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7,2) Hanging on the telephone

Learners can use a range of verbs taking to-infinitive or -ing.

1 Dpiscuss the questions.

1 Lookat the five typical ways to communicate with a customer service department on
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 () any you have.

a an automated message gives you a list of options

b you listen to music or advertising while waiting

¢ an automated 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 get bored waiting and hang up

3 Which experiences in question 2 do you find most annoying or frustrating?

Listening 2A €701 Listen to two phone conversations in which a customer calls her

., Teacher’s resources:

>70¢

extra activities

internet and phone provider. What was each call about?

B Inwhich conversation do you think the agent used a script? Why?

3 4702 Listen to the first phone call again and complete the useful phrases
with a word or short phrase,

1 Allouragentsare_________right now, please hold.

2 Good afternoon, my name is David. your name, please?

3 I help you, Angela?

4 Isthe in your name?

5 Canl for some further identification?

6 Canyou the phone number for this account, Angela?

7 1 to our customer service agents.

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

9 This will take a few seconds. I'll just put you "
10 Isthereanythingelselcan_______thisafternoon, Angela?

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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Look at the audioscripts for the two phone calls on page 150 and underline
useful expressions for the customer side of the conversation.

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?

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

3 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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7.2 D! Hanging on the telephone

Grammar Verb + to-infinitive or -ing

7 A Choose the correct options i italics. In one case both options are possible.

Call1 Call2
1 Do you have any mobile phone numbersyou'd 6 |want to query/ querying my mobile
like to add / adding to your account? phone bill.

Have you tried to switch off/ switching off
the wifi router and to turn it on / turning it on
again?

Can you tell me if the lights start to come on /
coming on on the router?

They've started to come on / coming on.

I'm just trying to get / getting into my email.

7 Idon't remember to use/ using the
phone’s data.

8 We always recommend to contact /
contacting customer services to
check roaming charges.

9 [I'llcertainly remember to look for /
looking for a cheaper operator as

soon as | can.
B Look at the sentences above and complete the information with to-infinitive,
-ing or both forms.
1 After the verbs would like and want only use
2 After the verb recommend only use
3 After the verbs remember; start and try use

= page 124 See Grammar reference: Verb + to-infinitive or -ing

8 write these sentences in a different way by using to-infinitive or -ing.
Does the meaning of the sentence change or not?

5 Iforgot to pay the phone bill last month.

6 Hebegan complaining about the poor
service.

7 Shetried not to get angry.
8 He prefers tosit at the frontin the cinema.

| 1 Did you remember sending the email?

2 They stopped to look at the new website
design.

3 We continued to argue about the charges.
4 Shewent on to askfor a discount.

9a

Complete this message that Angela Parsons wrote on her internet provider’s
forum page with the correct form of the verbs in brackets.

My phone bill last month was three times more than usual. | couldn't afford *

(pay) this bill and | felt the company failed 2 (inform) me clearly about the
high roaming charges. The company risks *. (lose) lots of customers if it keeps

t (operate) like this.

The customer service agent | spoke to would not agree ° (reduce) the charge.
So | am now seriously considering ¢, (go) to another provider because | want to
avoid 7 (get) a shock like this in future. Would you please agree

(give) me a partial refund?

" Teacher’s resources: B If you were the company, how would you reply to Angela’s request?

extra activities

. =P page 117 See Pronunciation bank: Unstressed syllables at the end of a sentence

Writing LOA why might a customer complain to one of these companies?

bank internet service provider insurance company telephone company

B You want to write a message on a company’s forum page to complain. Choose
one of the companies in Exercise 10A or use your own ideas. Write about 100
words. Include the following details:

« whyyou are writing to complain. » the action you want the company to take.
« how you feel and any relevant details about the service or product.

+ How successfully have you achieved the lesson outcome? Give yourself a score
from 0 (I need more practice) to 5 (I know this well).
+ GotoMy Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment





