Customer Service | 2026 State Competitor Scenario Packet
Competitor Instructions
Arrival: You are expected to arrive and check in with the SkillsUSA Technical Committee 15 minutes before your appointment time. If the competition is ahead of schedule, you may be asked to start prior to the appointed time.
Competition Room Rules: Remain in the waiting/prep area until called into the competition room. In the room, you will interact with several customers (played by judges). The demonstration will last up to ten (10) minutes. You are being judged from the moment you enter until you leave the room.
Scenario: You will be role-playing as a Customer Experience Associate for SkillsUSA SmartTech Appliances, a home technology and appliance retailer. You will handle multiple customer interactions, including in-person and phone customers. Please study the company information and policy sheets provided so you are ready to start your demonstration as soon as you enter the room.

Judging Criteria
Competitors will be evaluated on:
· Greetings and Introduction
· Voice (Pitch, Tempo, Volume) Remember, if the judges cannot hear you, they cannot score you.
· Mechanics (Diction, Grammar, Pronunciation)
· Politeness and Professionalism
· Appearance and Grooming
· Poise, Eye Contact, and Mannerisms
· Maturity in Answers to Questions
· Enthusiasm
· Problem-Solving Accuracy
· Self-Confidence and Persuasiveness
· Participation and Closing

SkillsUSA SmartTech Appliances
Manager: Gracie Davis
Owner: Terry Silver
Address: 123 Main Street
Phone: (615) 555-SMART (7627)

About the Company: SkillsUSA SmartTech Appliances specializes in smart home technology, including connected refrigerators, thermostats, washers, dryers, and security systems. The store combines appliance sales, installation, and on-site or virtual support through its “SmartLink” service platform.
Our motto: “Smarter Living. Exceptional Service.”
Customer Service Priorities
1. Listen carefully and show empathy.
2. Solve the problem or find a service solution.
3. If escalation is needed, complete a Service Support Form.
4. Confirm next steps before closing each interaction.
Key Service Policies
· Exchange/Return: Within 30 days with receipt. Open-box items are exchange only.
· Installation Appointments: Must be confirmed 24 hours in advance. Cancellations within 24 hours require a rescheduling fee.
· Warranty: One-year manufacturer warranty; extended protection plans available.
· Smart Device Setup: Technicians can assist remotely through the SmartLink App.

Setting for Demonstration
It is 8:00 a.m., and you have just opened the customer service counter.
The phone begins to ring, and a customer has just walked in. You are the senior associate on duty; your manager and assistant manager are away at training. You will be interacting with customers until a judge indicates the demonstration has ended.

SkillsUSA SmartTech Appliances | Service Support Form
	Date:
	Customer Name:
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	Product:
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	Next Step:
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☐ Escalate to Manager
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