Course: Business English
: 1 hour / Group or Individual
Lesson: 3 - Customer Service (Telephone)

COME ON OUT

Sample Lesson 3

1. Small Talk Discussion
a. How was your weekend? What have you done recently in time off? Do you
have any new hobbies (because of the coronavirus)?
b. Other requested topics:
i.  What life dreams / goals do you have?

2. Quick review: How to handle/respond to complaints (Customer Service)
a. Practice Scenario 1 - A customer is complaining about the utility bill
prices of a share house.
b. Practice Scenario 2 - A customer is complaining about another
housemate who is not helping with chores.
c. Practice Scenario 3 - An appliance is broken and a customer wants a
replacement at their share house.

3. Telephone English in Business (Customer Service)
a. Answering the Phone
i. Hello (Good Morning, etc.), Company Name, this is (your name
here). How may | help you?
ii.  Short version: Company Name, (your name) speaking.
b. Taking a Message
i. I’'msorry, he/she is not available at the moment (or not in today).
Can | take a message? (Or is there anything | can help you with?)
i. Canlask who’s calling please?
ii.  Pll'letthem know you called / I'll give them your message as soon
as they return (or gets back).
c. Making a Call

i. Hellothisis with Company Name.
i. May | speak with (name)
iii. Use Small Talk!

d. Reasons for calling
i. I'mcalling because... / I'm calling for (name) / Is (name) available
i. I'mcalling to clarify...
iii. |justwanted to ask you...
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e. If someone is not available
i. Could you please take a message? Please tell him that...
i. When is a good time to call back?
iii. Do you know when he/she will be available?
f. Asking to repeat or for more information
i.  Could you spell that for me please?
i. Letme make sure | got it right (repeat back).
iii. I’'msorry, | didn’t get your name.
iv. ~ Would you mind speaking up a bit? I'm sorry, | can’t hear you well.
g. Call to Action
i. I'willask him/her as soon as he/she gets back

i. I'll send you the as soon as possible
iii. 1 will look into that immediately

iv.  I'll call you back as soon as |

Y I'll let you know as soon as | can

h. Ending the call
i.  Thank you for calling / Thanks for the call
ii.  Nice talking with you / Great catching up with you
iii.  Thank you for your time / Thanks very much for your help
iv.  Don’t hesitate to call back anytime
v. Havea day / Enjoy your day

Homework (Optional, including from last lesson):
- Think of any questions about telephone conversations in regards to
Business English and specific company situations

Resources to Review (optional, from last lesson)
1. Resources from Past Lessons
Useful Business English Phrases from Past Lessons
BBC English - Talking on the Phone
BBC English - Taking Telephone Messages
BBC Telephone English Summary
Interesting Article about Talking on the Phone vs Texting (The Atlantic)
Smart Phone Psychology - TED Talk
Customer Service 101 (Hubspot)
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https://docs.google.com/document/d/1wxr_EjqaUSJqFKpJCK2AI_jyMk6booU1heSRWqHLf_c/edit?usp=sharing
https://docs.google.com/document/d/1JDNhnr_9ma4ORE9DPFrgQqwr19rA8CEu8ly9CVIwSqU/edit
https://www.youtube.com/watch?v=yzPX6zmaBdg
https://www.youtube.com/watch?v=Qo6VHK5n_LU
https://www.bbc.co.uk/worldservice/learningenglish/business/talkingbusiness/unit1telephone/1connecting.shtml
https://www.theatlantic.com/health/archive/2019/09/ring-ring-ring/598129/
https://www.ted.com/talks/adam_alter_why_our_screens_make_us_less_happy?awesm=on.ted.com_31E
https://blog.hubspot.com/service/customer-service

