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Telephone Calls and Faxes
EITRIESWARE

Culture Background

1. Office Etiquette

Office etiquette is formal rules of behavior that make professional encounters pleasant and
productive. While certain procedures may seem awkward or wasteful to you as you begin working
in a new situation, and you may resist the urge to make immediate changes. Discover how things
are done and why. Observe how others answer the telephone, dress, decorate desks or office space,
snack on the and circulate memos, etc. Establish in your mind how other people’s priorities before

asserting your own. Any changes you initiate will have more validity after you have familiarized
yourself with the customary procedures.

2. Business telephone calls may include
(1) Calling for someone

(2) Leaving a message

(3) Asking for calling back

(4) Invitation

(5) Making an appointment

(6) Booking plane tickets and so on
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Lesson 1

I Pre-Listening Work

The following words and phrases are to present in this lesson. Please write down the

equivalent Chinese meaning and try to remember by heart.

package terminal

available lobby

accounting popularity

check separate

legally remote

acceptable code

temporarily postpone

original hang on

forged the marketing department
signature put through

contract the export department
fax window seat
catalogue aisle seat

redecorate one-way ticket
furniture round-trip ticket
equipment first class

cancel business class
guarantee economy class
replacement put off

reservation

II Listening Practice
PART ONE

Listen to the following dialogues and choose the best answer for each question you hear.
Dialogue 1
Where does the conversation most properly take place?

A. In the office

B. At home

a
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C. On the telephone
Dialogue 2
What is the telephone number of the man?
A. 78926987
B. 78299687
C. 78929678
Dialogue 3
Who does the man want to speak to?
A. Richard Davies
B. the marketing department
C. Rosalind Wilson
Dialogue 4
Where does the man telephone to?
A. the Mail Room
B. the Export Department
C. the Bank
Dialogue 5
1. Why Jane can not answer the phone?
A. She is out right now.
B. She is in a meeting.
C. She is receiving a telephone.
2. What does David do?
A. He is accountant.
B. He is a secretary.
C. He is a manager.
Dialogue 6
What’s the reason a faxed contract may not be legally accepted?
A. Because faxed copy can have forged signatures.
B. Because you can use it temporarily.
C. Because you need to get the originals as soon as possible.
Dialogue 7
What time is the man’s flight?
A. 12:00
B. 2:00
C.4:15

%%
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Dialogue 8
1. Why didn’t Jessica send the fax to Mr. Jones?
A. Because fax machines are so popular nowadays.
B. Because the fax line has been engaged for a long time.
C. Because the fax machine breaks down.
2. What does Jessica want to do later?
A. To send the fax again in five minutes.
B. To repair the fax machine.
C. Not mentioned.
Dialogue 9
- Where does the woman telephone to?
A. to the office.
B. to the office supply company.
C. to the supermarket.
Dialogue 10
Which machine has been talked about?
A. A printer
B. A photocopier
C. A fax machine
PART TWO
In this part you will hear four dialogues.
Listen to the following dialogues and answer the questions. (pause)
Dialogue 1
Listen to dialogue 1 and answer the following three questions.
1. Who is calling Mr. Smith?

2. Why does she want to put off the appointment?

3. When do they decide to have a meet?
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Dialogue 2
Listen to dialogue 2 and answer the following questions.
1. Who is calling Mr. Bush? Where does he work?

2. Why does he want to discuss the matter with Mr. Bush himself?

3. What is the problem?

4. What are the two methods mentioned to settle the problem?

5. What is the man’s number?

Dialogue 3

Look at the form below. Some information is missing. You will hear a woman booking
plane tickets on the phone. For each question, fill in the missing information in the numbered
space using a word, numbers or letters.

Plane Tickets Booking

The destination of the fight: 1
The date of the fight: 2
The time of the flight leave: 3
The flight number: -4
The name: 3,
6
7
8
9

The class:

Single or return fare:

The check-in time:

The check-in place:

The telephone number: 10.
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Dialogue 4

Listen to the conversation and decide the following statements true of false. Write a T in
front of a statement if it is true according to the recording and write an F if it is false.

1.( ) Mr. Brown wants to invite Mr. Green to dinner tomorrow evening.

2.( ) Mr. Brown will be free from five to nine tomorrow evening.

3. € ) Mr. Brown checks whether he has made some other appointment for tomorrow
evening.

4. ( ) Mr. Green will be waiting for Mr. Brown at 6:45 in the lobby of the Beijing hotel.

PART THREE

Compound Dictation .

1. In this part, you will hear 2 passages. Fill the blanks 1-8 with the exact words you hear from
the tape.

Passage 1. Voice mail is starting to replace answering machines. The (1)

of voice mail has come about because of its many (2) . The main advantages are:

a. Voice mail records messages when you are out of the office.

b. You can make (3) messages for separate callers.

¢. You can check your voice mail from (4) locations.

Passage 2. Calling cards are cards with numbers on them. The number codes are read by the
phone when the (5) card is put in or "swiped." Once a month, the calling card
company will send you a (6)

Calling cards can be used on a friend’s home phone or any (7) as well as any
public phone. If there is no card slot, you will just have to type in the code yourself. Calling cards
are cheaper than putting change into a public phone. They are a lot cheaper than calling collect. A

phone card is different, as it is only a one-use card. You must also pay in (8) to use
a phone card.

2. In this part, you will hear a dialogue. Fill the blanks 9-18 with the exact words you hear
from the tape.

M: Hello, Tom Green speaking. What can I do for you?

W: Hello, Mr. Green, this is Jenny Jenkins of Ford Company (9) your call.
I’m sorry you (10) me when you called my office this morning. My secretary said
you called (11) our meeting next Tuesday?

M: Yes Ms Jenkins, thank you for returning my call. I’'m glad to get hold of you. I want to let
you know I will not be able to make our meeting next Tuesday. I would be out of town that day. Is
there any (12) we can move the meeting to Monday?
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W: I am sorry. I’'m afraid I am (13) booked on Monday. Would it be
possible to (14) until you return?

M: Oh, dear. I was counting on taking care of our meeting before I leave. But I suppose I can
(15) a few things. Yes, we can (16) something. I will be back Thursday

morning. What about Thursday afternoon?
W: That should be fine. Shall we say about two o’clock?

M: Perfect! I (17) seeing you at two o’clock next Thursday afternoon. If

you need to (18) the time, please call me on my cell phone.
W: Thanks, I’ll see you on Thursday.

III Language Focus

Useful Expressions

1. HIEHRA/H B 54K 0] i A B

e Good morning, Beijing Trading Company. May 1 help you? / Who would you like to speak
to?

e Can/l speak to..., please? /

e I’'m sorry, he’s not in the office now. / Sorry, his line is busy. / She has a visitor at the
moment. / He is in a meeting now. / I’m sorry but he’s in Shanghai on business.

e Can you hold on, please? / Hang on a moment.

e Do you have any idea when he’ll be back? / Could you ask him to call me back? / Could

you tell her to call...as soon as possible? / Please have her return my call. / Let me call

back later again. Thank you.

Just a moment, please.../ OK. I’ll just put you through.

Is...there? / Mary is out right now.

I’'m sorry to call you so early.

This is an emergency. I need to get in contact with him right now.

Can I leave a message?

L TE I TR 2 e A R

I’d like to make an appointment to see Mr. Smith next week while I’'m in Beijing.
I’ll check Mr. Smith’s schedule and see if I can arrange an appointment for you.

e o o Ve o o o

Would that be convenient for you?

I’1l confirm your appointment as soon as possible.
e [ wonder if he could see me early tomorrow morning.
e Sorry, but he has a full book schedule tomorrow morning.
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Could I possibly make it in the afternoon?
. TRABLER/FRAT F5 8]
I’d like to make a reservation for a flight from...to...Nov.28th.

Can I select my seat? 3 A] LS & J AL 15 ?
I’d like a window seat.

e o W e

I’d like in the non-smoking section.

I prefer to sit by the window.

Do you have a seat on the flight after that?
What’s the departure time?

What time is the flight scheduled to leave today?
What’s the check-in time?

How long does the flight take?

Lesson 2

I Pre-Listening Work

The following words and phrases are to present in this lesson. Please write down the
equivalent Chinese meaning and try to remember by heart.

order individual
production register
production engineer membership
incorporated corporate
discount reduction
consignment reasonable
opening ceremony enquire

managing director

II Listening Practice

PART ONE

Questions 1 to 8

e For questions 1 to 8 you will hear eight short telephone messages or conversations.
e For each question, mark one letter (A, B or C) for the correct answer.

e After you have listened once, replay each recording.

@
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. When will Mr. Jones receive the new fax machine?

[ today ] | tomorrow |

A B C

. Who does the man need to speak to?
A. Oliver Brown

B. Brian Jones
C. Albert Green

. How much will John Smith’s hotel bill be?

B C
. How are the operating instructions sent to the customer?

A. By the E-mail and the fax.

B. By the fax and the mail.

C. By the mail and the fax.

. Where is the man telephoning from?

>

A. his office
B. his home
C. his hotel
. When will Michelle pick Mr. Green up?
A.
B.
C.
. Which flight will the man take ?
A.
B,
C.

. Who is asked to call back?

A. Katherine Hawkins
B. Emily Borrow
C. Peterson

PART TWO  Questions 9 to 15

Look at the message below.
Some information is missing.

You will hear a man telephoning a Sales Department.

&

D



