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Discussion 
D What annoys you most as a customer? 

waiting for service products that don't do wha~ they claim high prices hidden costs 
planned obsotescence deadlines not respe-cted incompetent service 
poorly translated instructions being put on hold other? 

With a pati ner. discuss what you as a customer can do about these problems. 

Scan reading 
0 Read the email from Hamish Hamilton, CEO of Cybertanan Software and answer the 
questions. 

I \\'hat are his four problems? 
2 How are the problems linked? 

really pleased with the solutions you recommended. 

For )'Our next proJect, I need you to take a look at our Kir1<Caldy contact 
centre. Our Qt. customer satisfaction survey is disastrous (see charts 
and report extract attached) and this represents a major risk to 
our corporate Image and futu(e sales. We have serious recruitment 
problems and a high staff turnover. These two problems are obviously 
linked. I suggest you talk to Laurie McAllister, our HR Manager there. 
I'd like you to com<> up W<th some proposals but without significantly 
Increasing costs. which are another problem. Currently we estimate 
that on average a customer call costs us £4.50. We cover this from 
the call charge (currently £0.50 per minute). whlch Is why we keep 
customers on hold for around slx minutes. They spend about the 

same ~me w•th an adViser. although if possible we ~d to reduce 
this because atlhe moment we can't take enou&h calls. Obviously. we 
can't affO<d to mcrease salaries. I'm courrt on you to oome up with 

some creative ideas: get back to me as soon as you can. 
Best re&ards. 
Hamish 

TOP FIVE REASONS FOR CUSTOMER DISSATISFACTION 

1 Difficult to get through to customer adviser 

2 Time spent on hold 

3 Several calls needed to solve problem 

4 Cost or calls 

5 Can't get help by email 

Reading for detail 
0 ~1ark these statements T (true), F (false) or D (it depends). 

1 Hamish Hamil ton is probably writing to an exremal consulting group. 0 
2 The Kirkcaldy comact centre has satisfied emplo)rees and dissatisfjed customers. 0 
3 The comacr centre is losing money at the momenL 0 
4 If the centre employs more advisers, its income will increase. 0 
5 More than two thirds of customers were sa tisfied or very satisfied in Q I. 0 

76% 
65% 
53% 

49% 

6 The number of both dissatisfied and very d issatisfied customers tripled in Q4. 0 
7 About half of their customct·s would be prepared to pay for suppon if their problems 

were solved quickly. 0 
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Internet research 
What is the FLSA 1 What 
are employ~es· rights 
on bathrootn •nd meal 
breaks in the USA? Are 
they similar to those in 
your country? Search for 
the keywords "m~:..J rest 
brc1ks" to find out. 

Listening for detail 
D ;: U7 Listen •o part of an interview with Laurie McAWster. H R Manager at the Kirkcaldy 
contact centre. In her opinion. what is the biggest problem for advisers? 

0 Listen again . What arc the effects on the contuct centre of the following? 

l Employees have poor working conditioll$ and low job satisfaction. 
2 The workload is heavier than before. 
3 The bus service is inadequate. 
4 Desks are shared with colleagues on other shifts 
5 Software products have become very complex. 
6 Advisers don't get enough training. 
7 The shift system is inllexible. 

Solving problems 
0 Work in small groups. You are the consultants that Hamish Hamilton wrote to in 2. Hold a 
meeting to discuss the agenda below. 

Kirkcaldy Contact Centre 
AGENDA FOR CONSULTANTS' MEETJ NG 

The situation 
Isolate the problems and prioritize them as: 
•) im port3nt and urgent 
b) important but not urgent 
c) not important. 

Solutions 
Brainstorm solutions to the problems prioritized as a) and b) above. 
• Re\;ew company policy on customer services? 
• Review company policy on workjng conditions for advisers? 

Recommendations 
Define recommendations for short- and long-term policy. - -

Writing presentation slides 
0 Prepare slides to present to Cybe11artan Software summarizing your recommendations. For 
each problem. make recommendations. give reasons for these and outline the expected results. 

Presentations 
D In your groups. prcsemyour recommendations and take questions from the class. 




