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Feeling nervous about customer service calls? Worried about
"back-to-back” calls or angry customers? We get itl But guess what? This
guide is here to change all that.

Let's Talk About Those Fears (and Kick Them Out!)

e "Back-to-Back Calls are Scary!"
o The Truth: Think of it like this: you only toke ONE call ot a time.

Not all the calls of the day at oncel Focus on the person you
are talking to right now. If you need a moment to breathe
during a call (like while youre researching something), that's
okay! Take that little pause. This way, you go to the next call
feeling fresh, not stressed about a big number of calls. That
stress is not needed!

e "Customers Will Be Mad or Mean!”

o The Truth: You are the expert here. The customer is calling you
because they need your help. They dont know if youre new.
They dont know if you think your English "isn't good enough.” In
their eyes, you are their life-saver for that moment. So, act like
itl

o You Got This! If you believe you are the expert (because you
arel), you wont feel so nervous or pushed. You are in control.
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They already trust you without even knowing you. Your own
self-doubt is the only thing that can mess it up. Dont let it!
e 'An Angry Customer is the WORST!"

o The Truth: An angry customer is your BEST chance to shinel
They are probably used to not getting help, or maybe even
being lied to. They feel stuck.

o Be Their Hero: If you really listen to them and show you want to
help, you will win them over from the first minute. Put on your
superhero cape #, help that customer like your job depends

on THAT ONE CALL, and you will become the STAR of customer
servicel

This guide will give you simple English phrases for different
situations, AND the confidence to use them! Lets gol
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Part 1: Starting the Call Strong (You're the
Welcoming Expert )

First impressions are key! Show them they called the right place.

e Simple Greetings:
o "Thank you for calling [Company Name], my name is [Your
Name]. How can | help you today?”
m Why it works: Clear, polite, and gets straight to helping.
o "Hello! You've reached [Company Name], this is [Your Name]
speaking. What can | do for you?”
m Why it works:Friendly and professional.
e Sounding Confident:
o Speak clearly, not too fast. Take a small breath. Remember: you

are the expert they need!

Part 2: Understanding the Customer
(You're a Detective! €.)

Your job is to understand their problem so you can solve it.

e Getting Information:
o "Can you please tell me a little more about what happened?”
o "To make sure | understand, could you explain that again,
please?”
o "What is the account number/order number, please?”

e Showing Youre Listening:
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o "Okay, | understand.’
o 'l see." (Use this while they are talking).
o 'Let me repeat that back to you to make sure | have it right.
m Why it works: This shows you are paying attention and
want to get it right for them.

Part 3: Showing You Care (You're Their
Ally! =)

People want to feel understood and know you care.

e Empathy Phrases (When they are upset or have a problem):
o 'l understand this must be frustrating for you."

"I'm sorry to hear youre having this issue.’

O

‘| can see why you would feel that way.”

©)

"I want to help you get this fixed."

(@)

m Why it works: These phrases show you are human and you
are on their side.
e Reassuring Them:
o "Youve called the right place, | can help you with that!

o 'Lets work on this together’

Part 4: Solving the Problem (You're the

Herol ')

This is where you shine by providing solutions.

Customer Service English Phrases | May 2025



o

Call Centers

ACADEMY & BPO

o Offering Help Clearly:

o "Herées what | can do for you:”

o 'l can help you with that. First, we need to..."

o 'Let me check that information for you quickly.’
e Explaining Steps Simply:

o "The first step is..”

o "Next, you will need to..

o "After that, | will..

m Why it works: Simple steps are easy to follow.

Part 5: Handling "Difficult" Customers
(Your Chance to  Shine  Brighter!

S E

Remember: an upset customer is an opportunity! You can be the

one to finally help them.

e Let Them Talk (Vent):
o Dontinterrupt them if they are very angry (unless they are
being abusive). Let them get it out.
o Use small listening words like "l see,” "Okay.’
e Show You're Really Listening:
o "l understand youre angry, and | want to help.’
o "Thank you for explaining that. | can see this is a serious issue
for you.’

e De-escalation Phrases (To calm things down):
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o "l am going to do my best to help you with this.”

o "Lets see what we can do to make this right.”

o 'l will take responsibility for helping you solve this." (This is
powerfull)

e Focus on a Solution:
o "What would be a good solution for you?" (Sometimes they have

0 good ideq).
o "Hereiswhat | can do for you now:’
m Why it works: You are turning the anger into action and

solutions. This is your superhero moment!

Part 6: Hold & Transfer Like a Pro
(Keeping Them Happy! /¢)

Sometimes you need to put someone on hold or transfer them. Do it

right!

e Putting Someone on Hold:
o "Do you mind if | put you on hold for 1-2 minutes while |

check this?’
o "May | place you on a brief hold?"

o Before you do it: Wait for them to say "yes'l
o When you return: "Thank you for holding. | have an
update..

e Transferring a Call:
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o 'l need to transfer you to [Department Name/Person's
Name], they are the experts on this. Is that okay?"

o 'Let me transfer you to the right person who can help you
with [the specific issue].

o Why it works: Explaining why you are transferring helps

them feel like they are not just being passed around.

Part 7: Ending the Call (Leaving a Great

Last Impression! )

Finish strong and make sure they are satisfied.

e Confirming Resolution:
o 'ls there anything else | can help you with today?" (The
classic, but importantl)
o "So, just to confirm, we have [summarize what you
did/solved].
o "Are you happy with how we solved this?"
e Professional & Friendly Goodbyes:
o "Thank you for calling [Company Naome]. Have a great day!”
o 'lt was a pleasure helping you today. Goodbyel”

o "We appreciate your business. Take carel’

You Are the Customer Service Starl!
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Remember, these phrases are tools. Your confidence, your positive
attitude, and your real wish to help are what will maoke you a
customer service KING or QUEEN. You have the power. You are the

expert. Now go out there and be amazing! You got this!
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