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Claire: George – thank you for taking the time to speak to us today. 

George: It's my pleasure. 

Claire: Your coffee shop has been open now for almost two years. Has that time all 
been plain sailing for you?  

George: Definitely not! It's a cut-throat market out there, so we had to work hard to 
stand out from the competition. 

Claire: So what has been the secret to your success? 

George: The key has been the marketing. We think the quality of our coffee speaks for 
itself, so we started by giving away a lot of vouchers. This brought in a lot of 
new customers. We then needed to encourage those people to break their 
existing coffee routine, and visit us on a regular basis.   

Claire: How have you done that? Are you cheaper than your competitors?  

George: Actually, the price isn't a big factor. Good customer service might sound like a 
cliché, but it definitely sets us apart from the larger chain establishments. We 
make a point of talking to our customers, so that they understand the passion 
we have for our products. 

Claire: What is the future for your coffee shop?  

George: Well, we have plans to revamp our food lineup. We're planning authentic Panini, 
which will be freshly prepared to order. We definitely won't be just reheating the 
pre-made, plastic-wrapped sandwiches that our competitors offer! 

 

� Warm Up: Work with a partner.  

Conversation: Read and fill in the spaces. 

� 

� 

Vocabulary Practice 

plain 
customer 
to set something 
the secret to [your] 
on a regular 
to make a point  

apart from something 
of doing something  
sailing 
basis 
service 
success 
 

Do you drink coffee? What kind do you like? 
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Discussion: Work with a partner or in small groups. 

� Using the Vocabulary: Rewrite the sentences. 

1.  The tennis tournament wasn't easy, with Peter struggling in his early matches. 

2. Tom's attitude makes him different from his co-workers. 

3. The restaurant is popular because the staff are very nice to their customers.  

4. Alex is a keen cyclist, and he has his bicycle serviced often. 

5. I always leave a tip at restaurants if the service is exemplary. 

6. The reason Claire did really well was that she studied very hard!  

� Comprehension: Write answers to the questions. 

1.  Has George found it easy to manage his new coffee shop? 

   
 

2.  Why does he need to stand out from other coffee shops? 

   
 

3.  How did he originally bring in new customers? 

   
 

4.  How is his coffee shop different to the chain establishments? 

   
 

5.  Does he think his competitors sell good food? 

   

� 
Which stores / restaurants / coffee shops have the best (or worst) 
customer service? 

Do you go to coffee shops? What factors influence your choice? 

Do you think there are too many 'chain establishments'? 

Would you like to manage a coffee shop? How could you make it 
stand out from the competition? 

Use the expressions from exercise 2. 
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Target Structures: Various (See below) 
Vocabulary: General 
Level: Intermediate 
Time: 45 minutes, depending on discussion 
Preparation: None 

Suggested Teaching Method: 
 
 

 

This worksheet will help your students build their knowledge of idiomatic expressions. There is a 
conversation, practice exercises and lots of discussion.  
 

 

� 
 

Direct students to the warm-up. Students should work in pairs. After a few minutes of discussion, you could ask each pair 
to make a short presentation. 
 
 

� 
 

Students can work in pairs, matching the expression to the meaning.  
Instead of going through the answers, you could have them check after practicing the conversation in exercise three. 
 
 

� 
 

Set the scene of the conversation. Students should practice the conversation aloud once, and then change roles. Answer 
any vocabulary questions the students have. 
 
 

� 
 

Students can work with a new partner asking and answering the questions. Encourage follow-up questions. 
 

� 
 

Have students change partner, if possible. Students can work with a partner rewriting the sentences. Go through the 
answers with the group. 
 

� 
 

Leave plenty of time for class discussion.  To maximize student talking time, it’s best to put students in pairs, or small 
groups. Students should read all the questions first, before beginning the discussion. 
 
While the students are speaking, monitor the conversations, but try not to interrupt. Encourage follow-up questions. When 
the discussion comes to a close, ask a few of the questions yourself, and go through any points of English you made a 
note of while monitoring. 
 
 
 

Answer Key (Other answers may be possible) 

 

 

� 
 
plain sailing 
customer service 
to set something apart from something 
the secret to [your] success 
on a regular basis 
to make a point of doing something 

 

� 
 
1.  No. He says that it has definitely not been plain sailing. 
2.  Because there is a lot of competition. /  It is a cut-throat market. 
3.  He offered coffee vouchers for free. 
4.  Customer service is better at his coffee shop. 
5.  No. He describes it as 'pre-made, plastic wrapped sandwiches'. 
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� 1.  The tennis tournament wasn't plain sailing, with Peter struggling in his early matches. 
2. Tom's attitude sets him apart from his co-workers. 
3. The restaurant is popular because the staff offer(s) good customer service.  
4. Alex is a keen cyclist, and he has his bicycle serviced on a regular basis. 
5. I make a point of leaving a tip at restaurants if the service is exemplary. 
6. The secret to Claire's success was that she studied very hard!  

 


