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Customer Service Scenarios

Directions:  What would you do?  Below are 2 scenarios with obvious customer service and facility errors.  After each scenario write the customer service errors, what should be done and what should be said.  
Scenario  #1
A customer calls in a complaint about a salad that was part of a “to go” order.  The manager tells the customer that she can bring the salad back and a new one will be made for her at no charge. The customer indicates that she cannot bring the salad back and requests that she just be given a free salad next time she comes in.  The manager explains that it is restaurant policy to give a free dish only when the “bad” food is returned.  Since the customer cannot bring it back in, the manager offers to give her half-off a salad next time she comes in. The customer then gets upset and requests the tip that she gave the cashier be refunded because she feels that the cashier only handed her the bag and that the cashier then doesn’t deserve the tip.  The manager also gets upset about someone “bad-mouthing” one of his employees and tells the customer that the cashier does more than the customer thinks and goes on to retract the offer previously made to the customer for half off the salad the next time she comes in.

Case Study #2: 
The Story: A group of friends gathered at a local restaurant franchise for dinner. Midway through their meal, they noticed a mouse dart out between two booths and called the furry patron to the attention of their waiter. The waiter said, "That's cool," and asked what they would like done about it. Eventually, the manager entered the picture and told the diners, "All restaurants have mice whether you see them or not. I can take care of your bill, but there's nothing else I can do about it." Not surprisingly, the patrons left the restaurant in a hurry, never to return again.

The Lesson: Customers take health and safety issues very seriously. The diners wanted more than a refund. They want to know that the business was taking every possible precaution to prevent infestations and unsanitary conditions. The employees' ambivalent attitude toward a possible rodent problem communicated that hygiene was not high the restaurant's list of priorities.

