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Reading for detail

TECHNIQUE ONE

Always wear a Whatzit

What's a Whatzit?

Some people have developed a clever technique that
works well for social o corporate networking purposes.
The technique requires no special skill on your part,
only the courage to wear a Whazit

A Whatzit is anything unusual - a unique brooch, an
interesting scarf, a strange tie, a funny hat. A Whatzit

s any object that draws people’s attention so that they
walk over and ask, ‘Uh, what's that?"

TECHNIQUE TWO.

Whoozat?

What to do when you haven't got a Whatzit.

Like 2 politician, g to the host and say, ‘That man /
woman over there looks interesting. Who is he / she?
Then ask for an introduction.

it

Find out about the stranger’s job, interests or hobbies.
The host might say, ‘Oh, that’s Joe Smith. I'm not sure
what his job is, but 1 know he loves to sk’ Aha, you've
just been given the icebreaker you need. Now walk
over to Joe Smith and say, ‘Hi, you're Joe Smith, aren’t
you? Susan was just telling me what a great skier you
are. Where do you ski?’

X Read the article below about small talk to find:

1 three topics that you can malke small talk about
2 two topics that you can't malke small talk about
3 two tips for managing small talk.

What is small talk?

Your company sends you to an important
international conference in the USA. While you are
travelling from the hotel to the conference centre you
‘meet somebody who works for the Spanish division of
your company for the first time. The conversation that
you have will probably be what we call small talk.

What do people make small talk about?

There are certain safe topics that people usually
‘make small talk about. The weather is probably

the number one thing. Sometimes even friends and
family members discuss the weather when they meet
or start a conversation. Sports news is a common
topic, especially if a local team s doing extremely
well or badly. If there is something that you and the

other speaker have in common, that may also be
acceptable to talk about. For example, if the bus is
extremely full and there are no seats available you
might talk about reasons why.

There are also some subjects that are not
considered acceptable when making small talk.
Personal information such as salaries or divorce are
not talked about between people who do not know
each other well. Negative comments about another
person not involved in the conversation are also not
acceptable: when you do not know a person well
you cannot be sure who their friends are. It s also
not wise to continue talking about an issue that the
other person does not seem comfortable with or
interested in. Lastly, avoid one word answers, and
ask questions to show that you want o keep the
conversation going
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2.1 About business | The shop

Discussion
[ What can shops do to attract more customers? Think about the shops that you like to go
t t ps that y 2
2 (’ 10 and discuss the questions with a partner.
ol RS 1 What is your favourite shop and why?

2 How often do you go there?
3 What do you like to buy there?
4 Do you shop in department stores? Why? Why not?

Vocabulary
[E3 Below are some of the customer services and benefits that shops can offer their customers.
Put each one into the correct column below.

customer parking  money-off vouchers  childcare _alteration services
private fiting rooms  store card_beauty salon  specal offers _giftwrapping -
home delivery  refunds  hairdresser's

facilities services financial services & benefits

customer parking

; Reading for detail
i [EB Scan the article about the German department store Breuninger to find answers to the
1 questions
| 1 Where does Breuninger have department stores?
2 Which departments in paragraph 2 would you go to if you wanted to find the following:
! soap and shampoo, colfee cups, a handbag, a yoga mat?

5 \Wnieh customer services and benefits from the lists in 2 can you find in the text? Put a tick

(/) next to them.
4 Dind at least five more customer services and benefits i the text. Add them to the lists in 2.

4 Read the last paragraph about the luxury personal shopping service and answer the
questions

What things can customers do before they come to the store?

What two services can customers use whilst at the store?

What two services can cusiomers use after they leave the store?

Do you think that Breuninger do everything possible to create a luxury shopping
experience? Can you think of anything else they could do?

P

Listening for detail
3 2 1:24 Listen to Rafael Fernandez, an expert on luxury customer services in retail and
complete the sentences.
| 1 Luxury consumers want products that are high quality and
2 Sales assistants have to give luxury consumers lofs of
3 Luxury consumers want to know the things they are buying are
4 If luxury consumers are pleased with the service they receive they

Internet h
researci e

Semchfrhefeyiers [ ok with  parter: You i hesport and ey department in a successful

losuyretatolea  oporment sore. Your manager has old ou tha the department must IPIOS its customer

B, e and develop a lusury personal shopping service. Decide with your partner on six new
Services and benefits vou are going to offer. Present these 10 the class.
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Germany, which are famous for their high standards of customer

care. The company, founded in 1881 by Eduard Breuninger,

now consists of a Hlagship store in Stutigart and a further thirteen
< stores across Germany.

The stores offer gentlemen's and ladies' fashion, perfume
and cosmerics, lingerie, shoes, accessories, sport and leisurewear,
houschold goods and lifestyle products. They
promise their customers a taste of ‘the beautiful

‘o things in lfe.” The stores themselves are clegant
and sylish and the goods on sale are lusury; top-
of the-range items from labels such as Burberry,
Dior, Guci and Yves Saint Laurent. Breuninger
believes tha it is the company’s commitment

% 10 excellent customer service which makes the
Breuninger shopping experience so special.

Breuninger have always had an eye for the
comfore and convenicnce of their customers
They were the first department store in Germany

 to introduce lifts and escalators in the late 19405 and the first to
provide customer parking a few years later. Heinz Breuninger,
grandson of Eduard, brought back the idea of providing a car
park for his customers from a trip to America in the 1950s. In
1959, Breuninger was the first German department store to

s offer a store card. This forward-thinking decision enabled the
customers to pay without cash, long before it was normal to have
a credit card. Today, over 700,000 customers own a Breuninger

store card. Card holders are addressed by their name at the cash
desks; they receive special benefits, money-off vouchers and a
« present on their birthday.

Today, the stores have an exceptional range of additional
filiies available for cheir customers. The Stuttgare store fearures
a hairdresser’s, fashion shows, cosmetic workshops,  café on cach

alusury customer arives at the store they are guided to one of the VIP
reserved parking spaces where one of the consultants meecs them, At
the privace itring rooms champagne orespressoareavailable ehile the
 customer chooses from the ltest ollections from famous designers.
Breuninger also offer made-to-measure services, free tailoring and
lusury shoppers an even take the clothes home to try them on. When

all of the shopping is finished the clothes can be gifi-wrapped and

2.1 About business “

BREUNINGE

The beautiful things in life

Roor, live entertainment in the piano bar, and a children’s room

35— where children can play and paint while their
parents shop.

Another of these faciltes s the Breuninger
luxury shopping service. This service offers a
unique shopping experiences the opporeunity
to buy the most luxurious itcms with personal
attention from  specially-trained  consultancs.
To make this shopping experience as relaxing
as possible, customers send their measurements
and the colours and styles they like to the store
before leaving home. The consulants then use
thisinformation tochaosesuitable lothes. When




          
