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€3 MultiROM

English for Customer Care is accompanied by a MultiROM
which has a number of features.

Interactive exercises to practise useful phrases, vocabulary,
and communication through your computer.

Listening extracts. These are in enhanced audio format that
can be played on a conventional CD-player or through the
audio player on your computer.

If you have any problems, please check the technical sup-
port section of the readme file on the MultiROM.
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About the book

English for Customer Care has been developed for people working in customer service
who need a good level of English. You might be working in the sales or customer service
department of a company, or you might have direct contact with customers in a bank or
hotel. Or perhaps you speak to customers on the telephone from a helpdesk or a call
centre. In all of these situations you need language skills and specific techniques in
order to be able to communicate successfully. English for Customer Care not only offers
expressions and vocabulary, it also addresses strategies related to the effective use of
English in a business context.

English for Customer Care consists of six units. The first unit offers an introduction to
the basic principles of Customer Service. The following four units deal with various
different forms of customer contact: face to face meetings, telephone calls, call centres,
or written communication. The final unit presents speaking skills that are needed in
order to solve problems and deal with customer complaints effectively.

Each unit begins with a Starter, which consists of small exercises, brainstorming
activities, or a quiz. This is followed by dialogues, texts, and authentic documents,
along with a variety of exercises that help you to learn the vocabulary and expressions
in context. You will be directed to the Partner Files at various points in the units, where
role-play information gap activities allow you and a partner to practise the language
presented in the unit in realistic situations. Each unit ends with a text which relates to
the topic of the unit and leads to discussion. When you have worked through all the
units you can Test yourself! with a crossword on the vocabulary in the book.

The MultiROM contains all the Listening extracts from the book. These can be played
through the audio player on your computer, or through a conventional CD-player. In
order to give yourself extra listening practice, listen to it in your car or copy it to your
MP3 player. The Interactive exercises let you review by doing exercises that cover the
essential language from the book, this will be particularly valuable if you are using the
book for self-study.

At the back of English for Customer Care there is an Answer key where you can check
your answers. You will also find the Partner Files, the Transcripts of the listening
extracts, an A-Z word list, and a list of Useful phrases and vocabulary that you can refer
to while you are at work.



introduction
to customer care

STARTER

People have strong opinions about customer care. What is important for you as a customer?
Work with a partner to make a list of the kind of services you expect.

1 Read about the importance of customer care in the article and find four word partnerships

with customer.

customer

Can you add any other words to make more partnerships?

hink about the most successful shopping

sites on the Internet. What do they have in
common? Whether you are booking a
holiday, buying books and music or simply
doing the weekly shop, the best sites provide
the highest levels of customer satisfaction.
How do they do it? Why is customer care
such a priority?

For most shoppers, customer convenience is
the most important factor. Up-to-date
technology means that when you return to a
site you have visited before, they will
remember your name, your profile, and what
you bought last time. They also track where
you browsed and what you thought about
buying. They can also make some
recommendations about other places, titles,
or products.

We demand customer-friendly navigation
and the best sites provide it, continually
raising their levels of service. Convenient and
efficient payment systems are also essential.

Sometimes, of course, things go wrong but
this is when the sites are even better at
dealing with customers. You can call a
helpline and talk to an agent, email your
problem and get a reply within twenty-four
hours or even get assistance via an instant
messaging conversation. The people in
charge of customer relations know that we
want to shop, maybe purchase, and then
leave with a very positive impression of the
site. A satisfied customer is a good customer.
Good customers remain loyal and
recommend you to others.
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UNITZ Introduction to customer care

According to the article, what makes an online shopping site successful?
Complete this list.

2 Find a word in the text that means the same as:

1 profitable 5 absolutely necessary
2 something of the highest importance 6 help

3 easy or helpful to use 7 faithful

4 fast and organized 8 suggest

Now use words from above to complete the sentences.

a Our customers’ satisfaction is our top

b If you need , please contact our call centre.

¢ Good communication skills are in any customer care job.

d And you can pay by credit card, which is very when shopping online.

e We can offer a quicker and more level of service with our new call centre.
f If you are happy with our products, please us to a friend.

3 You are in a meeting with a possible new customer. Answer their questions.

Q What makes your company different?

A We are very proud of our .

We’re especially known for our

Q How do you make it easy and convenient for the customer?

A We offer convenience to the customers with
3

Q How do | get after-sales service?

A We give efficient customer service by

Q What is the most important focus for your

customers?
A Our top priority is to
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4 Complete the spidergram on customer service-centred businesses and jobs with words from
the list.

cashier e concierg
representative e

‘hotel * order entry clerk * receptionist ¢
rant ¢ sales e shop assistant ¢ teller

sales D >
manager /e e e call centre A @

Is your job or business area on the spidergram? If not, add it. Can you add another customer
care position?

5 Now find people in the spidergram that complete the statements below. More than one answer
is possible in each case. Compare your answers with a partner.

1 deals with customers in person.

2 is responsible for helping customers choose the right product.

handles customer questions or problems over the phone.

takes care of after-sales service.

processes product orders for customers.

[

often has to write to customers.
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6 Look at the news flash and the extracts from five job advertisements. What kind of ‘people’ skills
do the adverts mention? Complete the notes.

Are technical

skills enough?

Customer care is becoming more and more
focused on IT training. It's true that nowadays
technical skills are essential for working with
customer service systems. However, this
high-tech training is not enough for good
customer care. Employees also need people
skills so that they can deal with people in all
kinds of customer situations.

1
You must be fluent in German and English
Witha very good eleshine siie G Customer care and communication skills are essential.
good customer service skills. PC skills and Ability to perform effectively under pressure and to
good communication skills are required. work as part of a team.

3 4 We need someone with the

Your role is to provide customers with first-
class customer care. Duties: handling
telephone enquiries and complaints;

making calls to customers; dealing with
correspondence by email and letter. Computer
skills and good writing skills required.

ability to communicate clearly
with customers and work
effectively with both internal
and external teams.

> You will%ﬁeed experience of communicating face to face

with customers, using tact and diplomacy.
What kind of skills do you need for your job? Write a job advert for your position.

7 Here are some comments taken from customer service questionnaires.
Mark them positive [P] or negative [N].

1 ‘Your sales staff are impatient. They never wait for people to finish speaking
and are always in a hurry.’
2 ‘The people working at your call centre are always so polite and helpful.
And they always take the time to answer all my questions.’
3 ‘Il wish your employees would be more attentive. They don’t seem to listen
to what | say and don’t care about me at all.’
4 ‘The bank officer took care of my requests straight away. | didn’t have to wait at all.’

= g ).
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5 ‘When | arrived at your hotel, | was totally ignored by both the bellhop

and the receptionist.’ ]
‘The clerk was really rude and pretended not to see me.’ L]
‘The waiter was well informed about the the menu and was prompt in bringing my food.’ []
8 ‘Your service was more than | asked for. That really made me feel special.’ L]

8 Complete the table with opposites from exercise 7.

e
to be a}féhﬁvc : to ignore somebkody
‘t‘o‘ takeme ,ti‘me ; ; = 2
“,‘,F;(;l‘ite, = = g e v :
= 4 uninformed ’k
5 too slow
batient 6
V == - = e =
= e ordin‘;&

Now use words from the table to complete these sentences from a customer care handbook.
Sometimes more than one answer is possible. Compare with a partner.

a Customers always expect you to be

b Ifyou are to customers, they will not do business with you again.

c Being always makes a bad impression on customers or guests.

d You should be about the services or products you provide.

e A call centre agent should never be on the phone and should
always be

9 Tell your partner about one positive and one negative customer care situation you have recently
experienced. Make a list of suggestions to improve negative service. Use phrases from the
Language Box below in your discussion.

USEFUL LANGUAGE

| Making suggestions Responding to suggestions
. Why don’t you ...? That’s right./| agree.

. Don’t/Wouldn’t you agree that ...? | see your point.

~ Isn’t it a better idea to ...? | disagree because ...

It makes a good/bad impression if they/you ... | don’t agree. | would ...
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OUTPUT

How much do you know about customer care? Mark the following statements Agree [A]
or Disagree [D]. Then read the article to see how your answers compare.

Customers do not tell their friends and colleagues about bad customer care experiences. | |

)=
go

1
2 The product itself is more important than the service behind it. []
3 Good, friendly service will keep customers coming back. []
4 After the sale is finished, the customer does not need any attention. []
 Welcome to Customer Concepts —
i B
CUSTOMER CONCEPTS - Sl

Home

Resources

Solutions
Support
Consulting
Training

Contact us

OVER TO YOU

Products &

Feedback

Surprising Facts about Customer Care

We might believe that our customer service is excellent, but what do our customers
think? After all, it’s their opinion that matters, not ours!

Here are the hard facts we have to deal with:

=% One customer in four is dissatisfied with some aspect of customer care.

= Surveys show that for every customer who complains, there are 26 others who
never say anything about &qstomef service.

=¥ The average ‘wronged’ customer will tell 8-16 more people about their
negative experience. *

=» Some 90 % of unhappy customers will never buy from you again.

=» 80% of lost customers result from the feeling that ‘they just don’t care about
me or my business’.

=¥ With the use of the Internet nowadays, one person can tell hundreds, or even

- thousands of other people about their experiences! As someone once said: the

© competition is only a mouse click away!
il

Obviously we need to focus on more ways to improve customer care.

It’s not enough just to give customers exactly what they ask for. We need to ‘go
beyond the call of duty’, in other words, take the extra step to make our customers
feel special. This is the only real difference we can make.

It’s just too easy these days for customers to change to our competitors!

N

e |f customer care is so important, why do so many businesses not pay enough attention to it?
e Will there be more of a demand for good customer service in the future? Why, or why not?
¢ How does your company know if it is giving good or bad service?



Face to face with
customers

STARTER

1

What makes the most impact in face-to-face encounters in customer care? Choose the three most
important aspects for you and compare your answer with a partner.

o o kggood vocabui Iy * sens . expens ve clothe
;;pleasantbody ianguage ° good eye contact . accurate grammar . good gro

First read this tip from an American customer care website. Do you agree? Why, or why not?

What customers really notice .

Your body language - the way you stand or sit, what you do with your arms and hands,
whether you are smiling or frowning, and so on — tells the real truth to your customers!
Your words may be able to hide that you're bored or uninterested, but your body can’t.
When meeting a customer, make eye contact within 10 seconds. This creates a bond
between you and the customer and it shows your interest in real communication. If you
don’t make eye contact, the customer could think that you aren’t interested — or even
worse, that you’re ignoring them!

Now decide whether the following body language would give a positive [P] or negative [N]
impression to your customers.

Do you think this impression is the same for people from all cultures?

11
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AUDIO

§§ 2 Listen to five greetings in typical customer care situations and decide where they take place.
2-6

[ ] atrade fair [ | abank [ ] ashop [ ] acompany [ ] ahotel

Now listen again and complete the sentences. Which sentences can be used when you
a) meet semeone new b) meet someone you already know c) offer help and d) ask someone
to do something? Write a, b, cord.

1 Good morning, Ms Richards. ?

2 Well, if you need help, just

3 just fill in this form, please, Mr Rodriguez?
4 Hello. | help you? []
5 Nice to , MrAllen. M

AUDIO

%,R 3 Listen to this start and finish of a company visit and complete the sentences. How well does Peter
know his two hosts, Frank and Annie? Has he met them before?

Frank  Good morning, you ! Peter Masters. I’'m Frank Wepler. Welcome to IGS.
Peter  Thank you. It’s nice to finally meet you face to face.
Frank  Yes, we've talked so much on the phone, | feel | know you already. Peter, I'd like to

2 you to Annie Thomas, our customer services manager. Annie, this is Peter

Masters from TopForm, in Bristol.
Peter  Nice to meet you, Ms Thomas.

Annie 3 to meet you, too.
Frank  So, if you'd just come this way ...

Annie 4 your flight from Bristol?

Peter It was fine. It even arrived a bit early.

Annie  And is this your first time in Brussels?

Peter  No, it’s my third. I've been here a couple of
times as a tourist. I really like the city.

Frank  So, here we are. > your
coat?

Peter  Oh, that’s very kind of you.

Frank |If 6 to take a seat ...
Peter  Thank you.

Frank 7 care for coffee or tea?

Peter  Tea would be nice, with two sugars.

Peter  So, here’s my taxi. Well, 8 for a good meeting. It was great to meet both of you.
Frank  The same for us. Thanks for 9. It was a very productive meeting. So, we’ll be

in contact by email as usual.
Peter  Yes, of course. Bye.
Annie  Have a nice 11 Bye.
Frank  So long for now.
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Now add phrases from the dialogue to fit the categories below.

Greetings and introductions Offering hospitality
Good morning. You must be ... . I'm ...

Saying goodbye

Small talk questions

So long for now.

4 Complete the sentences with words from the box.

care ® contact ® finally ® get e introduce ¢ journey e kind "3
like ® long e may e pleasure '

1 May | you to Mrs Burton? She’s our regional manager.

2 It’s nice to meet you face to face.

3 | take your jacket?

4 Oh, that’s very of you.

5 Id to introduce myself. My name’s Ralph Lee. I'm the floor manager here.
6 Would you for coffee or tea?

7 Canl you some mineral water?

8 We'll bein by email as usual.

9 Itwasa to meet you. Have a nice

10 So for now.

CUSTOMER FOCUS EXTRA

Small talk may seem to deal with unimportant topics, but it is necessary for ‘breaking the ice’ with customers.
People can relax and get comfortable with light topics such as:

o their trip (How was your flight? Did you have any trouble finding us?)

e where they are staying (So, how’s your hotel? Everything OK?)

e (first) impressions of the city (Have you ever been to ... ? So, what do you think of ... so far?)

e the weather (Great weather, isn’t it? How’s the weather in ... ?)

Be careful with making small talk on topics like family, religion or politics, or with making compliments about
somebody’s appearance. Depending on your customers’ cultural background, they might find the topics too
| aggressive or too personal in a business context.
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5 Match items from the three columns to make mini ‘small talk’ conversations.

1 So, have you ever a Yes, no problem. It’s a very
been to Vienna nice location here, isn’t it?
before?

2 How was your trip? b Actually, they’re both on

holiday now. In Portugal.

3 Did you find us OK? ¢ Yes, | have. | was here four
years ago.

4 How was the weather d Yes, | play in a local club.
in London?

5 So, how are Pat and e It was fine. The train was a

John doing? Are they bit late but we arrived on
still working hard? time.

6 Oh, are you f  Nice, actually. It was sunny
interested in tennis? and warm when | left.

A

That’s good. We've been having
a bit of trouble with the trains.
They always seem to be late.

You're lucky. It’s been raining
here for three days now. Very
depressing.

Me too. In fact, I'm playing in
a tournament this weekend.

How lovely. | was in Portugal
two years ago. Do you know it?

Oh, really? Was that for
business or pleasure?

Yes, we like it. We’ve been here
for four years now.

6 Work with a partner to practise meeting a customer for the first time. Use the flow chart below

or make a dialogue that fits your own situation.

A B
Introduce yourself.

Respond.
Offer hospitality.
(coat/umbrella/something:to drink)

Respond.

Ask a ‘small talk’ question.

Respond. Ask a follow-up question.

Respond. Ask another ‘small talk’ question.

Respond. (Repeat as long as possible.)

Stop the conversation and say goodbye.

Thank A and say goodbye.

CUSTOMER TOCUS EXTRS -~

| Good basic socializing skills help build your customer base. From the

| beginning, your customers will see how you show interest and pay attention.

This is an important step in establishing a rapport with your customers.
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Look at the text from a customer care manual and fill in the missing do’s and don’ts.

= % = S
Meetings are an important tool for building your customer base. The de a great
opportunity to network with your customers for future business. Look at these do’s and don’ts

- for successful customer meetings.

e Do prepare for your meeting.

e Do make sure you know about all your products or services.

e Don't take control of the discussion. let the customers decide what they

talk about and when they talk about it.
give customers only the information they want. overwhelm them with

extra information that they don’t really need.

use jargon or words only

We know
exactly what
you want.

What we
need is...

people in your company or industry know.
talk more than your customers.
listen carefully to what they say
and interrupt them.
ask for feedback and
clarification, so you’ll know exactly What
your customers want and need.

be open, honest, flexible, and

positiv

e!

Can you add any other helpful tips based on your meetings with customers?

Look at these pairs of sentences. Which one would be more effective in a meeting?
Refer to the do’s and don’ts in exercise 7.

1 a OK, let’s get started. Unfortunately, I've got another appointment in an hour.
b Thanks for coming today. I'm glad to help you review your business needs.

2 a As|understand it, youd like to discuss ...
This is what we’re going to talk about ...

3 a So, that was my suggestion. Is that suitable for you? I’d like to get your feedback.
b So, that’s the right service for you. | don’t think we need to discuss this any more.

4 a OK, we'd better stop now. | really must go to my next meeting.
Let’s go over our action points once more. | want to be sure we agree.

5 a I've done some research into your company. It seems you .... Is that right?
So, can you tell me something about your company?

6 a |don’tthink we can do that. We never offer that kind of discount.
b Ill see what | can do.

15
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9 Work with a partner. Use the information in the Partner Files (or make up your own) to role-play

a meeting from first greetings to goodbyes. .
g g 4 g Y Partner A File 1, p.58

Partner B File 1, p.60

AUDIO

§§ 10 Listen to a conversation at a trade fair between a sales rep and a potential customer.
8 Mark the statements true [/] or false [X], or don’t know [2].

1 Lewis has made an appointment to
meet Velleda at the stand.

| [

2 This is Velleda’s fifth time at the trade fair.
3 Lewis is interested in a particular product.

4 Velleda gives Lewis a catalogue to take
back to his company.

5 Lewis agrees to put his name on the
mailing list.

6 Velleda will telephone Lewis in two weeks
to set up a follow-up appointment.

Write Velleda’s notes about the meeting with Lewis. What does she need to do when he is back
in the office?

Notes
Accutech UK
25 Bridge St
Wisbech, Cambridgeshire
REIS OIE

Tel +44 1945 579235
Fax +44 1945 579266
email gillan@accutech.uk.com

Lewis Gillan
Account Manager

AUDIO

@ 11 completethese extracts from the dialogue with words from the box. Then listen again to check
¢ your answers.

anything ¢ ask e brochure ® email ® enjoying ® free ¢ glad ¢
introduce ® mind ® put

1 May | myself? I’'m Velleda Brunelli. | work for Mecro Internazionale in Milan. May |
your name?

2 So, Mr Gillan, how are you the trade fair?

3 Well, then, are you looking for in particular?

4 OK, but please feel to ask me any questions. I'd be to go

over our products and try to find something suitable for your company.
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5 Ah, can | interest you in a
range of products.

? It has information about our company and our full

6 Would you like to your name on our mailing list?

7 Do you if | take your business card? I’ll make sure you’re on our list. And here’s my
card. I’ll send you a quick next week to see if | can help you with any of our
products.

12 Rewrite the following sentences to make them more polite and effective. Look back at
the dialogue for ideas.

1 Who are you? 5 I'll put your name on the mailing list, OK?
2 What are you looking for? 6 Give me your business card.

3 Ask me a question if you want. 7 I'll contact you sometime soon.

4 Do you want a brochure?

CUSTOMER FOCUS EXTRA

Follow-up is your most important tool for success for any face-to-face encounter. Be sure to be
specific about what you will do for your customer, and when you will do it.

Use /’ll + infinitive to tell the customer of your next action:
Pll write you a quick email next week.
Pllsend you the latest brochure tomorrow.

P e e

Use would you mind if + the past simple, do you mind + the present simple or may + infinitive
(without to) to ask if something is acceptable or not.

Would you mind if  phoned you on Monday?

Do you mind ifl ask you some questions-about your company?

May I stop by your office next week?

Remember, good customer care means taking action to support your words. This builds trust into
your customer relationships.

13 Match the questions with the responses.

1

Would you mind if | put your name on our
mailing list?

Tuesday? Yes, that sounds fine. I’ll email you
directions when I'm back in the office.

2 I'll just note that in my diary. No, not at all. You can find all my contact
Do you mind if | give you my card? information on my card.
4 I'm afraid | don’t have the information here. Sure. P'll look for your phone call on Monday.

But I’ll call my office and get back to you
this afternoon. Is that OK?

I’ll be in Brixton on Tuesday. Would you
mind if | stopped by your office?

May | get in touch with you next week?

I’ll fax you the new price list tomorrow.

Yes, that sounds good. I'll stop by the stand
at around three.

Thanks. That’s very kind of you.
I’ll write it down too. So, we said Monday at
10.30, right?

No, let me give you mine, too.
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14 Work with a partner. First look at the Useful Phrases below. Then use the information in the
Partner Files (or make up your own) to role-play a conversation at a trade fair.

Partner A File 2, p.58
PARTNER FILES Partner B File 2, p.60

USEFUL PHRASES

Rep Customer
Could/May | help you? No, thanks. I’'m just looking/browsing.
How can | help you? I’'m looking for/interested in ...
May | introduce myself? My name’s ...
Could I ask your name? Nice/Pleased to meet you.
Please feel free to ask me any questions. Thank you.
Could | offer you/interest you in ...? No, not at all. Let me give you my
Would you mind if | phoned/emailed you? card/address/number.
It was nice to meet you. Nice to meet you, too. | look forward to
| hope you enjoy the fair. hearing from you.
Thanks, it was a pleasure. | appreciate your
help.

AUDIO

@ 1 5 Paula Johnston is giving a presentation at a trade fair. Put a-e in the correct order. Then listen
9
to check your answers.

] a ‘Before I finish, I'll just go over the highlights of this
presentation again. Our product and service line
includes ... . We stand out from our competitors with our
excellent follow-up.’

| | b ‘With our impressive line of products and services, we
offer special benefits that you can’t find with our
competitors. Follow-up is our top priority ...~

[ ] ¢ “Thanks for your attention. | look forward to having you
as a new customer.’

[]

‘Hello, I’'m Paula Johnston from Delta Systems. I’'m here
today to let you know about some great offers in
customer care support services. I'll be speaking about
our extensive range of products for tracking new and
existing customers ...’

[ ] e “I'hopeyou'll pick up one of our leaflets. Also, if you
leave me your contact details, I'll be glad to send you
our latest catalogue by the end of the week. And if you
would like to order today, I'll make sure you receive our
introductory price.’

USEFUL PHRASES

e Be natural in your trade fair talk. Do not use memorized speech.
e Follow up quickly. Do not delay in replying to your customers.
® Your customers will remember you more than your product or service!
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16 Look at the steps for giving an effective presentation. Match them to phrases (a-i) below.

Steps for Winning Customers
with Your Presentations

Welcome the audience
Introduce the subject and give a brief overview
Talk about the main product/service features

Explain the unique selling points (USPs)

a A O N =

Invite interest in the company
(products/services)

Give promotional information
Offer incentives to try a product
Finish the talk

Show follow-up

Q© O ~N O

Id like to give you a short preview of my
presentation ...

We'd like to introduce/show you our
latest ...

e

I'll be glad/pleased to send you ... by next
Monday.

I’ll be in contact/touch with you in two
weeks.

| look forward to doing business with you.

|

We stand out from our competitors
because ...
Our USPs are ...

e

Id like to welcome you to ...
Thank you for coming today.

My name’s ...

| work for ... and I’'m in charge of ...

Please feel free to pick up a brochure/
leaflet/free sample.

We’ve got our promotional information and

samples available here.

i

I'd like to offer a special introductory
price/discount if you order today.

]

Our product range includes ...
The special highlights are ...

i

We’d be pleased/glad to have you as a new
customer.

We’d welcome the chance to do business
with your company.

i

I’d just like to sum up the main points of
today’s presentation ...
Thank you for your kind attention.

Now follow the steps to prepare a short presentation on one of your company’s products or
services. Try to use the phrases above in your talk.

19
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OUTPUT Read this article from a customer care research site and discuss the questions which follow.

1opioHabng | yooadons | wmes | Ao . saisoans | ]

Heeeoeos——

‘When the customer feels ‘invisible’...

A recent study showed the number of
seconds people had to wait to be greeted
in typical customer care situations.
Customers in various shops or businesses
were asked how long they had been
waiting. In each case, the customer
thought that he/she had been waiting
longer than the actual time that had
passed — 30 or 40 seconds felt like three
or four minutes!

Time goes by slowly when you are waiting
to be noticed. With the Internet nowadays,
people expect quick, almost instant
responses. In face-to-face encounters, if
you can’t give customers immediate
attention, they'll leave straight away.

o i
I'm sorry to
interrupt your
conversation.

~_ CustomerCare =—rwrNH
e .. & e ek MRS N R S 0

Businesses simply cannot afford to treat
their customers as if they are ‘invisible’.

The solution to this problem is clear.

A prompt greeting, especially with a

smile, makes all the difference to your
customers. They can start the
conversation or meeting with the feeling
that they are an important customer for
your business. Without the greeting, the
customers will already be feeling
uncomfortable and insecure — even before
the encounter actually begins.

A quick, friendly greeting relaxes the
customer and sets the right atmosphere
for good customer care!

OVER TO YOU

e Have you ever been ignored — or treated as if you were ‘invisible’ — in a customer care situation?
How did you feel?
e \What is the impact on the customer if this happens at a presentation, trade fair, or conference?
* |f you are busy with another customer, how can you still notice a customer and make them feel
secure and comfortable?



Dealing with customers
on the phone

STARTER ad well do you deal with customers on the phone? Answer the questions below for yourself,
then compare your answers with a partner.

always often sometimes never

How often do you ...
forget the caller’s name during a phone call?
exchange a bit of small talk with the customer?

have to ask the customer to repeat information?

take notes during the phone call?

Elmm e,
mimlic e

1
2
3
4 forget who you put on hold?
5
6

have trouble remembering details of the call
after you hang up?

LHLIEIE R
LILTE R

AUDIO

@ 1 Listen to two phone calls. What kind of impression do they make? Work with a partner to

10-11

complete the table.

What went wrong (call 1) What went right (call 2)

TR e s
- - -
L 0w oo Cane 3l bt soesiie
e amee .

AUDIO

? Listen to the second call again. How did Martha:
1 answer the phone? Hello, Martha Greer speaking. 2
2 say she didn’t understand something? Sorry, could ?
3 say that there was a mistake? you’ve got the wrong extension,
Mr Kraft.
-  CUSTOMER FOCUS EXTRA

i sannectyay) . Good customer-oriented telephone technique starts |

5 end the phone call? I’m putting you through | Wwith being courteous. This simply means dealing

| with people in a respectful manner.
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CUSTOMER FOCUS EXTRA

Here are some helpful tips for being courteous on the phone.

® Use polite language to show that you really care about the customer and their needs. With Would you
like ...? you ask the same question as with Do you want ...? but in a more customer-friendly way.

e Use-the customer’s name throughout the conversation. This makes the customer feel special and helps
build rapport.

e Show you are serious about taking care of the customer’s requests with your good listening skills and
dependable follow-through.

e Finally, do not forget to thank the customer. A simple phrase like We appreciate your business or Thank
you for calling leaves a positive impression at the end of a phone call.

AUDIO

1%‘3 2 Listen to two telephone calls between a receptionist and a caller from England.
Then complete the conversations.

Call 1
Receptionist Good morning. Apex Industries.

1

John Yes, this is John Richards from Customer Zone
Software. I'd like to speak to Eva Lang, please. Could
you put me through to her?

Receptionist Of course, 2, please. ...
Oh, it seems that her line is engaged. Could you hold

a moment? Or 3to
leave a message?

John I'd prefer to hold for just a minute or two.
Receptionist Mr Richards? 4 I’'m

putting youithrough to Ms Lang’s office now. If you
get cut off for some reason, please get back to me.

John I’m sorry. Could you speak up a bit? | didn’t > that.

Receptionist Sure. I’'m connecting you now to Ms Lang’s office. If you don’t get through, please ring

again. We're having some problems with our phone system.

Call 2
Receptionist Good morning. Apex Industries.
John This is John Richards again. 6| got cut off when you tried
to put me through.
Receptionist I'm 7 about that.
John | really need to get through to Ms Lang this afternoon. Could | leave a message for her

to ring me back as soon as possible?

Receptionist 8, Mr Richards. Could | have your phone number, please?
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John Yes, I'm calling from my mobile. It’s 0044 7721 332558.
Receptionist Right. So, that’s 0044 7721 332558. 9 she calls you back

today. Could | help you with anything else?
John Would it be possible to have her mobile number? Could you perhaps look it up for me?

Receptionist Yes, that’s 0, I've got it right here. It’s 49 for Germany,

then 156 8877944.

John Let me just repeat that. That’s 49 156 8877944.
Receptionist That’s right.
John OK. Thanks once again. Bye for now.

Receptionist You’re welcome. Goodbye.

Now write the message that the receptionist takes.

Message

Messagelo===—=—" ——————___ =

Caller: = e o me

Gompalyi = — ————— =

Message: - e
//
///

Match the statements or questions with the responses.

1 Thank you. a Thank you. | really appreciate it.

2 I'm afraid he’s not in. b Yes, certainly. I'll just get a pen.

3 May | help you? ¢ Youre welcome.

4 I'll make sure he gets the message straight d VYes, | have a question about your price list.
away. e That’s OK. I'll call back later.

5 I'm afraid | got cut off. f  Yes, it's P-F-A— double-F.

6 Could | leave him a message? g Oh, I'm terribly sorry about that. Let me put

7 My name is Anton Czrisinski. you through again.

8 I'm sorry. Could you spell that, please? h  I'm sorry. | didn’t quite catch that.

CUSTOMER FOCUS EXTRA

If you don’t understand the customer, ask him or her politely to say
something again or more slowly. You want to be sure you understand
so that you can deal with the customer efficiently. Try phrases like:
I’m sorry, but | didn’t (quite) catch that/understand you exactly.
Could we go over that once more?
Could you repeat that, please?
Could you speak a bit more slowly, please?
Could you speak up a bit, please?

23
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AUDIO
14

4 Complete the sentences with the correct form of phrasal verbs from the box.

cut off e get backto ¢ get through to ¢ look up e putthrough ¢ speak up

1 When | called the hotel, the operator me
Manager’s office.

20

3 This is a terrible line. Could you

to the General

the address in our directory for you.

a bit, please?

4 There seems to be something wrong with his extension number. I've tried it three times and got

It took a long time, but the customer finally

6 I'm sorry, but Ms Allen’s in a meeting right now. I’ll ask her to

she’s free.

the help desk.

you as soon as

5 Choose the correct words to fit the telephone conversation. Then listen to check your answers.

Maria
Henry
Maria

Henry

Carlos
Henry
Carlos

Henry
Carlos
Henry

Santos Group, how can | help?
Hello. Could I have extension 226, please?

I'm sorry, the line’s engaged. Could you please hold/wait *? ... Sir, the line’s free now. I’ll

put/pass? you through.

Thanks.

Carlos
Henry

Carlos
Henry

Carlos

Henry

Service department.

I'd like to tell/speak3 to

Mr Martinez, please. Is he available
at the moment?

Will/May# | ask who’s calling?
Henry Jones. I'm calling from GPT Ltd
in London.

Just a moment please, Mr Jones. I’ll
see if he’s available. ... Mr Jones?
I’m afraid Sefor Martinez is in a
meeting. Would you like to leave/
list > a message?

Yes, please ask him to get behind/
back to © me as soon as possible.
My number’s 44 207 563 361.

I'm sorry/afraid 7 | didn’t catch that. Could you repeat/say ® the number, please?

Yes, it’s 44 for the UK, then 207 563 361.

OK, I’'m sure/I’ll make sure ° he gets the message. Is there anything/anyone '° else | can do

for you?

No, thanks.

Goodbye, then, Mr Jones. Thanks for calling.
You're welcome. Goodbye.
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6 Work with a partner to practise a telephone call. Use the flow chart below or make a dialogue
that fits your own situation.

A B
Answer the phone.

Say who you are and ask to speak to X. (It’s urgent.)
Xis in a meeting. Message?

Ask when the meeting finishes.
Respond. Message?

Leave message.
Confirm caller's name. Phone number?

Give your details.
Check message with caller.

Confirm or correct message.
Thank the caller and say goodbye.

Say goodbye.

AUDIO
@ 7 Peter Brenner is a sales rep. Listen to the telephone conversation and complete his notes.
15

Called: Charles

Time: 15quryl 2.30 Pm

Campnn‘y is updating the way they keep customer infarmation and
they've interested in customer tracking %

Meeting on Wednesday, 20 January at 3
“ Azan Raad, Petersfield

pm.

Mabile phone: 07887 5

Email © and brochure (PDF version)
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AUDIO

&

15

Listen to the dialogue again and tick [v/| the sentences you hear.

1

o o TN T O v T

Hello, Mr Thomas, | got your contact details from one of my colleagues.
Hello, Mr Thomas, I'm responding to your email enquiry.

Would Wednesday suit you?

Could we set up a meeting for Wednesday ... ?

Could I just confirm that | have the right address?

Let me just make sure | have the right address.

Is there anything else | can do for you ... ?

How else can | help you today?

| look forward to seeing you on Wednesday ... .

See you on Wednesday at ... .

N O ¢

Look at these basic steps for making a successful customer care phone call. Did Peter Brenner
follow all the steps in his phone call? If necessary, listen again to check.

Starting the phone call Finishing the call
1 |dent|fy yourse[f and your company 7 Tell the customer what you’re gOing to do
2 Say why you are calling 8 Make the customer feel confident you’ll

During the phone call

3

L5 i ~

Use

follow through
9 Offer further assistance

the customer’s name throughout the 15 Thank the custismer

conversation
Take notes of the important information

Ask
Rep

questions to clarify information
eat and summarize

Now say which steps the following sentences go with. Write the appropriate numbers
in the boxes. Can you add some other sentences for each step?

— o —

Hello, my name is ... . I'm with Spectrum PLC in Bristol.

I’ll check on that information with my colleague and call you back in two hours.
| appreciate you taking the time to talk to me.

OK, Mrs Armstrong. I’ll just ...

Phrases
a [ | Imcallingto..
b [ ] CouldIjust go over the details again?
¢ [ ] canlhelp you with anything else?
d [ ] No problem, madam. I'll personally make sure that she calls you back today.
e D I’ll just write that down.
f This is Joan Everts from Everts, Samuels, and Barker.
g D I’ll be glad to send this out to you today. You should receive it by ...
h [:f Was that 50,000 or 15,0007
T 3
L]
L]
L]
]

3

Let me just make a note of that.
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9 Match sentences (1-8) with the more customer-friendly equivalents (a-h).

1 I'll give you a ring sometime tomorrow. a I'll be glad to send this out to you today. You
2 Nice talking to you. \ should receive it by Tuesday.
3 Wait, | need to write that down. b One moment, please. I'll just make a note of that.
4 What’s your name? ¢ Could I take care of anything else for you today?
5 | have no idea, so | really don’t know d May | have your name, please?

what to tell you. e I'll check on that information and call you back
6

—

7 I’'m putting it in the post today, so | appreciate you taking the time to call today.
yoU'll probably get it next week. g I'll get back to you at about 11.00 tomorrow
8 | wrote it down, thanks. morning. Is that OK?
h Let’s go over it again to be sure of the details.

What else do you need? Is that it? K\ in 30 minutes.

AUDIO

@ 10 Put this phone conversation in the correct order. Then listen to check your answers.

Susanne Finster

[ ] a Nathalie, this is Susanne Finster from Brand AG.

We met at the trade fair last week.

Would Tuesday be convenient for you, at 9 a.m.?

Bye.

Hello. May | speak to Nathalie Laurence, please?

Sounds good. OK, Nathalie, that’s Tuesday at 11

o’clock. I look forward to seeing you.

f  Fine, thanks. Nathalie, I’'m calling to see if we could
set up a meeting. You wanted me to do a
presentation on our services and I’ll be in your area
next week.

O Odf

Nathalie Laurence

Same here. Thanks for calling. Bye.

Hello.

Next week? Let me just check my diary.
What day exactly?

Tuesday looks good, but I'm busy at nine.
How about 11 o’clock instead?

Speaking.

Ah, yes. Right. How are you?

s 09

S o

OO0 O OO
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11 Match the questions with the responses.

12

13

1

Can we fix a meeting for next Tuesday
at nine o’clock?

Is Friday the 18th convenient for you?
Could we set up a meeting for Thursday
afternoon?

Are you free next Monday for a
meeting?

How about one o’clock at my office?

a Monday? Yes, that’s fine with me. :
One o’clock is fine with me, but I'd prefer to
meet in my office, if that’s OK.

¢ Sorry, I've already got a meeting that
morning. How about 1.30 instead?

d I'm off for a long weekend on that date.
Can | ring you when | get back?

e Yes, that sounds good. Is two o’clock OK?

Work with a partner to make two phone calls. Study the Useful Phrases below, then look at your
role card information in the Partner Files.

USEFUL PHRASES

Arranging an appointment

Could we set up a meeting?

Are you available/free on Monday?
Does next Thursday suit you?

How about 2 p.m. on Tuesday?

Agreeing on a time
Just let me check my diary/planner.
Yes, Tuesday is fine with me.

Partner A File 3, p.58
PARTNER FILES Partner B File 3, p.60

Suggesting a new time

I’m sorry, but I've got another engagement.

How about Tuesday morning instead?

Actually, Thursday morning would work out better for me.

Confirming
We’ll see each other next Thursday at 11.00 at your office.
Could you confirm the details in an email?

Here is my mobile number in case you need to reach me.
| look forward to seeing you.

Use the clues to complete the puzzle and find the hidden word (something one should always try
to be when dealing with customers).

1

IFNCROM: I’m calling to ... our
appointment.

Thanks for ... . | can put you through
now.

Could we ... a meeting for 3 p.m.?

(2 words - 3, 2)

Thanks for calling. We ... your business.
I’m sorry. | didn’t quite ... what you
said. Could you repeat it, please?
Would Monday morning be ... for you?
Perhaps at 9.30?

Could we go over that ... more?

... care to leave a message?

(2 words -5, 3)

Can you give me her ... number, please?
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OUTPUT Read this article from a customer care online magazine and answer the questions which follow.

Search the site

a0 -

What the customers really hear ...

Customer care experts remind us to be careful of ‘background noise’ while
dealing with customers on the phone. The phone receiver picks up even the
slightest movement or noise. Keep these ‘noise’ awareness tips in mind:

e Don'ttry to talk to someone in your office while you're on the phone. The customer
needs your full attention.

® Be sure to put the customer on hold if you're going to discuss something with a
colleague. (Remember, always ask first before putting someone on hold.)

* Don't drink or eat during a call. The customer can hear you sipping and chewing.

® Don't smoke while talking to the
customer. The customer can also hear
you inhale and exhale.

* When you complete the call, hang up
the phone gently. If you slam down the
receiver, the customer might hear itand
think you are annoyed or angry.

All these situations can give the customer
the wrong message: | don’t care about the
customer. This can be quite embarrassing.
It may even lead to the customer walking It’s that

away from your business — never to return! Mrs Smith again!

OVER TO YOU

e Describe your own work atmosphere. What kind of ‘noise’ could cause a problem during your
customer calls? How can you remove these distractions?

e Share a personal story of when you heard ‘background noise’ on the phone to a customer
services department. What kind of impression did the business make on you?
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Call centre success

STV ii1 ] Asurveywas carried out recently on call centres for various industries in the UK.
Work with a partner to select the correct answers in these survey results.

Then check the key on page 64 for the answers. Were there any surprises?

12% 24% 42% of calls were rated unsatisfactory.
Agents were rude in 11% 21% 31% of calls.

9% 16% 25% of calls were answered after more
than 30 rings.

In 7% 10% 14% of calls, agents didn’t have
enough knowledge to handle the call.

In 32% 46% 62% of calls, agents didn’t spend enough time
understanding the caller’s actual needs.

Would a survey in your country have similar results? Why, or why not? How could call centres
change the way customers rate them?

AUDIO

@ 1 Listen to two call centre conversations. Which customer is placing an order and which has asked
17-18 for help?

Listen again and complete the table.

Call 1 Call 2

Customer

Customer interested in

Follow-up
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@ 2 Complete these sentences from the dialogues. Listen again if necessary.

17-18
Call 1
il that you need some assistance.
2 type this in ... one moment ... OK.
3 As it, the problem begins with entering the password.
?
4 | the service technicians’ schedule and | back in half an hour.
5 Does that sound ?
6 you with anything else today?
Call 2
7 One moment, your customer file on my screen.
8 So, Mr Walker, what can | you?
9 | your order as urgent so that the items will be sent out
10 for your order. Goodbye.

CUSTOMER FOCUS EXTRA

In any call centre situation, the first impression is crucial. Customers will remember how you treated them
during the first contact and it may be the only chance to show that you are willing to satisfy the customer.
When customers notice professionalism and customer-focus from the very beginning, their perception of
the company is a positive one. If not, their impression is negative — and usually stays that way!

Follow these tips for making a good impression: 3 Make sure your customer understands you and
1 Use your voice and polite language to signal a is happy with the service.
friendly ‘ready-to-help’ attitude. Does that sound all right?
Gerry speaking. How can | help you today? Do you have any other questions?
What can | do for you? I hope this is to your satisfaction.
Is there anything else | can help you with 4 Make promises and keep them.
today? Your order will go out overnight today.
2 Listen carefully and make sure you understand I’ll call you back in half an hour.
‘; your customers. 5 Always follow up and follow through.
| see. So, as | understand it, ... . Is that correct? I’ll ring you when the technician has finished the
Let me just repeat that. repair work to make sure everything is all
right.

Match the two parts to make sentences and questions.

How can | a allright?

| will personally make sure b of this straight away.

| hope this is ¢ help you?

Could you give me d to your satisfaction.

Does that sound e repeat that.

Is there anything else f that you receive the information this afternoon.
I’ll take care g | can assist you with today?

Let me just h your account number, please?

ON UMW NP
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AUDIO

j{} 4 Complete the call centre dialogue with the phrases below. Then listen to check your answers.

. I’d just like to confirm your contact details.
could | go over your order again?

May | help you?
Can | help you with anything else?
Is that right?
Could you give me your customer
number, please? OK, let me just repeat that.

Agent Good morning. Ace Beverages Helpline. ;

Customer Yes, please. | need to place an order for ten more cases of my standard house wine — six
red and four white — for my restaurant.
Agent It sounds like you have ordered from us before.

2

Customer Of course, here it is ... uh ... 55008-22.
Agent Ah yes, Mr Green from Suavo Restaurant.

So, that’s 91 Walton Street, Reading.
Customer No, that’s our old address. We’ve just moved to
43 High Street. The new postcode is RG1 2XL.
Agent 4
That’s High Street, Reading, RG1 2XL.

Customer Yes, that’s right.

Agent OK, I’'ve updated our database. Let me just type
in the order ... OK ...

Customer Look, I’'m really in a bind. Could you do a rush
order on the wine so that we get it by this
evening?

Agent Sure, that’s no problem. We can dispatch it by
11 o’clock. OK, Mr Green,

6. You'd like your standard order of house wine, six
cases red, four white. And we’ll rush the order so that it arrives by approximately 5 p.m.
Customer Yes, that’s all correct. Thank you for helping me so quickly.

Agent My pleasure. 7
Customer No, thank you. That’s all for today. Bye now.
Agent Goodbye.
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5 Complete the sentences with words from the list.

o N (€)W, |

catalogue e dispatched e give e invoice e overmght °
payment ® place ® quote ¢ rush =

Are you ready to your order today?

Are you planning to pay by transfer or credit card, or would you like to have a monthly
plan?

OK, sir, the goods are in stock and can be straight away.

If it’s urgent, we can send it as a order to make sure you receive it by

Thursday. Would you prefer that?

Can you me the item number from the , please?

Let me check and call you back in one hour with a on the price.

We’ll enclose the with the goods.

We can send the goods by delivery so that you’ll get them the next day.

Look at the dialogue. How would you improve the agent’s language to make a good impression on

the customer?

Customer Hello. John Norman speaking.

Agent Please speak up. | can’t understand your name. *

Customer | said, this is John Norman. That’s N-O-R-M-A-N.

Agent Thanks, Mr Norman. Need some help today? 2

Customer I'd like to have the latest accountancy software.

Agent The latest what? 3

Customer The latest accountancy software package you've got in your catalogue.

Agent OK, how many packages do you want? 4
Customer I'd like five, please.
Agent Good. Now | need your address. >

Customer 234 Delman Road, Brighton BN1 4QJ, England.

Agent Fine. I've got that. Anything else? ©

Customer Well, when will | receive the software?

Agent Maybe sometime next week. I’ve got another call coming in, so bye for now! 7

Write customer-focused sentences to replace 1~7 above.

il

N o W
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AUDIO

@

20

AUDIO

20

7

Ca

Il centre success

Listen to this telephone conversation from a customer to a helpline. Choose the correct answers to
complete the sentences.

1

The customer’s MP3 player is
a ani-go maxi.
b ani-go mini.

He has ... tried to install the software.
a already
b not yet

The customer first needs to find out
a what his password is.

b what operating system his computer has.

The customer needs
a to buy another version of the i-go.

b to upgrade his system before he installs

the software.

If the customer registers with the company,

he gets ... of free service.
a two years
b three years

Listen again and tick || the sentences you hear.

1

2

So, what exactly is the problem?

Could you explain the problem in more
detail?

Could you explain what you've done
so far?

That means you need to have ...
In other words, you need to have ...

Do you have any questions so far?

USEFUL PHRASES

Clarifying and explaining
What do you mean exactly?

' Sorry, what does that mean?

- What exactly does OS stand for?

| We just need to clarify a few things.

| Could you explain what you've done so far?
| Isthat X or Y?

That means you need to ...

. In other words, you have to ...

That’s another word for X.

[]

D&kl L3

7 Are you following me all right?
8 Is everything clear up to now?

9 Are you having any trouble seeing
that?

10 Let me just talk you through the steps.

11 This is what I'm going to do.

12 By the way, have you registered with
us?

Checking comprehension

Can you find/see that all right?

Are you having any problems/trouble
finding/seeing that?

Are you following me all right?

Is everything clear so far/up to this point?

Do you have any (other) questions so far/up
to this point?

]
[
L]
L]
[
[
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8 Put the words in the right order to make typical ‘call centre’ sentences. In each sentence there is

one word that you do not need.

1 just things need clarify a we few to must

2 anything so far clear everything is ?

3 far you done tell what could youve explain so ?

4 that to some means software you need mean install

5 does OS what for do stand ?

6 what do this I'm to when going is

7 me you just steps talk through the let wus

~ CUSTOMER FOCUS EXTRA

| Use ‘signal’ sounds and phrases to show you are listening carefully. It is important that the customer
knows you are at the other end of the line and listening closely to what they are saying.

| Use these phrases or words to show that you ...
.o are following what the customer is saying: Uh uh./I see./Right./OK.

e acknowledge the problem: Really?/Is that so7/Oh, dear. (BrE)
| e agree: Uh uh./Of course.

. e are surprised: You don’t say! (AmE)/Really?

9 Complete these extracts from call centre dialogues with a ‘signal’ word or phrase.

(C=customer / A = agent). Then listen to check your answers.

C | left a message for the call centre manager to call me back. That was three days ago and I've
heard nothing from him.

A ' I’'m so sorry. Let me see if | can help you ...

C  I've emailed your helpline three times, but the emails have all been returned.

A 2 I’'m sorry about that. We must have had a problem with our server. It seems
to be working all right now though. How can | help you?

C  I'm having trouble with my television. It turns on and | can see the picture, but | can’t seem to
get any sound.

A 3. OK, I'm going to need to ask you some questions ...

C  Your product is very good, but I'd like more information on an upgraded model.

A 4.1 think | can suggest something for you ...
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Call centre success

10 Choose the best response to these call centre questions and requests.

11 cComplete the puzzle with the noun form of the verbs.

12

il

Across

il

5
6
8

Down = B

2

3
4
7/

Can’t you give me a better price for our first

order?

a Sorry, | can’t do that.

b Let me check with the manager and call
you back in a few minutes.

¢ It might be possible.

Can you quote me a price?

a The price is a fair one.

b They cost 40 cents each.

¢ Our price is better than our competitors.

We are thinking of signing up for your service.

a Then why don’t you take advantage of
our introductory offer?

b Call us back when you’ve decided.

¢ |Itold you our prices yesterday.

4 Can you do a rush order for me?

a Illtry.

b Of course. This will go out by the end of
the day.

¢ We can’t process orders in a hurry, sorry.

I’d like to order five cases, please.

a OK, that’s five cases.

b Are you sure you only want five?

¢ We have a special offer today: you get
one case free when you order six.

6 When can the order be dispatched?

a Today, sir, in the overnight post.

b Maybe this evening.

¢ I'm not sure. We’re having problems
with our deliveries at the moment.

e
clarify
satisfy B B [

explain IS

deliver

assist L .

pay B
offer

order

Now complete the sentences with words from the puzzle.

a Good. I'm glad | could help. Let me know if | can be of any more

b

¢ One of the best things about our introductory

I’ll put you through to our IT specialist. She’ll be able to give you a more detailed

advantage of our new monthly

and help solve the problem.

is that you can take

plan.

Work with a partner to do a ‘call centre’ role-play. Either refer to the role cards in the Partner Files
or think of your own situation.

Partner A File 4, p.58
PARTNER FILES Partner B File 4, p.60
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OUTPUT Read this article from a customer care website and answer the questions which follow.

Quote of the day

e everyauswomer st eneysgn. 1 @ Gall Centre

your paycheck, because they do.”

Unknown

Services

Training

CCD help desk
Contact us

Feedback

Links

L

Click the calendar
for call cente
events

Free Newsletter
Register now!
Click here

OVER TO YOU

Consultancy

Poor service is the fastest way to lose
customers. Is your call centre doing
everything possible to keep its customers

happy? a4

Call centre experts tell us it costs 4 to 10 times as much to

capture a new customer as it does to provide good service to an existing
customer. A startling 68% of call centre customers move to the competition
because of poor service.

Customer-centred call centres must look at their front lines - the agents. Their
agents, after all, communicate with customers every day. This means that
agents must have the right phone style and - for online help desks -
appropriate email skills. The latter is even more important nowadays as
emailing has become a record of promises kept — or broken - to customers.

Call centres can no longer afford to have agents who just read off scripts. Now
agents need to be knowledge workers and salespeople for the complete range
of customer service. For example, at the Hilton Hotels, agents don't just take

reservations. If no rooms are available, the clerks try to cross-sell another of

Hilton's six brands in the same city or
area. This generates $250 million of
revenue annually for the Hilton Hotels. There is

an alternative
which might suit

At DHL Worldwide, call centres are you better.

focusing more on customer service
and sales instead of just taking
orders. A typical answer to ‘Do you
ship to Manila?’ is ‘Yes, with the
fastest delivery time. 99% guaran-
teed.’ Call centre supervisors are now
concerned with how well their agents
sell DHL, not how quickly they get on
and off the phone with customers.

e Does your company have a call centre? If so, how can your call centre be more customer-centred?
e How can companies motivate their call centre agents to deliver more to their customers?
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Delivering customer care
through writing

STARTER R this quick quiz about writing for customer care. Say whether the statements are true (T) or
false (F). Then compare your answers with a partner.

vt B W N

NO Q0 N ON

The content of a letter or an email is more important than correct spelling and
punctuation.

It’s always better to send an email than to phone a customer.

You should always write to new customers in a formal style.

If you can understand what you wrote in a letter, then your customer can too.
If you have a spellchecker on your computer, you don’t need to re-read letters
or emails before sending them.

Emails should normally be short and concise.

If a customer’s email or letter is informal, then your reply should also be informal.
It’s OK to send out standard letters to any customer enquiry.

Customers appreciate smileys and other fun graphics in emails.

1 Look at these excerpts from customer care letters and emails. Which one is:

1 an invitation? [:] 4 a promise to send something? D
2 a follow-up to a meeting? [] 5 a request for information? []
3 areply to an enquiry? []
(b
a
Hello Mr Sutton Hi Oliver

In answer to your email, our shop

in Stratford is open Mondays to
Saturdays from 9 a.m. to 8 p.m. You
can reach us by fax on 0763 449 923.

We're having a small party at the
Wilton Hotel this Friday at 7 p.m.
We're asking a few of our most
important clients to attend and |

Please feel free to get in touch if you would be pleased if you could Join

have any more questions.

Regards
Lara Jones Best wishes

Jim

us. Let me know if you can come ..

EREER EEEN



Dear Mrs Demetrios

UNIT 5

Thanks so much for your phone call yesterday. | am pleased to tell you that we
can handle your order. Would you like to pay by credit card or bank transfer?
Please fill in the attached form and fax it to me. Then | can send it out to you today.

Best regards

Jeannette Donaldson

(d Dear Mr Blair

In regard to our

meeting yesterday, | would just

like to confirm what we agreed. First of all, ...

Sincerely yours
Franco Manzetti

Robert

I got your message this afternoon. Sure,
I'll talk to Ruth and email you the price

list today. Do you also need our latest
brochure?

Take care
Carola

Which of the above are from letters and which are from emails? How can you tell?
Which types of letters or emails do you write to your customers in English?

CUSTOMER FOCUS EXTRA

. Salutations and closes

| When you write to a customer for the first time, it is often best to use a formal style. Then look at how the
customer answers. Is the reply formal or informal? From now on, use the same register as your customer.
By communicating with the customer in the way he or she prefers, you demonstrate good customer care.

Here is an overview of standard salutations and closes used in letters and emails.

letter

when you don’t
know the name

| when you know
the name

when you know
the person/people
well

Dear Sir or Madam/Dear Sirs
Ladies and Gentlemen (AmE)
Yours faithfully (BrE)

Sincerely (yours) (AmE)

Dear Mr/Ms/Mrs Smith
Dear Mr and Mrs Smith
Dear Ms Black and Mr Smith
Yours sincerely (BrE)
Sincerely (yours) (AmE)

Dear John

Dear Paul and Mary
Kind regards

(With) best wishes

All the best/Best wishes

Take care (AmE)/Cheers (BrE)

email

Dear Sir or Madam/Dear Sirs
Hello

(Kind /Best) Regards

Best wishes

Dear/Hello Mr/Ms/Mrs Smith
Dear/Hello Mr and Mrs Smith
Dear/Hello Ms Black and Mr Smith

(Kind/Best) Regards

Dear/Hello/Hi John
Hi Paul and Mary

Best (wishes) /All the best

Delivering customer care through writing

Note that in the US, the salutation in letters is often followed by a colon (Dear Mr Brown:). In the UK there is
often no punctuation used here, but sometimes people put commas after both the salutation and the close
(Dear John, ... Kind regards, ...). Whether there is a comma or not, the first word in letters and emails always
starts with a capital letter.
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2 Which salutations and closes should you use when writing to the following people?

informal formal

1 emei, => Hugo Jones 4 et => Carol Elan

Hi Hugo ... All the best

2 eter => Walter Rogers 5 emei => Jeanne & Pascal Duchard

3 e => Mario Ingram & Janet Browne 6 e => Name unknown

3 Read the letter and answer the questions.

1 How well does Richard know Mr Davis? 3 What did Mr Davis request?
2 Where did they meet? 4 What will happen next?

Horizons International

42 Windsor Street, London N1 4EJ
Tel +44 20654 372 - Fax +44 20654 374 + rbird@horizint.com

John Davis

Davis & Chapman Ltd
145 Cheltenham Rd
Bristol BS6 5QZ

Dear Mr Davis

It was a pleasure meeting you recently at the Business Executive Conference. | am delighted to be
able to assist you in finding a suitable IT communications system for your company. As requested,
I am enclosing our latest catalogue with details and prices.

I would be grateful if we could meet soon. | will phone you on Thursday and hope we can arrange a
suitable date and time.

If you have any further questions, please do not hesitate to contact me.

I look forward to welcoming you as a new and valued customer.

Yours sincerely

Richord Bird

Richard Bird
Sales Manager
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4 Match the two parts to make phrases.

| look forward to for choosing our company
We are delighted to seeing you next week
If you have you a visit personally
Thank you any further questions

It was a pleasure to
If you are satisfied
| will pay

speak to you
have you as a new customer
with the results

N OV P W N e
og ~h DS O o S

Now use the phrases to complete this email to a new customer.

~ From: “Vera Knox” To: barbara.winston@gmax.co.uk :

Subject: telephone service R :

Dear Mrs Winston

1 on the phone

yesterday.

2. As you requested, here is a summary of our discussion:

¢ You will receive monthly service for one year.

. 3, you

can renew your contract for as many years as you would like.
¢ Your service fees will be invoiced monthly.
¢ Finally, as you are a new customer, we can offer you a 10% introductory discount on your

rate if you pay before the due date.

As we agreed, 5 l
next Thursday, 10 September, at 10.30 to show you how to start up the service.

5 please feel

free to contact me. Otherwise,

Best wishes

Vera Knox
Sales Manager >
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f; Two versions of the same email - one formal and one informal - have been mixed up.

Put them back in order.

Dear Mike
Dear Mr Varley
b e
S AT
G 0t B
- e B ] e R

a In the meantime, if you
have any other questions,
please don’t hesitate to

contact me.
| look forward to seeing you
next week.
C I’'m glad to tell you that we’ve found two new
b In regard to your phone call this customers for you. It'd be great if we could
morning, | am writing to let you know set up a meeting at the end of next week to
about the latest developments. discuss this. Would you like me to email you

the customer information today? You can
review it before we meet.

d Kind regards
J Hargreaves e Thanks for your phone call this morning.
Just a quick email to let you know about
the latest developments.

f | am delighted to inform you that we have found two
new customers for you. | would appreciate it if we
could set up a meeting at the end of next week to
discuss this. Would you like me to email you the g KiFfhte bat
customer information today? You can review it John
before we meet.

h In the meantime, let me know if you need
any other help.
Looking forward to seeing you next week.
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6 Now find phrases in the two emails to complete the table below.

FORMAL

INFORMAL

Connecting with the reader
In reference to your letter/email of ...

Re your letter/email of ...

Further to our recent meeting ...

Reason for writing
We are writing to confirm ...

I would like to inform you ...

Giving good news
We are pleased to say ...

Requests
We would be grateful if we could ...

Taking action
| will phone you/contact you ...
We would be delighted/pleased to assist you.

Concluding
Please feel free to contact me/us if you have any
further questions.

9

We look forward to hearing from/meeting you soon. |

10

| hope everything is going well.

I’m just writing to tell you ...
I’d like to let you know ...

I’m happy to tell you ...

Could you ...?

I’ll get in touch with/get back to you ...
I'd be glad to help out.

Let me know if you need anything else.

Looking forward to your reply/to hearing
from you.

11

12

7 Complete the sentences from letters and emails with words from the box.

N

0 N O U W

In to your phone call, | am sending you the specifications for model XRT32.

to assist you with all your financial planning.

back ® convenience ® hearing ® just ® of ® pleased * regard * repl
We would be
Thanks for your letter 29 June.
I’ll get to you as soon as possible.
We look forward to from you soon.
| be grateful if you could contact me at your earliest
Looking forward to your

I’'m writing to let you know the dates of our next open house.
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Delivering customer care through writing

CUSTOMER FOCUS EXTRA

Follow the five Cs of customer care writing to make sure your writing is:

Clear Keep sentences short and direct, and have well-organized paragraphs.

Complete Include all the information your customer needs, including reference numbers and contact
details.

Concise Do not waste your reader’s time with too much extra information. Remember your customer is
also a busy person.

Courteous Use polite language and follow letter-writing conventions.

Correct Do not distract the reader with mistakes in grammar, punctuation, and spelling. Always re-read
your letter or email before sending it.

8 First study the tips in the box above and then say what is wrong with this email. Which of the five

Cs has the writer ignored? Rewrite the email.

(i

| To:Mira Jones <m_jones@ts_enterprises.com> |

‘ Subject: select systems price list

Dear Mira Jones

It was a plasure to meet you recently at the Global Contepts trade fair. Our exhibit areas
were on the second floor of the Bellevue Hotel. | hope you enjoyed the fair as much as |
did. How did you like the food at our VIP customer lunch? | wish they had served us
chicken, not beef. After all the worries about BSE, | don’t like beef much any more.

| want to phone you at the end of the week to arrange an appointment to meet you so we
can discuss your customer needs. Is Friday afternoon suitable for you I’'m busy all Friday
morning, but think | have time on Friday afternoon, perhaps at around 2 p.m. What do you
think? Would that be OK.

Thanks you for your intrest in Select Systems LA. | look forward to speak to you soon.

Here is the price list you asked for. Do you still want me to send you our catalogue? If so,
confirm your postal address.

Best regards

&> 9 Listen to three voicemail messages. Then match them with the written responses below.
Which responses are by email and which by letter? How can you tell?

[] Thank you for your phone call of 2 May. I'm sorry we were not
available to take your call.

Please find attached a brochure about our services. You can also visit
us online at www.bestfoods.com for more detailed information.

If you have any other questions, please do not hesitate to contact us.
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I’ve attached a pdf of the specifications for model 830T.
i Should | also arrange to send you some product brochures
= for the shop?

- Let me know if you need anything else.
[] Thank you for your reservation of 2 May.
I'd like to confirm the following:
1 single room with a bath for two nights from 5 to 7 May
As you requested, we have enclosed a magazine listing all events taking place in May.
Please feel free to contact us if you require any assistance with bcakmgs.
e look forward to welcoming you to our hotel. -

CUSTOMER FOC

Make sure you review your documents carefully before sending them to the customer. Like the letter or
email message itself, you need to view it through the customer’s eyes. Is it appropriate? Does it present
a positive image? Take an extra moment to check the enclosures or attachments before you close the
envelope or hit the send button!

You can use the following language to refer to the enclosed or attached documents:

letter email

Please find enclosed/l am enclosing the price I’m sending you the current price list as an attachment.
list you requested. I’ve attached the specifications as a pdf document.

In the enclosed information packet, you will Please complete the attached form and return it ...
find product descriptions, ... Please find attached ...

As you will see from the enclosed brochure, ... Here is the file you asked for. (informal)

10 usethe phrases from page 43 and the Language Box above to write a customer-friendly reply to
the following email enquiry.

Hello

| have just visited your website about relocation services. | will soon be moving to Glasgow so
am looking for an agency to help me find a flat. Can you also recommend a place to lease a car
for my business?

| wasn’t able to find any information about your prices on your website, so could you please
send me a current price list? Also, | will be in Glasgow at the end of the month — could we
perhaps set up a meeting? My mobile number is 0788 59773.

Thank you for your assistance. | look forward to hearing

from you and hopefully meeting you soon. Don't forget to:

Regards use a formal salutation and close
Joan White connect with reader -
White Associates give a reason for writing

jwhite@quickmail.com offer help

take action 4l

end the email politely Zl
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11 workwith a partner to practise writing emails and letters. Either think of your own situation or
look at the ones in the Partner Files. Try to use phrases from this unit.

Partner A File 5, p.59
PARTNER FILES Partner B File 5, p. 61
|

|  outpuT

Read this case study about customer care provided via the Internet and answer the questions
which follow.

Giving customers ‘the no-answer runaround’ —

A CASE STUDY

Customers have become used to the speedy
response or quick ‘turn-around time’ of
Internet exchange and are therefore
sometimes more demanding and less patient
than they used to be. They want quick
answers to their service questions. Here is a
typical customer experience and its result.

section or use the search tools to find your
answer.’ The customer was back at the
beginning.

A customer asked a large catalogue store,
whether a hand-held computer he was planning
to buy from their company could be used for
PowerPoint presentations. The response was:
‘Visit our website under FAQ’ (the common
abbreviation for ‘Frequently Asked Questions’).
When the customer looked at the FAQs, he -
could not find the right question for his problem. — ~
His ‘search’ attempt got no answers either, so The frustrated customer finally gave up and
he wrote his question in the ‘other enquiries’ changed to another brand of palm computers.
field. When he emailed the new company’s service

...and their
website couldn't be
more helpful.

The customer got this answer immediately:
‘Thank you for your email. We will try to handle
your request as soon as possible. Since we get
S0 many enquiries, it is faster to refer to the FAQ

centre, he got a direct answer with efficiency and
courtesy. He was so pleased with the quick and
polite service that he recommended the hand-
held computer to several of his colleagues.

OVER TO YOU

® Share a personal experience with a partner about dealing with automated online customer care.
How did it make a positive or negative impression on you?

* Describe ways a customer service centre can be sure that an automated system gives customers
the help they need.

* Does your company have a website offering customer service? If so, how is it set up? What kind of
FAQs do you have? How do you deal with enquiries sent via the website?



Dealing with problems
and complaints

STARTER

as a customer? Compare your answers with a partner.

b Getting an engaged signal when

trying to call or advértns:ﬂg
¢ Being transferred many times when you call h Gettmg Comphcated unclear '
d Unhelpful staff s
e Salespeople with little or no knowledge i Not gettmg juick @ a__ wers

their products and services

Can you add anything else to the list? How can companies avoid annoying their customers?

1 Read this email from a customer service manager to her staff. Work with a partner to write
an action checklist for the meeting.

Look at this list of things that customers complain about. Which three things annoy you the most

Hello everyone,

Recently we have been getting a lot of complaints from customers who are annoyed with the quality of
our customer service. Here are just three of the comments we’ve received:

‘I had a problem with one of your products. When | told the salesperson about it, he was arrogant and
acted like my problem was stupid and unimportant. He even suggested that the problem was my fault.’

‘The person on the phone didn’t even listen to what | was saying. | had to repeat myself two or three
times. Then she just said, ‘Well, that’s our company policy. | can’t do anything about it.” She didn’t even
apologize!’

‘| realize | was angry and perhaps spoke sharply, but the agent didn’t have to yell at me. He told me it
wasn’t his fault and that | should speak to the person who made the mistake, not him.’

At our next staff meeting, | want to discuss our complaints policy and how we can improve our customer
care. | would like you all to make an action checklist on how to improve the way we handle customers,
and present your ideas at the meeting.
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2 Here are some of the ideas presented at the meeting. Work with a partner to decide whether they
belong to the do or don’t list.

do don't

Let the customers show their anger.

Say the problem was the customer’s fault.

Tell the customer there’s nothing you can do.

Listen carefully to the details of the problem.

Push the customer to accept your point of view.

Take the customer’s anger as a personal criticism.

Offer a more expensive product or service to replace the first order.
Summarize and make sure the customer agrees to the plan of action.

oON OOV B~ W N R

AUDIO

3 Three customers are making complaints. Listen and match the dialogues to the pictures.
gl Then complete the table.

complaint response

Dialogue 1

Dialogue 2

Dialogue 3




AUDIO

UNIT 6 Dealing with problems and complaints

@ 4 Listen again and complete these sentences from the dialogues.

25-27

Dialogue1 1 I'm to that.
2 What to be the ?
3 First of all, for the poor service ...
Dialogue 2 4 We’ve got a lot of people in the same position , but don’t worry.
5 we’ll
6 So,
Dialogue 3 7 It that our shop assistant made a
I’ll be happy to your money.
9 That’s no Ll to help you.

' CUSTOMER FOCUS EXTRA

In problems and complaints we often soften bad news by using phrases such as
I’m afraid (that) we’ve made a mistake.
Itseems (that) there has been a mix-up with your order.
Itappears (that) they forgot to enclose the instructions.
There seems/appears to be a misunderstanding.

We can also combine these phrases with the passive tense to acknowledge the
problem without saying who exactly made the mistake.

It seems/appears (that) the order was not handled promptly enough.

I’'m afraid (that) a mistake has been made.

5 Write a customer-friendly statement for each situation. Use phrases from the Language Box

above.

1 You're wrong. Our information is right, not yours. (seems / misunderstanding)

There seems to be a misunderstanding.

2 It wasn’t my colleague’s fault that you didn’t get the order. (afraid / mix-up)

3 The agent didn’t put some of the parts in the shipment. (@appears / include)

4 | didn’'t get your email, so it’s obvious that you didn’t send it. (seems / get though)

5 You won't get the order this week. (afraid / delay)

6 That’s a mistake, but it’s your fault, not mine. (appears / mistake)
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6 What is wrong with these answers to a customer’s complaint? How do you think the customer
would react in each case?

Him{mn

[ ] “Idon’t really deal with that. That’s not my department.’

‘Well, I've never done that before, but I'll try it and see what happens.’
“We can’t help you with that. We don’t carry that product here.’

‘I don’t know.’

‘We don’t give refunds — as soon as you leave the store, it’s yours.’

Look at these more effective answers. Match them with 1-5 above.

a We have an exchange policy, but I'm afraid we don’t give refunds. So, please make your selection
carefully before buying. Could | help you decide which product is the best for you?

b I could give you some general advice, but it’s better if you speak to my colleague. He is the
specialist in this area. May | transfer you to him?

¢ I'mreally not certain about that, but I'll find out for you. I’ll ring you back by 4 p.m. today. Is that OK?
I’'m afraid this isn’t something we carry. | can recommend that you contact T&C. I’'m sure that they
carry that product.

e That sounds like something we could do for you, but | need to make sure. May | ask my manager
about it and call you back?

7 Complete the dialogue about a problem-solving situation in a hotel with phrases from the list.
Then listen to check your answers.

make sure * seem

Guest
Receptionist

Guest

Receptionist

Guest

Receptionist

!, I have a complaint about your hotel.

Oh, you look very troubled. What 2 the problem, madam?

Well, we’re regular guests at your hotel, but I'm about to change my mind about ever
staying here again! The service is terrible. I've had to ring housekeeping every day to
ask them to clean my room. My company pays good rates for me and my colleagues to

stay at your hotel, so a dependable cleaning service is the least we expect!

First of all, 3 how sorry | am. 4

this must have ruined your stay with us. So, if | 5 you correctly,

you had to phone each day to get your room serviced?
That’s right.

6 giving me some details? If | could just have your name and

your room number and what time you called and who you spoke to exactly ...
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Receptionist Ms Jones, I'll speak to housekeeping 7. 1 want to

8 this never happens again. Since you've been so

9 by this incident, ° to offer you

two free nights for your next visit at our hotel. In fact, I’ll give you a voucher right now.
You can use it any time you wish.

Guest Oh, that’s just great! | am so glad that we could work this out. We do want to keep
coming back here.

8 How did the hotel receptionist deal with the problem? First complete the statements with the
correct form of verbs from the list. Then write down the phrases she used.

e offer » repeat * ta

What the receptionist did: . What the receptionist said:
1 She _listened to the guest carefully.
2 She after hearing the

guest’s story.

3 She the problem back to
the guest.
4 She more information

about the problem.

5 She action to help the

guest straight away.

6 She compensation for the

guest’s trouble.

CUSTOMER FOCUS : ;
We don’t want customers complaining over and over again about the same problems. Make
sure you ask for as many details as possible to deal with every complaint effectively. Show
the customer your intention to take care of the whole problem, not just bits and pieces. This
is the key to customer satisfaction for today — and for the future.
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9 Look at the problem-solving flow chart below and match the headings to the steps.

Clarify the information and repeat the problem back to the customer.
End with a friendly, helpful tone.

Assure the client of follow-up.

Apologize.

Summarize the discussion.

Offer an alternative if the customer doesn’t accept the solution.
Listen carefully to the customer describe the problem and show
empathy.

h Say how and when the problem will be solved.

i Take responsibility for the problem.

@ ™ 0O o 0 T Q

First of all, I’'m so/terribly sorry about that. If this solution does not meet your needs,

' " then I can suggest ... as an alternative

I'll look into other possibilities by ...

I’ll get back to you straight away.

You'll receive (a refund/replacement) by
tomorrow ...

| apologize for ...
Let me apologize for ...

Could you tell me exactly what happened?
Could you explain a bit more ... ?
Do you mind if | just go over that again ... ?

What we have decided is ...

Our actionplanis ...

I'd like to go over this once more to make
sure we agree.

I'll just make a few notes as you speak.
| understand. /| see what you mean.

| would feel the same way.

What a difficult situation this puts you in.

I'll getbacktoyou ...
I'll follow up to make sure that ...

It looks like an oversight on our part.
There seems to be a misunderstanding.
It appears your order got overlooked.
I’'m afraid there has been some sort of mix-up.

| hope you are satisfied with the outcome.

Thanks for bringing this to our attention.

Is there anything else | can help you with
today?

Don't hesitate to ring again if there are any
more problems.

I'll take care of this at once for you.

I’m sure we can find a solution.

I'd be glad to offer you ... to make up
for this inconvenience.

This should be resolved by the end of today.
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10 Work with a partner. Choose one of the situations below (or think of a situation of your own)
and use the information in the Partner Files to do a face-to-face or telephone role-play.
Note that Partner A is always the customer. Make sure you follow the steps for problem-solving.

Situation 1 A damaged consignment and a mistake on an invoice

Situation 2 A noisy hotel room on a business trip
Partner A File 6, p.59
PARTNER FILES Partner B File 6, p.61

11 Readthis typical letter of apology and complete it with the phrases below.

We are very concerned to hear

Once again, we apologize We assure you that we a:ré? -
- doing everything we can
The problem has now been resolved

Dear Mr Webber

! that your order from last month

has not reached you. 2 the

frustration this has caused you.

> to make sure your

order arrives as soon as possible. The delay was due to an unexpected computer

problem in the delivery department which interrupted our usual efficient service.

4 and your order

has been sent to you by overnight post.

> for the inconvenience. We do

value your business and hope to keep you as a long-term customer.

Yours sincerely

Mark Beckham

Dispatch Manager

Find phrases in the letter above which Mark Beckham used to:

a state the problem d explain the reason for the problem
b apologize to the customer e offerasolution
¢ show empathy with the customer
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12

13

We sometimes have to explain our company policy when responding to complaints.
Match the policy with a customer-friendly explanation.

policy

We don’t give estimates out on the phone.

We don’t ship by regular post, only by overnight express.

We don’t send out our diet products unless the customer has been checked by a doctor.
We block any credit card charge that looks unusual or has a high amount.

We can’t do anything about our bank service charges.

|

explanation

a This ensures the safe use of our products.

b We aim to give the highest standards in managing your bank accounts.
¢ This helps us give you a fairer and more accurate quote.

d This ensures that your food products arrive fresh.

e This is a security precaution to make sure your card has not been stolen.

Can you add another example of your own company policy?
How can you say it in a polite, positive way so that the customer understands and accepts it?

Work with a partner. You both work for Dalton Communications and have received the following
three complaints. First discuss how to deal with them: by telephone, in person, or in writing.
Then choose one complaint and decide how to respond.

1

I’'m writing to you because I've been °
trying to get through to your helpline for
the past three days. I've called several
times during the day and night, but
have never got through, not even once!
I’'m trying to enquire about something
on my monthly bill. It’s useless to have
a helpline if it is always busy! | plan to
visit your manager next week to
discuss this in person.

| became a subscriber to your service
because you promised six months of
cheap phone calls to the UK, which is

-where my brother lives right now.

When | got your invoice though, | was
completely shocked to see that the UK
phone calls are twice as expensive as
before, with my old phone service.
What happened to the low, low rates?!
| find this misleading advertising
totally unacceptable.

As a regular customer of yours for nearly five years now, | find this latest incident with your call
centre totally unacceptable. | phoned in recently to enquire about the latest service upgrades.
The agent informed me that | could not add any other features to my IT system. | only bought the
system from you six months ago.The agent told me someone had sold me a ‘limited system’, so
no action could be taken. Then, | asked to speak to her supervisor, so she put me on hold. To my
dismay, | got disconnected. | tried to ring back, but again got an engaged signal.
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OUTPUT Look at what these people say about customer complaints and apologies.
Do any of the comments sound familiar?

| lived in England for a while and was impressed with how easily the
words ‘I’'m sorry’ can help defuse a difficult situation. A lot of my
colleagues in my country prefer not to say it when dealing with
complaints because they say: ‘The problem’s not my fault, why should
| apologize?’ But | just think it means: ‘I'm sorry about the situation
and want to help you’. It doesn’t mean that I’'m responsible.

We get a lot of complaints online to our website and it’s amazing how
rude and insulting some customers can be. Perhaps it’s because they
think they’re not talking to a real person, just a machine. But real people
like me read the messages and then have to answer in a friendly and
professional manner. Sometimes it’s quite difficult to do so and | wonder
what these customers would think if | wrote the same type of angry
messages to them!

I’'m a Canadian living in Europe and | must admit it’s taken me a long
time to get used to customer service here. | used to be very polite when
I complained about a product or service in a shop, for example. | said
‘please’ and smiled a lot, and the shop assistants just looked at me like |
was crazy! | don’t think they took me seriously. Now when | have a
complaint, | don’t smile. I’'m very direct and just state my problem. And |
get a much better response from the shop assistants this way. Perhaps
it’s just a cultural thing.

OVER TO YOU

¢ How do you deal with complaints at your company or business? Is it the same or different from
other companies you know or do business with?

e How do people in similar jobs in other countries deal with complaints? Do you think there are
cultural differences in the way customers complain and what they complain about? How about the
way apologies are made?
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Test yourself!

See how much you have learned about customer care. Use the clues to complete the crossword
puzzle.

Across

Another word for to seem: It ... that we made a mistake.

It’s always important to show good listening skills or to be ... to customers.
Sorry, 1 didn’t quite ... that. Could you say it again?

Another way to say / handle customer orders: I’m ... for customer orders.
Another way to say to phone or to call: Can | ... you back tomorrow?

A way to offer further assistance: Can I help you with ... today? (2 words — 8, 4)
Another word for help: How can I ... you?

Another word for pleased: I’d be ... to have you as a new customer.

I’m ... that we can’t send out the software today.

I’ll ... she calls you back today. (2 words — 4, 4)

FOMCRIN: /’d like to ... your address.

May | ... that once again to check? (2 words - 2, 4)

I look ... to hearing from you.

If you have any questions, please don’t ... to contact me.

Down

1

A way to end a phone call: Thank you. We ... your business.

Something you want to build or establish with customers: a good ...

Showing ... means you understand what the customer is feeling.

When you want to set up a meeting, you might say: Would Tuesday be ... for you?

A customer at a trade fair who doesn’t want help might say: No, thank you. I’m just ... .
Another way to say immediately: I’ll send you the package ... . (2 words - 8, 4)
YFAIRLC: We just need to ... a few things.

A way to check that the customer is happy with your service: | hope this is to your ... .
A way to start a presentation at a trade fair: /°d like to ... you here today.

Another phrase to say I’m sorry: I’d like to ... for the delay.

When you meet someone for the first time, you can say: /’d like to ... myself.

We often start a meeting or phone call with ... to make customers feel comfortable.

(2 words -5, 4)

To see if something is OK, you can say: Would you ... if | phoned you tomorrow?

A formal close in email writing: Kind ...
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Fnusw Partner Files

You work in the sales department of NewTech IT.

Someone in the marketing department of Shopping

Unlimited Retailers UK has asked you to come to

their offices and tell them about your new software
for customer mailing lists. After greetings and small

talk, ask questions to get to know the company.
Then tell them about your new software: it’s the
best product on the market. You can offer a 25%
discount on your latest system, but you need to

discuss bigger discounts with your boss first. (Only

good customers get the bigger discount.)

You're the assistant marketing director for
HealthyLife Assurance in the UK. You’re working at
the stand at a trade fair when you see a potential
customer. Introduce yourself and offer assistance.
Unfortunately you don’t have any more brochures
(today is the last day of the fair) but you can send
some when you are back in the office. Take the
customer’s contact details and ask about the best
way to get in touch (by email? a visit?).

i 7 Garrison Road
D.T. Kennison
~ Assistant Marketing Director Manchester MlSAS:
' ++441618720767

DTKennison@healthylife.cc
~ www.hedlthylife.co.uk

Phone call 1

Today is Friday, 2 May. You are in London until
Wednesday next week and would like to visit Gillian
Browne in her office there. (You met at a recent
trade fair and she is interested in your products.) If
she’s not there when you call, ask to speak to
someone else that can help.

5 Monday 9.00 M. Brooks
11.30 Tramten
15.15 Meet JT on Bond St

6 Tuesday 9.30JT

7 Wednesday 13.00 meet T&R for lunch
Meeting 14.30 (Sara 16.007)
20.30 BA456 Heathrow

8 Thursday 11.30 Mr Fisher

9 Friday

Phone call 2

You are the manager of the Italian ski resort Sci per
Tutti. You wrote an email to ProfiSport yesterday
asking for information about their latest ski
equipment (catalogue and price list), and now
somebody from the company is calling you to
arrange a meeting. You are very busy next week but
will be at the resort every day except Tuesday
afternoon and Friday morning. (You might also have
a lunch appointment on Thursday but are not 100%
sure.)

Situation 1

You work in the call centre at Worldview Holidays
PLC. You receive a call from a customer who would
like information on package holidays to Japan. Ask
him/her for information about dates, how many
people will be travelling, and the customer’s price
range. Offer to send the customer your catalogue by
email or post. Be sure to confirm the customer’s
contact details.



Situation 2

You work at a department store and you deal with
customer information. You need information from
your customer files in order to write a report. You
can open the files, but unfortunately the text is
scrambled and you can’t read the information. You
need to adjust the text setting, but you don’t know
how. Call your IT support agent to help you solve
this problem.

callIT dept!

Can enter password and open customer
files but can’t read the text —
scrambled!

Tried ‘new start’ twice but still same

problem.
How do | adjust the text setting?

Write an email.

At a recent trade fair you met a new customer who
is interested in information about your latest
laptop. He/She gave you his/her business card and
you promised to send the new brochure straight
away. (You also saw him/her later at one of the
trade fair cafés and had a quick lunch together.)
Write your follow-up email (remember to attach the
information he/she asked for) and give it to
Partner B. ‘

R Hoskins
TGT Holdings PLC

42 Syme Street
London WCI1F 4RZ
RHoskins@tgt.com
www.tgt.com

Respond to an email.

Your name is F Ramos and you are the customer
service manager at Siniad Ltd. You are arranging a
seminar for 25 of your call centre agents and have
called a hotel near your offices to find out about the
menu and prices for a buffet lunch and coffee
breaks. You now receive an email from the hotel
(Partner B). Write an email back thanking Partner B
for the information. You will try to make a decision
by next week.

Partner FilesA | 59

Situation 1 (phone call)

You are calling RFH Catering Supplies to complain
about a problem with your order. You've been
charged double for the shipping fee on the last
order of beer glasses and some of the glasses were
also damaged during shipment. You have got a big
party to service tomorrow, so you want RFH
Catering to send the glasses straight away (it’s
urgent!) and to correct the invoice.

27 damaged

Invoice
35 damaged

Cat no. Unit Price  Total
VG3982 .62 62.00
WG7632 .75 75.00
WG6723 .81 81.00
200 small plates RS6781 95 110.00

Subtotal 328.00

Total 372.00

should be
€22

Situation 2 (face to face)

You are a guest at the Hotel Majestic and go to the
hotel office to speak to the manager. You want to
complain that your room is too noisy. The people in
the next room have loud parties every night and
you have not been able to sleep very well, so you
are tired for your business meetings. Also, the hotel
bed is very uncomfortable which makes it even
more difficult to get some rest. Tell the manager to
take action or you will move to another hotel.
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You work in the marketing department at Shopping
Unlimited Retailers UK and have asked someone
from the sales department of NewTech IT to visit
your company and tell you about their new software
package for customer mailing lists. First greet the
visitor and offer hospitality. Introduce him or her to
any colleagues at the meeting and make small talk
for 2 or 3 minutes before talking business. Be
prepared to answer questions about your company.
You are very interested in the software but you
expect a 40% discount. You have another meeting
to go to, but you want him or her to contact you
tomorrow with an offer.

You are the personnel manager of Sunshine Juices,
a company based in Florida. You are at a trade fair
to find out about employee benefits, and especially
life assurance programmes, for your staff in the UK
branch of your company. You are not ready to buy
anything yet. You just want information (perhaps
some brochures?) to take back to your office.
(Unfortunately you only have one business card
with you —it’s the last day of the fair — and you
don’t want to give it away.)

Sunshine Juices

2420 North Drive Av.
Orlando, Florida, FL 26214
Tel 77334709

Fax 77334719

s.ranger@sunshine.com

S Ranger

Personnel Manager

Phone call 1

Today is Friday 2 May. Your colleague - Gillian
Browne —is not in the office today. But she has
given you her diary and asked you to make
appointments for her.

Monday 4 p.m. dept meeting
Tuesday 8 a.m. breakfast meeting
(until 102)
Meet Zak at 5 p.m.
Wednesday John & Paulo —10.30 (+ lunch?)
p.m.
Work on presentation (no calls)
Thursday Annual meeting, Stockholm
flight 8.30 a.m.
Friday return flight 5.15 p.m.

Phone call 2

You are a sales rep for ProfiSport, a company which
sells sports equipment. The manager of the Italian
ski resort Sci per Tutti emailed you yesterday and
asked for a price list and catalogue for your latest
ski equipment. Call her or him to say that you will
send the information straight away. You will also be
in the area at the end of next week and could visit
on Thursday, if that’s convenient. Perhaps you could
take him/her out for lunch.

Situation 1

Your name is P Richardson and you are a regular
customer with Worldview Holidays PLC. You phone
their call centre to get information on package
holidays to Japan. You'd like to go in September for
10 days with two friends and you don’t want to pay
more than ca €2,500 per person. You need the
information quickly, so confirm your email address
with the call centre agent.



Situation 2

You are an IT support agent for a call centre. You get
a call from someone at a department store who is
having trouble reading the customer information
files. Ask him/her to explain how and when the
problem happens. Then use the troubleshooting
checklist to tell the person what to do. Make sure
the customer follows and understands the steps. If
the customer still can’t read the files, offer to send a
service technician at a convenient time.

Troubleshooting checklist

Problem: can'’t read files/scrambled text

Action steps: click on ‘format’, then on ‘text read’
click on ‘text align’ and press ‘enter’
it should be possible to read text
now

Problem:
Action steps:

has forgotten password

Write an email.

You work at the Palace Hotel and one of your
responsibilities is to arrange conferences and
company events. You spoke to a new customer on
the phone yesterday and want to write an email
now to confirm what you agreed. He/She is planning
a seminar at their offices (which are near-your hotel)
and wants to arrange a buffet lunch and two coffee
breaks for 25 call centre agents. You told the
customer that you will email him/her a menu and
other information, including a price list. Write the
email and give it to Partner A.

F. Ramos (f.ramos@siniadcorp.com)
Customer service manager, Siniad Ltd
Seminar for call centre agents — 25 people

lunch & 2 coffee breaks,
21 September 1 p.m.

email menu and price list (pdf files)

Partner Files B

Respond to an email.

Your name is R Hoskins and you work at a company
called TGT Holdings PLC in London. You were at a
trade fair recently and asked different people to
send you information about their products. You
have just received an email from one of the people
you met there (Partner A). Write a response.

AL AR R

Situation 1 (phone call)
You are the order agent for RFH Catering Supplies
and a customer calls you to complain. Ask for
details to solve the problem. Tell the customer that
you will correct the invoice and then send him/her
the new glasses by 5 p.m. today. Offer the customer
a discount on the next order of glasses.

Invoice
Contents Cat no. UnitPrice  Total
100beerglasses  VG3982 .62 62.00
100wineglasses WG7632 .75 75.00
100 wine glasses ~ WG6732 .81 81.00
200 small plates RS6781 .55 110.00
Subtotal 328.00
Shipping  44.00
Total 372.00

Situation 2 (face to face)

You are the manager of Hotel Majestic and a guest
comes to your office to complain. Note that your
hotel is usually very quiet and suitable for business
people, but this week there is a tennis tournament
going on in your town and the hotel is full of
younger people, who are unfortunately quite noisy.
Give the guest something extra for his/her trouble
such as free drinks, dinner or a voucher for a free
room for his/her next stay.
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Answer key

UNIT 1

1 customer satisfaction
customer convenience
customer-friendly
customer relations

(suggested answer)

1 customer convenience

2 saving customer profile

3 tracking site visits

4 easy navigation

5 efficient payment systems
5 good customer relations

2 1 successful a priority
2 priority b help/assistance
3 convenient ¢ essential
4 efficient d convenient
5 essential e efficient
6 assistance f recommend
7 loyal
8 recommend

3 (suggested answers)

1 top quality products/goods and service

2 our good/competitive prices

3 free delivery and set-up/assembly/our online
service/24-hour service

4 taking care of any customer problem within
48 hours

5 keep our customers coming back

1 receptionist

2 sales

3 representative
4 order entry clerk
5 shop assistant
6 cashier

7 teller

8 hotel

9 concierge

10 restaurant

5 (suggested answers)

A receptionist/A cashier/A shop assistant/A teller
A sales representative/A waiter/A shop assistant
An agent/A concierge/A bank officer/A teller

A sales manager/An agent

An order entry clerk/An agent/A sales
representative

An agent/A manager/An officer

Vi wWN R

6

6 (suggested answers)
good telephone manner
good communication skills

ability to work well with customers/good customer
service skills

ability to deal with complaints and problems

team work/ability to work in a team

being polite and diplomatic

71 N 5 N
2 P 6 N
3 N 7 B
4 P 8 P
8 1 to be attentive 5 prompt
2 tobeinahurry 6 impatient
3 rude 7 helpful
4 well informed 8 special
a attentive/patient/helpful/well informed/prompt
b rude
¢ uninformed/rude/impatient/unhelpful
d well informed
e rude/unhelpful/uninformed; well

informed/polite/helpful

OUPTUT
1D 2D 3A 4D

UNIT 2

1 (suggested answers)

1 N 5 P
2 P 6 P
3 N 7 N
4 N

a bank
a shop
a hotel

a company
a trade fair

let me know
Could you
May

1
2

3

4

5

1 How are you today?
2

3

4

5 meet you

1

b 2c¢ 3d 4c¢ s5a

must be
introduce
Nice

How was
May | take
you'd like
Would you

N oW N R



8 thanks so much
9 coming
10 trip

Greetings and introductions

Good morning. You must be ... I'm ...
Welcome to IGS.

It’s nice to finally meet you face to face.
Id like to introduce you to Annie Thomas.
Annie, this is Peter Masters ...

Nice to meet you(, too).

Small talk questions
How was your flight?
And is this your first time in Brussels?

Offering hospitality

May | take your coat?

If you'd like to take a seat ...
Would you care for coffee or tea?

Saying goodbye

Thanks so much for a good meeting.
Thanks for coming.

We’ll be in contact by email ...

Bye.

Have a nice trip!

So long for now.

4 1 introduce 6 care
2 finally 7 get
3 May 8 contact
4 kind 9 pleasure; journey
5 like 10 long

1-c-E 4—f-B

2-e-A 5-b-D

3-a-F 6-d-C
7 1 Do 5 Don’t

2 Do 6 Don't; Do; don’t

3 Don’t; Do 7 Do

4 Do; Don't 8 Do
81 b 4 b

2 a 5 a

3 a 6 b
101 4

2 [ 5

3 6

(suggested answer)

Notes

interested customer

write him an email next week to thank him for
stopping by the stand

follow-up to offer help again and to send out a new
catalogue

16 a

Answer key

111 introduce; ask 5 brochure
2 enjoying 6 put
3 anything 7 mind; email
4 free; glad

121 May/Could | ask/have your name?

2 Are you looking for anything special/in particular?

3 Please feel free to ask me any questions.

4 Can | interest you in a brochure?/Would you
like/care for a brochure?

5 Would you like to put your name on the mailing
list?/Would you like to be on our mailing list?

6 Do you mind if | take/Would you mind if | took
your business card?

7 I'll email/phone you next week to see if | can
help you with any of our products.

b 5 a
2 f 6 ¢
38 7 ¢
4 d

4
5 C

2 i 7
b9 g 3
G & h 5
d 1 i 8
e 6

UNIT 3

1 (suggested answers)

What went wrong

too much noise

poor listening

unhelpful

didn’t connect the customer

shouting so that the customer can hear it

What went right

polite and friendly

helpful

patient

good listening

asked to repeat information

connected the customer to the right extension

May | help you?

you repeat that, please?
I'm afraid

Would you like me
Thanks for your call.

(SN =N VVR S
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Answer key

1
2
3
4
5

Messagé
Message for: Eva Lang
Caller:

Company:
Message:

May | help you?
just a moment
would you like
Thanks for holding.
catch

I'm afraid

terribly sorry
Yes, certainly
I’ll make sure

O\ ON O

[y

no problem

John Richards
Customer Zone Software
Call him as soon as possible today

0N 0044 7721 332558.

c 5
e 6
d 7
a 8
put; through 4
look up 5
speak up 6
hold 6
put 7
speak 8
May 9
leave 10
Thomas 4
software 5
1 6
a 4
b 5
b

—h I Ow

cut off
got through to
get back to

back to
afraid

repeat

I’ll make sure
anything

53
549822
price list

8 Yes, Peter Brenner followed all the steps.

2 h
6 i
9 j
8 k
4 [
1 m
7

g 5
f 6
b 7
d 8
h 7
d 8
k 9
a 10
[ 11
f 12

5
1

-
o\l

o - e i < I B¢ ) &~ w

o ®

v
o o

131 confirm
holding
set up
appreciate
catch
convenient

once
would you
extension

O ON NV W N

The hidden word is: courteous

UNIT 4

page 3o

Starter
24%
11%
16%
7°/o
62%

Vs WwWN P

1 Caller 1 has called for help and caller 2 is placing an
" order.

Call1

Customer: Mr Anderson

Customer interested in: help with bank’s IT system

Follow-up: will call back in half an hour and maybe
send out a technician

Call 2

Customer: Joe Walker, a regular customer
Customer interested in: placing an order
_Follow-up: will send out order straight away

2 Calla
1 It seems
Let me just
| understand; Is that right?
"l check; ’ll call you
all right
Could | assist

AUV~ W N

Call 2

7 let me just pull up
8 do for

9 ’ll flag; straight away
10 Thank you

AW N P
oo ™o
oN o
® T Q

4 1 May | help you?
2 Could you give me your customer number,
please?



3 Id just like to confirm your contact details.
4 OK, let me just repeat that.

5 s that right?

6 could | go over your order again?

7 Can | help you with anything else?

place

payment
dispatched
rush

give; catalogue
quote

invoice
overnight

1
2
3
4
5
6
7
8

6 (suggested answers)

1 I'm afraid | didn’t quite catch that. Could you
speak up a bit, please?

2 How can/may | help you today?/ assist you today?

I'm sorry | didn’t quite understand/catch that.

How many packages would you like/are you

interested in?

5 Would you mind giving me your address?/Could
I/May | have your address?

6 Let me just read that back to you/repeat that. ...
Can | help/assist you with anything else?

7 You should receive/get it by Tuesday (be
specificl). If you haven’t got it by then, please
give me a call. Thanks for your business. Bye for
now.

W

7

v~
[ e

b
a
b

1
2
3

The following sentences are in the conversation:
1-3-4-7-9-10—-12

1
2
3
4
5
6
7

We just need to clarify a few things.

Is everything clear so far?

Could you explain what you've done so far?
That means you need to install some software.
What does OS stand for?

This is what I'm going to do.

Let me just talk you through the steps.

9 (Phrases in brackets also possible.)
1 Really? (Is that so?)

You don’t say! (Really?/Oh, dear.)

Right. (I see.)

Of course. (Uh uh)

H~WN

101

b
b
a
b
c
a

AUV~ WN

Answer key

11 Across Down
1 clarification 2 assistance
5 satisfaction 3 payment
6 explanation 4 offer
8 delivery 7 order
a assistance
b explanation
¢ offer; payment

UNIT 5

Starter
(suggested answers)
6 T
7 T
8 F
9 F

Vi wnN -
= T —. T T

11 b

2 d

3 a

email: a, b, ¢, e
letter: d

You can tell because of the salutations and closes.

v s

e

2 (suggested answers)

1 HiHugo ... All the best

2 Dear Walter ... Best wishes

3 Dear Janet and Mario ... Best wishes/Kind regards

4 Dear Ms Elan ... Yours sincerely or AmE: Sincerely
(yours)

5 Dear Mr and Mrs Duchard... (Kind) regards/Best
wishes

6 Dear Sir or Madam ... Yours faithfully or AmE:
Sincerely (yours)

1 He probably doesn’t know him very well.

2 At the Business Executive Conference.

3 Acatalogue including prices.

4 Mr Bird will phone Mr Davis on Thursday to
arrange a meeting.

[= S B o
N oo
o 0q @

It was a pleasure to speak to you (5e)

We are delighted to have you as a new customer
(f)

3 If you are satisfied with the results (6g)

4 1 will pay you a visit personally (7¢)

5 If you have any further questions (3d)

6

7

1
2
3
4 a
1
2

I look forward to seeing you next week (1b)
Thank you for choosing our company (4a)
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66 | Answer key

5 Dear Mr Varley
b-f-a-d

Dear Mike
e-c-h-g

1 In regard to your phone call ...

2 Thanks for your phone call this morning.
3 | am writing to let you know ...

4 Just a quick email to let you know ...

5 | am delighted to inform you ...

6 I'm glad to tell you ...

7 | would appreciate it if we could ...

8 It'd be great if we could ...

9 If you have any other questions, please don’t

hesitate to contact me.

10 |look forward to seeing you next week.
11 Let me know if you need any other help.
12 Looking forward to seeing you next week.

7 1 regard 5 hearing
2 pleased 6 would; convenience
3 of 7 reply
4 back 8 just

8 This email goes against the five Cs. It is unclear,
incomplete, has too much unnecessary information,
the language is not courteous enough and there are
a lot of mistakes (spelling, punctuation, paragraphs
in wrong order, salutation).

(suggested answer)
Dear Ms Jones

It was a pleasure to meet you recently at the Global
Concepts Trade Fair. | hope you enjoyed the fair as
much as | did.

As you requested, I've attached our latest price list.
| would also like to send you our latest catalogue.
Could you please confirm your postal address?

| would welcome the chance to find out more about
your customer needs. | would like to phone you at
the end of the week to arrange a meeting. Would
Friday at 14.00 be convenient for you?

Thank you for your interest in Select Systems. | look
forward to speaking to you soon.

Yours sincerely
1 cC
2 a
3 b

email: a, b, (documents are ‘attached’)
letter: ¢ (magazine is ‘enclosed’)

UNIT 6

2 do:1,4,7,8
dor’t: 2,3,5,6

31
2

3

b (bank)
a (airport)
¢ (department store)

complaint response

Dialogue 1 poor service apologizes for service

at bank and staff; invites
customer into the office
to talk without
interruption

Dialogue 2 flight has been empathizes, explains

cancelled reason and offers help
Dialogue 3 customer has  offers to refund money
been over- and then agrees to
charged exchange jumper
sorry; hear

)

0

1
3
3
4
5
6
7
8

seems; problem

let me apologize

I’'m afraid

I’'m sure; sort something out
let’s see what we can do
appears; mistake

refund

problem; be glad

5 (suggested answers)

1
2

3

w N

~
OO0 ON LT P WN »

[y

There seems to be a misunderstanding.

I'm afraid there’s a problem/mix-up with your
order.

It appears that some of the parts weren’t
included in the shipment.

It seems that your email didn’t get through.
I’m afraid there’s been a delay with your order.
Your order should arrive by (early next week).
It appears that a mistake has been made.

b

(O,
[V

e
d

Excuse me
seems to be
I'd like to say
| can see how
understand
Would you mind
straight away
make sure

inconvenienced
I'd be glad



8 What the

What the receptionist said:

receptionist did:

1 listened =

2 apologized  First of all, I'd like to say how sorry
| am.

3 repeated So, if | understand you correctly, ...

4 asked for Would you mind giving me more
details ... ?

5 took I’ll speak to housekeeping straight
away.

6 offered Since you’ve been so

inconvenienced by this incident,
I'd be glad to offer you ...

1
2
3
4
5

0o T 0 O
O 0ON O
e M N

We are very concerned to hear

We very much regret

We assure you that we are doing everything we
can

The problem has now been resolved

Once again, we apologize

We are very concerned to hear that your order
from last month has not reached you.

We very much regret ...; Once again, we
apologize for the inconvenience.

We very much regret the frustration this has
caused you.

The delay was due to ...

... your order has been sent to you by overnight
post.

121 ¢ 4
2 d 5

Answer key

3 a

13 (suggested answer)
These problems would be best handled by a phone
call (to schedule a meeting) and then a personal
visit. The problem-solving steps should be followed
in a face-to-face meeting. Email should be used to
follow-up the action points of the meeting.

Test yourself!

Across

appears
attentive
catch
responsible
ring
anything else
assist
delighted
afraid

make sure
confirm

go over
forward
hesitate

Down

appreciate
rapport
empathy
convenient
browsing
straight away
clarify
satisfaction
welcome
apologize
introduce
small talk
mind
regards
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Transcripts

UNIT 2, EXERCISE 2

1

A Good morning, Ms Richards. How are you today?
B Fine, thanks. Ah, is Mrs Swift free at the moment? |
have a quick question about my account.

Yes, she’s at the desk over there. Just go on over ...

Hello. May | help you with something?
No, thank you. I'm just looking.
Well, if you need help, just let me know.

Hello, My name is Jaime Rodriguez. | have a
reservation.

B One moment, please. Let me check. Ah yes. Could
you just fill in this form, please, Mr Rodriguez?

>

Hello. May | help you?

Yes, | have an appointment with Ms Jamieson. My
name is John Roberts.

Roberts? Ah, yes. Please take a seat over there,
Mr Roberts. I’ll tell her you're here.

oo}

>

Hello. May | help you?

Yes, I’'m with IBT Corporation. My name is Roger
Allen. I have a few questions about your products.
A Ah, it’s good to meet you, Mr Allen. I'm Sarah
Levinson. So, how can | help you?

UNIT 2, EXERCISE 3

Frank Good morning, you must be Peter Masters.
I’'m Frank Wepler. Welcome to IGS.

Thank you. It’s nice to finally meet you face to
face.

Yes, we’ve talked so much on the phone, | feel
| know you already. Peter, I'd like to introduce
you to Annie Thomas, our customer services
manager. Annie, this is Peter Masters from
TopForm, in Bristol.

Nice to meet you, Ms Thomas.

Nice to meet you, too.

So, if you'd just come this way ...

How was your flight from Bristol?

It was fine. It even arrived a bit early.

And is this your first time in Brussels?

No, it’s my third. I've been here a couple times
as a tourist. | really like the city.

So, here we are. May | take your coat?

Oh, that’s very kind of you.

If youd like to take a seat ...

Thank you.

Would you care for coffee or tea?

Tea would be nice, with two sugars.

* *x %

W >

Peter

Frank

Peter
Annie
Frank
Annie
Peter
Annie
Peter

Frank
Peter
Frank
Peter
Frank
Peter

So, here’s my taxi. Well, thanks so much for a
good meeting. It was great to meet both of you.
The same for us. Thanks for coming. It was a
very productive meeting. So, we’ll be in contact
by email as usual.

Peter

Frank

@

11

Peter Yes, of course. Bye.
Annie Have a nice trip! Bye.
Frank So long for now.

UNIT 2, EXERCISE 10

Velleda May | introduce myself? I’'m Velleda Brunelli. |
work for Mecro Internazionale in Milan. May |
ask your name?

Lewis Gillan — I’'m with Accutech UK. Nice to

meet you.

Velleda Pleased to meet you, too. So, Mr Gillan, how are

you enjoying the trade fair?

It’s my first time here, actually. It’s very

interesting. Lots of good contacts. What about

you?

Velleda Oh, I’'m enjoying it too. We’re here every year
and it’s quite an important event for us. Well,
then, are you looking for anything in particular?

Lewis Right now I’'m just browsing.

Velleda OK, but please feel free to ask me any questions.
I'd be glad to go over our products and try to find
something suitable for your company.

Lewis Thanks, that’s very helpful. (a few minutes
later) Well, thank you.

Velleda Ah, can | interest you in a brochure? It has
information about our company and our full
range of products.

Lewis Yes, thank you.

Velleda Here you are. And we’ve got a new catalogue
coming out next week. We’re launching some
exciting new products. Would you like to put
your name on our mailing list?

Lewis Yes, that would be good.

Velleda Do you mind if | take your business card? I'll
make sure you’re on our list. And here’s my
card. I'll send you a quick email next week to
see if | can help you with any of our products.

Lewis That sounds fine. It was nice to meet you.

Velleda The same here. Enjoy the rest of the fair.

UNIT 3, EXERCISE 1

Call 1

A Yeah?

B Hello. This is Marjorie Heighton. I'd like to confirm
my appointment with Peter Gore.

A Um ... sorry ... what did you say?

B Id like to confirm my appointment with Peter Gore,
please.

A Well, this is the wrong number for that. Uh, wait.
(puts phone on hold) Hello? Mrs ... um ... Hate ...

B Heighton. Marjorie Heighton.

A Look, I'm not responsible for that. You'll have to call
Peter’s secretary.

B OK. Can you give me the phone number or connect
me?

A Yeah, OK. Does anybody know Peter’s extension?

Call 2

A Hello, Martha Greer speaking. May | help you?

B Hello. This is Donald Kraft. Could | speak to Anthony
Smithson, please?

Lewis

Lewis



>

Sorry, could you repeat that, please?

Yes, this is Donald Kraft. Id like to speak to
Anthony Smithson.

I'm afraid you've got the wrong extension, Mr Kraft.
You need to speak to Mr Smithson’s office. Would
you like me to connect you?

B Yes, that would be great.

A OK, Mr Kraft. I’'m putting you through now. Thanks
for your call.

UNIT 3, EXERCISE 2

o]

b

Call1

Receptionist Good morning. Apex Industries. May | help
you?

John Yes, this is John Richards from Customer

Zone Software. Id like to speak to Eva Lang,
please. Could you put me through to her?

Receptionist Of course, just a moment, please. ... Oh, it
seems that her line is engaged. Could you
hold a moment? Or would you like to leave
a message?

John I'd prefer to hold for just a minute or two.

Receptionist Mr Richards? Thanks for holding. I'm

putting you through to Ms Lang’s office

now. If you get cut off for some reason,
please get back to me.

I’'m sorry. Could you speak up a bit? | didn’t

quite catch that.

Receptionist Sure. I’'m connecting you now to Ms Lang’s
office. If you don’t get through, please ring
again. We’re having some problems with
our phone system.

John

Call 2

Receptionist Good morning. Apex Industries.

John This is John Richards again. I'm afraid | got
cut off when you tried to put me through.

Receptionist I'm terribly sorry about that.

John | really need to get through to Ms Lang this
afternoon. Could | leave a message for her
to ring me back as soon as possible?

Receptionist Yes, certainly, Mr Richards. Could | have

your phone number, please?

Yes, I'm calling from my mobile. It's 0044

7721332558.

Receptionist Right. So, that’s 0044 7721 332558. I'll

make sure she calls you back today. Could |

help you with anything else?

Would it be possible to have her mobile

number? Could you perhaps look it up for

me?

Receptionist Yes, that’s no problem. I’'ve got it right here.

It’s 49 for Germany, then 156 8877944.

Let me just repeat that. That’s 49 156

8877944.

Receptionist That’s right.

John OK thanks once again. Bye for now.

Receptionist You're welcome. Goodbye.

UNIT 3, EXERCISE 5

John

John

John

Maria Santos Group. How can | help?
Henry Hello. Could | have extension 226, please?
Maria I'm sorry, the line’s engaged. Could you please

hold? ... Sir, the line’s free now. I'll put you through.

Henry Thanks.

S
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Transcripts

Carlos
Henry

Service department.

Id like to speak to Mr Martinez, please. Is he
available at the moment?

May | ask who’s calling?

Henry Jones. I'm calling from GPT Ltd in London.
Just a moment please, Mr Jones. I'll see if he’s
available. ... Mr Jones? I’'m afraid Sefior Martinez
is in a meeting. Would you like to leave a
message?

Yes, please ask him to get back to me as soon
as possible. My number’s 44 207 563361.

I’'m afraid | didn’t catch that. Could you repeat
the number, please?

Yes, it’s 44 for the UK, then 207 563361.

OK, 'l make sure he gets the message. Is there
anything else | can do for you?

No, thanks.

Goodbye, then, Mr Jones. Thanks for calling.
You're welcome. Goodbye.

UNIT 3, EXERCISE 7

Hello.

Hello, this is Peter Brenner from Infotech. Is
that Mr Thomas?

Yes, it is.

Hello, Mr Thomas. | got your contact details
from one of my colleagues. I’'m calling to see
if 1 could possibly interest you in our new line
of customer tracking software.

Oh yes. What good timing. You know, we'’ve
been thinking about updating the way we
keep customer information here and I've
started making some enquiries about new
software.

Really? I'm glad I've phoned you then. I'm in
the area next week. Perhaps | could stop by
your office and show you the latest software.
That sounds good. Could we set up a
meeting on Wednesday, say, at one?

0K, that suits me fine. Let me just make sure
| have the right address. That’s 50 Azan Road,
correct?

That’s the main building. I'm actually across
the street, at 53. Let me give you my mobile
number, just in case. It’s 07887 549822.

887 ... I'm sorry, | didn’t catch the last bit.
549822.

549822. OK, Mr Thomas, let me just confirm
that. That’s Wednesday at 1 p.m. and you’re at
53 Azan Road. Mobile number 07887 549822.
That’s right. In the meantime, could you give
me an idea of a price range for the tracking
software?

Sure. I'll email you a complete price list
straight away and I’ll also send you a

PDF version of our brochure, if that’s OK.
Yes, that would be very helpful. Thank you
very much.

Is there anything else | can do for you before
our meeting on Wednesday?

No, | think that’s it.

OK. I look forward to seeing you on
Wednesday, Mr Thomas.

Yes, see you then. Goodbye.

Goodbye.

Carlos
Henry
Carlos

Henry
Carlos

Henry
Carlos

Henry

Carlos
Henry

Thomas
Brenner

Thomas
Brenner

Thomas

Brenner

Thomas

Brenner

Thomas

Brenner
Thomas
Brenner

Thomas

Brenner

Thomas
Brenner

Thomas
Brenner

Thomas
Brenner
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UNIT 3, EXERCISE 10

Nathalie
Susanne

Nathalie
Susanne

Nathalie
Susanne

Nathalie

Susanne

Nathalie

Susanne

Nathalie
Susanne

UNIT 4, EXERCISE 1

Call 1
Customer
Agent
Customer
Agent

Customer

Agent

Customer

Agent

Customer
Agent
Customer

Agent

Customer
Agent
Customer

Hello.

Hello, may | speak to Nathalie Lawrence,
please?

Speaking.

Nathalie, this is Susanne Finster from Brand
AG. We met at the trade fair last week.

Ah, yes. Right. How are you?

Fine, thanks. Nathalie, I'm calling to see if we
could set up a meeting. You wanted me to do
a presentation on our services and I’ll be in
your area next week.

Next week? Let me just check my diary. What
day exactly?

Would Tuesday be convenient for you, at
9a.m.?

Tuesday looks good, but I’'m busy at nine.
How about 11 o’clock instead?

Sounds good. OK, Nathalie, that’s Tuesday at
11 0’clock. | look forward to seeing you.
Same here. Thanks for calling. Bye.

Bye.

Hello.

Hello, is that Mr Anderson?

Yes, speaking.

This is Ashok Desai from NewTech Call
Centre. I'm ringing because | got a message
that you called our QuickHelp line. It seems
that you need some assistance.

Oh, great. Yes, there’s a bit of a problem
with our IT system. When we try to view our
customer records, the program crashes ...
Mr Anderson, let me just type this in ... one
moment ... OK. Could you tell me when
exactly it crashes?

Well, it’s hard to tell what causes it. The
normal screen comes up and asks you to
type in the name first, then hit return, then
type in the password. It seems OK at first,
the new page comes up, then there’s a
funny clicking noise like the computer’s
trying to do something. This goes on quite a
long time, then the screen just freezes.

0K, so, as | understand it, the problem
begins with entering the password. Is that
right?

Yes, that’s right.

And how long have you had this problem?
Well, I've only tried it twice but then thought
Id better call you. So, when can you take
care of this? Our work depends on the
system being up and running all the time.
Yes, | can understand how important it is.

| think we can send someone out to you this
afternoon. I'll check the service technicians’
schedule and I'll call you back in half an
hour. Does that sound all right?

That sounds good.

Could | assist you with anything else today?
No, but thanks for asking. I'll be waiting for
you to ring back.

@ Call2

18

Agent
Customer
Agent

Customer
Agent

Customer

Agent

Customer

Agent
Customer
Agent

Customer
Agent

Customer
Agent
Customer
Agent

Good afternoon, Media Concepts. Gerry
speaking. How can | help you?

Hello, I'd like to place an order, please. The
name’s Joe Walker. I'm already a regular
customer.

Could | have your account number, please?
Mmm, yes, it’s 55878.

55878 ... One moment, let me just pull up
your customer file on my screen. Right. So,
Mr Walker, what can | do for you?

Id like to place an order for some spare
parts and was wondering if it would be
possible to receive them by Thursday? It's
quite urgent.

Well, if the items are in stock, it should be
no problem to send them out straight away.
What exactly would you like to order? Could
you give me the first order number, please?
OK, that’s EJT53021. I'd like two of them.
And the other order number is ... E/S36899.
| need eight.

Was that EJS for Sam?

Right.

OK, let me repeat that. EJT for Thomas
53021, two items. And EJS for Sam 36899,
eight items. Is that correct?

That’s right. Are they in stock?

Yes, they are. I'll flag your order as urgent so
that the items will be sent out straight away.
You should receive the order in a couple of
days, and definitely by Thursday.

Sounds good.

Can | help you with anything else today?
No, that’s all for today, thank you.

OK, Mr Walker, thank you for your order.
Goodbye.

UNIT 4, EXERCISE 7

Operative

Customer

Operative

Customer
Operative

Customer

Operative

Customer
Operative

Customer
Operative

Hello. Susanne speaking. How can | help
you?

Hello. | hope I’'m at the right place. | just got
a new MP3 player —the i-go —and | can’t
seem to get it to work. I'm trying to install
the software and it just won’t work.

OK, first of all, is that the i-go mini or the
i-go maxi?

The mini.

Right. So what exactly is the problem?
Could you explain what you've done so far?
Well, | put in the CD to install the software
and it seemed to work. (Right.) But now |
can’t open the window. (OK.) There’s some
message about something to do with the
system and a number.

| see. It could be a systems requirement
problem.

Sorry, what does that mean?

Well, the systems requirement for the i-go is
0S 10 version 10.1.4. That means you need
to have that version or a more recent one
on your computer or you can’t run the
software for the i-go.

| see.

So, could you tell me which operating
system you have on your computer?



No, sorry. I'm afraid I'm not very good with
computers, as you can tell. | got this i-go for
Christmas and | didn’t think it would be so
difficult to use.

Oh, don’t worry. We just need to clarify a
few things, then you’'ll have no trouble.
OK, do you see the green box on the upper
left-hand corner of your screen? (Uh huh.)
When you click on it you'll see a menu.
The first item on the menu says ‘about your
computer’. Are you following me all right?
Yes.

0K, click on that and you'll see what
operating system you have. Are you having
any trouble seeing that? The letters OS
followed by some numbers?

Ah ... yes, uhm ... it’s OS 10.1. Is that what
you mean?

That’s right and we’ve found your problem.
You need to upgrade your system before
you can install the software for your i-go.
And how do | do that?

Oh, that’s very easy. Let me just talk you
through the steps ...

* * *

Customer

Operative

Customer
Operative

Customer

Operative

Customer
Operative

So, that will take a while to download, but
once it does, you can just use it to upgrade
your system free of charge. Then you’ll have
no trouble installing the i-go software.
Great. Thanks so much.

You're welcome. By the way, have you
registered with us?

No, | don’t think so. Could you tell me more
about that?

Well, if you register with us, we can activate
your guarantee and you'll have two years of
free service ...

UNIT 4, EXERCISE 9

C | left a message for the call centre manager to call
me back. That was three days ago and I’ve heard
nothing from him.

Really? I'm so sorry. Let me see if | can help you ...

Operative

Customer
Operative

Customer

Operative

£y e

I've emailed your helpline three times, but the
emails have all been returned.

You don’t say! I'm sorry about that. We must have
had a problem with our server. It seems to be
working all right now though. How | can help you?

>

C I'm having trouble with my television. It turns on
and | can see the picture, but | can’t seem to get
any sound.

A Right. OK, I'm going to need to ask you some
questions ...

¢ Your product is very good, but I’d like more
information on an upgraded model.
A Of course. | think I can suggest something for you ...

UNIT 5, EXERCISE 9

Message 1

Hello, my name is Laura Gough, that’s G-O-U-G-H. I'm
going to be in Liverpool next week and I'd like to make
a reservation for a single room with a bath for two
nights, um that’s Tuesday and Wednesday night, | think
the dates are the sth to the 7th of May. Could you just

Transcripts

confirm the reservation in writing? You have my contact
details in your file. Oh, and could you also send me a
list of events like concerts and plays for those
evenings? Thanks.

Message 2

Hello, I'm calling about your catering service. We’re
having an office party in two weeks’ time for about 50
people and | wanted to see some menus and get your
price list. Could you send something asap? You can
contact me at Hsu — that’s H-S-U — @htk_systems.com.
I'll repeat that. That’s Hsu@htk_systems.com. Thanks.

Message 3

Hello, this is Mark Stephens calling again. | need the
specifications for the 830T laser printer. Do you think
you could email them to me this afternoon? Thanks
and talk soon.

UNIT 6, EXERCISE 3

Dialogue 1
Customer
Bank manager

Excuse me. I'd like to make a complaint.
Oh, I'm sorry to hear that. What seems
to be the problem?

Your bank service is just awful. | was
here last week to take care of some
banking transactions. The line was very
long since there was only one teller. |
asked a bank employee to bring in
another teller, but he said they were too
busy with more important work.

So it took me over an hour to get my
business done. I’'m going to change to
the Clyde Bank!

First of all, let me apologize for the poor
service and unhelpful member of staff.
It seems that you went through a
terrible time getting your business
done. Why don’t you come into my
office where we can talk without any
interruptions ... ?

Customer

Bank manager

Dialogue 2
Customer Excuse me. I've just noticed the flight to
Manchester’s been cancelled. Is there
anything you can do? I've got to be
there by 10 tomorrow. It’s really
important. | use your airline all the time.
Is there anything you can do? Go via
London or something?

We’ve got a lot of people in the same
position I'm afraid, but don’t worry. I'm
sure we’ll sort something out. So, let’s
see what we can do.

Airline agent

Dialogue 3
Customer Excuse me. | bought this jumper at your
shop yesterday. When | got home, |
looked at the receipt and saw that you
had overcharged me ten euros.

Oh, I'm so sorry. It appears that our
shop assistant made a mistake. I’ll be

happy to refund your money.

Floor manager

Customer Actually, I've also decided that the
jumper is not really the right colour, so
I'd like to exchange them for something
in red or yellow.

Floor manager That’s no problem. I'll be glad to help

you.
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A-Z word list

abbreviation [p bri:vi'eifn]
ability [o'bilati]
to accept [ok'sept]
acceptable [ok'septobl]
according to [o'ko:din o]
accountancy [a'kauntansi]
accurate [‘zkjorot]
to acknowledge [ok'nolid3]
to activate ['zktivert]
to adjust [o'd3ast]
advantage, to take ~ of
[teik ad'vamntids av]
advert(isement) ['zdvs:t,
ad'va:tismoant]
to affect [o'fekt]
after-sales service
['a:ftaserlz s3ivis]
agent [‘eidzont]
aggressive [o'gresiv]
aim [eim]
to align [o'lain]
alternative [o:1'tainativ]
anger ['zngo]
to annoy [a'noi]
to apologize [o'poladzaiz]
appointment [5'pointmoant]
to appreciate [o'pri:[ient]
approach, first ~ [f3:st a'prout[]
appropriate [2'praupriat]
approximately [o'proksimoatli]
to arrange [o'reinds]
to assist [a'sist]
assistance [o'sistons]
assurance, life ~ ['laif ofvarans]
to assure [2'[ua]
to attach [o'tet]]
attempt [o'tempt]
to attend [o'tend]
attention [o'ten/n]
attention, to pay ~ to
[per d'tenn ta]
attentive [o'tentiv]
audience ['>:dions]
automated ['>:tomertid]
available [2'veilabl]
average [‘evorids]
to avoid [o2'void]
awareness [o'weonas]

background ['bakgraund]

base, customer ~ ['’kastoma beis]
bellhop ['belhop]

benefit ['benifit]

bind, to beina ~ [bi in 2 'band]
to block [blpk]

body language ['bodi lengwids)
bond [bond]

to browse [bravz]

business area [biznas 'earia)

Your language

Your language
call, to receive a ~ [ri'siv 2 koil]

cancellation [kansa'leifn]

to capture [keapt[a]

to care for ['kes o)

care, to take ~ of [teik 'kear ov]

carry [ keri]

to carry out [keri ‘aut]

case, justin ~ [dzast in kers]

cashier [kz'[12)

to catch [ket[]

catering ['keitarin]

to chew [tfu:]

clarification [klerifi'’kerfn]

to clarify [klerafai]

clerk [kla:k]

clue [klu:]

to combine [kom'bain]

communication skills

[ko,mjunr'keifon skilz]

to compare [kom'pes]

compensation [kompan'seifn]

competition [ kompa'tifn]
competitor [kom'petita]

complaint [kom'pleint]

compliment ['’komplimant]

concept ['konsept]

concerned, to be ~ [bi kon'sa:nd]

concise [kon'sais]

to confirm [kon'f3:m]

to connect [ka'nekt]

consignment [kon'sarnmont]
contract [kontrakt]

convenience [kon'vi:nians)

convenient [kon'vi:niont]

convention [kon'ven[n]

correspondence [ kori'spondans]

courteous ['ks:tias)

courtesy ['ks:tosi]

to crash [kre[]

to create [kri'eit]

to cross-sell [kros 'sel]

crucial ['kru:[1]

current ['karant]

customer-centred

['kastoma sentad]

customer-friendly

['*kastama frendli]

cut off, to get ~ [get kat 'nf]

database ['dertobers]

to deal with sb/sth ['di:l wid)

decision [di's13n]

definitely ['definatli]

to defuse [di:'fju:z]

to delay [di'lei]

delay [di'ler]

delighted [di'laitid]

to deliver [di'liva)
delivery [di'livari]

demand [di'ma:nd]

demanding [di'ma:ndin]

to demonstrate ['demonstrert]




Your language
department [di'pa:tmont]

department store

[di'pa:tmant st:]

dependable [di'pendobl]

desk [desk]

development [dr'velopmant]

diplomacy [di'ploumasi]

directory [do'rektori]

disconnected, to get ~

[get diska'nektid]

discount ['diskaunt]

dismay, to my ~ [to mar dis'me]

to dispatch [di'spat/]

dissatisfied, to be ~

[bi dis'setisfard]
to distract [di'strakt]

distraction [di'strek(n]

due [dju]

duty ['dju:ti]

duty, to go beyond the call of ~
[gou brjond 0o kol av ‘djuiti]

edge [ed3]

effective [r'fektiv]

efficient [1'fi[nt]

empathy [‘empabi]

to enclose [in'klauz]

encounter [in'kaunta]

engaged, the line is ~

[05 lam 1z m'gerdzd]

engagement [in'gerdzmont]

enquiry [imn'kwarari]

to ensure [in'[u3]

equipment [r'’kwipmont]

equivalent [1'’kwivolont]

especially [r'spe[ali]

essential [1'sen[l]

to establish [1'stebli[]

estimate ['estimoat]

event [1'vent]

excerpt ['eksaipt]

to exchange [iks't[einds]

exchange [iks'tfeind3]
to exhale [eks'heil]

exhibit area [1gzibit ‘eario]

to expect [ik'spekt]

to experience [ik'sprorions]

explanation [eksplo'neifn]
extension [ik'sten[n]

extensive [ik'stensiv]

face to face [fes to 'feis]

faithful ['ferofl]

familiar, to sound ~

[saund fo'milia]

fault [fo:1t]

feature ['fi:tfs]

fee [fi:]

feedback ['fi:dbzk]

feeling ['fi:lip]

file [farl]
to fillin [fil 'm]

to flag [fleg]

flow chart ['flov tfa:t]

fluent ['fluont]

to focus on ['foukas pn]

to follow ['folou]

follow-through [ folov '6ru:]

Your language
follow-up ['folov ap]

free of charge [fri: ov tfa:d3]

to freeze [fri:z)

frequent ['frizkwant]

to frown [fraun]

frustration [fra'stre1fn]

to generate ['dzenarert]

to get back to [get bk o]

to get through [get 'Oru:]

to go over [gou 'suva)

to go on over [gou 'bn duVo)

grateful ['greitfl]

grooming ['grummin]

guarantee [ geron'ti:]

hand-held computer

[\hendheld kem'pju:ta]

to handle ['hndl]

to hang up [hen 'Ap]
helpline [‘helplain]

to hesitate [‘hezitert]

highlight [‘hailait]

high-tech [har ‘tek]

to hold [hauld]

hold, to put on ~ [put pn ‘hauld]

hospitality [hospi'telati]

house, open ~ [upan ‘haus]

hurry, to be ina ~ [bi i 5 'hari]

ice, to break the ~ [breik 0i ‘ais]

to ignore [1g'no:]

immediately [1'mi:diatli]

impact ['impzkt]

impatient [im'pei[nt]

impression [im'prefn]

impressive [im'presiv]

incentive [in'sentiv]

incident ['insidont]

inconvenienced, to be ~ by

[bi ,inkon'vi:nionst bar]

to inhale [in'heil]

insecure [insi'kjua)
to install [in'sto:l]

instant ['instont]

instantly ['instontli]

instead [in'sted]

insulting [in'saltin]
intention [in'ten[n]

to interrupt [inta'rapt]

interruption [,inta'rapfn]

introduce, to ~ oneself

[,mtra'djuzs wanself]

invisible [in'vizabl]

invitation [,invi'terfn]

invoice ['mvors]

item [‘aitom]

jargon ['dza:gan]

jumper ['dzampo]

latest ['lertist]

latter ['leto]

to launch [lo:mntf]

leaflet ['li:flat]

to lease [li:s]

least, the ~ [0o 'li:st]

location [lou'kei[n]
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Your language
long, so ~ for now

[sou 'log fo nav]

long-term [loy 't3im]
to look up [Jluk 'ap]

- mail, junk ~ ['d3agk meil]

mailing list ['meiliy list]

to make sure [meik '[ua]

manual ['manjual]

manufacturing [ menju'fektforim]

to matter ['mets]

meantime, in the ~

[in 00 'mimntarm]

to memorize ['memoraiz]

to mention ['men|n]

mind, to change my ~

[tfemnds mar 'maind]

misleading [ mis'li:dig]

misunderstanding

[,misando'steendin]

mix-up ['miks ap]
moreover [mo:r'auva)

mouse, to be a ~ click away

[bi o 'maus klik awei]

to network ['netws:k]

news flash ['nju:z flef]

nowadays ['navoderz]

to offer ['ofo]

once [wans]

operating system

['pparertiy sistom]

operator ['ppareita]

opinion [2'pinion]

order entry clerk

[,o:dar ‘entri klak]

order, to place an ~

[plets an ‘xdo]
otherwise ['Adowaiz]

outcome [‘autkam]

outlook [‘autluk]

to overcharge [ouva'tfa:ds)

overlooked, to get ~

[get uva'lukt]
oversight [‘ouvosait]

overview ['suvavju:]

to overwhelm [ouva'welm]

_ package holiday
['pakid3 holader]

paragraph ['pzrogra:f]

particular [pa'tikjolo]

partnership ['pa:tnafip]

password ['pa:sw3:d]

Your language
potential [pa'ten]l]
prepared, to be ~ [bi pri'pead]
pressure, under ~ [ando 'prefd]
to pretend [prr'tend]
preview ['pri:vju:]
priority [prai'prati]
to process ['prouses]
productive [pra‘daktiv]
profit ['profit]
promise ['promis]
promotional [pro'moufanl]
prompt [prompt]
prompt, to be ~ in [bi 'prompt mn]
promptly ['promptli]
proud, to be ~ of [bi 'praud av]
to provide [pra'vaid]
to pull up [,pul ‘ap]
punctuation [,panktfu'eifn]
to put through [pot '6ru:]

questionnaire [kwest[a'nes]
quote [kwaut]

range [reinds]
rapport [re'po:]
rate [reit]
to rate [rert]
to reach [ri:tf]
to react [ri'zkt]
to realize ['riolaiz]
receipt [r1'si:t]
receiver [r1'si:va]
to recommend [reka'mend]
to refer (to) [ri'fs: to]
reference ['reforons]
refund ['ri:fand]
to refund [ri'fand]
regard, in ~ to [m ri'ga:d to]
regional ['ri:dzonl]
to register ['redsisto]
register ['redzisto]
to regret [ri'gret]
regular ['regjolo]
relocation [ ri:lou'keifn]
to renew [ri'nju:]
to replace [ri'pleis]
replacement [ri'pleismont]
report [ri'poit]
request [ri'kwest]
required, to be ~ [bi ri’kwarad]
to resolve [ri'zolv]
resort [r1'zo:t]
responsible, to be ~ for
[rr'sponsabl]
ponsibility, to take ~

patient ['peifnt]

people skills ['pi:pl skilz]
perception [pa'sep[n]

to perform [pa'form]

pleasant ['pleznt]

pleasure, my ~ [mai 'plezo]

point [pomnt]

policy ['polasi]

polite [po'lart]

position [pa'zifn]

possibility [,posa'bilati]
postcode ['poustkoud]

[terk r1,sponsa’bilati]
rest, to get ~ [get 'rest]
retail ['ri:tenl]
revenue [‘revonju:]
to review [ri'vju:]
rude [ru:d]
to ruin ['ru:n]
runaround, to give sb the ~

[grv d9 ‘ransraund]
to rush [raf]
rush order [ra[ ':do]




Your language
salutation [slju'terfn]

satisfaction [setis'fek[n]

schedule ['[edju:l]

scrambled ['skrembld]

screen [skrin]

script [skript]

security precaution

[srkjuarati priko:fn]

selection [si'lek[n]
service ['s3:vis]

to service ['s3:vis]

service, to give good/bad ~

[giv gud, beed 's3ivis]

service line ['s3:vis lan]

to setup [set 'ap]

setting, text ~ ['tekst setm]

sharply ['[a:pli]

shipment ['[1pmont]
to sign up [samn 'Ap]

signal, engaged ~

[in,gerdsd 'signal]

to sip [sip]

to slam down [slem ‘daun]

small talk ['smol tok]

to soften ['sofn]

solution [so'lu:fn]

spare part [spea 'pa:t]
to speak up [spik 'ap]

specific [spa'sifik]

specification [ spesifi'kerfn]

speedy ['spi:di]

spellchecker ['speltfeka]

to stand for ['stend fo]

standard ['stendod]

startling ['sta:tlig]

statement ['stertmant]

stock, to be in ~ [bi n 'stok]

to stop by [stop 'bai]

straight away [streit o'wei]

strong [strop]

subscriber [sob'skraiba]

success story [sok'ses ,stoiri]

successful [sok'sesfl]

to suggest [so'dzest]

suggestion [so'dzestfon]

to suit [su:t]

suitable ['su:tobl]

to sum up [sam 'ap]

supervisor ['su:pavaiza]

survey ['saver]

system requirement

[sistom r1'kwaromont]

Your language
tact [tekt]

A-Z word list

to take the time [teik 0o 'taim]

team [tiim]

technician [tek'nifn]

telephone manner

['telifovn mana)

teller ['tels]

tip [tip]

tool [tu:l]

totally ['toutali]

touch, to getin ~ [get m 'tatf]

tournament ['tuonamont]

to track [trzk]

trade fair ['trerd feo]

transaction [tren'zek|n]

transfer ['trensfs:]

to transfer [trens'fs:]

trend [trend]

troubled, to look ~ [luk 'trabld]

troubleshooting ['trablfu:tin)]

turn-around time ['t3:n oraund taim]

unacceptable [ anok'septabl]

uncomfortable [an'kamftabl]

unique selling point (USP)

[junik ‘seliy pomnt]

unsatisfactory [ anstis'fektori]
up and running [Ap an 'ranmp]

to update [ap'dert]

to upgrade [ap'greid]

urgent ['3:dzont]

used, to get ~ to [get ‘juista]

useless ['ju:slos]

valued ['velju:d]

view, point of ~ [,point av 'vju:]
voicemail ['vorsmeil]

voucher ['vautfa]

to waste [weist]

well-known [wel 'noun]

wronged [rond]

to yell at sb ['jel ot]
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Useful phrases and vocabulary

Basic socializing

Greetings and introductions

Good morning. You must be ...

It’s nice to finally meet you face to face.
- It’s good/nice to meet you, too.

Id like you to meet ...

Anke, this is ...

I’d like to introduce you to ...

May | introduce myself? I'm ...

— Nice to meet you. I'm ...

Small talk questions

How was your trip (AmE)/journey (BrE)/flight?
Did you find us OK?

Did you have any trouble finding us?

And is this your first time in Brussels?

So, have you ever been to Brussels before?
So, how’s your hotel? Everything OK?

Great weather, isn’t it?

How was the weather in London?

Oh, are you interested in tennis?

Offering hospitality

May | take your coat?

Let me help you with that.

— Oh, that’s very kind of you.

So, if you would like to take a seat ...
Please take a seat.

—Thank you.

Would you care for coffee or tea?
Would you like some coffee or tea?

- Yes, please. Tea would be nice.

Can | get you some mineral water?

- No, thank you.

Can | get you something else? Juice, perhaps?

Saying goodbye

Thanks for stopping by.

Thanks for a good meeting.

It was great to meet (both of) you.
Have a good trip (AmE)/journey (BrE).
So long for now.

Goodbye./Bye.

General conversation

Asking for clarification

I’'m sorry, but | didn’t (quite) catch that/understand
you exactly.

Could we go over that once more?

Could you repeat that, please?

Could you speak a bit slower/more slowly, please?

Making suggestions

Why don’t you/we ... ?

Don’t/Wouldn’t you agree that ... ?

Isn’t it a better idea to ... ?

It makes a good/bad impression if you ...

Responding to suggestions
That’s right. / | agree.

| see your point.

| disagree because ...

| don’t agree. | would ...

Customer meetings

Thanks for coming today.

As | understand it, youd like to discuss ...

I've done some research into your company. It
seems you ... . Is that right?

So, that was my suggestion. Is that suitable for you?
I'd like to get your feedback.

Let’s go over the action points once more. | want to
be sure we agree.

I’ll see what we can do.

Trade fairs

Starting a conversation

Excuse me, may | help you?

— No, thanks. I'm just looking/browsing.

How can | help you?

May | introduce myself? I'm ...

- Nice/Pleased to meet you. I'm ...

Could I ask your name?

— My name’s ...

How are you enjoying the fair?

- It’s very interesting. It's a good chance to network.



Talking business

Are you looking for anything special/in particular?

— I'm looking for/interested in ...

Could | offer you/interest you in ... ?

— Yes, I'd like to have your latest brochure/
catalogue/price list.

Please feel free to ask me any questions.

Would you mind if I ... phoned/emailed/contacted
you?

May | give you my card?

— Of course. And here’s mine. | look forward to
hearing from you ...

Ending the conversation

It was so nice to meet you.

| hope you enjoy the fair.

- Thanks, it was a pleasure. | appreciate your help.

sentations

Welcoming/Introducing

I'd like to welcome you to ...

Thank you for coming today.

My name’s ...

| work for ... and I’'m in charge of/responsible for ...

Introducing the subject

Id like to give you a short preview of my
presentation ...

We'd like to introduce/show you/help you get to
know our latest ...

Describing products and services
Our product/service range includes ...
The special highlights are ...

Explaining the unique selling points (USPs)
We stand out from our competitors because ...
Our USPs are ...

Giving promotional information

Please feel free to pick up/take a brochure/leaflet/
free sample.

We’ve got our promotional information and samples
available here.

Offering incentives to try a product
Id like to offer a special introductory price.
We can offer you a discount if you order today.

Useful phrases and vocabulary

Offering follow-up

I’ll be glad/pleased to send you ... by next Monday.
I’ll be in contact/touch with you in two weeks.
I/We look forward to doing business with you.

Inviting/appreciating new customers

We’d be pleased/glad to have you as a new
customer.

We’d welcome the chance to do business with your
company.

Summarizing

I'd just like to sum up the main points of today’s
presentation.

Thank you for your kind attention.

~ Telephoning

Identifying yourself (person called)

Good morning. Apex industries.

Hello, Martha Greer speaking. How can/may | help
you?

Identifying yourself (caller)

Hello, my name is ... . I'm with GPT Ltd in London.
This is Joan Everts from Everts, Samuels, and Barker.
Hello, Id like to introduce myself.

I’'m calling to ...

Getting through

Id like to speak to John, please.

Could you put me through to John, please?

—Of course, one moment please.

— Thanks for holding/waiting. I'm putting you
through to John’s office now.

Messages

Would you like to leave a message?

— That’s OK. I'll call back later.
Could I leave her a message to ring me back as
soon as possible?

— Il make sure she gets your message straight
away.
I’ll make sure he calls you back today.

Showing attention

I’ll just write that down.

Let me just make a note of that.

I've got your customer file right in front of me.
I’'m checking your file as we speak.

77



78

Useful phrases and vocabulary

Confirming information
Can | just go over/confirm the details again?
Let’s go over it again to be sure of the details.

Explaining action
I’ll be glad.to send this out to you today.

You should receive it by ...

Showing follow-up

I’ll check on that information with my colleague and

call you back in two hours.
I’ll make sure that he/she calls you back today.

Finishing the call

Could I help/assist you with anything else today?
Can | take care of anything else for you?

Is there anything else | can help you with today?
| appreciate you taking the time to talk to me.
Many thanks for calling us.

Making arrangeme

Asking for an appointment
Could we schedule an appointment?
Are you available/free on Monday?
Does next Thursday suit you?

How about 2 p.m. on Tuesday?

Agreeing on a time

Just let me check my diary/planner.
Yes, Tuesday is fine with me.

Sounds good. Tuesday at 2 p.m. then.

Suggesting a new time

I’'m sorry, but I've got another engagement.

How about Tuesday morning instead?

Actually, Thursday morning would work out/be
better for me.

Confirming

OK, we’ll see each other next Thursday at 11.00 at
your office.

Could you confirm the details in an email?

Here is my mobile number in case you need to
reach me.

| look forward to seeing you (then).

Gl

Offering assistance
How can | help you today?
What can | do for you?

Understanding customers
| see. So, as | understand it, ... . Is that correct?
Let me just repeat that.

Confirming details

Could | just have your name and address, please?
I'd just like to confirm your contact details.

Could | go over your order again?

Making promises and keeping them
Your order will go out overnight today.
I’ll call you back in half an hour.

| will personally make sure ...

Agreeing on action

Does that sound all right?

Do you have any other questions?
| hope this is to your satisfaction.

Following up and following through
I’ll ring you when the technician has finished the
repair work to make sure everything is all right.

Troubleshooting

So, what exactly is the problem?

Could you explain the problem in more detail?
Could you explain what you’ve done so far?
Let me just talk you through the steps.

Do you follow that so far?

Do you have any questions so far?

Can you see that all right?

Is everything clear up to now?

— What exactly does OS stand for?

— What do you mean exactly?

— Sorry, what does that mean?

That means you need to have ...

In other words, you need to have ...

This is what I’'m going to do: ...

Problems and complaints

Apologizing

First of all, I'm so/terribly sorry about that.
| apologize for ...

Let me apologize ...

Clarifying the information

Could you tell me exactly what happened?
Could you explain a bit more ...?

Do you mind if | just go over that again ...?



Listening carefully
I’ll just make a few notes as you speak.
I’m just taking this down.

Showing empathy

| understand./I see what you mean.

| would feel the same way.

| can understand the reason for your complaint.
What a difficult situation this puts you in.

Taking responsibility

There seems to be a misunderstanding.

It appears that your order got overlooked.

I’'m afraid there has been some sort of mix-up.

It looks like an oversight on our part.

It seems (that) the order was not handled promptly
enough.

It appears (that) a mistake has been made.

Saying how and when the problem will be solved
I’ll take care of this for you at once.
I’ll get back to you straight away.

You'll receive (a refund/replacement) by tomorrow ...

I’m sure we can find a solution.

I'd be glad to offer you ... to make up for this
inconvenience.

This should be resolved by the end of today.

Offering an alternative

If this solution does not meet your needs, then |
can suggest ... as an alternative. :

I’ll look into other possibilities by ...

Summarizing the discussion

What we have decided is ...

Our action plan is ...

I’d like to go over this once more to make sure we
agree.

Assuring the client of follow-up
I’ll get back to you in/by ...
I’ll follow up to make sure that ...

Ending with a friendly, helpful tone

| hope you are satisfied with the outcome.

Thank you for bringing this to our attention.

Is there anything else | can help you with today?

Don’t hesitate to ring again if there are any more
problems.

Useful phrases and vocabulary

Dealing with complaints in writing (formal)

We very much regret ...

We are very concerned to hear that ...

We assure you that we are doing everything
we can ...

The problem has now been resolved.

Once again, we apologize for the inconvenience.

We (do) value your business and hope to keep you
as a long-term customer.

Letter and email writing (formal/less formal)

Connecting with the reader

In reference to your letter/email of ...
In/With regard to your phone call ...
Further to our recent meeting ...

Re your letter/email of ...

Thanks for your phone call this morning.
| hope everything is going well.

Reason for writing

We are writing to confirm ...

| am writing to let you know ...

| would like to inform you ...

I’'m just writing to tell you ...

Id like to let you know ...

Just a quick email to let you know ...

Enclosures

Please find enclosed the price list you requested.

In the enclosed information packet, you will find
product descriptions, ...

As you will see from the enclosed brochure, ...

Attachments

I’'m sending you the current price list as an
attachment.

I've attached the specifications as a pdf document.

Please complete the attached form and return it to
us.

Here is the file you asked for.

Giving good news

We are pleased to say ...

| am delighted to inform you ...
I’m happy to tell you ...

I’'m glad to tell you ...
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Requests

We would be grateful if we could ...
| would appreciate it if we could ...
It'd be great if we could ...

Could you ... ?

Takl:ng action
| will phone you/contact you ...

We would be delighted/pleased to assist you.

I’ll get in touch with you/get back to you ...
I'd be glad to help out.

Concluding

If you have any further questions, please do not
hesitate to contact me.

If you have any other questions, please contact me.

We look forward to hearing from/meeting you soon.

I look forward to seeing you next week.

Let me know if you need anything else/any other
help.

Look(ing) forward to your reply/to hearing from
you.

Look(ing) forward to seeing you next week.

Useful Verbs (in context)
to apologize We apologize for the mix-up with the invoice.
to appreciate We appreciate you as a valuable customer.
to assist How can | assist you with your order today?
to assure | can assure you that you will receive a refund by Friday.

to be grateful

to be in charge of
to be responsible for
to care for sth

to catch

to confirm

to deal with

to follow through
to follow up

to get back to sb
to get through to
to go over

to hold

to inconvenience
to inform

to look into sth
to put sb through
to recommend

to regret

to resolve

to schedule

to stand out

to take care of sth
to take sth down
to talk sb through sth

We would be grateful if you could contact us soon.

Can you tell me who is in charge of this account?

| am responsible for (taking) all of your orders.

Would you care for a drink?

| didn’t catch that. Could you say it again?

Let me just confirm your contact details.

I’ll connect you with somebody who deals with that.

We follow through on every customer request.

| am writing to follow up on our phone call yesterday.

I’ll make sure she gets back to you by Friday.

I’m sorry you were unable to get through to the helpdesk.
I’ll go over it again to make sure it’s clear.

Could you hold or would you prefer to leave a message?
We hope you have not been inconvenienced by the delay.
Please inform us as soon as you receive the package.

I’ll look into your question and call you back in two hours.
One moment, please. I’ll put you through to the manager.
I'd like to recommend a solution for all your business needs.
| regret that this has caused you so many problems.

We will do everything possible to resolve the misunderstanding.

Could we schedule a time to meet next week?

We stand out from our competitors with our superior service.
We try to take care of all complaints within 24 hours.

One moment, | just need to take down your address.

I’ll talk you through the steps to solve the problem.
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English for Customer Care is part of the EXPRESS SERIES. It is the ideal
quick course for customer care professionals who need to communicate
effectively with their customers in English, whether in person, over the
phone, or in writing. It can be used to supplement a regular coursebook,
on its own, as a stand-alone intensive specialist course, or for self-study.
English for Customer Care will help improve your relationships with your
customers.

Key Features of the Book

e Abroad range of material presenting language in context

e (Customer focus extra boxes with tips and key language for dealing
effectively with customers

e Stimulating role-plays for pairwork tasks

e STARTER section at the beginning of each unit with warm-up and
awareness-raising activities

e QUTPUT section at the end of each unit with topics for discussion and
reflection

e Appendix including an answer key, transcript, A-Z wordlist, and a
glossary of useful phrases and vocabulary

Key Features of the MultiROM

e Realistic listening extracts
e |nteractive exercises to practise the language of customer care
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