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OUTLINE

Lesson A 1. Answer/ transfer/make a phone call 7Y/ S B/ H B 5 h

=

2. Taking/leaving a phone message ZaEhE =
3. Interrupt politely &closefaSnfTBrEfEn ~ 45 R EIEE

Lesson B Give negative information & HHY [ fE
Arranging a meeting &g Z-HEE T

Make requests Z2K ¥ 5
Making a small talk /]NiiI=R:

= BY e

Lesson C 1. Apologize #{o] & 3K
How to sound professionally 1o bhE B3
3. Handling complaints 252

o




A quick survey

1. T1EEEEmETr20E 2 (1-10) How often do you encounter situations of using English?
0. SRk BB AR BT RE AT [E R 2 Describe the above/potential situations

3. RHASELEAGTAR hns&{f7EE 2 What kind of abilities do you expect to enhance/learn from this
lesson?

4, HAIFEESREEETARY 2 Anything else you would like to tell the teacher?



g 1 A.  Handling complaints / Apologize
o Ul ‘ RIS/ 40

B. How to sound professionally

ARl L R 5



A-1. Handling complaints iz B 5%

You may hear these:*+ B §E & 2SI HYHI5E

* A number of problems have appeared. But you have promised to solve them
last time.

* We expected a document from your office urgently. But it did not arrive.

* The quality of the dormitory 1s not satistying. Many students moved out
because of that.

* The principal had negative comments on us because of the news from your
office.

* My scholarship application process kept failing even though I have tried many
fimes.



I. ACKNOWLEDGING FZHAE® (HHEELE)

1. "I realize how frustrating this must be for you.”
2. "T can see why you're upset about this.”

3. "It sounds like this has been a really challenging situation for you.”
4. "T can see your point on that.”

5. "Thank you for sharing that with me."



II. APOLOGIZING &3k

1.I" m very sorry to hear about this problem.

2.1 m terribly sorry about this delay

3.1 m afraid there has been a mistake.

4. 1 regret to say that there has been a mix-up.

5.1 m sorry for the inconvenience.

6.1 d like to apologize on behalf of our company. And I must thank

you for being understanding.



[11. Showing willing to help FE&E 1H#1Bh

1. I will do my best to resolve this for you as soon as possible.

2. If you could give me your name and order number, I” 11 start looking into this
immediately.

3. I totally understand. [ would feel the same way. Please give me a moment to
look 1nto this and find the right solution for you.



IV. Transfer phone calls BEFEFELET A

1. T understand. I’ m going to transfer you to our Academic Affairs Office/
Department of Medicine. They 11 be able to help you with this
request/matter/ 1ssue.

2. I see. Let me transter you to Patrick Pong who 1s in charge of the
scholarship.

He is the right person to talk to. I’ m sure he’ 1l be able to help you.
Would you mind being on hold while I get 1n touch with him for you?




B B SRR R

1. Sorry, Mr. Lee. Can I check this with my
V. Putting on hold manager/director and reply to you 1n the next

S TS SR SNSRI E  howr?

2. Mr.Lee,I ‘mafraid I’ 1l need more time to
look 1nto this for you. Would you mind if |
call you back 1n the afternoon when [ have
found the solution for you?

https://www.youtube.com/watch?v=[.RIXMKZ4wOw



https://www.youtube.com/watch?v=LRJXMKZ4wOw

B. Be protessional FEEXR S SEHIRRE - BZe% 3R B %0

https://www.youtube.com/watch?7v=0 6B6tlp[dM

Dot Do

1. Idon t e T am not sure. But I can find out. FHETEHEFR
know. HEZE -

( means - [ e [ will find out for you.
don’ tcare) < Letme come back to you on that.

2. 1T Mtry. (- * Sure [ can get 1t done by 4pm.
not [ don  tthink I can finish it by 2pm. But I can do it
committed) by 4pm.



Positive alternatives to negative language

7 2N

for customer service 1F HEIFVJER)

e L

“l don’t know ... s “g:‘ila;l?tl;estion, il
“ can't . —_— “What | can dois ..
“You’ll have to ..” o “Would you mind ..”
“Calm down..” 7 “:‘:;C'lcehztsvr;(:,\_lﬁpy you
I “| apologize for the

“That’s not our fault ..” frustrating situation..”




