COME ON OUT Course: Business English

In-Person / Email / Phone

Useful Business English Phrases

Lesson 1 | Phrases to Review - Self Introductions

1. Self-Introduction
a. Business Introduction vs Casual Introduction
b. Practice - Let’s introduce ourselves
c. Key Phrase Examples - Company

i. I've been working with for
ii. I'mbased in
iii. We'’rea company

iv. ~We’ve been in business for
v.  Our headquarters / our main offices / We're located/based in
d. Key Phrase Examples - Job
i. lworkin (the) industry
i. lworkasa
e. Key Phrase Examples - Work Responsibilities
i. I'minvolved in
i. Imresponsible for
iii. |look after/ I manage /| head/|lead/I'm in charge of
iv.  We specialize in / Our main business is
f. Key Phrase Examples - After Meeting Someone
i. Nice to meet you/ It's a pleasure to meet you
i. Response - nice to meet you too / the pleasure is mine / likewise
What else is important in a self-introduction?
Matt’s Tips!
i.  End any introduction with a Call-to-Action or a Question
ii. Have questions ready to ask when meeting someone
iii.  What are some good introduction questions?
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Lesson 2 | Phrases to Review - Customer Service

1. How to handle/respond to complaints (Customer Service)
a. “The customer is always right” - is there a similar phrase in Japan?
b. Four simple steps: Listen / Apologize / Take Action / Follow-up
c. Listen (Useful Phrases and Questions while customer is talking)
i. lunderstand/ Yes, | see / Mm-hmm / Uh-huh
i. |appreciate you telling me / | 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 | summarize the situation so | have a complete understanding?
vii.  I'd like to summarize your concern to make sure | understand
everything correctly
d. Apologizing / Saying Sorry - be sincere, empathetic, genuine
i. lamreally (terribly) sorry to hear that / | sincerely apologize / | can
empathize with you / | apologize for the/any inconvenience
ii. lunderstand why you are concerned (upset, angry, frustrated)
I 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)...
i. 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?
f. Follow-up after the problem is solved
i. |justwanted 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 | can help you with / Do you have any other
issues or concerns?
v. Please let me know if there is anything else | can do to help.
vi.  Don’t hesitate to reach out with any questions
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Lesson 3 | Phrases to Review - Telephone
1. 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) / Use Small Talk!
d. Reasons for calling
i. I'mcalling because.../I'm calling for (name) / Is (name) available
ii. I’'mcalling to clarify... | just wanted to ask you...
e. If someone is not available
i. Could you please take a message? Please tell him that...
i.  Whenis agood 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
ii. I'llsendyou ... as soon as possible / | will look into that immediately
ii.  I'll call you back as soon as | /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



