Role Play Scenarios 55.5


Here are four role plays. One group member will play the employee and another the customer, while the other members act as observers and provide feedback to the person playing the role of Employee, Manager, or Team Leader. Start with role play one, then rotate as directed by your facilitator. You will all play each role at least once.


Role Play One


Employee: You are a new employee with the company. You have just returned from a break. You are standing behind the counter when the customer approaches.


Customer: You are very annoyed. You bought an item last week for a special occasion or presentation. When you got it home or to the office, it was completely the wrong item. Your plan was totally destroyed.


Role Play Two


Manager: You overheard an employee talking to a customer in an unsympathetic and abrupt manner. It is the third time this week you have noticed it. You have asked the employee to come to your office to talk about it.


Service Provider: Normally you can handle customer problems, even though you have a lot going on in your personal life. Today it got to you, and you just don’t want to listen to any more problems.


Role Play Three


Employee: Your customer has come to pick up the item that was ordered. It will not be ready for another 15 minutes. Due to a departmental error, a particular feature that the customer wanted did not get installed on time.


Customer: You have come to pick up the item you ordered last week. You have another appointment in 15 minutes.


Role Play Four


Team Leader: You are leading a project that has a direct impact on customers. One person on the team has consistently failed to do the job on time. This has impacted your schedule so that you have been late getting back to customers. You have decided to speak to the team member about it.


Team Member: Along with everything else on your plate, a senior VP learned about your special interest or hobby and asked you to put together some very detailed information on it. Although it has taken more time than you thought, you have almost finished it.





