EFSP Auxiliary ESL Curriculum

Customer Success English Dialogue Lab

Realistic field-specific dialogues, role-play variations, and observer checklists

Audience: customer success managers, account managers, onboarding specialists, support
escalation leads, renewals managers, implementation teams, and post-sale revenue leaders

Focus: A customer success English curriculum for onboarding, adoption, health scoring, escalations, QBRs, renewals, churn
risk, difficult customers, product feedback, and expansion conversations.

Designed for advanced ESL learners who already use professional English and need industry-specific terminology, realistic
meetings, role-play pressure, careful pushback, and polished workplace outputs.

Teaching stance: this is language and workplace-communication training, not legal, medical, financial, safety, or regulatory advice.
Instructors should connect every scenario to the learner's current company policies, local rules, and approved procedures.
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EFSP Customer Success English - Dialogue Lab

Dialogue Practice Method

Read each exchange once for meaning, once for tone, and once for decision structure. Then replace the ESL learner line
with a version from the learner's own workplace.

1. Onboarding and Implementation Expectations

Setting

A customer expects go-live in two weeks despite incomplete data.

Onboarding manager Promise the date to maintain excitement.
Customer sponsor Scope, data readiness, customer owner, training, and risk need alignment.
ESL learner | understand the goal, but we need to separate urgency from control. For this decision, | need to confirm

onboarding, go-live, the owner, and the evidence standard before we commit.
Onboarding manager What would let us move forward without slowing everything down?

ESL learner Let's document the assumption, define the risk trigger, and create a short onboarding expectation reset.
Then we can decide whether to proceed, escalate, or revise the plan.

Language notes
- The learner names the field-specific control point instead of giving a vague no: onboarding, go-live.
- The response preserves the business goal while adding evidence, owner, and next-step discipline.

Role-play variation

Observer checklist

- Did the learner name the decision and the risk?

- Did the learner use at least two industry terms accurately?

- Did the learner give a concrete next step without overpromising?

2. Adoption Metrics and Health Scores

Setting

Usage is high but key stakeholders are disengaged.

CSM Mark the account healthy.
Renewals manager Depth of adoption, business outcomes, sponsor engagement, and support trends matter.
ESL learner | understand the goal, but we need to separate urgency from control. For this decision, | need to confirm

adoption, health score, the owner, and the evidence standard before we commit.

CSM What would let us move forward without slowing everything down?
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ESL learner Let's document the assumption, define the risk trigger, and create a short account health analysis. Then we
can decide whether to proceed, escalate, or revise the plan.

Language notes
- The learner names the field-specific control point instead of giving a vague no: adoption, health score.
- The response preserves the business goal while adding evidence, owner, and next-step discipline.

Role-play variation

Observer checklist

- Did the learner name the decision and the risk?

- Did the learner use at least two industry terms accurately?

- Did the learner give a concrete next step without overpromising?

3. Support Escalations and Incident Communication

Setting

A strategic customer has a recurring defect.

Support lead Promise engineering will fix it this week.

Customer success Severity, workaround, reproduction, priority, and communication cadence need agreement.

manager

ESL learner | understand the goal, but we need to separate urgency from control. For this decision, | need to confirm

escalation, severity, the owner, and the evidence standard before we commit.
Support lead What would let us move forward without slowing everything down?

ESL learner Let's document the assumption, define the risk trigger, and create a short escalation update. Then we can
decide whether to proceed, escalate, or revise the plan.

Language notes
- The learner names the field-specific control point instead of giving a vague no: escalation, severity.
- The response preserves the business goal while adding evidence, owner, and next-step discipline.

Role-play variation

Observer checklist
- Did the learner name the decision and the risk?
- Did the learner use at least two industry terms accurately?
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- Did the learner give a concrete next step without overpromising?
4, QBRs and Business Outcomes

Setting

A QBR deck lists activity but no outcomes.

CSM Add more usage charts.
Customer executive Customer goals, outcomes, risks, recommendations, and executive asks should guide the story.
ESL learner | understand the goal, but we need to separate urgency from control. For this decision, | need to confirm

QBR, business outcome, the owner, and the evidence standard before we commit.
CSM What would let us move forward without slowing everything down?

ESL learner Let's document the assumption, define the risk trigger, and create a short QBR narrative. Then we can
decide whether to proceed, escalate, or revise the plan.

Language notes
- The learner names the field-specific control point instead of giving a vague no: QBR, business outcome.

The response preserves the business goal while adding evidence, owner, and next-step discipline.

Role-play variation

Observer checklist

- Did the learner name the decision and the risk?

- Did the learner use at least two industry terms accurately?

- Did the learner give a concrete next step without overpromising?

5. Renewals and Churn Risk

Setting

A customer delays renewal conversations and complains about value.

Renewals manager Offer a discount.
Customer sponsor Adoption gaps, unresolved issues, executive alignment, and commercial terms need a recovery plan.
ESL learner | understand the goal, but we need to separate urgency from control. For this decision, | need to confirm

renewal, churn risk, the owner, and the evidence standard before we commit.
Renewals manager What would let us move forward without slowing everything down?

ESL learner Let's document the assumption, define the risk trigger, and create a short renewal risk plan. Then we can
decide whether to proceed, escalate, or revise the plan.

Language notes
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- The learner names the field-specific control point instead of giving a vague no: renewal, churn risk.
- The response preserves the business goal while adding evidence, owner, and next-step discipline.

Role-play variation

Observer checklist

- Did the learner name the decision and the risk?

- Did the learner use at least two industry terms accurately?

- Did the learner give a concrete next step without overpromising?

6. Expansion and Upsell Ethics

Setting

Sales wants to upsell before the customer is live.

Account manager Pitch the expansion anyway.
CSM Readiness, value proof, use case, and customer trust must be considered.
ESL learner | understand the goal, but we need to separate urgency from control. For this decision, | need to confirm

upsell, expansion, the owner, and the evidence standard before we commit.
Account manager What would let us move forward without slowing everything down?

ESL learner Let's document the assumption, define the risk trigger, and create a short expansion readiness note. Then
we can decide whether to proceed, escalate, or revise the plan.

Language notes
- The learner names the field-specific control point instead of giving a vague no: upsell, expansion.
- The response preserves the business goal while adding evidence, owner, and next-step discipline.

Role-play variation

Observer checklist

- Did the learner name the decision and the risk?

- Did the learner use at least two industry terms accurately?

- Did the learner give a concrete next step without overpromising?

7. Product Feedback and Feature Requests

Setting

A customer says a missing feature is a deal breaker.
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CSM Demand that product build it.
Product manager Segment fit, revenue impact, workaround, frequency, and roadmap tradeoff need assessment.
ESL learner | understand the goal, but we need to separate urgency from control. For this decision, | need to confirm

feature request, roadmap, the owner, and the evidence standard before we commit.
CSM What would let us move forward without slowing everything down?

ESL learner Let's document the assumption, define the risk trigger, and create a short feature request brief. Then we can
decide whether to proceed, escalate, or revise the plan.

Language notes
- The learner names the field-specific control point instead of giving a vague no: feature request, roadmap.
The response preserves the business goal while adding evidence, owner, and next-step discipline.

Role-play variation

Observer checklist

- Did the learner name the decision and the risk?

- Did the learner use at least two industry terms accurately?

- Did the learner give a concrete next step without overpromising?

8. Difficult Customers and Boundary Setting

Setting

A customer threatens escalation unless all issues are fixed by tomorrow.

Customer success director ~ Accept the demand.
Customer Priority, feasibility, contractual commitments, and respectful boundaries need clear communication.

ESL learner | understand the goal, but we need to separate urgency from control. For this decision, | need to confirm
boundary, executive escalation, the owner, and the evidence standard before we commit.

Customer success director ~ What would let us move forward without slowing everything down?

ESL learner Let's document the assumption, define the risk trigger, and create a short customer boundary script. Then
we can decide whether to proceed, escalate, or revise the plan.

Language notes
- The learner names the field-specific control point instead of giving a vague no: boundary, executive escalation.

The response preserves the business goal while adding evidence, owner, and next-step discipline.

Role-play variation
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Observer checklist

- Did the learner name the decision and the risk?

- Did the learner use at least two industry terms accurately?

- Did the learner give a concrete next step without overpromising?
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