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Austraian Gifts
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	Department
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	Date Worksheet Completed
	


Instructions

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

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

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

· Print two copies:  one copy for your supervisor, one copy for your journal
· Your supervisor or colleagues will complete an Observation Checklist as you perform your role play. (Remember, to ask your supervisor and colleagues for feedback).
· Give your manager your completed worksheet.

Customer Service Scenarios


(Key your notes/plans in this column)

	Scenario
	Response

	You are planning a trip with your family around Australia. You will be driving your four wheel drive to various locations, and then staying in each location for several days.

You are looking forward to hiking with your teenage children and wife in some fairly remote locations.

You have telephoned Swaggies to purchase some maps or directories that you can use to plan your trip. 


	


	You wish to purchase a wedding gift for a couple that you met while travelling in Europe last year.

You are unsure what to buy them as they have both had previous marriages.

You have contacted Swaggies as you think a uniquely Australian gift would be appreciated.

You are concerned about mailing the gift – the cost of postage and possible breakages are your main worries.

You plan on visiting the couple in their new apartment in Germany early next year.


	


	You are the President of a local sporting group. You would like a gift to include in a presentation pack that is to be given to potential club sponsors in a few weeks time.

You would like to know which Swaggies products are most appropriate, whether they can be customised to include the name of the sporting group and whether a discount is available for bulk purchases.


	


	You wish to organise purchase of a number of items to be sent to your new granddaughter in Hong Kong.

You would like to know whether the items can be packed in a basket and sent to the hospital in Hong Kong.


	


	You have been asked to make a presentation at a seminar that has been organised by the local tourist organisation.

You have a new suit to wear and would like to accessorise with a piece of unique Australian jewelry or a scarf. 


	


	You are an employee of a local day care centre. The nursery section of the daycare centre has recently been refurbished.

The Director of the daycare centre has asked you to investigate purchasing a range of products that could be used to decorate the nursery.

You have contacted Swaggies to find out what products they have that might be suitable.


	


