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English for Customer Care is accompanied by a MultiROM
which has a number of features.

Interactive exercises to practise useful phrases, vocabulary,
and communication through your computer.

Listening extracts. These are in enhanced audio format that
can be played on a conventional CD-player or through the
audio player on your computer.

If you have any problems, please check the technical sup-
port section of the readme file on the MultiROM.



Contents

PAGE  UNIT TITLE

11

21

30

38

47

56
58
60
62

72

Introduction to
customer care

Face to face with
customers

Dealing with
customers on
the phone

.} Call centre
success

Delivering
customer care
through writing

Dealing with
problems and
complaints

APPENDIX

Test yourself!

Partner Files Partner A
Partner Files Partner B
Answer key
Transcripts

A-Z word list

Customer care success
Customer care businesses and jobs
Surprising facts about

customer care

Body language

A company visit
Meeting do’s and don’ts
At atrade fair

The invisible customer

General telephoning
The ‘customer care’ phone call
What the customers really hear

Taking an order
Hotline (Troubleshooting)
Customer-centred call centres

Effective letters and emails

Formal and informal writing styles
The five Cs of customer care writing
A case study

Complaint strategies and policies

The letter of apology

Explaining company policy

Some opinions about complaints
and apologies

Useful phrases and vocabulary

LANGUAGE TIPS AND STRATEGIES

Skills and qualities for good
customer care
Making suggestions

Basic socializing language

The importance of small talk

Follow-up

Steps for winning customers in
your presentations

Being courteous on the phone
Making sure you understand
Making arrangements

The first impression
Clarifying and explaining
Checking comprehension

Salutations and closes

Standard phrases for handling
customers (connecting with the
reader, taking action, etc.)

Enclosures and attachments

Softening bad news and
apologizing
Problem-solving steps



About the book

English for Customer Care has been developed for people working in customer service
who need a good level of English. You might be working in the sales or customer service
department of a company, or you might have direct contact with customers in a bank or
hotel. Or perhaps you speak to customers on the telephone from a helpdesk or a call
centre. In all of these situations you need language skills and specific techniques in
order to be able to communicate successfully. English for Customer Care not only offers
expressions and vocabulary, it also addresses strategies related to the effective use of
English in a business context.

English for Customer Care consists of six units. The first unit offers an introduction to
the basic principles of Customer Service. The following four units deal with various
different forms of customer contact: face to face meetings, telephone calls, call centres,
or written communication. The final unit presents speaking skills that are needed in
order to solve problems and deal with customer complaints effectively.

Each unit begins with a Starter, which consists of small exercises, brainstorming
activities, or a quiz. This is followed by dialogues, texts, and authentic documents,
along with a variety of exercises that help you to learn the vocabulary and expressions
in context. You will be directed to the Partner Files at various points in the units, where
role-play information gap activities allow you and a partner to practise the language
presented in the unit in realistic situations. Each unit ends with a text which relates to
the topic of the unit and leads to discussion. When you have worked through all the
units you can Test yourself! with a crossword on the vocabulary in the book.

The MultiROM contains all the Listening extracts from the book. These can be played
through the audio player on your computer, or through a conventional CD-player. In
order to give yourself extra listening practice, listen to it in your car or copy it to your
MP3 player. The Interactive exercises let you review by doing exercises that cover the
essential language from the book, this will be particularly valuable if you are using the
book for self-study.

At the back of English for Customer Care there is an Answer key where you can check
your answers. You will also find the Partner Files, the Transcripts of the listening
extracts, an A-Z word list, and a list of Useful phrases and vocabulary that you can refer
to while you are at work.



