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Customer Service English Phrases
Call Centers Academy & BPO

Your first day on the floor, a customer is going to say something you were not expecting. This guide gives you the phrases to handle the most common situations in customer service. Not scripts you memorize word for word, but sentences you understand well enough to make your own.
Read them. Say them out loud. The more familiar they feel before your first call, the calmer you will be when you need them.

Before the Phrases — A Few Honest Things
About back-to-back calls
You handle one call at a time. Not all the calls of the day at once. When you are on a call, that is the only call that exists. When it is over, you go to the next one. Agents who struggle with high volume are usually the ones mentally carrying every call they have already taken. Learn to close each one and start fresh.
About angry customers
An angry customer is not attacking you personally. They are frustrated with a situation. Most of the time they have already been passed around, put on hold, or told something that did not help. When you actually listen and try to fix it, you change the entire tone of that call fast.
Your job is not to defend the company. Your job is to help the person on the phone. Those are different things, and the agents who understand that difference are the ones who get good CSAT scores.
About your English
You do not need to sound like a native speaker. You need to be understood. Speak clearly, speak at a normal pace, and do not rush through sentences when you are nervous. The customer is not grading your grammar. They want their problem solved.

The Phrases
Opening the call
First impressions happen fast. A confident, clear opening tells the customer they called the right place.

	Standard greetings

	"Thank you for calling [Company Name], my name is [Your Name]. How can I help you today?"

	"Hello, you have reached [Company Name]. This is [Your Name] speaking. What can I do for you?"

	"Good morning, thank you for calling [Company Name]. How may I assist you?"



Understanding the customer
Before you can solve anything, you need to understand exactly what is happening. These phrases help you gather information without making the customer repeat themselves more than necessary.

	Getting the details

	"Can you tell me a little more about what happened?"

	"To make sure I understand correctly, could you explain that one more time?"

	"What is your account number, please?"

	"Let me repeat that back to you to make sure I have it right."



	Showing you are listening

	"I understand."

	"I see."

	"Okay, I am with you."

	"Got it, let me make sure I have all the details."



Showing empathy
Customers want to feel heard before they feel helped. These phrases do not solve the problem. They tell the customer that you understand why they are frustrated, and that matters.

	When the customer is upset or disappointed

	"I understand this must be frustrating for you."

	"I am sorry to hear you are having this issue."

	"I can see why you feel that way."

	"I want to help you get this resolved."

	"You have called the right place. I can help you with that."



Solving the problem
Clear, simple language. Walk them through each step. Do not assume they know what you are doing if you are not explaining it.

	Offering help

	"Here is what I can do for you."

	"I can help you with that. First, I need to..."

	"Let me check that information for you."

	"Give me just a moment while I pull that up."



	Explaining steps

	"The first step is..."

	"After that, you will need to..."

	"Once that is done, I will..."

	"This should take about [X] minutes."



Handling an angry customer
Do not interrupt. Let them finish. Use a calm, steady voice. The moment you match their energy, the call gets worse. The moment you stay calm, it usually starts to turn.

	De-escalation phrases

	"I understand you are frustrated, and I want to help."

	"Thank you for explaining that. I can see this is a serious issue for you."

	"I am going to do my best to help you with this right now."

	"Let us see what we can do to make this right."

	"I will take responsibility for helping you solve this."



	If a customer becomes abusive, verbal threats or insults directed at you personally, you are allowed to set a limit. You can say: "I want to help you, but I need us to keep the conversation respectful so I can do that." If it continues, follow your company's escalation protocol.



Putting someone on hold
Always ask before putting a customer on hold. Never assume. And always give them a reason.

	Hold phrases

	"Do you mind if I place you on a brief hold while I check on that?"

	"May I put you on hold for about two minutes? I want to get you the right answer."

	"Thank you for holding. I have an update for you."



Transferring a call
Explain why you are transferring before you do it. A customer who understands what is happening is a customer who stays calm during the transfer.

	Transfer phrases

	"I am going to connect you with [department], they handle exactly this type of issue."

	"Let me transfer you to the right person who can help you with [specific issue]. Is that okay?"

	"Before I transfer you, let me give them a brief summary of your situation so you do not have to repeat yourself."



Closing the call
End strong. Confirm what was done, ask if there is anything else, and close with something warm but professional.

	Closing phrases

	"Just to confirm, we have [summarize what was resolved]. Is that correct?"

	"Is there anything else I can help you with today?"

	"Thank you for calling [Company Name]. Have a great day."

	"It was a pleasure helping you today. Take care."

	"We appreciate your patience. Have a good one."



The phrases are the tool. You are the professional.
Every agent on the floor started with a list like this. With time and practice, these phrases stop being things you remember and start being things you just say. That is the goal.
In the full CCA training, you will hear real calls, practice real scenarios, and understand how each type of account changes the way you use this language. This guide is the start. The course is where you build the confidence to use it.
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