You are a customer of

ACME SEWING SUPPLIES

The problem you are having is that you cannot
seem to thread your needle so that you can
hand sew something.

You want the support agent to figure out that
the item you have is a pin, not a needle. There’s
no hole to thread your “needle.”

Don’t use the word “needle.” They should figure
that out.

You are a support agent for:

ACME SEWING SUPPLIES

The problem your customer is having:



You are a customer of

ACME SMARTPHONES

The problem you are having is that you can’t
seem to dial any numbers on your phone.

You want the support agent to figure out that
you’re wearing gloves and that’s why the screen
isn’t responding to your touch.

Mention that it’s cold outside. Don’t say right
away that you’re wearing gloves.

You are a, support agent for:

ACME SMARTPHONES

The problem your customer is having:



You are a support agent for:
You are a customer of 1Y g

ACME CUTLERY ACME CUTLERY

The problem you are having is that your fork is The problem your customer is having:
not working with your meal. Because you are
eating soup.

You want the support agent to suggest that you
try a spoon instead.

Don’t say spoon. Don’t let them know right
away that you have a fork. You can describe the
utensil you're using.



You are a customer of

ACME SEASONINGS

The problem you are having is that when you
use your brand new Acme salt shaker to put salt
on food, it tastes weird. Because it has sugar in
it instead! (The instructions were not specific.)

You want the support agent to figure out that
you put sugar in the shaker instead of salt.

Don’t use the word “sugar” and try to delay
saying “sweet” for a bit. Let the support agent
figure it out.

You are a support agent for:

ACME SEASONINGS

The problem your customer is having:



T

You are a customer of

ACME CAMERA

The problem you are having is that there is no
screen on the back of your camera and you can’t
see your photos after you take them!

(Because it’s a filmn camera.)

You want the support agent to realize it’s a film
camera and explain how to get your photos
developed (or to exchange the camera, for a
digital.)

Don’t mention film or digital.

You are a support agent for:

ACME CAMERA

The problem your customer is having:



You are a customer of

ACME WEIGHTS AND MEASURES

The problem you are having is that your scale is
suddenly showing that you weigh a LOT MORE
than you used to!

You want the support agent to figure out that
the scale accidentally got changed to pounds
instead of kilograms.

For this question, you are a customer in Canada
(or another country that uses metric for
weight) but don’t volunteer that information
right away!

You are a support agent for:

ACME WEIGHTS AND MEASURES

The problem your customer is having:



You are a customer of

ACME CLOTHING

The problem you are having is that the shirt you
ordered is way too small. You ordered your size
(10) but it’s tiny!

You want the support agent to figure out that
you ordered a child size.

You are a, support agent for:

ACME CLOTHING

The problem your customer is having:



You are a customer of

ACME TIMEPIECES

The problem you are having is that you wind
and wind and wind your watch but it is simply
not working.

You want the support agent to tell you to charge
your smart AcmeWatch that came with a
magnetic charging dongle. Turning the crown
won'’t help.

Don’t say: “Apple watch” (what’s that?) and
don’t tell them it’s a digital watch, but let them
figure it out.

You are a, support agent for:

ACME TIMEPIECES

The problem your customer is having:



You are a customer of

ACME BOOKSELLERS

The problem you are having is you ordered
a book for your child but you can’t read it!
Because the book that came is in French and
you don’t speak or read French.

You want the support agent to figure out that
the book is written in another language.

Don’t say foreign language or French or
anything like that right away.

You are a support agent for:

ACME BOOKSELLERS

The problem your customer is having:



