MAX the MULTI-TASKER  - Tutors’ notes

1) What element of communication do you think was responsible for what happened?
Poor effective and empathetic listening. 

2) How could it have been prevented? In the first place, when Tamara first phoned Max, she knew that he was busy talking to someone else and she should have said she would call back. Given his position (which she knew), he couldn’t afford to lose either client, so it is not reasonable to expect him to tell her to call back. Instead, what he tried to do was to listen to both at the same time and she, thinking that it was just a simple message, did not check that he had received it. A phone call later (feedback) to confirm before the event would have ensured that the message had been received, and if not, Max could still have arranged the party in time.

3) Was Tamara right to behave in the way she did?
[bookmark: _GoBack] Obviously, she was disappointed and very angry at the time and her behaviour could be understood. However, she should have realised that Max was on his own and had to do everything himself, so she should have phoned to confirm. Secondly, to refuse to speak to him and to do things to affect his business, lacked empathy. Looking back, Tamara should have realised that he couldn’t afford to employ anybody because of his expenses and her actions, which threatened Max’s business, could be viewed as lacking empathy.
