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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

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

[lonumanue M TPaBUIIBHOE HCIOIb30BAHUE AHTIMHACKON
rpaMMaTHKU UMEeT BaXKHOE 3HAUCHUE ISl JIOTUCTOB U JIUCTIET-
gyepoB. YETKash KOMMYyHHUKaIMs oOecrieuynBaeT OecrepeOoiHyo
pabOTy ¥ yMeHbIIIaeT OIIUOKH.

2.1 Parts of Speech / Yactu peun

Nouns (CymecTBuTebHbIE)

Truck — I'py30BHK
Warehouse — Cxkuaz
Delivery — JloctaBka

Example: The truck is parked at the warehouse. / I'py3oBuk
MPUINAPKOBAH HA CKJIAJIE.



Verbs (I'naroJibi)

Deliver — JlocTaBisiTh

Transport — TpaHcopTUpOBaTh

Schedule — ITnanupoBatsb

Example: We need to deliver the goods by tomorrow. / Ham
HY’KHO JIOCTaBUTb TOBAp 10 3aBTPA.

Adjectives (IIpuiararejbHbIe)

Urgent — CpouHblii

Fragile — Xpynkuii

Efficient — D¢ dexTuBHbII

Example: Handle fragile items with care. / O6patuaiitech ¢
XPYIKAMU IPEAMETaAMU OCTOPOXKHO.

Adverbs (Hapeuus)

Quickly — Beictpo

Safely — be3onacHo



Carefully — OctopoxkHO

Example: The package was delivered quickly. / [Tocblika Oblia
JOCTaBJIeHa ObICTPO.
Prepositions (IIpeanorn)

In—B
At — Ha
On — Ha

Example: The truck is at the warehouse. / I'py30BUK Ha ckiia-

2.2 Tenses / Bpemena

Present Simple — Hacrosiiiee nmpoctoe

Past Simple — [Ipomeniiee npocroe

Future Simple — Bynymiee npocroe

Present Continuous — Hacrosiiee anurensHoe
2.3 Passive Voice / CTpanaTeibHbIN 3aJ10T
The goods were delivered by the driver.

ToBapsl ObLTM JOCTABJICHBI BOTUTEIEM.
2.4 Modals / MoaaJIbHBI€ IJ1aroJibl
Can — moub

Must — nomxeH



Should — cnenyer

2.5 Conditionals / YcaoBHbIe mpeaJio:KeHUsI
Zero Conditional — o0111ie UCTUHBI

First Conditional — peasnbHble cUTyalIuu

Second Conditional — runoreTM4YecKue CUTyaluu
2.6 Logistics Vocabulary / JlIorucTu4yeckne TepMHUHbI
Arrival Time — Bpemsi npuObITHS

Bill of Lading — koHOCamMeHT

Carrier — nepeBo34nK

Consignment — rpy3

Customs Clearance — TamoxeHHOe 0pOpMJIEHHE
ETA — oxumgaeMoe BpeMsl IIPUOBITHS

Freight — ¢paxt

Inventory — 3anacel

Shipment — ormnpaBka

Tracking Number — HOMep oTcClie:KUBaHUS



Warehouse — ckiiag

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, ato Anekc u3 XYZ Jloructuku. Yem s mory
BaM IIOMOYb 7»

Active Listening

English:

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

«$] moHMMmalo Barry 03a004eHHOCTb. Moru Obl BBl TPEeAOCTa-
BUTb HOMEP OTITPABJICHUA ?>»

Ending the Call

English:



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

«Cnacn60 3a 3BOHOK. XOpoIero JaHsi!»

3.2 Dispatcher—Driver Conversation

Dispatcher: Hi John, this is Sarah from dispatch. How is your
route going?

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

Dispatcher: Great. Please check in after delivery.

Russian Translation:

Hucneruep: [Ipuser, [I:xoH, 310 Capa 13 nucneryepckoit. Kak
MPOXOIUT MapLIPyT?

Bonurens: 4 mo rpaduky u 6yay yepe3 30 MUHYT.

Hucnieryep: OTAMYHO, COOOIIH MOCNIE JOCTABKH.

2. Dispatcher and Customer

English:

Customer: "Hello, I'm calling about my delivery. It’s late."

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:

Kummenrt: "3apaBcTByiiTe, 51 3BOHIO 10 IOBOAY CBOEM J10CTAB-
k. OHa 3agepkuBaercs.”

Mucnetuep: "V3Bunute 3a 3aaepxkKy. [lo3Bosbre MHE mpo-
BEpUTH CTATYC JIsl Bac. Mory s OJy4uTh Balll HOMEP 3aka3a?"

Kumnent: '""D10 12345."

Hucnetyep: "Crnacubo. f BuKy, 4TO OH B MyTU U JIOTKEH
pUOBbITH B TEUEHHE ClIeyIolero 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:

Hucnetyep: "HoOpsiid geHb, 3170 dMi u3 XYZ Jloructu-
ku. Ham HyXHO moaTBepauTh BpeMs 3a0opa Ha 3aBTpa."

MocraBmuk: "3apaBcTBYiiTe, dMIUIM, 3200p HA3HAUEH Ha

10 ytpa.”

Hucnetyep: "Cnacudo. Hamr Bogutens Oymer Tam BoBpe-
M. "

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:

Hucnieryep: "Ilpuser, 310 Maiik u3 qucneryepckon. ['py3 mis
Mapipyta 7 3arpyxen?"

Ckuag: "I[Ipuser, Mauk, Ja, Tpy3 3arpy’keH ¥ T'OTOB K OTITPaB-
Ke."

Hucneruep: "O1aruHoO, ciacu6o 3a 0OHOBJIEHHE. "

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:

Hucneryep 1: "[Ipuser, 3to IxeliH. MHe Hy:KHO CKOOpIU-
HUPOBaTh Nepejady 1Jis1 HOYHOU CMEHBI."

Hucnetuep 2: "llpuser, [IxeiiH, koHeuHo. Moxelb Mpu-
cJlIaTh MHE nocjeaaue oOHoBieHud ?"

Hucnetyep 1: "5 ornpasmio Tede AeTany MO JEKTPOHHOU
IoYTe MpAMO cenyac.”

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 Skills (HaBblku nmucrMeH-
HOI'0 OOIIEHNA)

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.

Writing Internal and External Memos and Letters

Structure of a Formal Letter

Header / 3aroioBok

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

Russian: BkitouunTe jorotun u agpec kommnanuu. Jlata nuch-
Ma. Mima 1 agpec nomyyvarens.

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

IIpumeuanue: (BeimeykazaHHoe He 00s3aTeNbHO, €CIU
NMChMO OTIPABJISAETCS HAMPSAMYIO C BAIIETO JIEKTPOHHOI'O IMUCh-
Ma 0e3 (prpMEeHHBIX OJIAHKOB)

Salutation / IlpuBeTcTBHE

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

Russian: Vcrnonb3yiite ¢opmalibHble MPUBETCTBUS, TaKHe
Kak «YBaxaembil [MMs],» wim «Komy 310 MOXET ObITh MHTE-
PECHO,» €CITU MOTyJaTeib HEM3BECTEH.

Introduction / BBenenune



English: State the purpose of the letter clearly.

Russian: Yerko ykaxuTte 1ieJb IUCbMA.

Body / OcHoBHast yacTh

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

Russian: [IpenocraBsre mompoOHy0 MHGOPMAITUIO WIN WH-
cTpykuuu. Mcronb3yiiTe 4eTKWid U KpaTKuid si3bIK. Paznenure
nH(pOpMaIIMIO Ha ab3arbl IS JIydIed YATaeMOCTH.

Conclusion / 3akaouenune

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

Russian: TlonpiToXkbTe OCHOBHBIE MOMEHTHI WM YKaXKUTE
HEeOoOXOIUMbIe NEeWCTBUSA. BKIIOUMTE 3aKITIOUMTENIbHOE 3asiBlie-
HUE.

Signature / Iloanuck

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

Russian: Vcnonb3yiite hopmasibHOE 3aBEpIIeHNE, TAKOE KaK
«C yBaxeHuem,» Wi «C HAWTy4IIUMU TIOKETaHUSIMU,» 3a KO-
TOPBIM CJIETyeT Ballle UM 1 JOJKHOCTb.

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:

3aroJioBok: (JIoroTun u aapec KOMIaHUN)

Hata: 30 urons 2024 r.

Nms n agpec nosyyareast

IIpuBercTBHE: YBaxkaemblil r-H IBaHOB,

Beenenwe: § nuiry, 4To0B! 3aNIPOCUTH TOTIOTHUATEIIBHYIO WH-
(popmaryio OTHOCUTENIBHO MOCJIEIHUX W3MEHEHUH B rpadukax
HAIlIero MPOEeKTa.

OcHoBHast yacTh: Kak ObUT0 00CY:KAEHO Ha HaIlleM MOCIeJHeM
COBEILIAHMY 25 WIOHS, TPOU30LILIN U3MEHEHHUS B IrpauKe Mpo-
€KTa 10 NMPUYUHE HeTPeIBUICHHBIX 00CTOATENLCTB. Moriu Obl
BbI IIPEIOCTaBUTh OOHOBJIEHHOE PACIIMCAHKE U JIIOObIE JOTIOTHU-
TeJIbHBIE JIETAJIV O BIUSIHUY STUX U3MEHEeHU !

3akmoueHue: Bamia onepatvBHas peaklys MOMOXKET HaM



MIPABWJILHO CITAHUPOBATH HAIIW CJETYIOIIHE IIary.

Hoanuck: C HAWIYYIITUMU TOKEJAHUSIMH,

Auexkceii IleTrpos

MeHemxep npoexkTa

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
Ist. 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:

3aroJsioBok: [JIoroTun u aapec KoMnaHum|

Hara: 5 uroas 2024 r.

Nwms n agpec nosyyareast

IIpuBercrBue: KoMy 3T0 MOKkeT OBITH HHTEPECHO,

Beenenwe: 4 nunry, yToObl OATBEPAUTH HEJABHUE 3aKa3 HA
O(pHCHBIE TPUHAJIEKHOCTH.



OcHoBHas yacTh: 3aKa3 BKJIIOYAET KAHLEIAPCKHAE TOBAPBI, Ta-
KM€ KaK pydkd, Oymara u Manku, Kak Obl1o 0OCYKJIEHO C Balllei
KOMaHJI0 3aKymnok 1 wions. [loxanyiicta, HAUAUTE PUIIOKEH-
HbII TOAPOOHBIIA CIIMCOK TOBAPOB U KOJIUYECTB.

3akimouyenue: [IpocuM nmoaTBEpAUTS MOJTyYEHUE STOTO 3aKa3a
¥ TIPEJOCTaBUThH MPEATIONAraeMyIo JaTy J0CTaBKU B Balle yno0-
HOE BpeMs.

IMoanucek: C yBaxxkeHuem,

Mapusa CoxkojioBa

Cnenuaanct mo 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.

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:

3aroJioBok: [JIoroTun u aapec KOMnaHum|

Hara: 15 aBrycra 2024 r.

Nms n agpec noayyareas

IIpuBercTrBHE: YBaxkaemas r-:ka Ilerposa,

Beenenue: Hanerock, 4To 9T0 MUCbMO HailIET Bac B XOPOIIEM
3apaBuu. $1 MUy B CBA3M C HeaBHEH MPOOJIEMOM ¢ JOCTaBKOW
HAIllero 3aKasa.

OcnoBHas 4dacte: K coxanennio, Ham 3aka3 (Homep 3akaza:
ABC123) He moctynui B yka3aHHblid cpok 10 aBrycra, Kak Obl-
J10 oberiaHo. DT1a 3a/iepKKa BbI3Bajia 3HAUUTEIbHbIE HEY100CTBa
JUTsl Hatllet padoThl.

3akmouenre: Mbl TPOCUM TIOJIyYUTh OOHOBJIGHHE O CTaTyce
HaIIIero 3akasza u OymeM OJarogapHsl 3a CKOPEHIyIO0 JOCTaBKY
JUTSI MUHUMM3AIIAY JTATBHEUIIUX TPOOJIEM.

IMoanucek: C yBaxxkeHuem,

Mmutpuii UBanoB

Meneazxep 1o onepanusam

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,

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: "[Io6poe ytpo / m1oOpbiii ieHb / 1oOpbIiil Beuep”

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: "Iloxanyicra'

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: "I nonumar"

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 moriiu 661 BB, moskaJyiicra'

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: "U3BunnTe / Sl u3BnHsoCH"

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 morjin 661 BbI HOSICHATD "'

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 ke

More Examples:

Additional Customer Service and Professional
Communication Phrases

Acknowledging Concerns / IIpu3HaHue 03a004eHHOCTH



“I understand your concern.”

S moHumaro Barry 03a004eHHOCTb.

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

4 noHnmaio, moyeMy Bbl Tak ceOsi UyBCTBYeTE.
“I appreciate your patience.”

4 neniwo Baie TeprieHue.

Offering Help / IIpeano:xenue noMmomm

“How can I assist you today?”

Kak s Mory nomoub Bam cerouHsi?

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

Ectb Jtu uTO-HUOYb e1IE, C YeM sl MOTY BaM IOMOYb ?

“Let me see what I can do to help.”

[To3BosbTE MHE IOCMOTPETh, UTO 51 MOTY CHEJaTh, YTOOBI TIO-
MOYb.

Apologizing / I3Bunenust

“I apologize for any inconvenience this may have caused.”

[Mpunomy M3BHMHEHUS 3a JTOOBe HEylT0OCTBA, KOTOPHIE 3TO
MOIJIO BbI3BaTb.

“I'm sorry to hear that.”

MHe kajib 3TO CIIbIIIATD.

“Please accept our apologies.”

[Moxanyiicta, NpUMUTE HAIIIM U3BUHEHUS.

Confirming Understanding / IlogTBep:x/aeHue NOHNMA-
HHS



“Just to confirm, you're saying...”

YT1OOBl YTOUHHTH, BBl TOBOPUTE, YTO...

“Can you please clarify...?”

He moriu Obl Bbl yTOUHUTb...7

“Let me make sure I understand correctly.”

[To3BosbTE MHE YOAUTHCS, UTO 51 MPABUJIBHO BAC TIOHUMAIO.

Providing Information / Ilpenocrasienune nHcpopma-
10111

“According to our records...”

CornacHo HalMM AaHHBIM. ..

“I would like to inform you that...”

4 xoresr ObI COOOIIUTH BaM, UTO...

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

Jlns1 Bamero ynoOcTBa, BOT HoapoOHast ”HOpPMAIHS. ..

Setting Expectations / YcraHoBjeHue 0:KuJaHUNI

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

Mbl cBskeMCS ¢ BaMU K (Bpemsi/aara).

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

[Noxanyiicra, mpenoctaBbTe HaM (KOJIMYECTBO BPEMEHHU) IJIsI
pelleHN s TOro BOMpoca.

“I will keep you updated on the progress.”

S Oyny mepkarh Bac B Kypce Xojia padoThl.

Examples of Empathetic and Respectful Phrases in



Context
IIpruMepbI BeKJIUBBIX M COYYBCTBEHHBIX (ppa3 B KOH-
TEKCTe

Responding to a Customer Complaint / PearupoBanne
HA Kajo0y KIneHTa

“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 xanb Caplarh O 33J€pKKe Ballled JOCTaBKU. S MOHU-
Maio Balle pa3o4apoBaHUe U HEMEIJIEHHO 3aliMyCh 3TUM BOMPO-
COM, YTOOBI MTPEJOCTABUTh BaM OOHOBJIEHHYIO MH(OPMAIIHIO.

Assisting a Driver with Route Issues / Ilomomb Bogure-
JI0 ¢ mMPoOJieMaMu HA MapmIpyTe

“Thank you for informing us about the road closure. I
understand it’s inconvenient. Let me find an alternative route for
you.”

Cniacu60, 4T0 COOOIIMIM HAM O 3aKPHITUU JOPOTH. S MOoHU-
Maro, 4To 3T0 HeyaoOHO. [103BoIbTe MHE HAWTH /ISl BaC ajibTep-

HATUBHBIA MapIIPYT.

Communicating with a Supplier / O6menune ¢ nocras-
IHKOM

“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.”

Brarozapio Bac 3a ObICTpBII OTBET Ha HaIIl 3aIIpOC MO 3aKasy.
Ecnu BOBHUKHYT Kakue-100 mpo0ieMbl ¢ rpapikoM JOCTaBKH,
HoXxaJtyicra, cooOImuTe HaMm 00 3TOM Kak MOXKHO CKOpee, YTOObI
MBI MOIJIA COOTBETCTBYIOIIMM 0Opa30M CKOPPEKTHPOBATH IIa-
HBI.



Konen 03HaKOMUTEJLHOI'O
¢dparmenra.

Tekct npegocraBieH OO0 «Jlurpec».

[IpounTaiiTe STy KHUTY LIEJIMKOM, KYIIUB TOJIHYIO JIETATbHYIO
Bepcuio Ha Jlurpec.

Be3ormacHo oriaTuTh KHATY MOKHO OaHKOBCKOH KapToit Visa,
MasterCard, Maestro, co cuyera MOOMJIBHOTO TesiehOHa, C TiIa-
Te)KHOro TepMmuHaia, B cajoHe MTC wmm Cesa3HoOHM, uepe3
PayPal, WebMoney, Aunexc./lensru, QIWI Komenek, 60Hyc-
HBIMU KapTaMu WK APYTUM YI0OHBIM Bam crioco6om.
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