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to and dlsc_ sthe questions with a partner

- What is your favourite shop and why? - /
‘How ofte" ‘do you go there‘? 7

Do y‘our shép in department stores? Why? Why not?

\Iocabu!ary

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

services

Reading for detail
zi Scan the articie about the German department store Breuninger to find answers to the

questions,

1
2

Where does Breuninger have department stores?

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?

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

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.

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

What two services can customers use whilst at the store?

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

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 Ligten to Rafas] Fernandez, an expert on luxury customer services in retail and

complete the sentences.

Luxury consumers want preducts that are high quality and ____,___
Sales assistants have to give luxury corisumers lots of R
Luxury consumers want to know the thinigs they are buying are .
If fuxury consurmers are pleased with the service they receive they

Discussion

E3 Work with a partner. You run the sports and leisurewear depariment 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 {o the class.




2.1 About busines i

The: company, 'founded i 1881 by Eduard Breumnger 1

oW constits of a ﬂag,shlp store i Stuftgart anc:! a dli'thel' thlrteen
5 stdres across Germany :

. The stores offer gentlemens and Eadlcs Fash}cn, perfume
~and cosmetics, lmgerac, shoes, accessories, gport and Ee;sufewear,
household goods and fifestyle products. They - :
proiise their customers a taste of ‘the beaunful
0 things i life” The stores chiemselves are elegant
‘and stylish and the goods on sale are luxury top-
gf-the- -range items from labels such ai Burberry,
Edior, Guecl and Yves Saine Ldwrent. Bmunmger :
_behcves that it is the companys cormitaient:
t5 excellent customer service: wh;ch makes the"

"Breuninger shopping expericice so spectal :
ﬁlﬁeunmger have always had an eye for the__

comfort and convenjence’ B the;r ;

They were the first department storein ;;ermany

to introduce lifts and escalators in the are 19405 and the Brst to
provide customer parking a few yedrs later. Heinz Breunmger__ .

grandson ‘of Eduard, brought back the idea of provxdmg a car

park for his customers frem a tup fo America in the 1950s. In
19‘39 Breuninger was the frsr German demmem store’ 1o

offer a store card. This forward-thinking decision enabled the
customers o pey wirhout cash, leng before it was normal w have

a crediz card. Today, over 700,000 customers own a Breuninger

store car.d Card holders are addressed b}; their name at the cash

desks; Ehcy receive special beneﬁts, moneywoff vouchers and 2°

3 ‘present on their birthday.. |

Today, the stores have an exceptional range of additional. -
facilities available for their customers. The Stutegart score fearures
a hairdresser’s, fashion shows, cosmetic workshops, a café on each.
floor, live enterrainment 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 cxperience; the opportunity

w0 o buy the most luxurious items with personal . -

attention. from  specially-trained  consuitants,
To make this shoppmg experience as re]axmg_‘

as possible, customers send-their measurements.

" dnd the colous and styles they like to the store ©

s before leaving home. The consultants then use ="

- this mformatnon to choosesuitable clothes. When -
}uxuw tustomer artives at thestore chey are guided to cne of the VIP
reserved pfukmg spdces wwhere onie of the consultants meers them. Ac

the privire fttng fooms champagne or espresso aze available while the :

5 customer chooses from the latest collections from famous designers. -

Bireuninger also offer made-to-measure services, free wailoring and-

~laxury shoppers can even take ¢ he clothes home o try them on. When-

all of th shoppmg i ﬁmshed the cothes can, ng&wnppﬁ& and .




Discussion
With a partnier discuss the.questions.

1 When was the last time you telephoned a company
call centre? Why did you call - to solve a problem,
malke an enguiry, for another reason?

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

Reading and vocabulary

B% Read the article and complete the information S S
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.’
Helpline operator: ‘Do you have
the phone with you, sir?’
Customer: ‘Yes, 'm using it now.’
Helpline operator: ‘Well, the
phone is working fine, sir. You
just called mel’

hangup  discount-_ answe
lose your temper ag‘ree..dn'
exchange deal with~ cal
put through  interfupt . ..

Hish you {1 )Q“‘*”’*‘\ a cali frori a das;aaténed
iy ewarm manner, Thank the custgmer. for .
stomér calls to teEl that somethingis wrong ft:

_ ;] IS You need to find out why they are

calling, Simply-agk what the probiem is:and let them exglain. You may not be able

1o (Z)OEGQ--{ : a.j‘a the: problarn. Don't say 'I'm sory, | can't help,” instead exglain
héit Yot caririot higlp them and ask for their telephone number so

that somebody can (@), m £ them *«5{‘*.‘» Sometimes the customer may want

10 walt white you (4} {W‘ ihem fr.r U4 the correct department. .

i
f
3 LiSTEﬁ CAREFULLV Remember the customer may say a fot. You naed,
o #isten and try not to' { B angry customer may take a long time o i
explain wha't the problem is and Jo it is very imporiant that you stay caim and ’fhat
you con’t (6) e L 2ari s a good idea to take notes so that you o
are 100% clear about alf of the detalls Ask questions if they are not tefiing you the ! :

s‘

infarmation you reed 10 know,

4 DEFINE THE PROBLEM. Once the customer has finished explaining the
oroblem use your riotes- to check vou have understood the problem correctly,

'ON Now that you know all of the detalls of the
e utlon Don't tlame another depariment. Make an

'lut:on};he customer may ask you to refund thelr money,

5 SUGGEST A's0
problerr you can sug
apology and suggast a

hat he customer knows exactly what YOu ¢ are: qomg

7 END THE CONVERSATION Now that the custormer is hap py you ‘can' l
end the “omversatlon Thank the customer again for caling. itis a good |oea 10 et & -
the customer (10)__. . first, as this gives them a final chaﬂc s

ST VR

anyining. : . b
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L2000 Further interactive vocabulary practice on the DVD-ROM ’ o _ 2.2 Vocabulary

m

--Llstemng \

E¥ @ 1:25-1:27 Listen to three telephone conversatiofis betweer customer service assistants and. "}
dissatisfied customers and answer the questions.

R

1 Why are each of the customiers calling?
2 Which of the ‘seven steps’ from the artlcie opposite do the customer service assistants forget

' when they answer the call?
/

Telephone Ianguage - : ’ ' ok
ﬁ Match the beginning with the correct ending to make questions about telephoning. J

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

2 “Have you ever hung i) through to the wrong person?

3 'Have you ever been put ¢ long should it take them to answer the phone?

4 Do you always askpeople to confirm - Al yourtempes when you are talking on the phone?
5 ‘When you call » company, how - ¢} upon somebody?

& Do youlose - ? arrangements that you male on the phone?

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

Reading and discussion
Read the _ad'vértis_e_ments below for customer service jobs.

-
A

7 “You. Wﬂi'-be naturally
symp'athet:c and be ablefr
tohandle o:ften senslmfe_;-. R

con'versation's.\ Could -
you be there with the

right answers? .~ .

) Whmh do you think is for a healthcare company and whlch for an insurance company?

' Match the words in bold 121 the advertisemnents to the defmt’ﬁlons below.

‘to ‘make s6meone agree to do something (v) Biliast .
relationships between you and other people (two words) Lrirt

-:carmg and open {0 understanding other people’s problems (ad )

‘the way you speak on the phone {two words) Tl AL s 8
the ability to listen (two words) | S
making someane feel less womed (aci } Voo :
if you have tius you are frzend yand enjoy tal kmg ‘ao peop e (two words)

3O LN B B e

Work w;th a ;)ar’mer You need to find someane for a job as a helpline operator for vour

school, university or worlkplace. They will be responsible for dealing Wuh new customers and
potential students: Decide what five essential skills and qualities they need to have and create a R
;ob advertlsement Compare vour advertisement with another pair's. T




