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Objectives:

1. To provide some ways to maintain telephone communication in business relationship;
2. To familiarize students with tips on starting a telephone conversation with business partners;

3. To introduce the reading skill of skimming,

How to Improve Your Telephone Skills

by Anne M. Obarski

How does telephone, this communication tool, influence our business?
Dr. Janelle Batlow, in her book Branded Customer Service says, “Reinforcing
a brand through every customer touch point can provide the repetition
necessary to inspire repeat purchasing decisions.” There are interesting
statistics that show people develop a perception about you within the first 30
seconds of a phone conversation and their final opinion of you in the last 30
seconds. Lct;s look at some phone tips that will boost that final opinion to
one of an on-going and positive relationship. '

1. Breathe! Before you pick up the phone, take a deep breath. Most of us
are what they call “shallow breathers”. We take small breathes in and out and

therefore, sound tired when we answer the phone. The goal is to sound like
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you like your job and you are glad they called. Practice taking a very big breath

and answering the phone at the top of that breath. You will continue speaking

on the exhale of that breath and the caller will hear energy in your voice! You
———————————————————— : can also practice it when you are making a call and start your breath as the
-- é phone is ringing on the other end.

2. Identify yourself. Give your full name and function and or the name

of your company. Since they have taken the time to call you, you may answer
the phone this way, “Thank you for calling Merchandise Concepts. This '
is Anne Obarski. How can I make it a great day for you?” Hokey, maybe; if’f
memorable, maybe; friendly, you bet. Since I have an unusual last name,
this helps me say it first so that the caller doesn’t have to fumble with the
pronunciation. One tip that I seem to always repeat, is that of slowing down

when you answer the phone or when you call to leave a message.

,,,,,,,,,,,,,,,,,,, 3. Be Sincere. People call us on the phone to have a problem
answered. Whether it is to get driving directions, or hours of operation,
______________ @ they have a question and want it answered quickly, intelligently and
: politely. It is important to put the customet’s needs ahead of outs.
4. Listen attentively. Put everything down when you answer the phone!
Easier said than done, isn’t? How many times have you been in your office
answering email, talking on the phone, listening to your iPod and sipping on
a Starbucks? Customers don’t like to be ignored and by multitasking, we are
not focused on the customer’s wants and needs. Visualize the person, even
if you don’t know him/her so that you remind yourself you are engaged in
a two-way conversation. If you still have trouble listening, start taking notes
77777777 : on what they are saying. Use a headset if possible, to keep your hands free.
é 5. Outcome. If the phone call has been successful, the first 30
seconds establishes a positive perception about you through voice, and 3
tone and focus. The last 30 seconds will be when the caller finalizes |

his/her opinion about you. You can make that a positive experience by

thanking them for calling, reviewing the problem you were able to solve
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and then most importantly, thanking them for their continued business.

I find myself on airplanes frequently with my speaking schedule.
Recently I have noticed that no matter what airlines I am flying that the
pilot has “air time” with the passengers on each flight. The words are all &
about the same. They always say something like this, “We know you have
a choice when you travel and we are happy that you have chosen to fly
with us, and we appreciate that. We ask that if your future travel plans
involve flying that you will think of us first. So sit back, relax and enjoy
the on-time flight to wherever.”

The pilot set up the outcome in the passenger’s minds by stating it up
front. He started by building a trusting relationship with the passengers that
he couldn’t see, by coming across as very approachable. Then he told us the
important things we should know about the flight and who would help us if
we had a problem and then in conclusion, he asked for our repeat business. It - N
is built on the sound and the sincerity of the pilot’s voice.

The way you speak over the telephone conveys 85 percent of your : é’
message, so by focusing on the previous 5 tips you and your employees can
make it a2 smooth flight in your business each and every time your phone tings.
(755 wotds)

Words and Expressions

reinforce /rin'fas/ v, fiI5k ; i 4550 boost /bu:st/ v. i, #5; N
repetition /repr'tifon/ n. TE , K& on-going /ongoutn/ ad. 4kLEAFAERY
purchase /p3:tfas/ v. 3L shallow /'[@lov/ a. ( FEIZ ) # Y, 551
statistics /sto'tistiks/ n. Giit; Giit¥ikl; 48 exhale /eksherl/ v. IFE (5 ); WEiH4
Haz identify /ar'dentifar/ v. {5, A

tip /tip/ n. /NEEL, NES ] function /fankfon/ n. BR %5 ; ThAE, 1A
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hokey /'houki/ a. A i)

fumble /fambl/ v. SEFSEEHIM; FLEL; R touch point i s

intelligently /m'telxdzontly/ ad. BB b pick up &2 ; $E; fE; Kl
attentive /o'tenttv/ a. &M ; J0RY; (RIGR)  ahead of £E--++-+ Z T

ignore /1g'no:(r)/ v. ZHH , AN be engaged in fI=F -+ s BT

multitasking /maltita:skm/ n. £ () {E54L8E  up front 5

visualize /vizjuslatz/ v, {&A48 ; #IE44k; AL come cross ffif= k- EIG; 4 ALL----- £6]
headset /hedset/ n. —RI#EAEk b B EALE Eig

approachable /a'provtfabl/ a. T 3EITHY; Al#E  focus on 31T

1. Easier said than done: i H 25 MR HME .

2. iPod: J&Appleffi i 9 —Fh KA RMP3E AT, A HE K10 —160 GB, HFH2 500—10 000 MP3ifkili . ©if
A ENE BT BRI, A BRIE, RApple/VEBEMESPCHIMac V- & IBEMF =2 —. |
B TMP3EHL, iPodid Al LIME NS B SRR AL, nTLAR/RERRA . HIIAES, AR el oA i 4 A
Wt Audiblef 78 7 L F B LA KRG (Podcasts ) o ‘

3. Starbucks: BB, % E—FAGMMEA NS, 197TUERSE, NARBAMMHEESE, UM TE |
AT TR . RSN, B B SRS . GRS R, B S A BRI B 212 000 |
WA, BAIEZEM . B . WK . AR AT

4, speaking schedule: {H YRR, X BASMEH TS MHE TG FE .

@ Exercises

I. Match the words in Column A with their meanings in Column B.

Column A Column B
1. statistics a. pay no attention to something
2. exhale b. breathe out the air that is in your lungs
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3. boost c. causes something to increase, improve, or be more
successful
4. attentive d. facts which are obtained from analyzing information

expressed in numbers

5. ignore e. imagine what it is like by forming a mental picture of it

6. intelligence f. the ability to think, understand, and learn things quickly
and well

7. visualize g expressing emotions in a way that seems exaggerated or silly

8. hokey h. paying close attention to what is being said or done

II. Choose the best answer to each of the following questions.

1. What does “inspire” (Para. 1) mean according to the text?
A. Heighten or intensify. B. Supply the inspiration for.
C. Serve as the inciting cause of. D. Urge on or encourage.
2. According to the author, before we pick up the phone, we should do the following except
A. answering the phone at the top of that breath
B. continuing speaking on the exhale of that breath
C. taking small breathes in and out
D. starting your breath as the phone is ringing on the other end
3. Why should we slow down when we answer the phone or when we call to leave a message?
A. Let the caller re-play answering machine to understand what the person was saying.
B. Let the caller listen to what you said clearly without repetition.
C. Give your full name and function and/or the name of your company.
D. The caller doesn’t have to fumble with the pronunciation.
4. Why does the author refer to the “air time” at the end of the text?
A. The pilot told us the important things we should know about the flight and who would help us
if we had a problem.
B. Tell us how important the first 30 seconds are.
C. How to establish a positive perception about you through voice.

D. Emphasize that the last 30 seconds can create and repeat referral business.
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5. According to the text, which one of the following is true?

A. We should train us to be shallow breathers.
B. We should be sincere about whatever problems the customers have.
C. Muldtasking is more efficient than only focusing on the customer’s wants and needs.

D. The main aim of air time is making customers sit back, relax and enjoy the on-time flight to wherever.

I1l. Mark the statements T (true) or F (false).

(
(
(
(
(

) 1. The first 30 seconds decide whether the customers buy your company’s products or not.

) 2. If you don’t identify yourself, your customers would fumble with the pronunciation of your name.
) 3. The customers want their problems answered quickly, intelligently and politely.

) 4. If you still have trouble listening, use a headset if possible.

) 5. The most important thing in the last 30 seconds is thanking your customers for calling.

How to Make and Answer a Phone Call

When you’re answering the phone, first of all begin with a standard

greeting like “Good morning”, “Good afternoon”. Following that, you

N @_ need to state the company name. So obviously in my case it would be
“Good morning, Newland UK”. And then followed with a very brief

nicety like “How can I help you?” or something like that. It’s important

to speak slowly and it’s important to have a lively tone of voice, I think.

Also making notes is very important. Something that I’ve seen happen

quite often is that a Chinese employee will be embarrassed to ask the

: person to spell the name again if he or she didn’t really hear properly. I

,é, think it’s absolutely fine, just to double-check, you know, if you’re asking
the person’s name. Obviously you always need to write the name down,

especially if you’re taking a message.
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..........................................................................................................................

If you’re answering a call to someone who is looking for one of your

colleagues that happens to be busy, then you just have to tell him/her that

Sressesasessantessencent

unfortunately “He or she is at a meeting at the moment and he/she isn’t

available at the moment, but if you'd like I can take a message and your

number and I can ask him/her to call you back when they’re available.” 1
think that’s a perfectly standard way to answer a call like that. Again, taking a

message 1s very important to get it right and of coutse once you’ve taken a

message it’s also very important to pass that message on.

Seseseetessstatnren it

I think whenever you make a phone call in a professional role, it’s very

important to prepate before you make the phone call. You should prepare in two

ways. First of all, you need to have a clear idea of the aims of that phone call, so
you need to basically list your targets, what you want to achieve, by making that

ressssesasasassssenens.

phone call. Second, if’s also very important to have a structure. Say, for example,
your target is to begin discussing sponsorship of an event. If you were to just
go forth and ask this question straight away, especially if it’s to someone you
don’t know, then of course, you know, he or she won’t give you the time of day.
Wheteas, if you were to structure it in a way in which you fitst gain a rapport with
that person and make him/her want to listen to you, making him/her interested
in what you're talking about, and then you were to put the question to him/her,
then you'll probably have much greater success. |

For one thing, I can get very nervous if P'm preparing for a call in
my second language. And so, I think there would be a tendency for me
to prepare in the wrong way. In my experience, the wrong way would be
writing out a whole essay and try to read that off, literally, on the phone
call; because what’s most important I think is to encourage the other
person to want to listen to you and to gain a rapport. And it’s very hard to
do that if you're reading off, you know, from a piece of paper that you’ve
just written, because the way that intonation works in English and Chinese

is very different. The way we stress words is through raising the tone of

ety




