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Section 1: Vocabulary
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1 The client told me what
2 Aright click causes / .
3 | think the problem might.
4 Let's try replace / replaced.
5 Is the video link / linked /
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The manager wants the website to
The call centre has received / is recei

Section 3: Listening

S _45 Listen to a conversation between a help desk
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Call centre operator’s role: overview

At your work station, there will be a telephone with a headset and a computer with dual monitors. The first J
thing you should do after you log in to your computer is open the issue tracking software. Click on the icon in
the top left corner to open a new form, open the troubleshooting guide in your other monitor and you're
ready to take your first call.

&
I f Welcome to the call centre. Here, we give you an overview of what you will do in your position.

All calls go to tier 1 - that's you — when they first come in. The call is sent to the first available operator. A
caller might ask about almost anything. Often, the calls are very simple matters which can be answered ”
through our FAQs. Thus, you should read the FAQs very carefully and make sure that you understand them .
and can answer them quickly.

Most of the queries will be technical. You may need the troubleshooting guide for this. There’s a section for
each of the most common technical problems, though you don't need to learn them as thoroughly as the
FAQs. It's important to work through them carefully with the customer, asking him/her to do everything the
guide asks for. Some of the steps are quite basic but you should make sure the caller follows them anyway.

A few questions cannot be solved by referring to the troubleshooting guide. You will have to escalate those
to tier 2. Make sure you have entered the caller's details correctly into the issue tracking system, click the
‘Escalation’ check box and the caller's details will be passed straight to the tier 2 staff when you submit the
form.




