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CHAPTER 1
TELEPHONE SALES

JOHN

John! is at work.

He works in an office.

His office has a desk.

John works at his desk.

When he works at his desk, John sits in his chair.
John’s chair turns when he turns.

It is cailed a swivel? chair.

John turns in his swivel chair to answer the telephone.?
The telephone rings often.

John answers the telephone when it rings.

He talks on the telephone often.

Talking on the telephone is part of John’s job.
John uses the telephone in his work.

The telephone rings often.

Practice Drills

S.1 Where is John?

S.2  John is at work.

S.1 Where does John work ?
S.2  John works in an office.
S.1  Where is John’s desk?

S.2  John’s desk is in his office.




.

S.1  Does John talk on the telephone?
S.2  Yes. Talking on the telephone is part of his job.

1

John works in the Marketing® Division.?
He takes orders on the telephone.
1 An order? ié.axfequest4 or an agreement® to buy or sell some-
thing. v
John takes orders from customers.®
Customers buy the products his company makes.
Buying is cailed purchasing.?
Customers make purchases.
Placing an order is purchasing.
Receiving an order is selling.
John’s company sells the products it makes.
Products are things a company makes that are finished and ready
to be sold.®
Sometimes customers send orders by mail® to John’s company.
These orders gent by customers are called purchase orders.
When John takes an order on the te]ephoiie, he writes it down.
~ The orders John writes are called sales'® orders.
Sometimes a customer who calls on the telephone gives John a
purchase order numl-)::r.“ .
This means that the customer has a purchase order in his office. 4
_The customer gives John the number of the purchase order on
the telephone.
John writes the number on a sales order.
John writes sales orders.
Both purchase orders from customers and sales orders written
- by John are called orders.
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Practice Drills
S.1  Who does John talk to on the telephone?

S.2  John talks to customers.
S.1  What does John do when he talks to customers?
’ S.2  He writes sales orders for his company’s products.
S.1 Do customers also send orders by mail?
S.2 Yes. These are called purchase orders.
S.1  What is the difference between sales orders and purchase
orders?
S.2  The customer writes purchase orders. The seller writes
sales orders.
S.1 Can purchase orders and sales orders both be called orders ?
S.2  Yes. Both are called orders.

m

A written order is a business document.!
A document is a piece of paper that has information? on it.
An order can also be called a business transaction.?
A transaction happens any time two or more people or com-
panies agree to do something for each other,*
An order is a business transaction.
. The buyer or customer agrees to buy something for a certain
price.5 ' -
The seller agrees to sell for that price.
Sometimes the buyer® and the seller” agree to other things.
So, an order can be called a sales transaction.
The selling company receives an order.
The selling company’s part of the transaction is to deliver® what
was ordered.
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The buying company gives an order.

The buying company’s part of the transaction is to receive and
pay?® for what was ordered.

The buying and selling companies transact!® business with each
other. '

John’s job is to receive orders for his company.

John checks™ orders to make sure they are correct.

To check something means to look at it to see if it is right or
true.

When he checks orders, John makes sure!? that the things ordered
are made by his company. He checks to make sure num-
bers for products are correct.

John also finds out if the products ordered are ready to send to
the customer.

If the things ordered have to be made for the customer, John
makes sure his company can have them ready on time.

John also finds out about the credit of customers from whom
he receives orders. This is called a credit'® check.

Customers must have good credit before John can write an
order.*

Credit means the customers can receive products when they
are ordered and pay for them later.

John receives many sales orders on the telephone.
He also receives purchase orders mailed by customers. .

John checks orders received by mail from customers. He also
writes orders he receives on the telephone. *

John transacts business on the telephone.

He writes the sales orders he receives.

4
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Practice Drills
S.1 Which company receives orders?
S.2  The selling company receives orders.
S.1  Which company gives orders ?
. S.2 The buying company gives orders.
S.1  What is an order called ?
S.2  An order is a business document or transaction.
S.1 What is an order?
S.2 An order is an agreement for buying and selling some-
thing,
S.1 What does John do to purchase orders? ‘
8.2 John checks purchase orders to make sure they are correct.
S.1 What does John do on the telephone ?

S.2  John receives orders on the telephone.

WRITTEN REVIEW .
A. Choose the correct word to complete each sentence.

1. A document that buys something is called a ( )
. order.
a. purchase
b. sales
2. A sales order( )something.
. a. sells
b. buys
3. A purchase order( Jsomething.
¢ a. sells '
b. buys
4.\ A purchase order comes from the( ).
a. scller

b. customer




1.
2.
3.

Before an-order is accepted, a customer’s( )
must be checked.

a. credit
b. sales
The ( ) company gives orders.
a. buying
b. selling
The ( ) company receives orders.
a. buying
b. selling
A purchase order is sent by the ( )company.
a. buying 4
b. selling
B. Complete each sentence with the correct word.
John works in an ( ).
The ( ) rings often in John’s office.
When he talks on the ( ), John takes( )
from customers.
( ytalk to John on the telephone to place
orders. ;
Placing an ( )is purchasing.
A( ) order buys something.
Receiving an ( ) is selling.
A( ) order sells something,
John works in the ( ) Division.

& 00 ~1 O th
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The Marketing Division receives purchase orders
from ( ).

C. Write a complete sentence to answer each question.

1.
2.

Where does John work ?
What kind of document is used to buy something ?




3. What does John use when he talks to customers?
4. Which division does John work in?
5. What documents does John receive ?

TELEPHONE SAIES HifE
Gk ®

I. John [d3on] m. #48&( B

2. swivel ['swivll n  5E83, #3I%
~chair &8

3. telephone [‘telifoun} n. ®#iE
talk on the~  FHEFL B

n
1. marketing ['ma:kitin) n FEHHLS:, &N
2. division [di'vizan] n. 7]
Marketing~ g4
3. order [o:de] n iTfy, iTkE
' place an~ iTHy
request [ri’kwest] n. Hij
agreement [o'gri:mont] n.  HiY, Bz
customer [‘kastomo} n. &K, L
purchase ['pa:tfos] n., v. WL
. ~orders TfHA
make~ XK P
8. Products are things a company makes that are finished and ready
N to be sold.
PR — A E T A B AP, EHAEHNEIENE
WENEED. B—1 M4 “a company makes” mifrjt ZR3T that
(X which) RENGHERE, KEAWT. S-4IMD “that
are finished and ready to be sold.” i3 &3 that BEN
fEXE, BoRER.
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9. mail [meill n. HB¢
send by~ i

10. sale [seil] ». Wi, B8
~sorders fHEE

11. number [‘namba] n. HRE, H¥H, ¥E ‘ ¢
purchase order~ ITHRESH

111 1]
1. document [dokjument) n. 3Xf:, BB
business~ EAv#E, EILEIE
2. information [info'meifen] n. %k, HiRk, HE
3. transaction [tren’zzkfen] n. 75

business~ EWA 5
sales~ EBRi
4. A transaction happens any time two or more people or ‘companies
agree to do something for each other.
UHARESHAR AR ZARREEREERENERRZS.
5. buy something for a certain price H—FHMERE
1A for BES “H”,
He bought it for twenty dollars,
L2085 T e
buyer ['baidl ». %3, H#HRA
seller ['sels]l n. ¥, #HER
deliver [di'liva]l v, #HR, XK
pay Ipeil w. &4 "
pay for... f--fRfh, E
How much did you pay for that book?
HREBERBHT S0 e . ’
10. transact [tren’zekt] v, 7pE, &4E
~business (with...) (5 )YH#HEH
11. check [fek} v =X, BX
~orders BXITHE
12. make sure {HA3SE, G, ZH
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13. credit [’kreditl ». ZH, &8
~check {FRI%#E, FRRAEGER
14. Customers must have good credit before John can write an order.

BELIARRFOER, S87RERITK,

TALKING

“Most of our company’s customers know my voice. But
most of them have never seen me,” says John. [

Johnis an inside salesman.! This means that he stays inside ‘
his company’s offices to do his work. The customers know
John’s voice because he talks to them on the telephone. John
talks on the telephone so much that his job is also called “tele-‘ :
phone sales.?” ‘

John says: “When customers call our company on_ the
telephone, they want help or service. They want us to do some-
thing quickly. It’s my job to find out what customers want
and need. Service is my business,” John explains.

When the telephone rings on John’s desk, he tries to pick
it up right away.® He always tries to answer his telephone be-
fore it rings three times. John feels it is important to answer
his telephone quickly. He says this is part of giving good serv-

. ice to customers.

“Customers don’t want to listen to the telephone ring,”
John says. “They call to talk to somebody who can give them
service. It is part of my job to answer the telephone as soon
as possible.”

When he answers the telephone, John always gives his de-
partment and name. John learned when he first became a sales-
man that when you answer the telephone it is important to give

P :
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your name and to say who you are. When you answer the
telephone, the person calling can’t see you. If you give your
name, the caller will know who you are. Then, the caller should
do the same. The caller should give his or her name to the per-
son who answers the telephone. In this way, people know each
other before they begin talking.

“This is the polite way to do business,” John explains.
“You should introduce yourself whenever you meet somebody.
With a telephone call, you introduce yourself because you have
no way of knowing who is calling. The other person might be

a friend or someone you’ve never met. You have to introduce
yourself to get started.”*

Since John has been an inside salesman for many years,
he knows most of the people who call his company for informa-
tion or service. He is friendly with all these people. He talks
to them as friends, even though he has never met many of them
face to face.®

After he has found out who a caller is, John usually takes
a few moments to talk personally® before he. gets to business.’
This is called friendly conversation. John has learned that
customers like it if he takes a few moments to show he is in-
terested in them.

“Each customer is a separate person. Each person likes
to be recognized® as an individual, to know you are interested
in him or her.”

When he meets somebody new on the telephone, John
talks or asks questions about simple things. Then he remembers
the answers and asks questions about what he was told when
the person calls again.

For example, if it is a sunny, warm Friday, John may say

10



he hopes the weather will stay nice for the weekend.® The other
person may then tell John about what he or she is planning to
do over the weekend. Then, when John talks to the same
person the following week, he will try to remember to ask:
“Did you have a good time last weekend ?”
John learns a lot about his company‘s customers in this
. way. He is able to win their confidence by knowing them.
Even though he has never seen many of the people he talks to,
he has become friendly with most of them. This is important
in giving service to customers. Customers have confidence
in people they know. The customers know John. And John
knows most of his company’s customers.
When he gets down to!® business in talking to customers,
John is very careful about his speech. He is careful to pron- - ‘
ounce all words clearly. He is especially careful about pro-
nouncing names!* and numbers. When customers give John
their names for an order, he always asks them for the correct
spelling. (John always repeats the names and numbers he {
writes and asks the customers to verify'® them — to listen and N
to be sure all the information is correct. \
When using the telephone to take orders, John has learned *
that it is necessary to be courteous'® and careful. By being ‘
courteous, or polite, John wins the confidence'* of customers,
By being careful, he is helping customers get the service they
want. This helps him keep the friends he makes with his cour-
tesy.

The company has many customers who call on the telephone.
John cannot talk to all of them. So, there are other inside
salespeople in the Marketing Division. Helen, whose desk is
near John’s, also talks on the telephone to customers. She is

11




