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NGER is achqm “of up

et-department stores in
which are famous for their

now consists of a flagship store in Stuttgart and a further thirteen
stores across Germany.

The stores offer gentlemen’s and ladies’ fashion, perfume
and cosmetics, lin'gerie, shoes, accessories, sport and leisurewear,
household goods and lifestyle products. They
promise their customers a taste of ‘the beaurtiful
things in life.” The stores themselves are eleganr
and stylish and the goods on sale are lisury, top-
of-the-range items from labels such as Burberry,
Dior, Gucci and Yves Saint Laurent. Breuninger
believes that it is the company’s commitment
to excellent customer service which makes the
Breuninger shopping experience so special.

ﬁt;euninger have always had an eye for the
comfort and convenience of their customers.
They were the first department store in Germany
to introduce lifts and escalators in the late 1940s and the first o
provide customer parking a few years later. Heinz Breuninger,
grandson of Eduard, brought back the idea of providing a car
park for his customers from a trip to America in the 1950s. In
1959, Breuninger was the first German department store to
offer a store card. This forward-thinking decision enabled the
customers to pay without cash, long before it was normal o have
a credit card. Today, over 700,000 customers own a Breuninger

rma ‘ 1 igh standards of customer
~care. The company, founded in ‘1881 by Eduard Breuninger,

store card. Card holders are addressed by their name ar the cash
desks; they receive special benefits, money-off vouchers and a
3 present on their birthday.

Today, the stores have an exceprional range of additional
facilities available for cheir customers. The Stuttgart store features
a hairdresser’s, fashion shows, cosmetic workshops, a café on each
floor, live entertainment in the piano bar, and a children’s room
35— where children can play and paint while their

parents shop.

Another of these facilities is the Breuninger
luxury shopping service. This service offers a
unique shopping experience; the opportunity

w0 to buy the most luxurious items with personal
attention. from specially-trained cansultants.
To make this shopping experience as relaxing
as possible, customers send their measurements
and the colours and styles they like to the store
s before leaving home. The consultants then use
this information to choose suitable clothes. When

aluxury customer arrives at the store they are guided to one of the VIP
reserved parking spaces where one of the consultants meets them. At
the privace fitting rooms champagne or espresso are available while the

50 customer chooses from the latest collections from famous designers.

Breuninger also offer made-to-measure services, {ree tailoring and
buxury shoppers can even take the clothes home to try them on. When
all of the shopping is finished the clothes can be gift-wrapped and
taken out gt ]

or Breuninger can delive i to your hom

car
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Dlscussmn

n What can shops do to attract more customers? Think about the shops that you like to go

10 and:discuss the questions with a partner.

1. What is your favourite shop and why? /
2 How often do you go there? :

3 What do7you like to buy there?

4 Do you shop in department stores? Why'? Why not?

Vocabulary

X Below are some of the customer services and benefits that shops can offer their customers.
Put each one into the correct column below.

money-o
ooms ~ store:c
refunds hai

services

Reading for detail

X Scan the article about the German department store Breuninger to find answers to the
questions.

1 Where does Breuninger have department stores?

2  Which departments in paragraph 2 would you go to if you wanted to find the following:
soap and shampoo, coffee cups, a handbag, a yoga mat?

3 Which customer services and benefits from the lists in 2 can you find in the text? Put a tick
(v) next to them.

4 Find at least five more customer services and benefits in the text. Add them to the lists in 2.

¥% Read the last paragraph about the luxury personal shopping service and answer the
questions.

1 What things can customers do before they come to the store?

2 What two services can customers use whilst at the store?

3  What two services can customers use after they leave the store?

4 Do you think that Breuninger do everything possible to create a luxury shopping
experience? Can you think of anything else they could do?

Listening for detail

EF O 1:24 Listen to Rafael Fernandez, an expert on luxury customer services in retail and
complete the sentences.

1 Luxury consumers want products that are high quality and
2 Sales assistants have to give luxury consumers lots of

3 Luxury consumers want to know the things they are buying are
4 If luxury consumers are pleased with the service they receive they

Discussion

B3R Work with a partner. You run the sports and leisurewear department in a successful
department store. Your manager has told you that the department must improve its customer
service and develop a luxury personal shopping service. Decide with your partner on six new
services and benefits you are going to offer. Present these to the class.





