Learning English through Workplace Communication


Unit 4 Customer Service
Section A: Group discussion
Have you ever had a problem with the quality of goods? Which goods have you had problems with? Where did you buy them? 
_____________________________________________________________________________________

_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
Have you ever experienced bad customer service? Is customer service important in a restaurant? Why? Why not? In which other places is it important? 
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
Section B: Vocabulary

Learning Activity 1
The following are questions that you might hear a waiter or a shop assistant ask her / his customers. Write them out in a polite way: 

1. like / help? ________________________________________________________________________
2. try / another colour? ________________________________________________________________
3. What / like / eat? ___________________________________________________________________
4. get / something / else? ______________________________________________________________
5. see / menu? _______________________________________________________________________

6. [image: image1.emf]try / another size? __________________________________________________________________
Learning Activity 2
Below are some rude statements. Make them more polite by turning them into requests with can, could or would. Take it in turns to say some rude orders to your partner. Your partner must change these statements so that they are polite. The first one has been done for you as an example.
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*EPS: Electronic Payment System

Learning Activity 3
With a partner, improve this dialogue which takes place in a book shop:

[image: image4.jpg]




Learning Activity 4

Continue with the conversations in the situations below. Take it in turns to play the roles of the customer and the assistant to practise the conversations. You may use some of the words given to help you with what you may wish to say.
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Sales assistant: 
May I help you?

Customer: 
I’m looking for a present for my mom, but I don’t really know what she likes. Do you 


have any suggestions?

…
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Bank clerk: 
Good morning. How can I help you?

Customer: 
I would like to open an account. 

Bank clerk: 
There are several types of accounts. Could you tell me what you are going to use the 


account for?

…
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Customer: 
I’m going to take the train to Guangzhou this afternoon. May I ask when the next train is 

and how much it costs?

Sales assistant: There’re two types of trains, direct and express…
…
	Hong Kong ( Guangzhou

	Direct ($100)
	Express ($200)

	08:00
	09:30

	12:00
	11:30

	15:00
	13:30

	18:00
	15:30

	21:00
	17:30

	---
	19:30
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Customer: 
I know there’s a sales promotion for new members. Could you please tell me more 

about it?

Sales representative: 
Sure. I guess you must have watched the latest TV commercial, right? 

…
Section C: Emailing / Handling complaints by email

Learning Activity 1

With your partner, decide which of the following statements about emailing are true (T) or false (F). After you have written down the answers, read the emailing tips on the next page and check if your answers are correct. The first one has been done for you as an example.

	1.
	Email is the most used form of communication in the office.
	T

	2.
	For security reasons, we should not use an address which clearly states our full name.
	

	3.
	Like the letter, email provides a record of the communication between the writer and the recipient.
	

	4.
	It is not necessary to provide a subject for emails because we do not say on the envelope what the letter inside is about.
	

	5.
	Most emailing programmes will provide a subject for our messages even if we forget to put one in.
	

	6.
	Email is fast and provides a record of what is said between you and the receiver.
	

	7.
	If we send messages to clients from private addresses, we run the risk that they get mistaken as unwanted emails and are thus ignored.
	

	8.
	It is good practice to include our full name, position and address at the end of an email.
	

	9.
	We do not often include our signature in an email because most email systems do not allow us to do it.
	

	10.
	How we begin or end an email often depends on who we are writing to.
	


Useful tips for emailing

Email is the most used method of communication in the workplace.

It is fast and gives you a record of the interaction you have had with colleagues or clients. 
It is not wise to send your clients messages from private addresses such as: icqjohn@yahoo.com.hk
You should use an address clearly stating your full name: John.Hun@travelgood.com.hk
Emails should have a subject. Your emailing programme will normally inform you if you have forgotten to put one in.

At the end of the email, provide your full name, position, address and perhaps your telephone number. You might also insert your signature.
You will begin and end emails in different ways depending on who you are writing to. This is often called the ‘register’ or the ‘tone’ of your writing: please see page S80 ‘Opening and closing emails’.

You can organise your emailing programme in such a way so that it will always automatically add your signature.
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Learning Activity 2
Two of your colleagues have received this email of complaint. Both have written replies to the email. They have forwarded them to you first to proofread. Look at their replies and decide if either is suitable.


Look at the following replies drafted by your colleagues and discuss if either is suitable. Underline some of the language that makes you think so. (Hint: You may consider their levels of formality.)
Draft reply 1


Draft reply 2

Learning Activity 3
Write a more appropriate reply to the email in Learning Activity 2 using the tips for emailing on page S76 as well as the notes on ‘Opening and closing emails’ on the next page. The points below may also be helpful.
1. Acknowledge / Apologise.
2. Explain what has happened.
3. Promise action / Describe what actions you are going to take.
4. Finish with a closing statement (more apologies or hope for future good relations).


Opening and closing emails

	Relationship with your reader
	Ways of opening emails
	Ways of closing emails

	People you know quite well

	Hi + first name
Hello
	Cheers + first name
Best + first name
Thanks + first name


	People you do not know very well or those in a higher position than you

	Dear + first name
	Sincerely
Regards
Kind regards


	People you do not know and / or those in a position of importance

	Dear Mr / Mrs / Ms* / Miss + surname
	With kind regards
Yours sincerely
With thanks



*Ms is used before a woman’s surname when she does not want to be called Mrs or Miss, or when we do not know if she is married or not.


Section D: Meetings
Learning Activity 1
Complete the gaps with the words from the box. You may have to change the form of a verb. Note that each word can be used more than once where necessary.

Learning Activity 2
You are the owners of a restaurant. Hold a meeting to discuss the issues in the box. 

Create a list of suggestions to deal with these problems. Elect a chairperson (to control the meeting) and a secretary (to make notes) first. When you have finished, report your decisions to the class.

You can make some notes here during the meeting. Tell the class your ideas.
_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________
_____________________________________________________________________________________
Section E: Information finding

You are going to read and ask questions about a text on complaints in the hotel industry.  

Learning Activity 1
Write down five things that people commonly complain about in a hotel. One might be ‘rude staff’. Tell the class your ideas.

_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
Have you ever stayed in a hotel? Did you like it? Why / Why not? Write some ideas down before sharing with your classmates.

_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________


Learning Activity 2
For this activity, half of the class is Student A and the other half Student B.

Student A
Read Text A below. Work with another Student A to write the questions for your gaps by considering the hints in brackets. When you have finished writing the questions, pair up with a Student B and take turns to ask the appropriate questions to complete the text. An example has been done for you.

Questions to ask Student B:

1. How often do complaints occur in a big hotel?____________________________________________
3. _________________________________________________________________________________

5. _________________________________________________________________________________
7. _________________________________________________________________________________
9. _________________________________________________________________________________
11. _________________________________________________________________________________
13. _________________________________________________________________________________
15. _________________________________________________________________________________


Student B

Read Text B below. Work with another Student B to write the questions for your gaps by considering the hints in brackets. When you have finished writing the questions, pair up with a Student A and take turns to ask the appropriate questions to complete the text. An example has been done for you.


Questions to ask Student A:

2.   Where do complaints occur?__________________________________________________________
4. _________________________________________________________________________________

6. _________________________________________________________________________________

8. _________________________________________________________________________________

10. _________________________________________________________________________________

12. _________________________________________________________________________________

14. _________________________________________________________________________________



Section F: Vocabulary

Learning Activity
Below are sentences that we can use in writing a reply to a complaint letter. Complete the sentences with the words or phrases given in the box.


1. Our first model had to be redesigned due to a mechanical _______________.

2. We ensure our products are well-maintained with routine ________________.

3. Our ____________ are all highly-trained quality control specialists.

4. All of our goods are ___________________ for a minimum of two years.

5. Our ______________________ provides our customers with free repair or their money back if their expectations are not met.

6. Our most important philosophy is to meet our clients’ needs and to offer them complete _____________________.

7. If any product is faulty on delivery, we offer a 10% __________________________.

8. Our customer care department trains its personnel to always be ____________ to our clients.

9. This product is tried and _________________.

10. If we can create customer _______________ so that our clients do business with us over a long period, we have a successful company.

Section G: Formal letters of complaint

Learning Activity 1

Read the information in the handouts ‘Tips for letters of complaint’ and ‘Complaint letter template’ on the next two pages and answer the questions below.

1. What are most letters of complaint about?

2. Why should a company react quickly to a complaint letter?

3. Who normally reads your letter of complaint?

4. How should you begin your letter if you do not know anyone at the company?

5. What information should you supply in your letter?

6. If you begin your letter ‘Dear Sir / Madam’, how should your letter end?

7. How can we soften the impact of our complaint?

8. How should we finish our letter?
Tips for letters of complaint

Some useful things to remember about writing letters of complaint:

Common letters of complaint between businesses in the workplace are usually about dissatisfaction with the product or service received. The aim of the letter is to give an overview of the problem. It serves also as a legal document and a company who has had a serious complaint lodged against it will usually react quickly to ‘keep the customer happy’.

When you send your letter, the person you are writing to is probably not the person responsible for the error. Rather, it is probably someone who has been trained in the customer service department to deal with complaints. Therefore, a polite tone is recommended. Beginning your letter ‘Attention: Customer Service Department’ if you do not know any names of those responsible in the field is advisable. Otherwise, start your letter: ‘Dear …’ as usual.

The content of your letter should be straightforward, giving relevant facts of the problem and the options to resolve the issue that you would find satisfactory and able to accept. You should supply all the dates, times, purchase orders and invoices. It is fine to list your problems and offer solutions – in fact this could make your letter more ‘reader friendly’.

Close your letter with a satisfactory tone:

Thanks in advance.

Yours faithfully (if you do not open with a name)
Yours sincerely (if you do open with a name, e.g. Dear Mr Chan)

Your signature ___________________________

Your printed name _________________________


Complaint letter template


Attention to: name, title, department and address of person you are writing to
Date of writing 

Dear Sir or Madam (or name of person you are writing to)

Subject of letter

Write briefly about the facts of the problem: include dates, names and reference numbers.

If you have one, state your suggested solution to the problem.

You may wish to compliment the company’s normal service. This softens the impact of the complaint.

Finish by saying that you look forward to hearing from them soon and that you appreciate their help.

Yours faithfully (if not sent to a named person) or sincerely (if sent to a named person)

Your signature

Your printed name (and title / position)

Learning Activity 2
In groups of five or six, read the formal letter of complaint below and answer the questions.

1. What is the problem? _______________________________________________________________
2. What date did it happen? ____________________________________________________________
3. Who is writing the letter? ____________________________________________________________
4. What does the writer want? __________________________________________________________
Learning Activity 3
You are Nancy Tung, the Chief Customer Services Officer.

With reference to the exercise on business letter writing basics on page S50 and the customer service response letter template on the next page, write a reply to Ms Chan at Quest Company using the following prompts:

1. in response to / regarding / faulty rearview mirrors
2. we / express / sincere apologies / inconvenience
3. rearview mirrors / provided / another company / only install / our factory
4. prepared / take blame / problem / should have checked before distributing
5. we / repair / need a month / have another big order / Japan / moment
6. refunds / against company policy
7. cost of shipping / repairing / compensation

8. hope / response satisfactory / look forward / maintaining business
_________________________________________________________________________
_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

Customer service response letter to a customer complaint template

Your name and address

Date of writing

(Addressee’s name and address)
Dear (name of person you are writing to)

I am writing with reference to (situation or complaint) of (date).

I apologise for the inconvenience / problems caused by our error / failure.

We always take great care to ensure that our service / products are properly managed.

However, due to (give a brief outline of the reason), an acceptable standard has clearly not been met.

In light of this, we have decided to (state the solution or offer), which we hope you will find satisfactory. 

Please contact me should you have any further cause for concern.

Kind regards

Signature

Printed name (and title / position)
Sample customer service response letter
Chong Hing Company Ltd

G/F 213 Hing Lung Street

Kowloon

23 March 20XX

Dear Mr Wong

Thank you for your letter of 20 March 20XX about your dissatisfaction with the service we provide. We are indeed sorry that our colleague did not show up to fix your electric oven on the scheduled date and time.

We have investigated the situation, and found that a technical error had occurred in our computer record system, which caused our colleague to miss the appointment. 

We suggest sending a colleague to come and fix your oven at another date and time convenient to you free of charge. If you find this arrangement acceptable, please contact Ms Chan on 2345 6789 to make an appointment.

We apologise once again for any inconvenience caused.
Yours sincerely

David Tsang

David Tsang

Customer Services Officer

Section H: Telephoning 

Learning Activity 1
Match functions and language for making and handling telephone complaints. 

	Functions
Making complaints
	
	Language

	1. Explaining the purpose of your call
	A.
	· I’m phoning to complain about…

· The reason why I am calling is…


	2. Talking about the fault
	B.
	· There seems to be / is a fault with…

· The…is faulty.
· I have a problem with…

	3. Remarking strongly
	C.
	· If you can’t fix this problem, I’ll…

· If you don’t…, I’ll have to…

	4. Warning action
	D.
	· This isn’t good enough.

· This will not do.

	Handling complaints
	
	

	5. Asking for details
	E.
	· This isn’t our fault.

· We aren’t to blame for this problem.

· You should contact…about this problem.

	6. Understanding your client
	F.
	· Can you tell me about the problem?

· What exactly is the problem?

· Could you explain what’s wrong in detail please?



	7. Saying you are not to blame
	G.
	· I see what you mean.

· Oh dear, I’m really sorry to hear (about) that…

· Yes, we’re sorry about the…

	8. Saying what follow-up action you will take
	H.
	· I’ll look into this problem immediately.

· I’ll find out about this problem straight away.


Making complaints
	1.  ____
	2. ____
	3. ____
	4. ____


Handling complaints

	5. ____
	6. ____
	7. ____
	8. ____


Learning Activity 2

Read the role-plays and choose whether you will be the customer or the employee. Prepare what you would like to say in the spaces below. You should sit back to back with a partner to do the role-plays. Take it in turns to be the customer and the employee. You should refer to the notes on ‘Making and handling complaints on the telephone’ on page S97 for this.

Role-play 1


_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
Role-play 2


_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
Role-play 3

_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________


Making and handling complaints on the telephone (complainer / receiver)

	Explaining the purpose of your call
I’m phoning to complain about…
The reason why I am calling is…

	Talking about the fault
There seems to be / is a fault with…

The…is faulty.
I have a problem with…
	Warning action
If you can’t fix this problem, I’ll…
If you don’t…, I’ll have to…



	Remarking strongly
This isn’t good enough.
This will not do.


	
	Asking for details
Can you tell me about the problem?
What exactly is the problem?

Could you explain what’s wrong in detail please?


	Saying you will take action
I’ll look into this problem immediately.
I’ll find out about this problem straight away.
	Saying you are not to blame
This isn’t our fault.
We aren’t to blame for this problem. 
You should contact…about this problem.
	Understanding your client
I see what you mean.
Oh dear, I’m really sorry to hear (about) that.

Yes, we’re sorry about the…




Section I: Self-access learning task


Make some notes below for your presentation.

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	















































































































































































































































































































































Test your partner – can s/he ask the questions if you cover the sentences with your hand?





A rude customer in a shop





I want to see those shoes!





This pair’s too expensive. Get me that one!





I’m paying with EPS*!





A difficult customer in a restaurant





1. I need a coke!


e.g. May I have a coke, please?


2. Get me some salt!





3. Another drink waiter!





Customer


Hi…





Assistant


What do you want?





Customer


An atlas – have any?





Assistant


Maybe, dunno…





Customer


Check!





Assistant


Look, over there…





Situation 1: In a jewellery shop


A customer is looking for a special present for her / his mother.


The sales assistant needs to find out what the customer would like and recommend some items.


Words you can use: jade, diamond, sterling silver, platinum, necklace, bracelet, earrings, brooch








Situation 2: In a bank


A customer would like to open an account.


The bank clerk needs to ask details about the customer and recommend two types of account.


Words you can use: time deposit account, savings account, current account, save and withdraw money, earn interest, interest rate, monthly statement, passbook, cheque, ATM card








Situation 3: At a train station


A customer asks for the timetable and the fares for trains to Guangzhou.


The sales assistant gives various times, types of train (direct / express) and prices. (See table below.)


Words you can use: northbound, depart, arrive, train number, total journey time, single journey ticket, credit card








Situation 4: In a gym


A customer would like to know about becoming a member to use the gym.


The sales representative describes the services (yoga classes, keep fit classes) and membership regulations and fees. 


Words you can use: kickboxing, aerobics, yoga, belly dance, fitball, jazz, trainer, sauna, spa
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Shenzhen Games Supplies


88 Waterloo Road


Shenzhen





Attention: Customer Service Department





I am writing to inform you that we received, on May 10, a shipment of 100 computer games, not the ordered 250. 





We telephoned your shipping department to inform them and we were told that the correct items would be shipped out the next day, May 11, to arrive within three days of shipment, without charge. 





So far, unfortunately, we have not yet received the shipment. However, we have already received the receipt of payment from the bank. If the items do not arrive within the next five days, we will cancel the order and ask for a complete refund of the money paid, along with an extra fee due to the lateness.





Please find attached a copy of our original order.





I look forward to hearing from you.








Yours sincerely


Nick Lao


Purchasing Manager


Computergamesincorporated 











Hello!


So sorry to hear they have not arrived!!! I’ll maybe check – some problem la! 


I go to Japan to shop next week but hope I will deal with the problem before then!


Thanks.


Great hearing from you!!  


Jessica














Dear, dear Mr. Lao





Thank you for your very sad email of the 31st of May 2007.





We are terribly concerned to hear that you only received, on the 10th of May, 100 and not 250 of our most desired and respected products.





I have spoken at great length to our (normally) extremely careful and dedicated staff in the export department and they noted with complete honesty that they had never heard of the said agreement of the 11th of May.





All the staff here, dear Mr. Lao, wish to extend our deepest, most warm-hearted collaborative hands to you and to ask you for forgiveness. We have re-sent your order this morning and are absolutely, positively sure that they will arrive within two working days.





Thank you for the original invoice.





We hope we can continue our collaboration for many years to come.





Yours sincerely


Karen Chun


Customer Services Officer




















_______________________________________________________________________


_______________________________________________________________________


_______________________________________________________________________


_______________________________________________________________________


_______________________________________________________________________


_______________________________________________________________________


_______________________________________________________________________


_______________________________________________________________________


_______________________________________________________________________


_______________________________________________________________________


_______________________________________________________________________


_______________________________________________________________________


______________________________________________________________________________








John, can you ……………………… the minutes, please?





Andrew will be ………………… this part of the meeting.





Let’s ………………… down to business, please.





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





This meeting has been ………… to discuss the merger.





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





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





go          receive         call        take      limit       chair          get





Your restaurant has received some complaints from customers:


The menu is boring. The main dishes are either fish or vegetarian. There are no desserts available.


The restaurant is located near a secondary school but the students there say even a noodle dish is the price of two lunch boxes.


Some members of staff are rude. 


Staff uniforms are untidy.


The toilets are dirty.














Text A


Complaints occur ______________ (1. How often / occur?) in a big hotel. All staff, whether front of house or _____________ (3. Which / staff?), will probably have to deal with an angry customer at some stage. This is because hotel staff are always in direct ________________ (5. What kind of / in?) 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 ________________ (7. What / problems with?) 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 ________________ (9. How / listen?) 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 ________________ (11. Why?).


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


Promise prompt _______________ (13. What / promise?) 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 ___________________ (15. How / solved?).





Text B


Complaints occur every day in a big ____________ (2. Where / occur?). All staff, whether front of house or cleaners, will probably have to deal with an angry __________________________ (4. Who / deal with?) at some stage. This is because hotel staff are always in direct face-to-face settings with customers. 





Often people will complain about the _______________________________ (6. What / complain about?) 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 __________________ (8. What / certain about?) 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 __________________ (10. What / apologise for?) (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 ________________ (12. What / not do?) 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 ________________ (14. What / staff do?) these easy steps, they can avoid making customers particularly hostile and hopefully the problems can be solved very quickly and without incident.





failure       polite       tested       checks       loyalty       discount       guaranteed        


after-sales service       satisfaction       inspectors





Quest Company


5 Po Yuen Street


Sai Kung





10 October 20XX





Mrs N Tung 


Sales Department


Cars for All


986 Nathan Road


Yau Ma Tei


Kowloon





Dear Mrs Tung





Subject: Faulty rearview mirrors (Order No. 3458769)





I am writing to complain about the faulty rearview mirrors of your cars.





We received 1,000 new two-door environmentally-friendly cars from your company on 8 October 20XX. On checking the goods, we found that several of the rearview mirrors are faulty. We have to temporarily suspend the sale of the cars due to the fault, which has caused us a great deal of inconvenience. 





We would appreciate it if you could arrange for pickup of your cars, check them thoroughly, and fix any problem that they have. We would also like to get a complete refund of the money we paid as well as compensation for the money we have spent on shipment.





Thanks in advance.





Yours sincerely


Mary


Mary Chan


Sales Department





Telephone the manager of Tasty Thai Restaurant to complain about the meal you had for your birthday party there. 


Mention the following: 


Your booking was for 12 but the table you were given was too small.


The service was poor, hurried and unfriendly.


You had agreed on ten dinner menus and two vegetarian menus but found out that there was no vegetarian special (your two friends only had green salads!).





Telephone the customer service hotline of Fly-high Airline to complain about the flight from Sydney to Hong Kong you took with them.


Include the following:


You reserved your window seat in Business Class online but when you checked in, only aisle seats were available due to a technical problem with the computer system.


The menu you had booked online was also unavailable.


When you complained to the flight attendant, she rudely replied that you were not the only passenger on board and that she was busy. For the rest of the flight, she completely ignored you. 





Telephone the Future TV service line to complain about the following:


You agreed on a 15 channel package but can only access nine.


You have been billed for 15 channels.


You talked to a Future TV customer service officer last week and the problem has still not been solved.





Record yourself making a presentation about the workplace language skills you have studied during this course. Think about skills such as presenting, interviewing, telephoning, participating in meetings, emailing, writing business letters, report writing and dealing with customers. You might also like to talk about company products and dealing with complaints. The main thing is to present the most important things that you have learnt and say why you think they are important. Will these skills be useful for your future job?
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