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Dealing with customers m

I’'m sure we can find a solution

— dealing with customers

Von Paulene Grabenkamp-Frayne, Flensburg

undenorientierung wird in der Praxis immer

mehr zum Erfolgsfaktor fir Unternehmen.
Daher stellen sich Firmen jeden Tag neu die
Frage, wie man am besten mit Kundenbe-
schwerden umgeht. Dies liegt vor allem daran,
dass viele Bestellungen und Leistungen heutzu-
tage online abgewickelt werden. Dies bedeutet
nicht nur, dass Firmen ihre Kunden oft gar nicht
mehr zu Gesicht bekommen, sondern auch, dass
sie auf der ganzen Welt verstreut sein konnen.

Die Globalisierung der Weltmarkte forder
immer mehr, dass Angestellte sich auch
Beschwerden auf Englisch auseinander setzen
mussen.

In dieser Unterrichtseinheit lernen lhre
was Kundenzufriedenheit ausmacht una
man souveran und zugleich hoflich
Beschwerden umgeht. Anhand_von realitats-
nahen Beispieldialogen und z#
schatzibungen erarbeiten

Redemittel. Diese werden abs¢
einem Rollenspiel im Kontext ange

denbeschwerden umgehen zu kénnen.

s Wichtigste auf einen Blick

fiir positives und negatives
dback kennen

— Losungsmaoglichkeiten fur verschiedene
Arten von Kundenbeschwerden kennen

Dauer

6 Schulstunden

Niveau

B1/B2
(Differenzierungsmaterial fiir A2)

lhr Plus

mit acht vorgefertigten Rollenkarten
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Materialiibersicht

1. Stunde Talking about customer service departments

M1 (Tx) How to deal with customers — a group discussion

M2 (Ws) Customer service departments — reading an info text Tigjf;l
2./3. Stunde How to achieve customer satisfaction

M3 (Ws) How to achieve customer satisfaction — reading an info text

M4 (Ws) What a great backpack! — Talking about customer feedbac

M5 (Ws) Customer Service Week — getting to know an event in

M6 (Ws) They gave me a replacement — a partner activity

4.-6. Stunde How to deal with dissatisfied customers

M7 (Tx) Dealing with dissatisfied customers —a grou

M8 (Ws) Whydocompanies have hotlines? — Readi

M9 (Ws) Dealing with complaints — a listening a‘a;/‘ Trggkz.:;17
M 10 (Ws) Complaining and answering to comp

M 11 (Rp) We've received an incorrect invojge — r

Vocabulary Complaning and answering to com

Bedeutung der Abkiirzungen
Rp: Role play; Tx: Text, Ws: Worksheet

Minimalplan

Sie haben nur zwei Stunden zur Ve / nnen Sie die wichtigsten Inhalte erarbeiten:

1. Stunde: How to 2 M3und M6
2. Stunde: M9, M10 und M 12
Zusatzmaterialien a@ B . er ZIP-Datei
M2_Zusatz_A /es Arbeitsblatt mit einfacherem Text) d '
(|
M4 Zus S Arbeitsblatt mit einfacherem Text) ¢ m

rnatives Arbeitsblatt mit einer einfacheren Aufgabe 1)
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m Dealing with customers
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How to deal with customers — a group discussion

Take part in a discussion about how to deal with customers successfully.

Tasks

There may be more than one possibility.

1. Make notes for yourself.

What's your opinion? Look at the following statements and decide whether they aré

ai 2. Get together with a partner and discuss your answers.

@ 3. Discuss your answers with your class or group.

The customer is always right.
b) The customer is sometimes right.
c) The customer is seldom right.

d) The customer is often right.

You should never shout at a

b) You may sometimes be loud w
a customer.

c)
d)

c) You should always ke
tone of voice* with

d) You should not
with a custo

Offer the
b)

c)

d)

credit'voucher?.

compensate a customer
with cash.

ays listen to your customer carefully.

ffer a customer a solution straight away
without any discussion.

Listen and repeat the problem again.

Whilst listening use phrases such as
“l understand ...” or “I'm sure we can
find a solution ...”

6. a) Itis always possible to find a good solution.

Sometimes is it impossible to find any
solution.

Solutions should be discussed with the
customer.

The manager is the only person able to
offer a solution.

1 to compensate: entschadigen — 2 receipt: der Kassenzettel, die Empfangsbestédtigung — 3 credit voucher: der Gutschein -
4 tone of voice: der Tonfall - 5 discount: der Rabatt — 6 purchase: der Kauf
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Customer service departments - reading an info text M2

Find out about the organisation of customer service departments in larger companies.

Customer service departments

Many larger companies have their own customer service department. It is
responsible for dealing directly with customers. The employees in this departpent

They offer information on products or services, give advice' or d
complaints?.

© Thinkstock/iSto

Companies not only have special guidelines® concerning company,
such as giving information, but also on how to deal with complain

The employees are trained to offer solutions to standard probl
authorised® to provide compensation® for customers if this is nece

A customer service department may have three levels of com : ployee or first
level service, the (Key) Account Manager or second | who might only deal with

b) Does the customer service department only dea

c¢) Do customer service departments on

Task 2: Use words from the grey bo e sentences.

a) A small company doe

b) There are

c) A ay deal only with important customers.

for everything.

to do it.

to a problem.

is a set of rules used in a company.

uthorised e customer service department ® company policy ® key account manager
e responsible ® solution ® standard ® three levels

Vocabulary

1 to give advice: Rat geben — 2 complaint: die Beschwerde - 3 guidelines: die Richtlinien — 4 company policy: die Geschafts-
politik — 5 to be authorised to do sth.: berechtigt sein, etw. zu tun — 6 compensation: die Entschadigung — 7 jurisdiction: die
Zustandigkeit — 8 level of competency: der Kompetenzbereich
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KLASSE SCHULE

Sie wollen mehr fiir Ilhr Fach?
Bekommen Sie: Ganz einfach zum Download
im RAABE Webshop.

RAABE

Unser Gratis-Material
< exklusiv fiir Referendare! ) I
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@ Uber 4.000 Unterrichtseinheiten - Sichere Zahlung per Rechnung,
sofort zum Download verfiigbar PayPal & Kreditkarte
@ Exklusive Vorteile fiir Abonnent*innen @ Kauferschutz mit Trusted Shops

* 20% Rabatt auf alle Materialien
fur Ihr bereits abonniertes Fach

* 10% Rabatt auf weitere Grundwerke

Jetzt entdecken:

www.raabe.de



