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	THE IRATE TEAM MEMBER  SEQ CHAPTER \h \r 1


BACKGROUND:
Participants are told to expect a phone call and they are to answer the call as a product team associate.  When the call comes, it is from a very irate team member (an assessor reading a carefully prepared script) who seeks immediate satisfaction on a number of team problems.

LOGISTICS:
Participants use an office/telephone in the assessment center to conduct the simulation.  The script is developed based on actual team member problems and potential problems and issues within the manufacturing product team process.

EVALUATION:
Assessors evaluate the participant’s ability to handle a stressful and unexpected situation.  Are they polite and sympathetic while directing the conversation toward a resolution of the problem?  Are they able to calm the team associate and at the same time obtain the information needed to help resolve the problem?
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