

(Lead-in

Do you know what self-serving machines or self-service systems are? 

Have you ever used any? What do you think of them?

( Read and try to understand the text below without using a dictionary.
The End of Customer Service

An article by Barbara Kiviat, Mar. 12, 2008
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The people of Memphis had never seen anything like it. When Clarence Saunders opened his first Piggly Wiggly in 1916, a grocery store was a place where you told the clerk behind the counter what you wanted and he fetched it. In Saunders' store, customers roamed freely among shelves packed with goods. They took what they wanted and paid on the way out. The "self-serving store," as Saunders called it in his patent application, revolutionized retail, much as atms and pump-your-own gas later re-engineered other industries.

Yet it was all simply prelude. Consider the last time you rang up your own purchase at Wal-Mart, checked into a hotel at a kiosk or bought a ticket from a machine in the lobby of a movie theater. Companies love self-service for the money it saves, and with consumers finally playing along, the need to interact with human beings is quickly disappearing.

Now that companies have gotten you used to the idea, they mean to go all the way. The British retailer Tesco has opened dozens of its Fresh & Easy grocery stores in the U.S.: all the lanes are self-checkout. By summer, Alaska Airlines will finish building its "Airport of the Future" in Seattle. The ticket counter has been discarded; only islands of self-check-in kiosks remain. In Britain, NCR, a company that sells self-service systems, is trying out machines that let customers not only buy merchandise on their own but also return it. In Malaysia, IBM has outfitted a chain of sushi restaurants with ordering screens linked to the kitchen; so much for waitresses. And in Pennsylvania, Heritage Valley Health System will soon join the ranks of hospitals using check-in kiosks for emergency-room visits. Simply touch the image of the human body where it hurts.

Increased efficiency and cost savings aren't the only result. Slowly, we are separating services from the places where we are used to receiving them. Continental Airlines is testing a program that would allow PDA users to wirelessly check their flight's standby list. No need to talk to a counter agent anymore, let alone be in the same terminal.

Of course, clerks aren't completely going away. You just don't have to see them. "We've all had the pushy salesperson," says NCR CEO Bill Nuti. "Business will get smarter about when to serve you."

The less cheery way to look at it is that we're doing the work of employees without being paid. The company is more productive, but we're shifting work to consumers. And by adding all these new tasks to our daily routine, are we overstressing ourselves and reducing our quality of life? It's an interesting debate. Just don't expect to have it with a clerk.
(Tasks

Finish the sentences based on the information in the article.

Piggly Wiggly was the first…..

You can by movie tickets….

Self service is preferred by companies because ……

An airport in Seattle will feature…

There is an attempt for a machine where customers not only pay but…
Using self service in health care is possible too: patients can use a screen to…

There are sushi restaurants where there are…

The downside of self service for customers is that we have to…

Fill in the gaps with on of the words below.
chain, counter, lanes, lobby, patent, standby

_____ at the cashier, ______ of a movie theater, check-in ______ at the airport, a flight’s ______ list, a ______ of sushi restaurants, ______ application 
Take a look at the words in the article in bold. Find a synonym to them in the list below.  
become one, collect, connect, dump, equip, forceful, part, transform, wander

What does the author mean by…?

…consumers finally play along

…pump-your-own-gas

…so much for waitresses
…the less cheery way to look at it
Match the dates and the titles with the descriptions.

1902: Later, waiter

1916: A super market

1947: In the driver’s seat

1967: Teller goodbye

1995: Flying solo

A) Alaska Airlines sells an airplane ticket over the Internet for the first time

B) Piggly Wiggly, the first self-serve grocery store, opens in Memphis

C) Barclays bank installs one of the world’s first ATMs at a London branch

D) Based on a German idea, Horn & Hardart’s Automat debuts in Philadelphia

E) George Urich introduces self-pumped gas at his California service stations

(Discussion

Do you agree? To what extent? 
The need to interact with human beings is quickly disappearing.
With self service technology businesses will get smarter about when and how to serve you.
We reduce the quality of life by self-service.

( Presentation 

Present the advantages and the disadvantages of self-service technology. First, gather them based on the information in the article. Then make a quick three-minute presentation.
(Writing assignment 

Discuss it in writing (150-200 words): “With self-service we can separate services from the places where we are used to receiving them.” 

What does it mean? Is it good? To whom? The customer, the service company or both? What examples are there to this separation process as of now, around you? 
(Cards to make

roam freely among shelves
patent application

revolutionize the retail industry

it was only prelude
consider the last time you…

consumers finally play along

the need to interact with sy

get customers used to the idea

mean to go all the way
return merchandise

outfit businesses with self-service machines

so much for sg

join the ranks of 

get smarter about something

the less cheery way to look at something is

shift work to the customers

overstress ourselves

(Key

…self-serving store.

…from a machine in the lobby of a movie theater. 

…of increased efficiency and cost savings./it makes them more productive.

… self-check-in kiosks. 

…can also return merchandise/goods. 

… touch the image of the human body where it hurts.

… ordering screens linked to the kitchen.

…do the work of employees without being paid.
lanes at the cashier, a lobby of a movie theater, check-in counter at the airport, a flight’s standby list, a chain of sushi restaurants, patent application 

become one – join ranks, collect - fetch, connect - link, dump - discard, equip - outfit, forceful - pushy, part - separate, transform - revolutionize, wander – roam
consumers finally agreed to use it after long hesitation; a gas station that doesn’t require staff; that’s the end of the job of a waitress – we don’t need them anymore; the downside/drawback is…;

1902: D, 1916: B, 1947: E, 1967: C, 1995: A

Gondjaid vannak a hallás utáni szövegértéssel? 

Fejlődj Auditív Adatbázisunkkal – bárhol is laksz. 

Ingyenes mintaszövegek: www.angolnyelvtanitas.hu/auditiv.php 
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