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Introduction

.....................................................................................................
.................................................................

Introduction to the course

Effective Telephoningis a practical and accessible course specifically
designed to develop the essential communication and language skills
needed to make and receive telephone calls in English. It is divided into ten
units which deal progressively with key aspects of telephoning, from
preparation through to making arrangements and closing calls. The course
aims to develop both competence and confidence in a variety of situations,
so that by the end of the period of study learners will have acquired the
necessary skills to handle almost any kind of call.

Course components

The course consists of four components: a VCD, a Students’ Book, an
audio cassette and a Teacher’s Book.

The VCD TheVCD is the central component of the course, and acts as a focus for all
the activities contained in the Student’s Book. Based around the story of a
British company organizing a trip to America, it illustrates a range of
telephone calls: handling messages, making arrangements, dealing with
complaints and solving problems.

The Student’s Book The Student’s Book consists of ten units which correspond to those in the
VCD. Each unit is divided into three sections: Communication skills,
Language knowledge and Telephoning practice.

The Communication skills section identifies and practises key telephoning
skills which are illustrated in the VCD, and aims to involve the learner in a
process of feedback, evaluation and development. The Language
knowledge section, supported by the audio cassette, expands the learner’s
knowledge in key functional and lexical areas, as well as focusing on
aspects of intonation. The Telephoning practice section gives the learner the
opportunity to put both communication skills and language knowledge
into practice using a variety of role-plays and simulations.

The Audio Cassette This consists of approximately 45 minutes of extracts from additional
telephone calls and forms the basis of the listening activities in the
Language knowledge section of the Student’s Book.

2 INTRODUCTION



The Teacher’s Book

Communication skills

Language knowledge

In the classroom

Self-study

This book provides an introduction to the course from the teacher’s point
of view. It offers suggestions for further exploitation in the classroom and
self-study time, and contains extra, photocopiable materials for
telephoning practice.

The approach

In each unit, Effective Telephoning first illustrates a poor model of
telephoning practice in order to demonstrate what can go wrong. It then
moves on to look ata good model in which the speakers maximize the
effectiveness of their call. This approach is designed to develop learners’
abilities in two main areas.

The course develops the skills of both initiating and receiving calls. It seeks
to build the learners’ confidence in their ability to handle both the
expected and unexpected. Skills such as giving feedback, reaching
agreement and active listening are demonstrated on the VCD. These are
then analysed and practised with the support of the Student’s Book.

Language areas such as opening and closing a call, leaving and taking
messages, handling numbers and spelling names are presented and
practised in the Student’s Book. Additional exercises help to develop the
learners’ appreciation of the importance of intonation on the telephone.
The audio cassette is used to further illustrate and practise these areas.

Using the course

All parts of the course are designed to work either as classroom material or
for self-study.

Each unit takes the learner through the objectives in the areas of
Communication skills, Language knowledge and Telephoning practice. There
is an introduction designed to make the learners reflect on their own
experience, and to anticipate the focus of the material which follows.
Depending on the needs of the group or the amount of time available, the
course can either be followed from start to finish or concentrate on selected
units. The Telephoning practice activities in the Student’s Book provide
relevant, context-based practice of the key aspects of the unit. These
activities are designed for either pairs or small groups. Wherever possible,
they should be recorded on audio cassette for analysis and feedback.

The VCD-based activities focusing on communication skills have been
developed with the classroom in mind. However, most of the questions
have answers in the Answer Key, and individuals can use the VCD on a
self-access basis. The Language knowledge section can certainly be usefully
followed as self-study. The Telephoning practice section always involves pair
or group work, although preparation for these activities could also be done
for self-study.

INTRODUCTION
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Who’s who in
Effective Telephoning

4 WHO'S WHO

Effective Telephoning illustrates a series of telephone calls between two
companies. One is a British computer firm called Communicon
International. The other is a PR and events company called Odyssey
Promotions, based in New York.

Communicon International

The company

Communicon international is a
medium-sized computer firm
based outside London. It
employs nearly 500 staff
involved in the production,
sales and distribution of
computer communications
hardware and software. It has
a strong position in the
European market but is looking
to break into the US market.

Nick Delwin

Sales Director

He is responsible for
developing the company's
sales. To gain a foothold in
America, he wants Communicon
to be present at the Electronica
Trade Fair, due to be held in
New York later this year.

Diane Davis
Sales Assistant

She is assistant to Nick
Delwin and responsible for a
number of special projects.
She has been put in charge of
organizing Communicon’s trip
to New York.

Francesca Mattioli

Sales Trainee

Francesca is Italian and has
recently joined the Sales
Department as a management
trainee. She supports Nick
and Diane in some aspects of
their work.



Odyssey Promotions

The company

Odyssey Promotions
specializes in organizing PR
and sales events. The
company arranges sales
conferences, exhibitions anc
representation at Trade Fairs.
it is based in New York but has
an international clientele.

Helen Turner Gregg Anderson

Senioy Partner Promotions Assistant

Helen founded Odyssey Gregg is a recent graduate of

Promotions eight years ago. an American university. This is
Her work nowadays mainly his first job. His role as Helen

involves client relations and Turner's assistant involves

prospecting for new business.  making afl the arrangements
for the clients” sales events.

WHO'S WHO 5



First contacts

Objectives

Communication skills preparing for a telephone call
Language knowledge key vocabulary about telephoning
Telephoning practice preparing and making calls

Communication skills

Pre-viewing 1 Whatdo you do before you make a telephone call to someone you have

never called before? How do you prepare for it?

2 Readthe VCD Telephoning Context.

VCD Telephoning Context

The companies The people

Communicon ODYSSEY

International PROMOTIONS
Communicon International Odyssey Promotions Nick Delwin Helen Turner
is based in the south of is based in New York, and is the Sales Director for is the senior partner in
England, and manufactures organizes sales and PR Communicon international. Odyssey Promotions.
and sells computer events. )

communications hardware.

6

2 The call

Nick wants Communicor: to exhibit at an international trade fair in New York. He has been given
Helen Turner's number as someone who may be able to help with organizing this.

Viewing 3 Watch Version 1 from 00.01 to 02.09. As you watch, note down what Nick

does badly. Use the checklist to help you. Compare your notes with the
Answer key on page 99.

UNIT ONE



Post-viewing

g
it

il

Checklist - preparing for a telephone call

Preparation Does he prepare for the call?

Purpose |s the purpose of the call clear?

People Are the introductions adequate?

Information Is the information clearly communicated?

Tone Is the atmosphere positive?

Watch Version 1 again. Identify these moments:

a Nick shows that he hasn’t familiarized himself with the name of the person
he’s calling

b Nick shows that he hasn’t noted the dates of the exhibition

¢ Nick shows that he hasn’t really thought about what he wants Helen
to do.

Watch Version 2 from 02.10 to 03.58. Use the checklist above to comment on
the second version. Compare your comments with the Answer key on page 99.

Watch Version 2 again. Identify the moments when:

a Nick explains how he got Helen’s number
b Nick explains the purpose of the call
¢ Nick gives clear information about dates.

Pair work

Choose one of the calls below. Draw up a call preparation sheet. Include all
the items you need to think about before making a call. Compare your
checklist with your partner’s, and with the one in the Answer key on page 10(

a You are looking for a job. A friend has recommended someone who might
be able to help you. Your objective s to call this person and try to arrange
ameeting.

b You want some information about a competitor’s prices. A colleague has
recommended that you phone a consultant who may have this
information. Your objective is to call this person to get the information.

FIRST CONTACT 7



Language knowledge

NICK DELWIN
; ‘Your name was given to me by Pat
\ Johnson from our Australian office.

Listen to the opinions of eight telephone users. As you listen, put a
tick (y) if their opinion is positive, a cross (x ) if it is negative, and a (?)
if it is both.

Extract

O one O five
O two O six

O three O seven
O four O eight

2 What positive or negative experiences have you had using the phone?

Language focus Telephone terms

People

caller / called party
switchboard (operator)
telephonist

operator

subscriber

Types of phone

fixed

desk / desktop phone
mobile

hands-free (in a car)
push-button

Parts of phone

handset
dial
keypad
earpiece
mouthpiece

Numbers Problems
subscriber number bad line
local / national / international code engaged (busy)
ex-directory cut off
freephone (0800) cross-talk (interference,
office / work number somebody on the line)
extension off the hook
direct line number unobtainable
home number ]
Actions
Services pick up
Operator put down
Directory Enquiries hold on
Call diversion hang up
Call waiting dial / redial
Call hunting
Calls
long distance
international
local

collect (US) / reverse charge (UK)

8 UNIT ONE



Complete the following operator messages with an appropriate word or
expression from the Language focus.

a This number has been changed. Please replacethe . and
the following number.
b The telephoneis permanently . It must have been left

¢ I'msorry, I can’t give you that number. It’s

d The —___for Leeds hasbeen changed. Please — |

inserting 05 before the subscriber number.

e AllthelinestoParisare . Please try later.

What would you say to the operator in these situations?
a You have no change or phone card and you must phone home urgently.

b You have tried a number several times and you always get a ‘number
unobtainable’ tone.

¢ You have got through to the wrong number. You need to find the right
number.

d Your line suffers frequently from interference from other calls.

e You would like to know what you dial to reach a subscriber in China.

Match the extracts to the situations below:

a anengaged line d

b theline suddenly cut off [J

¢ abadline a

d hanging up too quickly [

e awrong number. |
Telephoning practice
Pair work

Student A

Prepare and make the following calls.

You are a purchaser. You need to buy some computer hardware. You have
heard that a new distributor called Compusave are offering some very
good trade discounts. Call them and try to speak to their Sales Manager.

You are staying in the UK. You would like to book some theatre tickets for a

show called ‘Shanghai Express’ Decide the night, number of tickets and
price range.

FIRST CONTACT 9



