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El Which of the following irritate you the most when dealing with customer 
service departments? Choose the top three and compare with a partner. 

on the phone 

• Being put on hold

• Speaking to a
disinterested person

• Choosing a series of
options during your call

• Finding the customer
service number is
continuously engaged

• Being cut off

El Discuss these questions. 

face to face 

• Unhelpful customer
service personnel

• Stressed or  indifferent
staff

• Salespeople with poor
product knowledge

• Too few staff at
peak times

• No company policy on
customer service or
complaints

1 How important to a company's success is customer care? 

2 Is it possible to have too much customer care? 

repairs and refunds 

• Delays on repairs

• Delays in getting
money back

• No replacement
equipment while repairs
are carried out

• Poor-quality repairs

• Disputes over credit
notes, 'proof of purchase',
etc.

3 In what situations can too much customer service become a problem? Have you ever 
experienced this? 
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UNIT 10 • •  CUSTOMER SERVICE 

Complete the beginnings of the sentences (1-7) with words from the box. 
Then complete each sentence with an ending (a-g). 

I compensation complaints guarantee payment rapport refunds standards 

1 When you handle . . . . . . . . . . . .  , it is 
important 

2 You can establish a . . . . . . . . . . .  . 
with a customer if 

3 A money-back . . . . . . . . . . . .  if not 
completely satisfied is often 

4 Companies which do not meet their 
. . . . . . . . . . . . of service 

5 Giving . . . . . . . . . . . .  promptly and without 
fuss to dissatisfied customers is one 
indicator 

6 When a company is at fault, a one-off 
goodwill . . . . . . . . . . . .  is a useful way 

7 Financial . . . . . . . . . . . .  for poor customer 
service is not the 

a) only way to meet customer
expectations.

b) will lose customers.

c) you know about their buying habits.

d) to be diplomatic.

e) to retain customer loyalty.

f) of high-quality customer service .

g) a minimum expectation these days.

ll Match the idiomatic expressions (1-7) to their meanings (a-g). 

1 pass the buck a) forget to do something

2 get to the bottom of the problem b) paid far too much for something

3 the last straw c) avoid responsibility

4 slip my mind d) find the real cause of something

5 ripped off e) the last in a series of irritating events

6 talk at cross purposes f) try harder in order to achieve something

7 go the extra mile g) misunderstand what someone else is
referring to

D Use the expressions from Exercise B in the correct form to complete these 
sentences appropriately. 

1 The helpline person was very good and spent time with me. She started at the 
beginning in order to . . . . . . . . . . . .  and find a solution. 

2 He's the person responsible. He shouldn't try to . . . . . . . . . . . .  and blame others for 
his mistakes. 

3 Several customers have complained about our service contract. They say they're 
paying far too much and feel they have been . . . . . . . . . . . .  . 

4 I meant to send him a brochure, but we were very busy. I got distracted and it . . . . . . . . . . . .  . 

5 They wanted to place a larger order. I thought they wanted a bigger discount. 
We were . . . . . . . . . . . .  . 

6 They ignored my complaints, but what made me really angry was when they refused 
to refund my money. Really, it was . . . . . . . . . . . .  . 

7 She was extremely helpful and was prepared to . . . . . . . . . . . .  to solve the problem,
so I'll definitely use the company again. 

m Work in two groups. Choose the five best suggestions from your group's 
advice sheet. Then form new groups. Negotiate a single list of the six best 
suggestions from both sheets. 

Group A: Turn to page 144. Group B: Turn to page 138. 
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UNIT 10 H CUSTOMER SERVICE 

Customer 
service 

El You are going to hear an interview with Philip Newman-Hall, Director 
and General Manager of Raymond Blanc's restaurant Le Manoir aux 
Quat'Saisons in Oxfordshire, England. In groups, discuss the best and 
worst customer service you have had in a restaurant. 

e �>» CD3.10 Listen to the first part of the interview. Would you like to go to
Le Manoir? Why? I Why not? 

II �>l) CD3.11 Listen to the second part and complete these extracts.

I would say that we try to exceed . . . . . . . . . . . . . . . . . . . . . . . . 1, [ ••• ] we have to have . . . . . . . . . . . .  2 with 
the . . . . . . . . . . . .3 and we have to try and judge each client . .  . . . . . . . . . . 4, so that we sense what

Philip Newman-Hall they are . . . . . . . . . . . .  s for and try and . . . . . . . . . . . . 6 that service all the time.

We also must provide . . . . . . . . . . . . . . . . . . . . . . . .  7 of service . 

... 'the standards you set are the . . . . . . . . . . . .  8 you . . . . . . . . . . . . 9'. 

m �l)) CD3.12 Listen to the third part and answer these questions.

1 What do all the staff at Le Manoir do, and why is this useful when dealing with 
demanding customers? 

2 What does Philip say about expectations? 

Watch the interview A an the DVD-ROM. W D �))) CD3.13 Listen to the final part. How are customers changing, what are
they doing, and how can this be useful? 
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READING 

Changing 
customer 

El Read the article on the opposite page quickly and say if the writer agrees 
with these statements. Ignore the words in bold for the moment. 

1 Customer service is very important. 

Service 2 Good customer service means always being able to speak to a person.

0 Read the article again and answer these questions. 

1 How has customer service changed? 

2 What did some customers not like at first?

3 What can companies do with customer data? 

4 Why do a lot of customers have bad experiences? 

II Summarise paragraph 5 in one sentence. Then compare your summary with 
a partner. Finally, discuss whether you agree with the position taken by the 
author of the article. 

llJ Find idioms in the first and last paragraphs that mean the following. 

1 to say that you support or agree with something without doing anything to prove it 

2 while physically close to someone

3 information you get by someone telling you 

D Complete these sentences using the idioms in Exercise D. 

1 I'd rather explain . . . . . . . . . . . .  , not on the phone. 

2 . . . . . . . . . . . .  is one of the best ways of getting business. 

3 Some companies don't really care about career development, they just . . . . . . . . . . . .  to it. 



UNIT 10 � �  CUSTOMER SERVICE 

Customer service is changing 
the world: Up close and global 
by Mike Betzer, President of Relationship Technology Management at Convergys 

Customer service has changed. Thirty 
years ago. for example, service was 
personal and familiar and when issues 
arose, they were typically handled 

s face to face with a local manager. 
Now. global corporations have 

m i l l ions of  customers. By using 
customer service experts and the 
latest technology, these companies 

10 were able to focus on dealing with 
their bread-and-buner business. The 
thinking was that by refocusing in 
this way, productivity and innovation 
would increase, enabling organisa-

1 5  lions LO bring new products to market
more quickly. 

This approach generated its share 
of bad press. It took many customers 
a long time to get used to speaking 

20 Lo customer scrv ice representatives 
based i 11 other parts of the world or 
mechanical systems that didn't offer 
the right choices. 

A new approach was called for. 
25 Businesses needed Lo adapt locally 

in order 10 c a p i t a l ise g l o b a l l y .
They needed 10 take t h e  traditional,
personal approach and apply i t  to 
t h e i r  customer service strategy 

3 0  across the world. They needed to get 
personal while operating on a global 
scale.  For example,  confectioner 
Thornton's l istened to customer 
feedback and developed a more 

35 personal service, using a new g i ft 
service 10 drive sales of i ts  h igh
end products. 

Companies need to use a l l  their 
resources effectively. The famil iarity 

40 of technology today means custom
ers no longer recoil from voice and 
touch automated services, as long as 
they meet t h e i r  req u i rements ,  
whether they are requesting account 

45 statements or need to replace a 
broken phone. The response also 
has to be personal . This means 
pre-empting the customer's needs 
and acting intuit ively to min imise 

50 the time they spend on the phone.

This is where the customer insight, 
mentioned above, coupled with the 
means to deploy this with the front 
line, comes in.  

55 Companies need to collate and 
a n a l yse the h u ge a m o u n t s  of 
customer data they store. creating a 
central repository that can b u i l d  
profiles o f  customers. Using insights 

60 i n t o  t h e i r  l o c a t i o n ,  pre v i o u s  
purchases, personal data and other 
in formation, customer management 
systems can react as soon as a cus
tomer contacts the business. A bank 

65 customer rings an automated number 
and is prompted to enter an account 
number. Triggered by the unique 
number,  the technology ' k nows· 
what services the caller already has, 

10 what issues they may have inquired 
about in the past, and then builds a 
profile of the customer and offers 
choices or remedies to sui t  their 
individual needs. Behind all Lhis waits 

15 an agent, monitoring several cal l s .  
Should a customer become irate or  
frustrated, the agent· can intercede and 
provide a valuable human contact, 
knowing exactly what the customer is 

so trying to achieve. 
Using analytics can be the d i ffer

ence between a posi t ive and a 
negative experience for the customer. 
Yet businesses often don't make the 

85 best use of these insights. Companies 
seem happy to rely on canned,  
scripted responses, poorly trained 
agents and clunky systems to deliver 
customer services. It's therefore no 

90 surprise that so many people have 
horror stories. While 30 years ago, 
word may never have leaked out 
about a poor customer service inci
dent, now it can be found as easily as 

95 searching on Google. 
What companies need to remember 

is that maintaining, or perhaps even 
acquiring, an outsourced customer 
service infrastructure could be the 

1oodifference between maintaining a 
cadre of loyal customers during the 
downturn and being first off the line 
when the race restarts, and being left 
behind. Outsourcing l ike this is not 

10s an indulgence; i t  is a crucial part 
of business. 

If companies pay l i p  service to 
customers, whether consumer or 
business, they run the risk of missing 

1 10 out on valuable profits; those that 
value their customers and view them 
not only a source of revenue but also 
a means to improve as a business can 
reap the rewards. They can secure 

1 1 5  continuous business as well as posi
tive word of mouth by keeping things 
personal when working globally. 

D Which changes in customer service mentioned in the article have you 
noticed, and in which industries? 
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100 

• A gerund is formed from a verb but can behave like a noun.

- I t  can be the subject of a sentence or clause.
Satisfying the customer is the aim of every business. 

- It can be the object of a sentence o r  clause.
I hate listening to computerised voicemail mazes. 

- It often follows a preposition.
They became successful by listening to their customers. 

A useful way to use gerunds is in lists. (See page 96, Exercise A, 'on the phone'.)

• Gerunds are formed by adding -ing to the base form of the verb:
launch - launching; involve - involving; get - getting

• Begin, start, continue and intend can be followed by the gerund o r  to with little or no
difference in meaning.

• Some verbs can be followed by either a gerund or an infinitive, but the choice can
lead to a change in meaning.
-She remembered to update the customer database. (She didn't forget.)
- She remembered updating the customer database. (She has a clear memory of this.) 

� Grammar reference page 1 50 

rJ The article on page 99 has many examples of the gerund (shown in bold). 

a 

Find: 

1 two examples as the subject of a sentence 

2 one example as the object of a sentence or clause 

3 three examples following a preposition. 

Match these sentences (1-6) to their meanings (a-f). 

1 I regret telling you ... a) I am sorry about the bad news I am about

2 I regret to tell you ... 
to tell you.

3 We stopped producing the Alpha b) I told you and I wish I hadn't.

model. c) We stopped the production of something

4 We stopped to produce the Alpha else in order to produce the Alpha model.

model d) We stopped the production of the Alpha

5 I tried speaking to Customer 
model.

Services. e) I couldn't get through to anyone there.

6 I tried to speak to Customer f) It didn't resolve the problem.
Services. 

II Complete these guidelines for improving customer service with suitable 
gerunds. Add some tips of your own. 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

Improving customer service 

Recommended ways of improving customer service include: 

r�.t�rnir19. calls promptly. 

. . . . . . . . . . . . . . . research to find out what customers need.

. . . . . . . . . . . . . . . staff training programmes in customer care. 

. . . . . . . . . . . . . . . quickly with complaints. 

. . . . . . . . . . . . . . . the customer is happy with the outcome. 

· · · · · · · · · · · · · · ·  from complaints. 

. . . . . . . . . . . . . . . a rapport with customers.

· · · · · · · · · · · · · · ·  about customers' buying habits. 

. . . . . . . . . . . . . . . refunds promptly to dissatisfied customers.

. . . . . . . . . . . . . . . customers who are worried. 



USEFUL LANGUAGE 

SHOWING INTEREST 

How can I help? 

Really? 

That's interesting. 

Right/OK/Mmm/Yes/No 

UN IT 10 .... CUSTOMER SERVICE 

El How do you know if someone is not listening to you? How does it make 
you feel? 

13 Which of the following do you do to show people that you are listening 
to them? Can you add any other suggestions? 

• Look people directly in the eye at all times.

• Nod your head often to show interest.

• Repeat what the speaker has said in your own words.

• Be aware of the speaker's body language.

• Interrupt the speaker often to show you are listening.

• Think about what you are going to say while the speaker is talking.

• Use body language to show you are attentive.

• Try to predict what the speaker is going to say next.

• Ask questions if you do not understand.

• Say nothing until you are absolutely sure that the speaker has finished.

II �>l) CD3.14, 3.15, 3.16 Listen to three conversations in which people are talking
about customer service and make notes under these headings. 

a) The product or service involved

b) Reasons why the customer thought the service was good or bad

EJ �>l) CD3.14, 3.15, 3.16 Listen again. Tick the words and phrases in the Useful
language box below that you hear. Then add other words and phrases of 
your own. 

IJ Work in pairs. Describe the best thing that you have ever bought and say 
whether you were influenced by the service you received. When your partner 
is speaking, make an effort to listen actively. Use some of the language from 
the Useful language box. 

ASKING FOR DETAILS 

So what happened? 

What did you do next? 

How did you deal with it? 

SUMMARISING 

(So) you think ... 

(So) you're saying ... 

(So) what you're really concerned/ 
unhappy about is ... 

Mmm, let's hear the full story ... 

OK, go on ... 

What did you like especially about ... ? 

What else impressed you? 
REPETITION / QUESTION TAGS 

SHOWING EMPATHY 

I know what you mean. 

How awful! 

I'm not surprised you're upset. 
I really understand how you feel. 

CLARIFYING 
Yes, that's right. 

Are you saying ... ? 

What (exactly) do you mean by ... ? 

Could you be more specific, please? 

Have I got this right? 

A: We've reduced customer complaints 
by 30%. 

B: 30%? I Have you? 

A: Our department gets at least 20 
complaints a week. 

B: Wow! Twenty complaints a week? 

A: We believe the customer's always 
right. 

B: Always right? Do you really believe 
that? 
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H U RRAH 

Background 

You are members of the Customer Services Department of Hurrah Airlines, a budget airline 
company based at J FI< Airport, New York. Hurrah Airlines offers low ticket prices for flights to 
Europe and limited services. It makes up for the low ticket prices by charging for extras like 
food, priority boarding, seat allocation, excess baggage, etc. You often receive correspondence, 
telephone calls and voicemail messages from customers who are unhappy with your service. 
Callers seem to forget that you are a budget airline, so you must keep operating costs low in 
order to provide passengers with cheap tickets. However, you have to deal diplomatically and 
effectively with these dissatisfied customers and to come up with solutions to their problems. 

you is the Customer Service Manager 
and the other is the Assistant Customer 
Service Manager. Read the written 
correspondence on the right and on 
the opposite page. Then listen to 
the telephone conversation and the 
recorded message, and make notes on 
the key points made by each customer. 

Because you are so busy, decide which 
complaints you will handle now as a 
priority, and which you will leave until 
later. 

Discuss how you are going to deal with 
the complaints that you have prioritised. 

As one group, discuss how you could 
improve the service you offer to your 
customers. 

Customer ServiceSDepartment 

From: Martha Gomez

Subject: !Complaint 

I'm writing to you because I can't get through 
to your helpline. I've been trying all week, but I 
get put on hold and then no one answers me. 
My problem is, I flew from New York to London 
last week on your airline, but when I got to the
airport, I couldn't find my suitcase at baggage
reclaim. I told someone at your desk. They 
promised to investigate and call me. Since then, 
nothing. I'm Brazilian, a single woman and on 
my own in London. I must get my suitcase back. 
It's got some expensive clothes, some important 
documents and some jewellery. I've no insurance 
for the items. And I don't think I've got any bills for 
the things I brought. 

Please help me. 



!customer Services Department 

From: !Robert MacKenzie 

Subject: j27 June

I'm writing to complain about the poor customer service 

you've given me and my family. I called your airline 

to change our flights to Indonesia - there was an 

emergency there and I was advised to delay my visit. 

I e-mailed you several times and called your service 

desk, but got no answers. In the end, I had to go to 

the airport to change the flights - the journey cost me 

$40. I booked new flights for two months' time, and 

was amazed when you made me pay a $300 penalty 

for the new booking. You said the new booking had to 

be within 1 4  days of the earlier booking. I'm disgusted 

with the way you've treated me and my family. What 

are you going to do about it? 

FAX TRANSMISSION 
Is this what you call customer service? I pre-booked 

seats 328 and 32C for me and my ten-year-old daughter. 

I wanted an aisle seat because I ' m  pregnant and you 

often get a little more room in an aisle seat. When we got 

on board, someone was already sitting in the aisle seat 

and the seat next to it. I had to sit in a window seat, even 

though I complained to the stewardess. My daughter 
was put in a seat far away from me. 

My seat had no cushion, just the bare seat base. 

The stewardess wouldn't let me look for another seat. 

The flight was turbulent, it was a nightmare for me. 

On my arrival in Warsaw, I contacted your desk. 

Your representative wasn't interested in my story 

'What do you expect, we're a budget airline,' she 

said to me. 

Krystyna Kaminski 

.. 
4) To: I Customer Services Department 

From: I Jacques Duperrier 

Subject: I September 3 

I'm a disabled man. At the airport, your company 

charged me $30 for the hire of a wheelchair to get 

me on the airplane to Paris. I cannot believe that 

a company with annual profits of over $300 million 

refuses to provide disabled people with wheelchairs 

free of charge. I'm not going to put up with this. I've 

contacted the Disability Rights Commission, who are 

willing to take this to court on my behalf. I 've also 

talked to a national newspaper, which is interested in 

publishing an article about what's happened to me. 

Does your airline really want to be involved in a court 

case and to receive unfavourable publicity? 

I've flown with your airline several times and have never 

had any problems. You have to pay for your food and extras, 

but I expect that. You get what you pay for in this world. 

However, l didn't expect what happened to me last Sunday. 

I got to the airport. went through departures and checked the 

departure board for the flight to Philadelphia. Delayed! One 

hour later, delayed ! Then the flight was cancelled. r stood in

line with a lot of other unhappy passengers for about three 

hours at your desk. When my turn came, you refused to put 

me on a later flight. The earliest flight you offered me was 

7.30 p.m. on Wednesday. That was too late for me. T tore up

the ticket and went home. 

1 've heard nothing from your company about a refund.

I should point out that the taxi to the airport cost $38, the hotel 

room near the airport was $ 1 00 and the ticket $220 return. 

I look forward to hearing your comments with interest. 

Yours sincerely, 

Kirk Danson 

Watch the Case study 
commentary on the DVD-ROM. 

Writing 
Write a short report for the D irector of Customer 

Services summarising the problems that customers 

have experienced and make recommendations for 

improving the service to customers. 

Cl Writing file page 131
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