CASE 12.2 

After Selena lost her job as a clerk in a small gift shop, she started working in a store near her home that specialized in cosmetics, hair products, wigs, and hair pieces for women of color. The shop imported beauty and hair supplies from all around the world that matched many different skin tones and hair textures as well as hard to find accessories that appealed to minority group such as Asian and African immigrants as well as American minorities. Before she started working there, Selena, who was Hispanic, had loved shopping there because the store carried cosmetics that perfectly suited her complexion and hair accessories, she could not find anywhere else. The owners worked hard at supplying a wide variety of unusual products from all over the world, such as Indian sandalwood soaps and exotic brightly colored hair nets from Kenya. As a clerk, she needed to be able to answer customers’ questions about hair products, wigs and other hair pieces, and accessories for African and Asian hair. One day a group of African-American teenagers came into the shop and began talking about their hair. Selena listened to their concerns about how fragile their hair was, how straightening could damage it, and how hard it was to find a style that was easy to maintain. She decided to start reading beauty magazines aimed at black women so that she would be more aware of their needs.




1. If you were Selena, would you have joined the conversation with the teenaged customers and asked questions about their concerns? Why or why not?

2. What can the shop owners do to help train Selena?
3. What can Selena do to let customers know that she is genuinely interested in helping to solve their grooming challenges?

