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Introduction

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

Introduction to the course

Effective Telepheningis a practical and accessible course specifically
designed to develop the essential communication and language skills
needed lo make and receive telephone calls in English. It is divided into ten
units which deal progressively with key aspects of telephoning, from
prepuralicn through io making arrangements and closing calts. The course
aites Lo develop both compelence and confidence in a variety of situations,
s¢ that by the end af the period of study learners will have acquired the
necessary skills 1 handle almost any kind of call.

Course components

The course congists of four components; a VO, a Students’ Book, an
audiv cassette and a Teachers Book.

The ¥CD TheV{T1 is the central commponent of the course, and acts as a fogus for all
the activities contained in the Student’s Book. Based around the story of a
British company organizing a trip to America, it illusirates a range of
telephone calls: handling messages, making arrangements, dealing with
complainls and solving problems.

The Stadent’s Book The Student’s Book consists of ten wnits which correspond to those in the
VT3, Each unit is divided inle three sections: Canrentmmication skifls,
Languege knowledge and 1clephoning practice.

The Casrumication skiffssection identifies and practises key telephoning
skills which are illustrated in the VCD . and aims to involve the learnerina
process of feedback, evaluarion and development. The Language
knawledge section, supported by the andio cassette, expands the learner’s
knowledge in key functional and lexical areas, as well as focusing en
aspects of intonation. The Telephoning practice section gives the learner the
opporiunity to put both communication skills and langnage knowledge
11t practice using a variety of role-plays and simulations.

The Audio Cassette This consists of approximately 45 minutes of extracts lrom additional
telephone calls and torms the basis of the listening activitics in the
Language knowledge section of the Siudent’s Book,

2 INTRODUCTION



The Teacher’s Book

Comumunication skills

Language knowledge

In the classroom

Sell-study

"This book provides an intreduction L the course from the teacher’s point
of view. It offers suggestions for further exploitation in the classroom and
self-study time, and contains cxita, photocopiable materials for
telephoning practice.

The approach

In ea<h unit, Effecsive Telephenzing first ilbustrates a poor raodel of
telephoning practice in orider to demonst=ate whal can go wrong. [t then
mawves on to loek al 3 good model in which the speakers maximize the
effectiveness of Lheir call. This approach is designed to develap learnery’
abilities in two main arcas.

The ceurse develops the skills of both initiating and receiving calls. It sesks
tix build the learners’ confidence in their ability 1o handle both <he
expecled and unexpected. Skills such as giving feedback, reaching
agreement and active listening ave demonstraled an the VCD ., These are
then analysed and practised with the support olthe Student’s Book.

Languape areas such as opening and closing a call, lcaving and taking
messapes, handling numbers and spelling names are presented and
practized in the Studen’s Book. Additional excreises help ro develon the
lezrners” appreciation afthe importance of intonalion on the telephone.
The audio cassette is used o further illustrale and practise these areas.

Using the course

Allparts of the course are designed 1o work either as classroom material or
for self-study.

Lach unit takes the learner thruugh the objectives in the areas of
Commurnication skills, Language kirowledge and elephoning practice. Thery
15 an introdection designed Lo make the learners reflect on their own
experience, and to anticipal The focus of the material which follows.
Depending on the needs ol the group or the amount of time available, the
coutrse can either be dollowed from start 2o fiuish or concentrate nn selicled
units. The Telephoning pracrice activities in the Stadent’s Book provide
retevant, context-based practice of the key aspects of the unit. These
activities are designed lor vither pairs or small groups. Wherever possible,
they should be reconod on audio cassette for analysis and teedback.

The V{1}-based activities lucusing on communication skills have heen
developed with the dassroom in mind. [Towever, most of the queslioms
have answers in the Answer Key, and individuals can use the VI on 4
sell access basis. The Larguage knowledge section can certainly be useiully
followed as self-study. The Telephoning praciice section always involves pair
or group wazk, although preparation for these activities could also be done
for self-study.

INTRODUCTION
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4 WHO’S WHO

Who'’s who in
Effective Telephoning

Effective Telephoningillustrates a series of telephone calls between rwo
companies. One is a British computer firm called Communicon
International. The other is 2 PR and events company called Odyssey
Promotions, based in New York

Communicon International

The company

Communicon
International

Comimuricon international s &
medium-sized computer firm
based outside Londan, It
employs nearly 500 staff
Involved in the production,
sales and distribution of
computer communications
hardware and software. It has
a strong position in the
European market but is looking
to areak into the US market.

The people

Mick Deiwin

Sales Director

e = resooasible for

Cevel oping e ponipary's

15, Tagain ¢ footholdin

A s, Re wants Com narieor
Lo bz present at the 2 ectronice
Trade Fair. cue W be Fed in
ey York [ater th 2 year.

ut
£
-
—

Diane Davis

Sales Asaistant

Shz is assistant to Mick
Cezlevire zed resporsible cra
nerber of spec al gro ects.
Sha has basr patin eharge o°
2rEan Zing ComTnicor s i
Lo Mew Yerh,

Francesca Mattholl

Sales Trainee

Franceszais Nalizr and nes
recerly pired g Sa'es
Dzpartnent az a ranagzment
trainzce. Sha supports Nick
and Dian= in sore aspects of
Eheir e,

dvrrravtbnddadbring
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Odyssey Promotions

The company

Odyssay Promotions
specializes in organizing PR
-/ and sales avants, Tha
L company arranges sales
conferences, exnibiticns and
representation at Trade Fairs.
It is based in Mew York but has

0 DYS S EY an international clientele,

PROMOTIONS

The people

Helen Turner Gregg Anderson

Senior Partner Promations Assistant

delen founced Odyssoy GregE is a recart gracuaic of

Fromotians Sight years ago. ah Ameriesr university. This is
Her work nowadzys mainly Fiz first job. His mle as Heler

medives clienl relsl ons and Turner's assislzel nvolves

orespeEnting for 1w business, ma-irg 2l ke arrargsments

Tar the fients’ salRs BUEnTs
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Communication skills

What do vou do before yon make a telephone call to someone you have
never called before? How de you prepare for it?

Pre-viewing 1

2 Readthe VI Telephoning Context.

VCD Telephoning Context

The companies The people

Communicon ODYSSEY

International PROMOTIONS
Communicon Intemational Odyssey Promotions Nick Delwin Helen Turner
is based in the sauth of is pased in Mew York, and is the Sales Director for IS the SEenior parner in
England, and manufacturcs organizes salos and FR Cammunicon Internationzl. Cdyssey Promotions.
and sells complrer envets.

SOMEMUicaLians nanhare.

2 The call

Nick warts Caommunican 1o exhibit & an internatiznal trade fair in Mew York, He has oesn given
Helzn Turner's numbear as someans wha may a2 able o hele with arganizing this.

Viewing 3

Watch Version 1 from 00.01 to 02,09, As you watch, note down what Nick
does badly, Use the checklist to help you. Compare your noles with the
Answer Key on page 95,

UNIT ONE



Post-viewing

Checklist — preparing for a telephone call

Preparation Does he prepare for the call?

Purpose |s the purpose of the call clear?

People Are the introductions adeguate?

Information |s the information clearly communicated?

Tone |s the atmosphere positive?

Watch Version 1 again. Identify these moments:

a Nick shows that he hasn't familiarized himselfwith the name of the person
he's calling

b Nick shuwws that he hasn't noted the dates of the exhibition

¢ Nick shows thal he hasn't realty thought about what he wants Helen
o de,

Walch Version 2 from 02.10 Lo 03.58. [se the checklist above to comment on
the second version, Compare your comments with the Answer Key on page 98,

Watch Version 2 again. Tdentily the morments when:

a Nick explains how he got Helens number
b WNick cxplains the purpose of the call
¢ Nick gives clear information about dates.

Pair work

Choose one of the calls below. Draw up a call preparation sheet. Include all
the items you need to think about before making a call. Compare your
checklist with your partner’s, and with the one in the Answer Key on page 9%,

a Youare looking for 2 job. A friend has recommended someone wno might
be able to help you. Your objective is to call this person and try to arrange
a meeting.

b Youwant some information about a competitor’s prices. A colleague has
recommended that you phone a consultant who may have this
information. Your objective is to call this person to get the information,

FIRST CONTACT 7



Language knowledge

NICE DELWIN
“Your name was given fo mie by Par
Johnson from our Australian office.

Listen to the opinions of eight telephone users, As vou listen, puta
tick (;} iftheir opinion is positive, a cross {3 if it is negative, and a (2}
if'ir is both,

Fatrat

1 one O frve
M1t O six

O three [ seven
O four O eight

2 What positive or negative experiences have vou had using the phone?

Language focus Telephone terms

People

cafler / calfed parey
switchboard (operator)
relephonist

operator

subiscriber

Types of phone

fixed

desk / desktop phone
motile

hands-free {in o car)
push-bution

Parts of phone

hundset
dial
Keyprad
ERTriCCe
mputhpiece

Numbers Problems

stifiseriber nymther beeed L

focal / national S imternetionad code. . engaged (busy)
ex-directory ciet off

freephone (0800} criss=talk (interference,

affice { work number somebody on the line)
exteriin off the hoak
direct fHne number unobrainable
furrie nunther .
Actions
Services pick tp
Operaior putdown
Directory Enguiries hold on
Call diversion hangup
Ceelf waiting dial / redial
Cerlf hurting
Calls
lomg distanee
infernational
local

collect (L8} / reverse charge (UK)

8 UNIT ONE



Complete the following operator messages with an appropriate word or
expression from the Language focus.

a This numbet has been changed. Please replacethe . _and

the following number.

b Thetelephoneis permanently — . 1t must have been left

¢ U'msorry I can't give vou that mumber. It's

d The _ for Leeds has been changed. Please - —_

inserting 05 before the subscriber number,

e Allthelinesto Parisare _— . . Please trylater.

What would you say to the operator in these situations?
a You have no change or phone card and you must phone home urgently.

b You have tried 2 number several times and you always get a ‘number
unobtainable’ tone,

¢ You have got through to the wrong number, You need to find the right
number.

d Yourline suffers frequently from interference from other calls.
e You would like to know what vou dial to reach a subscriber in China.

Malch the extracts to the situations below:

a anengaged line G

b thelinesaddenlycutoff O

¢ abadline O

d hanging up too quickly [

¢ awrong number. O
Telephoning practice
Pair work

Student A

Prepare and make the following calis,

You are a purchaser. You need to buy some computer hardware. You have
heard that a new distributor called Compusave are offering some very
good trade discounis. Call them and try to speak to their Sales hManager.

You are staving in the UK. You would like to book some theatre tickets fora

show called *Shanghai Express’ Decide the night, number ol tickets and
price range.

FIRST CONTACT 9
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UNIT

ONE

10

You have recently placed a job advertisement in Executive Placement, a
monthly magarine, Unfortunately they published itwith two errors (a
spelling mislake and a word missed oul). Phane the newspaper to
complain and get sorme action.

Your secretary bas made a provisional appoiniment (o vou 1o se¢ a
management consultant called Peter Kindale (Hill & Samuet). You have
decided you have no time to see him. Phone his office and cancel the
appointiment.

Your computer has started to have problems (the screen keeps on freezing).
Flione the help desl.

Prepare to receive the following calls.

You are a sales representalive for an office furniture company called
Montroyale. Student B will usk to speak ta the Sales Manager. Sheis out so
you should deal with the call. Studen| B will want some infermation about
prices for a new range of office furniture, Stylo 2000

Drrices:

desles from £350 to £480

chairs lrom £110 1o £180

cabingts frorm £150010 £220.

You work in a car hire firtn called Magihire, Student B will call vou to book
a small car for the weekend. Offer himfher the Tallowing:

category A (small} car Ford Fiesta 1.4 L
daily price £35.00
special weekend price £35.00 (insurance and unlimited mileage included}.

Your campany, ACTO Alarms, recently installed a new burglar alarm
systen [or alaocal firm called SKT Lid. You will receive a call from them.

Your colleague Swanna Warren is out of the office. You will receive a call
COMCErning an appointment.

You wurk on the customer service desk for a targe clectricity company. You
will receive a call from a customer who has suddenly been cut off.
Apologize and explain that the faull is due to vulside contractors culling a
cable. Promise re-connection within 24 haurs,
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Student B
Prepare to receive the following calls.

You work for a company called Compusave as a sales representative, Your
Sales Manager {s out at the moment, but vou should be able to tell Student
A about trade discounts.

Kevhoards: 10%4 for purchases af 10 or more

Scresns: % for purchases of 5 or mare

Tower processors: 486 — 15% for purchases of 11t or more
Pentitm — 10 %4 for purchases of 5 or more

You work in a theatre ticket office {the Theatre Royal)., Student A wants to
beok tickets {or “Shanghai Express’ Ticket prices and availabitity are as
fallows:

Stalls £15.50 — all seats sold out, except Monday nights
Dress Circle £25.00 — seats available all nights
L'pper Circle £12.50 — only seats with restricted viewing avatlable.

You work for Executive Placement, a monihly magacine. You will receive a
complaint from a customer who has recently placed a job advertisement.
CHfer to correct the ad and re-run it next month, free of charge.

You work for ITill & Samuel, a firm of management consultants. One of
the team, Peter Kindale, is out of the office at the momem. Take a message
forhim.

You work on the help desk for Arandale Computers, Arrangs for an
engineer to visit this customer.

Prepare and make the following calls.

You have seen a new range of office furniture advertised by Montroyale,
Phone them ta enquire abont prices of desks, chairs and cabinets in the
Stylo 2000 range.

Phone Magihire, a local car hire firmn. Book a small car for the weckend.

Your campany, SKT Ltd., recently had a new burglar alarm system fitted.
The alarm keeps on going off for no apparent reason, Phone the suppliers,
ACTO Alarms, to complain.

You recently made an appointiment to see Suzanna Warren concerning
some legal advice. You are unable to keep the appointment. Phone her to
cancel it.

To your great surprise, your electricity supply has suddenly been cut off,
Phone the clectricity company to find out what the problem is.

FIRST CONTACT 11



