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[bookmark: _Toc6486386]Introduction
Role-playing is an activity which happens between two or more people to explore a particular scenario and solve difficult problems. The business activity of an organisation is divided into multiple departments such as human resource management, finance, and marketing. Each of the sections has their own role to play in the organisations for ensuring that the overall goals and objectives are achieved. TESCO is a British multinational grocery retailing organisation headquartered in England, United Kingdom. I am working as the customer relationship manager of the organisation. In this report, I will analyse how I will manage a difficult customer considering all the surroundings. 




[bookmark: _Toc6486387]An explanation and discussion of the concept of reflective practice
Reflective practice is a system of continuous learning provides individuals the ability to reflect the learning from their actions (Galea, 2012). It is a very effective learning system for ensuring professional development of the employees. The employees gather knowledge and experience through practical values and theories which inform everyday actions. Reflective learning system does not include any formal educational plan it is gathered by the professionals by gaining experience of their daily job. 
There are different problems faced by the employees in their jobs and to solve them they need to play different roles (Zhou, and George 2013). Solving these problems helps them to gain practical knowledge and experience which makes them more capable in their job. It is said that leaders are born not made but the managers can be made with proper training and development. Organisations recruit managers primarily evaluating their practical knowledge and experience which they gained through engaging in reflective learning. Managers need educational qualification but their problem-solving experience and practical knowledge make them qualified professionals (Eraut, 2007). 
Roleplaying is a process of reflective learning where the individuals solve in different complex practical problems (Boud, Keogh, and Walker, 2013). The process of roleplaying is provided below: 
Identify the Situation: Initially, the managers need to identify the problems from a particular scenario and gather people who are capable of solving the problem. Proper introduction of the problems should be given to the individuals which will make them more confident in playing their specific roles.   
Add Details: The manager should provide enough details about the specific role that individuals need to play to solve the problem and ensure that everyone is clear about their role and their development of knowledge after completing the role successfully. 
Assign Roles: In this section, the manager needs to assign the roles to the individuals. People may have a different experience and personal skills which will make them capable of being successful in playing specific roles. 
Act Out of the Scenario: Individuals should be given different roles to play according to their skills and attributes. They should implement different strategies to solve a difficult situation. 
Discuss Knowledge: Individuals has successfully solved the problems of their particular scenario. In this section, they need to discuss the knowledge they have achieved through the role-playing process. 
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Managing a difficult customer
I am working as the customer relationship manager of a giant multinational organisation named TESCO. The organisation sells grocery products in different countries and has achieved an excellent brand reputation by providing optimal customer service (Schmitz, and Ganesan, 2014). TESCO replaces the date expired products but a customer was coming to the shop and complained that the shampoo she bought from the shop was date expired. She used the shampoo and it increased her hair fall. The shopkeeper agreed to give her compensation but she was angry and didn’t accept any refund or replacement of products. As the customer relationship manager of the company, this is how I managed the customer. 
Listening patiently: I listened to the customer to learn why she is satisfied with the products. The Problems she faced the expired date of the shampoo was over and she was very angry because using it may badly affect her hair. I personally observed her problem and verified that the product was bought from our show and was date expired. 
Emotional control: Since the customer was very angry and unreasonable, I controlled my emotion and wanted to solve the problem calmly. I carefully heard her opinion and did not take her insult personally. This helped me to reduce the temper of the customer. I carefully listened to the complaints of the customer and didn’t argue with her because offensive behaviour will give the customer negative perception about the organisation and decrease the brand reputation. 
Being Empathic and Apologise: As the customer relationship manager of the company I was very empathic with the customer. Since the irresponsible behaviour of the organisational employees caused the problem, I needed to apologise to the customer agreed to provide the proper compensation. 
Presenting a Solution: After analysing the problems of the customers I was able to present a different solution to the customer to compensate her. The customer was angry and rejected any refund and replacement of the shampoo since using the products badly affected her hair. She wanted to take legal action with the organisation. So, I needed to implement a new solution to the problem. I communicated with the customers and convinced the customer with my negotiation skill that It was an obvious mistake and will not happen again. I provided two brand new shampoo as the compensation and offered her discount for the later purchase she wants to make in the shop. 
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What went well in my roleplay
As a customer relationship manager of TESCO, I have played to manage a difficult customer was successful as the customer were satisfied with the solution. There are some things that went well in my roleplay and helped me successfully solve the conflict. I valued the opinion of the customer and listened to her complains carefully. Her main problem was the date expired shampoo which increased her hair fall and this made her very furious with the salesman. I have proper pitching and negotiation skills which made me confident that I may able to communicate with the customer and offer her a proper solution for the problem. The customer was satisfied with my communication skills and behaviour and accepted the offer I had made. She could take legal action about the organisation but I convinced her not to do so and persuaded her to take the offer. The customer happily accepted my offer and I think this part of the roleplay went well. 



What I would do differently in the future Including consideration of why I would make those changes. 
The problem that was faced by TESCO is there were date expired products present in the shop which the salesman didn’t replace. This shows their irresponsible behaviour and made the customer unhappy. The primary changes I want to do in my future Include a consideration is to implement organisational policies to reduce these kind occurrences in the future. The shop manager must replace the products with lower quality standard and date expired in the future to reduce customer dissatisfaction. The organisational policy should include the rules and regulations which the salesmen must follow. 
The occurrence was primarily happened because of improper inventory management by the shop manager. I needed to make change the organisational policies to define the roles and responsibilities of the shop managers and provide them proper guidance about treating the customers. The shopkeepers have direct interaction with the customers so they have the opportunity to build long term relationship with the customers and increase organisational sales (Bradford, Brown, 2010). I provided them the knowledge of how they should treat the customers to ensure their satisfaction. 








[bookmark: _Toc6486390]Conclusion
Roleplaying is a process of continuous learning which enables individuals to gain knowledge and experience through observation and solving unfamiliar problems. It helps individuals to gain experience and self-confidence. They gain knowledge through solving different real-life problems and observing how others respond to different approaches. To ensure learning from the roleplaying the individuals need to define what kind of knowledge and experience, they will gain from the reflective practice. This will motivate them to participate in the learning process and gain their learning objectives. Roleplaying also helps them to solve different real-life problems and ensure professional development. Playing the role of the customer relationship manager TESCO I have learned communication and negotiation skills which helped me to solve the problem efficiently. 
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