Вариант 4 
KEEPING YOUR CLIENT RELATIONSHIP AFLOAT
The passengers of the Aurora had every right to be angry. The round-the world cruise for which they had paid thousands of pounds was cancelled after persistent engine problems. Yet there was little anger among the passengers. While the ship was held off the south coast of England, the passengers remained calm and even cheerful. Though many expressed regret as they finally disembarked, they were not hostile towards the ship’s operators, P&O. This may have been due to the company’s management of the crisis.
Dealing with a service failure is a formidable task for any marketing manager. If poorly handled, the consequences can be bad public relations, desertion by customers and even lawsuits. The Aurora story shows how managers, if they move quickly, can avoid some of the worst effects of service failures.
While high-profile cases are still relatively rare, companies everywhere may regularly suffer small service failures. Plumbers fail to fix leaking drains, restaurant meals are often undercooked or holidaymakers find their hotel room is directly above a disco. Every failure is bound to create a dissatisfied customer, which in turn creates other problems for the company.
Unhappy customers tend to tell others of their experience. Studies in the US have shown that dissatisfied customers tend to tell around ten other people of their bad experience; even worse, they can take their stories to the press. 
Dissatisfied customers also defect to rival business. Although every service failure will be different, some basic principles can assist in recovery. The first is early recognition of the problem. In P&O’s case this was easy: everyone involved knew that large ship was not going anywhere. Other failures are harder to detect, especially when management is asleep at the wheel.
The second principle is accepting responsibility. Many companies prefer to argue with customers over where responsibility lies, without realizing that damage is being done regardless of who is at fault. Although there are limits to the responsibilities companies should accept-such as accidents and injuries that were not the company’s fault-there is usually little profit in scoring moral victories over customers. Hence clothing retailers often have a noquestions-asked policy on returned goods, believing that the harm done by the occasional dishonest customer is more than outweighed by the satisfaction created among the rest. Once responsibility is accepted, the two most urgent needs for the company to address are communication and compensation.
Transparency is vital. Academic studies have shown that when faced with product or service failure, companies that communicate truthfully and promptly with their customers receive a favourable response. These customers feel that their concerns are actually being addressed and taken seriously. In the Aurora case, senior P&O managers were often on hand to provide information to passengers, who regarded this as a positive feature.
Compensation must be carefully matched to the customer’s dissatisfaction. Too small an amount trivialises the customer’s experience and can give offence, but it is also possible to go too far the other way. Researchers in the US found an example of a hotel chain that had a policy of instantly refunding the full room rate to any guest with a genuine complaint, no matter how trivial. Yet many customers – against expectations-found it embarrassing to be given hundreds of dollars in compensation when they had merely complained about a faulty light fixture or a dripping tap.
Service industries often have their compensation benchmarks. In the holiday sector, the standard was set by the 19th-century inventor of the package holiday. Thomas Cook, who made it his policy to refund in full the money paid by any customer whose holiday was curtailed or cancelled, and offer a discount on their next booking. P&O’s policy would have pleased Cook-the company reportedly offered the same level of compensation to the passengers of the Aurora. Not every package holiday company follows this example.
Following these simple principles should please most customers most of the time. Research across a wide variety of service industries over the past 20 years confirms that a successful service or even eliminates any consumer dissatisfaction.
The aborted cruise of the Aurora was disappointing for P&O passengers. But the consequences could have far worse. Many of the passengers said they planned to travel on a P&O cruise in the future.
A. Translate the sentences in italics from English into Russian. 
Compensation must be carefully matched to the customer’s dissatisfaction. Too small an amount trivialises the customer’s experience and can give offence, but it is also possible to go too far the other way. Researchers in the US found an example of a hotel chain that had a policy of instantly refunding the full room rate to any guest with a genuine complaint, no matter how trivial. Yet many customers – against expectations-found it embarrassing to be given hundreds of dollars in compensation when they had merely complained about a faulty light fixture or a dripping tap.
Компенсация должна четко соответствовать степени неудовлетворенности клиента. Слишком малая компенсация умаляет значение полученного опыта потребителя и может нанести обиду, но ситуация может также зайти и в другую сторону. Американские исследователи нашли пример сети отелей, которая придерживается политики мгновенного возврата полной стоимости за номер любому гостю с реальной жалобой, какой бы банальной она ни была. Тем не менее, многие клиенты - вопреки ожиданиям - сочли неловким получить компенсацию в сотни долларов, когда они просто жаловались на неисправный светильник или капающий кран.
B. Imagine you are going for a holiday on a ship around the world. What problems could arise? 
When travelling around the world on a ship, a plenty of problems can occur. First of all, there can be operating failures when a vessel needs maintenance and can’t proceed its voyage. Secondly, there can be severe storms while travelling. In both cases, emergency assistance is required in order to save passengers. 
C. Read the text and answer these questions. 
1. What went wrong with the ship? 
The round-the world cruise was cancelled after persistent engine problems.
2. How did the passengers feel and why? 
There was little anger among the passengers, they remained calm and even cheerful. Though many expressed regret as they finally disembarked, they were not hostile towards the ship’s operators, due to the company’s management of the crisis.
3. What can happen if you do not deal effectively with a service failure? 
If you do not deal effectively with a service failure, the consequences can be bad public relations, desertion by customers and even lawsuits. 
4. What interesting statistic highlights the consequences of poor service? 
Studies in the US have shown that dissatisfied customers tend to tell around ten other people of their bad experience; even worse, they can take their stories to the press.
5. What are the four basic principles you must consider when dealing with a crisis? 
The first basic principles you must consider when dealing with a crisis is early recognition of the problem. The second principle is accepting responsibility. The third principle is transparency which is vital. Finally, compensation must be carefully matched to the customer’s dissatisfaction.
6. What do P&O and Thomas Cook have in common? 
P&O reportedly offered the same level of compensation to the passengers of the Aurora.
7. What is the surprising fact in the last paragraph? 
The surprising fact was that many of the passengers said they planned to travel on a P&O cruise in the future.
D. The writer provides guidelines for dealing with a crisis. Read the text again and complete the guidelines with words from the following box.
encourage 	deal 	compensate 	communicate 	ensure 	concede 	listen 	take
1. ensure that monitoring systems are efficient. 
2. encourage customers to complain. 
3. deal with complaints. 
4. listen failures seriously. 
5. concede to customer views. 
6. take responsibility where necessary and appropriate. 
7. communicate quickly and effectively. 
8. compensate customers fairly. 
E. Now give some examples of crises which were either well or badly managed. Which of the guidelines in exercise D were or not followed?
1. The customers lost their bags, the monitoring systems were not efficiently ensured. 
2. The customers are obviously not satisfied with the hotel service when checking-out, they are needed to be encouraged to complain. 
3. For two days, customers have been complaining of the broken air-conditioner but no actions have been taken. The complaint is to be dealt with. 
4. There was a leakage in the bathroom and the customer complains of it. The receptionist seems to be not too careful to the complaint. He should listen failures seriously. 
5. Customers complain of bad service in the restaurant but the host insists on good service rendering and blames the customer for being too snorty. The host should concede to customer’s view.
6. The ship engine didn’t operate and the ship owner filed reclamation to the maintenance service. The maintenance service is expected to take responsibility where necessary and appropriate
7. There was a mistake and the guests were given the keycard from the wrong hotel room. The guests should be communicated with quickly and effectively.
8. The voyage was delayed for two days. The agency should compensate customers fairly
F. Fill in the application form as given in the textbook (Михайлова Г. И., Савастьянова Ю. В. Указ. соч. С. 61). 
Application
Dear Sirs,
    	 I have learnt about a vacancy of an office manager for your company on «JobToday» website. In this regard, I would like to put myself forward as a candidate for the specified position. Getting familiarized with the required qualification I came to the conclusion that I would fit for this position.
	I believe that working at your company will help me to improve my professional skills and make a significant contribution to your company’s business efficiency.
Hereafter, I would like to give an outline of some of my most relevant skills, qualifications and experiences allowing me to apply to the position of an office manager at your company.
My work experience is several years of working at Sberbank of Russia. I held a position of a banking adviser and senior direct sales manager which significantly influenced my professional career. I was responsible for a great variety of duties including bank product promoting, contacting with the customers, reporting and participating in meetings.
Due to this experience I gained the priceless ability to learn new things quickly and to operate huge volumes of information. Permanent interaction with the customers made sociable and outgoing. In addition, I realized the importance of working in a team which helped me to achieve my career and life goals. Working climate has also taught me to perform my duties at the highest level possible and to adapt to any stressful situation. 
That is why I am sure that I will not only fit for the position but my competences will make a significant contribution to your company. To get detailed information about my qualification and achievements, please open the attached curriculum vitae. I will be grateful to accept your offer to meet with you and discuss my potential and experience in detail. You can contact me by phone 8-929-673-96-37 at your convenience

Yours faithfully, 
Kristina Bogatkina
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G. Study the sample of a Curriculum Vitae and write your own CV in English based on the model below.
CURRICULUM VITAE
Name Surname
Yurinskaya 30, 22, Moscow
100852
Mobile: 8-929-673-96-37
E-mail:				  	
Objective:
To gain a position of an office manager in financial sphere or the sphere of PR, marketing and advertizing to get opportunities for personal development and stable income.
Employment:
Banking adviser, Sberbank of Russia, January 2019 – May 2020
Consulted bank clients on financial and transaction issues, was twice rewarded the best employee of the month. 
Senior direct sales manager, Sberbank of Russia, May 2020 – to present
Contacted businesses to conclude contracts. Increased bank revenue from contracting with businesses by 2%. 
Education:
B.A. in Management, 2019- to present
Novosibirsk State University of Architecture and Construction
Additional Skills: 
Languages: 
Good written and verbal skills in English
Basic knowledge of French 
Computer: 
Knowledge of Microsoft software programs 
Further Activities: 
Greenpeace member
Other Interests: 
Hiking, sports
References: 
Available upon request

