
Course: Business English 
Time: 1 hour / Group or Individual 

Lesson: 2 - Customer Service (Complaints) 
 

Sample Lesson 2 
 

1. Small Talk Discussion 
a. Coronavirus: What are the biggest effects of COVID-19? How will the 

world change? How has your life changed? 
b. Other requested topics: 

i. Racism 
ii. What is most important to you in your life? 
iii. What is your dream or goal? 

 
2. How to handle/respond to complaints (Customer Service) 

a. “The customer is always right” - is there a similar phrase in your country? 
b. Four simple steps: Listen / Apologize / Take Action / Follow-up 
c. Listen (Useful Phrases and Questions while customer is talking) 

i. I understand / Yes, I see / Mm-hmm / Uh-huh 
ii. I appreciate you telling me / I appreciate your concerns 
iii. Could you tell me a little bit more about why/how/what happened? 
iv. Can you please clarify … 
v. Can you tell me exactly... (Can you be more specific...) 
vi. May I summarize the situation so I have a complete understanding? 
vii. I’d like to summarize your concern to make sure I understand 

everything correctly 
d. Apologizing / Saying Sorry - be sincere, empathetic, genuine 

i. I am really (terribly) sorry to hear that / I sincerely apologize / I can 
empathize with you / I apologize for the/any inconvenience 

ii. I understand why you are concerned (upset, angry, frustrated) 
/ I understand how difficult/disappointing/stressful that would be 

iii. We would like to resolve the situation (or repair the damage, etc.) 
iv. We will work to solve the problem immediately / We will make an 

effort to fix this as soon as possible / We’re going to take care of it 
right away 

e. Take Action 
i. Let me talk with the manager to (get this resolved quickly)... 
ii. I’d be happy to help by … 
iii. Let me review the situation and get back to you (later today / in 24 

hours) with the best solution / best course of action  
iv. Would it be okay to call you back?  
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f. Follow-up after the problem is solved 

i. I just wanted to follow up with you regarding the _______ 
ii. Did that fix the issue? Did everything work out ok?  
iii. Was everything satisfactory?  
iv. Is there anything else I can help you with / Do you have any other 

issues or concerns?  
v. Please let me know if there is anything else I can do to help. 
vi. Don’t hesitate to reach out with any questions 

 
Homework (Optional): 

- Think about specific problems that are most common while working 
for your company. Practice responding to customer’s complaints. 
 

Resources to Review (optional) 
 

1. The Best way to Talk is to Listen (TED) 
2. Customer Service - Smiling (TED) 
3. Service vs Hospitality (TED) 
4. Customers --> Friends (TED) 
5. I was seduced by exceptional customer service (TED) 
6. Complaining and Apologizing (Lesson with Worksheet) 
7. Is the customer king? (Lesson with Worksheet) 
8. BBC English - Complaints at Work 
9. BBC English - Apologizing at Work 
10.BBC English - How to offer help 

 

https://youtu.be/u1_dYypojbE
https://youtu.be/6g09eRbouQg
https://youtu.be/qkU3uwWyAn8
https://youtu.be/l8vwJf9pyDM
https://youtu.be/GH1TXfQSwUQ
https://www.linguahouse.com/esl-lesson-plans/business-english/complaining-and-apologizing
https://www.linguahouse.com/esl-lesson-plans/business-english/is-the-customer-king
https://www.youtube.com/watch?v=X7nDkvYSbfs
https://www.youtube.com/watch?v=J3ovfjbQtnI&list=PLcetZ6gSk969oGvAI0e4_PgVnlGbm64bp&index=8
https://www.youtube.com/watch?v=NzYxS_Xy0oM&list=PLcetZ6gSk969oGvAI0e4_PgVnlGbm64bp&index=7

