
Group Activity:  Down the Stairs
In this activity, all participants work together to come up with ideas for preventing minor challenges from growing.  

Draw the side view of a staircase with seven steps on it on a flip-chart or white board.  Using colored paper or cardstock, cut out a figure of a person and put the figure on the top step of the staircase.  (Use masking tape on the back so that the figure can easily be moved down the staircase).  The object of the activity is to move the figure (customer) down the staircase by addressing the challenges represented on each step.

Here are some examples of challenges to correspond to each step:
1. You don’t know the answer to the customer’s questions.

2. You have to say no to the customer’s request.

3. Your computer is moving slowly and the customer is getting impatient

4. The customer has unreasonable expectations

5. The customer is skeptical about what you’re telling him.
6. The customer is angry for no apparent reason.
7. The customer refuses to give you all the information you need.

Now ask the participants how they would respond to these challenges.  If their answers are acceptable, the figure will move down to the next step.  Continue until all seven challenges have been addressed.

If you have more time…

Play the game again with challenges you’ve prepared ahead of time based on situations commonly faced in your area.
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