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Formacion, Gestion y
English: Customer Service
Duracién: 200 horas
Modalidad: Telefomacién
Objetivos:

e This course covers some of the essential language necessary in the area
of customer service. Students are introduced to the appropriate language,
register and expressions for use in the business world in both spoken and
written interactions.

Contenidos:
The Language of Business
Using Different Registers in Business Relationships
Contexts:
« Company « Company
o Company < Client
e« Company < Supplier
Functions:
o Greetings
« Identifying formal/informal register
o Using appropriate register in business contexts:
o Company formation
o Mergers
o Temporary business unions
o Delivery agreements
o Payment methods
o Setting deadlines
Grammar and Vocabulary for Business
Grammar Topics:
e Politeness strategies
e Making requests
e Interrupting politely

e Confirming information
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Function:
« Describing business sectors and roles
Business Correspondence
Written Correspondence
e Informal emails: expressions and vocabulary
« Formal emails and letters: structure, layout, typical language
Company Structure
Describing Company Structure
o Specific vocabulary and phrases
« Function: explaining departments and hierarchy
o Use of organisation charts
Grammar:
e Articles (a/an/the)
Using Organisation Charts
e Department functions
o Grammar: Present continuous
e Function: Describing departmental activities
Describing Position and Workplace
o Grammar: There is / There are
e Function: Talking about roles and physical spaces
Explaining Schedules and Timetables
o Grammar: Present continuous for future events
« Function: Describing planned activities
Enquiries and Orders
Administration — Asking for Information
e Vocabulary: buying/selling from catalogues
o Formalities and types of business letters
o Phrasal verbs related to purchasing/sales
B2B Correspondence

« Types of letters between companies
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o Structure of enquiry letters
e Indirect questions in formal register
Exercises:
« Writing and recognising acknowledgement letters
o Making orders
e Writing cheques
Management — Complaints
e Vocabulary and phrases for complaints and faulty goods
o Structure of complaint letters
o Exercises: writing letters of apology
Telephone Communication
Taking Messages
Vocabulary:
e« Phone message
o Caller
o To call back
o Toleave a message
o To postpone
e To seein person
e To be unavailable
Function:
o Format and use of phone messages
e Practising dialogues and calls
o Extracting and transcribing key information
Voice Messages
« Vocabulary for leaving/receiving messages
« Function: managing voice communications
Requesting and Providing Information
« Function: Asking and giving information appropriately

False Friends and Common Mistakes



7R .
w FORMAGEST
Formacién, Gestién y Consultoria

« Revision of confusing words/structures

« False cognates

o Common business English misunderstandings
Final Revision Topics (Customer Service 2/3)

« Review of formal/informal business language

o Review of vocabulary and expressions from previous modules
Areas Reviewed:

o Business correspondence

o Company structure and office layout

e Enquiries and orders

e Telephone communication
Contacto e inscripcién:

e Email: formacion@formagesting.com
e Teléfono: 722164372 / 672836085

Informacién adicional:

e Convocatoria continua.

e La plataforma esta abierta 24x7 y es accesible.

e Los cursos de Formagesting son bonificables por Fundae. Al contratar el
curso, la gestion se realiza de manera gratuita.
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