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Problem Solving Scenario #1  
A server is working at a busy restaurant. She is serving eight tables and is rushing to keep up. One of the customers calls her over to say he is not happy with the quality of the service and, therefore, refuses to pay the bill. The server is trying to deal with the customer, while continuing to serve the other patrons. The restaurant is committed to ensuring that, generally, customers leave satisfied with their experience. 
ACTIVITY 
Pretend that you are the server.  
THINGS TO CONSIDER 
• Are there existing policies or procedures to consider? 
• Who should you approach about the issue? 
• What if the customer becomes angry? What if other customers become frustrated? 
TIPS 
• This activity can be used to practice problem solving in any customer service setting. It can also be used to develop your conflict resolution skills. 
• This activity can be done by role playing with co-workers or friends (e.g. one person is the server and one is the customer). 
 
 
Problem Solving Scenario #2 
A front desk clerk is working at a large hotel. At 10 pm, she receives a complaint from a hotel guest that some of the guests staying on the same floor are having a party and are very loud. He asks that the issue be resolved as soon as possible. Hotel policy states that excessive noise will not be tolerated after 9:30pm. 
ACTIVITY 
Pretend that you are the front desk clerk.  
THINGS TO CONSIDER 
• Are there existing policies or procedures to consider? 
• Do you approach the guests that are causing noise? If so, how? 
• How do you ensure that everyone involved is satisfied? 
TIPS 
• This activity can be used to practice problem solving in any customer service setting. It can also be used to develop your conflict resolution skills. 
• This activity can be done by role playing with co-workers or friends (e.g. one person is the clerk and one is the guest). 
 
Problem Solving Scenario #3  
A cashier is working the night shift at a 24-hour grocery store. He notices that a customer is acting suspiciously and has a large bulge under her coat. The cashier thinks the customer is shoplifting. The cashier’s responsibilities include loss prevention. 
ACTIVITY 
Pretend that you are the cashier.  
THINGS TO CONSIDER 
• Are there existing policies or procedures to consider? 
• Do you approach the customer? If so, how? 
• What if the customer becomes aggressive? 
TIPS 
• This activity can be used to practice problem solving in any customer service or loss-prevention setting. 
It can also be used to develop your conflict resolution skills. 
• This activity can be done by role playing with co-workers or friends (e.g. one person is the cashier and one is the customer). 
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