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Answers
1. Since Jill figured out that the incorrect delivery of products to Rick’s boutique was as a result of some commodities being unintentionally omitted, she should have instructed the shipping crew to review the list once again, identify the commodities delivered wrongly and replace them with the ones that were expected by Rick. It also seemed that Rick’s attention was greatly needed at the boutique by his customers, and he, therefore, had no time to argue with the shipping crew. As for Kim’s deliveries being late, Jill should have identified the cause of the commodities being late. If the cause is found to be carelessness, she should credit Kim with a discount for the goods and the money to be filled up from the shipping crew’s pocket earnings. If it was due to unavoidable circumstances like traffic, Jill should have apologized to Kim and explained to her the cause. It is the duty of the supplying company, not of the buyer, to ensure the commodities delivered are correct and arrive on time. As a sales representative, Jill’s instructions are prone to be listened to loyally by the shipping crew than the instructions issued to them by one of the many customers they come across. It also seemed that Rick’s attention was greatly needed at the boutique by his customers, and he, therefore, had no time to argue with the shipping crew. In the case of Sarah, Jill should have been loyal to her word and gone to offer the training she had promised.
2. In the long-run, Rick is going to be forced to claim back his payment for the goods that were never received and stop working with Naturally Beautiful Inc. due to their inability to offer good services. Kim is going to sue the company if at all, she lost some customers due to the commodities being late. This situation may make Naturally Beautiful incur extra penalties as a result of the lawsuit. Sarah may have to stop using the commodities of the company and never recommend any of her customers to Naturally Beautiful products. This condition may reduce sales for the company.
3. After acquiring an account, Jill is expected to ensure that commodities in transit correct. She can achieve this by going through a copy of the list of commodities being used by the shipping crew. She also needs to recommend the shipping crew to inform her of any causes of delay so that she can inform the customer in advance. Upon agreeing, Jill needs to make an appointment for the meeting and clear her time to be free during the time.
Role Play
The conversation with Rick
Rick:	Good morning, this is Rick from Beauty Boutique.
Jill:	Good morning to you too, Mr. Rick. How may I help you?
Rick:	I have a problem. I’d like you to address it. I recently made an order for five cartons of shampoo and three cartons of hair-gel. Unfortunately, instead of receiving three cartons of hair-gel, I received three cartons of hair-relaxers.
[bookmark: _GoBack]Jill:	I apologize for that inconvenience, Mr. Rick, I am sure it was unintentional for the shipping crew to replace your expected commodities with other ones. Let me give them a call, and you will receive the commodities by noon.
Rick:	Thank you so much, have a good day.
Jill:	Have a good day too
The conversation with Kim
Kim:	Good afternoon. I am Kim, and I’m calling from Devine’s department store.
Jill:	Good afternoon, Kim. Yes, how may I be of help to you?
Kim:	I would like to raise a complaint. I was expecting ten cartons of shampoo by 1 pm today. Unfortunately, the delivery arrived at 2:15 pm.
Jill:	It is my sincere apology, miss Kim. Due to some unavoidable circumstances, I’m afraid the delivery had to be late. But do not worry, you get to receive a 3% discount on the payment.
Kim:	Wow! Thank you so much, Naturally Beautiful. You truly are the best.
Jill:	The pleasure is all ours miss Kim. Have a lovely day.
The conversation with Sarah
Sarah:	Hello, this is Sarah from Cosmetics Unlimited.
Jill:	Hello Sarah, how are you doing today?
Sarah:	I am quite okay, thank you. You were to conduct a training session for my employees. Is the meeting still on?
Jill:	Yes, it is Sarah. I’m sorry I will run a little late. I’m currently on my way to your store, but there seems to be heavy traffic on our roads today.
Sarah:	It is okay. We don’t mind the wait. See you in a few.
Jill:	Thank you for waiting for Sarah. See you soon.
