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Call centre success4
A survey was carried out recently on call centres for various industries in the UK. 
Work with a partner to select the correct answers in these survey results. 
Then check the key on page 64 for the answers. Were there any surprises?

1 12% 24% 42% of calls were rated unsatisfactory.

2 Agents were rude in 11% 21% 31% of calls.

3 9% 16% 25% of calls were answered after more 
than 30 rings.

4 In 7% 10% 14% of calls, agents didn’t have 
enough knowledge to handle the call.

5 In 32% 46% 62% of calls, agents didn’t 
spend enough time understanding the caller’s 
actual needs.

Would a survey in your country have similar results? Why or why not? How could call centres 
change the way customers rate them? 

Listen to the two call centre conversations. Which customer is placing an order and which has 
asked for help?

Listen again and complete the table.

 Call 1 Call 2

Customer

Customer interested in

Follow-up

1
17–18
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