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Your call is important
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Customer service is getting worse. What could fix it?
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Rare is the company today that does not claim to be
“customer-centric”. Anyone unfortunate enough to have
sought assistance or redress from big business may
quibble. Many interactions with customer service make
you feel central only in the sense of being the prime
target of corporate abuse. Such experiences grew
especially maddening amid the staff shortages and
supply-chain snarl-ups of the pandemic. But trouble has

been brewing for some time. After rising steadily for two
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decades, the American Customer Satisfaction Index
(ACSI), a barometer of contentment, began declining in
2018. Although it has edged up from its pandemic nadir, it

has shed all of its gains since 2006.

(3]

1. redress /r1'dres/ n. lGMAT] [+ | [#£48| payment, etc. that you should get for something wrong that has

happened to you or harm that you have suffered &k ; 4% &k 42

<) L% #>compensation
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2. quibble /'kwibl/ v. to argue or complain about a small matter or an unimportant detail (4 /%) 4,
KFEIE, FitE; REL

#]: As defined, it is hard to quibble with.

BRAE, CRMBAEMIE TG,

3. prime /prazim/ adj. main; most important; basic £ %4y; & %4y; A Ka)

#]: Winning is not the prime objective in this sport.

R AR F Z2H 0 L& B 6,

4. abuse /a'bju:s/ n. the use of something in a way that is wrong or harmful % f; & A

5. maddening /'madnin/ adj. making you feel extremely annoyed 4 AL A 89; & ARG K4y

7] Shopping in the January sales can be maddening.

A2 7T P AR HA 8] I A 7T Ak ik A K R Ko

6. snarl-up /'sna:rl Ap/ n. A snarl-up is a disorganized situation such as a traffic jam, in which things are unable to

move or work normally. &L /& &

7. brew /bru:/ v.GMAT | A [if 2

|3f£#é'z| if something unpleasant is brewing or brewing up, it seems likely to happen

soon (RIrbeegE) Bpfkis, Baik

7] Trouble has been brewing for some time now.

FRIR € 2 BRER T — BB ],

8. barometer /ba'ra:mitar/ n. something that shows the changes that are happening in an
economic, social or political situation (T2 5. #£4, BUAT L) BHHR L, =&, #HiF

9. nadir /'nerdir/ n. the worst moment of a particular situation sAGFE 90 2] ; &AL &

10. shed /fed/v. [ %

|GMAT1 |%5Fr| to get rid of something that is no longer wanted &% ; B0

#]: The firm is to shed 700 jobs.
AN 8] A 700 A TAE B 42
(4]
1. edge up : to approach or move toward a target little by little, or furtively & #r#1; N i@3g K
7] : Its sales volume edged up 2 percent year-on-year.

BE R B R K 2%,

@ Stella FIESPR @



The Economist - KT AEENERSEEREE?

2023/10/06

Businesses have long known that it pays to keep
customers happy. In 1976 the White House commissioned

TARP, a consultancy, to the state of

study

complaints-handling in America. Among other things,

TARP’s report concluded that businesses could profit

from investing more in customer service, quantifying for

different industries the value that loyal customers create

through repeat purchases and referrals. In the years that

tfollowed, companies from American Express to General
Motors set up contact centres with toll-free phone lines to
make themselves more accessible to customers. A new
genre of business books extolled the value of customer
loyalty. A nascent industry of consultants peddled ways

to improve customer-service operations.

A Fatseid, EE P HERAF
1976 5, A5 £4— K F %/ 3] TARP
KA FE B BRAF IR TR LA,
TARP 893517 4546, & W7 Uil i A
KA P IR 035 R KA, FH4TA TR
FUAT L2 bR E P iEd & g mEid
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[#3C]

1. commission /ka'mifn/ v. |\1‘Jé7i ISR

to do a task for you i X &4t

7] . Publishers have commissioned a French translation of the book.

B A LR A AP iR R EE,

|GMAT| |%5Fr| to officially ask somebody to write, make or create something or

2. quantify /'kwa:ntifar/ v. to describe or express something as an amount or a number =1L

] : The risks to health are impossible to quantify.

TR e & A AR ZR T,

3. referral /r1'f3:ral/ n. an act of referring someone or something for consultation, review, or further action i

Fi BER

4. toll-free / tavl 'fri:/ adj. that you do not have to pay for %. %% &9

#]: Call our toll-free number and speak to a customer service representative.

HATRMA R RE, FEEPFIRFREEKR.

5. genre /'3a:nra/ n. a particular type or style of literature, art, film or music that you can recognize
because of its special features (L5, £ K. R RFHRa9) kK, £A

6. extol /1k'stavl/ v. to praise somebody/something very much #%4%; @4%; %
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#]: She was extolled as a genius.

B Ay KT

2023/10/06

)
I\
N

7. nascent /'ne1snt/ adj. beginning to exist; not yet fully developed #7 £ 89 ; # F &9; K #49

#]: Another nascent technology takes a different approach.

B — AR ARG FESEAR,

8. peddle /'pedl|/ v. to spread an idea or story in order to get people to accept it ¥, S4%, 4% (%

#\‘E:\ 5%]"?.»‘)

#]: They even set up their own news agency to peddle anti-isolationist propaganda.

HATEZER 2T A THEIRAEREHRINE E Lo

[(Kga]

Among other things, TARP’ s report concluded that businesses could profit from investing more in customer service,

quantifying for different industries the value that loyal customers create through repeat purchases and referrals.

&) F £F 3494 TARP’ s report concluded that businesses could profit from investing more in customer service, #

A: TARP 893RE43 h 454b, & 7 vl it m K A3F & PR 469 4255 R 35 A

HF, that businesses could profit from investing more in customer service A &R &, & A : LT pLEd id A0 K

3t & PR F 69 R IR A

Among other things % K&, &4 : KL

quantifying for different industries the value that loyal customers create through repeat purchases and referrals & 4

MRE, &H: AR RRAT L ERRIRE P B E 50 E A5 762 A A

H %, that loyal customers create through repeat purchases and referrals A € &M &), 546 < value, &H: &

wE PR E R MK ARE Al (AR

“In a well-functioning market, it should be profitable to
satisty your customers,” argues Claes Fornell, architect of
the ACSI. What, then, has gone wrong? Increased
concentration in industries from airlines and banking to
telecoms could be a factor, in so far as market power
weakens the will of companies to invest in pleasing their

clients. Much of the consolidation in these and other

CHEABERIFOTHY, LB P
BRIZAR AT EE, 7 ACSI KA )T
Claes Fornell 3. AR A, BlRE TH AR
AR MFLE . BRAT B AZ AT P
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FH|E5 T Ak ARBLE P fm AT BT HY
Bo AR, X7k fo L ARAT L 8GF
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industries, however, occurred before or during the period SO BRERE P HEERSZAT X
in which customer satisfaction was improving. 2R 8]
[#C]

1. consolidation /kan sa:lr'de1fn/ n. the act of combining into an integral whole #4&; H&4&
[34]
1. in so far as : to the degree that %] A2 & ; &L H
#1: In so far as we act on inclination or pursue pleasure, we act as means to the realization of ends given outside us.

A S BATE &4F R 8 KR LT3, RNMAREA— Ik B F .

Technology may be a bigger part of the problem. Besides
BARTRAZ KPR ARFEIFRL O

B ) 3% T Genesys MR, IR T &
Z 9, BPIRS AP RE LI
RALI ARG AREE, LF K, FEn
sl —HARETARLKE T OIE Qs
e, REEGATRLZH . N B FHN 8
891k ¥ « ik R (Darci Darnell) & 7=, %4

RABEE P Ao ] B RE,

dropped calls, the most common irritation in
customer-service interactions is being stuck with a
chatbot, according to research from Genesys, a maker of
contact-centre software. In recent years many companies
have been busily deploying automation software in their
contact centres in an attempt to do away with human
interactions. The results have sometimes been

disappointing both for customers and for companies, says

Darci Darnell of Bain, a consultancy.

[#C]

1. irritation / 1r1'terfn/ n. An irritation is something that keeps annoying you. & A ;O F

2. deploy /d1'plo1/ v. |GMAT1 |%Wr| |4é‘ /\| to move soldiers or weapons into a position where they are ready for military

action 3%, AK
#]: The organizations stated their support for the " responsible" development and deployment of Al systems.
EBEMMETEIH “ATHE” BFKHREALTER %

[34]

1. do away with : to stop doing or having something; to make something end /&% ; HiH; £ R
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#]: He thinks it's time we did away with the monarchy.

HiN A BAVIZ R E EZH T o

2023/10/06

Customers, for their part, are not helping. In this year’s
National Customer Rage Survey, another gauge of
sentiment, 17% of customers admitted to being “uncivil”
in their interactions with businesses. Scott Broetzmann,
who led the survey, thinks the problem is getting worse,
and that standards of acceptable behaviour are slipping.
Mr Bates laments the lack of empathy customers often
show towards contact-centre agents. Many such workers
endure foul language and verbal abuse, one reason why
attrition rates are high and rising. Staft turnover in
contact centres in America hit a record 38% last year,
according to SOM Group, another software provider.
Higher attrition means less experienced contact-centre

agents, further worsening service standards.

FRE 7 AR R By, AR A
HMEBRZRAE (5 MEEHgeds
) P, 17%89 BUE AGAAEA] 2 5 & Ak Y
P “TILP” o A XAEE YA
#H4% « A F 3 % (Scott Broetzmann)ik 4
P A E AT AFAARAASE, THRLHT
AAFRIEL T Mo NRAE P %&F IR
B REAR R B Z RS K
TR, FERER AT EM T E
FeiE, XLRZRILAKREESITHL
ARG R R —. REF— KA
AL T SQM Group #9 & 4E, =5 £ BHEE
B SR TRAANFRB G LR
38%. LH AR ERRER SV BRFE
A Sl SN b IEARIR H A1 o

[3C]

1. gauge /gerdsz/ n. |Vﬂé}i| |GMAT1 |%Wr| a fact or an event that can be used to estimate or judge something ( | T

Bt RABE) FR, &RIE, RE, 7k

7% 2R

THEM) Wk, Ak K%

3. uncivil / An'stvl/ adj. not polite Kk #L&Y9; HL& &9

#1: A man has no more right to say an uncivil thing than to act one.

—ANAFTAGL IR 636, I A IR 69 F —4E,

GMAT| |/%5Fr| |Zﬁ,‘§| a feeling or an opinion, especially one based on emotions (4

4. lament /Ia'ment/ v. GMAT] [+ A |3 2] [t£48] to have or express very sad feelings about somebody/something

b B R R e RTFRE

#1: Inthe poem he laments the destruction of the countryside.
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5. empathy /'empabi/ n. the ability to understand another person’ s feelings, experience, etc. 5] & ;
e, Bl

6. foul /favl/ adj.

> %) [GRE|[GMAT] [% #H| |# 2] including rude words and swearing % i#AE 549 ; & By Fined

1: 1'm sick of her foul mouth (= habit of swearing).
HIT R —FF OB A ALK R
7. attrition /a'trzfn/ n. At a university or place of work, attrition is the decrease in the number of

students or employees caused by people leaving and not being replaced. A R W %E;A R A %

8. turnover /'ta:rnavvar/ n. GMAT] |%5?r| |‘? /\| |>ﬁi €| the rate at which employees leave a company and are replaced

by other people (A i 89)i 30 & ; AREKFE

Could Chatgpt-like “generative” artificial intelligence (AI) | x 4 Chatgpt # “ £ & X.” A L% 45 (Al)
make things less awful? These tools offer more humanlike 4 LEE T AL RA A 5ETIL

AC o

interactions than earlier generations of customer-service | rx = pg 41 52 A 4g b, X T ARET P
bots. Once trained on past call transcripts and other | 45 x %44 7 35 R RET, —BRED
company data, they also make fewer mistakes than the | ¢ ;4 42 37 3£ io & fo 3t 4 ) 3] 2k JB 09 32
off-the-shelf version of Chatgpt, says Ms Darnell. They | 3 . TANA LI AR EY Chatgpt MR AL
do a good job, too, at speedily sifting through information | @ /- gg 22 o 41 be ik 56 42 8 (f5)
such as a customer’s prior interactions with a company. WK P2 A BN M ES) T
Whether they are an adequate substitute for humans, BIF. Rim, CAAEREARKA LT

however, is less clear. As Jo Causon of the Institute of Tt Edms A E P IR S A

Customer Service, a professional body, notes, many Jo Causon 3§tk 69 7R K, % % K P K F1E
customers are happy using self-service solutions for simple R S TS A S

transactions but want assistance from a real person when {8 {518 3| |5 A Bt A P42 B A ARSI B .

they encounter problems.

(3]
1. off-the-shelf / o:f 83 '[elf/ adj. that can be bought immediately and does not have to be specially designed or
ordered AT R BAZR T K A Gy IR
#]: The team chose only off-the-shelf tools, in order to mirror human biology.

ATRGARENTF, ZHANLFOHRRZCH GIARTE,
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2. sift /sift/ v. to separate something from a group of things X %~; #eit; #ik

%1 : He sifted the relevant data from the rest.

R 305 5 i T 48 X 3038

3. adequate /'=dikwat/ adj. |V-‘3 A |Fé’77 %| |% 5ﬁ| enough in quantity, or good enough in quality, for a particular

purpose or need R hy; SA&HY; ST FH &6
#1:  The space available is not adequate for our needs.

LA 697 ) R A i A 8

[(Kga]

As Jo Causon of the Institute of Customer Service, a professional body, notes, many customers are happy using

self-service solutions for simple transactions but want assistance from a real person when they encounter problems.

&) F £ F 3% 4 many customers are happy using self-service solutions for simple transactions but want assistance
from a real person when they encounter problems., &HX: 2 &EF R TIER ARG BR T EHITR LN,
{2238 2| o) A0 A A5 2] A A6 B

HF, forsimple transactions 4 B &934K35, &4: CR#tfr) BEOS

H ¥, when they encounter problems # B JX3&, &4 : A28 3] & A

As Jo Causon of the Institute of Customer Service, a professional body, notes A KXiEMR &, FH: Ede L LI E F
JR S ¥2 69 Jo Causon 45 i 69 AR 4%

H %, aprofessional body & Fl424#&, #h7Z 3L the Institute of Customer Service, & #: H Lt (& FIR 5 h

=)

B A4 11 A Chatgpt 4 IR L4 EL
Ak, FEABISATIFRAERH
KIS K A0 TAE, LHEARKE PSR
Jho A NI IERETT 5 —MEA
AR R AR T ARMITAL
AR, ERXATFRTAAE
Pk AT 69 TAEFe AT 094K0 . 2
%0 L& RRZE, EHE P RS
2% 7 12 89 AATT R BLAR A& — AP AR o

Since Chatgpt dazzled the world last November, many
have fretted over whether AI will obliterate entire
categories of jobs, not least among them contact-centre
agents. The evidence so far hints instead at another, more
hopetul possibility: by augmenting workers, rather than
replacing them altogether, generative Al could lead both to
better jobs and better experiences for customers. After
years of frustration and rage, that would come as a relief

to people on both sides of the customer-service line.
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[3C]

1. dazzle /'deezl/ v. |54

% #7152 to impress somebody a lot with your beauty, skill, etc. (£ 5% 3485 ) {4748,

AR, AR EL

#]: She knows a lot of famous people and tried to dazzle me with their names.

WAINIRIR S G A, KB A% F ik KR L& L.

2. fret /fret/ v. to be worried or unhappy and not able to relax &1&; Hi#k; BETLR%
#]: He was fretting over his speech.

e g 3 B R BRI

3. obliterate /a'blrtarert/ v. to remove all signs of something, either by destroying or covering it completely &4%; &

#]: Everything that happened that night was obliterated from his memory.

MMRRERAEG— ARG TTICF HR T o
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1) XFEZRM

> ho SV B > DEBEIURE S P
g Y BT AR AL IR K IR 6D ALFT ALIR W R R

2) R Hi#

FEPHERE, BRRREE

PR CIEILTRESL T RITEHROHIRGE P&
FHETEI AN P FERB B IS T B ZIWESHTE

- P ATLEVEN AT E 15 T 2R E B S RS IEE YL

PR, ik BIRMBA
FEONE. E5EWE 5P FAEA, BrAZFIIEL

[ > TAERKT ARMT RIRALKSED
PRI, SR TRUABGRALRREFR

| iR Ao T ATR AR RS BRI, AR AA

TEAET AR, & RELFEHTIFIo R LFe51EI0

A new genre of business books extolled the value of customer loyalty.

— AR LB E LAV T F P BRI,

A nascent industry of consultants peddled ways to improve customer-service operations.

2L 89 R P ATk T AR BB P RS 1E S 0 T k.

KA. advocate/propagate/preach

#]: Then again, | suppose | could preach about tolerance today.

AMLAEK, SRETUMREZH R T HRELILAGIFLRLT .
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v AR
barometer
the American Customer Satisfaction Index (ACSI), a barometer of contentment
£EE P HEEAK (ACS)) REEE P& 54T
gauge

In this year’ s National Customer Rage Survey, another gauge of sentiment

EAFHEEMERRAE (F-—MrEFgefiin) +

R A index/pointer/proxy

#]: The number of patients on a doctor's list was seen as a good proxy for assessing how hard

they work.
E A E AR AR A 1 R B EAA TAE Y A AL R 8 T E 4547,

3) —#F% 3L
v' prime
v\ X )& ) : Many interactions with customer service make you feel central only in
the sense of being the prime target of corporate abuse. 5% F R %38 1189% %

), RAeib R d a A 8% | R 2 B AR,

v OB
@ main; most important; basic £ &#); 4 &4); L A8
Winning is not the prime objective in this sport.
R A ART 2506 £ 2 8 69,
@ of the best quality; excellent £ i #; L& &y; K78
The store has a prime position in the mall.
XRERAJEALT W) F— e w R E,
@ a prime example of something is one that is typical of it L& &9 ; H R E R
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The building is a prime example of 1960s architecture.

R KA 20 #4260 FRAGIA I,

@ most likely to be chosen for something; most suitable & T At #9; H&4; RETH
He's a prime candidate for promotion.

M RmA R F I EIA L,

shed
. )R &) : Although it has edged up from its pandemic nadir, it has shed all of its
gains since 2006. A EZ A& LR FH B AL & e A, 28 % &

2006 F VAR 69 BT 7 K 78 o

B

@ to get rid of something that is no longer wanted £F&; B
The firm is to shed 700 jobs.

EANN 8] AT 700 A TAE K 42

@ to take off a piece of clothing £ % F; ## T

Luke shed his clothes onto the floor.

P RAERIREAE MR L

@ to send light over something; to let light fall somewhere # & i K. ; & X 8 2] (R B AL ) -+
*

The candles shed a soft glow on her face.

S 7 69 B b — B R

@ tocry ¥; AA

She shed no tears when she heard he was dead.

Yo B M 69 F AR R AR — T IR E .
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4) 15 B\ %

v

v

& B AT A
XFR:

What, then, has gone wrong? Increased concentration in industries from airlines and banking

to telecoms could be a factor, in so far as market power weakens the will of companies to

invest in pleasing their clients:+-Technology may be a bigger part of the problem--:

a A .
What, then, has gone wrong? AR 4, B|&SE T4 A FAAR?
- could be a factor - AL & —/NH &

- may be a bigger part of the problem. -+ 7T 8% & £ K 49 [5] 22

1% B 7Hl:

What, then, has gone wrong with the job market? Population growth could be a factor. It leads
to an oversupply of labor. The mismatch between the education system and the demand for
jobs may be a bigger part of the problem. Many highly educated people are unable to find

suitable jobs due to the insufficient number of jobs.

% B b—— LR KT A - AP A

AL, BT IRERTKABERE T A4 FAER?

REHA T XATRRA-ARE, —2XFL T4, FEUTHRRLH, FEATRHRS
b e ik

RATTRA R KPR, i TR, L IMERF A F, LT AXFZRTRELERA,
EARATRFEATALBEESH, Uk, TASTOAELES, AhWhiAil,
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4B EA—4 LR %

1. customer service B PR %
2. corporate abuse W) BRAL
3. staff shortage N T 434
4. supply-chain snarl-up A Ak R EL
5. contact centre 1 7 N

6. customer loyalty B P EBmE
7. consolidation A

8. attrition rate RILAKE
9. staff turnover R LA F
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