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6/ Background Information

General office skills may include answering phones, faxing, basic computer skills, as well as
customer service skills. Effective communication concerning these skills at workplace is
extremely important to smooth and efficient business operation. Workplace communication is
mainly of two types: verbal communication (such as meetings, phone calls, speech, one to one
feedbacks etc.), and non verbal communication (such as written, printed emails, etc.).
Communication at workplace should be clear, concise and specific. In addition, there should be
effective use of body language at workplace. Good communication skills will help to establish a
better working relationship. Poor workplace communication skills will have negative effects on
business relationships and may result in decreased productivity.

y 4

Learning Objecltives

In this unit, you will learn how to:

e  Talk on the phone

e  Make & change appointments/arrangements
e  Talk with associates




\
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\_~ Oral Workshop

. Talking on the Phone

Dialogue 1 - Asking to speak to someone

A: Operator B: Diana C: Mr. Brown

A: Good morning, Deep Blue Office Supply.

B: This is Diana Wong from MAP Advertising. I’d like to speak to Mr. Brown, please.

A: Is that Michael Brown or Tony Brown?

B: I’m not sure. I want to talk to someone about the maintenance of laser printers.

A: Then you need to speak to Tony Brown. He’s with After Sales Department. I’ll put you

through.

B: Thank you.

C: Hello, Tony Brown.

B: Hello, Mr. Brown. This is Diana Wong from MAP Advertising. I called last week about
the laser printer.

: Sorry, can you spell your name, please?

: It’s W-O-N-G. Diana Wong, from MAP Advertising.

: Oh, yes. I remember.

waOwao

: We bought 5 laser printers from you two weeks ago. But one of them doesn’t seem to
work properly, and we also have some questions on maintenance. So I’m calling to see
whether it’s possible for you to send someone to help?

: All right. Would tomorrow suit you?

: That’ll be great. I’'m in the office all day.

: So I’ll send over an engineer around 10:00 in the morning.

wOwQa

: Thank you very much, Mr. Brown.
Dialogue 2 — Dealing with wrong number

A: Andy  B: Laura

A: Hello, After-sales Department, can I help you?

B: Hello. May I speak to Paul Richards, please?

A: ’m sorry. You’ve got the wrong number. But he does work here. I’'ll try and put you
through. In future his direct number is 5558770.




B

A: No, you rang 5558790.
B

: Didn’t I dial that?

: Oh, sorry to have troubled you.

A: No problem. Hang on a moment and I’11 put you through to Paul’s extension.

B

: Thanks.

Dialogue 3 - Leaving and taking a message

A:

> T > w >

9]

W > w > w > w >

Sara Lee  B: Peter Jackson, from FBJ Marketing

: Good morning, Sara Lee speaking.

: Oh, hi. This is Peter Jackson from FBJ Marketing. Could I speak to Carol Davis, please?

: ’'m afraid Carol is on a training course.

: Do you know when she’ll be back?

: 'm afraid she won’t be back until tomorrow, but if it’s urgent I can get a message to her
this afternoon.

: I’d really appreciate that. Could you tell her I called because I need to check the budget
for supermarket promotion this coming weekend?

: OK. You’d like to check the budget for supermarket promotion this weekend.

: That’s right.

: ’m afraid I didn’t catch your name.

: It’s Peter Jackson from FBJ Marketing.

: Thank you, Mr. Jackson. I'll make sure she gets the message this afternoon.

: Thanks very much.

: You’re welcome. Goodbye.

: Bye.

Dialogue 4 — Closing a call

> o> w > w > o

w

: Alice  B: Ben, Alice’s colleague

: Alice speaking.

: Hi, Alice. Ben from Public Relations.
: Hello, Ben.

: How are you?

: Fine. A bit busy, though.

: Oh, I’'m calling to check everything’s all set for the annual conference next week.
: Thank you. I got your fax this morning and everything’s fine. We’ll be seeing you on
Sunday evening.

: Oh, well, great. Shall I just run through my checklist? Venue confirmed, hotel




reservations ...

: I’m sure you’ve got everything in hand.

: Umm ... Do you want me to just go over the arrangements for the reception?
: No, that’s all right. I’ve got every confidence in you. So, ...

: Yes, it’s going to be a busy couple of days.

> W > w >

: Certainly it is. I'm sorry, Ben, but I must go now. Someone’s just come in for a meeting.
Thank you for phoning. I’ll see you on Sunday.

: Oh, all right. Goodbye.

: Bye.

> W

Notes

1. putthrough $EiH(HLIE)

e.g. The operator put me through on the office line.

2. maintenance n. 41, {RIF

e.g. The maintenance is of extreme importance to the performance of an automobile.
The company will cover the cost of maintenance.

3. extensionn.  HLIEZHL

e.g. You can reach me on the extension number of 322 within the company.

4. troublev. ¥THL, JRMI

e.g. May I trouble you to close the window?
Oh, don’t trouble! I’1l get it myself.

5. budgetn. T

e.g. A new car will not be part of our family budget this year.

6. appreciate v. i

e.g. I really appreciate your help with my term paper.

7. runthrough AHNELL

e.g. He ran through the procedures before operating the machine.

8. inhand fEEET

e.g. You can be assured that the project is well in hand.

Key Sentences

This is ... from ... I’d like to speak to ..., please.
I’m calling to ...

I’m sorry. You’ve got the wrong number.
In future his direct number is ...

Ol o =

Hang on a moment and I’ll put you through to Paul’s extension.




May I take a message for you?
I"ll make sure he/she gets the message.

Thank you for phoning.

6.
T
8.
9.

Oh, sorry to have troubled you.

Practice

1. You are asked to call a client who you have never either talked with or met before. Ask
to speak to him/her, then introduce yourself and the purpose of your call.

2. You are with After-sales Department. Someone calls and asks to speak to Cathy, a sales
representative in Sales Department. You either offer her the right extension number or help put
him/her through to Cathy.

3. You ring up Mr. Blare and invite him to attend a cocktail party in honor of your newly-
appointed CEO next Friday, 6:30 p.m. at Crystal Hotel. As Mr. Blare is in a meeting, you leave a
message to his secretary and ask Mr. Blare to call back to confirm with you.

4. You leave a message to Mr. Cook, the sales manager of ABC Company, asking him to
airmail you some samples by the end of the week. ‘

5. Suppose you have booked a two-week holiday in Singapore. You receive a call about a
change of departure date from Sunrise Holidays — a travel agency. As you are about to attend a
meeting in two minutes, you arrange to call back.

B. Handling Appointments/Arrangements
Dialogue 1 - Making Arrangements

A: Tina Stone  B: Robert B ush, from HBC Trading

: Hello, Tina Stone speaking.

: Hello, this is Robert Bush from HBC Trading.

: Hi, Robert, nice to hear from you. How’s everything?

: Great. You know, I’m planning to come to New York next week.
: Really!

: Yes. I’ll have a meeting with a client in Boston on Tuesday next week. I was hoping we

@ > o> w >

could arrange to meet up either before or after.
: So you have to be in Boston on Tuesday? That’s the 7th.

o >

: That’s right. Now, I could stop over in New York on the way in — that would be Monday.
Would that be possible?

A: Ah, I’'m afraid I won’t be in the office on Monday.




B: Uh-huh, well, the other possibility would be to arrange it after Boston on my way home.
A: When do you plan to leave Boston?

B: Could be either Tuesday or Wednesday morning, but I would like to catch a flight back to
London on Wednesday evening.

A: OK. Well, it would be best for us if you could fly in on Wednesday morning. 1’1l be able
to pick you up at the airport, and then we could show you the new trade center.

B: That sounds good. But do you think you could fax me an itinerary for the day — that’s
Wednesday the 8th?

A: No problem.

B: Thank you. Then I’ll see you next Wednesday. Goodbye.

A: Bye-bye.

Dialogue 2 - Changing an Appointment

A: Assistant  B: Justin Wong, from J & J Footwear

A: Good morning, Mr. Smith’s office. Can I help you?

B: Good morning. This is Justin Wong from J & J Footwear. I have an appointment with Mr.
Smith at 2:30 p.m. tomorrow afternoon, but I’'m sorry I can’t keep our appointment
because I’ll be sent to attend an urgent meeting at the HQ.

>

: Would you like to cancel it?

B: No. I wonder if it’s convenient to put off to Wednesday afternoon, the same time.

A: Just let me check the diary. Sorry, but Mr. Smith won’t be free until 3:00 p.m. Wednesday
afternoon. Would 3:30 p.m. be all right?

B: That’s fine. Thank you very much.

A: Goodbye.

Notes

1. stopover (@) EEH

e.g. Could you please stop over at the supermarket? I’d like to get some food for dinner.

2. pickup EB(EN, HTWE)

e.g. The bus picks up commuters at three stops.

3. itinerary n.  1THE, WRATHE

e.g. Please inform everyone of the itinerary so that they can make some preparations in
advance.

4. keep an appointment  S}'%]

e.g. It is important for business people to keep an appointment.




5. putoff H#ER
e.g. Being short of money, he put off paying the bills last month.

Key Sentences

1. I’m planning to ...

2. I was hoping we could arrange to ...

3. Would that be possible?

4. It would be best for us if you could ...

5. I'm sorry I can’t keep our appointment because I’ll be sent to attend an urgent meeting

at the HQ.
6. Would you like to cancel it?
7. Iwonder if it’s convenient to put off to Wednesday afternoon, the same time.

8. Just let me check the diary.

Practice

1. You haven’t seen your partner for a long time. He/she works in the same company as
you, but in a different department, and you would like to have a short meeting over coffee
sometime next week. Call him/her to try to arrange this for the middle of the morning or the
afternoon, in your office or your partner’s.

2. Your company is planning on a launching ceremony for a new product. Talk with your
team members and work out the arrangements.

3. You have arranged to meet a colleague from one of your subsidiaries. Explain that you
cannot keep the appointment, give a reason, and then suggest an alternative time.

4. You call a colleague to tell him/her the meeting has been put off until tomorrow, but she

is not in. Leave a message to her secretary. Work with your partner and make up a dialogue.

C. Talks at Work

Dialogue 1 - Receiving a guest
! ()

A: The visitor  B: The receptionist  C: The secretary
A: Good morning.

B: Good morning. Can I help you?

A: Yes. I have an appointment with Mr. Eastwood at 10:00a.m.
B: Mr. Eastwood from Marketing Department?
A: Yes.
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May I have your name please?
- I’'m Allan Johnson from ABC Trading.

: Thank you. Please take a seat while I’m contacting Mr. Eastwood’s office for you.

9]

: Mr. Eastwood’s office.

- Hello, Daisy. This is reception. Mr. Johnson is here for his 10 o’clock appointment with

Mr. Eastwood.

: Oh, yes, Tracy. Mr. Eastwood is expecting him.
- I’11 send him up then.

: Thanks.

2e)

. Mr. Johnson, would you please go to Room 2 on the second floor? Mr. Eastwood is

expecting you.

Room 2, second floor.

Yes. The stairs are on the left.
Thanks a lot.

Dialogue 2 — Requesting help
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: The operator  B: The client C: The clerk

- Good morning, BizWorld. Can 1 help you?

- Good morning. Could you put me through to Julia Jackson’s office?
: May I ask who’s calling, please?

: It’s Clare Perkins.

- One moment. I’1l put you through.

: Julia Jackson speaking.

. Oh, hello, Ms. Jackson. This is Clare Perkins. You remember I interviewed you on

Tuesday?

: Oh, yes, yes. Hello, Clare. What can I do for you?

. I think I left a file in your office last week. It’s a white binder with my name on.

: Hang on a moment. Yes, Ms. Perkins.

: Oh, good. Would you mind putting it in the post for me?

: No, not at all. I’ll do that before lunch.

- Thanks very much. Sorry to be a nuisance. And thanks again for your time on Tuesday. It

was very helpful.

. Don’t mention it. I enjoyed it myself.
: OK. Goodbye then.




C: Goodbye. ‘

Dialogue 3 - Offering help

w >

: No problem. I’'m glad I could help.

A
B
A
B
A
B:
A
B
A
B
A
B

: Peter B: Jason, Peter’s colleague
o

: Jason, are you having any problems with your network?

: It’s not just with my a computer. I think the entire network is down for upgrades. It should

be back up in an hour.

: Oh, that’d be too late. I need the budget documents from the company network share.

: Don’t worry. I have a copy of that on my computer. Do you want it now?

: You do? Can I get a copy?

: Sure. But I have to put it on a USB flash disk for you since the network is down.

: That would be great!
Do you have one?

: Er ..., no, I forgot to take it off my computer after I finished last night at home.

: Never mind. Use mine.

: Sorry to trouble you.

: Oh, that’s no big case. OK, it’s saving now. Here you go.

: Thanks a lot. You really saved me a great deal of trouble.

Dialogue 4 — Giving instructions

A: Supervisor  B: Sandy, a new employee

A:

B

A:
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Hi, Sandy, how are you settling in?

: Just fine, thanks. I appreciate you taking the time to help me out with this software.

Sure. Now, let’s get started. Could you tell me if you’ve worked with this program before?
That will help me figure out how to proceed.

: I’ve done a little work with it, but not much. To be exact, I have read some books on it,

but never run it myself.
: Well, I think it’s a good idea to have the manual at hand.

: How do I do that?

: You can just click on the button in corner. Be sure to enter the password you created. You
can write it down somewhere just in case you forget. But very importantly, you need to

keep it in a very safe place.

: I got it. What do I do next?

: Well, what you need is to select the network you want to work with, and you’re all set.

: Great. And do I just click on print icon to print out reports?




