First approach

UNIT1

Introduction
to customer care

People have strong opinions about customer care. What is important for you as a customer?
Work with a partner to make a list of the kind of services you expect.

Read this true customer care success story and find four word partnerships with ‘customer’.

customer

Can you add any other words to make more partnerships?
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amazoncom.  Focus on ... Amazon

Amazon.com is one of the most
successful companies on the
Internet. It boasts of the latest
technological website trends, but
the company is especially well-
known for its customer satisfaction
for online shopping.

Customer convenience is the
top priority at Amazon.com. Visit
the site once, and when you return,
Amazon.com remembers your
name and when you visited the
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site. You can instantly see what
items you have bought. It also
shows where you browsed on
earlier visits. The customer-friendly
IT system recommends other

titles or products that might be of
interest the next time you shop.

At Amazon.com, top technology
gives customer satisfaction. More-
over, the website helplines assist
customers with any enquiry, order
or even with complaints or prob-

lems. The Amazon agents are
ready to give customers efficient
service by email or phone.

The highest customer aim is to
make shopping more convenient
and enjoyable. Amazon.com
wants to make sure that custom-
ers finish their transactions
with a positive impression. This
is essential to the continued
success of Amazon.com.
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According to the article, why is Amazon so successful?
Complete this list.

2 Find aword in the text that means the same as:

1 tobeproud of 5 fastand organized

2 thehighestimportance 6 easyorhelpfulto use
3 tosuggest 7 nice

4 tohelp 8 veryimportant

Now use words from above to complete these sentences.

a Ourcustomers’ satisfaction is ourtop

b Ifyou contact ourcall centre, one of our agents can you.

¢ Good communication skills are in any customer care job.

d Andyou can pay by credit card, which is very when shopping online.

e We can offera quickerand more level of service with our new call centre.
f Ifyou are happy with our products, please us to a friend.

3 You are in a meeting with a possible new customer. Answer his or her questions about your
company with some key vocabulary from the text.

Q What makes your company different?

A Ourcompany boasts of .

We’re especially well-known for 2,

Q How doyou make it easy and convenient for the customer?

A We offer convenience to the customers with

3-

Q Howdo | get after-sales service?
A We give efficient customer serviceby
Q Whatisthe mostimportantfocus foryour
customers?
A Ourtop priority is to

4.
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