correct and does not mislead the Customers. 

• I will present information smoothly, avoid long sentences, write about separate subjects in 

separate paragraphs, use Lithuanian characters, I will not make grammar and style mistakes, 

I will choose a neutral tone of speech. 

 

If I am responsible for publishing information on web pages: 

• I will make sure that the structure of the website is clear and the information is conveniently 

laid out. 

• I will review the submitted texts and correct them if necessary. 

• I will take care of providing information not only in Lithuanian, but also in other languages, 

if necessary. 

 

If I am responsible for the smooth operation of the website: 

• I will ensure the uninterrupted operation of the websites. 

• In the event of a fault, I will take action as soon as possible and arrange for it to be 

eliminated. 

•  

If I work in the Customer Service Centre and write an e-mail to the Customer: 
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When communicating with Customers in writing, I will maintain a respectful relationship, I will 

present my thoughts clearly, write in the first person (“I”). In the “Subject” section of the e-mail, I 

will specify the subject of the e-mail (“Regarding baggage delays”), I will reply to all senders of e-

mails. I will write an e-mail in Trebuchet font, size 10, black. Other requirements shall apply to the 

employee’s signature. 

I will maintain the following structure of the letter: 

• Greetings and address: “Good morning/Dear Mr/ Mrs/Miss/Ms (surname) ...” 

• Reason for writing: “I am writing in response to your letter.”, “I would like to inform you ...” 

• Detailed information: I will write smoothly, avoid long sentences, I will arrange separate pieces 

of information in separate paragraphs, when writing in Lithuanian, I will use Lithuanian characters, 

I will not make grammar and style mistakes, I will use active references. If files are attached, their 

names will be indicated in the email and they are attached to that e-mail. In response to the 

Customer’s e-mail, I will thank him/her for the comments and documents sent. I will not thank for 

the questions I received. I will not forward the internal correspondence between the company’s 

employees. 

• Indication of the actions I expect from the reader of the letter: I will clearly state what actions 

I expect from the Customer: “Please confirm/Could you please confirm that the time of delivery of 

the luggage is suitable for you.” I will attach a confidentiality message when sending important 

documents. 

• Closing phrases: “We hope you find the information provided useful. Have a good day 

/Sincerely.” 

• Signature and contacts: “Name, surname, position and contact details”. The name and surname 

are written in Dark Blue, colour Text2, and the rest of the e-mail signature is in Blue, Accent1. 

I will respond to Customer emails no later than within one day (24 hours). If I do not have the 

necessary information within that time, I will write to the Customer and notify that we have 

received the question and I will inform him when he will receive an answer. 

If I receive an email addressed to employees of another company and I cannot answer all the 

Customer’s questions, I will forward it immediately to the responsible employees and accordingly 

inform the Customer who sent the letter. 

 

If I work outside the Customer Service Centre and write an email to the Customer: 
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When communicating with the Customer, I will follow the rules for writing e-mails set out by the 

company I work for.  

When corresponding with the Customer on social networks (if the situation requires it), I will 

address him by his/her first name, I will use the Lithuanian alphabet when writing, I will avoid 

grammatical or stylistic mistakes. 

It is prohibited to: write words in capital letters, underline, address the Customer in small words 

and flirt, ignore the Customer’s email for more than one day, write with errors, answer only part of 

the Customer’s questions. 

1.10.  Conflict resolution 

No matter what caused the dissatisfaction, by expressing it, the Customer expects: 

• help in solving his problem; 

• to be listened to and understood. 

Before tackling the situation, I will show that I listen to the Customer and understand how he feels. 

It is not easy when someone else is quarrelling or blaming, but only by taking the time to listen to 

the Customer and show understanding will I achieve the goal - together we solve the problem. 

 

In a conflict situation, I will follow these rules: 

 

1. I will allow the 

Customer to “let 

off steam” - I will 

listen to him 

without 

interruption 

When the Customer expresses his/her thoughts emotionally, I will listen to 

him/her without interruption. I realize that when you are angry or annoyed, 

there is little understanding of what is being said at the time, so it is 

pointless to try to interpret rationally right away. Without taking the time to 

listen to the Customer’s emotions now, they will not go away - they will 

break out later, for example, through personal accusations, disapproval of 

offers, etc. 

I will show my attention to the Customer with a facial expression, a nod, 

with the words: “Yes...”, “I understand that...” I will maintain an 

unobtrusive eye contact. 

Seeing that an angry Customer is expressing his/her thoughts out loud can 

disturb other people, if possible, I will invite him to walk to a secluded 
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place or another room. 

2. I will clarify 

the reason for 

dissatisfaction 

Before resolving any issue, I will need to know exactly what happened, 

what exactly is causing the Customer dissatisfaction. As a result, I will ask 

him questions and clarify to make the situation clear: “So you’re worried if 

you will be able to pick up and check in your luggage at another airport?”, 

“Do I understand correctly? Aren’t you satisfied with the quality of the 

food?” or “Could you please clarify when you changed the flight date for 

this ticket” or “Could you name what specifically worries you (does not 

suit you)?”  

3. I will show that 

I understand the 

Customer 

Before expressing my opinion or the company’s position, before making 

suggestions, I will show that I understand how the Customer feels: “I 

understand your anxiety.”, “Yes, this is an unpleasant situation.”, “I 

understand your frustration. It’s a shame you can’t leave on time for 

vacation.” 

Demonstration of understanding does not mean that the Customer is 

absolutely right. By showing that I understand how the Customer sees the 

current situation and how he/she feels (I would probably feel the same way 

in such a situation), I move to the same side of the “barricades” - I become 

an ally determined to solve the situation together: “I understand you, if I 

were you I would also feel the same way.” “I understand and want to help 

you. How can we resolve this situation?”  

4. I will apologise 

if the situation 

requires it 

If the Customer complains about what happened due to my fault, or the 

fault of my colleagues or the company, after showing understanding, I will 

immediately apologize. I will apologize briefly and clearly, without 

blaming or justifying anything: “Sorry for the flight delay.”, “Sorry for the 

mistake.” 

It is not so important for the Customer what exactly determined the 

situation - a sincere apology and a quick correction of the error, a solution - 

are more important actions. 

If the situation was not caused by circumstances beyond our control, I will 

express my regret: “I am sorry / I am sorry that this has caused you 
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inconvenience (disrupted your plans, holidays).”  

 

5. I will offer a 

solution to the 

situation or invite 

the Customer to 

look for it 

together 

After listening to the Customer and showing that I understand him, I will 

explain the situation how I (the company) see the current situation and 

suggest the possible solutions: “Currently we can offer the following 

option: ...”, “In this situation it is possible ...” 

We are flexible in finding a solution that is favourable to the Customer; 

compromises are not possible only in terms of aviation security. 

If necessary, I will explain why I offer such a solution, I will try to 

emphasize the benefits of my offer to the customer: “This is the best option 

currently available for you to reach your destination with the least delay”. 

“Checking in your luggage now you will avoid additional checks and the 

requirement to check in your luggage during check-in or boarding.” 

If the Customer demands the situation to be resolved exactly as he/she 

wishes, I do not say, “No, it is not possible.” I emphasize what I can do in 

this situation: “We cannot ... but we really can ...”, “In this case, I am not 

empowered to make a decision, but what you say is important. We would 

be grateful if you could make the claim in writing and then the company 

...” “I suggest looking for a solution together.” 

I will ask the Customer if the proposed option is suitable for him: “Do you 

agree with this option?”, “Is this offer acceptable to you?”, “What do you 

think about these offers / opportunities / options?”, “What do you 

choose?” 

After resolving a situation that was affected by the Customer’s ignorance 
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of certain things, I will provide information on what to look for, what to 

know next time so that the problem does not happen again: “You will be 

more comfortable if you pay for luggage immediately when you buy 

tickets the next time.” “When buying business class tickets, pay attention 

to the benefits provided by a particular airline.” 

When it turns out that the Customer’s situation can best be resolved by the 

employees of another department or company, I will inform the Customer 

about this opportunity and clearly indicate what he/she has to do: “In this 

situation, the staff of the ticket sales agency will help you. You will find the 

agency on the second floor of the departure hall. ”“These issues are 

handled by the staff of the Customs Department. Wait here, I will call the 

responsible employee immediately.” 

I will not force the Customer to repeat the complaint twice. Before 

referring the complainant to a colleague or a representative of another 

company, I will inform them, as the case may be, of what I have learned so 

far from the Customer. From this, the Customer will understand that I 

listened to him and I care about his situation. 

If the situation requires decisions from other representatives of our 

company or another company, for example, if the Customer demands 

compensation, I will ask him to fill in the claim in writing and indicate 

when he will receive the answer: “In order to help you, please explain the 

situation in writing. We will investigate (the responsible persons of that 

company will investigate) the claim. We will notify you of the decision 

within two weeks”. 

I will offer the dissatisfied Customer to fill in a special feedback form 

“Write to us”, which can be found on the website of each airport, or I will 

offer to submit the feedback by telephone or e-mail 

klientu_aptarnavimas@ltou.lt. I will offer this only after listening to the 

Customer and showing that his/her opinion is important: “What you say is 

important. It would be good if you set out your complaint in writing. You 

will find a special form for this ... / Our airport e-mail address is ...”. 

When I am unable to respond or resolve the situation immediately, I will 
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inform the Customer when this is done: “In order to find the right answer 

to you, I must contact the airline representatives. Please wait a minute.”  

”I will check the information and come back to you in 10 minutes.” 

When I am unable to resolve the conflict on my own or when the Customer 

is not satisfied with my offer, I will inform my immediate superior (if 

possible, I invite the superior to the decision place). The superior, in the 

exercise of his powers, may make a decision or, if possible, will invite the 

Customer to seek a solution or compromise at a more isolated place. 

6. I will end the 

conversation 

positively  

I will be happy with the solution found: “I am glad we found an acceptable 

solution!”, I thank the Customer: “Thank you for your patience.” “Thank 

you for reporting the error.” I will politely say goodbye. 

 

When the Customer is hostile or aggressive, I will not allow myself to be provoked and will not 

react to emotional remarks. I will not object, I will show the Customer an understanding. If a person 

insults me, I will strongly ask him/her to stop this behaviour: “It will be difficult for us to 

communicate if you continue to do so.”, “We will be able to continue the conversation when you 

stop.” 

When the Customer asks to show the certificate, I will kindly show it and introduce myself with 

my name, surname and the company represented, but I will not allow to take photos or videos of the 

certificate. 

When the Customer is very talkative, I will communicate with him patiently, I will not show 

boredom. I will try to use closed questions so that he would answer “yes” or “no”. If the Customer 

says something extensively, I will make use of the break and intervene - I will show that I have 

heard the Customer and say the necessary information: “Yes, I understand. I want to remind you 

that the boarding will start in a few minutes - please go to the check-in.” 

When I have to interrupt the Customer in order to serve another one or withdraw to carry out other 

tasks, I will try not to make the Customer feel pushed aside: “I am happy to communicate with you, 

but now I have to go ...” 

When the Customer invites me to have a drink or a meal, to go together, I will politely refuse: 

“Thank you, no. I work and I have other tasks ahead of me. ” “Thank you, but I have to go and 
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check ...” and will try to end the conversation or direct our conversation to subject-specific 

questions. 

It is prohibited:  

To humiliate the Customer in 

certain situations 

 

“A 20-minute delay is really no problem.” 

“You are not the first or the only one whose luggage did not 

arrive.” 

“It’s ridiculous to be angry like that.” 

To oppose the Customer and 

argue with him/her  

 

“It can’t be true.” 

“You’re wrong.” 

“It’s impossible!” 

“My colleague couldn’t say that because ...” 

“Yes but…” 

To justify  
“It’s not my fault.” 

“I’ve been working here for not long, I don’t know all the 

procedures.” 

To use these phrases 

 

”It’s not our business.” 

“I repeat to you once again that…” 

“Everyone knows, even young children understand that…” 

“If you listened carefully, it would be...” 

“Calm down, don't get nervous, don’t lose your temper.” 

To ignore the Customer 

 

Demonstration of non-verbal behaviour showing that “I don’t 

see anything, I don’t hear anything”, “go ahead, speak out, in 

some time you’ll stop anyway”. 

To teach the Customer  
“You don’t read the rules?” 

 To demonstrate improper 

body language 

Turning away from the Customer, speaking with your jaw 

clenched, smiling, eyebrow movement, eye flipping, holding 

crossed arms on the chest 

 

Constructive expression of requests and requirements 

Sometimes the actions of the Customers are incompatible with the requirements of aviation security 

or individual airlines. For various reasons, individuals refuse to pay for excess baggage, want to 

carry non-dimensional hand luggage on board an aircraft, behave unacceptably, and so on. 

Two aspects are important when making requests or requirements: 

• Proper identification of desired actions and consequences; 

• self-confidence and perseverance in saying this. 
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Being aware of the fact that the Customer is responsible for complying with the legal requirements 

necessary to ensure flight safety, enforce my self-confidence and perseverance, while I am 

competent to do my job and assist the Customer. It is most likely that the Customer will take the 

necessary action if I present the request or requirement in the following 3 steps:  

 1. I will specify exactly what I am talking about or what behaviour I am talking 

about: “This suitcase exceeds the permissible weight of hand luggage by 5 kilograms.”, “Smoking 

is allowed at the airport only in designated areas.” 

 2. I will state exactly what action I require: “Please check in this luggage.”, “Please 

put out the cigarette immediately.” 

 3. I will mention the consequences (initially, the positive consequences if the 

Customer needs to be urged more than once - and the negative consequences): “Please check in this 

luggage now. This will help you avoid additional checks and check-in requirements during 

boarding.” “If you do not check in this luggage now, you will not be allowed to carry it on the 

aircraft.”  “Smoking in a no smoking area is subject to a fine.” “If you don’t stop ..., I’ll be forced 

to call the security.” 

 

2. SPECIAL PART 

2.1. Customer service at points of service /points of sale 

When serving Customers at service points / points of sale, I will follow a 5-step structure: 

1. I will notice the incoming Customer, politely greet him/her, nod my head, make an eye 

contact and smile. Informal greetings like “Hello”, etc. are inappropriate. If possible, I will 

approach the Customer and talk to him/her immediately. If I am busy at the time and unable 

to serve the Customer, I will show that I have noticed him/her and inform that I will be 

serving him/her soon, for example: “Good afternoon, I will be coming soon ...”, “As soon 

as I finish serving this Customer, I will reach you immediately ...”. If the incoming 

Customer does not understand how he/she will be served, I will inform him/her as soon as I 

notice him/her, for example: “Please come closer to the cash register.”, “Sit down at the 

table, I will come soon.”, “Welcome to customer self-service, please choose what you are 

interested in....”, etc. 

2. I will ask and find out the Customer’s need by giving open questions, such as: “What 

products are you interested in?” and closed questions, such as “Do you have any 
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allergies?”, I will show that I take care of the Customer so that he/she can get my help if 

necessary, e.g.: “If you have any questions, please ask me” and so on. I will be ready to hear 

and understand the Customer, if necessary, I will ask additional questions in response to the 

information provided (“I understand that you want a meat sandwich, but what kind of bread 

do you prefer?”), I will not interrupt or rush the Customer. If the Customer’s need sounds 

complicated, I will repeat in my own words how I understood the need, for example: “Do I 

understand correctly that ...”, “As far as I understood ...”.  

3. I will offer the product / service according to the need expressed by the Customer, for 

example, I will use the phrases said by the Customer and provide accurate information, for 

example, provide recommendations for the use / taking on board of goods, offer additional 

suitable goods, and will show the benefits to the Customer of purchasing some products / 

services. If I do not know the answer, I will inform the Customer accordingly, and if 

possible, after receiving the right answer, I will let him/her know it. If the Customer has to 

wait for more than a few minutes, for example, for a meal being prepared or the goods 

collected from the warehouse, I will inform him in advance, let him know how long he/she 

will have to wait and ask if the Customer will have that much time. I will keep my promises, 

I will not be late, when I return I will thank the Customer for waiting, I will apologise if it 

will take longer than I promised.   

4. I will give the cask register’s receipt and the exact change to the Customer. If the Customer 

remains satisfied with my service, he/she will decide for themselves whether to leave me a 

tip and what amount will be assigned. I will not decide for myself how much the service is 

worth, I will leave it to the Customer. 

5. I will thank the Customer for the visit / shopping with us. This will encourage him to come 

back the next time: “Thank you for shopping with us.” “Thank you.” 

3. ANNEXES 

Annex 1. Sample nail polish palette 
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