An Association of Marketing Students¨

OCCUPATIONAL CATEGORY

Food Marketing

Management Level

INSTRUCTIONAL AREA

Basic and Social Skills

EVENT OVERVIEW

The participant is to assume the role of assistant front-end manager of a local grocery store. The assistant front-end manager (participant) is approached by a customer (judge) who is concerned because he/she has found six jars of mayonnaise on the shelf with a "sell by" date that expired three months ago. The assistant front-end manager (participant) is to explain to the customer (judge) that it was just a slight oversight and assure him/her that this grocery store is still the best place for him/her to shop. The situation will take place at the customer service desk of the grocery store.

COMPETENCIES EVALUATED

1.
Handle customer/client complaints.

2.
Demonstrate honesty and integrity.

3.
Interpret business policies to customers and clients.

4.
Handle customer inquiries.

5.
Address people properly.

PARTICIPANT INSTRUCTIONS

PROCEDURES

1.
The event will be presented to you through your reading of the sections:  Event Overview, Competencies Evaluated and Event Situation. You will have up to 10 minutes to review this information to determine how you will handle the role-play situation and demonstrate the competencies of this event. During the preparation period, you may make notes to use during the role-play situation.

2.
You will give an ID label to your adult assistant during the preparation time.

3.
You will have up to 10 minutes to role-play your situation with a judge.

4.
You will be evaluated on how well you meet the competencies of this event.

5.
Turn in all your notes and event materials when you have completed the role-play.

EVENT SITUATION

You are to assume the role of assistant front-end manager of FOOD TIME, a local grocery store. You are approached by a 20-year customer (judge)who is concerned because he/she has found six jars of mayonnaise on the shelf with a "sell by" date that expired three months ago. A competitor of FOOD TIME has just had a lot of bad publicity because a five-year-old child had to be hospitalized for food poisoning caused by some old sandwich meat the store had used in a prepackaged lunch.

The customer (judge) is concerned about food safety and is beginning to question the quality of the groceries at FOOD TIME. A new grocery store chain specializing in organic all-natural foods has just moved into the area, and you do not want to lose a valued customer to the competitor because of one isolated incident. You are to explain to the customer (judge) that the expired mayonnaise jars were just a slight oversight and assure him/her that your grocery store is still the best place for him/her to shop for groceries.

The situation will take place at the customer service desk of the grocery store. The customer (judge) will begin the role-play by bringing the expired mayonnaise jar to your attention. The customer (judge) will also end the role-play by thanking you for your time.

ADMINISTRATIVE INSTRUCTIONS

ADMINISTRATIVE SUGGESTIONS

1.
Allow 10 minutes for orientation/preparation period.

2.
Allow 10 minutes for role-play with the judge.

3.
Allow 1 minute for judge's evaluation.

FACILITIES, SUPPLIES/MATERIALS AND/OR EQUIPMENT NEEDED

1.
Facilities:  This event can be done in a conference setting. Preparation and role-play areas are needed with table-and-chair arrangements.

2.
Supplies:  Participant copies of appropriate information and judge's evaluation sheets.

3.
Special needs:  None.

PERSONNEL NEEDED

1.
One person to play the role of customer.

2.
Two people with a division of responsibility.

3.
Event manager.

4.
Adult assistant for each section.

MINIMUM LEVEL OF ACCEPTABLE PERFORMANCE

70%

TIEBREAKER

The most points for:

1.
Item number 1

2.
Item number 3

3.
Item number 4

Compare other numbered items in sequential order.

JUDGE'S INSTRUCTIONS

DIRECTIONS, PROCEDURES AND JUDGE'S ROLE

In preparation for this event, you should review the following information with your event manager and other judges:

1.
Event Overview

2.
Competencies Evaluated

3.
Participant Instructions

4.
Judge Role-Play Characterization


Participants may conduct a slightly different type of meeting and/or discussion with 
you each time; however; it is important that the information you provide and the 
questions you ask be uniform for every participant.

5.
Evaluation Form

Please use a critical and consistent eye in rating each participant.

JUDGE ROLE-PLAY CHARACTERIZATION

You are to assume the role of customer at FOOD TIME, a local grocery store. You have been a faithful shopper of the grocery store for 20 years, but you are concerned because you have just found six jars of mayonnaise on the shelf with a "sell by" date that expired three months ago. A competitor of FOOD TIME has just had a lot of bad publicity because a five-year-old child had to be hospitalized for food poisoning caused by some old sandwich meat the store had used in a prepackaged lunch.

You are concerned about food safety and you have begun to question the quality of the groceries at FOOD TIME. You remember that a new grocery store chain specializing in organic all-natural foods has just moved into the area and you mention it to the assistant front-end manager (participant). Possibly, by shopping at the new grocery store you will be sure that the food is safe and healthful.

The situation will take place at the customer service desk of the grocery store. You are to begin the role-play by bringing your concern to the assistant front-end manager's (participant's) attention. During the course of the role-play you are to question the quality and safety of FOOD TIME's groceries. The following questions will help initiate the discussion. These questions are to be asked of each of the participants.


1.  How often does this type of thing happen?


2.  What are your procedures to ensure that this does not happen again?


3.  How can you reassure me that this is an isolated case?

Give the participant some time to explain and answer all your questions. Once the participant has finished his/her presentation, conclude the role-play by thanking the participant for his/her time.

You are not to make any comments after the event is over except to thank the participant.

JUDGE'S INSTRUCTIONS

Evaluation Form Information

The participants are to be evaluated on their ability to perform the specific competencies stated on the cover sheet of this event and restated on the Judge's Evaluation Form. Although you may see other competencies being demonstrated by the participants, those listed in the Competencies Evaluated section are the critical ones you are measuring for this particular event.

Please note that the Judge's Evaluation Form has a starred number in the ranking for each evaluation item. This starred number represents a minimum competency level that an employee in your industry should attain so that additional formalized training would not be required immediately.

Evaluation Form Interpretation

The evaluation levels listed below and the evaluation rating procedures should be discussed thoroughly with your event chairperson and the other judges to ensure complete and common understanding for judging consistency.

Level of Evaluation

Interpretation Level

Excellent

Participant demonstrated the competency in an extremely professional manner; greatly exceeds business standards; would rank in the top 10% of business personnel performing this competency.

Good

Participant demonstrated the competency in an acceptable and effective manner; meets at least minimal business standards; there would be no need for additional formalized training at this time; would rank in the 70-89th percentile of business personnel performing this competency.

Fair

Participant demonstrated the competency with limited effectiveness; performance generally fell below minimal business standards; additional training would be required to improve knowledge, attitude and/or skills; would rank in the 50-69th percentile of business personnel performing this competency.

Poor

Participant demonstrated the competency with little or no effectiveness; a great deal of formal training would be needed immediately; perhaps this person should seek other employment; would rank in the 0-49th percentile.

JUDGE'S EVALUATION FORM
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STATE EVENT 3

DID THE PARTICIPANT:

1.  Handle customer/client complaints?

POOR

FAIR

*GOOD

EXCELLENT

0,  2

4,  6,  8

10,  12,  14

16,  18

Handling of the customer's complaint was inappropriate or ineffective.

Adequately handled the customer's complaint.

Effectively handled the customer's  complaint.

Handled the customer's

complaint very effectively; 

the customer left happy.

2.  Demonstrate honesty and integrity?

POOR

FAIR

*GOOD

EXCELLENT

0,  2

4,  6,  8

10,  12,  14

16,  18

Honesty and integrity was demonstrated with little effectiveness.

Honesty and integrity was not clear.

Showed evidence of honesty and integrity.

Strong evidence of honesty and integrity.

3. Interpret business policies to customers and clients?

POOR

FAIR

*GOOD

EXCELLENT

0,  2

4,  6,  8

10,  12,  14

16,  18

Interpretation of business policies was ineffective or inadequate.

Adequately interpreted business policies for the situation.

Interpreted business policies in an effective, appropriate manner.

Interpretation and explanation of business policies was very effective and professional.

4. Handle customer inquiries?

POOR

FAIR

GOOD

EXCELLENT

0,  2

4,  6,  8

*10,  12,  14

16,  18

Ineffectively or inappropriately handled the customer's inquiry.

Adequately handled the customer's inquiry.

Effectively handled the customer's inquiry; the customer was happy.

Handled the customer's inquiry 

in a very effective and professional manner; the customer was happy.

5.  Address people properly?

POOR

FAIR

GOOD

EXCELLENT

0, 2

4, 6, 8

*10, 12, 14

16,  18

Manner of address was ineffective or inappropriate for this situation.

Manner of address was adequate for this situation.

Manner of address was effective for this situation.

Manner of address was appropriate and effective for this situation.

6.  Overall impression of the participant's skills and performance?

POOR

FAIR

GOOD

EXCELLENT

0,  1

2,  3,  4

*5,  6,  7

8,  9,  10

Demonstrated few 

skills with little or 

no effectiveness.

Demonstrated limited 

ability to link some 

skills effectively.

Effectively presented

specified skills.

Presented skills in a confident, 

articulate and integrated manner 

that meets the highest profes-

sional business standards.

Judge's Initials 

TOTAL SCORE 
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DO NOT WRITE ON THIS PAGE.  RECORD ALL

SCORES ON THE SCANTRON SHEET PROVIDED.

*Starred numbers indicate the minimum level that should be considered in keeping an employee without additional formalized training.




