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7 > Customer service

Vocabulary Customer service

1 complete the conversation using suitable words.
A: Good to see you again, Giorgio. When did you arrive?
G: Very late last night, Amelia, after a terrible flight. We left late, there was no food and

absolutely no priority’b____ d______ even though we had paid an extra £30 to
geton first!

A: Really? Who did you fly with?

G: One of those budget airlines. It was definitely a(n)?N _-f_____ | __ flight!

A: Oh, unlucky. I gotan upgrade to business®____a ___ !ltwasareal*p __m__ m

service. There was great personal®a__t ________n.There were twelve passengers and
three cabin crew!

G: Sounds amazing!
A: ltwas! We gotsuchVIPetr ____t___ _ t, hottowels, cold drinks, beautiful food ...
G: Very different from my experience! Next time | should fly with you!

2 Choose the corract optionin italics.

Subject: Complaint about recent flight

Dear Sir or Madam,

| am a regular passenger with your airline and | am usually very ! satisfying / satisfied.
Unfortunately, on a recent flight to Athens your staff were not very 2 helpful / helpless.
Firstly, the woman sitting next to me was very 3anxiety / anxious and | called for
4assist / assistance but nobody came. | know passengers can be very

“undemanding / demanding but worried passengers need to be looked after.

Then, the person sitting on my left ¢ requested / request a glass of water. It took fifteen
minutes before he got the water but nobody 7 apologetic / apologised. Generally, on
this flight the crew lacked ®empathy / empathetic and ® handling / handled a number
of situations badly.

I 'hope | can feel ' confident / confidence the next time | fly with you,

Yours faithfully,

Emma Hobbs

3 Put the words in the correct order to complete the sentences.
1 was/ take-off / the / probably / anxious / about / passenger

2 about/aren’t/a/ people/ confident/ lot / flying / of

3 nobody / passengers / to / offered / the / unfortunately / anxious / assistance

4 for/the/passengers/flight attendant / apologise / to / the / the / delay / didn't

5 service/ passengers / was / the / neither / satisfied / with / of / the
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Grammar Verbs + to-infinitive or -ing

1 Match the questions (1-6) with the responses (a-f).

1 Did you mention it to your manager? a No, butl remember putting it in
my bag.

Yes, Alfredo has agreed to manage it.

Have you met the new Sales Director?

o

2
3 Who have they decided to work with?
I3

Have they found someane for the ¢ No, I saw him but | forgot to tell him.
project? d Yes, | called them last night.
5 Did you remember to call the hotel? e Ithink they chose a German company.
6 Have you found your passport yet? f No, I wanted tosay hello but she
was busy.

2 Choose the correct option in italics.
A:Who's that over there?

B: That’s the Customer Care Director. Do you remember *to meet / meeting him last year
at the sales conference?

A: Yes, of course. He's here to talk about his department. Did you hear about our main
competitor?

B: No. What happened?

A:They've lost a lot of business. And unless they improve their systems, they risk
2 to lose / losing more customers.

B: Really?
A: Yes. Apparently, their largest customer is considering * to changing / change suppliers.
B: What happened?

A:They failed “ to realise / realising the importance of good customer service! There were
some problems and the customer asked for a discount.

B: With unhappy customers, | always agree *to reduce / reducing the price the next time.
A: Me, too. Do you want Sto meet up / meeting up for dinner later? I'll pay!

3 Complete the text using the correct form of the words in the box.

book call stay use waste write

| wanted ' a holiday in Italy and a friend recommended 2,
a website called roomz.com. | registered, but unfortunately | didn’t remember
| 2 down my password. Anyway, | booked my room and then went out

shopping. When | came back an hour later, | hadn't received the confirmation

email, so | tried to log in but | couldn't remember the password. So, | decided

4 Customer Services but they couldn't find my booking. | couldn't

afford 8 any more time so at this point | called the hotel directly. They 1
H were very polite but obviously couldn't find my booking either. [ told the person 1

| spoke to that [ would still like ¢ in their hotel and she made the |

booking for me.
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7 Customer service

Reading

The customer is not always king

Julia, 25. We flew to Florianopolis for a relaxing, short
break before my wedding. There were eight of us.
We booked a villa with a pool and the plan was to be
there for a week. We had a brilliant five days, but on
the Friday, completely out of the blue, we got an email
from our airline telling us our flight back to Sao Paolo
on Sunday was cancelled. No other information. We
were told we could book another flight but the next
one was on the Wednesday! We tried to telephone
our airline but they didn’t answer. Their website
crashed the next day because they had cancelled

so many flights. They said we would get our money
back but no news so far. We tried other airlines and
managed to get three tickets for the Sunday but the
rest of us had to book a coach back. Our journey back
was awful — it took fifteen hours because the coach
broke down, not the two hours we were expecting

at the start of the week. | promise | will never fly with
that airline again. Definitely ‘no frills’!

Roberto, 35. We needed to book a car for our holiday
in Florida last September. | made the booking online
but unfortunately | had booked it to start the next day,
not the following Monday. Later that day | checked the
confirmation email and realised my mistake. | went
online and entered the booking number but | was told
that it was too late to change. It was annoying because
it was my own mistake. Anyway, at the top of the
screen was a telephone number and | decided to call
it. They answered the phone immediately and asked
what the problem was. | said it was completely my
fault and probably too late to change the booking.

The young man replied that there was no problem
and in fact it would be $50 cheaper! He changed the
booking and repaid the difference within five minutes.
Brilliant service. It was my fault after all.

H o <

1 Read the article and decide if Julia and Roberto would describe their customer
service experience as positive (v) or negative (x).

Julia O

o w s woNn o= N

Choose the correct option.

- W

a toseeSao Paolo
b to relax before her wedding
¢ toattend a friend’s wedding

2 They got new flights

a for the following week.
b for three of the group.
¢ within fifteen hours.

Luckily, there were no problems with the bus journey.

Why did Julia go away with her friends?

Roberto []

Read the article again and decide if these statements are true (T) or false (F).
Julia booked a holiday for five days. —
Her group bought alternative flights for the return date. —

Roberto couldn’t change his booking online. —_
He had to wait a long time when he phoned. _
He knew he had made the mistake.

3 What mistake did Roberto make when
booking his car?
a Hebooked it from the wrong place.
b He booked it with the wrong company.
© He booked it from the wrong date.

4 The new dates for his booking

a were the following month.
b were less expensive.
© were booked online.
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Functional Responding to customer concerns
language 1 Complete the conversation using the phrases in the box.

correct aboutthat hasfilled meinonthe has told me about that
Illgothrough I'msure letme please, understand that | see
we'll come upwitha  yourside of things

A: Good evening, Madam. | hear that you're not happy with your room. My colleague,

Claudia, ! details. Could you tell me again? | just want to hear
2

B: Basically, | stay here quite often and | always get a room with a bath, not a shower.
lalso like the 4th floor.

A: Yes. Claudia?

B: | explained to your colleague but she said you were full and | couldn’t change. She
said | should speak to you.

A: Claudiais *, .We are full and because you were the last to
checkin, she couldn’t make a change.

B: So, will you be able to do anything about it?

Az the bookings and see if we can make a late change. Why don’t
you have dinner and come back and see me in an hour or 50?

B: Sorry, but I'm not at all hungry. | just want a bath. I'm a reqular customer here, and
that’s the only thing | ask for.

A:® your point, but I'm afraid you'll have to wait. Why don’t you wait
in the bar?

B: OK. But do you think you will find a solution?

A: Yes, I'm confident” solution. | just need an hour or so.
8 speak to my colleagues.®. we'llfind you
aroom with a bath. Hopefully on the 4th floor!

B: Thank you so much. I'll come back in an hour.

Discussing and presenting ideas

2 Read the suggestions between colleagues discussing improving their English.
Put the words in the correct order to complete the sentences.

The training is over for another year. How are we going to keep improving our English?

1 3
(do/ need / the/ thing / we / first / to) (of /idea/ like / team / would / to / push
is to have an English homepage on our /the/ our) having lunch in English at
computers. least twice a week.

2 s

(the/ of /idea / came/ our / up / team (suggest / everyone / to / needs / we)
/with) listening to the news every day read a short story every week and

in English. Just ten minutes of listening discuss it.

is useful.

They are all good ideas. *
(is/ be / thing / to / it’s / got / the) easy.
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7/ Customer service HED

Writing  External ‘thank you’ email

1A put the sentences (a-g) of the “thank you’ email in the correct order.

Dear Henri,

(a) Kind regards,

(b) I would also like to express our appreciation for the way you handled
the last minute changes we made when we realised we would need two
extra analysts and that both of them would need to speak Portuguese.
(©) Thank you and your staff once again for all your hard work. | look
forward to working with you on other projects.

1 (d) | am writing to thank you and your team for your excellent recruitment

services. Thanks to your hard work we now have six excellent new
employees.

(e) Pietro sorted out that problem very quickly and found us two excellent
people.

(f) Can | conclude by saying you showed great professionalism, patience
and good humour throughout the project.

(g) We will definitely use your company again in the future and have
already recommended you to other companies in the industry.

Frauke Hein

B How did the writer organise the email in Exercise 1A? Complete the table with
the letters a-g.

Beginning Details Closing

2 Use the notes below to write a ‘thank you’ email of about 140 words to a supplier.

H

- design company run by Diana
- designed a 10th anniversary brochure

- design was beauvtiful

- their feam was creative and hard-working

- they agreed fo include some extra photos we sent very late
- the price was good value

- the designer (Velleda) was really patient

—the company hope to work with them again

- we have given their name to your professional association

» Write three parts - beginning, details and closing.

« Mention a particular problem.

= Mention a specific person who did very well.




