EL CIVICS - COAAP 52 - IL - EMPLOYMENT — CUSTOMER SERVICE

The Unhappy Customer ? usTENING

Calm an upset customer and fix the problem. [=]

[=]3:3 (=

1 Describe the Picture

Look at the picture with your partner. Take turns. Talk for one minute. Keep talking!

YOU CAN SA THEN ASK EACH OTHER

| can see... Where are they?
Thereis... / There are... What's happening?
He is... / She is... (+inQ) What happens next?

| think... because...

2 Reading — Danilo Helps an Unhappy Customer

Read silently. Then read with a partner.

It was a busy Saturday at the cafe. An upset customer came to the counter with a sandwich, a bag,
and a receipt. Danilo remembered his customer service training: listen, apologize, ask questions, and
offer a solution.

The customer had a cheese allergy, and there was cheese on his sandwich. It was the second time
this had happened. Danilo did not argue. He checked the receipt, apologized for the mistake, and
offered two choices: a new sandwich in four minutes or a full refund. He also gave the customer a
free-lunch card.

The customer chose a new sandwich and thanked Danilo for listening. After that day, Danilo started
writing ALLERGY in large letters on special orders. Other workers began doing the same thing. The
change helped prevent future mistakes.
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3 Dialogue

0 Py
Read with a partner. Read it again and switch roles. Practice it several times. Next, ' SPEAKING
fill in the missing words from memory!

Customer: Excuse me, | need to speak with someone. This is the second time my order has been
wrong, and I'm really not happy about it.

Danilo: I'm very sorry about that — twice is too many. | want to fix this. Can you tell me what
happened?

Customer: | ordered a turkey sandwich, no cheese — I'm allergic. This has cheese. AGAIN. Last
Tuesday, the same thing.

Danilo: An allergy — I'm glad you checked before eating. That's a serious mistake on our side. May |
see your receipt, please?

Customer: Here. Turkey, NO cheese. It's printed right there. Do people even read these tickets?

Danilo: You're right — this is our error. Two options. | can either make you a fresh sandwich right
now, myself, and check it with you...

Customer: Or?

Danilo: Or | can give you a full refund, plus a card for a free lunch next visit — if you don't have time
to wait today.

Customer: ...Okay. The fresh sandwich. And thank you for not arguing with me.

Danilo: Arguing doesn't feed anyone! Here it is — turkey, no cheese, checked twice. And the free
lunch card anyway.

Customer: That's... actually very fair. You turned my bad morning around, young man.

Danilo: That's the job when we do it right. Thank you for your patience — and please ask for Danilo
next time, I'll remember: no cheese.

Customer: Danilo, no cheese. I'll remember too. Have a nice day!

4 Vocabulary

Translate it, explain it, or use it in a sentence.
Word / Phrase Meaning My sentence
very sorry about that
fix this
may | see your receipt
the second time
right now
a full refund
a fresh sandwich
tell me what happened

thank you for your
patience

have a nice day
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5 What Do You Remember?

Fill in the missing words. Do not look back!

WORD BAN

right now a fresh sandwich very sorry about that the second time thank you for
your patience tell me what happened have a nice day a full refund fix this may |

see your receipt

Customer: Excuse me, | need to speak with someone. This is (1)
my order has been wrong, and I'm really not happy about

it.
Danilo: I'm (2) — twice is too many. | want to (3)
. Can you (4) ?

Customer: | ordered a turkey sandwich, no cheese — I'm allergic. This has cheese. AGAIN. Last
Tuesday, the same thing.

Danilo: An allergy — I'm glad you checked before eating. That's a serious mistake on our side. (5)
, please?

Customer: Here. Turkey, NO cheese. It's printed right there. Do people even read these tickets?

Danilo: You're right — this is our error. Two options. | can either make you (6)
(7) , myself,

and check it with you...
Customer: Or?

Danilo: Or | can give you (8) , plus a card for a free lunch
next visit — if you don't have time to wait today.

Customer: ...Okay. The fresh sandwich. And thank you for not arguing with me.

Danilo: Arguing doesn't feed anyone! Here it is — turkey, no cheese, checked twice. And the free
lunch card anyway.

Customer: That's... actually very fair. You turned my bad morning around, young man.

Danilo: That's the job when we do it right. (9) —and
please ask for Danilo next time, I'll remember: no cheese.

Customer: Danilo, no cheese. I'll remember too. (10) !
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6 Talk About It

1. Have you worked with customers? What can be difficult about it?
2. Why is it important to listen instead of arguing with an upset customer?
3. What should a worker do if a customer asks for something the business cannot do?

PART 2 . TELL YOUR STORY

Tell your partner about a complaint you made or received and how it was handled. Speak for one
minute or more.

You can say: what went wrong - what was said - how the problem was fixed - what good service
means to you

PART 3 - WHAT DO YOU THINK?|

1. Why can offering two choices help an upset customer?
2. What responsibilities do customers have when they make a complaint?

3. Many companies use chatbots for customer service. When would a chatbot be useful, and when
would you want to speak with a person?

7 Now You Try — Handle the Complaint

=

Saturday rush at the cafe, and here it comes: a customer
marching to the counter with a bag in one hand and a receipt in
the other, wearing the face that every service worker knows. Your
manager's training plays in your head: listen first, apologize once,
ask questions, offer two ways to fix it. Your English gets tested
most when someone is upset. Deep breath. You've got this.

¢
Listen, understand the problem — and offer two real solutions.

Scan the code and help an upset Al customer. Practice every day this
week!
Cannot scan? Go to: eslvideo.com/cb.php?iframeid=127772632615
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8 Write Your Own Dialogue

Work with a partner. Student A is the customer. Student B is different: the customer's coffee spilled in the bag
and ruined the pastry — and she is late for work.

minutes. I'll do it myself.

: Okay. Thank you for not arguing with me.

A: Excuse me! My order is wrong, and I'm really not happy about it.
B: I'm sorry about that. | want to fix the problem. Can you tell me what happened?
A: | ordered , but

B: That's our error. May | see your receipt, please?

A: Here. It's printed right there!

B: You're right. Two options: | can either

A: Or?

B: Or

A: Hmm. . How long?

B:

A

B

: Thank you for your patience. Have a nice day!

Now practice your dialogue out loud. Switch roles!
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Answer Key (teacher page)

5 . What Do You Remember?

1. the second time - 2. very sorry about that - 3. fix this - 4. tell me what happened - 5. May | see your
receipt - 6. a fresh sandwich - 7. right now - 8. a full refund - 9. Thank you for your patience - 10. Have
a nice day
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