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Reading

Customer Care: A Critical Imperative (pg. 21)

Activities

2. Work in pairs.

Possible answer:

Student A: Hi, I'm having trouble with some customer files. The text is scrambled and
unreadable. Can you help?

Student B: When did this start happening?

Student A: This morning. They were fine yesterday.
Student B: What type of files are they?

Student A: Word documents.

Student B: It sounds like an encoding issue. Try this:

1. Open the file in Word.

2. Go to ‘File,” then ‘Options.’

3. In the ‘Advanced’ section, turn on ‘Confirm file format conversion on open.’
Student A: Okay, what now?

Student B: Close and reopen the file. When prompted, choose ‘Plain Text” and select ‘UTF-
8’ encoding.

Student A: It worked! Thank you so much!
Student B: Glad to help! Let me know if you need anything else.

Listening
A Conversation at a Trade Fair (pg. 22)

Professional Challenge
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Example Answer: Customer Service Improvement Strategy

1. Introduction:

Customer satisfaction has declined, necessitating a strategic plan to enhance customer
service interactions across all channels. This plan will focus on analyzing customer feedback,
identifying key pain points, and implementing innovative solutions to surpass customer

expectations.
2. Customer Data Analysis:

o Utilise Zendesk analytics to examine past customer complaints, service response

times, and satisfaction survey results.
e Integrate HubSpot CRM to segment customer data and identify trends in

dissatisfaction.
e Conduct customer focus groups and surveys to gather qualitative insights.

3. Identified Pain Points:
e Slow response times across email and chat support.

o Inconsistent service quality across different platforms (phone, chat, social media).
e Lack of proactive engagement in addressing recurring issues.

4. Proposed Solutions:
a) Improve Response Time
e Implement AI chatbots to handle common queries instantly.
e« Expand customer support team to reduce ticket backlog.

o Introduce a triage system to prioritize urgent inquiries.

b) Standardise Service Quality

o Develop a unified training program for customer service representatives.
o Create a knowledge base and script guidelines for consistent responses.
e Set clear KPIs (e.g., first response time < 2 hours, resolution time < 24 hours).

c) Enhance Proactive Customer Engagement

o Utilise predictive analytics to identify and resolve frequent issues.
e Personalise customer interactions through CRM insights.
o Establish a loyalty program offering discounts or early access to new services for

frequent customers.

5. Measurable Goals:

Goal Target Metric Timeline
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Reduce response time Decrease average response time from 8 to 4 | 3 months
hours

Improve satisfaction | Increase CSAT from 75% to 90% 6 months

score

Enhance retention rate Reduce churn by 15% 12 months

6. Budget Considerations

7. Conclusion

Al chatbot software: $10,000/year

Training program development: $5,000
Additional support hires: $50,000/year
CRM integration enhancements: $7,000

By leveraging Al technology, CRM data, and proactive service initiatives, we aim to restore
and enhance customer satisfaction, ensuring long-term brand loyalty and positive customer

experiences.

Rubric for Evaluation:

Criteria Excellent (10-9 | Good (8-7 | Satisfactory Needs
points) points) (6-5 points) | Improvement
(4-0 points)
Understanding Clearly identifies | Identifies Some pain Does not
of Customer | pain points using | key pain points are address
Needs data and points but identified but | customer needs
customer lacks depth | lack effectively or
insights. in customer | supporting lacks analysis.
Demonstrates insight data.
deep analysis.
understanding of
customer
expectations.
Innovative Proposes creative | Suggests Solutions are Solutions are
Solutions and feasible practical general and vague,
solutions tailored | solutions not directly impractical, or
to specific pain but lacks linked to missing.
points. innovation. customer
feedback.
Measurable Includes clear, Goals are Goals are Goals are
Goals SMART goals with | included but | present but unclear or
specific metrics not fully lack specific missing.
and timelines. detailed or metrics.
SMART.
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Implementation | Well-structured Includes a Has a rough No clear
Plan timeline, budget | timeline and | timeline but implementation
considerations, budget but lacks financial | plan.
and action steps. | lacks depth | and strategic
in execution | clarity.
details.
Use of Provided | Effectively Uses Mentions Does not use
Resources integrates Zendesk or | resources but | provided
insights from HubSpot but | does not resources.
Zendesk and does not integrate them
HubSpot into the | fully apply effectively.
strategy. insights.
Presentation Organised, Well- Somewhat Disorganised,
and Clarity professional, and | organised disorganised unclear, or
easy to follow but may or unclear in difficult to
with strong lack some parts. follow.
structure. clarity or
structure.

Speaking

Dealing with Customers on the Phone (pg. 24)

Activities

1. Work in pairs.

Possible answer:

Student A (Customer):"I've been shopping with your company for years, but I'm really
disappointed this time. I received a product last week, and it’s faulty! It doesn’t work at all.
I spent a lot of money, and this is completely unacceptable. I want a refund, and I want it
now!"

Student B (Customer Service Representative): "I'm really sorry to hear that you’ve had this
experience. I completely understand your frustration, and we really value you as a long-
time customer. Let me assure you that we’ll get this sorted out as quickly as possible. May
I ask for some more details about the product and what’s wrong with it?"

Student A (Customer): "It's a blender, and it stopped working after two uses. The motor
just stopped running, and now it won't even turn on. I've tried contacting your support
before, but I haven't heard back."
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Student B (Customer Service Representative): "That’s really frustrating, and I'm so sorry
for the delay in response. Let me offer you a couple of options to make this right. We can
either provide you with a full refund, or if you’d prefer, we can send you a replacement right
away. Additionally, I'd like to offer you a discount on your next purchase as a token of our
appreciation for your continued loyalty. How would you like to proceed?"

Student A (Customer): "I think a refund is the best option. I've already lost trust in the
product."”

Student B (Customer Service Representative): "I completely understand, and I'll process
that refund for you right away. You should see it back in your account within 3-5 business
days. Again, I'm really sorry for the trouble this has caused, and we appreciate your
patience while we fix this. If there’s anything else I can do for you, please don’t hesitate to
reach out."

Student A (Customer): "Thank you. I appreciate that."

Student B (Customer Service Representative): "Thank you for your understanding. I hope
we can serve you better in the future. Have a great day!"

Professional Challenge

Project: Develop a Communication Strategy for a
Company (pg. 29)

Step 1: Needs Assessment

e Objective: identify gaps in customer service skills and knowledge.
e Action: evaluate new employees’ current level of understanding of customer
service. This may include:
- Surveys or interviews with new hires.
- Reviewing common customer complaints.
- Assessing performance in handling inquiries.
Step 2: Programme Development

e Objective: create a structured curriculum that covers essential customer service
skills.
e Action: break the training into modules, focusing on:
- Module 1: Effective Communication- How to communicate clearly,
professionally, and with empathy.
- Module 2: Handling Customer Complaints- Techniques for addressing difficult
situations and ensuring customer satisfaction.
- Module 3: Problem-Solving and Decision-Making- Approaches to identifying
and solving customer problems efficiently.
- Module 4: Product Knowledge- Detailed information about the company’s
products or services.
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- Module 5: Company Values and Culture- Emphasize the importance of the
company’s mission and customer-centric philosophy.

- Module 6: Role-Playing Scenarios- Hands-on practice through simulated
customer service interactions.

Step 3: Training Materials.

e Objective: provide comprehensive materials to support learning.
e Action: develop the following resources:
- Presentation slides outlining key concepts.
- Handouts summarizing customer service best practices.
- Role-playing scenarios to practice real-life customer interactions.
- Case studies based on actual customer service challenges.
- Quizzes and assessments to evaluate employee understanding.
Step 4: Instructor Selection and Training.

e Objective: choose the right trainers to lead the sessions.
o Action:
- Select experienced trainers who have a deep understanding of customer
service and the company’s values.
- Provide trainers with training guides, materials, and any additional support
they need to deliver the programme.
Step 5: Delivery and Facilitation.

¢ Objective: ensure the programme is engaging and interactive.
o Action:
- Use a mix of lectures, discussions, and interactive activities.
- Incorporate role-playing to give employees hands-on practice in handling
different customer service situations.
- Encourage group discussions to reflect on challenging customer interactions
and how they can be handled.
- Provide feedback on performance during role-play exercises.
Step 6: Evaluation and Feedback.

e Objective: measure the effectiveness of the training.
e Action:
- Collect feedback from participants through surveys and discussions after the
training.
- Analyse the results of quizzes and role-playing exercise to gauge skKill
development.
- Use feedback to refine future training sessions and improve content as needed.
Final Deliverables:

e Power Point Presentation:
- A summary of the training programme, including key modules, objectives, and
the training approach.
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e Document Cover:
- Design a professional cover for the training materials, aligning with the

company’s branding and values.

e Presentation to Class:
- A 3-5-minute presentation summarizing the training programme for the new
employees, highlighting the importance of customer service skills and how

they align with the company’s values.

Criteria Excellent | Good (4) Satisfactory | Needs Unsatisfa
(5) (3) Improvemen | ctory (1)
t (2)
Needs Thorough Good Basic Poor No
Assessment | identificatio | identification | identification | identification identificati
n of of knowledge | of gaps with | of gaps, on of
knowledge | gaps with limited data | unclear knowledge
gaps, with | relevant and minimal | understanding | gaps.
well- data. Minor understandin | of company
researched | improvement | g. needs.
data and s possible.
clear
understand
ing of
needs.
Programme | Comprehen | Well- Basic Unstructured No
Developmen | sive and structured modules, modules structure
t structured | modules covering missing key or relevant
modules covering all most areas areas or content,
covering all | areas. Could | but lacking minimal missing
key areas improve depth or relevant key areas.
creatively creativity or structure. content.
and depth.
thoroughly.
Training High- Good quality | Materials are | Poor quality No
Materials quality, materials sufficient but | materials, materials
engaging supporting not engaging | lacking detail | developed
materials, learning, with | or detailed. and failingto | or
including some case support provided.
detailed studies or learning.
case quizzes.
studies and
quizzes.
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Instructor Experience | Trainers Trainers Unqualified No
Selection d trainers selected with | have trainers trainers
selected some minimal selected with | selected or
with full experience, experience insufficient unqualifie
support provided with | and are support. d trainers
and well- adequate provided without
prepared support. basic support.
materials. support.
Delivery and | Highly Interactive Limited Minimal No
Facilitation interactive, | delivery with | interactivity | interaction, interaction
using participant and poor or
multiple engagement | engagement, | engagement, | facilitation
methods. but missing with basic and ineffective | , poor
Effective some facilitation. facilitation. delivery.
facilitation | methods or
and depth.
engageme
nt
throughout
Evaluation Detailed Feedback Basic Minimal No
and feedback collected and | feedback feedback feedback
Feedback collected used for collected, collected, no collected
and improvement | minimal use | improvement | or used for
actionable |, though for made. improvem
insights lacking improvement ent.
used to detailed
improve analysis.
future
sessions.
PowerPoint | Clear, well- | Good Basic Poorly No
Presentation | designed, presentation, | presentation | designed presentati
covering all | covering key | covering presentation on created
key points but most key with missing or
elements lacking points but key elements | delivered.
with creativity or lacking clear | and poor
engaging professional design and visuals.
visuals and | touch. flow.
professiona
| flow.
Document Professiona | Well- Basic cover, | Unprofessiona | No
Cover |, creative designed lacking | or document
cover cover but creativity or | incomplete cover
aligning missing some | alignment cover with no | created.
with professional with attention to
company elements. branding. branding.
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branding

and values.
Presentation | Engaging, Clear Basic Poor No
to Class confident presentation | presentation | presentation presentati
presentatio | with minor with some with lack of on.
n with time missed clarity,
excellent management | points, engagement,
time issues or lack | lacking and time
manageme | of full engagement | management.
nt and engagement. | or time
audience management
interaction.
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