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Business Calls

PRI R IR AR

Learning Objectives % =] Hixr

1. Knowledge Objectives 112 B4R
® Mastering business telephone etiquettes.
FEW SR iEALN IR,
® Mastering useful calling patterns.

¥EWMSFREEAAA,

2. Skills Objectives $78E B #x
® Being able to make business calls efficiently.

RERIHHBETEHS B,

® Being able to take telephone messages.
RBILREEGE,

® Being able to answer telephones properly.

RO LERNETRENSK.




Task | Leaving a Teleplione MWessage

1. MiRfE&E

(1) BFCRHBIERET
o ILRXMANE
e i FHIESH
* WA R AR
o JCRATHIE A
e AT RESTHIANE
o EIHHIATTRN H HFLEARR 8]
o 5 Lid®&E WA
(2) HIEFLX
o WIRRITHIEA A, X —H B, R E R b A & 14 F (identify
yourself) , 3i: “Hello, this is ... speaking. " ANZEEE X4 )7 18 AR 2 HE
o BRI AT >k i o3& B, A SR X 7 R R ik 4%, AR AT LAAL S b (8] : “ Who's
calling, please?” “May I ask who’s calling, please?” & 4%} 77 By, i P E IR
AR [R]ZE , Rt 0 12 )3 /A 3 , L4 o 7 ) N R R HEF TR I .
o MURRITHIELFFE AN, B A VR13 FALSR i 5] ) R Rk B, i an
“May I speak to Rachel Smith,please?”
o MR HUHIGE 4 Pl 5 89 H A HGE A & B, /R AT LA “ Could I have
extension number 5637”

o HINFITHFERAREMHM, I HIFX A V: “I'm calling to make a

'y

reservation. ’

o R B ¥ 3% (transfer) 2 5 — #43 HL, /R % 2 Wr 2| “ Connecting your
call ... "8 :“Please hold and I'll transfer you. ”

o QIRVRZAE BAT R BHRIT R A R IS B3, TR SRR B 5 — R 2
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AT , A7 AT g2 W 3] {77 46 ) — /)3 : “ Hello, please hold on. ”

o UURITHLIHHIXTRATES A RERENT LG, AP B 5 o AT LAGE T L 75
#2455 (voicemail ) 58— E sh)v & HL4y (answering machine)

o WA IE AL BUlE /b fi 143 18] : “ Would you like to leave a message?” ¥
FARAT LA : “May 1 leave a message?” {IRARZ XS 4 Bl TE, T HAIE T &
AR Al H#8 54 ( call back number)

o HIRAVRAH & VRGBT I BT A 1 X 3, — 8 B, B3 VX J5 : “ Could
you please speak slowly?” K431 A 23 BEVFUR AT S5 AR 5 240X 4480

o JT R T — AR, AT 5 BT B 1A, A e R ] RE R S L TR I
T HAE R [a] A : “ What number is this?" [fij J& % [a] /R 4K (-5 S X AS X, 4]
0 “Is this 85925 — 563 7" R XS J7 & VrfR¥k fE 1, BRI : “I'm sorry. I've
got the wrong number. " 8R J5 B L IH R HE .

o 15 G R 42 B 3N KBS 09 B8 %, R AT LA E: T think you have the wrong
number. This is 85925 —563. "SR JGHEHIEREH: . AEHEHELTE! K8
TSR TC L

o FTHL UG N i B 5 A%, JFz vk 0 i B, 8 R i 3k R TS R 5B B
“Goodbye. " A 1A LASII— %] : “ Thank you for your calling. " SR 5 XU #: I
CERFSTRRE 3 =i

o JEUTHLTRE B R AL 1, FIEALSAIBOAL , 75 5 E GRS M R E R
T R TG T ISR .

2. HESHE

BOR 222 X RN A RS
F[{ ABC 51547 FRZA ) AESE i o [ 47 75 95 S0 4015 2% b [ P DB 22 98
PR AR B 22 OOl 55 AR 73X 20 5 AR B I - SR AT LIS
b ARHER SN A B S KR, BRI S E S, I
NG TS
Zhang: Good morning. This is China Sunshine Silk Imp. & Exp. Co. Ltd. Can I
help you?
Smith; Good morning. This is Tom Smith from USA ABC Trading Co. Ltd. Could
I speak to Li Ming, the Sales manager, please?

Zhang. I'm afraid he’s out on business. Can I take a message?
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Smith; Thank you. Yes, please. Can you ask him to call me back?

Zhang: Of course. Wait a minute so I can get a pen ... Yes, please.

Smith: My name is Tom Smith.

Zhang: Could you spell that?

Smith: Yes, that’s T-O-M, Tom, S-M-I-T-H, Smith.

Zhang: Tom Smith.

Smith; And my number is 001 —812 —6688994.

Zhang. 001 —812 —6688994.

Smith: Yes, please tell Mr. Li that I am interested in your products and need the
price list and catalogue.

Zhang: OK, Mr. Smith. I've taken them down. You need the price list and
catalogue and ask him to call you back.

Smith; That’s right.

Zhang: OK, Mr. Smith. I'll let him know everything as soon as possible.

Smith: Thank you very much.

Zhang: You're welcome.

Smith: Byebye.

Zhang: Byebye.

3. X

R BacIFa TSR,

(1) She is not here now. Can I take a message?
WAL, ZE 57

(2) Sorry, he is busy at this moment. Could you call him back?
B AR A B ATD

(3) Would you like to leave a message?
e, R T

(4) Yes, please tell him that Mary called.
WA, B AT B R

(5) Yes, please ask him to call me back. My number is 778899008.
A, bt = & B 3E K 695 A E 778899008,

(6) Just a minute. I'll transfer you.
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MF, RAREEE,
(7) I really need to talk to him personally.
REZF Pt
(8) I hate to trouble you, but it is urgent. Please slip this message into him.
FAHEEEHRALET 2FHEE, FHINM AL
(9) I'll make sure he gets the message.
K— &,
(10) Could you tell him to call me back when he is free please?
TE A R R = A aE Y
(11) It’s nothing urgent. I will give another call some time later.
B AREF KL E BT,
(12) I’'m sorry, Mr. Black is unavailable. Would you like to speak to someone else
in the same section?
o, AEARERE, BRERAISITGAMCAEED?
(13) Are you sure the one you want is Mr. Wang since no Mr. Wang works here?
RA R ZREARED? ZMNEZILEAKRE,
(14) I'm afraid you must have the wrong number. Will you check the number again,
please?
B RAFHFDT FEREN—TF L6 5 BED?
(15) When could I reach him?
B 4ntiEE 5HEK R LR
(16) Please hang up. I'll call you back when your party is on the line.
AR, FRBEET ,2FITLIR,
(17) Will it be too late if I call around 9: 00 this evening?
I REB L EALITR,ZFRAZKRK?
(18) Hold on for just a second so I can get a pen to write it down.
HWHF,RFERLT X,
(19) This is Mary on behalf of Mr. White. He asked me to ask you if Mr. Li would -
be able to meet him today at 3:00 p. m.
AW ARARF A AEL BT EE, KPP TFZ SR T TARE
A&
(20) He would not be in his office this afternoon, but you can call his mobile phone.

T FRESNE, ETRITIGF A,
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4. B

R A G R T A A I R AR R

WA 2 B 0F H 112 ) S 9 X717 37 35 4 A4 3 5 SE A 4T L e SR T TR 4000
A RSN 55 R A5 BE e F BT H, MM B PN K S TR fb R Tt &,
ARSI LA B o A 3 S S AR FE A A B A AR T A4 55 6] A R R S A
ek, b e BT

5. BENRFT

Whether you're calling clients, responding to customers or trying to get a job,
telephone communication is an important part of modern business. Proper business
phone etiquettes will help you make a good impression and maintain good relations
with business contacts. Simply remembering to be polite and organized will go a long
way.

(1) Making Calls
When you call a business contact, identify yourself promptly, saying, for

”

example, “Hello, this is Tom Smith from Acme Inc.” Stating your name and
company will give people the impression that you're calling a heads-up on your
purpose. Make sure the person on the other end is available to listen, saying, for
example, “May I please have a minute of your time?” Afterward, briefly state the
reason for your call. It may be helpful for you to prepare a one- or two-sentence
summary beforehand. It’s important to keep this statement brief, in case you must
relay the message through a receptionist.
(2) Taking Calls

When you answer the phone, identify yourself and your company or department
to reassure callers that they have the right number. Politely ask for a name — saying,
for example, “May I ask who is calling?” — to show that yoﬁ’re interested in the
caller. Whenever you take business calls, it’s important to keep a pen and paper,
computer or other method of note-taking nearby. Having to call someone back to
confirm information can be embarrassing for you and frustrating for your contact. If

you must ask a caller to call back or wait for a return call, give a specific time; for

’ & s+ % 44 +#% English for Business Reception



example, you might say, “Jane Smith isn’t available right now, but she’ll be back in
the office at 3.”
(3) Holding and Transferring

Callers don’t generally like to be put on hold; they may worry that you’ll take
forever to pick up the phone again. Holding is necessary in some situations, for
example, to transfer a call or if you need to talk to someone else in the office. If you
must put a caller on hold, ask for permission first. Check in with the caller every 30
seconds or so, and say, “Thank you for holding” when you pick up. If the person
you're calling puts you on hold, it’s all right to hang up after about three minutes.
(4) Leaving Messages

Leaving concise messages will help your business calls go smoothly. Make sure
to identify yourself immediately, just as you would for an ordinary call. Before you
call, have a short statement ready about your purpose and how urgent the matter is.
Finally, leave a phone number and indicate a good time for the person to call you
back. It’s especially important to speak clearly when you’re leaving a message, since
you won’t have a chance to repeat yourself if the person you're calling doesn’t

understand.
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Task 2 Making Engucny and Offer
on the Plhone 1T

1. FiRAEE

D) NEUEATE IR

(1) TEA AT iR B , — MBSl B A C ks S AR AR, Han:
This is Mary Sun of ABC Trading Company. (iX 2 % ABC % % 2 3] 4§ )
)

(2) IRV /L, E4k E A ST AR, a0
ABC Trading Company, Overseas Sales Department. Can I help you? (ABC #®
Py o8] MR AR, AR A R A787)

(3) FTHLIE— W BIXFEAIE S , 8 r0 7 H SR A
I'd like to speak to Mr. Brown, please. ( R — F , & 28 Fo 4 B 26 A H45 )
E SR T B O EER LS
Could I have extension 321, please? (i# 454 321 HHL,4F°57?)

(4) GnRABFEHEATE), AR RARTEA AW, w7 LA -
I'd like to speak to someone in the Personnel Department. ( 3% 48 fo A F 369 A
i TE,)

(5) WNRAEWT A BIZST R G ZARA A, wT LAT] 884t [] 255 .
Speaking. ( £ %t & , i 9, )

(6) WRA TR Ir TR IER B, T AZE0]
Why are you calling? ( 44+ 44 &K A13T2357)
XA AL , B -
What is this call regarding? (#E47iX AN b 52 £ TH L2 FHR?)
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2. FEIE

TR 2 ) X SR AU I
o PO 22 Rk A R 2 BT 22 MR B BEIEE E A, LA R E
ABC A G A BRA RN 5 S HA M - L@ Bl i, THBEA RIXA L R K2
GH 7= S ESGER , I HAA 8 - SRR S TR A
Secretary : Good morning. Marketing Department of USA ABC Trading Co. Ltd.
May I help you?
Li. Good morning. This is Li Ming from China Sunshine Silk Imp. & Exp.
Co. Ltd. I'd like to speak to Mr. Tom Smith.
Secretary : Would you hold on, please? I'll try to find him.
Smith; Hello, Tom Smith speaking.

Li; Hello, this is Li Ming. I'm phoning back about your interest in our silk
products.
Smith : That’s true. We are thinking about buying some silk products. Your

products are very popular in our country.
Li. Our products are famous for the fine workmanship and good quality. Have
you got our catalogue and price list? I faxed you yesterday.

Smith . Yes, thank you.

Li. What is it in particular you’re interested in?
Smith . We take great interest in Item 6 — Item 10.
Li. They are one of the best selling lines in North America because they are

popular among young ladies.

Smith : Could you send us the samples so that we are thinking of placing an order?
Li. All right. You will receive our samples soon.

Smith; Thank you. As soon as we have your samples, I'll give you a call.

Li: I hope we can do business together, and look forward to your call soon.

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

Smith . Good afternoon. This is Tom Smith. I'd like to speak to Mr. Li Ming.

Li. Good afternoon. Li Ming speaking.
Smith; We found the samples of your products fine in quality and beautiful in
design.
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Li:

Smith H

Li.

Smith H

Li:

Smith .

Li:

Smith .

Li.

Li:

Li:

Smith;

Li:

Smith.

Li:

These silk blouses are very colorful and feel nice.

They are pure silk blouses?

Yes. They’re only been on the market for a couple of months. The
fashionable styles are attractive to young ladies.

How about the supply position?

Generally speaking, we can supply from stock.

I'll email our inquiry list to you. You will find the required items,
specifications and quantities all there. Please quote us your lowest price,
CIF New York.

Thank you for your inquiry. I’ll look into your requirements first and let
you know our firm offers as soon as possible.

Could you tell me when you will give us the quotation?

It can be sent to you this evening. So I will send you an email around
7:00 p. m. You will surely find our price very reasonable.

I hope so.

Bye!

Bye!

Hello, this is Li Ming speaking.

Hello, Tom Smith speaking. Thank you for your quotation, but I can tell
you right now that your prices are too high for us.

I’m surprised to hear you say so. You know that the cost of production has
been rising in recent months.

I'm afraid I can’t agree with you. I must point out your price is higher
than some of the quotations we’ve received from other sources.

But our quality is better than others. You must take it into consideration.
We don’t deny the high quality of your products, but it’s difficult to
persuade our clients to buy at such a price.

We can offer a 10% discount for orders over 10,000 dozens.

I’'m not sure we can use that many. How long will you leave your offer
open?

It’s valid for seven days. But the offer is subject to our final confirmation.

How soon do you want the goods to be delivered?
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Smith: We need a shipment in Early November.

Li; We can ensure that. We have an ample supply.

Smith ; OK. TI'll see what I can do.

Smith . Good morning. Tom Smith. Speaking.

Li. Hello, Mr. Smith. This is Li Ming.

Smith ; I suppose it’s unwise for either of us to insist on his own price. How about

meeting each other half way?

Li. Well, what’s your suggestions?

Smith . That is 5% discount for 5,000 dozens.

Li. You certainly drive a hard bargain, Mr. Smith. Are you going to place an
order now?

Smith . Yes.

Li; OK. Could you please send us your order by fax or by mail?

Smith . Fine. We’ll send you our completed order form by fax today.

Li. Thank you very much. We’ll be expecting it. Goodbye.

Smith . Goodbye.

3. XEME

2R PO R AR,

(1) This is Wang Gang from China Imp. & Exp. Trading Company, calling from
Beijing. I've just got your phone number from the Commercial Counselor’s
office of the French Embassy here. I learned that you are the leading exporter of
French electronic toys.

FAF BB RO F HAE 6 IR A TLEATEE, KR R AR EA M 6 %
BREEFHFARLMAENTEGTH, R rad AR eFRAMGELE
=g

(2) As soon as we have any further inquiries, I'll give you a call.
AERMEHE—F 6§ F#), KL 8FLEN,

(3) We’re thinking of placing an order. Could you give us some idea about your
price?

AV EAF JEAT R, I RAVRAN 4552
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