Learning English through Workplace Communication


Unit 4 Customer Service

Unit 4 Customer Service
Teacher’s Notes

Section A: Group discussion (10 minutes)
Ask students to discuss the questions. Perhaps you have a story to tell them.

Section B: Vocabulary 

Learning Activity 1 (20 minutes)
Students write out questions that they might hear a waiter or a shop assistant ask their customers in a polite way:

1. like / help? 
Would you like any / some help?

2. try / another colour? 
Would you like to try another colour?

3. What / like / eat? 
What would you like to eat?

4. get / something / else?
Can / Could I get you something else?

5. see / menu? 
Would you like to see the menu?

6. try / another size? 
Would you like to try another size?

Learning Activity 2 (20 minutes)
Students look at the statements in a restaurant and a shop. They make them more polite. After that, a student says a rude sentence, her / his partner answers with a polite request: 



Learning Activity 3 (20 minutes)

Students are asked to improve the dialogue which takes place in a book shop. The prompts are there to help them with the patterns of interaction that might take place. 

Useful tip

You might like a pair to go out to the front to perform the rude dialogue first before students change it. In that way, as a warmer they see a very inappropriate, funny dialogue. After that, you could elicit changes from the whole class on an OHT or on the board.

Learning Activity 4 (40 minutes)
Students practise dialogues in different situations. It is also a good idea to get some pairs up to model their dialogues (e.g. in a jewellery shop).


Section C: Emailing / Handling complaints by email

Learning Activity 1 (20 minutes)
Do not give out the ‘Useful tips for emailing’ on page S76 before students work on the activity. Have students work in pairs to decide if the statements are true or false. Explain any statements that students may not understand and encourage them to discuss with their partner to decide on the answers. Ask students to check their answers afterwards and go over the answers with them if necessary.
Answers:
2. F

3. T
4. F
5. F
6. T
7. T
8. T
9. F
10. T
Learning Activity 2 (30 minutes)
Students read the complaint. Ask them questions to make sure they understand it.

They are then asked to proofread two draft replies from different colleagues of theirs. In fact, both are grammatically correct but wrong in register. The first is too informal; the second not direct enough and very exaggerated. You might like to guide students to work out the tone of each letter by asking questions like “As Nicholas, would you accept Draft Reply 1 / 2? Why?” and ask students to underline the parts that are not appropriate.  

Learning Activity 3 (30 minutes)
Students use tips for emailing on page S76 and the notes on ‘opening and closing emails’ on page S80 for support and write a more suitable email. 


Suggested answer:
Section D: Meetings
Learning Activity 1 (10 minutes)
Students are asked to complete the gaps with the relevant words – they need to change the word (e.g. tense / passive form) sometimes. 
a. John, can you take the minutes, please?

b. Andrew will be chairing this part of the meeting.

c. Let’s get down to business, please.

d. The best way, I think, is to go round the table and get everybody’s opinion on this.

e. This meeting has been called to discuss the merger.

f. If we want to get through the agenda, we’d better limit each item to only five minutes.

g.   Have you all received a copy of the agenda?

Learning Activity 2 (30 minutes)
Students work in groups to role-play the meeting. Guide students to elect a chairperson and a secretary in their group. The rest of the group can be asked to report their ideas to the class.

Useful tip

As with all of these group activities, it is a nice idea to bring in a recording device, ask the students to turn it on when they are doing the activity. This can then be used for peer or teacher feedback and even reheard at a later stage for comparison.

Section E: Information finding 

Learning Activity 1 (10 minutes)
Students work together to predict and brainstorm what customers might complain about in the hotel industry: food; noise; no hot water; dirty sheets / towels; rude staff; a problem with the lights / TV / air conditioning / telephone / fridge / lift; another customer smoking. Ask for feedback from the whole class. 

Learning Activity 2 (40 minutes)
Divide the whole class into two big groups: Group A and Group B. Group A will read Text A and Group B will read Text B. With the help of the hints in brackets, students belonging to the same group work together to write the questions they will need to ask to complete the gaps in the presentation about complaints in the hotel industry. When they have finished writing the questions, a Student A will pair up with a Student B. Students in each pair will take turns to ask the appropriate questions to complete the text. When they have finished, they can compare texts to see if their answers are correct.


Section F: Vocabulary 

Useful tips

Note that the word ‘customer’ collocates with a number of other words to form compound nouns or compound adjectives: satisfaction, loyalty, care, service, oriented and related. 

Learning Activity (20 minutes)
Students are asked to fill the gaps with the correct words or phrases from the box. The words represent quality control as well as customer services. Students work in groups and are encouraged to make use of the context and their language knowledge to guess the meanings of any words they are not sure about.

Answers: 
	1. failure 
	2. checks
	3. inspectors
	4. guaranteed
	5. after-sales service

	6. satisfaction  
	7. discount
	8. polite
	9. tested
	10. loyalty


Useful tip

You might like to ask students to create a table like the one below to organise their vocabulary. You may also like to give students some dictionary practice for this. They need to know the meaning of the words and which word type can go into which gaps (e.g. verb or noun) so this is an interesting grammar activity for them. Stress the significance of word class here as this is a useful skill to have in English for guessing the meaning of words in context.

	Noun
	Verb
	Adjective
	Adverb

	
	
	
	



Section G: Formal letters of complaint
Learning Activity 1 (20 minutes)
The questions could be answered through a reading race. Students are asked to find the answers to the questions by scanning ‘Tips for letters of complaint’ and ‘Complaint letter template’ on pages S89-S90 as quickly as they can. You might like to put an A3 text on the wall or just give them a copy per group.

Answers:

1. Dissatisfaction with the product or service received
2. To keep the customer happy
3. Someone who has been trained in the customer service department to deal with complaints
4. ‘Attention: Customer Service Department’
5. All the dates, times, purchase orders and invoices in the letter
6. ‘Yours faithfully’
7. By complimenting the company’s normal service
8.  By saying that we look forward to hearing from the company soon and that we appreciate their help

Learning Activity 2 (20 minutes)
In groups of five or six, students read the letter of complaint and answer the questions. Go over the complaint and response letter templates with students. You may also revise with students the business letter writing basics on page S50 and go over some of the vocabulary / expressions in the letter which can be used for writing a complaint letter, e.g. I am writing to complain about, we found that, we would appreciate it if you could, we would like to.

Answers:

1. Several of the rearview mirrors of the new two-door environmentally-friendly cars are faulty.

2. It happened on 8 October, 2008.

3. Ms Chan of Quest Company is writing the letter.

4. She wants Mrs Tung to pick up the cars, check every one of it herself and fix those with the problem mentioned. She also wants Mrs Tung to refund all her expenses.  

Learning Activity 3 (60 minutes)
Go over with students the sample customer service response letter at the bottom of page S93 before asking them to write a reply to Ms Chan at Quest Company.

Sample answer: (The underlined parts in the answers are for use in the adapted activity that can be done with the less advanced students. Please see details of the activity at the bottom of this page.) 



Section H: Telephoning

Learning Activity 1 (10 minutes)
Students are asked to match functions and language for making and handling telephone complaints. 
Answers: 

	1. A
	2. B
	3. D
	4. C
	5. F
	6. G
	7. E
	8. H


You might like to revise with students ‘Telephoning – functions and language’ on page S10 to make sure that they are ready for the next activity.


Useful tip

It is a good idea to play some memory games here (a quiz, board race, pelmanism) to help students to remember the phrases.

Learning Activity 2 (30 minutes)
Students conduct the conversations. To do this, you might like to divide the class into As and Bs by asking students to choose if they are making or handling the complaint. In their groups of A or B, they prepare what they might say. When they are ready, they pair up and conduct the conversation. You may suggest to students the following procedures to follow:

1. get the person they intend to speak to

2. state their purpose of call
3. give details about what they wish to complain about
4. state the action that they wish to be taken
They can also refer to the handout ‘Making and handling complaints on the telephone (complainer / receiver)’ on page S97 for help.

Useful tip

It helps to sit students back to back to make this type of activity more authentic.

Section I: Self-access learning task (60 minutes)

Students are asked to record themselves making a presentation about the workplace language skills they have studied during this course. They think about skills such as presenting, interviewing, telephoning, participating in meetings, emailing, writing business letters, report writing and dealing with customers. They might like to talk about company products and dealing with complaints. The main thing for students to do is to present the most important things that they have learnt in the module and say why they think these are useful for their future.




























































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Objectives





By the end of the lessons, students will be better able to:


use polite spoken discourse to role-play a number of customer service dialogues (face-to-face)


identify words or phrases to express concepts related to customer services and talk about them


identify appropriate register of a reply to a complaint email


identify useful tips for writing formal letters of complaint


identify language used for making and dealing with complaints on the telephone


make and deal with complaints on the telephone


hold a meeting to get an action plan together





Time Needed





8 hours 20 minutes





Learning / Teaching / Assessment Tasks / Activities





Students compare their experiences of customer service, e.g. at a restaurant


They transform impolite language into polite language and use other related customer service language to role-play several different situations


They read and ask questions about a text describing customer complaints in a hotel


They read tips about emailing


They read and identify suitable language and register for a complaint email


They practise using telephone language for making and dealing with complaints


Self-access learning task: they write and / or make a presentation about the workplace language skills they have studied during this course





Materials Required





Handouts on ‘Customer Service’











Catering for Learner Diversity





For less advanced learners, you might like to revise with them the use of modal verbs, in particular:


would you OR shall / can / could I  + infinitive





A difficult customer in a restaurant





May I have a coke, please?


Would you pass me the salt, please?


Can I have another drink, please?





A rude customer in a shop





May I take a look at those shoes, please?


This pair’s too expensive. Would you mind showing me that one, please?


Is it ok to pay with EPS?





Catering for Learner Diversity





For less advanced students, you might like to provide the starters in brackets after each statement, e.g. 1. May I…?, 2. Would you…?.





Catering for Learner Diversity





For less advanced students, you might like to give the students some time to write out a dialogue on rough paper before they practise.





Catering for Learner Diversity





For less advanced students, you might give a copy of the sample answer with useful words or phrases (e.g. misunderstanding / please accept) taken out, OR you might like students to do paragraph / sentence re-ordering.








Dear Mr Lao





Thank you for your email. I am very sorry to hear that these problems occurred.





Apparently, there was a misunderstanding between the shipping clerk and our warehouse staff. 





I have written to the shipping department and have been assured that the new shipment was sent to you two days ago. You will receive it tomorrow.  





Once again, please accept my apologies. This will not happen again.





Yours sincerely





Karen Chun


Customer Services





Full text





Complaints occur every day in a big hotel. All staff, whether front of house or cleaners, will probably have to deal with an angry customer at some stage. This is because hotel staff are always in direct face-to-face settings with customers. 





Often people will complain about the noise from another guest’s room or that the room is untidy. There are often problems with the phone bill or the room bill. For example, a guest is certain he or she hasn’t had anything from the fridge in the room but there’s a charge anyway. 





All staff have to have training in dealing with customers properly. This involves the following steps: 





Listen carefully and with empathy. Never interrupt or look distracted.


Apologise for the problem (even if you have nothing to do with it).


Check with the customer to make sure you understand the problem.


Explain why the problem could have occurred but do not blame any one person in particular.


Promise prompt action and let the guest know that you will make sure someone gets onto it immediately. 





If our staff can follow these easy steps, they can avoid making customers particularly hostile and hopefully the problems can be solved very quickly and without incident.





Catering for Learner Diversity





For less advanced students, you might like to go over some of the key terms that appear in the text with them, e.g. front of house, face-to-face, guest, empathy, distracted and hostile, before they work in groups on the activity.





Catering for Learner Diversity





For less advanced students, you could consider turning the gap fill exercise into a multiple-choice activity.


e.g. 1. Our first model had to be redesigned due to a mechanical ________.


a. success	b. failure


Note: You could highlight the contextual clue given by the prefix ‘re-’ of the word ‘redesigned’ to help students get at the answer.





For more advanced students, you could use the 15 words below and ask students to make their own sentences with the remaining five. They should leave a blank where the word should be and test their partners. 





failure            polite            modify          reliability       tested        checks      


loyalty               discount           guaranteed               after-sales service         care     


satisfaction          inspectors           control            rudeness             





Catering for Learner Diversity





For less advanced students, ask four questions instead (Questions 1, 2, 3 and 5) which focus more on content and provide a simplified set of tips. Here is an example:





‘Letters of complaint in the workplace are usually about dissatisfaction. Companies which receive a letter of complaint normally react quickly because they want to ‘keep the customer happy’.


The person who reads and answers the letter of complaint is generally not the person responsible for the error. Rather, it is probably someone in the customer service department trained to deal with complaints. Therefore, you should write the letter of complaint in a polite tone.


The content of your letter should be straightforward. It gives relevant information about the problem and the options to resolve the problem that you would find suitable. You should supply all the dates, purchase orders, and other relevant details.’





For format and style, leave it to Learning Activity 2 when students get to read a formal letter. You can make use of the complaint letter template to reinforce students’ understanding in this area.





Cars for All


986 Nathan Road


Yau Ma Tei


Kowloon





15 October 20XX





Dear Ms Chan





Subject: Complaint about rearview mirrors





I am writing in response to your letter dated 10 October, 20XX, regarding the faulty rearview mirrors. 





We would like to express our sincere apologies for the inconvenience caused. 





The rearview mirrors in question are in fact provided by another company and we are only responsible for installing them at our factory. However, we are of course prepared to take the blame for this as we should have checked that they were fine before distributing the cars. 





We will be happy to take back the cars for repair. Unfortunately, we have another big order going to Japan at the moment so we will need one month for the repairs.





With regard to the refunds and compensation you request, we regret to tell you that we are unable to offer them. However, we guarantee that all the cars will have been thoroughly checked and all the faulty rearview mirrors repaired before sending them back to you. We would also like to reassure you that all repairs and shipping involved will be free of charge.





We hope you find our response satisfactory and we look forward to maintaining our business relationship with you in the future.





Yours sincerely


Nancy


Nancy Tung


Chief Customer Services Officer


Sales Department








Catering for Learner Diversity





For less advanced students, provide the first three paragraphs of the letter and leave blanks where words are underlined in the text above for students to fill out with the help of prompts 1-4 on page S92. Ask students to write the rest of the letter by giving them simplified prompts, e.g. 


5. repair review mirrors / free of charge


6. ship them / in a month


7. hope / response satisfactory / look forward / doing business





Catering for Learner Diversity





For less advanced students, as with all of these matching activities, you could turn this into a Pelmanism game (see pelmanism game in Unit 1 ‘Describing Jobs and Companies’): one card has the function and another one has the phrase.





For more advanced students, you could read out the functions (e.g. saying you are not to blame) and ask students to write down ways of saying this.
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