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UNIT 1

Using the Telephone

Focus
e Making and answering the phone call
e [.caving a telephone message

e Making inquiries by telephone

m Warming Up

The following questions may help you understand what you are going to learn in

this unit. Work in pairs or groups and try to answer the following questions:

1. Is it very important to use the telephone? Why?

2. What are the advantages and disadvantages of using telephone compared with other

means of communication?

3. Can you think of any commonly used phrases and expressions in telephone

conversations?

4. Do you know any professional telephone etiquettes?

Tony Smith san employee from Auchan Group in Paris,is calling Wuhan ProStar

Electronics Co.,Ltd. in Wuhan ,China,asking for prices for notebook computers ,Series

AASE. The latter agrees to send the catalogue and price lists by email to Tony Smith.

Operator:
Tony:
Operator;

Tony:

Good morning. Wuhan ProStar Electronics. Can I help you?
Good morning. Can I speak to someone in Sales Department, please?

Please hold the line. I'm connecting you.
OK. Thank you.

(A few seconds later).

Operator:
Tony:
Mary:
Tony:

The number is ringing for you now.

Thank you for your help.

Sales Department. Mary Wong is speaking. What can 1 do for you?

This is Tony Smith from Auchan Group in Paris. I've read your advertisement

on the Internet and I'm very interested in your notebook computers. Can
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you send me your latest catalogue and price lists of your notebook
computers,Series A45E?

Mary: Certainly. Mr. Smith. I'll send you right away. But where shall I send them?

Tony: Can you send them to me by email? My email address is: tonysmith (@
auchan. com.

Mary: Okay ... tonysmith(@auchan. com. So the name of your company is Auchan
Group.

Tony: Yes,that's right. Auchan Group S. A. in Paris, France.

Mary: All right. Mr. Smith. I'll send you by email our latest catalogue and price
lists of our notebook computers, Series A45E,

Tony: Thank you for your help. Goodbye.

Mary: You're welcome and thanks for calling. Goodbye.

Vocabulary
Sales Department BT

hold the line S LR L T )RR
connect o . HEE
notebook computer & iC < HE i
series EY |
catalogue RIS
price list SRS
A
‘; Notes

1.

Good morning. Wuhan ProStar Electronics. Can I help you?

MFEUTHLTEIS . BR TS XS T4, ﬂﬁiEU&%HXTﬁ%EETEAE’J@@'JZ’\jZﬁ?TE?
TR ) A ARE IS S5, LIRFLE . BT X BN Rl L Sl gl th T A R4 F% Wuhan
ProStar Electronics, T 7ER 3 19 J5 21 &8 7385 85 # 00 N Bl b iy ik | A S ERT 144
PR 4 | it i3 : Sales Department. Mary Wong is speaking. What can I do for you?
Can I speak to someone in Sales Department, please?

AR — T A NG ? /TR AR B A A d s g

X N A RS — AT B R W ) 7 i B A5 R, 3B AN K S B BRI 3 BT LA
M1 someone —ia], FRA T35 A0 G2 B BRI A .

W AR EE A AT LU : Can T speak to...? /May I speak to...? /Can I talk to...? /
I'd like to speak to.... i — 46 [ BBl B ) R i85, L n: Is Andy in? Is Jackson
there? NS 75 B 45 45 31 52 N sl B350 171 (19 3& , 18 AT LAt Would you like to put me
through to...? F il Would you like to put me through to the General Manager’s
office? WA /ML 3 ol DA B4R 3PS, ol : Extension 426, please.

. Please hold the line. ANEEH:H 1,



TR A A T R B0 N sl 2 B T LA T R T A A 0 P T R

KAy FikZEAE A Hold on, please. /Just a second, please. I'll get him. /Hang on one
second. /Please hold and I'll put you through to his office. /One moment please. ¢
4. T'm connecting you. 4 i iF 25 /R ¥ 25
PRz E A ] L Tl put you through,”
5. This is Tony Smith from Auchan Group in Paris. F%2 [ 2K & A B3 e » %W,
iR GE G ATHRIE M B S A S &0, —BAHT am... i 25"

This is... 75"

it's... "4 : Hello, this is Julie Madison calling. /Hi,it’s Gerry from the

dentist’s office here. #HLIE I AA 02 3 30 (0] 1) A B & 00 By, 0] LA : May T know

who is calling, please?

Comprehension Questions

1. Why does Tony Smith make this phone call?

2. In what way does Mary Wong send Mr. Smith the information he wants?

Franck Ribery, Purchasing Manager from Auchan Group S. A. in France, is
calling Mr. Lee,Sales Manager of Wuhan ProStar Electronics Co.,Ltd. Since Mr. Lee

is not available at the moment ,Mr. Ribery leaves a message.

Receptionist;
Ribery:
Receptionist;
Ribery:
Linda:.

Ribery:

Linda:

Ribery:

Linda:
Ribery:
Linda:
Ribery:

Linda:

Good morning! Wuhan ProStar Electronics Co., LLtd. How may 1 help
you?

Good morning! This is Franck Ribery calling from Auchan Group S. A.
in France. I'd like to speak to Mr. L.ee in Sales Department.

OK. Hold the line, please. I'll put you through.

Thank you.

Hello,Mr. Lee’s office. Who is calling please?

Hello, this is Franck Ribery calling from the Purchasing Department of
Auchan Group S. A. . May 1 speak to Mr. Lee?

I'm afraid Mr. Lee isn’t available now. Would you like to leave a message?
Yes. Please tell him that we are interested in your notebook computers,
Series A45E, and we've got your price lists. But we'd like to know if
there is any discount on large orders. Could you ask him to call me back?
Sure. May I have your number please?

Yes,my number is (00)33-1-48168097.

And would you like to spell your name.please?

Yes, f-r-a-n-c-k, Franck, r-i-b-e-r-y, Ribery.

OK, Mr. Franck Ribery from Auchan Group S. A. in France, and the
number is (00)33-1-48168097. Is that right, Mr. Ribery?
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Ribery: Yes,that's right.
Linda: OK.I'll give him the message.
Ribery: Thank you for your help.

E Linda: You're welcome. Goodbye!
P
e
.; put through BEE g
Purchasing Department SR
available AT HRASIE R 0 s 25 N Y, A B[R] 1)
leave a message Ba.BofE
discount (Hr#& LB BT SF B Hrdn
order T IT 6T
"
}' Notes
1. Who is calling please? i ZH—fi7 / iF0]/EAFRIEE?
KA RIEEA -

May I ask who is calling, please?
May I know who is calling, please?
Who shall T say is calling, please?
Can I ask who's calling?
Whom am 1 speaking with?
Whom am I talking to?
And you are?
2. I'm afraid Mr. Lee isn’t available now. Xt AN# , 2= 54 BAEANTE .
—AJEAE R G R P E AR A AATE B 7T LLZS ) —SeeE o BAR Al , 0.
I m afraid she’s in a meeting.
I'm afraid she’s on holidays.
3. Would you like to leave a message?
TEEEFY/FEZENMEEY? REEEANHEWD?
WRITHIE N E R AT, ST E AR TE . T R A A AT DR BGERT J7 B
Ei ’ ﬁ_‘l‘u\lﬁ
Can I take a message for him?
FTEREM AL LIERE =, HEREAR -
Could I leave a message?
Could you take a message?
LR AR AT H IR I N BRI AANTE , sl BT A B G, ST RIS B A i A b 83
T o MR B (8] FEAT 5k v LAX 485 : Tl call back later.
4, May 1 know your number? GE4&1VFIRARA HIE S S 2

.



WA PAiX 4 i : Could you tell me your number?
5. And would you like to spell your name, please? #EREBFEE— F M4 Fng 2
FEFTHL A A 2 A T i R A, X HIE S 85 A& VA R4 B S S EE R
B LTEERE  WRA KA » o] AR 7 &, s P, sl E S it m s &, Tl
FEAEIXSEAFOL T RIA T2
Would you mind spelling that for me?
Could you please repeat that?
Could you speak up a little please?
Can you speak a little slower please?
Can you call me back? I think we have a bad connection.
6. OK,Mr. Franck Ribery from Auchan Group S. A. in France,and the number is (00)
33-1-48168097. Is that right, Mr. Ribery?
X H# Linda E& Mr. Franck Ribery # £ 25 8, AFIAf A D R IEA IR, 4
ke EHTACHETANERHETBEIENA - REEE T FENE, URIEID R
PR A B R

r Comprehension Questions

1. What's Franck Ribery’s purpose of making this phone call?
2. What does each part of the phone number (00)33-1-48168097 represent?

X
™~ 4

“#* Oral Practice

1. Substitution Exercises

A: T'd like to speak to Mr. Smith, please.
B:
Complete the above dialogue by using the following:

—Hold the line, please. I'll put you through.
—Hang on, please. 'm connecting you.

—Just a moment, please. I'll get him for you.

A

B: This is Mr. Fox from United Textiles.
Complete the above dialogue by using the following:

—May I ask who is calling, please?
—May I know who is this speaking?
—Who shall 1 say is calling, please?
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B: This is Mr. Smith speaking.
Complete the above dialogue by using the following.

~—Mr. Smith, please.
—1Is Mr. Smith there?
—Is Mr. Smith in?
A

B: Certainly.

Complete the above dialogue by using the following.
~—May I leave a message?
—Could you give him a message?

—Could you tell him Mr. Smith called?

Could you put me through to...?

Complete the above sentence by using the following.
—the Finance Department

—the manager’s office

—the extension 506

2. Practice Sentences

1) I'm sorry. Mr. Smith is not in at the moment.

2) Mr. Smith,Mr. Li from United Textiles wants to speak to you.

3) I don’t expect him to be available until 2 30.

4) Shall T ask him to call you when he returns?

5) Yes. Please tell him to call Mr. Zhang at 231-4567.

6) Sorry I can’t hear you clearly. Would you please speak a little louder?

7) The line is bad. Would you please say that again?

8) Sorry. Something is wrong with the phone. It’s not clear. Please repeat that.
9) Please ask him to give me a call as soon as he returns. He has my number.

10) I'm afraid he’s stepped out. Would you like to leave a message?

3. Oral Translation Exercises

D) RbF i R RS .

2) 5% 234 41l

3) WEMAE GERHEERD . XA T %,

D XK, BiE L, TR - Tkt JLIHTER?

5) ARG B i TR IR s . RS2 580-4329 ¥ 234 41HL.
6) X AN 33X FL A Y sk ST S R AR AR R T .

7) GRERR A A IREY TS

8) R LIERR i ) WAL 7

9) FEHEA E R — 7 FRITARTHR.




RS

10) SRR B ATE B . BIEE AT G2

Work in pairs. Construct dialogues based on the following situations.

Student A: You are calling M & M and want to speak to Ms Grunwald. If Ms Grunwald

isn’t in the office.leave the following information:

®  Your name

® The name of your company

® Your telephone number:8677-8910 (or use your own)

o Ask Ms Grunwald to call you back. You can be reached until 5 o’clock at the above
number. If Ms Grunwald calls after 5 o’clock, she should call 8458-2416

Student B:  You are a receptionist at M & M. Student A would like to speak to Ms

Grunwald, but she is out of the office. Take a message and make sure you get the

following information:

e Name and telephone number—ask student A to spell the surname

e Message student A would like to leave for Ms Grunwald

e How late Ms Grunwald can call student A at the given telephone number

Student A:  You need to purchase ten new computers for your office. Call JA’s

Computer World and ask for the following information:

e (urrent special offers on computers

e (Guaranty

e Possibility of discount for an order of six computers

Student B: You work at JA's Computer World and now answer student A’s questions

using the following information:

e Two special offers: Multimedia Monster—4, 500 yuan; and Office Taskmaster—
4,200 yuan

® One year guaranty on all computers

e Discount of 5% for orders of more than five computers

Students will work in groups of 5~ 6 and have a discussion on the following
questions:
1. When answering the phone call, what should be paid attention to?
2. When making a phone call, what should be paid attention to?
3. When taking a telephone message,what should be paid attention to?
4

. When leaving a telephone message,what should be paid attention to?

I

=e
A
Ta
=-
e
iE
(=]
iE



