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Austraian Gifts




	Customer Service Representative

      


	Name
	

	Department
	

	Extension No
	

	Date Worksheet Completed
	


Instructions

· Read scenario given in the yellow column.  Ask your supervisor for assistance if required.

· Identify how you would provide service to the customers described on the following table.

· You may need to refer to the Policies and Procedures Guide, job descriptions, the organisation chart and appropriate information on the Swaggies’ intranet.

· Your purpose is to demonstrate that you have developed the appropriate knowledge, skills and attitudes to respond sensitively to the customer’s specific needs and any cultural, family and individual differences.

· Use the right column to record a summary of the assistance you were able to give the customer.

· Print two copies:  one copy for your supervisor, one copy for your portfolio.

· Give your manager your completed worksheet.

Assisting customers with special needs


(Key your response  in this column)

	Scenario
	Response

	A customer has asked you whether it is okay for her to breast feed in the store while she waits for her purchases to be gift wrapped.
	

	A young person in a wheel chair would like assistance purchasing a new pair of leather boots.
	

	An elderly person with a hearing impairment needs assistance purchasing a suitable CD for her grand daughter. 
	

	Mr Sahin has a vision impairment. She would like you to assist her to select a scarf to give to his daughter.
	

	A customer wishes to organise a delivery of the Cosmetic Gift Basket to his mother. The customer speaks fluent Mandarin but does not speak English very well.


	


Swaggies Pty Ltd is a simulated company used for training purposes only


