
Client and Customer Service Preview 
Lesson Objective: This lesson aims to build students’ confidence in client and 
customer service interactions by strengthening vocabulary, practicing rapport-
building strategies, and enhancing communication skills needed to handle diverse 
situations effectively and professionally. 
 

Core Vocabulary Meaning 
Clientele 
 

The group of customers a business has. 

Satisfaction The happiness a customer feels with a product 
or service. 
 

Personalization Changing something to fit one person’s needs. 
 

Feedback Information customers give about a product or 
service. 
 

Loyalty When a customer continues to support a 
business. 
 

Resolution Finding an answer to a customer’s problem. 
 

Etiquette Polite and proper behavior in business. 
 

Refund Money returned to a customer for a product or 
service. 
 

Upselling Encouraging a customer to buy more or better 
items. 
 

Accessibility How easy it is for customers to use or get 
something. 
 

Empowerment Giving workers the power to make customer 
decisions. 
 

Transparency Being open and honest in business 
communication. 
 

Rapport A good and friendly relationship with 
customers. 
 

Turnaround Time The time it takes to finish a task or solve a 
problem. 
 

Acknowledgment Showing you have seen or heard a customer’s 
message. 
 

 



Clientele 

♦ How do businesses attract a diverse clientele? 

♦ What strategies can enhance the loyalty of a clientele? 

♦ Why is understanding the needs of your clientele important? 
Sub Vocab: Customer base, patrons, target audience 
 

Satisfaction 

♦ How can businesses measure customer satisfaction? 

♦ Share an experience where you ensured customer satisfaction. 
♦ Why is customer satisfaction integral to business success? 
Sub Vocab: Fulfillment, contentment, approval 
 

Personalization 

♦ In what ways can businesses achieve personalization? 

♦ Share an example of a personalized customer service experience. 

♦ Why is personalization crucial in client relationships? 
Sub Vocab: Customization, individualization, adaptation 

 

Feedback 

♦ How can businesses encourage customers to share feedback? 
♦ Share an instance where customer feedback led to positive changes. 

♦ Why is constructive feedback valuable for improvement? 
Sub Vocab: Customer input, opinions, reviews 

Loyalty 

♦ How can businesses cultivate customer loyalty? 

♦ Share a personal experience of brand loyalty. 

♦ Why is retaining loyal customers essential for long-term success? 
Sub Vocab: Devotion, allegiance, steadfastness 

 

 

 



 

 

Resolution 

♦ How do you approach conflict resolution in customer service? 

♦ Share an example of successfully resolving a customer's problem. 

♦ Why is swift resolution important in maintaining customer satisfaction? 
Sub Vocab: Solution-finding, settlement, conclusion 

Etiquette 

♦ What role does etiquette play in client meetings? 

♦ Share an example of the importance of business etiquette in customer service. 

♦ How can cultural differences impact business etiquette? 
Sub Vocab: Manners, courtesy, protocol 

Refund 

♦ How do businesses decide when to issue a refund? 

♦ Share an experience involving a refund process. 

♦ Why is a fair refund policy important for customer trust? 
Sub Vocab: Reimbursement, repayment, restitution 

Upselling 

♦ How can businesses effectively implement upselling techniques? 

♦ Share an experience of successful upselling. 

♦ Why is upselling a common practice in sales? 
Sub Vocab: Cross-selling, suggestive selling, add-on sales 
Accessibility 

♦ In what ways do businesses enhance accessibility for customers? 

♦ Share an example of a business ensuring accessibility for diverse customers. 

♦ Why is accessibility important for customer satisfaction? 
Sub Vocab: Availability, approachability, user-friendliness 

 

 

 



Empowerment 

♦ How does employee empowerment contribute to excellent customer service? 

♦ Share a personal experience where employee empowerment made a difference. 

♦ Why is empowering frontline staff crucial in customer interactions? 
Sub Vocab: Delegation, authority, autonomy 

Transparency 

♦ Why is transparency important in customer communications? 

♦ Share an example of a business displaying transparency. 

♦ How can businesses maintain transparency in product or service offerings? 
Sub Vocab: Openness, candor, clarity 

Rapport 

♦ How do you go about building rapport with clients? 

♦ Share an experience where rapport-building positively impacted a customer interaction. 

♦ Why is establishing rapport a key factor in customer service? 
Sub Vocab: Relationship building, connection, understanding 

Turnaround Time 

♦ How can businesses improve turnaround time in customer service? 

♦ Share an example of a situation where swift turnaround time made a difference. 

♦ Why is minimizing turnaround time important for customer satisfaction?Sub Vocab: 
Response time, processing time, efficiency 
 

Acknowledgment 
♦ How can businesses effectively acknowledge customer inquiries or feedback? 
♦ Share an instance where acknowledgment positively impacted a customer 
experience. 

♦ Why is timely acknowledgment crucial in customer service? 
Sub Vocab: Confirmation, recognition, response 



 

 

Sub Vocabulary Glossary  
Clientele 
• Customer Base: regular buyers of a company’s products 
• Patrons: customers who regularly support a business 
• Target Audience: the specific group a business wants to reach 

Satisfaction 

• Fulfillment: the feeling of being satisfied or complete 
• Contentment: a happy and satisfied feeling 
• Approval: agreement or positive opinion 

Personalization 

• Customization: making something special for one person 
• Individualization: focusing on one person’s unique needs 
• Adaptation: changing to fit a new situation 

Feedback 

• Customer Input: ideas or feedback from customers 
• Opinions: personal thoughts or beliefs 
• Reviews: written or spoken comments about a product or service 

Loyalty 

• Devotion: strong loyalty and dedication 
• Allegiance: support or loyalty to a group or brand 
• Steadfastness: being loyal and reliable without change 

Resolution 

• Solution-Finding: figuring out an answer to a problem 
• Settlement: an agreement to end a problem 
• Conclusion: the final decision or result 

Etiquette 

• Manners: polite ways of behaving 
• Courtesy: showing respect and politeness 
• Protocol: the correct or accepted way of doing things 

 



 

Refund 

• Reimbursement: money paid back to someone 
• Repayment: giving money back that was owed 
• Restitution: returning or compensating for something lost 

Upselling 

• Cross-Selling: selling a related product to a customer 
• Suggestive Selling: recommending extra products to a customer 
• Add-On Sales: selling small extra products with a main one 

Accessibility 

• Availability: being easy to get or use 
• Approachability: being friendly and easy to talk to 
• User-Friendliness: easy for people to use or understand 

Empowerment 

• Delegation: giving responsibility to someone else 
• Authority: the power to make decisions 
• Autonomy: the ability to act independently 

Transparency 

• Openness: being honest and not hiding things 
• Candor: speaking honestly and directly 
• Clarity: being easy to understand 

Rapport 

• Relationship Building: making and keeping good connections 
• Connection: a link or bond between people 
• Understanding: knowing how someone feels or thinks 

Turnaround Time 

• Response Time: how quickly something is done 
• Processing Time: the time needed to complete a task 
• Efficiency: doing things well without wasting time 

Acknowledgment 

• Confirmation: saying that something is true or received 
• Recognition: showing that you notice or value someone 
• Response: a reply or reaction 


