DEMO
materials taken from Business Partner B1, p.70, 150
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5 Look at the audioscripts for the two phone calls on page 150 and underline
useful expressions for the customer side of the conversation.
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A=Angela K=Kabir
R1:Welcome to Noderphone. This call may be
recorded and monitored for training purposes. All
our agents are busy right now, please hold.
Allour agents are busy right now. You can also visit
the Noderphone.com website for customer service
information.

D: Good afternoon, my name is David. May | have
your name, please?

A: Yes, it’s Angela Parsons.

D: How can I help you, Angela?

A: My internet connection isn‘t working.

D: Isthe account in your name?

A: Yes, itis.

D: Canljustask for some further identification?
Can you give me the phone number for this
account, Angela?

A: Yes, it's 0208 892 2149.

D: Thankyou, Angela. Ill put you through to our
customer service agents. Can | ask before you go,
do you have any mobile phone numbers you'd like
to add to your account? There is a special offer
right now.

A: No thank you, David. | only have one mobile
and it's already on this account.

D: OK, just transferring you now.

RL:All our agents are busy right now, please hold.
K: Hello, Angela, my name is Kabir, how can | help
you?

A: 1just told your colleague, my internet isn‘t
working.

K: Isee. Have you tried switching off the router
and turning it on again, Angela?

A: I'msorry, | can't hear you very well. Could you
speak up, please?

K: Yes, of course. Have vou tried switching off the
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A: Yes, I've done all that. The lights don’t come on
asusual though.

K: OK, lLre-boot it from here. This will take a few
seconds. I'll just put you on hold ...

K: Hello Angela, can you tell me if the lights start
to come on on the router?

A: Yes, something’s happening. They've started
coming on. There’s a yellow light, and now two
blue on the left, oh, and another yellow one on the
right.

K: Areyou in front of your computer?

A: Yes, I'm just trying to get into my email. Yes, it’s
working now.

K: Is there anything else | can assist you with this
afternoon, Angela?

A: No, that’s fine, thanks.

K: Havea nice afternoon.

2

R2 = Recorded message2 A=Angela J=Judith
R2:Welcome to Noderphone. This call may be
recorded and monitored for training purposes.
Please say the phone number about which you
have an issue. If it is the phone from which you are
calling, say ‘It’s this phone.

A: It's this phone.

R2:How can | help you today?

A: | have a query about my mobile phone bill.
R2:I'm sorry, | don‘t understand. For internet
services, press one; for television services, press
two; for ... press seven; for technical support, press
eight; or please hold to speak to an agent.

J: Good morning, this is Judith speaking. Can |
have your name, please?
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A: Atlast! Yes, it’s Angela Parsons. It’s taken me
fifteen minutes just to speak to a real person.

J: I'm sorry for the long delay - we're receiving
lots of calls today. How can | help you, Angela?

A: want to query my mobile phone bill for last
month. It's ninety-three euros thirty-eight cents.
That’s more than three times what | normally pay.
J: Canljust ask your date of birth for verification
purposes?

A: Yes,it’s 234 June 1988.
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J: Thank you, Angela. I'm just looking at your bill
on the screen. Yes, | see you were in Andorra and
there was a roaming charge of forty-six eighty-
seven.

A: What? A roaming charge? Why?

J: Andorraisn't a European Union country. It falls
into our Rest of the World, Zone 2.

A: But...Idon’t remember using the phone’s
data, | used the hotel’s wifi connection and | only
called my mum a couple of times. Look, could you
possibly reduce the charge?

J: I'msorry, we can't do that, Angela. We always
recommend contacting customer services to check
roaming charges abroad before you travel. Next
time don't forget to do that. You can also find the
information on our website.

A: Well, Il certainly remember to look for a
cheaper operator assoon as | can.

Can I help you with anything else today?

Yes, could | speak to your supervisor, please?
I'm afraid shell give you the same information.
Well, | still want to speak to her anyway.

OK, I'm just transferring you now.

PExs

L
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Discuss these questions.

Why do you think customer service agents use a script to do their job? How does it make
you feel as a customer?

How do you feel when a customer service agent uses your name frequently? Do you use
their name?

How do you feel when a customer service agent uses the opportunity of your call to try
to sell you something? Why do companies do this?
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Lead-in 1 Discuss the questions.

1 Lookat the five typical ways to communicate with a customer service department on
o @ the left: email, chatbot, live chat, social media forum, telephone. As a customer, which
do you prefer? Why?

@ 2 Have you ever experienced any of the following when phoning a customer service call
centre? Tick (v) any you have.

a anautomated message gives you a list of options
b you listen to music or advertising while waiting
¢ anautomated message says all the agents are busy
) d you are transferred between departments

” e you have to call several times about the same issue
f you getbored waiting and hang up

3 Which experiences in question 2 do you find most annoying or frustrating?
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2A 701 Listen to two phone conversations in which a customer calls her
internet and phone provider. What was each call about?

B In which conversation do you think the agent used a script? Why?
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4702 Listen to the first phone call again and complete the useful phrases
with a word or short phrase.

Allour agents are right now, please hold.

Good afternoon, my name is David. your name, please?
I'help you, Angela?

Is the inyour name?

Canl for some further identification?

Canyou the phone number for this account, Angela?

it to our customer service agents.

I'msorry, | can’t hear you very well. Could you , please?

This will take a few seconds. I'll just put you .
Is there anything else | can this afternoon, Angela?




image3.png
4 4703 Listen to the second phone call and answer the questions.
What information does the automated message ask for at first?

What problem does Angela have when responding to the automated system?
Why is Angela pleased to speak to Judith?

Why was Angela‘s phone bill higher than usual last month?

What does Angela want the phone company to do?

What does the agent advise her to do in future?
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