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Question:

You are a managing assistant in the Customer Service Department at Carpenter & Son, a
household furniture company. You have studied the customer complaints received last
month about in-home assembly service. Present the results listed below at a routine
department meeting and suggest improvement measures.

*  Etiquette-related: 67%
*  Time-related: 55%
*  Quality-related: 13%

You have 90 seconds to prepare and 60 seconds o speak.
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ZEERIEIEEBE ( customers’ complaints ) , LAFESH

( a managing assistant ) [AIFEEXTZE ( head of the department )
SHEBER. 1RBER. 1RIRMEA ( to present and suggest )
HIBESD

HEIESE AN LE, KETZET .
v TRl S #EIR 0] R B BE

(to present results and suggest improvement measures)
v hEE1ENREN

(a managing assistant with the head of the department)
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You work at the China Headquarters of an international restaurant chain which has opened

five restaurants in two Chinese cities so far. Recently, vour star ratings on major Chinese

customer review sites and Apps such as Dianping.com have been declining. You have been

asked to discover the possible causes of the decline and suggest 1deas to improve customer

g
\Hca
/H@

dining experience. Your investigation reveals that the most frequent customer gquotes on the

review sites over the past six months are:

slow service condescending servers

limited menu options great happv-hour deals

vintage decor high service charges

fresh seasonal ingredients * inconvenient parking

i eTE dE |
el

Write a proposal for vour manager which includes:
* a brief description of the problem;
* vour findings and analvsis;

* your recommendations and reasons for them.

Write about 150 — 200 words within 30 minutes.
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In the past 6 months, our restaurants star ratings was decling rapidly, which directly reduced our
income. After checking all the comments on Dianping. com, | foud the following complaints, which are
slow service, limited menu optins, vintage decor, fresh seasonal ingredients, condescending services,
great happy-hour deals, high service charges and inconvenient parking, etc.

In all the complaints, the most frequent one was the slow service, which covered about 52%. And
there were about 20% customers were not satisfied with the limited menu options and the fresh
seasonal ingredients. And the other 15% cutomers were complaining the high service charges. 8%
customers said that it's hard to park. The other questions of vintage decor, condescending servers and
great happy hour-deals covered 5% of all complaints.

So | have the following suggestions:

1) Employ more staff and improve our work efficiency.

2) Give more training opportunities for our cooks to help them make more new dishes.

3) Reduce our service charges by improving our working efficiency and attracting more customers
by special dishes.

4) Find more vegetable and sea food suppliers to make sure that we can buy the freshest material.

5) Arrange the dinning time properly in advance by setting ordering time, which can help us reserve
enough park positions.

6) Improve our employees' moral quality by reading every day.

All the questions will be settled by our hard work.
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> ZTEEE

ZEREREBE ( star ratings declined ) , LUSES D
( restaurant marketing personnel ) [EIIEEXISR ( the manager )
BR(ER. BB (to write a proposal ) BI8E

mIESEINEMMLE, KETLZEET !
v SrAfTio) @ FNfRIR (0] @AY BE
(R Aol ; BErxrMtiEH Ei; HEREED
v i &1ERVEE
(offering recommendations and reasons)
v BB IERRFNRIZAYBE

(international restaurant; Chinese customers)
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THANK YOU

For your time.
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