
Module 4: Effective Communication.

Objectives:

1. Learn how to communicate clearly and professionally
with customers.

2. Adapt communication styles to meet diverse customer
needs.



Discussion:

1. Adapting Communication Styles to Different
Customers

● Technical Customers: Use precise terminology and
detailed explanations.

● Non-Technical Customers: Avoid jargon and focus
on analogies or simplified explanations.

● Irate Customers: Stay calm, listen actively, and focus
on solutions.

2. Writing Clear and Concise Emails or Chat
Messages

● Use a professional tone and positive language.
● Ensure messages are structured: greet, explain the

solution, provide next steps, and thank the customer.
● Avoid lengthy responses; focus on clarity and
actionability.

3. Explaining Technical Concepts in Simple Terms



● Break down complex ideas into manageable steps.
● Use analogies or relatable examples (e.g., DNS is like
a phonebook for websites).

● Confirm understanding by asking for feedback or
paraphrasing.

4. Managing Expectations with Realistic Timelines

● Be honest about timeframes for resolutions (e.g.,
server migrations, domain transfers).

● Communicate proactively about delays or challenges.
● Provide regular updates to keep customers informed.
● Do not over promise and more so on things you’re not
sure of or won't do or dont know it’s done.

Real-World Examples: Effective Communication in
Web Hosting

Example 1: Explaining a Hosting Plan Upgrade

Scenario:



A customer contacts Truehost support because their
website is running slowly.

Customer Service Approach:

1. The agent explains the issue without jargon:
○ "Your website is using all the resources available
in your current hosting plan. This can make it
slow, especially if you have many visitors."

2. They recommend an upgrade and explain its benefits
in customer-friendly language:
○ "Upgrading to the next plan gives your website
more resources, space and power to handle
more visitors and data."

3. The agent outlines clear steps to upgrade and
provides a realistic timeline for the changes to take
effect.

Outcome:

● The customer upgrades their plan, understanding the
value of the solution.

● The interaction reinforces Truehost as a
knowledgeable and customer-focused provider.

Example 2: Responding to an Email About a
Delayed SSL Installation



Scenario:
A business owner reaches out via live chat support,
frustrated that their SSL certificate is not active, fearing it
may affect customer trust.

Customer Service Approach:

1. The agent acknowledges the customer’s concern in
their reply:
○ "Thank you for reaching out, and I understand
how important it is for your website to be secure.
Let me assist you with this right away."

2. They explain the situation clearly:
○ "The delay happened because the SSL
installation requires DNSSEC verification, which
hasn’t been completed yet. Here’s how we can fix
this together."

3. The agent guides the customer step-by-step to verify
the domain and installs the SSL. They set realistic
expectations for propagation time:
○ "The changes should reflect in 1-2 hours, and I’ll
follow up to confirm once it’s done."

Outcome:

● The customer feels reassured and informed.
● Truehost maintains the customer’s trust despite the
delay.



Activity: Writing Exercise
Convert the following technical statement into a
customer-friendly explanation:

"The website is experiencing downtime due to an
issue with the Apache configuration file, which has
a missing directive for handling PHP scripts."

Example Answer:
"Your website is currently down because the server's
settings for running certain parts of your site need to be
updated. We're fixing this now and will ensure everything
is working smoothly shortly."

Additional Prompts for Practice:

1. A customer is asking about DNS propagation time.
2. Explaining why a website migration takes longer for
larger databases.


