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unit

1 Customers
BE

e Language Focus
Direct and indirect question forms

Pronunciation: weak and strong forms /du/ /du/
Af

Skills

Writing: capital letters 4% -
Reading: Kwik-Fit advertisement
Listening: customer service

Vocabulary “;
Customers ’
Word partners

Business Communication
Making offers

Key Vocabulary B3| 1.1 Companies need customers. Some companies provide goods such as
clothes, cars and food. Other companies provide services, for example insurance,
banking, information technology or training.

Companies want repeat business,.in other-words, they want customers to buy
from them again and again. To win customer loyalty, many companies have a
code of Byag:t!ce, or set of rules, for customer ,SJ??Z The code of practice
explains'what the customer can expect of the comipany.’ Customers can complain

about the service, or help, they receive and the goods they buy.

@

Lead-in

Read the texts produced by
three different companies and
answer the questions.

1 What does each company
offer the customer?

What other examples of good
customer care can you think of?

First Direct is the UK’'s leading 24 hour |
personal telephone bank. Our personal
service lets you take care of all your banking E
needs by telephone, at a time and place to |
suit you, 24 hours a day, 365 days a year. %
You can call to check your balance, pay a '

Visa Card limit. All calls from within the UK
are charged at local rates.

bill, discuss a personal loan or increase your {
3
i3

also has a number 0
to customers wh
service. These

5 employees who

RITISH Airway happy must
B comen s

‘e in persomalhe
s W%item?%\at it can give
oare dissatisfied with their
foo
ange from 1
colates.

and calculators to soft toys and cho

d hampers 3 §




Customers B

The IKEA Business
service Package

IKEA Business offers a full range of services to
companies and

professional customers, X
organisations. Our trained staff can .help wi
everything from individual workstations to

e office. As an IKEA

i let
planning a comp
Business customer you can purchase from the
e, or from the

specialist Business Catalogu : .
complete range in the store. Optional delivery

and assembly services are available on request.
Enquire at the store for more details.

Cross-cultural 1 Attitudes to customer care may be different in different countries. Work
Compa rison in pairs and discuss the five situations below.

" WHAT MAKES GOOD CUSTOMER CARED

A =Excellent B =Good C=Fir D =Poor

Situation | A customer waits in a queue for ten minutes. A B C 9

Situation 2 The phone rings eight times before someone in

the company answers it. A B C D
Situation 3 A customer phones a company. The person who

answers does not have the information to answer

the customer’s question, but tries to answer it. A B C g/

Situation 4 A company answers customers’ letters in five
working days. A B gD

Situation 5 A customer makes a complaint. The company
employee takes all the details, apologises and
promises to take action. A B CD

2 (B3 1.2 Listen to a man talking about customer care. Which of the

situations is he describing? Does he think this is good customer care? What
do you think?



unit one

Language Focus

Tim Saunders

Direct and indirect question forms

1 B3] 1.3 Tim Saunders wants to join a health and fitness club. He phones

Hi-tone Health and Fitness Centre. Listen and answer the questions.

1 What is good about the customer service Tim Saunders receives?

2 Do you have any criticisms of the customer service?

2 B3] 13 Tim Saunders asks two types of questions: direct questions and

indirect questions.

Listen again and tick (v) the questions he asks.

DIRECT QUESTIONS

Wh/How questions
1 a How much does it cost? []

2 a What are your opening hours? E]
3 a What's the procedure? []

4 a What qualifications do your
instructors have?

Yes/No questions
(The answer to the questions is yes or no)

5 a Do you have fitness classes as
well?

6 a Is there a maximum number
in each class? \'d

7 a Do you offer an introductory

session? [II

8 a Is it possible to bring guests? @]

INDIRECT QUESTIONS

Wh/How questions

b Could you tell me how much
it costs?

b Could you tell me what your
opening hours are?

b Could you tell me what the
procedure is?

b Could you tell me what
qualifications your instructors
have?

K1 0O 4

Kl

Yes/No questions
(The answer to the questions is yes or no)

b Could you tell me if you have
fitness classes as well? D

b Can you tell me if there is a
maximum number in each class? [ ]

b Could you tell me if you offer
an introductory session? []

b Can you tell me if it’s possible
to bring guests?




Pronunciation

Customers W

3 Look at the direct and indirect questions again and notice the differences
between them.

Could you tell me
where the follet is?

1 Which type of question do we often use:
a with people we don’t know very well?
b when we ask a ‘difficult’ question?

2 Are the statements below true (T) or false (F)?
Wh/How questions
a For indirect questions we do not use the auxiliary verb do. T/F
b For indirect questions the main verb comes at the end of the question. T/F
Yes/No questions
¢ For indirect questions we do not use the auxiliary verb do. T/F
d For indirect questions we use normal sentence order after the word if. T/F

4 1 your language do you use different question types for someone you
don’t know well? How do you change the question?

= Grammar Reference page 158

Weak and strong forms /du/ /du/

T B3 1.4 Listen to the questions and answers below. Notice the different
pronunciation of the verb do. Listen again and repeat.

Weak Strong
1 Do you have fitness classes as well? Yes, we do.

2 Do you offer an introductory session? Yes, we do.
3 Do you have a swimming pool? Yes, we do.
4 Do you have a code of practice? Yes, we do.

2 When do we use the weak form? When do we use the strong form?



unit one

Language

Practice A
questions.

T Tim Saunders is now at Hi-tone Health and Fitness Centre. The instructor
is asking him some questions. Match the two parts of the instructor’s

\'\'

41 Do you ;
¢2 What are Vp
<3 Could you tell me if }
4 How often Ni\‘

%5 Can you tell me i b
£6 What | 'Tr

~a do you want to come to the Centre?
b what your objectives are?

~c you have any medical problems or injuries?
d_ do any exercise at the moment?

® your favourite sports?

~f do you do?

2 Now match Tim Saunders’ answers to each question in exercise 1.

Example: 1 d Do you do any exercise at the moment?
iii No, I don’t. And the problem is I sit at my desk all day.

é*i I’'m a business analyst.
§ii 1 want to get fit and | want to lose a few kilos too.
[ i No, | don’t. And the problem is | sit at my desk all day.

ly-iv Probably three or four times a week.

1~ | like swimming and | enjoy a game of squash now and again!

3 v No, I'm very healthy, thank goodness.

3 B3 1.5 Now listen and check your answers.

4 Work in pairs. Student A is a customer and Student B is a

health club manager.

STUDENT A

You want to join a health and fitness club. You
visit a club for an introductory session anq meet
the manager. You know it is expensive -to ]om——.all
clubs are—so you want to get a lot of information
about the services they offer.

Answer Student B’s questions.

Use direct and indirect questions to ask about

e class sizes

opening hours o
. failities * possibility of bringing guests

o facilities

e fitness classes .
Now decide if you want to join the clu'b and give
your reasons. (Don’t say what you decide yet!)

10

STUDENT B

Welcome the customer. Find out his/her
* name

* job

* fitness level

Answer his/her questions about the club
hours and facilities,

When you have finished decide if you think
Student A wants to join the club. Give your
reasons. Then ask Student A if you are right.

's opening




Customers W

Writing Capital letters

1 Read the lists below. When do we use capital letters?
Example 1: We use capital letters for people’s names and titles.

Dr Yemeh, Ms Perez, Prof. Brown, Sir David, Danuta Lochowski
the Customer Service Manager, the Personnel Director
Oxford Street, the Champs Elysées

London, Paris, Tokyo, New York

the River Thames, Mount Etna, the Black Forest

Monday, Tuesday, Saturday, April, September, June
Christmas Day, Ramadan, New Year

Finland, Brazil, Fin, Brazilian, Finnish, Brazilian

the Ritz Hotel, the Guggenheim Museum, the British Museum
First Direct, BA (British Airways), Coca-Cola
11 aCD, aTV, a BMW, a VW, an XR3i

O ® N O kW N -

[
(=}

2 Read the letter. The writer has problems with his word processor.

Where does he need to use capital letters? For more on letter writing, see
Workbook page 73.

SHi-tone

HEALTH AND FITNESS CENTRE

rushmoor hotel, crawley, west sussex
phone/fax: 011293 4000064

20 july
mr t saunders

25 crawley road
reigate

dear mr saunders, 3
we are delighted to enclose your membership card for hi-tone health and fitness centre.
on your next visit one of our instructors will guide y(?u through your newhﬁtne:: 470
programme and show you how to use the equipment in the gym. please phone

a time convenient to you. . i
we hope to welcome you to our many social events. fne have an actlon?pa e
programme Over the summer starting with a 1970s disco evening on 4 june.

as a member of the centre you are entitled to a 15% discount on food and drink. The
sports bar is also equipped with Sky tw*.

we look forward to seeing you soon.

yours sincerely,

julian darleston

istant manager *Sky TV: a satellite TV station with sports channels
assistan

11

e —————



unit one

Listening

12

Customer Service

1 B 1.6a Listen to Ann Hislop and Stephen Nicholl talking about a bank
called First Direct and a multinational retailer called Marks & Spencer.
{ 1 Who is loyal to Marks & Spencer?

Ann D b Stephen D 9 Ann and Stephen D

2 Which words do Ann and Stephen use to describe the
staff at Marks & Spencer?

a friendly e professional D
b courteous D f well-dressed D
¢ helpful D g cooperative D
d quick |:| h loyal to the company D

3 Which word does Ann use to describe the quality of
the products? :fm\‘ms*"'

4 How does Stephen do his banking?
a by going to the bank D b by phone @ ¢ by post D

2 1.6b Listen again to Stephen’s opinion of First Direct.
Complete the summary.
\

Stephen is ! oA to First Direct because they are extremely
%ﬁ%ﬁ. He can do his banking over the 3 »lwne at any time of
the day; he can find out how much there is in his 4 pcount and he can

pay his ° b-"[& . He also thinks the staff are very 6%&& and

very 7 f‘t{éh‘m’ ;

3 Work in pairs. Find the opposites to the words in exercise 1, question 2.

d i scofuyrteousthmu
i yacm|nfr pl unkoecbvn
s |l owi|flbe impol I tc
|l a k ad|rl]i fatrwbaio
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4 Work in pairs. Think of a company and discuss the attitude of the staff

and the quality of the products or services.




