2019 Customer Service Scenario
The Angry Carpet Cleaning Customer

The Setup:
 
A woman calls a carpet cleaning company to utilize a special coupon she received in the mail to clean three carpets at a discounted price. The appointment is set and the cleaning crew arrives on time and gets to work while the woman heads off to run some errands. 

Upon returning home, the crew is gone and as she wanders through the areas cleaned, she notices a large yellow stain the crew was unable to remove. She calls you, the owner of the carpet cleaning company, and begins to scream immediately. 

Woman: “I’ve been cheated and who even knows how long your crew was here? They didn’t even clean the carpets correctly I still have a huge yellow stain on one carpet! I will never recommend your company – you don’t do what you promise.” 


How do you respond? 
1. Present and discuss the consequences of ignoring the situation addressing:
a. Public relations
b. Profitability
c. Employee morale
d. Long-term success

2. Present and discuss 3 possible solutions to satisfy the customer that describes and includes: Public Relations, Profitability, Employee Morale, and Overall long term business success of EACH solution

3. Select one of your solutions and be prepared to act out your favorite solution for the judges with an opening and closing statement to your customer that shows both your understanding of the problem and your empathy towards the customer (hint: remember that this must be a solution you have already explained in step 2)


*Refer to the rubric for specific details on will be evaluated in the presentation

