1 TOPIC QUESTION

SHOREY

Have you ever gotten angry at a
worker 1n a store or a restaurant?
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Directions: Read the following article aloud.
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Providing Proper Service for Customers

There is nothing more important in the retail business than the treatment of
your customers with respect to service and complaints. The way customers are
treated with respect to service and the handling of complaints is directly
linked to repeat sales.

When it comes to service, you should always determine what the customer
really needs. This is not always what the customer thinks they want. The best
way to do this is to have a good conversation with the customer and to discuss
with them what they hope to achieve by the purchase. The purchase might not
be an item but could as well be a service they need you to perform.

In addition to service, it is very important to handle any complaints from a
customer in a proper manner. This is the way customers will remember how
you treated them when they had a problem. If you did not step up to their
problem in a concerned manner they will not be back to deal with you again. If
you show them you care and are doing your best to deal with their problem
then they will return again and again for repeat business.

Copyright (C) 2012 Sankei Human Learning Co., Ltd.



3 VOCABULARY

Directions: First repeat after your tutor and then read aloud by yourself.
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4 QUESTIONS
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Directions: Read the questions aloud and answer them.
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1. What is the most important thing in the retalil
business?

2. How do you determine what a customer needs?

3. What happens if you don’t step up to a customer’s
complaint in a concerned manner?

4. Has anyone ever complained to you about your
service? What did you do?
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