HOW TO GIVE GREAT CUSTOMER SERVICE:

/

4. T solfve a problem for a cusiomer you should zay:

A) Here's what we are golng to huri ihis siouation...
B) Here's what we are going to do to fix you...

C) Here's what we are going to do to fix the sitation...
D) Go asd don’t come back...

3. Af you don 't know how to help o customer, pou should:

A) lie b the customcer.

B) tell the customer you don’t know whai to do,

C) tell the castemer to wait while vou speak with & manager.
D) o on your lunch and call vour mam.

WATCH THE FILM AN

How to give great customer service: the L.A.S.T. method

D CHOOSE THE CORRECT ANSWER.

1. I customer service what does LAS T, stand for?

A listen, argue, swear and thank

B) Fisten, apolagize, solve and thank
C) listen, approach, study and thank
D) lamibast, assault, slap and torture

2, Choose the correct sentence,

B) Hivw 1 ean kelp?

A) How 1 can help you?

) What can | help you?
) How can | help you?

3. To apologize 1o a customer you stowld say;

¥ I"'m sorry | made a

A) 'm sorry vou had a bad experience.

By 1"m sorry you are a bad experience.
©) I'm sorvy you bad experience.

mistake,

SLIVEWORKSHEETS

i Te thank the customer, you shonkd sap:

A) Thank yeu for complaining, it makes my day go faster.

B) Thank you for bringing this to our attention,

C) Thank yeu for making problems for ns.

1) Thank yeu {or bothering me, it*s been an inconvenience spe-
aking with you.

7, What can you say if a customer is angry with pou?

A}l doa’t wani to help you. You're being rude.

B) So what you're saying is that...

©) 1 really want to help vou but your lnnguage is getting in the
way, Please calm down 5o [ can help vou.,

D} It seems like something is wrong with yeu, Please get some
Help and come back when vou aren’t being so angry.

8 Customer service is inpartant;

A you work in a hatel or restanrant.

B) if you work in & hotel,

C) if you wark in 2 restaurant,

D} in any job where you have fo i with

W Which sentence shows you are listening?

A) Thank yeu for bringing this 1o owr attention.

B) I'm sorry yon had a bad experience.

C) Here's what we're going to do to fix this situation.
D) Let me get this right. What you're saying is that...

1) Which sentence shaoes you 're solving @ problew®

A} You're a miserable human being.

B) I hate vou.

) Here"s what we're golng to do to fx this situation.
1) Thank yeu for bringing this to owr attention.




