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overview of customer
service

- working in customer service
- skills and qualities of good

customer care

- social interaction with

customers

- showing hospitality
- making small talk

- body language
- face-to-face encounters

with customers

- dealing with Q&A sessions
- socializing after

presentations

- socializing at trade fairs

- first impressions
- basic telephoning phrases
- setting up appointments

and meetings

- rescheduling meetings
- being confident on the

phone

- basic call center and

customer-focused language

- orders from customers
- understanding the customer
- finding solutions to

problems

- formal and informal writing

styles

- correct use of writing styles
- effective written

communication to customers

- typical customer complaints
- problem solving in English

- responses to complaints

- policy explanations

- social media and customer

complaints
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- talking about good customer service

- discussing customer service jobs and tasks
- identifying good customer care

- welcoming customers and introducing

yourself and others for the first time

- greeting customers you've met in person

before

- offering hospitality
- initiating, maintaining, and ending small

talk

- using appropriate body language
- learning phrases for meeting customers

in person

- handling questions and socializing after

presentations

- socializing at trade fairs

- learning to make a good impression

in English

- practicing basic telephoning

- making arrangements

- changing meeting plans

« building confidence on the phone

- using basic call center and customer-

focused language

- taking orders
- asking for clarification, explaining, and

checking comprehension

- making suggestions

- identifying formal and informal writing

styles

- using writing styles correctly
- writing effective business communications
- dealing with the social media writing style

- discussing typical customer complaints
- solving problems in English

+ managing complaints

- explaining policies

- considering the effect of social media

on customer complaints
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