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1. Suggest a solution for these situations and specify the type of communication you will use.

Scenario A: You work in the customer service department for Walmart. You receive a complaint regarding a customer’s experience in the electronics department of a local store. The customer felt that they were disrespected.
Scenario B: You are a manager at a local food restaurant. A customer recently contacted you via email to tell you that they found a piece of plastic in a hamburger. They are not happy about it and are threatening to sue 

2. Analyze the 2 situations below and point out the possible responses of Rita in each situation.
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3. Read the situations and answer the questions
Situation 1
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a. What is the way forward?
b. Is this a case of perception barrier in which both sides have a different opinion about the same issue? How can we overcome this barrier through communication?


Situation 2
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a. What are the different ways in which one can try convincing the senior co-workers?
b. How should one approach a supervisor with this issue?
c. What is the definition of good teamwork here - not complaining against your team or bringing their negligence about their personal safety to supervisor’s attention?




Situation 3
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a. What is the way forward?
b. Is it a good idea to just leave and make the customer wait for some time till someone who understands English can return to service the AC?

Situation 4
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a. What is the way forward?
b. What are different approaches that can be tried while speaking to the supervisor or the HR?
c. Is there something you should avoid doing in this situation? If yes, what?

Situation 5
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a. How will you communicate this to your supervisor and HR?
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Rita was working as a tailor in one of the boutiques in town. She had been unwell for the past week. So, she was
unable to concentrate on her work. The manager of the boutique noticed that Rita was making many mistakes.

The manager approached Rita and said:

Situation 1: “Rita, you are a good worker, but for the past week, you've been making mistakes. You've never
made such mistakes in the past, can | be of any help and resolve your problem?

Or,

Situation 2: “Rita, for the past week, you’ve been continuously making mistakes. This is inexcusable. You need to
do better or leave the job.”
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A big manufacturing company has recently opened a plant. You have been hired as part of its new team. You
are in charge of one important section. You are very excited about your new job, and have recently completed
the training. You work every day from 9 a.m - 5 p.m. At precisely, 5 p.m. the shift changes and you hand over
the operation of your machine at 4.45 p.m. Today, at 4.45 p.m. the machinery started malfunctioning, as per
its manual. It is the kind of symptom that must be immediately repaired. However, once started the repair will
take a minimum of 4 hours. The people from the evening shift are unwilling to accept responsibility and start the
repair. Now, it’s just you, your team from the morning shift and the evening shift people standing on the floor.
An argument has started.
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You have been hired by a multinational company and in your training one rule of working at a construction site
was made very clear to you. While working at a heights of more than 2 meters, all personnel must always wear a
belt. No workers are allowed to work on heights without a written permit by a supervisor. You are working with
a team of 2 other people, who are senior to you. Your seniors continuously neglect the safety guideline. When
you ask them to at least not to work at heights without a signed permit, they make fun of you.

a. What are the different ways in which one can try convincing the senior co-workers?
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3. You are attending a customer speaking a different language

You have joined a very good service company in your city. You are in - charge of providing the on-door service to
all the customers who purchase an air conditioner from the company’s biggest store in the city. You have been
working in the company for 6 months, and have so far enjoyed your work. You are fairly confident of your skills
and always manage to get good reviews from the people whose A/Cs you install. This week, however, there is
one customer who has been filing a complaint about a mysterious noise in his air conditioner. The store manager
sends you to look at it because he trusts you will be able to deal with a difficult customer. When you reach the
site, you find out that the customer is not a native Hindi speaker (he is an American and speaks mostly English)
and cannot explain the problem to you fully in Hindi.

a. What is the way forward?
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4. Gender sensitivity

You are a woman and you have secured a job in the manufacturing plant. You have always been at the top of your
class in the ITI and are confident of your skills. As per company policy, you cannot be assigned a night/evening
shift and are given the morning shift. However, you soon observe that the attitude of your supervisor towards
you is very biased. He has openly told you that he doesn’t trust you with heavy machine jobs because you are
a girl. This is preventing you from working at jobs that will further your promotion. You are also afraid that this
will affect your performance review, which will be submitted by this same supervisor. When you approach the
HR department, it is suggested that you take up the night shift as that will mean a change in your supervisor.

a. What is the way forward?
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5. Applying for leave

You have recently joined a big automobile manufacturing company. As per the company policy, you are not
eligible for more than one day leave in 30 days till you have completed the first 6 months of employment.
However, in the second month of your work, your family asks you come back to your hometown to attend a
close cousin’s wedding. The wedding date is fixed, and the invitations have been sent. You don’t want to miss
this wedding, and know that it will upset your whole family, if you don’t go. If the HR on the plant is approached,
they will clearly state that he/she does not have the authority to alter policy.

a. How will you communicate this to your supervisor and HR?





