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[bookmark: _Toc5890449]Scripted Role Play – Managing a Difficult Customer at McDonald's
Background:
A customer has come to McDonald's during the rush hour lunch time when the store is busiest between 11 am – 1 pm. The customer had waited a long time for his lunch menu to arrive and has now become extremely angry due to delay in serving his lunch. He has asked the waiter a couple of times for serving him fast as he is in a lot of hurry.
Manager: Yes sir, how can I help you?
Customer: I am in my lunch break from the office. I have planned to eat my lunch here and attend my office in half an hour. I have been waiting for the last 40 mins and was not served anything. Is this the quality of service you provide your customers?
Manager: We are extremely sorry sir, if you would just be patient, we will be serving your lunch as soon as it is ready.
Customer: I have heard that since the last 20 mins as well. I have already asked the waiter twice about it and the reply I got every time was that it is on its way? Are you telling me the lunch is taking 20 mins for you to bring it from the kitchen to the table?
Manager: Yes sir, I understand your concern, but we are trying to serve our customers as soon as possible.
Customer: I am on my lunch break from the office and had to return within 1 hr. You have already wasted 40 mins from that; it is no option for me to wait anymore. 
Manager: Yes sir, we are deeply sorry for this delay, but as you can see, it is the peak hour of lunchtime. With so many customers to handle and serve their food, it is difficult for us to serve everyone in time. Moreover, we are understaffed at the moment, and this has made too many customers handle the kitchen staff. I apologise on behalf of McDonald's for this inconvenience. You'll be served soon. 
Customer: It is not my concern about your understaffed situation. You should treat customers with value, and your waiter could have said it to me in the beginning that it will take time to serve lunch, then I could've looked for other alternatives. 
Manager: Yes sir, the waiter should’ve done that, but due to inexperience he was unable to handle the situation. I apologise on his behalf too. Sir, please give us a few more minutes, it will be ready soon. And if you make a fuss about it, the customers will also be disturbed which bad for our reputation.
Customer: Yeah sure it is, I’ll be complaining about this service to the higher authority and also write about it in the online blog so that others are aware of your customer treatment.
Manager: Sir, as I said, we are sorry for this delay. I already told you the reasons for the delay. I request you not to take this matter to the higher authority and publish a bad review about us. We know how to take care of our customers. Our customers are our top priority. 
Customer: Yeah, how are you going to make up for my lost time?
Manager: Sir, your lunch will be served soon, and we will be adding a complimentary Big Mac and a large Coke with it. It is in the house; you won't have to pay for it.
Customer: But you should be careful about your customer service and serve them on time.
Manager: Sure sir, it won’t happen again. We will take care of it in the future. Feel free to visit our store again in the future. Thank you for your patience sir.
Customer: Yeah ok, I don’t mind. Serve it quick, I plan on eating lunch here at least three times a week. Thank You.
[bookmark: _Toc5890450]Explanation and Discussion of the Concept of Reflective Practice
The concept of reflective practice can be considered as having the ability to reflect on one's own action for engaging in the process of continuous learning. Reflective practice consists of a continuous cycle of self-observation and self-evaluation of action of the individual and derives valuable lessons from them (Gould and Taylor, 2017). The outset of reflective practice does not involve addressing a specific problem or question but continuously observe and refine the entire practice in general through multiple experiences in varied scenarios. The critical attention involved with practical values and theories which helps to gain information of everyday activities offers reflective and reflexive knowledge about that practice and how it can be improved in the future (Knott and Scragg, 2016). The rationale for conducting reflective practice on every activity is that experience is not enough for learning. Deliberate reflection on that experience is far more essential for learning and continuously improve it. Reflective practice is considered as an essential tool in the context of practice-based professional learning where it is necessary for individuals to learn from their own experience along with formal learning and knowledge transfer. It also serves as the most important source of professional development and improvement. The concept of reflective practice was first introduced in the book ‘The Reflective Practitioner’ by Donald Schön in 1983. Concepts like reflection-on-action and reflection-in-action were first coined in this book where it is explained how professionals can use improvisation through practice for meeting the challenges of their work (Schön, 2017). Although, the reflective practice can be further traced back to the 20th century where reflective practice with the help of experience, reflection and interaction was done by John Dewey. As mentioned by Neil Thomson in his book ‘People Skills', reflective practice primarily consists of six steps which are read, ask, watch, feel, talk and think. From this book, it is evident that reflective practice does not necessarily have to be an individual practice but can also be a shared activity for professional individuals working in teams. Some of the most reflective practice theories include Gibbs' Reflective Cycle, John's model for structured reflection and Rolfe's framework for reflective practice. Other similar reflective processes include Dewey's reflection as a rationalised process, Schön’s reflection and professional development, Kolb Experimental learning cycle and Boud’s reflection and emotion. However, among all these theories the Gibbs’ reflective cycle is by far the most popular theory which was also used in this report for reflecting on the manager and customer role play. The Gibbs’ reflective cycle consists of six major phases. They are description, feelings, evaluation, analysis, conclusion and action plan (Husebø, O'Regan and Nestel, 2015). The description phase involves the details about the activity, the feelings phase includes the personal feeling of the individual about the activity, and the evaluation phase consists of determining the positive and negative factors of the activity. The analysis phase includes the individual's own take on the activity, and the conclusion phase consists of alternative ways for doing the same activity. The final phase or action plan is the development of a plan to perform the same task differently if the individual is faced with a similar scenario or practice. All these steps make the Gibbs; reflective cycle conclusive and sufficient for future learning and improvement.
[bookmark: _Toc5890451]Explanation of Role Play
The scripted role-play mentioned above provides a hypothetical scenario for handling a difficult customer in McDonald's. The scenario states that a customer has visited a McDonald's store during its peak hour of lunchtime. The customer has stated in the roleplay that he was in a one-hour lunch break from the office and wanted to eat his lunch in McDonald's. He has ordered his lunch in the store and has been waiting too long for the food to get served. He tried informing the waiter about this delay and also mentioned that he was in a time constraint and needed the lunch fast. However, due to inexperience, the waiter was unable to provide any solution and serve him the food. This has wasted almost 40 min of the customer. Being extremely irritated and angry by this customer service and inconvenience, the customer has called for the manager to complain about this issue. In his reply, the manager has apologised numerous times for their inconvenience and also stated that delay was due to the fact that they were understaffed in the kitchen and being at the rush hour it was difficult to serve all the customers simultaneously. However, the customer was really difficult and unwilling to hear these excuses. He also threatened to take the issue to the higher authority of McDonald's and also write a poor review about the store in the online blog. To this, the manager was quickly able to handle the situation stating that customers are their top priority in service. Furthermore, he offered a complimentary burger and coke with lunch to the customer. This helped to water down the situation that has escalated quickly. In the end, the manager's presence of mind helped to handle and manage the difficult customer and save the reputation of McDonald's. However, the manager intends on making future improvements so that such scenarios can be avoided. These future changes have been discussed in the next section of the report.
[bookmark: _Toc5890452]Reflective Statement on the Role Play
As the customer manager of the McDonalds store, I have provided a reflective report on the role play stating the pros and cons of my activities as the manager and also on future changes that would help handle such situations with more ease. The pros and cons of my role as the manager have been described below.
What Went Well
As the customer manager, it is my responsibility to cater to the needs and queries of my customers. I was available for the customer as soon as he wanted to speak with me. From my point of view, I was extremely polite when talking to the customer and listened to his complaints very attentively. This provides the customers with a sense of importance which is essential for customer management. I also offered the customer to speak more and replied only when necessary. Offering the customer to speak more and being a good listener is also helpful in resolving such difficult situations (Homburg, Jozić and Kuehnl, 2017). Additionally, when the customer was getting extremely irritated due to our bad service and started to complain it to the higher authority, I was quick to provide complimentary food and drinks to the customer for the inconvenience on our part. The offering of free food is always a good tactic to handle customer complaints, and similar complaints like this are almost always solved through such measures (Davis et al., 2018). Also, offering free food makes customers happy and satisfied and increases the chances of them visiting again which were also true in this case. By my own customer management skills, I was able to retain a regular customer and contributed to the growth and development of our business.
What Went Wrong
When handling the difficult customer, there were some areas, where I could have done more justice to my role and offered a better solution with much ease. One of the initial mistakes that were done on our part was being in the rush hour and being understaffed in the kitchen; it is our duty to inform customers about the potential delay in food service. In this way, the customers can know beforehand about the problem and go to other alternative eating options in case they are in a hurry. This reduces a lot of extra tension later on due to the delay in food service. Also, appointing trained staff for waitering would have helped me to address the issue before it blows out of proportion. A trained waiter would've informed me about the issue instantly, and I could've taken care of the problem much earlier. Also, while talking to the customer, when the customer was ranting loudly about his problem, I asked him not to fuss about it as it would disturb other customers. I should not have used the word ‘fuss' and looking for some alternative way to put it which is much more polite. Asking a customer not to do something is not the way to handle customers and against the company policy as it is rude (Pansari and Kumar, 2017).
I plan to change these mistakes in the future and inform our customers about our potential problems at the very beginning. This is necessary as being transparent and honest help customers cooperative with us and retain them for a longer time. Also, offering them complimentary food in the slightest inconvenience would help to mitigate the issue as soon as it starts. As the customer manager, I intend to stay calm, listen well, acknowledge the problem, get the facts and offer solution much more efficiently in the future which would make McDonald's an ideal place is known for their high-quality customer service.
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