Customer Service Scenarios

Read the following scenarios: 

On a piece of paper write how you would handle each situation

1.
Sue is working at the checkout register at King Soopers.   A customers insists that the milk she is buying is on sale for 1$ less than the price that rings up and she saw it in the advertised flyer in the paper.

2. Bob is Assistant Manager at a grocery store.  A child accidentally broke a bottle of apple sauce.  The father apologized to Warren.  Warren looked disgusted and yelled at one of his workers to “clean up the mess.”

3. Steve traveled 20 miles to a store to purchase a new couch.  When he got home, he noticed that the fabric was worn on the corners, and one arm of the couch was actually higher than the other.  Now he has to drive back to the store to exchange it, resulting in driving a total of 80 miles.  He is very upset.

4. Karen is answering the phone for a cleaning company.  A customer calls and complains that their office was not cleaned very well-trash not emptied, carpet not vacuumed and this has happened before.  The customer threatens to take their business somewhere else. 

5. Price-Mart advertised a sale on DVD players, but when Michael tried to find them at the store, he was told they had sold out during the first two hours.  The only DVD players available at Price-Mart were $30 more than the advertised product.  Michael became upset because he felt the store was using a “bait and switch” sales technique.  

6. Mr. Valdez, a 75 year old man, is trying to decide on a new TV to buy.  He is somewhat hard of hearing, and has limited English.  He is overwhelmed with all of the choices available, and is about ready to give up and go home.


After you have written your responses you will be paired and 
assigned a scenario to role play in front of the class.  You will be 
given time with your partner to practice before you present.
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