SCENARIO # 3 

You are the customer service representative at Best Buy.
You are working at the check out when a customer approaches you with a product he is returning. You are unable to process returns at your check out, this has to be done at the customer service counter. 
[bookmark: _GoBack]When you explain this to the customer he becomes upset and feels he should not have to go to a different counter and wait in another line up. 
