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Unit 7
Telephoning

A i Preliminary Listening

Dictation

Listen to the following short paragraph and fill in the blanks with what you hear.

ﬁrobably no means of communication has revolutionized the (1) h

people more than the telephone. (2) , It is a system that
converts sound, specifically the human voice, to (3) of various
frequencies and then back to a tone that sounds like the (4) .In
our hi-tech world of computers and laser printers, the telephone is still most businesses’
(5) with customers. Clearly, the
telephone is not a business tool to be (6) JJust like ina
(7) , the rules of etiquette in telephone conversations may
help make the communication (8) for all those

Q/olved. /
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\ i Listening & Speaking

S Pre-listening )i

Discussion

Discuss the following questions with your partner and take notes when necessary.

1. What do you think a secretary’s routine work involves?

S lListening )

Conversaftion
P e 66
~__WORD BANK
schedule  /'sked3zual/ V. (AFIE 8y ) TR, =4E
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candidate  /keendidert/ N fREA
preferably  /prefarably/ ad. =45, I

spaceship  /spersfip/ N A

available /a'veileb(a)l/ a. THLIEE, TILEAL

I. Listen to the conversation and choose the best answers to the questions you hear.

1. A. In the early morning. B. In the late morning.
C. In the early afternoon. D. In the late afternoon.

2. A. Because he is on another phone line. B. Because he is out for an appointment.
C. Because he is at a production meeting. D. Because he is at a job interview.

3. A. To make an appointment with Mr. Simon.
B. To talk about a new toy design with Mr. Simon.
C. To apply for the position of Chief Designer.
D. To discuss the toy production with Mr. Simon.

4. A. To put him through. B. To check if her boss is available.
C. To reschedule an appointment for him. D. To ask her boss to return his call.
5. A. Before 4:00 that afternoon. B. After 400 that afternoon.
C. Before 4:30 that afternoon. D. After 4:30 that afternoon.

I1. Listen to the conversation again and complete the phone message below.

= WHILE YOU ARE OUT

[=A

Iz To: John Simon, Director of (1)
Iz From: Bob (2) of BabyCare Company
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Iz MESSAGE

Iz He called about (3)

Iz He can be reached on (4)

before 4:30 pm
@ and on (5) after that.
| | |
Passage
- ¢

L. WORD BANK
impression  /im'pref(a)n/ n %
route [ruzt/ V. (AT ) BERMEE
runaround  /ranaraund/ n. Az, B
impatient /im'peif (a)nt/ a.  RERE, L5
promptly /'promptl/ ad. ik, HEK
screen /skri:n/ v.  fpik, ZRA
tactfully [teektfuly/ ad. MM, 540
on hold $Fi@EniE; ME
lose temper KA,
refer to R, #HR
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I. Listen to the passage and choose the best answer to complete each of the following
statements.

1. is thought to be the most difficult and important part of a secretary’s work.
A. Typing letters B. Handling office calls
C. Preparing documents D. Receiving visitors
2. The first impression a client receives about a business is often through
A. a telephone contact B. its publicizing materials
C. a talk with the office secretary D. its interior decoration

3. As a good secretary, you should do all the following EXCEPT
A. answer all phone calls promptly and efficiently
B. know who is the right person to handle the call
C. transfer all phone calls to your boss dutifully
D. keep calm if a caller gets impatient or becomes angry
4. An office secretary who can is a valuable asset to any organization.
A. deal with “problem” visitors tactfully
B. handle paper work skillfully and efficiently
C. speak several foreign languages fluently
D. handle phone calls cheerfully, tactfully and efficiently
5. To handle a telephone call well is important to a business because
A. a well-handled phone call will improve its office efficiency
B. a well-handled phone call will enhance its prestige
C. a well-handled phone call will boost its market share
D. a well-handled phone call will leave the caller a good impression

I1. Listen to the passage again and complete the notes with what you hear.

90 0 0 0 0 0 0 0 0.0 0 0 0 0 0 0 0 0 9
Dealing with Office Phone Calls

A Good Secretary Should:

# route the call directly to (1)
# answer all phone calls (2)
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® 0 00 0 060 000600000900 90 0 90 9

& be (3) , N0 matter how busy she is or
what kind of mood she may be in.

& (4) if a caller gets impatient or becomes angry.

# know how to (5) telephone calls, i.e., know which
calls to refer to (6) , Which calls to refer to other

people, and which calls to (7)

A Good Secretary Should Not:

# leave the caller hanging (8)
# answer the call (9)
# allow herself to (10)

X Speaking M

Discussion & Role-play

@ Work in groups. Read the following telephone conversation carefully and discuss
within the group alternative ways of responding to the caller.

@ Work in groups. Role-play your improved conversation.

A man calls about keyboards that he ordered but has not yet received. He does not know
exactly who to speak to and is being transferred from one department to another.

Secretary: Hello, ABC Company. Is this greeting complete?

Customer: Is this ABC Company?
Secretary: That’s what | said. What should she have said?
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Customer:

Secretary:

Customer:
Secretary:

Shipping Clerk:
Customer:
Shipping Clerk:

Customer:

Shipping Clerk:

Customer:
Shipping Clerk:

Customer:
Accountant:

Hello, I’'m calling about some
keyboards | ordered about a month ago
and haven’t received yet. | was wondering
if you could tell me who I should speak
to.

It’s probably Shipping’s fault. It usually
is.

Do you think you could...
Hold.

Alfred here.
Is this Shipping?
Yeah, what do you want?

My name is Kevin Smith and | haven’t
received an order for keyboards that |
placed about a month ago.

You got your invoice humber?

No. I never got one.

Well, there’s nothing | can do to help
you. I’ll transfer you to Accounting.

No, wait, wait! This is long distance.

Accounting. Who do you want to speak
to?

What’s wrong here?

What should she have said?

How would you replace this?

How should he have asked this?

Did he forget something here?

What is the customer’s reaction
going to be?
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Business Phone Etiquette

Sx;Pre-listening )

Discussion

Discuss the following questions with your partner and take notes when necessary.

1. What will you do if the following situations occur while you are making a phone call?

Situations What you will do

If you are not the person the caller wants to speak to

If you are connected to an answering machine

If you are put on hold and have to wait for a connection

If you get a wrong number

If the person you are calling is away at the moment

If the person you are calling is busy at the moment

2. What rules of telephone etiquette do you happen to know?
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(§ Listening )l

Conversaftion

WORD BANK

( ( ( ( ( ( ( (

extension  /1k'stenf(a)n/ N WiESAL
personnel  /p3a:sa’nel/ n.  AEHR
consult /kan'salt/ V. B34
surname  /‘s3:nerm/ no 4
confirm /ken'fa:m/ V. ik
participant  /pa:'tisipant/ n Ahbx
urgent /3:dzent/ a L

I. Listen to the conversation and complete the phone summary below.

Incoming Phone Call Summary

9:15 Call One
# Call description:
Victoria Baker of M&M Advertising called extension (1)

# Why could not the recipient answer the call?

)

# How was the phone call handled?

©)

10:25 Call Two
# Call description:
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Robin Hunter from (4) returned Nancy Foster’s call.
# Why could not the recipient answer the call?

(®)
# How was the phone call handled?

(6)

14:35 Call Three

# Call Description:
Rose (7) from the INEX Consulting called William Thomson
of (8) Department.
# Why could not the recipient answer the call?
9)
# How was the phone call handled?
(10)

I1. Listen to the conversation again and complete the phone message below.

[~ PHONE MESSAGE

[~=

< Message for: William Thomason
Name of Caller: Rose Hobson

= Company: the INEX Consulting

@ MESSAGE:

# She called about (1
== out (b
# She has confirmed (2)
@ # She said she could only take (3)

<A # She asked you to (4)

10
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Passage
Z = 66
~__WORD BANK
review /ri'vjuz/ V. B i
etiquette [etiket/ n. AU, ALF
overall ['auvaro:l/ a A, B
minimum  /'minimam/ n B, ZME

I. Listen to the passage and decide whether the following statements are true or false.
Write T for true and F for false in the brackets.

1. ( )
2.( )
3.( )
4. ()
5.( )
6. ()
7..( )
8.( )
Il. Listen to

Maria Bush is the manager of Human Resources Department.

Maria Bush is addressing all the company employees on telephone etiquette.
Maria Bush is talking about the importance of telephone in business activities.
According to Maria Bush, a business phone call should be answered promptly.
You are advised to identify yourself immediately when you make or answer a
business phone call.

You are advised to have some small talk with your listener before going to the
point.

You should ask the caller to call later if you must take another call or do some
other work.

It is suggested that you should call other people at the time convenient to
them.

the passage again and complete the following telephone etiquette checklist

with what you hear.

11
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Telephone Etiquette Checklist

Whenever possible, try to answer your phone by (1) . Do not
let the phone (2) — doing so will most certainly annoy
your caller. Answering calls quickly is (3) .
State (4) and (5) in the company
immediately when you place or answer a call. Say right away (6)

, S0 the other person shouldn’t have to guess or work it out.
Show respect for (7) . Control (8)
of a call, and limit (9) of the
call to a minimum. Always remember that the other person may have other
things to do than to talk to you on the phone.

Speak (10) , but in a friendly way. Make sure the
other person has noted (11) down correctly,
especially (12) .
Do not put someone on hold for (13) or so. If for some impor-
tant reason you feel you must take another call or do some other work, offer to
(14) rather than keep him or her on hold.
Always be polite. Remember to say “(15)
and “(16) ” whenever appropriate. Don’t be rude and
a7 while on the phone. Give your listener
(18) .

If possible, don’t phone during the other person’s (19) or
just before (20) . You’d better find out
what time it is in the other country before you call.

B Speaking M

Role-play

@ Work in pairs. You and your partner read each other’s activity sheet respectively.

12



