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On the Phone

Into the Unit (B25T A7)
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she’s not in at the moment. ” RUA I PLAE AR TE ) [E1RE, — 2L 2
BhiAl (4 could, would) KM EEI BRI S ES.

1.1 Listening Module (RF 14:3))

Task One (Leaving a message) : Listen to the conversation and complete the following notes

using one or two words from the recording.

1) Mary is not in. So, the woman offers to

2) The man’s phone number is and his cell phone number is

3) The woman will pass this information to Mary as soon as she is

Task Two (Taking a message) : Listen to the recording and fill in the blanks.

: Could I have your name, please?
: (D

: How do you spell that?

(2)

: And your number?

(3)

: I'll see that he gets your message.

: Thank you very much, goodbye,
: Goodbye.

ESmMEmZmE DR

Unit 1 1




Task Three (Asking somebody to answer the phone): Listen to the recording and fill in the
blanks.

F: Mr. Smith, you're (1) on the phone,
M: Thank you.

F . Not at all.

M. Helio! John Smith (2) . May T help you?

Task Four (Handling wrong number) ; Listen to the recording and fill in the blanks.

F : Hello! May 1 speak to Robert Brown?
M:; 1 think you’ve got the (1)
F: I'm sorry.

M: That’s OK.

Task Five (Making appointments) : Listen to the recording and fill in the blanks.

F: Hello! This is Mary Smith., I'm calling to (1) with Mr.
Williams.

M. 1 think he’ll be free this Friday.

F: Would (2) _ be all right?

M. Yes, that’ll be fine.

Task Six (Making appointments to discuss a contract): Listen to the recording and check
(V) True or False.

True False

1) The woman thinks that the report is far more complicated than she expected.

2) The woman wants to meet the man to discuss the contract.

3) The man is busy all day on Monday.

4) They will meet next Sunday at two.

Task Seven (Leaving answering machine messages): You will hear five recordings. Each
speaker is leaving a message on an answering machine. For each recording, decide what
the main reason is for the phone call. Write one letter A - H next to the number of the
recording. Do not use any letter more than once.

A) an explanation of a problem

1) reeverrenes B) an enquiry about something

2) ceecreennens C) a reminder of some kind of work
3) eeeerncncnes D) an explanation of a procedure

4) ceererurenns E) a compliment




§) eeeeneneens . F) a consent to a plan
() an apology

H) an instruction

1.2 Speaking Module (&)

1.2.1 Practical sentences (3t &)

1) Expressions for the caller and operator

Identifying the company (expressions for the operator)
o TAB Corporation. Can I help you?

o TAB Corporation. How may I help you?

o Hotel International. May I help you?

® ] & C Consultancy. What can I do for you?
Identifying yourself (expressions for the caller)

e This is Paul Smith speaking.

® Hello, this is Paul Smith from Shipping International.
® Hello, this is James Lee calling from BHI in New York.
® Hello, this is Mr. Wang calling from Singapore.
Asking to speak to somebody (expressions for the caller)
® May 1 speak to Mr. Brown?

® I'd like to speak to John Martin, please.

e Could I speak to john Martin, please?

@ Could you put me through to the sales department?

® Could you tell me the number of the sales department?
Putting somebody through (expressions for the operator)
e I'll put you through.

® I'm putting you through.

® I'm connecting you now,

@ The number of the sales department is 334, Shall I connect for you?

2) Expressions for the caller and called party

Answering the phone (expressions for the called party)

o Hello, this is Jane speaking. May I help you?

® Good morning/afternoon/evening, York Enterprises, Elizabeth Jones speaking.
® Who's calling, please?

® James speaking.

Explaining the purpose of a call (expressions for the caller)

e Hello, this is John Lee. It’s concerning the July order.
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o Hello, this is Jack Robinson from HBI. I'm phoning/calling about the July order.
e Hello, this is Peter Anderson. I'm returning your call.

® Hello, James. This is Peter. Mike asked me to call you about . ..
Structuring a call (expressions for the caller)

® There are two things I want to mention.

® The first thing is packing.

® The other thing I want to say is shipment.

Confirming

® So, let me just go over that.

® Can | just make sure I've got this point?

® You mean the first thing I have to do is ship the goods in July. Is that right?
e So, we will meet on Monday, 9 o’clock in the morning. Is that right?
Closing signals

® 1 think that covers everything.

® Is there anything else?

® I'm sorry that I must leave now.

® It’s been really nice talking to you.

Thanking (expressions for the called party)

® Thanks for calling.

® Thanks for calling back.

® Thank you for the information.

® Thank you for your help.
Looking forward

@ [ look forward to seeing you soon. (Response: Me, too. )

® I look forward to meeting you. (Response: Me, too. )

® I'm looking forward to our next meeting. (Response: Me, too. )

@ Have a good weekend/journey/holiday. (Response: You, too. )

Farewells

3) Taking messages

Saying the company’s name and greeting

® TAB Corporation. Can I help you?

e TAB Corporation. How may I help you?
® Good morning. HDC International.
Asking somebody to wait

e Hold on, please. I'll see if she’s in.

® Could you hold the line, please?

® Just a moment, please.

Offering help

® I'm afraid she’s not here today. Can I help you?

4
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® I'm afraid Mr. Martin isn’t in at the moment. May I take a message for you?
® I'm afraid he’s on another line at the moment. Would you like to leave a message?
Asking for information

® Could I ask who’s calling, please?

® Could you give me your phone number, please?

Asking the caller to repeat

® Could you say that again?

® I'm sorry, I don’t understand. Could you repeat that, please?

¢ Could you speak a little more slowly, please?

® Could you spell that again?

Checking in formation

® .OK. That’s Robert Burton. Am I right?

® So, that’s May 17. Is that right?

Promising to take action

o I'll give her the message as soon as she’s back.

® I'll get Mr. Li to call you as soon as he comes back.

@ 1 will ask him to call you first thing tomorrow.

¢ 1 will ask her to call you back as soon as she is free.

1.2.2 Role play (Fafa#}i®)

Task One : 1Look at the telephone conversation below. Work with your partner to put it into

the correct order, and then practice it.

Student A Student B
1) Goodbye. A. L-O-P-E-Z

2) Could T have your number, please? B. Thank you very much. Goodbye.

3) One moment ... I'm afraid she’s in a meeting. Can1 C. Could I speak to Alicia Cohen, please?
take a message?

4) Could you spell that? D. Yes. Could you ask her to call me before
four o'clock today? I'm calling about the
ADC agreement.

5) Jack Robins. Good morning. What can I do for you? E. Jenny Lopez.
6) Certainly. Could 1 have your name, please? F. 6435,2112,

7) I'll make sure that he gets your message.

Task Two : Work with your partner to make a dialogue based on the following flow chart,

Take turns to play each role in this telephone conversation.
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YoOU YOUR PARTNER

Say who you are. Ask to

Answer the phone. Say who you are. .
P y Y speak to Rose Williams.

she’ ilable,
Say she’s not available Ask when she’s available,
Offer to take a message.

Not till Wednesday.

Say you'd like her to call you back ASAP.
Offer to take a message.

Ask for the caller’s number and extension. Give your number and extension.
Ask the caller to spell his/her name. Spell your name and company name,
Check that you have written all the Listen carefully, correct any
information down correctly. mistakes, and say goodbye.

Task Three: Form pairs to role-play telephone conversations according to the following

situations,

Student A

Your name is Kim Gardener. You are a Production Editor for Meridian Publishing, a UK-based

specialist magazine publisher. Use the prompts below as a basis for making or receiving the following

calls.

1) Call Tim Kingston (Safety Officer) and try to arrange for a plant inspection on Wednesday morning.
Otherwise, try to fit it in on Thursday afternoon.

2) Call PGA Group (a potential supplier) and cancel your appointment on Friday at 1200, Make a
good excuse and say you will arrange it later next month.

3) Call Ruscome Park Hotel and arrange for dinner to start by 19:00 on Thursday. You want to leave
by 22:00 in order to drive home,

4) You will receive a call from a member of the DTI Safety Committee.

5) You will receive a call from your boss, Terry Piper.

Student B

Make or receive the following calls:

1) Your name is Tim Kingston (Safety Officer). You will receive a call concerning a safety inspection.
You are already booked up from the middle of next week but you could do a standard inspection
(2 hours) on Monday or Tuesday.

2) Your name is Jamie Cairncross (PGA Group). You have scheduled a meeting with Kim Gardener
(Meridian Publishing) for next Friday. This is an important meeting, as‘ you are hoping to confirm
a big order from Meridian.

3) You work at the Ruscome Park Hotel. You will receive a call concerning a dinner booking for

Thursday the 27th. 1t has been provisionally booked for 20:00. You can’t manage any earlier.
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4) Your name is Sam Taylor. You are a member of the DTI Safety Committee, Phone Kim Gardener
(Meridian Publishing) to arrange lunch following the Safety Committee meeting on Tuesday.

5) Your name is Terry Piper. Phone your Production Editor, Kim Gardener, to arrange an emergency

meeting for Monday morning as early as possible.

1.2.3 Group discussions (/N 1iTiP)

Task One : Do you plan ahead of time? Read the following case. Do you think it is good to do
two things at the same time? What are the proper mobile phone manners with Western

businesspeople?

Mr. Li Fu was having a one-to-one meeting with his counterpart, Michael Burton from an
American company. When they were having a lively discussion about an important point in the
contract, Mr, Li’s cell phone rang. He stood up and had a talk on the phone, leaving Mr. Burton
alone. Mr. Burton was a bit upset. After the phone call, they resumed their discussion. However,
after a short while, Mr. Li’s cell phone rang again. This time, Mr. Burton said politely, “Could we

finish our business first?” Mr. Li could not but nod his head, saying yes. Just before the end of the

talk, Mr. Li’s secretary came in, telling Mr. Li that there was an important phone call for him.

Task Two ;: Read the following two phone calls. Discuss the differences between the Chinese
phone manners and the English phone manners and improve them according to the English

manners within your group.

A: “Hello?”

B: “Hello?”

A: “Who are you looking for?”
B: “I'm looking for Mr, Chen, ”
A: “Which Mr. Chen?”
B: “Director Chen. ”

A: “Director Chen in Sales or Marketing?”
B: “Mr. Chen Tianmin in Sales. ”

A; “Da Cuo Le (wrong number). ”

“The phone banged and was hung up. ”

A. “Hello?”

B: “Hello?”

A: “Who is this?”

B: “Can you guess who 1 am?”

A: “Let me see. Sorry I can’t.”

B: “Can’t you recognize my voice?”

A: “TI'm really sorry. Please tell me your name, ”
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B: “No. I give you one more chance to guess. I tutor you in Chinese once a week. ”
A: “Oh, Li Ming. How are you?”

B: “Now you remember, I'm fine. And you?”

Task Three: What are the steps for making a complete business phone call?
Hints.

® Greeting

e Identifying yourself

® Asking for the person you wish to speak to

® Small talk

® Stating the purpose of the call

® Stating the main points of your call

® Confirming the information

® Signaling the close

® Thanking the called party

® [ooking forward to meeting and hearing from him or her

o Closing (farewell)

Task Four : What should you prepare before making a phone call in a foreign language?
Hints.

e Knowing the purpose of your call

o (Collecting the related materials

e Making notes

® Preparing a list of questions that need answers

® Rechearsing an important call

e Writing down some expressions if necessary

® Choosing the proper calling time

Task Five . How should you receive business calls?

Hints.

® Answering the call immediately

e Identifying yourself immediately after picking up the phone
® Using the right expressions

o Offering help

Task Six: How should you handle wrong numbers?

Task Seven . What are the useful tips for making and receiving calls?
Hints:

® Speaking clearly and slowly

® Checking the other person understands correctly

® Repeating important points

8 Unitl




e Identifying yourself immediately
e Answering with a “smile”

e Using the caller’s name

e Making brief small talk

e Coming to the point

e Ending the call appropriately
1.2.4 Business speeches (% &iff)

Topics for English speech

Make a two-minute speech on one of the following topics. Before that, write an outline
within one minute,

1) What are the correct telephone manners?

2) What are the advantages and disadvantages of the telephone?

3) How should people use mobile phones?

A Sample Speech
Good Phone Manners
Do you know it’s very important to make phone calls
in the correct way? Good phone manners help you make
more friends, strengthen friendship and allow you to
become more successful in your business. So what are
good phone manners?
Generally speaking, when you speak on the phone,

you should be polite. Pay attention to your speaking

tone, and make sure you speak clearly, but not too
loudly. Don’t interrupt the other person.

What if you have dialed a wrong number? Just say, “Oh, I'm sorry, wrong number. ” If
you answer the phone, and the person has dialed the wrong number, just say, “Oh, I think
you've got the wrong number.” When you can’t follow the person you're calling, don’t
hesitate to say, “I beg your pardon?” or “Could you speak a little slower?” As long as you
ask in a polite way, most people don’t mind repeating what you didn’t hear or understand.

Is there anything else? Yes. Calling a person at home is different from calling him or her
at a company. When calling someone at home, you can say, “Hello, this is Li Ming
speaking. Could I speak to Mr. Smith, please?” But if you're calling someone at a company,
you should ask for his or her department first and then, when you’re connected, ask for the
person you want.

How should you end a phone call? You should not end a call too quickly. Instead, you
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should let the other person know that you are going to end the call by saying something like

“OK, I really enjoyed talking to you. ” or “Thank you very much for your information. ”

1.3 Reading Module (3JiEZIRfR)

1.3.1 Business reading one

Pre-reading questions:

Why is the telephone so widely used in business? How can a person make good use of

the telephone? How can we avoid breaking some phone etiquette?
On the Phone: Telephone Etiquette

As companies become more cost-conscious about the expense of traveling, and individuals
seek to maximize the contacts they make in a given time, the phone has become the favored
way of communicating in and outside of companies. The telephone imposes certain demands
on its users since such nonverbal cues as the clothing someone is wearing, the way they move
their eyes when a statement is made, or the office in which someone is sitting, cannot be
observed as a way of judging how the interaction is going. There are still, however,
nonverbal cues that a good telephone user can use, such as the timing of a pause, the length
of a pause or silence, the increase or decrease of noises in the background, or the quality of
the voice to indicate enthusiasm or agreement. Even how quickly someone answers a phone —
on which ring the call is answered — can, rightly or wrongly, be taken as an indication of
how busy the person being called is, how close the phone is to the person being called, or
how anxious or eager the person being called is to pick up the phone.

It is important to remember that when you place a call, you are doing so because it is a
convenient time for you. It may not be a good time for the person you are calling to speak to.
Do not take offense if someone asks you to call back later, or return the call. You would
probably not drop everything for a call if you were in the middle of something, and it is
reasonable to expect the person you are calling should be given the same freedom to say “Now
is not a good time to talk. ” When calling someone whose habits you are unfamiliar with, you
may even want to begin the conversation by asking. “Is this a convenient time to talk?”

One telemarketing consultant finds that the biggest breaches of phone etiquette occur
when you call a company and the person answering either does not identify the name of the
company, does not give his or her name, or says the name so quickly that you cannot
understand it anyway. “Another thing,” she says, “is that they will quickly give the name
and then say please hold without asking whether or not you have the time to hold. ” One
more annoyance is putting someone on hold without coming back and asking whether or not
you can continue to hold. The biggest social mistake when trying to sell a product on the

phone is failing to know if that product is even a feasible purchase for that customer.
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