Using English on the phone
When did you last use English on the phone?
Do you ever talk to people over the Internet?

How confident do you feel speaking English on the phone?

Do you any useful tips for speaking English on the phone?

What do you think of the following ideas?

· Plan your call. Make notes on what you want to say and write out important words and phrases or questions you want to ask.

· Practice what you are going to say before you call. Do you need to speak more slowly?

· As you make calls, write down any new expressions you hear and add them to a phrase book. 

· If the speaker talks too quickly, don’t be afraid to ask him/her to slow down.

· At the end of the call, summarize what you have agreed so that you can confirm that you both understand.
Telephone etiquette

There are some basic  rules to remember when you make business calls, just as there are in written communication. Also in telephoning, the type of language you use will be affected by how well you know the person you are speaking to.  In the case of a formal relationship:

· When you answer a call you should first identify yourself and name your company.  

· If you are the caller you should identify yourself and explain why you are calling.

· Both in calling and answering, you should use formal language.

· Avoid having the caller wait a long time on the line.

· Don’t eat, chew gum etc. when you are on the phone.

· At the end of the conversation thank the caller.

Useful language

Answering the phone.
· Banks Brothers, this is Julia Clifford speaking. How can I help you?

· Good morning, this is Guy Lawrence. How can I help you?
Identity of caller

· This is Mary Peal of Hay’s Travel. I’m calling about… / I’m phoning to ask if…/I’d like to speak to….., please. Could I speak to….., please?

Indirect questions

In formal language we often avoid direct personal questions (e.g. What’s your name? How old are you? Who are you?).

It is preferable to use indirect questions:

· Could you give me your name , please?

· Could you tell me your date of birth, please?

· Who’s calling? Who should I say is calling? (When you must pass the call on to a colleague)

Absent colleague

When the caller wants to speak to a colleague who is not in the office or can’t come to the phone  you should use expressions such as:

· I’m afraid …………/I’m sorry …… is not in the office at the moment/is in a meeting. I’ll have him/her call you back as soon as….

· Would you like to leave a message?

Functions
Match the functions 1 – 18 with the language a - q below (some functions are represented more than once, others not at all):

1. Answering  the phone 

2. Offering help

3. Asking to speak to someone

4. Asking who’s calling

5. Connecting the caller

6. Giving a reason for calling

7. Greeting

8. Asking the caller to wait

9. Checking that the person who answers has time to talk

10. Asking the caller to call back later

11. Explaining that the person is unavailable

12. Leaving a message

13. Showing that  you’re interested/ showing that you’re listening

14. Asking for repetition and/or clarification

15. Clarifying

16. Apologizing

17. Ending the call

18. Referring to a future contact
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a. I wonder if I could call you again next week

b. Let me just get a pen

c. When can I expect to hear from you?
d. Sorry. I didn’t catch that

e. Is this a good time?

f. I see

g. Can you ask her to call me back?

h. Nice to hear from you again

i. Really?

j. Would you mind saying that again?

k. He can’t get to the phone right now

l. I’m calling in connection with…

m. So that’s i as in igloo
n. What can I do for you?
o. It’s about….
p. I’d better read that back to you. 

q. Would you mind calling back in an hour?
Exercises

1) Read this phone conversation. Do you think it is a successful phone call) Why/Why not? (B. is the caller).

A. Hi.

B. Is John there?

A. Who?

B. John Smith

A.  No.

C. OK. Bye

Rewrite the dialogue using the rules studied above.

2) Write the following conversations:

a) Mary Peal of Hay’s Travel calls Frank Mathews of City Bus Tours. His secretary asks her to hold the line while she puts her through. Write the conversation between Mary and the secretary.

b) You receive a call from someone who is looking for Ruth Gladsby. As there is nobody in your office of that name, explain to the caller that they have the wrong number.   

c) A caller asks for Mary Peal who is out to lunch at this moment. 

d) The hotel receptionist receives a call from Kenneth Gunashil for a guest in the hotel. The guest is out at the moment. The receptionist asks the caller to spell his surname. 

