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Unit 1 Telephone Communication

Unit 1 Telephone Communication

N e e R e N U m e N U L a m P U m g
Teaching Goals
Knowledge Goals: To enable students to be familiar with different purposes of telephone
calls.

Competence Goals: To enable students to know how to make an effective conversation on

the line.

Quality Goals: To enable students to express themselves properly and fluently in

telephone communication.

% Background Information

For businesses large and small, effective telephone communication is a requirement.

From the time a call is initiated until it is terminated, you and your company are being
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evaluated by the person on the other end of the call. Taking the time to learn techniques for
good telephone communication makes every call you take or make more effective. The
following points are to be remembered when giving a phone call. -

1. Make sure your greeting gets the call off on the right foot.

2. Get to the reason for the call or getting to the meat of the call.

3. Arrive at a resolution or determine whether a resolution has been achieved before
hanging up the phone.

4. Thank the person on the otHer end of the phone for his or her time.

Ask a Favor on the Phone

are Ann, a staff of Chengtai Trading Company. You are
] - customers in Canada. Hew
| th n Fair this April.
Ann: Good morning. This is Chengtai Trading Company. What can I do for you?

Mr. Anderson: Good morning. This is Anderson from Canada. Could I speak to Ann?

Ann: This is Ann speaking. I'm very glad to hear your voice, Mr. Anderson.

Mr. Anderson: I will attend the Canton Fair this April. T wonder if you could do me a
favor to book a room?

Ann: Of course. How many days will you stay here?

Mr. Anderson: About a week. And I'll fly to Guangzhou on April 14.

Ann: Do you have any requirements for the hotel and the room?

Mr. Anderson: A single room near the exhibition hall is preferable.

Ann: OK. T’ll send an email to you with reservation details this week.

Mr. Anderson: Thank you very much. You have been a big help.

Ann: You're welcome. I'm looking forward to seeing you soon.

Leave a Message

Bparﬁmgnt; You are

Secretary: Hello. This is Mr. George Webster’s office.

Tina: Hello. I'd like to speak to Mr. Webster.

Secretary: Sorry, he is in meeting now.

Tina: Could I know when he’ll be free?

Secretary: Hold on please, and let me check the memo. Oh, he won’t be free till
6 p. m.

Tina: Well, how about asking Mr. Webster to give me a call tomorrow morning?

Secretary: OK. Could I know your phone number?
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Tina: Yes. It’s 0731—2862—8286 from China.

Secretary: 0731—2862—8286, right?

Tina: Yes. And my name is Tina Ling. T-I-N-A L-I-N-G.

Secretary: T-I-N-A L-I-N-G from China. OK. T’ll leave the message on his desk.
Tina: Thank you very much. Good bye!

Secretary: Good byé Tinal

(&= Task 3 Dial the Wrong Number

Situation: Suppose you are Linda Liu in BNC. You are giving
in Fortune Company. ; i

e call to Mr. Black

Receptionist: Good afternoon, this is Fortune Company. How can I help you?

Linda: Good afternoon. I'd like to speak to Mr. Black, please.

Receptionist:; Mr. Black? Hold on, please. I'll put you through.

Mr. Black: Mr. Black speaking. Who’s calling please?

Linda: This is Linda from BNC, Is this Henry Black?

Mr. Black: What? Henry Black? No, this is Leo Black, in the Sales Department. Henry
Black is in the After-sales Service Office. I'm afraid you’ve dialed the wrong number.

Linda: Oh, sorry to have interrupted you! Can you give me Henry Black’s extension,
please?

Mr. Black: Sorry, I haven’t got a directory on hand now. Would you mind calling the
switchboard again? I'm sorry not to be of more help.

Linda: Oh, it doesn’t matter. I'll call back to the receptionist. Thank you, anyway.

Receptionist: Good afternoon. How can I help you?

Linda: Good afternoon. This is Linda again. I'm afraid you gave me the wrong
extension just now. I want to speak to Henry Black, not Leo Black.

Receptionist: Oh, there are two Mr. Blacks in our company. I'm sorry, I'll put you
through right now. Please wait a minute.

Linda: OK.

Kg Tips

1. Know the purpose of your call in advance.

2. Make sure you have all the documents you’ll need before you dial the number.

3. Get rid of all distractions: turn off the radio, television, etc.

4, Listen carefully and confirm that you have understood every point. Don’t hesitate to
ask him/ her if you are confused.

5. Try to speak slowly and clearly for the other people may not understand you easily.

6. Don’t rely on your memory: make notes during a call and rewrite these notes

immediately after the call.

7. Make sure you sound polite and agreeable.
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8. Make sure your call is brief. Try to avoid lengthy calls.
9. Don’t try to be funny. If not, you may be misunderstood.

10. Smile while you’re talking. Your listener can “hear” your smile.
f"‘mﬂ Useful Expressions

Good morning, York Enterprises. How can I help you?
Who'’s calling, please?

I'd like to speak to Mr. Black.

Would you please put me through to Henry Black?
Hold on please. T’ll put you through.

May I know your phone number?

Sorry, he is in meeting now.

OK. T'll leave the message on his desk.

Mr. Black’s speaking. Who’s calling please?

pt
o

I'm afraid you’ve dialed the wrong number.

— =
SO

I'll put you through right now. Please wait a minute.

. The line’s busy.

=
w

I'm sorry, I am confused. Could you repeat it, please?

H
=

I'm sorry, I can’t hear you very well. Could you speak a little bit louder, please?

ek
wa

. I'm looking forward to seeing you soon.

& Activities

1. Complete the following dialogues with partners.
Dialogue One
A : Hello. 22625845,

B : Hello. May I speak to Larry?

A ; Sorry, (M) 2

B : Larry.

A : There is no Larry here. GER KT 25187
B : 22625485,

A : This is 22625845. I think (HBESBT).

B : Oh, I'm (AEFBEATHRET).

A : That’s all right, bye.
Dialogue Two

A : Hello, is that the Finance Department?

B Yes, GX B REM 5 4b).
A : T'd like to speak to Alice Wu, please.
B (RMRZWLL).
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A : Hello, my name is Tony Brown, from Go Front Company.

(FFTHIEH) about the check we sent you.

B : Oh, you should speak to my colleague, Libby Hu. I'll (€
#3438 ) to her extension.
A : Thank you.

B : I'm afraid she’s not in the office at the moment. Could you
CEIFR B HEIESHS) and I'll ask her to call back.
A : Yes, certainly. It’s 26689869.

[l . Translate the following sentences into Chinese.

I'd like to place an order for your party dress from your catalog.
I'd like to buy the car on your TV commercial.

We have a bad connection.

Sorry, I didn’t catch you.

Would you speak more slowly?

Can I have extension two-one-one, please?

Her line is busy at the moment. Can somebody else help you?

Just a moment. He is on his way now.

No one answers in Mr. Scott’s office.

10. He is on vacation until next Wednesday.
ll. Translate the following sentences into English.
i A7 1R
B A L2, B2 7 H 22 HARER.
A R R B B H Al
MAR, REREECEEEDSAR.
B A BRI B 5 =5,
REERFRDREREELE.
T 7] 3¢ 2 3 A 75 R sk 2 AR S A LA T 2
RET—Ha®, RMKLSMERSREED?
. REEXTHRT .
10, XAE, REVHE, HREFE—8E, 557

IV. Communicative activities.

Compose dialogues according to the following situations.

1. Compose a dialogue according to the following message.
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To: Bill Green
Date: April 5 Time: 10:00 a. m.
Message

From: Lili Yang
Company: Evergreen Company
Telephone No.: 0086 — 731 - 8653 1234
Message: Call back, the order No. 567, urgent.
Taken by: Mike

2. Imagine that one of you works for Asiaprint, a printer firm, and the other for your
customer, Bright Products, a company dealing in office supplies. You are talking about the
samples sent by Asiaprint by telephone.

3. Amy Lin telephones Jack Smith to make an appointment. He wants to make it at 3:
00 p. m. the next day, but it is not convenient for Mr. Smith, so they fix it at 10;: 00 a. m.

the day after the next day. Make a telephone conversation about it.
\>< Supplementary Reading

Smile and Use the Caller’s Name

Smile

You may be tired of hearing it, but it’s a good idea to smile. When you’re on the
telephone, imagine yourself talking face-to-face with the person. If you literally smile and
show enthusiasm, you’ll convey a more pleasant attitude by the tone of your voice. You may
think I'm contradicting myself, since I explained earlier that body language does not play a
part in telephone communication, but this is an exception. Even though your customer
doesn’t see you, your posture, body language, and facial expression will be communicated
through the tone of your voice. The fact is, our hearing is so attuned to subtleties of speech
that people can tell if you are smiling. Likewise, your customer can tell if you feel exhausted
and are slouching at your desk. Customers can hear our attitude in our tone. The good news
is that “feelings follow actions.” If you force yourself to smile, you will actually begin
feeling more enthusiastic. It sounds absurd, but it’s true. In fact, some agents put a mirror
at their workstation as a reminder to smile. Do whatever you can to monitor your attitude,
and the interactions with your customers will improve.
Use the caller’s name

This helps you establish rapport. Using names can really have a powerful effect. When
I'm calling for support and the agent uses my name in the conversation, it makes me feel
more valued—like I'm an individual and the agent cares enough about me to remember my
name. Suddenly I feel more engaged in the conversation. Of course, whether you use first or
last names depends on the type of service you offer and the culture of your organization.

Using first names has a more powerful effect, but using last names can also be effective. One
6
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rule of thumb is to address the customer the way they introduce themselves to you. If the
customer said, “Hi, this Dr. Robert Walker in the lab,” then address him thereafter as
“Doctor Walker. ” Don’t call him “Bob”.

Tongue Twisters

1. She saw a fish on the seashore and I'm sure the fish she saw on the seashore was
a saw-fish.
2. Blake’s black bike’s back brake bracket block broke.
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Unit 2 Greetings

Teaching Goals
Knowledge Goals: To enable students to be familiar with the knowledge and strategies of
different kinds of introduction.

Competence Goals: To enable students to know how to employ the knowledge and
strategies of introduction into practical use.

Quality Goals: To enable students to express themselves fluently and properly about the

(% Background Information

Greeting is the easiest conversation, which is made probably every minute and in every
place. In business situations, proper greetings can help establish harmonious business ties
and lead to friendly cooperation, while on the opposite side they can ruin your business.
When meeting a new customer, you should greet him/her in a friendly way and
enthusiastically, introduce yourself clearly and show your business card politely. When
greeting an old customer, you should also send regards to his/her business and family.

A handshake is the most common form of greetings among foreigners and is customary
when you are introduced to somebody new. It is only when you meet your friends whom you

8
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haven’t seen for a long time that you can kiss the cheek of the opposite sex. In Britain one

kiss is generally enough.

“)> Tasks

(&= T@Sktl Daily Greeting

: ‘S:itnﬂt‘iﬁn‘g Suppose yo e

Import & Export Corpo ation. N
Nancy: Hi, Maggie! Fancy meeting you here.

Maggie: Hi, Nancy! Good morning. '

Nancy: How are you doing this morning? You look so pale.

Maggie: I'm all right, thanks. Just a little tired.

Nancy: Late night?

Maggie: Yeah, I got home around twelve.

Nancy: You'd better have a rest today. After all, you see, health is the most
important.

Maggie: If you were my manager, I wouldn’t be so tired now.

Nancy: A lot of work to do?

Maggie: Yeah. Well, I must hurry now. I have to get to the airport by ten o’clock. See
you.

Nancy: See you.

&= Task;Z' Meeting at the Airport

Maggie: Excuse me, Sir. Are you Mr. White from New York?

Steven: Yes, that’s right,

Maggie: How do you do, Mr. White. 1 am Maggie, assistant manager of Shanghai
Textile Import & Export Corporation. I've come to meet you. This is my business card.

Steven: Thank you, Maggie. Nice to meet you.

Maggie: Nice to meet you, too. Welcome to Shanghai, Mr. White. Did you have a
pleasant trip?

Steven: Yes, I enjoyed it very much.

Maggie: Anyhow, it’s a long way to China, isn’t it? I think you must be very tired.

Steven: That’s true. But I'll be all right by tomorrow and ready for business.

Maggie: I'm sure. Let’s go and get you checked into the hotel first. This way, please.
My car is outside.
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Steven: OK, thank you. Let’s go.
(&= Task 3 On the Way to Hotel

Situation: Suppose you are Maggie. You and Steven are talking about s&m
topics in the car to the hotel. ' ‘ e

Maggie: Mr. White, is this your first time to China?

Steven: No, I have been to several Chinese cities before, such as Beijing, Shenzhen and
Hong Kong. But this is my first time to Shanghai.

Maggie: What’s your impression upon China?

Steven: It’s a great country. Every person is friendly and the food is delicious. I've
heard that Shanghai is an amazing city.

Maggie: Shanghai is a legend city with a long history and characteristic culture.

Steven: Sounds great. Would you mind if I open the window?

Maggie: No, I wouldn’t.

Steven: What is the building over there?

Maggie: It is the second highest building in China—the Shanghai World Financial
Centre. Our office is on the 50th floor of it.

Steven: Fantastic !

Maggie: Here we are. We have booked a room for you in the Hilton Hotel.

Steven: It is so kind of you.
(&= Task 4 Checking-in
Situation: You and Steven are checking in the Hilton Hotel.

Maggie: Good morning! My name is Maggie. I have booked a suite in the morning.

Receptionist: Good morning, Madame! Please wait a minute, let me check. Yes, it’s
reserved. A business suite, right? :

Maggie: Yeah. But it is for this Mr. Steven White.

Receptionist; Mr. White, would you please show me your passport and fill in the form?

Steven: This is my passport.

Receptionist: You will stay here for one week from May 10th to 16th, right?

Steven: That’s true. Here’s the form.

Receptionist: Thank you. The room rate is 880 yuan per night. And the check-out time
is before noon.

Steven: Does this charge include breakfast?

Receptionist: Yes, it does. And breakfast is offered from 7V; 00 a. m. to 10:00 a. m.
Well, the deposit is 5000 yuan.

Steven: Thank you. Do you accept traveler’s cheques?

Receptionist: Of course, Sir. Your room number is 1606. Here is your room card. If

you need any other service, please contact the Room Service at 8818, they will come to help

you.
10



