Workplace Spanish, Inc. CUSTOMER SERVICE

The rapid growth of the Hispanic population & workforce has created critical communication
challenges for business, government and education. These language barriers often result in
serious accidents, quality mistakes, and poor service where it matters most — in the workplace.

Workplace Spanish® programs are designed to cut through language barriers by enabling adults to
communicate, simply but effectively, with Spanish-speaking co-workers, customers or citizens.
No grammar, no language rules, no prior Spanish experience necessary.

Workplace Spanishe classes are energetic and interactive, focusing on the key workplace
communication needs of the participants. Materials include a job-specific, easy-to-use training
manual and companion 1-hour audio CD.

COURSE: Workplace Spanishe for CUSTOMER SERVICE ISBN# 1-930134-28-2
WHO WILL BENEFIT FROM THIS COURSE:

This program is designed for managers, supervisors and other customer service associates in
a wide variety of industries. The purpose is to help connect & communicate with Spanish
speaking customers to understand their needs and process basic transactions efficiently.

COURSE OBJECTIVES: Depending on the length of the course and the needs of the
participants, training will include these key topics that are important in this occupation:

e Greeting customers and asking basic language communication questions

o Numbers, Time, Timing, Days of the week

e Customer service phrases & questions

e Giving directions and hours of operation

e Making & answering simple telephone calls

e Making appointments & taking payments

e (Getting personal information for applications or inquiries

e Troubleshooting problems

COURSE DETAILS:

e Course length can vary from 8 to 16 hours
¢ Optimum class size is 8 to 20 participants

e Training methods include group & individual repetition; use of practice conversations
and role play; quizzes and games

e Thisis a broad-based course that can be customized for specific needs
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RECEPTION & APPOINTMENTS WS paNists
- Recepmion |

Do you have an appt.? ¢ Tiene una cita? tee-en-ay / 00-nah / see-tah

When is your appt? ¢Cuando es su cita? kwahn-doe / ess / soo / see-tah
What is your name? ¢ Cual es su nombre? kwahl / ess / soo / nohm-bray

Sit down please Siéntese por favor see-en-tay-say / por / fah-boar

It will be 15 minutes Sera quince minutos sair-ah / keen-say / mee-noo-tose
He can see you now El puede verlo ahora el / pway-day / bear-lo / ah-oar-ah
Go with (Harry) Vaya con (Harry) bah-yah / cone / (Harry)

She (he) is not here today | Ella (él) no esta aqui hoy ay-yah / no / ess-tah / ah-key / oy
You need to call her Necesita llamarla nay-say-see-tah / yah-mar-lah

- to set up an appointment | - para pedir una cita pah-rah / pay-deer / 00-nah / see-tah

Do you need an appt.? ¢Necesita una cita? nay-say-see-tah / 0o-nah / see-tah

| have an appointment __ | Tengo una cita ____ ten-go / 00-nah / see-tah

- on Tuesday - el martes el / mar-tess

- at 3:00 PM - alas tres ah / lahs / trace

Come at 2:30 (PM) Venga a las dos y treinta ben-gah / ah / lahs dose y train-tah

Is this OK for you? ¢ Esté bien? ess-tah / bee-en

We’ll see you on (day) Nos vemos el (day) nohs / bay-mohs / el (day)

Call if you need to cancel | Llame sitiene que cancelar |yah-may / see / tee-en-ay / kay /
kahn-sell-ahr

| don’t have anything No tengo nada disponible no / ten-go / nah-dah /

available dee-spo-nee-blay

No appointments after No citas después de las no / see-tahs / dess-pwess / day / lahs

4:00 PM cuatro / kwah-tro

Thank you for calling Gracias por llamar grah-see-ahs / por / yah-mahr

Have a good day Que la pase bien kay / lah / pah-say / bee-en
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CUSTOMER SERVICE - PRACTICE CONVERSATIONS Wriiists

4.  Application not approved

Lo siento, Sefior I’m sorry, Sir
Su solicitud no fue aprobada Your application was not approved
¢Por qué no? Why not?

Su identificacion no es valida
No es el tipo correcto

Your identification isn’t valid
It's not the right type

iEs una Identificacién del Estado! It's a state ID !
Necesito su Tarjeta de Residente Permanente | need your Resident Alien Card
Aqui esta Here it is

No es valida, Senor

It's not valid, Sir

¢ Cual es el problema?

What'’s the problem?

Ha sido alterada, Serior

This has been altered, Sir

5. Paying a Bill

Buenos dias. ¢Le puedo ayudar?

Good morning. Can | help you?

¢Adonde pago la factura de agua?

Where do | pay a water bill?

Yo le puedo ayudar
¢Cudl es su niumero de cuenta?

I can help you
What is your account number?

No sé. Aqui esté la factura

| don’t know. Here’s the bill

¢COmo quiere pagar?

How do you want to pay?

En efectivo

In cash

Aqui esta su recibo
¢Necesita algo mas?

Here is your receipt
Do you need anything else

No. Es todo

No. That's all

Gracias

Thank you

6. Auto Service Department

Hola, soy Carol, la representante de servicios
¢Le puedo ayudar?

Hi, I'm Carol, the service rep
Can | help you?

Me llamo Carlos Gutierrez
¢ Esta listo mi camion?

My name is Carlos Gutierrez
Is my truck ready?

Un momento -- Si, Sefior, esta listo
¢C6émo quiere pagar?

Just a minute -- Yes, Sir, it's ready
How do you want to pay?

En efectivo

In cash

Las computadoras no funcionan
Le escribo un recibo

The computers are down
I’ll write you a receipt

¢Hay un problema?

Is this a problem?

No problema, aqui esta su recibo

No problem, here is your receipt

¢Donde esta mi camion?

Where is my truck?

Espere aqui, lo traeremos

Wait here, we will get it
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CUSTOMER QUESTIONS

Workplace
SPANISHs

Directions: Use the word bank below to fill in the blanks in the following exercise.

Surtidores Gerente Muestra :
: Experiencia Elevador Folleto :
: Bafio Catélogo Ayuda :
: Empleo Anterior Factura Vendedor .
Elevator Bill Catalog
Help Sales Person Manager
Brochure Sample Bathroom

I Directions: Match the correct Spanish and English phrases from different columns.

1. Where do | pay for this? a. ¢ Cuanto cuesta?
2. | need information b. ¢Me puede ayudar?
3. Who can | talk to? c. ¢ Donde pago esto ?
4. How much is it? d. ;Con quién puedo hablar?
5. Can you help me? e. Necesito informacion
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