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Customer Expectations

Is each of these responses right or wrong?

Scenario

Response

Is the response to the
scenario right or wrong?
What should have
happened?

A customer comes back to a shop
to return something. They don't
hawe a receipt and it is company
policy o anly offer vouwchers if no
receipt is avalable. The customer
is really angry and starts shouting
and being aggressive.

The aales assistant gets
very worred and starts
panicking. They ars
afraid to tell their boss
they find the customer
difficult so they give a
full cash refund.

Mowheel chair user is having
troutile accessing items on the
highest shelf

M sales asdstant walks
past and asks if they
nesd any assistance
They then offer to take
them straight to the
cash desk to pay.

Aworman is trying on a skirt and
top in a changing room but is not
able to get the right size.

The sales assistant is
packing away clothes
to be retumed to the
shop floor without
noticing.

A customer brings back a
half-eaten ready meal saying
there is an insect in it

| he sales assistant
laughs and says they
cloin't believe them.

A big queus is developing and
one of the cash desks mans out of
till ralls.

The two assistants
wworking either side
chat about how badly
supported they are at
waork and that there is
nener any il rall. The
queus gets longer.

All Homework must be handed in on the date requested.
If you hand in homework late or it is of an unacceptable standard you will be given a pé.




