English for Careers 1 

Unit 7 Customer Service
	 Teaching objective

	After studying this unit, the students are able to master the key words and structures, and more importantly, to communicate for the following purposes:

· understanding successfully measuring customer satisfaction
· understanding a product’s limited warranty
· making and handling a complaint
· understanding and writing a letter of adjustment
· doing a survey with a questionnaire and drafting a summary
· mastering adverbial clauses


	The method of approach 

	1. Discussing, listening, reading, presenting, and role-playing by the students;

2. Explanation and demonstration by the teacher;

3. After-class research and practice by the students.

	Unit content

	Reading A: I Really Want to Know

Reading B: AppleCare+ for Air Waybill
Listening & Speaking: Handling Complains

Writing: Letter of Adjustment

Mini-project: Customer Satisfaction Survey

Grammar: Adverbial Clauses

	Time requirement: 8-9 periods

	Unit Focus
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	Teaching procedures

This unit is arranged for a time span of 8 hours, during which a time limit is suggested for each step. Though it’s always important to keep a time limit in mind for each activity, a teacher should never stick to a rigid time plan in teaching, but rather follow a more flexible time table when dealing with unexpected in-class occurrences and make necessary adjustments accordingly. Note that not every step suggested here is a must in teaching. A teacher can make whatever changes he thinks necessary. 

	Hour 1:

  Course introduction    

45 minutes   
  

Warming-up    


Task 1

10 minutes
Objective: Ss learn how to collect customer opinions through a survey.
Steps:

• Explain briefly what a survey is. E.g. “A survey is a method of gathering information from a sample of individuals. The goal is to find out people’s stand or opinion on certain matters.”

• Explain any difficult words in the survey form.

• Ask Ss to complete the survey individually.
Task 2

10 minutes
Objective: Ss can analyze data, find problems and give solutions.
Steps:

• Ss read Warming-up Task 2.

• Divide the class into groups of 4-6 students and ask each group to collect and analyze

the data.

• Ask some groups to present their conclusions and solutions to the class.

• Comment briefly on their work.
New words in Reading A

15 minutes
Objective: Ss can get familiar with the new words and expressions, etc..

Steps:
• Ss listen to the new words and expressions, etc.

• Ss read the new words and expressions, etc.

Notes: For a class with higher English proficiency, the teacher may follow the following steps:

• Ss preview the new words and expressions.

• Ss read the new words and expressions.

• Ss dictate several important new words and expressions.

Discussions before Reading A
10 minutes
Objective: Ss can get familiar with the new words and expressions, etc..

Steps:
• Ss know something about Reading A.

• Ss discuss the following two questions:

1. Why did the writer and his wife go to their favorite restaurant for dinner?
2. In order to successfully measure customer satisfaction, what should you pay attention to?
• Comment briefly on their work.



	Hours 2-3:

  Reading A    

45 minutes   

Language points

35 minutes


Paragraph 1

go off: to stop

e.g. He went off driving after the accident.

deserve: v. to have earned something by good or bad actions or behavior

e.g. You’ve been working all the morning—I think you deserve a rest.

gain: v. to increase in weight, speed, height or value

e.g. Last week I gained another five pounds.

Paragraph 3

admirable: a. having many good qualities that people respect and admire

e.g. This essay is admirable in all respects.

measure: v. to judge the importance or value of something

e.g. Education shouldn’t be measured only by examination results.

entire: a. whole; complete

e.g. It was the worst day in my entire life.

implement: v. to take action or put into practice

e.g. We have decided to implement the president’s suggestion in full.

establish: v. to start; to set up

e.g. My grandfather established the family business in 1938.

The relationships between the two companies were established two years ago.

obtain: v. to get something especially by means of effort

e.g. We wish to obtain first-hand information.

particular: a. unusual, single and different from others

e.g. They have conducted a research in this particular field.

Paragraph 4

survey: n. a general examination or study (of conditions, opinions, etc.), especially carried out by asking people questions

e.g. A recent survey shows that many teenagers spend three hours a day playing computer games.

comment: n. opinion given briefly in speech or writing about something or someone

e.g. Do you have any comments to make upon my story?

fill out: to complete (a form) by answering the questions in the spaces provided

e.g. Could you fill out this application form quickly?

Paragraph 5

deposit: v. to put something down in a particular place; to put money or something valuable in a bank or other places where it will be safe

e.g. She deposited her case in the corner.

You are advised to deposit your valuables in the hotel safe.

think twice: to think very carefully about something

e.g. The teacher advised him to think twice before deciding to quit school.

Paragraph 6

in place: in existence and ready to be used

e.g. The new regulations are now in place.

hand out: to give something to each member of a group

e.g. Could you start handing these books out, please?

Paragraph 7

urge: v. to strongly advise someone to do something

e.g. Brown urged her to reconsider his decision.

distribution: n. the act of sharing things among a large group of people in a planned way

e.g. The distribution of the food supplies in the earthquake area began two days ago.
Task 1

5 minutes
Objective: Ss can find some specific information in the passage.

Steps:

• Ss do Task 1.

• Ask Ss to work individually.

• Check the answers.

Suggested Answers:
1. Houston.

2. Because they wanted to celebrate the successful conclusion of his diet.

3. Because it helps to obtain a representative sample of customers and keep bias to a minimum.

4. It began with the words “I really want to know”.

5. It should pay much attention to the distribution and collection process.
Task 2

5 minutes
Objective: Ss can decide whether the statements are true or false.
Steps:

• Ss do Task 2.

• Ask Ss to work individually.

• Check the answers.

Key: 1. F      2. T      3. T      4. F      5. T
Language lab

45 minutes

             Task 1


5 minutes
Objective: Ss know the spelling and meaning of the words and expressions from Reading A.

Steps:

• Ss read Task 1.

• Allow Ss 5 minutes to do the task.

• Check the answers.
Key

Key: 1. C   2. J   3. H   4. A   5. I   6. D   7. F   8. E   9. G   10. B
             Task 2


10 minutes
Objective: Ss can use the given words and expressions.

Steps:

• Ss do Task 2.

• Ask Ss to work individually.

• Check the answers.

Answers: 
1. filled out              2. gone off                3. think twice

4. comments             5. implemented
             Task 3


10 minutes

Objective: Ss can express ideas in writing using the two models outlined for Task 3.

Steps:

• Read the models to Ss with an explanation if needed.

• Ss work in pairs.

• Check the answers.

Key:  
Model 1

1. It will be difficult for me to translate this article.

2. It is necessary for the policeman to have explained to him what had happened.

3. It won’t be possible for the lost children to find their way home.

Model 2

1. It rained for two weeks continuously, completely ruining our holiday.

2. They came into the office, singing and laughing.

3. The secretary worked late into the night, preparing a long speech for the manager.

             Task 4


10 minutes
Objective: Ss can use the given words and expressions.

Steps:

• Ss do Task 4.

• Ask Ss to work individually.

• Check the answers.

Key: 
1. C   2. B   3. D   4. B   5. A   6. B   7. D   8. C   9. A   10. D
             Task 5


10 minutes

Objective: Ss can use the vocabulary in Reading A for translation.

Steps:

• Ss work individually or in pairs and translate the sentences.

• Ask two Ss to write their translations on the board.

• Comment briefly on their work with emphasis on the structures of their sentences.
Key: 

1. This question deserves careful consideration.

2. I think she’s gaining weight.

3. As much as I hate to do it, I must stay home and study tonight.

4. He has never completed a project on time.

5. They urged us to give our support.

6. You can ask for a refund if you find any defects in this mobile phone.

7. The manager authorized me to act for him while he was on business.

8. Express mail service has just begun in this town.


	Hours 4-5:

        Listening


45 minutes

             Task 1


5 minutes
Objective: Ss can accurately write down the missing information.

Script & Key:

W: We’ve checked the order, and it should have reached you last Friday. I’m so sorry about that.

M: You know we are a design company; our work cannot be done without computers. Our work has been affected because of the delay.

W: Sorry, sir. We promise you’ll get it next Monday.

M: What if we don’t get it by then? Our manager isn’t satisfied with your service. This is our first order, and things like this shouldn’t have happened.

W: I fully understand your position at this moment. This will never happen again. I do hope this incident won’t affect our future business relations.

M: Well, I hope so.

Key
             Task 2


10 minutes
Objective: Ss can understand the conversation and choose the best answer.
Script:

W: Hello, General Manager’s Office. This is Lisa speaking. Can I help you?

M: Hello, Lisa. This is Robert Rowley. I’d like to speak to Mr. Haywood, please.

W: Unfortunately, he’s out on business today. 

M: Oh, my goodness! This is ridiculous! I’ve called him three times this week. I left messages on his voicemail when I called him last week, but he never calls me back!

W: I’m really very sorry about that! I know that Mr. Haywood has been very busy recently.

M: Well, tell him if he doesn’t call me by the end of the week, I’ll have to think again about doing business with him!

W: Mr. Rowley, I know that Mr. Haywood is definitely in the office tomorrow, so I’ll let him know you have tried to call him and I’ll get him to call you back. Once again, I’m terribly sorry…

M: That’s all right. I know it isn’t your fault.
Q1: Why doesn’t Mr. Haywood call Mr. Rowley back?

Q2: How many times has Mr. Rowley called Mr. Haywood this week?

Q3: When will Mr. Haywood be in the office?
Key: 1. D          2. B          3. C
             Task 3


10 minutes
Objective: Ss can decide whether the statements are true or false.

Script:

W: Morning. I bought this box of printing paper yesterday, but it’s not the right size—it should be B5.

M: Oh, I’m sorry about that. Um… it says B5 on the box.

W: Yes, I know, but if you open it you’ll see it’s a larger size, maybe it’s A4.

M: Yeah, so it is. I’m very sorry. I’ll get you another box.

W: OK, thanks.

M: I’m terribly sorry, but we haven’t got another box in stock.

W: Oh, no!

M: Er… wait a minute, I’ll call our other branch to see if they have any.

W: Don’t bother. I’d prefer a refund.

M: Of course. That’s 12.35 pounds. Here you are. Sorry about that!

W: That’s all right, thanks anyway. Bye.

M: Bye.

Key

Key:

1. F yesterday           2. T

3. F 12.35 pounds        4. T
             Task 4


10 minutes

Objective: Ss can accurately write down the missing information.
Script:

W: Hello, can I help you?

M: Yeah. I’ve got a problem with a SONY DVD player that I bought from your shop. It won’t record when I set the timer.

W: How long have you had it?

M: Only one week. I think it’s got a three-year guarantee. The problem is that I can’t find the guarantee certificate.

W: Have you got your receipt?

M: Yes, I’ve got the sales receipt. Uh, should I bring it back to you?

W: Of course. First, I’ll take your name. Just let me get the Customer Service Help Form. Right. What’s your name, please?

M: My name is Eddie Edwards. That’s E-D-W-AR-D-S, Edwards.

W: Yes, Mr. Edwards. And the address?

M: It’s 28 Twyford Avenue.

W: May I have your phone number?

M: Yes. 07700 8865378.

W: I see. All right, if you bring it back, remember to bring your receipt.

M: OK. Thank you very much for your help. Bye.

Key

Key: 
1. 07700 8865378             2. DVD player

3. one week ago               4. three             5. No

             Task 5


10 minutes
Objective: Ss can find specific information from listening to a passage related to the theme.

Script & Key:
To better communicate with a complaining customer, use the following steps to help you handle and solve the problem.

Firstly, listen and take notes. Write down any names, dates, and major points of the complaint.

Secondly, think twice before making promises. Express your regret for his or her dissatisfaction and any inconvenience he or she may have experienced, but think before you give any promise—because nothing annoys customers more than a broken promise.

Thirdly, check the facts. Make sure the information the customer has given you is correct and work out solutions by yourself.
The last step is to offer solutions. When the customer complains, you should always offer him a solution to the problem. If you cannot directly fix the problem, offer him something else to try and keep him satisfied. There are many different types of solutions which could turn a disappointed customer into a happy one, such as, to offer a replacement, refund the money, offer a repair, offer a discount on the next purchase, and apologize for the inconvenience caused.

Speaking


45 minutes

             Task 6


45 minutes

Objective: Ss are able to make and handle a complaint with the useful expressions.
Steps:

• Ss read Task 6.

• Ss work in pairs to make and handle a complaint.

• Ss complete the chart.
Suggested Answers

B: Good morning. This is Comfortwear. What can I do for you?

A: This is Chris Smith. I’m afraid I have to make a serious complaint.

B: Hello, Mr. Smith. What seems to be the trouble?

A: I bought a pair of shoes from your store only a week ago. However, one of the heels was broken.

B: I see. I’m very sorry to hear that, Mr. Smith. I can assure you that such things don’t happen very often.

A: I hope not. What do you intend to do about this?

B: Please take the broken shoe to our store and we will repair it for you.

A: No. I want my money back.

B: I’m afraid we can’t do that. Sorry for the inconvenience. How about changing a new pair of shoes?

A: All right. I accept that.

B: Thanks for calling, Mr. Smith. If you have any further questions about the matter, don’t hesitate to contact me directly.

A: I’ll do that, thank you. Good-bye.

B: Bye.   
Tips

Dos

1. Always assume the customer has an

complaint.

2. Listen. Don’t interrupt.

3. Don’t hurry. Let the customer say

he/she wants to say.

4. Ask questions and take notes.

5. Accept blame when appropriate.

6. Apologize ev en if you or the company

be at fault.

7. Never promise what you can’t deliver.

8. If you can’t provide satisfaction, try

customer to someone who can.

9. Try to give some choices or remedies.

10. If possible, do a little more than the

expects.

Don’ts

1. Don’t fail to listen.

2. Don’t become defensive.

3. Don’t argue or get angry.

4. Don’t belittle the complaint.

5. Don’t deny any responsibility or wrongdoing.

6. Don’t give false excuses or blame others.

7. Don’t try to confuse the customer with

or double talk.

8. Don’t refuse to offer any assistance.

9. Don’t talk down to the customer.

10. Don’t offer only token remedies.

          

	Hours 6-7:

        Reading B











  45 minutes

             New words









  5 minutes

Objective: Ss can get familiar with the new words and expressions, etc.

Steps:
• Ss listen to the new words and expressions, etc.

• Ss read the new words and expressions, etc.

             Fast reading








      20 minutes
Objective: Ss can comprehend Reading B.

Steps:

• Ss read the passage.

• Provide help if needed.

             Task 1










  10 minutes

Objective: Ss can decide whether the following statements are true or false according to the passage.

Steps:

• Ss read the passage.

• Ss complete the task.

• Ss compare their work with others.

• Select Ss to present their work.

Key

Key: 1. F    2. T    3. F   4. F    5. F
             Task 2










  10 minutes

Objective: Ss can comprehend the specific information taken from the given text.

Steps:

• Ss read the passage.

• Ss complete the task.

• Ss compare their work with others.

• Select Ss to present their work.

Key: 
[image: image2.png](] How much will my in-warranty service cost?

Answer: Waranty service for eligible repairs is available at no charge for fwelve months from the
date of purchase.

B] What types of damage are not covered by my warrans
Answer

Apple’s Limited Warranty for iPhone excludes coverage for damage resulting from accident.
unauthorized service and unauthorized modifications.

C| Can I extend service coverage on my iPhone beyond the warranty?

Answer: AppleCare+ extends the warranty to fwo years from the original date of purchase and
includes fwo incidents of accidental damage from handling, each subject to a $79 service fee plus
applicable tax.




        Writing










  45 minutes

             Task 1









  20 minutes
Objective: Ss can get familiar with the style of letter of adjustment.

Steps:

• Ss do the task individually.

• Ss compare with each other’s answers.

• Provide help if needed.

• Present the answers.
Key:

[image: image3.png]Dear Mr. Benson,

Thank you for your letter of March 12.

‘We are so sorry that the computer you bought from us arrived in such poor
condition. It might have been damaged during shipment.

‘We will send you a new computer as soon as possible. To ensure it reaches you
safely, it will be double-packed this time.

Please accept our apology for the inconvenience it has caused.
Yours sincerely,

Emily Watson
Customer Service Manager




             Task 2









  25 minutes

Objective: Ss can get familiar with the style of letter of adjustment..

Steps:

• Ss do the task individually.

• Ss compare with each other’s answers.

• Provide help if needed.

• Present the answers.

[image: image4.png]Dear Mr. Walters,

Thank you for your letter of November 15.

We are so sorry that the goods you received have not been supplied correctly.
Tt might have been an error during shipment.

We will make up the shortfall as soon as possible, and promise that such
things will never happen again.

Please accept our apology for the inconvenience it has caused.

Yours sincerely,
Wang Yo

Wang Yi

Customer Service Manager




         

	Hour 8:

       Mini-Project





  40 minutes

Objective: Ss can know how to draft a summary of a survey results.

Steps:

• Grouping. Divide the class into groups.

• Defining the project. Go through the project with the class and clarify requirements. You are advised to do it after Ss study Reading A.

• Timing & cooperation. Give Ss the deadline for completion and guidelines on working together.

• Co-working

1) Ss ask 10 students to fill in the questionnaire.

2) Ss analyze the questionnaire.

3) Ss write a summary of the survey results.

4) Ask 2 or 3 groups to present their summaries to the class.

5) Invite other groups to give comments.
       Quiz












  5 minutes
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