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COMMUNICATION SKILLS
VED

Responding to customer concerns

Lesson outcome Learners can use a range of expressions to manage customer relationships
and support a colleague.

Lead-in 1A Thereisa saying in business: ‘the customer is always right’. Work in pairs and
discuss these situations. Is the customer right in each case?

1 Apassenger boards an aeroplane wearing a hat with an offensive slogan on it. Other
passengers complain, and the cabin crew ask the passenger to remove the hat. The
passenger refuses.

2 Aman orders a meal in a restaurant. The food takes a long time to come, and when it
finally arrives it is cold. The man complains to the waiter.

3 Awoman goes into a shop to buy a blouse. The shop assistant offers to help, but she
says sheis just looking. She tells him to leave her alone. Later she needs help from the
assistant, but he is nowhere to be seen. The woman complains to the store manager.
How would you react if you were the:

pilot on the aeroplane?

restaurant manager?

store manager?

B 731 Watch as Daniel talks to Beata and then calls Mateo.

What is the main issue they need to resolve?

What does Daniel think may be the reason for this?

What alternative reasons does Beata suggest?

Daniel says there are ‘one or two small things’ to discuss. How does Mateo respond?

Do you think the phone call will go well? Why / Why not?

In small groups, discuss which is the best approach (Option A or B) for Daniel to
take in the phone call with Mateo. As a class, decide which video to watch first.

Go to MyEnglishLab for v K
extra video activities. Option A - Daniel should listen carefully to what Mateo has to say, but not make any

comments about Beata’s actions

Option B - Daniel should listen carefully to what Mateo has to say, but make it clear
that he fully supports Beata.

B Watch the two videos in the sequence the class has decided and answer the
same questions about each video.

What reasons does Mateo give to explain his position on the refrigeration issue?
How does Daniel react to Mateo’s arguments about the refrigeration issue?

How does Daniel respond to Mateo’s criticisms of Beata?

What does Daniel promise to do after the telephone call? 0

How many times does Daniel refer to Beata?

optionA [ 732
optionB B 733
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How do you think Beata and Mateo felt at the end of each sequence? In pairs,
discuss the advantages and disadvantages of Daniel’s different approaches.
Do you think he should have shown his support for Beata? Why / Why not?

5 B 734 Watch the Conclusions section of the video and note down the points
the speaker makes about the two approaches.

Reflection 6 Thinkaboutthe following questions. Then work in pairs and discuss your answers.
1 Which approach would you prefer to use in such a situation? Why?
2 Whatis one advantage and one possible disadvantage of such an approach?
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Functional Responding to customer concerns

language 7 Use the seven phrases from the video (a-g) to complete the gaps in the table (1-7).
a lam sure we'll [come up with a solution]. e Letme[do some calculations and speak
b [Beata]is correct about that. tomy people].
© ljustwant to hear your side of things. f [Beata] is absolutely right on this.

d [Beata] hasfilled me in on allof the details. 9 [Please understand] | see your point.

A Explaining the reason for the n

conversation | just want to make sure everything is OK.
B Confirming you already have 2

specific information Beata has told me about that.
C Supporting a colleague 8

I have to say Beata [is right / has a point].

D Reassuring a customer g
s

I'm confident we'll come up with a solution.
E Outlining your next step H

I'l[go through all the details / double check all the data]
with Beata.

8A Read the scenario on the left. What can the manager say to respond to the
customer’s concerns? Use phrases from Exercise 7.

Manager: Explain the reason for the conversation.

A customer has asked to
speak to a manager to
discuss a bill, which he/

she feels is too high. The Customer: ‘I think my billis wrong. | told your colleague that he forgot to include
manager’s colleague has the 10 percent discount.”

explained the situation: Manager: Confirm that you already have specific information.

the customer has a card

offering a0 percent Customer: ‘Your colleague said the discount does not apply and that | should speak

i 3 to you about this.”
discount, but it does not
apply to this product. The Manager: Support the colleague.

manager phones the Customer: ‘I have to say | am not happy about this situation.”
customer. Manager: Reassure the customer.

Customer: "What are you going to do about it?’

Manager: Outline your next step.

Teacher’s resources:
extra activities B Work in pairs and roleplay the phone call.

9A Workin groups of three. Turn to page 130 and choose one of the scenarios.
Decide who will take the roles of the manager trying to control the situation,
the unhappy customer and the observer.

B Read the complaint for the scenario you have chosen and the instructions
for your role.

C Roleplay the telephone conversation between the manager and the
customer. If you are the manager, try to uses phrases from Exercise 7.

D When you have finished, decide if the customer is now satisfied. Listen to the
observer’s feedback. Discuss what went well, what didn’t go well and how
you can improve next time.

T T e e e R S e e AP

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

Self-assessmi





