The following is not a full role play assessment. It is only some of the instructions:
Role Play task - Workplace Scenario: Resolving a Customer Conflict in a Retail Setting  

Background to the Situation
You are a retail assistant working in a busy clothing store. A customer has approached you, claiming that a pair of jeans they received as a Christmas gift is defective because the stitching has come undone after only one wear. The customer is demanding an immediate refund, but the store policy states that refunds can only be issued if the item is returned within 30 days with proof of purchase and if the defect is verified by the store manager. The customer does not have their receipt but insists they purchased the jeans at your store. The jeans were bought 45 days ago, as they were purchased before Christmas.   
Your task is to de-escalate the situation, follow the store’s policies, and find a resolution that satisfies the customer while adhering to company guidelines.  
Role Play Card
For the Student – Playing the role of Retail Assistant
You are required to demonstrate your ability to:  
   - handle a conflict situation calmly and professionally.  
   - show empathy to the customer while complying witj the company’s policies.  
   - resolve the issue in a way that leaves the customer feeling satisfied and respected.  
- communicate effectively. 

Role Play Card
For the Person Playing the Customer
Background:  
 You received a pair of jeans from an elderly relative for Christmas but after wearing them once, the stitching came undone.  
   - You are frustrated because you feel the product was defective and you want a refund.  
   - You do not have your receipt as they were a gift and are certain that you purchased the jeans at this store.  
- you don’t want to be a bother and upset your family member and ask for the receipt.

Your behaviour During the Role Play:  
   - Start by being polite but firm in your complaint.  
   - Gradually become more frustrated and raise your voice slightly if the retail assistant does not immediately offer a refund.  
   - If the retail assistant is calm and professional, soften your tone and be willing to listen to their proposed solutions.  
   - If the retail assistant is dismissive or rude, escalate your frustration further.  

Key Points to Emphasise:  
   - You feel strongly that the jeans were defective and want the issue resolved quickly.  
   - You do not want to leave the store without some form of compensation (refund, exchange, or store credit).  

Instruction to the Assessor: Debrief and Feedback
After the role play, discuss the following:  
- How well the retail assistant handled the situation?
- Whether the customer felt heard and respected?
- Whether the solution offered was reasonable and aligned with store policy?
- Suggestions for improvement in communication or problem-solving techniques?
Observation checklist:  
	Did the student
	Yes
	No

	Greet the customer 
	
	

	Explain the store’s policy on refunds and defective items:
      	* clearly
                 * professionally
	
	

	Offer potential solutions, (indicate solution offered):  
-        Checking with the manager to obtain a refund
-        Offering an exchange or store credit 
	
	

	Recommend actions the customer could take
Eg ask the relative for the receipt
	
	

	Stay calm and professional
	
	

	Demonstrate effective communication skills: 
· Listen without interrupting 
· Paraphrasing to confirm understanding 
· Use positive non-verbal communication
· Use open communication 
· Speak calmly
	
	





Example of a Third Party Report
Assessment Activity  - Third Party Verification 

Instruction to the Assessor
The following is to be completed by a third party who has the skills and knowledge required of this unit and can verify the Student ’s application of these skills and knowledge in, either in a paid or unpaid capacity.  Once the Third Party verification has been received, the assessor is required to complete the “Assessor only section” and verify that the Third Party verification was completed by the person named as the Third Party.
Instructions to Student 
The following Third Party verification is to be completed by a supervisor/manager or similar, who can verify your performance in the workplace, in a paid or unpaid role.  Suitable persons would include your immediate supervisor or manager.  A suitable Third Party is a person who has the required skills and knowledge to perform the tasks and observed you undertaking the tasks in the checklist.
Instructions to workplace supervisor
The purpose of this third-party report is to provide verification of the knowledge and skills of the Student  and confirm that the tasks were completed in a real workplace. It is important that the person completing the Third Party verification (you) are experienced and knowledgeable in the tasks listed.

This document allows an opportunity for a Third Party, preferably the direct supervisor or manager of the Student , to provide feedback to the assessor regarding the level of knowledge and skill the Student  has demonstrated in relation to this unit.

This is a truthful declaration of what you have observed and your comments should be a true reflection of the Student s ability and workplace performance in relation to the stated tasks. Please comment on the Student ’s knowledge and skills in relation to each item list provided in this document, including specific examples of work.

You are verifying and signing that this person possesses the described knowledge and skills and can perform all tasks described in this report. Please ensure you sign and date in the space provided at the end of this document. The assessor will contact you to verify that you completed this report.

	Student  name
	

	Unit 
	

	Company name
	
	Telephone contact
	

	Third Party name 
	
	Own Position 
	

	Period the Student  has worked in the organisation
	
	Student ’s position
	



	As a supervisor/manager for the Student  named above, I certify the Student  has completed the following. The following should be completed based on your observation of the Student  over time.	



	The Student ………………
(Third Party to indicate)
	

Comments to be completed by Third Party
	Completed by Assessor
(  )

	
	
	Yes
	No

	· RTO is to develop this content based on the units and in language relevant to the supervisor
	Recommend including questions here relate to the criteria in on the left for the supervisor to respond to
	
	

	· 
	
	
	

	· 
	
	
	

	Additional comments about the Student ’s overall performance in the workplace:


Signatures
	THIRD PARTY
	The information provided is, to the best of my knowledge, an accurate reflection of the Student ’s ability in this work role.

	Name and signature
	/               /

Date

	ASSESSOR
	I have verified with the Third Party, the responses given in this report.

	Name and signature
	/               /

Date

	STUDENT 
	I have read this report.

	Name and signature
	/               /

Date





