Role Play Scenario 36.3 b: Check Understanding


There are two scenarios. Both are written here for you; your partner has a copy of the scenarios. In the first one, you will play the role of customer service provider. In the second one, you will play the role of customer.


Scenario 1�CUSTOMER SERVICE PROVIDER


You are a new employee for a discount warehouse computer store. You can only exchange computer systems if the company is at fault. 


The customer in front of you bought an entire computer system including a printer and scanner from the store five weeks ago. The customer says it was supposed to have an internal Zip drive installed. The salesperson, Tom Blake, has since left the company, and the customer has no proof that the system was supposed to have a Zip drive. 


You want to do a good job for the company and the customer; What do you do?


Scenario 2�CUSTOMER


You are standing at the gate of a major airline. The flight attendant has just announced that boarding can commence. They have asked first class passengers and executive premier passengers to board first. You have an executive premier card. You are with your spouse and two young children.


You and your family have been traveling since 4 a.m. You are all very tired, especially the children. Since this is a full flight, you are very glad to be able to board first and get your family settled. You would be very unhappy if you were told that your spouse could not board early with you—you need help with the children!


Copyright McGraw-Hill 2000. Original purchasers of this book are permitted to photocopy or customize this page by downloading it from www.books.mcgraw-hill.com/training/download. The document can then be opened, edited, and printed using Microsoft Word or other word processing software.


