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Chapter 1

Can I ask who is calling, pleas

R HEF TR ?

In this chapter you will:

¢ read a dialogue between Lucas and a friend
& read an article about telephone protocol
4 write an email about a phone call

& practise words and phrases connected with
making telephone calls

@ practise useful phrases you heard in this chapter of
the DVD




Friend:

Friend:
Lucas:

Friend:

Lucas:

Lucas:
Friend:

lL.ucas:

-

: That was Jessica — the project manager from Shore | was telling

you about.

Does she often call you at this hour?

It's happened twice already. She's calling from the United States
and forgets about the time difference.

That's the trouble with mobile phones, isn't it? People can call you at
any time; they forget that it may not be convenient. Why don't you
switch off yours?

Well, | normally would. This is the phone | use for work and | usually
have another for private calls, but | forgot to charge it.

Oh, | see. Actually, | only have one phone, but | use different ring
tones so | know who's calling.

How does that help?

Well, | can tell if it's a friend or family calling by the ring tone. If
anyone calls me about work, and it’s late, | just don't answer.

Oh | couldn’t'do that. If a phone’s ringing, | just have to answer it!
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Decide if these statements are true or false.

1 Lucas has talked about Jessica to his friend before.

@ True ® False
2 This is the first time that Jessica has called Lucas as this hour.
@ True ® False
3 Lucas’ friend doesn't like mobile phones at all.
@ True ® False
4 Lucas’ other mobile phone is broken.
® True ® False

5 Lucas’ friend sometimes leaves the phone ringing without answering.
@ True ® False
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Telephone protocol

We use the phone on a daily basis and it's easy to forget just what an
important business tool it is. Like any tool, there are ways to make it more
effective. A little thought goes a long way when it comes to business phone
calls. D

Section A
Always pick up the phone as promptly as you can. Don't leave the

phone ringing endlessly. @ When you pick up the phone, say clearly and
slowly who you are and, if appropriate, which department you work in.
Callers will feel more at ease if they have some idea who is on the other
end.

Always keep a pen and notepad by your phone so that you can note
down names, numbers and facts. @ Before finishing the call, read back a
summary of points mentioned and action to be taken, if any, to the caller.
Always thank them for calling and reassure them that you or a colleague will
respond as soon as possible.
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Section B
Think about timing. Never call outside regular office hours. @ Always

ask if this is a convenient time to talk.
Say clearly who you are and what company or department you're calling
from. ® Be aware that phone calls can be seen as interruptions and a

- waste of time for many people. For this reason it is important that you plan

what you are going to say before you pick up the phone.

Section C
Phone calls can be a difficult way to communicate because we can't

see each other's gestures. For this reason, it's important to be considerate
| on the phone. When listening, make acknowledgement sounds to show that
you're paying attention, but don't interrupt too much. ® Provide plenty of
opportunities for the other person to speak, and ask them if they have any
questions.
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Exercise 1

These sentences have been taken out of the text. Find the right place for

each sentence.

A

C
D
E
F

If you're going to be away from your desk regularly, then program your
answering machine to pick up the call after a few rings.

Briefly give the background to your call, without going into a long story,
and then briefly give your reason for calling.

It's also a good idea to note the day and time of the call.

Try not to dominate the conversation.

Here are a few tips:

Take into account time zone differences when you're calling overseas.




