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0 B ACTIVATE LANGUAGE FROM A TEXT
Find and underline these words in the
Beading an page 32. Carmphete the
descriptions, using the wards,
1 I find Partella’s prices really compared ta other places. I've shopped around, and
1 can't find anather service with sisch law prices.
2 What | like about Link Copy Services is that they're sa ...
they're willing to try.
3 Jarmca Design is axtrermaly
less than an excellent jab.
4 Dom's Auts Repai is incredibly
can be sure that they will

mEﬁleﬂEqﬂﬂlwuﬁmke reliable  remsonable  workmanship  belpul  professisnal

LESSON

BEFORE YOU READ

WARM-AIP WWhak are the best ways for a business to keep its customers coming back? Explain your ressons. Even if the job s a bit unususl

- Yau niever hav 1o worry about their daing anything

They sy, “The custamer is abvays right.” That may nct be
true, but a smart business thaugh

they are. Whether you wark fnru busln:z ar have your awn,

remember this secret: custams services and

products; they buy salutions um‘llehunruhl zmha-mkup 5 The

them coming back:

I they promise to have a job ready in 2n hour, you

at J&M is amazing. Their products are all hand-rade, and they Last for years.

Be
25 wall 052 oo lstener, Be s your

e PRONUNCIATION Emphatic stress to axpress enthuslasm

m‘ngsnum: ontime. m'tmymr
austemars Pay o #E8 Remd and Esten. Then listen again and repeat. Finally, resd each

izl for serden. Gluing attantian wellas praise. statement on your own, using emphatic stress,

want nowls smecess, and It should .

b at the top of yeur to-do list. The business amwnn:mm;m 1 They're REALYy refiable. 3 They're exTREMEl professional
that gt the joh dor fast ks quetion 2 They're inCREDibly helpful. 4 They're 50 remsonable,

‘the one that assomers will come hack to,

Ba realty rellable. ¥ you sy peu are going
‘todo somathing, da It. If a problem kneps
‘you fram doing It, apeleglze and promise

iz request. Instead of 4 dan't
knerwe” 3y, “| may not have the answes
wight now, but ML find out Instsad of
“1 don't hanve time right now say. *fil make
Hime:* A *can-de” sttkude, even under

EIIJED Evaluate the quality of service

‘tofind a selution. However, avold making stress, ansures asstomers that you will treat # idyrfuiness
promises you won't be able to keep Treat  them professinalty and that you ane ready A FRAME YOUR IDEAS Complete the chart with services you kecsion
customars right by heng hanest, and they  and willing to alp. Abaue 2, makn your ar someone yau know uses, Write the name of the business * Profssimgizn
wil recommend yow ta thelr colleagues,  castomers foel Impartant and valued, and and st the reasans why you use that business, Then compare ¥ masmabic prices
triencs, and famibe. abways thank them for thelr besiness. charts with a partmes * reladify
il o 3 workmazh
Stand by your products and services. other__
The gosd worsmanship and attetion that
g It your high qealtty product, excelient
sensice, or reasseabis prices wil be Hame of busi Reason
labocl B one wants a product that -
falls apart or doesn't work, If that happans, lausndry [ dry-cleaning
‘taka rasponsibiity and anange b repar & a
arreplaca bt ¥
defivery
| haircusts
A INFER POINT OF VIEW Complete each statement, according to the point of view expressed in the Beading. e
1 If you waste yaur custorners’ Hme, they . come back. it
a will b wan't
2 IFyou dan't do whak you say you will do, your customers ... Hhink you are reliable, B DISCUSSION Recommend lacal businesses fram yaur chart. Explain why you
a will b wan't and their other use them. L jiee and passive causati
3 'fyn.u aren’t courteows to your customers, they ... complsin. [——— P —
a will b waon't E%‘l‘ammmmrwhnmn Mm-mmmmmawmlnmmm
4 IF your customers dan't foel valued, thay feel imgartart, Rt WA plac A FRAnaRES, R B o0 Tt
a will b wan't
5 I you dan't have a “can-do® attitude, your customers think you're willing to help. |y hervn T s Al b1
a will b wan't
= w3 a3 33
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