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Mastering Language Skills for Efficient Logistics Operations

Anyanwu Ikechukwu Anthony

Welcome

Welcome to '""English for Dispatchers and Logistics Workers''

This book is designed to equip you with the essential English language skills needed to thrive
in the dynamic and crucial fields of dispatching and logistics. Whether you are new to the industry
or looking to enhance your communication abilities, this comprehensive guide will support your
professional growth.

What You Will Learn

In this book, you will:

Master Industry-Specific Vocabulary

Acquire a strong vocabulary tailored to logistics and dispatch operations, including terms
related to shipments, scheduling, documentation, and more.
Develop Communicative Skills

Improve your ability to communicate clearly and effectively in professional contexts such as
handling inquiries, giving instructions, and resolving issues.
Understand Grammar and Usage

Gain a solid understanding of English grammar rules and usage specific to logistics and
dispatching, ensuring accuracy in both written and spoken communication.

How to Use This Book

Each chapter is structured to progressively build your language skills.

You will find:

Practical exercises

Real-world scenarios

Clear examples

These will help reinforce learning and improve your ability to use English in real work
situations.
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Chapter 1: Importance of English Language Skills for Dispatchers

Effective communication lies at the heart of successful dispatch operations. As a dispatcher,
your ability to convey information clearly and accurately is crucial for coordinating shipments,
resolving issues, and maintaining strong relationships with customers and carriers.

In the fast-paced logistics industry, where time is critical and decisions must be made quickly,
English proficiency becomes essential.

1. Global Communication

Logistics is a global industry involving international shipments and multicultural
communication. English serves as the universal language of trade.

It enables dispatchers to:

Communicate with global partners

Coordinate international shipments

Ensure smooth supply chain operations

2. Clear and Accurate Communication

Dispatchers must provide clear instructions and updates to avoid errors and misunderstandings.

Good English helps to:

Reduce miscommunication

Improve operational accuracy

Ensure smooth workflow
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3. Handling Emergencies

During delays, accidents, or disruptions, dispatchers must react quickly.

English allows you to:

Communicate with emergency teams

Update customers in real time

Solve problems efficiently

4. Customer Satisfaction

Customers expect clear communication and fast responses.

Good communication helps to:

Build trust

Improve service quality

Increase customer loyalty

5. Professional Development

English proficiency improves career opportunities in international logistics companies and
global trade environments.

English is not just a language—it is a professional tool for success in logistics and dispatching.

Chapter 2: Introduction to English Grammar and Vocabulary

Grammar Essentials

[NoHumaHve ¥ MpaBWJILHOE KCIOJIL30BAHUE AHTJIMICKOW IpaMMATHUKU UMeEeT Ba)KHOE 3Have-
HUE JIJIs JIOTUCTOB U JucrieTdepoB. YETKas KOMMYHUKAIHs oOecrieunBaeT OecriepeOoiHyo padoTy
Y YMEHbIIIaeT OIINOKH.

2.1 Parts of Speech / Yactu peun

Nouns (CymecTBuTeJbHbIE)

Truck — I'py3oBukK

Warehouse — CkJiazn

Delivery — JlocraBka

Example: The truck is parked at the warehouse. / I'py30BUK npurnapkoBaH Ha CKJIaje.
Verbs (I''maroJsr)

Deliver — JloctaBisathb
Transport — TpaHcnopTupoBatb
Schedule — ITnanupoBatb

Example: We need to deliver the goods by tomorrow. / Ham Hy:kHO 1ocTaBUTh TOBap /10 3aBTpa.
Adjectives (IlpnnarareabHbie)

Urgent — CpouHblit
Fragile — Xpynkuii

Efficient — D¢ dexTrBHBIN
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Example: Handle fragile items with care. / OOparmaitech ¢ XpylKAMU MpeMETaMU OCTOPOKHO.
Adverbs (Hapeuus)

Quickly — Brictpo
Safely — bezonacho
Carefully — OcropoxHo

Example: The package was delivered quickly. / [Tocbiika Obuta JocTaBiaeHa ObICTpO.
Prepositions (IIpeanorn)

In—B
At — Ha
On — Ha

Example: The truck is at the warehouse. / ['py3oBuk Ha ckiaje.
2.2 Tenses / Bpemena

Present Simple — Hacrosiiiee mpoctoe

Past Simple — Ilpomeaiiee mpocroe

Future Simple — Byayiee mpoctoe

Present Continuous — Hacrosiniee anurenbHoe

2.3 Passive Voice / CTpagareabHbIil 32J10T

The goods were delivered by the driver.

ToBapsb! ObUTH JOCTABJICHBI BOIUTENIEM.

2.4 Modals / MoaaJibHbBIE IJ1aroJibl

Can — Moub

Must — noskeH

Should — cnenyer

2.5 Conditionals / YciioBHbIE IpeI0KeHUS
Zero Conditional — oO111e UCTUHBI

First Conditional — peasbHble CUTYyalIU

Second Conditional — runoreTnyeckue CUTyaluu
2.6 Logistics Vocabulary / JlorucTnueckue TepMUHbBI
Arrival Time — Bpems mpuObITHS

Bill of Lading — koHOCamMeHT

Carrier — nepeBO34MK

Consignment — rpy3

Customs Clearance — TaMoxkeHHOe opopMIIEHHE

ETA — oxugaemoe Bpemsi pHOBITUS
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Freight — ¢paxt

Inventory — 3amnacsl

Shipment — otrnpaBka

Tracking Number — HOMep OTCJIe)KMBaHUS
Warehouse — ckiian

Chapter 3: Essential Communication Skills
3.1 Professional Phone Etiquette

Good communication begins with professionalism.
Answering the Phone

English:

“Good morning, this is Alex from XYZ Logistics. How can I assist you today?”
Russian:

«Jlobpoe yTpo, 310 Anekc u3 XYZ Jloructuku. YeM s MOry Bam IMOMOYB 7»
Active Listening
English:

“I understand your concern. Could you provide the shipment number?”
Russian:

«$1 monnMaro Barry 03a604eHHOCTh. Moriu Obl BBl IPEIOCTABUTh HOMEP OTITPABJICHHUS 7>
Ending the Call
English:

“Thank you for calling. Have a great day!”
Russian:

«Cracr00 3a 3BOHOK. XOpOIIIero JHs!»
3.2 Dispatcher-Driver Conversation
Dispatcher: Hi John, this is Sarah from dispatch. How is your route going?

Driver: 'm on schedule and will arrive in 30 minutes.

Dispatcher: Great. Please check in after delivery.
Russian Translation:
Hucneruep: [Tpuser, [I:xoH, 3T0 Capa u3 qucnerdyepckoid. Kak nmpoxonut mapiipyt?

Boaurens: {1 mo rpacduky u Oyay uepe3 30 MUHYT.

Hucnieryep: OTIMYHO, COOOIIH MOCTIE TOCTABKH.

2. Dispatcher and Customer

English:

Customer: "Hello, I'm calling about my delivery. It’s late."
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Dispatcher: "I apologize for the delay. Let me check the status for you. Can I have your order
number?"

Customer: "It’s 12345."

Dispatcher: "Thank you. I see it’s en route and should arrive within the next hour."

Russian:

Kummenr: "31paBcTByiiTe, s1 3BOHIO 10 NTOBOY CBOeM JlocTaBku. OHa 3aiepxuBaercs."

Hucneryep: "N3BunuTte 3a 3aaepkkKy. [To3BosibTe MHE POBEpUTH CTATyC Jyist Bac. Mory st
MOJTy4MTh Ball HOMep 3aKkaza?"

Kumenrt: '"Jt0 12345."

Hucneruep: "Crnacu6o. S BIKy, 4TO OH B MyTH U JOJDKEH MPUOBITh B TEUEHUE CIIEITYIONIErO
yaca."

3. Dispatcher and Supplier

English:

Dispatcher: "Good afternoon, this is Emily from XYZ Logistics. We need to confirm the pick-
up time for tomorrow."

Supplier: "Hello Emily, the pick-up is scheduled for 10 AM."

Dispatcher: "Thank you. Our driver will be there on time."

Russian:

Hucneruep: "oOpbiii geHb, 310 IMwm 3 XYZ Jloructuku. HaMm HyXHO TOATBEPAWTH
Bpems 3a0opa Ha 3aBTpa.”

IMocraBmuk: "3apaBcTByiiTe, dMUIH, 3a00p Ha3HaueHd Ha 10 yrpa."

Hucneryep: ''Cnacu6o. Hamr Boqurens Oyier Tam BoBpeMs."

4. Dispatcher and Warehouse

English:

Dispatcher: "Hi, this is Mike from dispatch. Has the shipment for route 7 been loaded?"

Warehouse: "Hi Mike, yes, the shipment was loaded and it’s ready to go."

Dispatcher: "Perfect, thank you for the update."

Russian:

Hucneruep: "Ilpuser, 310 Maiik u3 nucneryepckoil. ['py3 mis mapuipyra 7 3arpyxeH?"

Ckunan: "[Ipuser, Maiik, 11a, rpy3 3arpy;eH 1 roToB K OTIIPaBKe."

Hucnietuep: "OmmmyHO, ciacnOo 3a OOHOBJICHHE. "

5. Dispatcher with a colleague

English:

Dispatcher 1: "Hi, it’s Jane. I need to coordinate a handover for the overnight shift."

Dispatcher 2: "Hi Jane, sure. Can you send me the latest updates?"

Dispatcher 1: "T'll email you the details right away."

Russian:

Hucnetuep 1: "Ilpuser, 310 [ xeiiH. MHe Hy’)KHO CKOOpIAMHMPOBATH Nepeiauy /Jisl HOUHOM
CMEHBL."

Hucneruep 2: "Tlpuser, [[xelin, KoHeuHO. MOXellb MPHUCIaTh MHE MOCc/e Hre OOHOBICHUs?"

Hucnetyep 1: "4 orpapimo TeGe ieTanu Mo EKTPOHHOU MoYTe MpsAMO ceiuac.”

By adhering to these guidelines and using these examples, dispatchers in logistics can
ensure effective and professional phone communication, fostering better relationships with drivers,
customers, suppliers, and colleagues.

3.3 Written Communication SKkills (HaBbIki nicCbMeHHOT0 OOIEHMS)

Developing strong written communication skills is essential for dispatchers in logistics to ensure
clarity and professionalism in internal and external communications. Here's a detailed guide on how
to write various types of letters and memos, followed by five sample letters, each with a stage-by-
stage explanation.
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Writing Internal and External Memos and Letters

Structure of a Formal Letter

Header / 3aronoBok

English: Include the company logo and address. Date of the letter. Recipient’s name and
address.

Russian: Bximounre norotun u aapec komnanuu. ara nucema. MMs u ajipec nonmyyaressi.

(The above is not necessary if only sending a mail directly from your email without letterheads)

IIpumeuanue: (BoimeykazanHoe He 00s3aTeIbHO, €CIM MTUCBMO OTIPABIISETCS] HAMPSIMYIO C
BaIIIero JIEKTPOHHOTO MUchMa 6e3 (ppMEeHHBIX OJTAHKOB)

Salutation / IIpuBeTcTBHE

English: Use formal greetings like “Dear [Name],” or “To Whom It May Concern,” if the
recipient is unknown.

Russian: Vcnonb3yiite popmasibHble MPUBETCTBUS, TakKue Kak «YBaxkaemblit [Wwms],» umm
«Komy 310 MO)eT ObITh MUHTEPECHO,» eCITU MOJTyJyaTellb He3BeCTEH.

Introduction / Beenenue

English: State the purpose of the letter clearly.

Russian: Yetko ykaxure 11eb MUchbMa.

Body / OcnoBHast yacThb

English: Provide detailed information or instructions. Use clear, concise language. Break
information into paragraphs for better readability.

Russian: [IpenocraBbTe oapoOHY0 MH(POPMAIIUIO WM UHCTPYKIMU. MIcNoNb3yiTe YeTKUi 1
KpaTkui s13bIK. Pazaenure ungopmarmio Ha adb3atibl IUIsl TyqIlel YATaeMOCTH.

Conclusion / 3akawo4yeHue

English: Summarize the main points or specify any actions required. Include a closing
statement.

Russian: [TonpIToxxbTe OCHOBHBIE MOMEHTBI MJIM YKAKUTE HEOOXOIMMBIE ieiicTBUs. BKimounTe
3aKJIIOYUTEIIbHOE 3asIBJICHHE.

Signature / Iloanucob

English: Use a formal closing like “Sincerely,” or “Best regards,” followed by your name and
position.

Russian: Vcnonb3yiite popmaiibHOE 3aBeplieHue, Takoe Kak «C yBaxeHueM,» uim «C Hau-
JYYIITUMH TTOKETAHUSAMU,» 32 KOTOPBIM CJIeyeT Ballle UMs U JOJIKHOCTb.

Example:

Letter 1: Request for Information

Header: [Company Logo and Address]

Date: June 30, 2024

Recipient's Name and Address

Salutation: Dear Mr. Ivanov,

Introduction: I am writing to request further information regarding the recent changes in our
project timelines.

Body: As discussed in our last meeting on June 25th, there have been adjustments to the project
schedule due to unforeseen circumstances. Could you please provide an updated timeline and any
additional details on the impact of these changes?

Conclusion: Your prompt response would greatly assist us in planning our next steps
accordingly.

Signature: Best regards,

Alexey Petrov

Project Manager

Russian Translation:

10
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3arojioBok: (JloroTun u agpec KOMIAHNN)

Hara: 30 uronst 2024 r.

Hms n aapec nojydareJist

IIpuBercTBue: YBa:xaemblil r-H IBaHoOB,

Brenenue: {1 nurny, 4ToObI 3a1TPOCUTH JONOIHUTEIBHYIO MH(POPMALIMIO OTHOCHTEBHO MOCIE/I-
HUX U3MEHEHUH B rpauKax Hallero npoekra.

OcHoBHas yacTth: Kak Opu10 00CYK/IEHO Ha HAIlleM TIOCJIeJHEM COBEIIaHUU 25 UIOHS, TIPOU30-
TN U3MEHEHUsI B rpaduke MpoeKTa Mo MpUYKMHE HEeNpPeIBUICHHBIX 00CTOATENHCTB. MOTy ObI BbI
MPEIOCTaBUTh OOHOBJIEHHOE paclyCaHue U JTI0ObIe JOTIOTHUTEbHbIC IETAIN O BIUSHUM STUX U3Me-
HEHU?

3aksmoueHne: Baia onepaTtiBHast peakiiysi MOMOKET HaM IIPaBIJIBHO CIJIAHUPOBATh HAIIH Clie-
AyIOIIKUe IIary.

Hoamucek: C HAMIYYIIHMU NOXKeJTAHUSIMH,

Aunexcei Ilerpos

MeHeq:xep npoeKra

Letter 2 Confirmation of Order

Header: [Company Logo and Address]

Date: July 5, 2024

Recipient's Name and Address

Salutation: To Whom It May Concern,

Introduction: I am writing to confirm the recent order placed for office supplies.

Body: The order includes stationery items such as pens, paper, and folders, as discussed with
your procurement team on July 1st. Please find attached the detailed list of items and quantities.

Conclusion: Kindly confirm receipt of this order and provide an estimated delivery date at your
earliest convenience.

Signature: Sincerely,

Maria Sokolova

Procurement Officer

Russian Translation:

3arojqoBok: [JloroTun u ajpec KOMIaHNu]

Hata: S uroast 2024 r.

Nms u aapec nojydareJisi

IIpuBercTBue: KoMy 3T0 Mo:KeT OBITH HHTEPECHO,

Beenenue: § nurty, 4ToObl MOATBEPIUTH HEIABHUM 3aKa3 HA O(PUCHBIE PUHAILIEKHOCTH.

OcHoBHas yacTh: 3aKa3 BKJIIOUAET KaHIEISIPCKUE TOBAPHI, TAKKE KaK Py4YKH, OyMara v MarkH,
Kak ObLJIO OOCYX/IEHO ¢ Ballell KoMaHaou 3akynok 1 mions. [loxamyiicta, HaliauTe MPHIIOKEHHBIH
MOJIPOOHBIN CIHUCOK TOBAPOB M KOJTMUYECTB.

3akmoueHue: [Ipocum NoaTBEpAMTH MOMYYEHUE ITOTO 3aKa3a U MPeAOCTaBUTD Mperosarae-
MYIO IaTy JOCTaBKH B Ballle yIOOHOE BpeMsl.

Hoanucek: C yBa:xkeHuem,

Mapus CokogoBa

CnenmaJjucT no 3aKynkam

Letter 3: Complaint Resolution

Header: [Company Logo and Address]

Date: August 15, 2024

Recipient's Name and Address

Salutation: Dear Ms. Petrova,

Introduction: I hope this letter finds you well. I am writing to address a recent issue with the
delivery of our order.

11
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Body: Unfortunately, our order (Order Number: ABC123) did not arrive on the scheduled date
of August 10th as promised. This delay has caused significant inconvenience to our operations.

Conclusion: We kindly request an update on the status of our order and would appreciate
expedited delivery to minimize further disruption.

Signature: Sincerely,

Dmitri Ivanov

Operations Manager

Russian Translation:

3arosoBok: [JloroTun u ajpec KOMIaHNu]

Hara: 15 aBrycra 2024 r.

Nms n aapec nojydareJisi

IIpuBercTBue: YBaxkaemas r-:ka Ilerposa,

Beenenue: Hazeroch, 4TO 310 MUCHbMO HaiIET Bac B XOPOIIEM 3paBuu. S1 muiny B CBA3M C
HeJaBHel poOJIeMOii C JOCTABKOM HAIllero 3aKasa.

OcHoBHas yacth: K coxanenuio, Hai 3aka3 (Homep 3akaza: ABC123) He nocTynw B yka3aH-
HBIA cpok 10 aBrycra, kak ObuTO OOemaHo. DTa 3aepKKa BbI3Bajla 3HAUMTEIbHbIE HEYA0OCTBA IS
Harei paboThl.

3akmoueHre: Mbl POCUM TMOMYYUThH OOHOBJICHHE O CTaTyce HaIllero 3aka3a u Oyaem Omaro-
JapHBI 32 CKOPEUIITYIO JOCTABKY ISl MUHUMU3AIMU AATbHEHIINX TPOOIeM.

Hoanucek: C yBa:xkenuem,

Mvutpuin IBanos

MeHeaxep o onepanusm

Sample email letters

Letter 1: Shipment Update

Dear Mr. Petrov,

I hope this message finds you well. I am writing to provide you with an update on your shipment
(Tracking Number: XYZ12345).

Your shipment, originating from our warehouse in Moscow, is currently in transit and expected
to arrive at your designated address in St. Petersburg by July 5th, 2024. There are no reported delays
at this time.

Should you require any further information or assistance, please feel free to contact our
customer service team at (555) 789-0123 or email us at support@logisticscompany.com.

Thank you for choosing our services.

Best regards,

Ivan Ivanov

Logistics Coordinator ABC Logistics

Letter 2: Request for Delivery Confirmation

To Whom It May Concern,

I am writing to request confirmation of the delivery of our recent order (Order Number:
ABC456). According to our records, the shipment was dispatched on June 25th, 2024, and was
scheduled to arrive by June 30th, 2024.

Could you please confirm receipt of the shipment and provide an update on its status? Any
information regarding the delivery would be greatly appreciated.

Thank you for your prompt attention to this matter.

Sincerely,

Maria Sokolova

Procurement Officer XYZ Company

Letter 3: Appointment Rescheduling

Dear Ms. Ivanova,

12
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I hope this message finds you well. I am writing to inform you that we need to reschedule our
appointment for the inspection of our warehouse facilities.

Due to unforeseen circumstances, we kindly request to postpone the appointment originally
scheduled for July 10th, 2024, to July 15th, 2024. Please confirm if this new date is suitable for you
or suggest an alternative time that works best.

Thank you for your understanding and flexibility.

Best regards,

Alexei Fedorov

Warehouse Manager 123 Warehousing Solutions

Letter 4: Notification of Delay

Dear Mr. Smirnov,

I regret to inform you that there has been a delay in the processing of your recent order (Order
Number: DEF789). Due to unexpected high demand, our warehouse is currently experiencing a
backlog in shipments.

We apologize for any inconvenience this may cause. Our team is working diligently to expedite
the processing, and we expect to have your order dispatched by July 7th, 2024. We will provide you
with further updates as soon as possible.

Thank you for your patience and understanding.

Sincerely,

Natalia Volkova

Customer Service Manager Global Logistics Solutions

Letter 5: Confirmation of Pick-Up

Dear Ms. Kuznetsova,

This is to confirm that a pick-up for your shipment (Tracking Number: PQR567) has been
scheduled for tomorrow, July 3rd, 2024, at 10:00 AM. Our driver will arrive at your location to
collect the goods.

Please ensure that the shipment is ready for pick-up at the specified time. If you have any
specific instructions or requirements, please inform us beforehand.

Thank you for choosing our logistics services.

Best regards,

Dmitri Ivanov

Dispatch Coordinator Fast Logistics Express

3.4 Polite Phrases for Empathy and Respectful Communication

Empathy and respectful communication are essential components of effective office
communication, especially for dispatchers who need to manage relationships with drivers, customers,
suppliers, and colleagues. Here are some polite English phrases commonly used in office
communication to demonstrate empathy and respect.

General Politeness

-Good morning / Good afternoon / Good evening

English: Used to greet colleagues or clients respectfully depending on the time of day.

Example: "Good morning, John. How are you today?"

Russian: "JIo6poe yTpo / noOpsiii ieHb / 1oOpbIi Beyep"

Explanation: These greetings set a positive tone and show respect for the person's time and
presence.

-Please

English: Used to make requests or give instructions politely.

Example: '"Please send me the updated schedule."

Russian: "'IToxkanyicra'

13
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Explanation: Shows courtesy and acknowledges that you are asking for someone's assistance
or cooperation.

-Thank you

English: Used to express gratitude.

Example: "Thank you for your help with the shipment."

Russian: ""Cnacu6o"

Explanation: Acknowledges someone's effort or assistance, fostering goodwill and appreciation
in the workplace.

-I understand

English: Used to show empathy and comprehension.

Example: "I understand your concerns about the delivery delay."

Russian: "4 nonnmaro"

Explanation: Demonstrates empathy towards the challenges or issues someone is facing,
showing that their perspective is valued.

-Could you please

English: Used to make a polite request.

Example: '"Could you please double-check the inventory?"'

Russian: '""He morymm 6b1 BbI, mozKkaJjyicra'

Explanation: Softens the request and shows respect for the other person's time and effort.

-Apologies / I apologize

English: Used to express regret or acknowledge mistakes.

Example: '"Apologies for the confusion earlier."

Russian: '""3Bunure / I n3punsirocp"

Explanation: Shows humility and professionalism, especially in situations where errors or
misunderstandings occur.

-Could you clarify

English: Used to ask for additional information or explanations politely.

Example: ""Could you clarify the delivery instructions for me?"

Russian: '""He morim 0bI BbI NOSICHUTD '’

Explanation: Demonstrates respect for clear communication and ensures that instructions or
information are fully understood.

-Certainly / Of course

English: Used to affirm agreement or willingness to help.

Example: Certainly, I can assist you with that.

Russian: Koneuno / Koneuno xe

More Examples:

Additional Customer Service and Professional Communication Phrases
Acknowledging Concerns / IIpu3nanne 03a004eHHOCTH

“I understand your concern.”

S moHumaro Barry 03a00YeHHOCTb.

“I can see why you would feel that way.”

S moHumaro, moyemy BbI Tak ceOs1 IyBCTBYeETe.

“I appreciate your patience.”

4 ueHio Bale TepreHue.

Offering Help / IIpenJio:keHue nomommu
“How can I assist you today?”

14
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Kak s mory nomoub Bam ceronHs?

“Is there anything else I can help you with?”

Ectb 1 yto-HUOY P e1IE, C YeM sl MOTy BaM MIOMOYb?

“Let me see what I can do to help.”

[To3BonbTE MHE MMOCMOTPETH, YTO ST MOTY C/ENATh, YTOOBI [IOMOYb.
Apologizing / U3BuHeHus

“I apologize for any inconvenience this may have caused.”
[TpuHOIY M3BMHEHHMSI 32 JOObIE HEYJ0OCTBA, KOTOPBIE STO MOTIJIO BBI3BATh.
“I'm sorry to hear that.”

MHe &aJib 3TO CJIBIIIATS.

“Please accept our apologies.”

[Noxaunyiicta, IpUMHTE HAITK U3BUHEHUS.

Confirming Understanding / [logrBep:x1eHne NOHNMaHHS
“Just to confirm, you're saying...”

UYtoObl yTOYHUTH, BbI TOBOPUTE, UTO...

“Can you please clarify...?”

He morsu 6b1 BBl yTOYHUTS...7

“Let me make sure I understand correctly.”

[No3BonbTe MHE YOEAUTHCS, UTO 51 IPABIJIBHO BAC MOHMMAIO.

Providing Information / IIpenocrasienne nadopmanun
“According to our records...”

CoryiacHO HAaIlIUM JAHHBIM. ..

“I would like to inform you that...”

41 xores 66l COOOIIUTH BaM, YTO...

“For your convenience, here are the details...”

Jns Barrero yno6cTBa, BOT ogpoOHasi uHMOpMAIHsL. ..

Setting Expectations / YcraHnoBJjieHne oxu aHui

“We will get back to you by (time/date).”

Mpl cBsiKEeMCs ¢ BaMU K (Bpemsi/ata).

“Please allow us [amount of time] to resolve this issue.”

[Moxkanyiicta, npepocTaBbTe HaM (KOJIMYECTBO BPEMEHM) ISl PEIIeHUs 3TOTO BOIpOca.
“I will keep you updated on the progress.”

51 Oyny nep:xkath Bac B Kypce Xofa padoThI.

Examples of Empathetic and Respectful Phrases in Context
IIpuMepbI Be:KJIUBBIX H COUYBCTBEHHBIX (hpa3 B KOHTEKCTe

Responding to a Customer Complaint / PearupoBanue Ha kajn00y KJIHeHTa

“I'm sorry to hear about the delay in your shipment. I understand your frustration, and I will
look into this immediately to provide you with an update.”

MHe kaJjib CIIBIIIATh O 3aJepKKe Ballleld JOCTaBKH. fl MoHMMalo Ballie pa304apoBaHUe U HeMe/l-
JIEHHO 3aliMYCh TUM BOIIPOCOM, YTOOBI MPEJOCTABUTH BaM OOHOBJIEHHYIO MH(OPMAITHIO.

Assisting a Driver with Route Issues / Ilomomp BoauTen o ¢ mpodjeMaMn Ha Mapii-
pyrte
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“Thank you for informing us about the road closure. I understand it’s inconvenient. Let me find
an alternative route for you.”

Crniacu60, 4T0 COOOIIMIIN HaM O 3aKPHITUH AOPOTH. S MOHMMAI0, 9T0 3T0 HeyaoOHO. [To3BobTE
MHE HalTU AJis Bac aJIbTEPHATUBHBIA MapIIpyT.

Communicating with a Supplier / O61enne ¢ mocTaBmMUKOM

“I appreciate your prompt response to our order request. If there are any issues with the delivery
schedule, please let us know as soon as possible so we can adjust accordingly.”

Bnarogapio Bac 3a OBICTPBII OTBET Ha HaIll 3alpoc MO 3aKasdy. Eciv BO3BHUKHYT Kakue-JIu0o
po0sIeMbl ¢ TpapMKOM JJOCTABKH, TIOKATYICTA, COOOIIUTE HaM 00 3TOM KaK MOXHO CKOpee, YTOObI
MBI MOTJI COOTBETCTBYIOIIM 00OPa30M CKOPPEKTUPOBATH IJTaHbI.
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KoHen 03HakoMuUTEJIbHOT0 (pparmMeHra.

Texkcr npenocrasinen OO0 «JIutpec».

IIpounTaiiTe 3Ty KHUTY LIEJIMKOM, KYIMB II0OJHYIO JIETaJIbHYIO Bepcuio Ha JluTpec.

BesomnacHo onnatuTh KHUTY MOKHO OaHKOBCKOM Kaprtoit Visa, MasterCard, Maestro, co cuera
MOOWIIBHOTO TenepoHa, C TUIaTeKHOro tepMuHana, B catone MTC wm Cesi3Hoii, yepes PayPal,
WebMoney, fAunekc.densru, QIWI Komesnek, 60HyCHbIME KapTaMu WX APYTUM YIOOHBIM Bam crio-
coOom.
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