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®  Your Goal: You are very frustrated and want your problem solved immediately. You feel that a simple replacement is

not enough for the trouble you've been through.

®  Your Role: Initially angry and demanding, but willing to be reasonable if a good solution is offered.



® Your Conversation Flow:

1.

2.

(Listen to the manager's opening)

Explain the problem with frustration: "Hello. To be honest, I'm extremely disappointed. | ordered your
premium coffee machine, the 'Pro-Brew 5000', and it arrived with a large crack on the side. The water tank is
leaking. This is completely unacceptable for a product at this price."

(Listen to the initial offer of a replacement)

Reject the initial offer as insufficient: "A replacement? That's the minimum | expect. | had to take time off
work to wait for the delivery, and now | have to wait again. Frankly, just sending a new one isn't good
enough. | think | deserve a full refund."

(Listen to the revised offer with a discount)

Consider the new offer and agree: "Okay... a new machine and a 50% discount for my next purchase...
That sounds more reasonable. It shows that you are taking this seriously. | can agree to that."

(Listen to the confirmation)

Acknowledge and end the call: "Alright, thank you. Please make sure it is sent out today. | will be waiting

for the confirmation email. | appreciate you resolving this."



	เอกสารสำหรับนักศึกษาที่รับบท: ผู้จัดการฝ่ายบริการลูกค้า (A) 
	เอกสารสำหรับนักศึกษาที่รับบท: ลูกค้า "Mr. Davis" (B) 

