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Role play

By Toyota 

[bookmark: _GoBack]In this paper, I will discuss about how to manage a difficult situation between a Toyota customer and one of the company’s employee. The customer’s car is being repaired in a service, but he wants to paint the car’s door in a different color. The employee explains that this thing it’s imposible and after this, the client remembers that he has another problem with the car, ask about the period of reparation and the costs. This paper repressent a dialogue between an employee and a customer, a dialogue in which the employee needs to show how professional he can be. A good employee needs to be patient, to understand his client’s problem and to be empathy with what the client says. Showing empathy to the customer’s situation thus becomes very important, following with an immediate explanation of how the employee is going to fix the situation. This way, the employee shows three important objectives: he empathizes with the customer’s frustrating experience, he explains what the problem might be, and he offers a clear and immediate solution. The employee changes the language he uses at the beginning of the call so that he doesn’t trigger the customer anger and he apologizes before knowing what problem the client has.


Employee: “Good morning, this is Toyota’s Company service, how can I help you? “ 
Customer: “Hello! I brought my car at the service 2 weeks ago to repair the front door and you didn’t repair it well! “ 
Employee: “I’m sorry that you’ve had that experience, my name’s Cornel, can I take your name please?”
Customer “It’s Alan Brown”
Employee “ Now, Mr. Alan, I’m going to do everything I can to sort this out for you now, first of all, can you please tell me what model is your car  and when exactly did you bring it to our service , so that I can look at your details, and find out how I can best help you?”
Customer: “I already told you, I brought it two weeks ago. “
Employee: “This means 15th March, am I right? “
Customer: “I don’t know, maybe! “ 
Employee: “And the car’s model? “ 
Customer: “It’s a Toyota Corolla 5. “  
Employee:  “Yes, Sir, I found your details. Here says that you had a bad accident and it wasn’t your fault. I am sorry to hear that, are you ok now? “
Customer: “Yes, thank you for your care. But I want to know why not paint my car’s door as I told you, in white! “
Employee: “Sir, I can’t see what colour have your car one of my colleagues forgot to note down. Can you please help me with this information? “ 
Customer: “It’s black. “
Employee:  “Thank you, Alan. You said that you wanted to paint your front door in white? “ 
Customer:  “Yes, I did! “ 
Employee: “Sir, I understand you are upset about this, but what you are asking for is not possible… “
Customer: “Why is it impossible? Nothing is impossible. “
Employee:” Because we are not allowed to paint a part of your car into another color than the one you declared at the police when you bought it. If the car was black when you brought it to us, we need to paint it black. “  
Customer: “So you are telling me that I can’t paint my car’s door with white and the rest of the car with black? “
Employee: “If you want, you can paint it, at home but it’s illegal. “
Customer: “Why it is illegal? “ 
Employee: “Because, if the police check your car’s documents and if the car has another color than the one which is written in your documents, they can confiscate your vehicle. “ 
Customer: “Why would they do this? “ 
Employee: “Because, as I said, it is illegal to paint your car as you want if you don’t have the police’s approval. “
Customer: “Oh…you are right. I’m sorry for being impolite to you. “ 
Employee: “Don’t worry, sir, I just tried to help you.  Is there anything else I can help you with? “
Customer:  “Actually, yes, it is. “
Employee: “I am listening to you. “
Customer: “When I accelerate, the car makes a strange noise.  “ 
Employee: “What kind of noise, sir?” 
Customer: “I don’t know how to explain it… it’s like the water when is boiling. “
Employee: “And do you hear this sound only when you accelerate? “
Customer: “Yes, actually I hear it when I accelerate and when I press the brake. “
Employee: “I’m so sorry about that, that’s very strange. There might have been a slight mistake in the producing process. Mr.Brown, how old is your car? “ 
Customer: “Well, it has almost five years. “
Employee: “And did you have this type of problems with it until now? “
Customer: “No, only the problem with the front door when I had the accident.  The car was functioning very well. ” 
Employee: “When did this noise appeared? It’s recent?” 
Customer: “Yes, two weeks ago, after I brought it back from the service. I was driving and when I accelerated, the sound was very loud. “ 
Employee: “Sir, this is very strange, your life can be in danger. Do not drive the car again until one of our expert it and finds the problem. “ 
Customer:” Ok, but how can I bring the car to your service? You told me not to drive it again. “
Employee: “Don’t worry, sir. We will send you a team to pick up the car. Can you please give me your address? “ 
Customer: “Lueville - Road, nr.25. Ilford.“
Employee: “Thank you! I will send the team today to your address. “  
Customer: “How long it will take to repair my car? “ 
Employee: “It depends on how bad your car is damaged. It can last between one or two weeks, and as Easter is coming and nobody is working, it can last three weeks. “   
Customer: “Why so long? What am I doing with my job for two or three weeks?  This is too much time. I have to work and i can’t walk 10 km every day. “
Employee : “Sir, you need to think that you can have very big problems with the car , I understand you that you need to work and you need money, but your life is more important than money. “ 
Customer: “But I need another car to go to work, I work in another city and I drive my car daily. “ 
Employee: “We can give you another car during the time we are fixing yours. “  
Customer: “Yes, and I will have to pay a fortune for this. No, thank you! “
Employee: “No, you don’t have to pay anything. The service gives you another car so that you can do your job while we are fixing yours. We don’t want to put your life in danger, so we are trying our best to help you. “
Customer:  “Great news! And about the fixing costs, what can you tell me about the prices?  “
Employee: “It depends on the problem your car has. “
Customer: “I know, if I don’t pay a fortune for the car you give me, you make me pay it for the reparation. “
Employee: “No, sir. Actually, in this period, we have a 10 % discount for our clients. “
Customer: “Really? Why do you have this discount? “
Employee: “Because we respect our clients and as Easter is coming, every year we have this type of promotions during Christmas or Easter time. If you bring your car to our service during this period, you get a 10 % discount for our services and you don’t pay for the car you get in change. “ 
Customer: “But can you at least tell me if I have to pay when the team comes to take my car? Or if the transport it’s included in the assurance price? “
Employee: “No, Sir. You don’t have to pay for the transport. After the experts check your car, we will contact you and discuss about the problems of your car and how much it will cost you.”
Customer: “I understand, but I want to have an idea about the price, please help me. “
Employee: “If you have an engine problem, the cost is between 100 £ - 150 £, but with the discount it will cost you around 90 £ or 140 £. “ 
Customer: “And if I have a problem with the brake? “
Employee: “The cost is between 50 £- 100 £.  “
Customer: “And with the discount is around 40£ - 90£, right?”  
Employee: “Yes, sir, you are right. “
Customer: “Great! when will they come to take my car? “
Employee:” We will send a team right now, after I finish the conversation with you, sir. You can come at the service with the team, and after you sign some documents, we can give you the other car. “ 
Customer: “Alright, I will come with your colleagues. Thank you for your help! “ 
Employee: “You are welcome, sir. Have a nice day, goodbye! “
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