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Scope and Sequence

10

11

12

Topic

Telephoning

Reception

Meeting Arrangement

Internal Communication

External Communication

Establishing Business Relations

Inquiry and Offer

Payment Terms

Packing and Marking

Shipping and Insurance

Contract

Claims and Arbitration

Social/Functional Language

Making a phone call
Making an appointment
Making reservations
Remarks for small talk
Setting the itinerary
Eating at a restaurant
Preparing for a meeting
Opening a meeting
Ending a meeting

Develop effective communication skills

Encouraging conversation

1. Making preliminary contact
2. Introducing the company and products

1. Making inquiries
2. Making offers and counter offers

Discussing modes of payment

Packing and marking negotiation

Shipment negotiation

[\

Insurance negotiation

Restating the contract
Checking and modifying the contract
Signing the contract

i I

Referring to a certain clause

Settling a claim



Text A:
Text B:

Text A:
Text B:

Text A:

Text B:
Text A:

Text B:

Text A:

Text B:

Text A:
Text B:

Text A:

Text B:
Text A:
Text B:

Text A:
Text B:

Text A:
Text B:

Text A:
Text B:

Test A:
Test B:

Business Focus

Business Telephone Etiquette for Success
Voice Recognition Reservation?

Receiving Visitors Successfully
Receiving Visitors with Proper Body
Language

Strategies for a Successful Productive
Meeting

The Presentation

Effective Communication Leads to Healthy
Work Relationships

Basic Policies to Support Effective
Internal Communications

Managing Different Types of External
Communication

How to Create a PR Plan

How to Establish Business Relations Online
Six Suggestions for Sourcing Customers

The Art of the Counteroffer: When and
How Much
Top Five Mistakes in Price Negotiation

Modes of Payment in International Trade

A Letter of Credit

Packing
Marking

Shipping
Insurance

How to Write a Contract
Sales Contract

Is it a challenge or a chance?
Using Arbitration to Save Time and Money

Career Skills Listening Strategies

Dealing with Business Listening for
details

specific
Calls Functionally

Mansgi Multipl
anaging ultiple Listening for gist

Customers

: : ¥ Listening in groups of
Simulating a meeting

words
Writing memos and Paying attention to
business proposals intonation

Dealing with Crisis _. .
L. Directed attention
Communication

Building up Business Making use of context
Relations Successfully (D
Price Negotiation Making use of context

through Emails (ID.

Working Out Payment Making Use
Context (IID

of
Terms Effectively

1. Solutions to Packing
Problems
2. Identifying Marks

Prediction (I)

Arranging Shippi d
ERE Sprte Ao Prediction (II)
Insurance

Concluding a Contract Inferring

Claim Handling Fixation
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Unit 1

Telephoning

Unit 1 Telephoning

<./ Objective

A fter studying this unit, you are able to:
® deal with business phone calls.
® take and leave phone messages.

.
® make ticket reservations and hotel reservations by phone.
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B¢ Warming-up
Task 1

Telephone is a popular communication tool, while the related products are in our

surroundings. Name the following pictures with a phrase of telephone.




Unit 1 Telephoning

Task 2

A successful phone call depends mostly on the preparation, no matter whether it is
outgoing or incoming. Please think about what to be prepared in your own experience and
what to be the five most important in your point of view. And then give the number in the
bracket.

( ) Gather information you need.

( ) Have the files nearby.

( ) Get your diary, notepaper and pen ready.

( ) Prepare the particular stuff on the computer
screern.

( ) Check your client list for the called person
and the telephone number.

( ) Examine your recent correspondence.

( ) Think about the purpose of the call.

( ) Predict what will be asked and said in the

call.

( ) Check the time zone.

ﬁ Section | Listening and Speaking

Listening Strategy — Listening for specific details

Listening for key words and common connective words often helps to signal the
specific information that you need to answer the question. The use of previewing and

predicting will help you listen for the specific information in the listening.

Task 1 Listen and Complete
Listen to the conversation and complete the following statements,

1. Mr. Stevenson got Ms. Lisa Zhang’s name through Tom Simpson who is

from

2. Liza organized a for Tom a couple of months ago.

3. Mr. Stevenson will send a small team for the

4. The fair is going to take place on the of March.

5
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5. Mr. Stevenson would like Liza to arrange and also to

hold

Task 2 Comic Talk

Look at the following comic cartoons and make a phone call with your group member.
Imagine the lady is a secretary of Windelec Company. You should guess what
happened in this conversation and the lady’s emotion should be told through your phone

conversation and you can use Language Focus 1 as reference.

Language Focus 1: Making a phone call

Introducing yourself
<> Windelec Company, may I help you?
<> Good morning. Ken'’s speaking.
Asking for someone
<> Can I have extension 3217 / Could I speak to ... ?
<> 1 am ringing Bob about ...

e (G 2o
<7D



Unit 1 Telephoning

Connecting someone
<> I'll put you through.
<> Can you hold on for a moment?
Replying when someone is not available
<> I'm afraid . .. is not available at the moment.
<> The line is busy ...
Promising action
<> T'll give her the message as soon as she’s back.
<> T'll ask her to call you as soon as possible.
Having problems
<> I'm sorry, I can’t hear you very well. Could you speak up a little, please?
<> I've tried to get through several times but it’s always engaged.
Dialing the wrong number

<> I am sorry, there is no Albert Clerk at this office.

<> I'm afraid you've got the wrong number.

Task 3 Listen and Complete

Telephone messages are often taken in the office. Now let’s listen to the following

dialogue and complete the telephone message.

TELEPHONE MESSAGE

For: :
Date: Time: A M ( ) ‘
P.M. ( )
From: Tel No. »
or |
( ) TELEPHONED ( ) PLEASE RING '
o ) CALL TO SEE YOU ( ) WILL CALL AGAIN
o ) WANTS TO SEE YOU ( ) URGENT ‘
| Message: :
. Signed ,
L |
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