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…read and understand information

In your work, you’ll need to keep up to date by reading trade journals and magazines. You’ll also need to read textbooks and other course materials to increase your knowledge. In the level 2 test for communication, you’ll have to read and answer questions on a number of pieces of text. 
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To take in all the information in a piece of writing, you must read it carefully. You also need to think about what the author is trying to achieve. Are they giving information or an opinion, trying to persuade or be humorous? 

[image: image3.jpg]408 R e om0 oSS e Cucationandskills s











Try this! 

When you’ve read the text carefully, answer this question.

1   What is the author's intention in this passage?

a)  To give information about customer care.

b) To persuade you to consider the importance of good customer care.

c) To highlight the importance of trained and responsive staff.

Try this! 

Read this passage and choose the correct ending to each statement below. 
1 The author's intention is to:

a)  persuade

b)  inform

c)  warn

d)  amuse.

2 A complaint is an opportunity for a business because:

a)   you may find out that there is a problem with your business

b)   a well handled complaint can make a client more loyal

c)   people willing to complain are rare

d)   many people will remain silent.

3 When handling the complaint you should:

a)   agree with the client

b)   take down all the details of the problem

c)   listen courteously and take swift action

d)   listen sympathetically, establish the details and take swift action.


























































WHOLE PASSAGE  A careful reading will bring all these points together. Don't skip sentences or rush your reading.





FINAL SENTENCE  …feeling that we have been able to help someone.





KEY WORDS/PHRASES  Key words or phrases you notice may be: 


keeping existing customers; dissatisfied; recommendation; nine; three or four; react to; rude; angry; satisfying; self-esteem





FIRST SENTENCE  By reading the first sentence of each paragraph, you get an idea of what the passage covers: 


keeping existing customers is easier   than finding new ones


people will respond to how they are treated.





TITLE  This tells you that the passage will be about good customer care.








How to deal with customer complaints


Every business has to deal with situations in which things go wrong from a customer’s point of view.  However you respond if this happens, you must take the complaint seriously – even if you’re convinced you’re not at fault. 


Although it might seem strange, a customer with a complaint represents a genuine opportunity for your business. If you handle the complaint successfully, your customer is likely to prove more loyal than if nothing had gone wrong. People willing to complain are rare – your complaining customer may be alerting you to a problem experienced by many others who silently took their custom elsewhere. 


Complaints should be handled courteously, sympathetically and – above all – swiftly. You need to listen sympathetically to establish the details of the complaint. Take appropriate follow-up action, such as a letter of apology or a phone call, to make sure that the problem has been solved. Your method of dealing with customer problems is one more way to stay ahead of your competitors.


Adapted from www.businesslink.gov.uk





The Importance of Good Customer Care


Good customer care is important because keeping existing customers is easier than finding new ones. Most people consider doing business with a certain company because of recommendation by a friend or acquaintance. Dissatisfied customers spread the bad news and undermine our business which ultimately threatens everyone’s jobs. Research has shown that the average person who has a bad-service experience tells at least nine others about it. By comparison, people who receive an excellent service only tell three or four others.


People react to the way they are treated and act accordingly. With this in mind, think about why a customer is rude or angry or uncommunicative and ask yourself: 


Am I getting the customer reactions that I deserve? 


Is my treatment of the customer at fault? 


Why is the customer acting that way and what can I do to improve the situation? 


Good customer service can also be very satisfying; it is good for self-esteem. It is always nicer going home at night feeling that we have been able to help someone.





Adapted from http://www.businessbureau-uk.co.uk/sales-marketing/customer_relations.htm








