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Dialogue 1 A Call about After-Sales Service

Mr Carlson, Sales Manager of Windco AB, a foreign company in
China manufacturing aerogenerators , is talking on the international tele-
phone with Mr Galileo , President of Electriko , an ltalian company . Miss
Wang is Carlson’s secretary . k
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Good moming. Mr Carlson’s office.

Good moming. This is Galileo from Electriko Company of It-
aly. I would like to speak to Mr Carlson.

Yes, just a moment, please. I'll hand you over.

Hello, Carlson speaking.

Hello, Mr Carlson, this is Galileo of Electriko speaking.
Oh, Mr Galileo, how are you?

Not too bad, thank you. How are you?

Fine, thanks. What can I do for you?

It’s like this. I've just got an urgent message. Two of our
clients have got technical problems. Bumt-out generator
coils. And the aerogenerators are still under warranty.

More bumnt-out generator coils? Is the same coil failure as

last time?
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1 suppose so, but 'm not sure.

Can you fix them by yourselves?

I’'m afraid not. You know, it’s a specialist job.

I see. I'll send someone over and try to solve the problem
once for all. I'll consider it and get back to you later.
Good. T'll be expecting your call.

An hour later , Mr Carlson rings Mr Galileo .
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" Hello, Electriko. What can I do for you?

Hello, could I speak to Mr Galileo, please?

Who's calling, please?

Carlson of Windco (China) AB.

Yes, hold the line, please. .. You're through.

Galileo speaking.

Mr Galileo, Carlson here. We’ve decided to dispatch over
Mr Malm, our chief engineer, to attend to your generator
coil problems. We think the best way for him is to fly out to-
morrow moming and conduct repairs on the spot. v
Fine. D’you know how soon that’ll be?

Yes, there’s a flight from Beijing at 8.15 a. m. tomorrow
and it’ll be in Rome at 10.30 local time.

Right, Mr Carlson. I'll be at the airport tomorrow to me¢t
him.

Thanks very much. By the way, since it’s Friday tomorrow,
Mr Malm’d like to make a long weekend of it. Would you
please help make some arrangements for him?

OK, Mr Carlson, you can count on me. I assure you Mr



Malm’ll have a pleasant long weekend here. Bye.

Carlson Thanks, Mr Galileo. Bye.

Notes

1

Windeo AB — 000D

AB here is a Swedish short way for company, just as the word Co.
for company in English. Similarly, AG is a German short way for
Company ..

areogenerator n wind driven generator U U U U U

Mr Cadson’s office — U 00000000000 This is the
way of answering a phone call in English. In answering a telephone
in English, people usually first announce the name of the person or
that of the working unit that answers the telephone.

This is Galileo of Electriko speaking — U U U000 o0n
0 Oln the telephone conversation in English, people, when intro-
ducing themselves, usually say “This is so-and-so speaking’[[l “This
is so-and-s0”. “so-and-so speaking” or “so-and-so here” . instead
of saying “I'm so-and-so” .

I’ll hand you over —LJ on the telephone) I'll let you speak to Mr
Carlson OO0 O0OO0DODOOODO Hand sb over (to sb) in tele-
phone conversation means to let sb listen or speak to another person.
under warranty] or guarantee ] within the period of time in which

the seller of an article promises 1o repair or replace it if necessary U
oooo

once forall — 0000 0MOOOOIMIOO
Who’s callingD — 00 0 0 0 0 O In telephone conversational En-
glish, people don’t say “Who are you?! . but say “Who is that



speaking T 0 “Who's that calling?” or “Who’s calling?

9  hold the line — keep a telephone connection open U U U U U

10  you're through — You can begin to speak U U 0 00 0O O
good

11  on the spot — at the place where an event happenedl] esp. when
oneisneeded (I O O OO

12 local time — the time measured in a particular part of the world [
gon

13 make a long weekend of it — to cause the trip to become a long
weekend U 00000000 E.g.
This isn’t very important — I don’t want to make an issue of it. [
0o000mOoDoDOooono -00o

14  you can count on me — you can rely on me with confidence [l U
omooood

Dialogue 2 Arranging an Interview

Mr David Drake, Managing Director of BSK Co. Lid, a British
wholly-owned company in China, is getting in touch with Mr Charles
Douglas , President of the HSBC, Tianjin Office, by telephone to talk
bout a loan. Miss Li is the secretary of the Managing Director’s office .

Buzz

Miss Li Yes, Mr Drake.

Drake Miss Li, get me the HSBC on the phone, will you, please.
I want to speak to Mr Charles Douglas.

Miss Li Yes, Mr Drake.
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Switchboard .

Switchbhoard, could you get me the HSBC on the phone,
please? The number is 23456789.
OK.2-3-4-5-6-7-8-9.

Good moming, 23456789.

Is that Hong Kong Shanghai Bank Corporation, Tianjin
Branch?

Yes.

Mr David Drake of BSK Co. Ltd would like to speak to Mr
Charles Douglas, please.

I'm sorry the line is busy at the moment. Will you wait?
Oh, hang on. (To Mr Drake) I'm afraid Mr Douglas’s line
is engaged at the moment, Mr Drake. Shall I hold on?

No, don’t hold on. Ask the Bank to ring back when Mr
Douglas is free. '

Yes, Mr Drake. (On the phone) Hello, HSBC? Will you
please call back when Mr Douglas is free? This is BSK Co.
Lid, 23987654. Managing Director’s office.

Right. :

Thank you.

Ten minutes later . -

Buzz

Miss i

Downs

Yes?

The HSBC is on the line, Mr Drake. Mr Douglas is free
now. Can you take the call?

Yes, thank you. Put me through, please. Hello. Good



moming, Mr Douglas.

Douglas Hello, good moming, Mr Drake. I'm glad to hear from you.

Have you come up with any definite proposals for the Bank
to consider?

Drake Yes, Mr Douglas. That’s why I'm calling. I was hoping for

an exchange of views, so I'd like to talk with you personal-
ly. Could you make a time for me to pay a visit to you?

Douglas That’s good.

Notes

1

a British wholly-owned company — a company which is totally in-
vested by British investors U U U 0 0 [

HSBC — short for a British bank Hong Kong Shanghai Bank Corpo-
ration [J 00 0 O

buzz — a continuous sound like the one that a buzzer maked! Ul U
gooomoo

switchboard — (staff controlling a) central panel with a set of

switches for making telephone connections or operating electrical cir-
cuits 1O O0DD0OMIMOOODOO

To get sb on the phone — want to talk with sb on the phone U U U
goood

Is that Shanghai Hong Kong Bank, Tianjin Branch? — 0 0 O [
gooooooan

In the telephone conversation, you don’t say “Are you so-and-so?”
if you ask for the name of the person or unit. Instead you say “Is
that you, Mr so-and-so?” or “Is that Mr so-and-so speaking?” . or
simply “That you?”
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the line is busy —— the telephone line is being used] and so not
available)d O O O O

hang on —O on the telephone) not replace the receiver 0 0 O 0 O O
gooood

I'm afraid Mr John’s line engaged at the moment. — U U 0 [ O

goooobood

I’'m afraid (that. .. 00 usu without that. used to express politely

a piece of information that may be unwelcome) I’'m sorry to say U [J
gboomaoan

Shall T hold onD — Shall T wait for a short timel] 0 O O 0 O [
oo

YesU — used for asking sb what they want 1 D 0 0000 O

to be on the line — to be on the telephone; to be using the tele-
phond] 0 O I OO

Can you take the call? — Can you answer this telephone call (1] O
goooood

I'm glad to hear from you — I'm glad to receive your telephone call
goobobmood

come up with — find or produce (a proposal, an answer, a solu-
ton) 0 M OMDOODMOMOOO

1 was hoping for an exchange of views — 00 00 00000
The past continuous tense “was hoping” used is to show the polite-
ness in the fear that he might be refused to have the chance.

Dialogue 3 Enquiring about an Order placed

Mr Haji, Purchase Manager of Electro Co. Lid, a leading importer



in Egypt , rings ABC Co . Ltd, enquiring about an order they placed two
months ago .

Operator ~ ABG Co. Lid, Good moming. Can I help you?

Haji . Good moming. It’s Muhammad Haji here of Electro Co.Ltd,
an importer in Egypt. I'd like to speak to someone who is in
charge of your Sales Department. We placed an order with
you for computers eight weeks ago, but we have so far heard
nothing about it from you..

Operator ~ Oh, dear! It sounds that the delivery is held up somewhere
on the line. Look, Mr Haji, 'l put you through.

Haji OK. .

Operator ~ I’m sorry there’s no one here in the Sales Department at the
moment, but I'll pass on the message and ask them to get
straight back to you. I'll just make a note. Could you give
me a name, please?

Haji That’s right. Haji of Electro Co. Ltd. H-A-J-I. It’s about
an order for 10.computers.

Operator ~ Which model, sir?

Haji Model W04 ~ 50. Would you ask them to ring me on 01 -
3458567

Operator ~ OK. That’s 01 — 345856.

Haji That’s it.

Operator ~ You made the order two months ago?

Haji Yes, I did.

Operator  Right, sir.

The following day .
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Notes

Hullo.

Hullo. ABC Co.Ltd.

Hullo, yes. Muhammad Haji of Electro Co.Ltd here. I rang
yesterday about a two-month old order. I was hoping some-
one would ring me back. I was waiting the whole day yester-
day, but there’s been still no news from you.

Oh, I'm awfully sorry, Mr Haji. Didn’t Mr Maithew ring
back to you? He’s the Manager of the Sales Department. I
passed on the message to him as soon as he came back yes-
terday .

No, he didn’t. Can I speak to him now?

Well, hang on for a moment, sir. Oh, I'm afraid he is out
at the moment. Maybe he’s making an investigation.

In that case, just tell him unless we have the computers by

"the end of this month we’ll withdraw the order. This may not

be a large order, but I was hoping to do more business with

you in the future. We've a wide connection with the chain

" stores here in Cairo and other cities throughout Egypt.

I’ll tell him to call you back immediately.

1 purchase manager — manager who is charge of purchasing 0 00 O
omoono

2 enquire (also inquire) about — ask for information 0 0 [0 OJ [TJ

O

3 place an order with sb — to send sb a request to make or supply
goods 0 0000



4 Oh, dear0 — here used in expression of surprise, impatience,
dismay, ete 000000000 (Similarly, Dear me!)
5 to be held up —LI the progress of sth) to be obstructed or delayed U
00moom oo
6 somewhere on the line — at some point during an activity or a pro-
cess 100000MOD000
7  the Sales Department — department for sales [ [ [J
8 pass on(the message D) hand or givel the message) to sb else, esp
after receiving or using it oneself (1] U U [ O [0 0
9 make a note — make a short written record (of facts, etc.l to aid
the memory U 0 O
10 would you ask them to ring me on ( phone number] (Il “on” here
used when giving a telephone number 1 1 on 0 0 0 O OO OO
gooooobooooobooubuoooobood
11  a two-month old order — an order placed two months before U U U
goooiomoobooood
Supplementary Dialogues
1 Answering Machine
Alice Hello, I'd like to speak to Diana.
Diana (The answering machine’s voice) Hello, this is Diana speak-

ing. I'm sorry I'm not home at the moment. Please leave a

message after the beep. I'll get back to you as soon as possi-



ble.

Alice Diana, 'm calling from Beijing. Please ring me back on

0086 - 10 - 65787878.

Two hours later .

Diana Hello, 1s that Alice?

Alice Speaking.

Diana Hi, it’s Diana here. I got your message and I'm retumning
your call, Alice.

Alice Hi, Diana, How are you?

Diana Fine, thank you. What are you in Beijing for?

Alice I'm here on business. My company’s dlspatched me here to

attend a trade exhibition.

Notes
1  answering machine — [ [ [J
2 I’m not home at the moment — I’ m not at home at the moment oo
000000 In American colloquial English, the preposition “at”
here before “home” is often omitted.
3 beep n shori high-pitched sound, as made by electronic equipment
orbyacarhomtl D 00000000 O0DOmIODNO
4 get back to sh — speak or write to sb again later, esp in order to
givearpy 1000 0MO0000MO0000
return one’s call — reply to one’s telephone U 0 0 0O 0O [
on business — for the purpose of doing business [ [J
7 trade exhibitioh! also trade fair or trade show! — an event at which



meny different companies show and sell their products 1 U U 0 U U
googo

2 Asking for Information

Betty Taylor rings Mary Chen, asking for the information about
Helen Martin, who is their mutual friend .

Notes

Betty speaking.

Is that you, Betty? It’s Mary here.

Oh, hi, Mary. How can I help?

Can you give me some information about Helen?
Sure. What do you want to know?

What is her telephone number?

Just a minute. 852 4466 1818.

I'm sorry. Can you repeat that?

Sure. It’s 852 4466 1818. Anything else?

.Y%. Could I check her E-mail address?

Of course. I'll just find it ... here it is—helenmartin@cp.
com. hk.

helenmartin @ cp. com. hk. Great. Well, that’s everything.
Thank you for your help.

You're welcome. Bye for now.

Bye.

1 mutual friend — here means a friend of both of Betty and Mary 3t



oood

2 Is that you, Betty? — U U U [ U Uln telephone conversation,

we don’t say, “Are you Betty?”
3 sure adv certainly, of course, yes [ U [l O I [IJ Similarly, we

can also use surely. O

4 e-mail addres§] = electronic mail addressl!— address for sending
text, diagrams . etc. by means of computers linked to a telecommu-
nication network U U 0 01 11 U

5 great adj (informal) very remarkable; splendid U U U 0 O [

Receptionist

Mary

Receptionist

Mary

Receptionist

Mary
Receptionist

3 Taking a message

Hello, Intemnational Sales.

Hello, could I have a word with Mr Zhuge, please? It’s
Mary from the ICI. speaking.

I'm afraid he’s busy at the moment. He’s in a meeting
with a foreign client. Could I ask him to ring you back?
Well, perhaps you could just give him a message. Could
you tell him that because of a rail strike I'm sending a car
to Heathrow Airport to pick him up next Tuesday. The
man will be wearing an ICI uniform, and will wait for Mr
Zhuge just the other side of customs. OK? \
Thank you very much, Ms Mary. I'll tell Mr Zhuge about
it when his meeting’s over.

Thank you so much. Goodbye.

Thank you for calling. Goodbye.



Notes

1 take a message (or could you leave a message J U UJ U U U1 01 [J
Mmooooobooon

2 have a word with sb — to speak to sh J U U 0 [
ICI — short for Imperial Chemical Industries Limited, a very large
British chemical company U U OO OO0 D

4 give a message — to pass on amessage tosbh0 D O O 00O O
oo

5 Heathrow Airport — an international airport near London U O O O
d

6 pick sb up — to go somewhere in your car and collect sb who is
waiting for yoi! U O I O

7 rail strike — a period of time when an organized group of railway
workers stopping working because of a disagreement over pay or con-
ditons0 00000

4 Forwarding a Phone Call

Edmond is ringing up his business friend Goodman’ s office, but to
his surprise he finds his friend answers his call far away in Germany .

Edmond Hello, is that Goodman?

Goodman  Yes, speaking. Who's that?

Edmond Edmond here.

Goodman  Edmond, glad to hear your voice. How are you?

Edmond I’m fine. But...but is anything up in your office, Good-



Edmond

Edmond

Edmond

Edmond

Edmond

man? What a noisy there?

I’m not in my office. Actually, I’m now in Germany, at-
tending the Leipzig Trading Fair.

What? In Gemmany? Tell me another! How comes? It is your
office telephone number that I’ ve dialed.

You can say that again. As I’m always away from my office
and afraid of missing important incoming telephone calls,
I’ ve made an arrangement with the telecommunication com-
pany. . . Excuse me, Edmond, hold on for a moment. I just
want to say a word with an important customer of ours
here. . .Hello, Edmond, I’m sorry, where were we?

Just now you said you’ ve made an arrangement with the
telecommunication company. . .

Right. If a call’s in and rings six times without being an-
swered, that is to say I happen to be out, then it’ll be auto-
matically forwarded into my mobile phone. My mobile is glo-
bal, so I’ m now able to answer your phone call in Germany .
No wonder your secretary told me you were not avaiable sev-
eral times when I dialed her telephone.

Well, old chap, what can I do for you?

I’ ve got an urgent matter to talk to you.

You see, I’m flying back home late this afternoon. What do
you say if we meet tomorrow morning in my office?

It suits me fine. See you tomorrow.

Kind of you to ring. See you then.



Notes

10

is anything up in your office — up here used to say that is happen-
ing, especially sth unusual or unpleasant [/ U U U OO0 OO0

oo

Leipzig Trade Fair — a famous trade fair that takes place every year
in Leipzig, a German city 0 U U 0 00

tell me another — used to tell sb that you do not believe what they
have said 0 0 O 0 OO

how comes?] — used to ask the reason for sth 0 O 0 0O O

you can say that again — I agree with you completely —[! U 0 [T

goomoogn

where were we — what were we talking just now U U 0 O 0 0D

that is to say — in other words U U 0 UM 00O

mobile phone — a telephone that does not have wires and works by
radio, that you can carry with you and use anywhere 0 U U [ [1J
u

my mobile phone is global — I can make or receive phone calls with
my mobile phone anywhere around the world 0 0 0 0 000 00
u

old chap — used to talk about a man in a friendly way 1 U [ [IJ
o oo



