KT and d1scuss the quesuons with a partner

-1 - What isyour favourite shop and why?
‘How often do you'go there? .

— like to buy there? .

Do yoa shop in’ department stores? Why'? Why not?

Vocabulary

@ Below are some of the clstomer services and benefits that shops can afﬁer their customers.
Put each one. mto the dorrect column bejow.

~-Reading’ for detail

Scan the amcie abaut ihe German _epartment store Breuninger to find answers to the
qliestions. : '

1 Where does Breunmger 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 yeu find in the text? Put a tick
(v} next to them. :

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

Read the last paragraph abo&t the qumy pezson&l shopping service and answer the
questions.

1 What thmgs 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 cusiomers 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
o 1:24 Listen to Rafae! Fernandez, an expert on luxury customer services in retail and
complete the sentences.

Laxury consumers want products that are high qualityand ___,

Sales assistants have to give luxury consumers lofs of

-Luxury consumers want to know the things they are buying are
AIf luury consumers are pleased with the service they recejve they

ury personai shopping service. Dec;de with yc}ur"
are gomg to offer Present {hese to the c.ass




ent's stoires in store {aré Card ﬁo]dcrs aig 3d<ircssed b}r their narie at the cas
: ' he ards of cus{omer : desks, they recefve specm beneﬁts, money‘-off vouchers and'
company, foun ed i 881 by Eduard Breumnger, "4 present on cheir birthday. . Sl
' " Today, the stores have an mep donal rangc of ad'
facaimes avii able for thmr CUStOMIEES. Ti"f‘. Stuttgazt store _Fe

-ateention:’ from specxaii
To make r}us ho'

grandson of Lduard bmuoht bacic the- zdea BF pmvadmg £ car.
' pit] for: hls customers from a ‘wrip: ro; ﬁkmcnca in che 1950s. In. s
1959. Bre umnge was tHe first Gefmara dep iFrent sfore tG"l
i otfer aistove card. This for va;dl hirtking: decision enabled ihe o
“Ciistonters to pay without| cash; lono befozc it was normal 1o hav
“areredit card. Today, over 700,000 cusro_z_ncr_ 0_\-‘.’11 a Bieunmger .




Discussion

With a partner discuss the.questions.

1 When was the last time you telephoned a company
call centre? Why did you call - to soive a problem,
male an enquiry, for another reason?

2 What was the result of the phone call? Were you
kappy with the service?

Reading and vocabulary

£2 Read the article and complete the information )

about how to deal with customers on the phone. Use Customer: ‘My mobile phone .

the words in the box to help you: won’t make outgoing calls.’

e ' Helpline operator: ‘Do you have

the phone with you, sir?’

Customer: ‘Yes, I'm using it now.’

Helpline operator: ‘Well, the

phone is working fine, sir. You

Just called mel’

hangup  discount - ahsive
lose your temper  agree.on
exchange  deal with. _
put through  intertupt .

f eh'y'ou (1)‘1““ ""’f a cal from a dissai sned

o ig and let them explain. You may not be able :
Don t say I'm sarry, | can t help, instead expia:n

Somehmes the customer may waﬂt
i the comect departmerit. .

that somﬂbody can (8} _
to wait while you (4 d’iﬂ«t’ them J[‘:

3 LiSTEH GAﬁEFULLY Remeﬂ‘ber the customer may say a lot. You need, ’
to fister and try not 1o {5} 'An angry customer may take a long time 1o -
explaln what ‘he probiem Is and 30 it is very important that you stay ¢aim and fnat
you don't RB;W ' r A7 1t is a good idea to take notes so that your -
are 100% clear about &l of the details. Ask questions if they are not telting you the
information you need to know.

4 DEFINE THE PROBLEM. Once the customer has finished explaining the .
prob!em use your_notes; o cheok you: have undersiond the problem correctly,

5 SUGGEST
probler you Can‘isugg

SOLUTION. Now that vou know ail of the details of the

slaiien, Don't blame ancther department. Make an
The customer may ask you to refund thelr money

o‘%/helr naxt order or they mgght ask to

they mgy ask ,or

f8) e L8 the alels!




2.2 Vocabiulary::

Wh are each of the custorers calhng?
'-Which of the ‘seven steps’ from the articl
when they answer the call?

e Telephone !anguage -
R ﬂ Match the beginning with the correct ending to make questions about tclcphoning;-'

1 What’s the longest you've ever been put Gg) on hold for?

"_Have you ever hung i) through to the wrong person?

*“Have you-ever been put ~ o long should.it take them to answer the ph ne?
Do you always ask people to confirm -, Aj your tBmper when you are talking on the o}
When you call » company, how P up ori sémebody?

Do youlese - “F arrangements that you make on the phorz

Work with a partner Take it in turns to ask and answer the questions.

‘Reading and di’scussion

Read the advertisements below for customer service jobs.

R ou will bc naturaiiy_ o
_'synipathetxc and beé able CH
'-'to handle often scns1twe5 :
. Cotiversations, Could:

yoa bé there with the

nght answers’>

o make somcone agree fo do something (v) &
'relationshlp_ 'bctween you and other people (£wo words}
¢caringand” open to understandmg other people’s prob ems {ad]) ;
the way you: ‘speak onthe phone (twc words) '
the ability to listen {two words) 400w

makmg SOmeane: feei less worried (ad Y FEa s

1i: you havc tlus you are friendly and enjoy talking't

Work thh 4 parmcr You neéd to find someene
Ech(}ol umvcrs;ty or workpiace. They will be res snsibl for dea%
stu’{cnﬁs Dec;de w‘ndt five essential skills :
Bl éd ertisenitnt C‘om Ddi(? your adveitlscmcnt

L e L




