Responding to Rudeness

· Put both students names at the top right of a sheet of notebook paper.

· Number 1 through 3 leaving lots of room in between each number.  For each number write “RUDE COMMENT.”

· Working with a partner, develop a list of 3 rude comments that a customer might make to you.  Write each one down on the paper (1,2,3).

· Now go back & think of a QUALITY professional customer service responses you might give to each rude comment.  On the paper, write “CS RESPONSE” underneath each rude comment.  Write down your reponse.

· EXAMPLE:

RUDE COMMENT - “If you’re not too busy, I’d like some assistance”
CS RESPONSE  - “If you could please wait, I’ll be happy to assist you as soon as I finish, sir (or madam). I want to be able to give you my full attention and don’t want to be distracted.”
