
Unit 6 Customer Care 

Lesson 6: Customer Satisfaction 

Directions 6.1 Listen to three different customers and complete the sentences. 
 

Customer 1: Finally! I _________________________ to contract someone all day! 

Customer service: _________________ our website? Most questions can be answered there.   

Customer 1: Yes, I __________________it and I have sent five emails, but I __________________ a  

             response. 

 

Customer 2: I ______________________ problems with my computer all day. 

IT services:  what seems to be the problem? 

Customer 2: It _____________________ twice and the screen __________________ three times. 

IT services: ______________________ switching it on and off again? 

Customer 2: I've done that five times now. 

 

Mark: Tom, it's Mark here from Eastlight. I still ___________________  the information for the training 

course. 

Tom: Really? how long ago did you request it? 

Mark: I ______________________ for three weeks now and the course starts next week         

Present Perfect 

 

 

 
I have loved you for many years. 

Present Future Past 



โครงสร้างของประโยค 

บอกเล่า   Subject + has/have + V.3 

ปฏิเสธ   Subject + has/have + not + V.3 

คำถาม   Has/Have + Subject + V.3? 

วิธีการใช้ 

1. เราใช้ Present Perfect กับเหตุการณ์ที่เคยเกิดขึ้น ณ ช่วงเวลาหนึ่งในอดีต แต่เราไม่รู้แน่ชัดว่าเป็น

ช่วงเวลาใด 

Examples:  I have worked in several banks in London. 

   She has visited many countries. 

   I have been busy all day. 

2. เราสามารถใช ้Present Perfect กับเหตุการณ์ทีเ่กิดตั้งแตอ่ดีต สืบเนื่องมาจนถึงปัจจุบัน 

Examples:  Amanda has been here since 9.00 a.m. 

   He has not found the watch he lost. 

หมายเหตุ: เรามักใช้ since กับ for ในการใช้ Present Perfect 

   He has been though lots of things since 2015. 

 

ข้อควรระวัง 

 โปรดอย่าจำสลับกับ Present Perfect Continuous (S + has/have + been + V.ing) ซึง่เราจะใช้

ต่อเม่ือ เหตุการณ์นั้นดำเนินมาโดยตลอดและยังไมม่ีท่าทีว่าจะสิ้นสุด หรือ พูดถึงการกระทำที่มีลักษณะยืดยาว

เป็นระยะเวลานาน 

เช่น   He’s been doing this since this morning. 

   It’s been raining all day. 

   We have been discussing over this topic for more than 5 hours. 

    

Directions  Complete the sentences 

1. I _______________ (try) to contact him all week. 

2. I _______________ (already ring) them five times. 

3. I _______________ (learn) English since I was five. 

4. This is the first I_______________ (hear) about the problem. 

5. My computer _______________ (stop) working. 

6. The screen _______________ (break) already. 

 



Our department has been receiving/has received a lot of complaints lately. 

The trouble is our staff are very knowledgeable, but not everyone has the 

same level of IT knowledge. So for the last month, we have been 

encouraging/have encouraged our staff to be patient with our colleagues. We 

have told/have been telling them to explain simple solutions in a tactful way 

and reminded them to be respectful - it might be the CEO on the phone! 

 

Many customers have been complaining/have complained about how 

knowledgeable our customer service team are. Well, unknowledgeable really! 

As a result, we have changed have been changing the organization of our 

customer service team. Now, engineers, who are more competent at 

discussing the products we produce, deal with the more technical complaints. 

Our sales are all business-to-business and so the contracts can be quite big 

and important. The difficulty we have had/have been having is sales teams 

making promises they can't keep and not spending the time needed to y 

develop the relationships. We have been providing/have provided ongoing  

training to emphasize the importance of being honest about what we can  

deliver and being attentive to our clients’ needs. 

 

Directions  Complete the sentences with adjectives highlighted in the emails. 

1. Your staff have to be _______________ of the customer's opinions.   

2. I would prefer my team to be _______________ and tell the customer it was our mistake than to  

   lie.  

3. We find out the subject of the customer's complaint first, so that the most _______________  

   member of our team in that area speaks to them. 

4. He's really _______________ . He takes his time to explain things clearly.  

5. It's important to be _______________when explaining a customer has made a mistake. We don't  

   want to make them feel bad.  

6. Being _______________ to a customer's needs makes them feel important. 

7. Good product knowledge is important in order to be_______________ in this role. 

 

 

 

A 

B 

C 



1. I'm different  
2. It all happens online  
3. We want it now  
4. Hard to please 
 
_______________ Born between 1977 and 1994? If so, then you are perhaps the most demanding 

consumer ever - Generation Y -- with very high expectations. Every company has to adapt to 

their target market, so how do you please Generation Y?  

_______________ Generation Y have grown up with the Internet, online shopping and 24/7 access 

to information. They don't want to join the queue or wait on hold, they want answers now! Real-

time customer service, with instant responses and resolutions are not what Generation Y hope for 

- it's what they expect. Even better, don't make Generation Y speak to you. They’re happy to 

find out the answer for themselves.  

_______________ internet spending in the UK alone has risen from £2 billion in 2000 to £70 billion in 

2011. As a result, an online presence, not only via a website, but through a number of social 

media, has become increasingly important for any company. It took Facebook two and a half 

years to grow to ten million users, but it only took Google sixteen days to jump to the same 

number for its social media site Google+ 

_______________But don't put these people into the same group. They don't want to be a group 

of consumers with the same characteristics; they're individual consumers. They expect services 

and products to be changed to meet their needs. Use your technology to personalize their 

experience and you might just make the least loyal consumer in history stay with you. 

 

Directions  Replace the word or phrase in italics with the correct form of a 
highlighted word from the text.  
1. A typical quality of Generation Y is that they want everything now. 

2. You have to adapt to the group of people you want to sell to.  

3. It's my belief that customer service should be adapted to each individual. 

4. Regular and unchanging customers are important to keep.  

5. Our customers have the belief that we should change to meet their needs.  

6. Generation Y customers are in need of a lot of time and attention.  



Directions  Complete the sentences using the prepositions in the box. 
  at   between  by(x2)   from   to(x2)   up 

1. Last year car sales decreased_______________ 15%. 

2. Since Amazon launched in 1995, Internet spending in the UK has increased_______________ 

less than £100 million_______________ more than £70 billion per year.  

3. In 2011, the number of tweets per day jumped_______________ an average of 140 million. 

4. Money spent on TV advertising in the UK has fluctuated _______________ £3.7 and £4.1 billion 

per year.  

5. The number of people using Google+ shot_______________ to ten million in just sixteen days. 

6. Amazon's revenue now stands_______________  over $35 billion dollars per year.  

7. Customer loyalty has plummeted _______________ 40% in two generations.  
Directions  Complete the descriptions of the graphs described in 6 using  

vocabulary from 5. 

... especially Twitter, which _______________ its number of tweets per day very slowly 

_______________ 2007_______________ January 2009 _______________ one million. In the next 

year, it _______________ to nearly 50 million per day. 

 Customer loyalty for people born before 1929 was high at just over 55%. This 

_______________ gradually_______________ 57% for war babies and then _______________ 

slightly for the baby boomers back_______________ 55%. This then _______________ 

_______________ 50% for Generation X and then _______________ nearly 40% for 

Generation Y. 

Our sales online _______________  _______________ one million every year for the first 

three years and then _______________  _______________ five million every year after that 

and now stand at thirteen million per year. 



Read the text and answer the questions. 
1. Why did Chris complain? 
2. Was his problem solved by the reception desk? 
3. How did he get the problem solved?  

Complaining on Twitter 

Twitter is a powerful platform for complaining. Thanks to Twitter, the 'little guy' isn't quite so little 

any more. These days, businesses receive public feedback whether they want it or not and 

different companies deal with this reality in different ways. Last October, Chris was in Chicago 

for a few days attending a communications seminar. Unfortunately, close to midnight, a group of 

teenagers started making a lot of noise. When Chris complained, a security guard came up and 

it became calm. However, it soon started again. The next morning, the desk clerks simply said 

they would notify the manager.  

So Chris started tweeting. Very quickly the manager of the hotel was on the phone saying that 

a manager from the New York office wanted her to do whatever she could to fix the situation. 

His whole stay was free and he was moved into the Executive Suite for the rest of his visit.  

Best practices for consumers complaining on Twitter  

1. Be responsible and don't overdo it.  

2. Express genuine frustration, but don't use bad language.  

3. Mention the corporate Twitter account.  

4. Go as high up the company as possible.  

5. Include photos or video (if applicable) to prove your point.  

6. When an issue is resolved, thank the company publicly.  

Best practices for companies dealing with complaints on Twitter 

1. Employ social media monitoring software to follow brand conversations.  

2. Respond to complaints quickly.  

3. Check that a person is a real customer before taking action. 

4. Go above and beyond the call of duty - even if a person has a small following, people can 

easily search keywords related to your brand.  

5. Once an issue has been resolved, ask the customer if they were satisfied and if they could 

tweet about it. 

If you're a consumer and you have a Twitter a Twitter account, don't be afraid 
to da little public complaining from time to time using the rules above You 
really have nothing to lose. 

 



Directions  6.3 Listen to three different complaints. What is the product and  

why is each customer not happy? Complete the phrases. 

 

Product __________________. Unhappy because ____________________________________________________ 

 

Product __________________. Unhappy because ____________________________________________________ 

 

Product __________________. Unhappy because ____________________________________________________ 

 
1. Unfortunately, _____________________________ the order you sent. 

2. Sorry to ____________________. What’s the _________________________________? 

3. I can see it’s ______________________________________. 

4. We have a photocopier on hire from you and _____________________ getting stuck. 

5. I think we’ll __________________________________ out an engineer. 

6. __________________________________ the delay. 

7. It’s _____________________________________ - it keeps crashing. 

8. _________________________________ when and how? 

9. _________________________________ switching it on and off again? 

10. ___________________________ check that and then get back to me if it still doesn’t work. 

 


