Lycée de la Communication – BTS SN  - Communiquer : la Relation client 


CUSTOMER SERVICE 
Customers are the bread and butter of every company. Customer service must be a top priority. 78% of consumers have ended transactions before purchasing due to poor customer service response. 
1. Be a great listener. Take the time to identify customer needs by asking questions and concentrating on what the customer is really saying.  
2. The customer is always right. He or she may be rude, inattentive, speak with a thick accent, even stupid, but he or she is STILL the customer. Never forget that the customer pays our salary and makes your job possible. 
3. Customers are very sensitive and know whether or not you really care about them. Thank them every time you get a chance. Make customers feel important and appreciated. Treat them as individuals. Always use their name and find ways to compliment them, but be sincere.  
4. Identify and anticipate needs. Customers don’t buy products or services. They buy good feelings and solutions to problems Get regular feedback. 
5. Encourage and welcome suggestions about how your company could improve.  Give more than expected. Know how to apologize. When something goes wrong, apologize. It’s easy and customers like it. The customer may not always be right, but the customer must always win. Don't hesitate to give your customers something extra to encourage customer loyalty. 
6. Appreciate the power of “Yes”. Always look for ways to help your customers. When they have a request (as long as it is reasonable) tell them that you can do it. Figure out how afterwards and don't forget to keep to delivery dates, of course ! 
(Adapted from : http://customerthink.com/the-10-golden-rules-of-customer-service/) 
Task 1 : What sort of problems can you have when you contact a company? 

Task 2 : Which of the following experiences have you had? 

- You have to wait so long to speak to someone. 
- They put you on hold and you can't turn off their awful music. 
- They ask you to repeat the same information so many times and then nobody can help you. 
Task 3 : Read the article again. Which of the previous paragraphs 1-6 do the following main ideas refer to? 
a. Meet your customers' needs.  …................
b. Offer a personalized service. …................
c. Conduct surveys. …................
d. Keep your customers satisfied to get repeat business. …................
e. Deal with complaints quickly and efficiently. …................
f. Encourage customers' loyalty. …................
Task 4 : Match these quotes from a company employee to the previous ideas. 
1. “We design every machine to satisfy our customers.”   ….......
2. “We send our customers questionnaires to get their opinions.” ….......
3. “We negotiate special prices for loyal customers.” ….......
4. “We try to answer our customers' phone calls as soon as possible.”

Task 5 : Complete the sentences with a suitable verb each time. 
a. How does your department …................ the needs of your customers?
b. Does your team ….............. to their delivery dates? 
c. How often does your company …........................ surveys? 
d. How does your manager ….............. with complaints? 
e. It is important to ….................... customer loyalty to get repeat business. 
Task 6 : Complete the sentences with a word from the list dissatisfied – helpful – impossible – loyal – unreliable 

a. Their customer service said it was …............ to give me a refund. 
b. Actually, they weren't …............ at all so I am …............ 
c. I'm not going to use that taxi company because they are so …............
d. It is all the more disappointing because we have been …............ to this company for years. 

Task 7: Listen to the three speakers. What problems did they have?
a. …..........................................................................................................
b. …................…................…................…................…............................
c. …................…................…................…................…................…........

