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Objective

To motivate the businessmen/ women to build good relations with the customers and show how it helps in making business successful.

1.1 Puppet show

Make 2 or 3 groups of participants and give them situations (one for each group).

Situation 1:

There is one grocery shop and a young boy comes to buy some things from the shop. Shopkeeper does not behave properly with the child.

Situation 2:

A vegetable seller is always rude with customers 

Situation 3:

The shopkeeper of a stationary shop always shouts at the customers. Always make bad faces when customer comes for buying material from shop.

Example of puppet show (situation 2):

(Harba is cleaning his vegetable-shop.)

Customer : What is the price of brinjals?

Harba : Wait a minute, let me first set the shop.

Customer : And what's the price of fenugreek?

Harba : Please don't put it upside down. Vegetable spoils. If you want, take the upper one. Five rupees per bunch.

Customer :What's the price of lady's finger?

Harba: Rs.7 for 250 gms. Don't choose. It's fresh.

Customer :It's for Rs. 6 in the neighbouring shop.

Harba : Then buy it there. Why did you come here?

Customer: Give me coriander worth Re.1.

Harba : Nothing can be given in Re.1.

Customer : Ok, then give ginger worth Rs. 2.

(Kerba peeps into Harba's shop while passing by)

Harba (gives ginger and looks at Kerba and murmurs): What a customer!

Customer :Only so much ginger for Rs. 2?

Harba :Then should I give the whole field for Rs. 2?

Customer : Here is the money. Who will come back to see your field?

Harba :Give change.(Looks at Kerba and murmurs) Ten rupee note for two rupee ginger!

Customer : Don't you want to sell these vegetables?

Harba : If you want take it ot leave it. Don't argue in the morning.

(The customer leaves the ginger and goes away.)

Kerba : Hey Harba, why did you do this?

Harba : Then why did she unnecessarily ask things if she wanted things worth only Re. 1?

Kerba :So what? Your vegetables are kept for the customer. Now you have lost this customer forever.

Harba : Let it be. There is no shortage of customers.

Kerba : Remember Harba, if you behave like this, your regular customer will go next door and you will become jobless. See, the rush in the next shop has started increasing.

Harba: Oh yes, I didn't realize this.

Kerba : So remember. Your regular customers are your wealth. Don't lose them. Welcome them with a smile. Inquire about your common acquaintances. Help them choose vegetables. If you don't have stock, try to procure it immediately. Then you will see how your shop gets crowded and even if it gets crowded don't let anyone go away without buying.

Harba : Thanks Kerba, I will surely try.

MAT
1.2 Discussion and listing points

Duration: 30 min

Material: Blackboard

After completing role play, first observers then volunteers will share their observations and will list out points for building better rapport with customers.

· Try to remember customers’ likes and dislikes e.g. one customer ask for particular vegetable then next time remind him that you have that.

· Ask if they want to buy other products: if one customer is asking for bread then ask if he would like to buy butter or jam, etc.

· Call them with respect (Vahini, Mavashi, Dada etc.) Ask about their young children, try to communicate with them

· Appreciate the customers’ choices

· Show trust. In case of unavailability of change ask to adjust in the next dealing.

· Listen carefully to customers’ complaints. Check for that particular product and give them feedback. 

· Don’t show negative emotions, if customers don’t buy anything

· Stand up when customers enter the shop, lean forward when they are placing order. If you are already attending one customer kindly ask the other to wait for some time.

· There should be healthy relationship and building of trust with the customers HOW: The customers should have confidence that you work for his best interest. 

1.3 Modified Puppet show by considering all above points

Duration 20 min

Material : none

Some volunteers will perform modified role play for vegetable seller and customer. In that he will try to cover points mentioned above ie: respect for the customer, appreciation, trust etc.

1.4 Tips for Facilitator

Relations with the customers is very difficult to address directly as it is linked with the values, so nondirective ways or group learning will be more useful. Puppet show is a technique to simulate the discussion. It is also helpful in practising the leanings.
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