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A Message from the Editor:

I am pleased to announce the 
debut of our magazine, YOUR 
DIVERSE CUSTOMER.  

It is your answer on how to serve  
diverse customers and members 
of the public.

- Use our magazine for: 
Onboarding employees.

- Enhancing your existing 
customer service training.

- Energizing your 
staff/management 
meetings with our case 
studies and useful 
resources.

- Developing service 
protocols.

 Enjoy! We welcome your 
feedback.

Evelina Silveira,  

President Diversity at Work

evelina@yourdiversityatwork.com

 SERVING  CUSTOMERS WITH MENTAL ILLNESS REQUIRES A UNIQUE SET OF PERSONAL            
ATTRIBUTES AND SKILLS WHICH CAN BE LEARNED.

Another stressful day at the bank! My aunt would recount the 
horrors of a teller suspiciously inspecting her up and down, giggling 
and chatting with her co-workers about what a bad person she was. 

My aunt would then explain to me how the bank no longer liked

her since she started making withdrawals from her account and she 
feared that they would terminate her as a customer. Maria would 
retell the experience in the most convincing manner, explaining to

me how the staff stared at her causing the customers who were in

line to glare with curiosity and caution. By the end of the 

conversation, I was so angered by how they treated my aunt; I 

decided to call the bank manager and report the teller. I wanted to 
ensure that they would never treat her like this or anyone again 
? after all, she was a loyal and valued customer.

As the years went on, I realized the complaint phone calls that I

made for my aunt about rude staff, might have resulted in a lot of 
decent employees getting reprimanded for actions they had never 
committed.

My aunt was diagnosed with schizo-affective disorder when she 

was in her 50?s, and then the light bulb in my head went off. 

Perhaps the incidents she disclosed were based on her fears of 
persecution and that they had never occurred?

Years later, I would hear her crying and shaking in fear about how 

her landlord wanted to evict her. I would try to reassure her that it 
would never happen. Her apartment was clean, she was quiet, and 
she paid her rent on time ?the ideal tenant. However, each month, I 
would have to reassure her of this, but it did not always work. She 
would go to the landlord?s office and directly ask them if they were 
planning to evict her. They must have eventually figured out that my 
aunt was not well, and thankfully and remarkably they were always 
polite to her.

When she got older and was no longer able to live on her own, she 
moved to a nursing home which she liked. However, there again, 

she thought the administrators were going to kick her out on the 
street, and her room-mate was part of the conspiracy.

Her whole life was built on fear. Fear of every sort. Fear every day.

Sometimes, you will encounter people like Maria whether you are a 
public service employee or a customer service representative.  It 

may be difficult for you to know what to do.

In this issue, we will learn how to  serve customers like Maria and 
others who may be experiencing mental health issues.
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