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WHAT WOULD YOU DO? 
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HOW WOULD YOU HANDLE THIS?
=SYV�GSQTER]�TVMHIW�MXWIPJ�SR�KSSH�GYWXSQIV�WIVZMGI��,S[�[SYPH�]SY�LERHPI�XLIWI�WMXYEXMSRW#

1. You are the receptionist at a hotel working the night shift. A business person who checked out earlier that day comes 
MR�EVSYRH����TQ��LEZMRK�QMWWIH�XLI�PEWX�¾MKLX�LSQI�ERH�LSTMRK�XS�KIX�ERSXLIV�VSSQ�JSV�XLI�RMKLX��9RJSVXYREXIP]��XLI�
LSXIP�MW�GSQTPIXIP]�FSSOIH�YT�XSRMKLX��;LEX�HS�]SY�HS#

2. =SY�EVI�E�GPIVO�MR�E�OMXGLIR[EVI�WXSVI��8LI�WXSVI�WIPPW�KPEWW�GSSO[EVI�JSV�������TIV�TMIGI��FYX�XLMW�[IIO�MW�VYRRMRK�
E�WTIGMEP�SR�E�WIZIR�TMIGI�WIX�JSV������%�GYWXSQIV�QMWXEOIRP]�XLMROW�XLI�WIZIR�TMIGI�WIX�GSWXW��������ERH�MW�MVEXI�[LIR�
MX�VMRKW�YT�EX������7LI�HIGPEVIW�MR�E�PSYH�ZSMGI��±8LMW�MW�JEPWI�EHZIVXMWMRK��-X Ẃ�JVEYH��1]�JVMIRH�FSYKLX�XLMW�WIX�JSV�������
]IWXIVHE]��=SY�HSR´X�ORS[�XLEX�]SY V́I�XEPOMRK�EFSYX�²�,S[�HS�]SY�LERHPI�XLMW�WMXYEXMSR#

3. You help people resolve technical issues for a cell phone store.  A customer comes in with a phone a few days after 
TYVGLEWMRK�MX�JSV�������,I�GPEMQW�MX�WXSTTIH�[SVOMRK�WYHHIRP]�ERH�[ERXW�E�VIJYRH�SV�RI[�TLSRI��3R�MRWTIGXMSR��]SY�
notice that the phone’s moisture sensor has turned red, and ask whether the phone has been exposed to liquid of any 
kind. The owner swears that he only wiped off the outside of the case with a damp cloth, but you know that wouldn’t 
have set off the interior sensor. You suspect that he accidentally dropped the phone in the sink or toilet, and now wants 
XLI�WXSVI�XS�XEOI�XLI�½RERGMEP�LMX�JSV�LMW�GEVIPIWWRIWW��,S[�HS�]SY�VIWTSRH#

4. You work in an ice cream shop. A woman orders a chocolate milkshake that is made with vanilla ice cream and 
chocolate sauce. She tells you not to add too much chocolate sauce. You put in half the regular amount, but without 
even tasting it she says it’s too much. You remake the shake with a quarter of the regular chocolate sauce, but she again 
VINIGXW�MX�ERH�HIQERHW�XLEX�]SY�QEOI�MX�EKEMR��1IER[LMPI�XLI�PMRI�SJ�GYWXSQIVW�FILMRH�LIV�MW�KVS[MRK�PSRKIV�ERH�KIXXMRK�
VIWXPIWW��,S[�HS�]SY�LERHPI�XLMW#

5. You work for a call center and conduct telephone surveys for political campaigns. It’s important that you survey the 
WTIGM½G�TISTPI�SR�]SYV�GEPP�PMWX�FIGEYWI�XLI]�LEZI�TVIZMSYWP]�EKVIIH�XS�TEVXMGMTEXI�ERH�LEZI�FIIR�GEVIJYPP]�WIPIGXIH�XS�
create a representative sample. You call the number of a Jane Smith, but her husband answers. He demands to know who 
MW�GEPPMRK��ERH�[LIR�]SY�MHIRXMJ]�]SYVWIPJ�LI�WXEVXW�MR�SR�E�TVSJERMX]�½PPIH�VERX�EFSYX�LS[�]SY�GER´X�JSSP�LMQ�[MXL�]SYV�
fake story, that he knows his wife has been sneaking around with someone else behind his back, and that if you are really 
[LS�]SY�WE]�]SY�EVI�LI´PP�XEOI�XLI�WYVZI]�MRWXIEH��,S[�HS�]SY�VIWTSRH#

6. You work as a cashier in a retail store, and recently dyed your hair. While you are ringing up some items, the customer 
EWOW�[LIXLIV�MX Ẃ�]SYV�VIEP�LEMV�GSPSV��;LIR�]SY�WE]�RS��XLI�GYWXSQIV�VIWTSRHW��±(S�]SY�[ERX�XS�HMI#�(SR´X�]SY�
ORS[�XLEX�LEMV�H]I�GEYWIW�GERGIV#��=SY�RIIH�XS�FY]�QE]SRREMWI�ERH�WSEO�]SYV�LEMV�MR�MX�MQQIHMEXIP]�²�=SY�MKRSVI�XLI�
GSQQIRXW��FYX�XLI�GYWXSQIV�GSRXMRYIW��±,S[�EFSYX�QIIXMRK�QI�EJXIV�[SVO#�;I�GER�XEPO�EFSYX�MX�SZIV�HMRRIV�²�;LIR�
]SY�HIGPMRI��XLI�GYWXSQIV�WE]��±3/��FYX�-´PP�FI�GSQMRK�FEGO�XS�WII�MJ�]SY�KSX�VMH�SJ�XLI�LEMV�H]I�²�,S[�HS�]SY�VIWTSRH#

7. You work for a national electronics/appliance store that offers an extended warranty option on all of its major items. 
=SYV�NSF�EX�XLI�GYWXSQIV�WIVZMGI�GSYRXIV�MW�XS�½PP�MR�XLI�[EVVERX]�TETIV[SVO�ERH�I\TPEMR�MXW�XIVQW�EJXIV�XLI�GYWXSQIV�
has paid. It quickly becomes apparent that the customer you are assisting speaks little English and does not understand 
what is happening. She probably just nodded her head when the cashier asked whether she wanted to purchase the 
warranty, and now she’s pointing to the $79 charge on the receipt unhappily.  Your manager really wants to push the 
[EVVERXMIW��8LI]�EVI�EPQSWX�TYVI�TVS½X�JSV�XLI�WXSVI��,S[IZIV��]SY�JIIP�XLEX�XLI�[SQER�LEW�FIIR�XEOIR�EHZERXEKI�SJ��
1IER[LMPI��XLI�PMRI�SJ�TISTPI�FILMRH�LIV�MW�KVS[MRK��;LEX�HS�]SY�HS#


