Speaking and vocabulary/ English on the phone

1. Introduction: Telephone phrases

A lot of English you need on the phone is just a small number of key words used in different combinations. The key to successful telephoning in English is confidence. If you have a range of expressions at your fingertips, then you will sound more confident and will have more time to concentrate on the more important parts of the call. 

How many telephone expressions can you make in 4 minutes using one word or phrase from two or more sections below (e.g. Can I have your name, please?). Write them down on a blank page.

                        
ask



please




check



about it




speak to
who’s

again




take

me

with you




see if

you

with me




help 

he/she

back to me




have

him/her
I called




give 

your name
within the hour




speak up
a message
to call me back


I

hold on
someone
a few details

can 
you

get

something
on that                             ?




tell

a moment
is there




leave

it

for me




say 

that

later today




spell



calling




read



when he/she’ll be back

                                   get back to

2. Here’s a list of words that all go with or collocate with a particular noun. Unscramble these words: 

1. (rnwesa)______, (onccent)_______, (kipc)____ up, (pasek)_____ (ot)__ somebody (no)__, (evlae)_____ off the (kooh)____ (telephone)  

2. (egt)___, (eivg)____, (veeal)_____, (assp)____ on, (eeveric)_______, (eodrcr)______, (eakt)____, (rtwei)_____ (nodw)____ (message)  

3. (eavh)____, (aemk)____, (epek)____, (ragenra)_______, (issm)____, (lacnec)______, (etoonpps)________, (lafi)____ to (untr)____ (pu)__ for (appointment)  

4. (chcek)_____, (egt)___, (eivg)____, (claep)_____, (oesl)____, (eevrice)_______, (eayld)_____, (ptoceme)_______ for, (rfonicm)_______ (order)  

5. (aevh)____, (tniles)______ to, (eakt)____ (atrp)____ in, (arcyr)_____ on, (otenunci)________, (arebk)_____ off, (etirsk)______ up a (conversation)  

6. (aekt)____, (eamk)____, (eigv)____ somebody, (atwi)____ for, (ectacp)______, (lcpea)_____, (unetrr)______ somebody's, (upt)___ (oghuhtr)_______ (call)  

3.   What are these words in English? Use a dictionary.

1. GSM: _______________

2. antwoordapparaat: _____________________

3. telefoonkaart: _______________

4. hoorn (van telefoon): ___________________

5. internationale code: ____________________

6. landnummer : ____________________

7. zonenummer : ____________________

8. telefoonnummer : ___________________

9. “0” : __________________________

10. “66”: ____________________

11. telefoonboek: ______________________

12. inlichtingen: _______________________

13. sprekende klok: ______________________

14. doorverbinden: _____________________

15. een boodschap achterlaten: __________________

16. “daar spreekt u mee”: ______________________

17. binnenlijn/extra toestelnummer: ____________________

18. “een ogenblikje”: ___________________

19. onmiddellijk terug opbellen: ______________________

20. bezet zijn: _________________________

21. opzoeken: ___________________

22. een nummer kiezen, draaien: _______________

23. kiestoon: _____________________

24. de telefoon opnemen: ___________________

25. ophangen: _________________________

26. “handen vrij”: _____________________

27. gratis telefoonnummer: ____________________

28. druktoets: _____________________

29. sterretje (*): ___________________

30. hekje (#) : __________________


4.   What are advantages and disadvantages of mobile phones?

	Advantages
	Disadvantages

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	


5. Little project. Visit an English mobile phone website and look for the best deal for you. Bring the information you get to class and work in small groups to discuss the deals.

6.    Crossed lines. Match up the sentence halves of the following fixed expressions.

	The US Company
	
	call me as soon as possible?

	One moment, 
	
	an appointment. 

	Putting you
	
	speak a little slower? 

	Hold the
	
	hear you very well. 

	Mr Law 
	
	a meeting right now.

	Could I speak 
	
	through. 

	This is Peter Stevens 
	
	a message for you?

	I'm sorry, that line's busy;
	
	I'll connect you. 

	Putting you 
	
	 through. 

	I'm sorry, he's not 
	
	responsible for your advertising budget?

	I'm afraid he's 
	
	Be convenient? 

	Can I give him 
	
	Thursday morning? 

	What time will he 
	
	our appointment this afternoon.

	I'm sorry, Mrs Bond's in 
	
	Be back?

	She won't be available 
	
	have the wrong number. 

	I'll make sure that 
	
	to Mr Law in the Sales Department, please

	Could you ask her to 
	
	can I help you?

	I'm afraid you 
	
	she gets the message.

	Could you possibly 
	
	in at the moment.

	I'm afraid I can't 
	
	Of your inquiry? 

	May I ask the purpose 
	
	speaking.

	Could you tell me who is 
	
	line, please.

	I'd like to make 
	
	will you hold? 

	Would 3 p.m. 
	
	until 5 p m.

	I'm afraid I can't make 
	
	out of the office. 

	Are you free on 
	
	from the Philips Group in Belgium. 


Fold the worksheet in half so that you can only see the first column. Then complete each expression. Check your answers. 

7. Basic telephone phrases and common expressions 

help | you | I | How | can | ? | 

you | I | can | What | for | do | ? | 

the | am | calling | catalogue | about | I | . | 

who | is | you | Could | promotion | tell | me | for | responsible | ? | 

Brooklyn | put | to | Mr | me | you | through | Could | , | please | ? | 

to | promotion | to | someone | the | department | talk | like | in | I'd | . | 

you | Could | through | put | me | , | please | ? | 

you | hold | Could | moment | line | for | the | a | ? | 

isn't | Mr | afraid | the | in | Brooklyn | I'm | moment | at | . | 

minutes | you | Could | 15 | in | back | call | ? | 

him | mobile | on | Would | phone | you | trying | mind | his | ? | 

message | a | to | leave | like | Would | you | ? | 

ask | me | Could | to | him | back | ring | you | ? | 

company | me | Could | your | of | give | you | name | the | , | please | ? | 

sorry | I'm | , | catch | I | that | didn't | . | 

slowly | Could | you | more | speak | , | please | ? | 

convenient | When | it | would | be | ? | 

seeing | I'm | to | forward | Wednesday | looking | you | on | . | 

sorry | I'm | , | but | it | to | make | won't | be | able | because | I | ... | 

Could | we | change | it | to | another | time | 

for | Thank | so | back | getting | soon | me | to | you | . | 

you | let | I’ll | get | on | . | 

won’t | I | you | keep | . | 

was | talking | It | nice | you | to | . | 

after | a | tone | message | the | Please | leave | . | 

8. Compose an answerphone message

I’m sorry we can’t ________________________________________ but if you’d like _____________________________________ after the _________________, we”ll get 

__________________________________ as soon ___________________________.

9. Telephone phrases

How many different telephone expressions can you make using just the words in the box below  (in 3 minutes’ time)? You can use the words more than once, but not in the same expression.

what   how   when

I   you   me   him   her   it   that

can   could   ‘ll   called

be   take   leave   read   call

tell   help   do   hold   ask

to   for   in   on   with   back

please   sorry   I’m afraid   right away

a   message   minute   again

10. Telephone Terms Quiz. Fill in the correct words.

to say "hello" into the phone when it rings

something that you can record a message on if the person you are calling isn't home 

a beeping sound that tells the caller that the other person is already on the phone with someone else

a telephone conversation; to telephone

the person who telephones

to call someone who called you first 

a screen that shows you who is calling

a telephone that you can take with you away from your house; mobile phone

a phone that is not attached to the wall (you can walk short distances with it at home or in the garden)

to press the buttons on the phone 

the sound the phone makes when you pick it up

a book that alphabetically lists local phone numbers of people and businesses

to put the receiver down and end a call

a person who answers telephone-related questions when you dial "0"

a small machine you wear that makes a noise (or vibrates) when someone wants you to call them

a telephone; to telephone

a place where you can pay to use a telephone in public

to answer the phone

the piece on the phone that you speak into and listen from

the sound a phone makes when somebody calls; to make that sound

the sound-piece that alerts a person that a call is coming through

11. Which words are missing?

1. When you pick up the phone to call someone you hear a _____________________

2. If I'm not home leave a message on my_____________ _________

3. Sally must be talking to her mom because I have been getting a __________ _____________ for 2 hours

4. I never answer my _______________while I’m driving.

5. Mark always turns his _________________ off when he is studying.

6. I'm busy right now. Can you ________________ later?

7. You have to _______________ ”0" for the operator

8. I have a ___________________ so I can do the dishes and chat at the same time.

9. You will need a quarter or a phone card if you want to use the _______________

10. I know it was my girlfriend who called because I have ______________ __________
12. Telephone Language

Here are some typical phrases that you can use in a telephone conversation.

	Answering the phone
	· Hello? (informal) 

· Jody__________________. How can I help you? 

· Doctor's _______________. 

	Introducing yourself
	· Hey George. It's Lisa ____________. (informal) 

· Hello, ______ ______ Julie Madison calling. 

· Hi, it's Jane ________ the dentist's ___________ here. 

· Sp___________



	Asking to speak with someone
	· Is Fred ____? (informal) 

· Is Lisa __________, please? (informal) 

· Can I talk ____ your sister? (informal) 

· ______ I speak to Mr. Green, please? 

· Would the doctor be _______________? 

	Connecting someone 
	· Just a second. I'll ________ him. (informal) 

· __________ on one second. (informal) 

· Please ________ and I'll _____ you ________  ___ his office. 

· One _____________ please. 

· All of our operators are __________ at this time. Please _____ for the next available person. 

	Making special requests
	· ____________ you please repeat that? 

· Would you __________ spell____ that for me? 

· Could you speak ____ a little please? 

· Can you speak a little _______ please. My English isn't very strong. 

· Can you call me back? I think we have a bad ______________. 

· Can you please hold for a minute? I have another _______. 

	Taking a message for someone
	· Sammy's not ___. Who's this? (informal) 

· I'm sorry, Lisa's not here at the moment. Can I ask who's ____________? 

· I'm _______ he's stepped out. _____ you like to ____a message? 

· He's ____ lunch right now. Who's calling please? 

· He's ________ right now. Can you call again later? 

· I'll _____ him _______ you called. 

· I'll make sure she _________ the message. 

	Leaving a message with someone
	· Yes, can you tell him his wife ____________, please. 

· No, that's okay, I'll call ___________ __________. 

· Yes, it's James from CompInc. here. When do you ________ her back in the __________? 

· Thanks, could you ask him to call Brian when he ________ in? 

· Do you have a pen. I don't think he has my ____________. 

· Thanks. My number is 222-3456, ______________ 12. 

	Confirming information 
	· Okay, I've ______ it all ___________. 

· Let me ___________ that just to make ___________. 

· Did you ______ 55 Charles Street? 

· You said your name was John, _________? 

· I'll ____________ _______ he gets the message. 

	Listening to an answering machine
	· Hello. You've __________ 222-6789. Please leave a ____________ message after the _________. Thank you. 

· Hi, this is Elizabeth. I'm sorry I'm not _________ to ______ your call at this time. Leave me a ____________ and I'll ____ _________ to you as ___________ as  _____ _______. 

· Thank you for __________ Dr. Mindin's office. Our ______ are 9am-5pm, Monday-Friday. Please call back _________ these hours, or leave a message after the _________. If this is an _______________ please call the hospital ____ 333-7896. 

	Leaving a message on an answering machine
	· Hey Mikako. It's Yuka. _______ me! (informal) 

· Hello, this is Ricardo calling for Lisa. Could you please__________ my call as soon as possible. My number is 334-5689. Thank you. 

· Hello Maxwell. This is Marina ________ the doctor's office __________. I just wanted to _____ you ________ that you're _______ for a check-up this month. Please give us a ring/buzz whenever it's _______________. 

	Finishing a conversation
	· Well, I ___________ I better get _________. Talk to you soon. 

· Thanks for calling. Bye for ______. 

· I have to _______ you go now. 

· I have another call coming ____________.  

· I'm afraid that's my other ____________. 

· I'll talk _____ you again soon. Bye. 


13. Revision key phrases

Which two phrases go together and belong to the same functional group?

a) Answering the phone/identifying yourself and your company

b) Identifying the caller

c) Asking for connection

d) Explaining reason/purpose for call

e) Asking about purpose

f) Making the connection

g) Saying someone is not available/excuses

h) Taking a message

i) Reassuring

j) Checking

k) Repeating

l) Making/Suggesting arrangements

m) Changing arrangements

n) Technical problems

o) Checking the line

p) Ending a call

q) Looking forward

1) ABC Sales Department, (this is) Patricia speaking.

2) Can I take a message?

3) Can you hear me all right/OK/clearly?

4) Could you just go over that again?

5) Could you put me through to …/someone in the… department?

6) Could you spell your name, please?

7) Could you tell me what it’s about?

8) Good morning, ABC, (how) can I help you?

9) Goodbye and thanks./Bye for now.

10) I can hear you, but not very well.

11) I’d like to speak to …

12) I’ll get back to you/See you soon.

13) I’ll make sure she gets the message.

14) I’ll tell him/her you called.

15) I look forward to seeing you soon/meeting you/hearing from you

16) I’m afraid I can’t come that day.

17) I’m afraid it’s a terrible/crossed line.

18) I’m calling/phoning about/concerning …

19) I’m putting you through.

20) I’m sorry I didn’t catch your name.

21) I’m sorry/afraid, s/he’s not available at the moment.

22) Is that any better?

23) Just a moment.

24) Let me just repeat that …

25) Right, I think that’s all. Thanks for your help.

26) Sorry, I didn’t catch that.

27) Sorry, she’s away on business/in a meeting/out of the office. She won’t be back until …

28) Sorry. Can we reschedule for another time?

29) The reason I’m calling is …

30) What about next Tuesday at ten?/ Would next Friday at ten suit you?

31) What’s the reason you’re calling?

32) When would be a good time?

33) Who’s calling, please?

34) Would you like to leave a message?

14. Language is often softened by turning an instruction into a polite request.

For example:

'Spell that, please!' (       Could you spell that, please?

                                          Would you spell that, please?

                                          Would you mind spelling that, please?

      Now change the following instructions into polite requests.

· repeat that

· give me your name again

· go over that again

· cancel the appointment

· confirm the booking

15. Match the following words/expressions with their nearest equivalents

1 fix



a change

2 get together


b busy

3 manage


c arrange

4 shift



d be convenient

5 suit



e provisionally note or write down

6 ideal



f meet

7 tied up


g able to do

8 pencil in


h perfect

16. Match the following words/expressions with their nearest equivalents

1 reliable


a invoice/bill

2 due



b expire

3 despatch


c fall behind

4 run out


d trustworthy

5 charge


e buy

6 purchase


f not enough

7 short (of time)

g expected

8 slip (a schedule)

h send out

9 serious (problem)

i major

17. Match the telephone ‘halves’

	Good morning, ABC, 
	
	about/concerning …

	ABC Sales Department, 
	
	a moment.

	Who’s 
	
	a good time?

	I’m sorry I didn’t 
	
	you called.

	I’d like 
	
	any better?

	Could you put me through to 
	
	all right/OK/clearly?

	I’m calling/phoning 
	
	catch your name.

	The reason 
	
	for another time?

	Could you tell me 
	
	to speak to …

	What’s the reason 
	
	your name, please?

	Just 
	
	take a message?

	I’m putting 
	
	you through.

	I’m sorry/afraid, 
	
	come that day.

	Sorry, she’s 
	
	over that again?

	Can I 
	
	(this is) Patricia speaking.

	Would you like to 
	
	calling, please?

	I’ll make sure 
	
	seeing you soon/meeting you/hearing from you

	I’ll tell him/her 
	
	next Tuesday at ten? 

	Sorry, I didn’t 
	
	terrible/crossed line.

	Could you spell 
	
	but not very well.

	Could you just go 
	
	(how) can I help you?

	Let me just 
	
	you’re calling?

	When would be 
	
	I’m calling is …

	What about 
	
	repeat that …

	I’m afraid I can’t 
	
	someone in the… department?

	Sorry. Can we reschedule 
	
	away on business/in a meeting/out of the office. 

	I’m afraid it’s a 
	
	what it’s about?

	I can hear you, 
	
	and thanks.

	Is that 
	
	help/information.

	Can you hear me 
	
	s/he’s not available at the moment.

	Thanks for your 
	
	she gets the message.

	Goodbye 
	
	catch that.

	I look forward to 
	
	leave a message?

	I’ll get back 
	
	to you


Extra: Telephoning: what would you say in the following situations?

1. Je wil met de importafdeling doorverbonden worden.

2. Je zegt dat je de afspraak helaas niet kan nakomen.

3. Je vraagt of iemand met dit voorstel akkoord gaat.

4. Je excuseert je voor de verkeerde kostenberekening.

5. Je zegt dat je geen verbinding kon krijgen.

6. Je zou graag 4 kaarten voor de avondvoorstelling hebben.

7. Je zegt dat je in je agenda wil kijken.

8. Je vraagt wie deze zaak behandelt.

9. Je zegt dat de gegevens niet exact zijn.

10. Je zegt dat je je persoonlijk om de zaak zal bekommeren.

11. Je zegt dat je het gesprek op een ander toestel zal aannemen.

12. Je vraagt tot wanneer de tickets kunnen afgehaald worden.

13. Je vraagt of je een boodschap mag achterlaten.

14. Je zegt dat overmorgen je het beste uitkomt.

15. Je zegt dat je in vergadering bent.

16. Je zegt dat je de zending helaas moet terugsturen.

17. Je zegt dat je het verkeerde nummer gedraaid hebt.

18. Je zegt dat de bestelling onmiddellijk in behandeling wordt genomen.

19. Je vraagt of de persoon aan de lijn wil blijven en dat je doorverbindt.

20. Je zegt: “graag gedaan”.

21. Je wenst iemand beterschap.

22. Je wil een eenpersoonskamer met douche en vraagt of er nog wat vrij is.

23. Je zegt dat je de persoon nauwelijks kan horen.

24. Je moet tot je spijt meedelen dat de machine defect is.

25. Je vraagt of de verkoopsleider de bestelling schriftelijk kan bevestigen.

26. Je zegt dat je maandag een afspraak hebt in de buurt.

27. Je zegt dat je altijd telefonisch bereikbaar bent.

28. Je zegt dat ze vanaf 13.30 weer bereikbaar is.

29. Je bedankt voor het telefoontje.

30. Je wil toestel 361.

31. Je vraagt of je de bespreking kan verzetten.

32. Je vraagt wat het kengetal is.

33. Je vraagt wat de postcode is.

34. Je vraagt wat de verzenddatum is.

35. Je zegt dat je stipt kan leveren.

36. Je zegt dat de lijn bezet was.

37. Je zegt dat de firma niet opneemt.

38. Je vraagt wanneer de garantie afloopt.

39. Je zegt dat het gesprek verbroken werd.

40. Je vraagt welke afdeling verantwoordelijk is voor de zaak.

Key and notes

1. Telephone expressions

Examples

Can I help you?- Can I leave a message?- Can I have your name, please?- Can you spell that?- Can I give her a message?- Can you tell him I called?- Can you speak up?- Can you tell me when he’ll be back?- Can you ask him to call me back?- Can I get back to you on that?- etc.

2. Unscramble the words:

1.answer, connect, pick up, speak to somebody on, leave off the hook (telephone)  

2.get, give, leave, pass on, receive, record, take, write down (message)  

3.have, make, keep, arrange, miss, cancel, postpone, fail to turn up for (appointment)  4.check, get, give, place, lose, receive, delay, compete for, confirm (order)  

5.have, listen to, take part in, carry on, continue, break off, strike up a (conversation)  

6.take, make, give somebody, wait for, accept, place, return somebody's, put through (call)  

3. Words in English

1 mobile phone 2 answer phone/answering machine 3 phone card 4 receiver 5 international code (00) 6 country code (32) 7 area code (13) 8 phone number 9 oh/zero 10 double six 11 telephone directory/phone book 12 Directory Enquiries 13 Speaking Clock 14 put through 15 leave a message 16 speaking 17 extension 18 hold (the line) 19 call back straight 20 be engaged/occupied/busy 21 look up 22 dial 23 dialling tone 24 to answer/get the phone 25 hang up 26 hands-free 27 freephone (0800) 28 push-button 29 star key 30 hash key

6. Crossed lines

	The US Company
	
	can I help you?

	One moment, 
	
	I'll connect you. 

	Putting you
	
	 through. 

	Hold the
	
	line, please.

	Mr Law 
	
	speaking.

	Could I speak 
	
	to Mr Law in the Sales Department, please

	This is Peter Stevens 
	
	from the Philips Group in Belgium. 

	I'm sorry, that line's busy;
	
	will you hold? 

	Putting you 
	
	through. 

	I'm sorry, he's not 
	
	in at the moment.

	I'm afraid he's 
	
	out of the office. 

	Can I give him 
	
	a message for you?

	What time will he 
	
	be back?

	I'm sorry, Mrs Bond's in 
	
	a meeting right now.

	She won't be available 
	
	until 5 p m.

	I'll make sure that 
	
	she gets the message.

	Could you ask her to 
	
	call me as soon as possible?

	I'm afraid you 
	
	have the wrong number. 

	Could you possibly 
	
	speak a little slower? 

	I'm afraid I can't 
	
	hear you very well. 

	May I ask the purpose 
	
	of your inquiry? 

	Could you tell me who is 
	
	responsible for your advertising budget?

	I'd like to make 
	
	an appointment. 

	Would 3 p.m. 
	
	be convenient? 

	I'm afraid I can't make 
	
	our appointment this afternoon.

	Are you free on 
	
	Thursday morning? 


7. Basic telephone phrases

How can I help you?- What can I do for you?- I am calling about the catalogue-

Could you tell me who is responsible for promotion?- Could you put me through to Mr Brooklyn, please?- I'd like to talk to someone in the promotion department. -

Could you put me through, please?-  Could you hold the line for a moment?

I'm afraid Mr Brooklyn isn't in at the moment. - Could you call back in 15 minutes?

Would you mind trying him on his mobile phone? Would you like to leave a message? Could you ask him to ring/call me back? -Could you give me the name of your company, please?- I'm sorry, I didn't catch that.- Could you speak more slowly, please?- When would it be convenient?- I'm looking forward to seeing you on Wednesday.- I'm sorry, but I won't be able to make it because ...- Could we change it to another day / time / place?- Thank you for getting back to me so soon. 

I’ll let you get on- I won’t keep you- ​It was nice talking to you.

Please leave a message after the tone.

8. Answerphone message

come to the phone right now- to leave a message- tone- back to you- as we can

9. Telephone phrases

Examples

Can I help you please? – Can you tell him I called?-  Can you hold (a minute)?- Could you ask him to call me back (in a minute)?- Hold (on), please- Can you call back?- I’ll call you back- Please leave a message- I’ll ask him to call you back- Can I take a message?- I’ll call you right away- I’ll tell him right away- Can you tell him I called?- How can I help you?- I’ll be back with you in a minute- etc.

10. Quiz

answer- answering machine- busy signal- call- caller- call back/phone back- call display-cellular phone/cell phone- cordless phone- dial- dial tone- directory/phone book- hang up-operator- pager- phone- phone booth/pay phone- pick up- receiver- ring- ringer

11. Missing words

1.dial tone 2.answering 3.busy signal 4. cell phone/mobile 5. ringer  6. call back 7. dial 8. cordless 9. pay phone 10. call display

12. Telephone language

	Answering the phone
	· Hello? (informal) 

· Jody speaking. How can I help you? 

· Doctor's office. 

	Introducing yourself
	· Hey George. It's Lisa calling. (informal) 

· Hello, this is Julie Madison calling. 

· Hi, it's Jane from the dentist's office here. 

· Speaking



	Asking to speak with someone
	· Is Fred in? (informal) 

· Is Lisa there, please? (informal) 

· Can I talk to your sister? (informal) 

· May I speak to Mr. Green, please? 

· Would the doctor be in/available? 

	Connecting someone 
	· Just a second. I'll get him. (informal) 

· Hang on one second. (informal) 

· Please hold and I'll put you through to his office. 

· One moment please. 

· All of our operators are busy at this time. Please hold for the next available person. 

	Making special requests
	· Could you please repeat that? 

· Would you mind spelling that for me? 

· Could you speak up a little please? 

· Can you speak a little slower please. My English isn't very strong. 

· Can you call me back? I think we have a bad connection. 

· Can you please hold for a minute? I have another call. 

	Taking a message for someone
	· Sammy's not in. Who's this? (informal) 

· I'm sorry, Lisa's not here at the moment. Can I ask who's calling? 

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

· He's on lunch right now. Who's calling please? 

· He's busy right now. Can you call again later? 

· I'll let him know you called. 

· I'll make sure she gets the message. 

	Leaving a message with someone
	· Yes, can you tell him his wife called, please. 

· No, that's okay, I'll call back later. 

· Yes, it's James from CompInc. here. When do you expect her back in the office? 

· Thanks, could you ask him to call Brian when he gets in? 

· Do you have a pen handy. I don't think he has my number. 

· Thanks. My number is 222-3456, extension 12. 

	Confirming information 
	· Okay, I've got it all down. 

· Let me repeat that just to make sure. 

· Did you say 555 Charles St.? 

· You said your name was John, right? 

· I'll make sure he gets the message. 

	Listening to an answering machine
	· Hello. You've reached 222-6789. Please leave a detailed message after the beep. Thank you. 

· Hi, this is Elizabeth. I'm sorry I'm not available to take your call at this time. Leave me a message and I'll get back to you as soon as I can. 

· Thank you for calling Dr. Mindin's office. Our hours are 9am-5pm, Monday-Friday. Please call back during these hours, or leave a message after the tone. If this is an emergency please call the hospital at 333-7896. 

	Leaving a message on an answering machine
	· Hey Mikako. It's Yuka. Call me! (informal) 

· Hello, this is Ricardo calling for Luke. Could you please return my call as soon as possible. My number is 334-5689. Thank you. 

· Hello Maxwell. This is Marina from the doctor's office calling. I just wanted to let you know that you're due for a check-up this month. Please give us a ring/buzz whenever it's convenient. 

	Finishing a conversation
	· Well, I guess I better get going. Talk to you soon. 

· Thanks for calling. Bye for now. 

· I have to let you go now. 

· I have another call coming through. I better run. 

· I'm afraid that's my other line. 

· I'll talk to you again soon. Bye. 


13. Revision key phrases

a) 1+8 b) 20+33 c) 5+11 d) 19+29 e) 7+31 f) 19+23 g) 21+27 h) 2+34 i) 13+14 j) 6+26 k) 4+24 l) 30+32 m) 16+28 n) 10+17 o) 3 +22 p) 9+25 q) 12+15

15. 1c 2f 3g 4a 5d 6h 7b 8e
16. 1d 2g 3h 4b 5a 6e 7f 8c 9i

17. Halves

	Good morning, ABC, 
	
	(how) can I help you?

	ABC Sales Department, 
	
	(this is) Patricia speaking.

	Who’s 
	
	calling, please?

	I’m sorry I didn’t 
	
	catch your name.

	I’d like 
	
	to speak to …

	Could you put me through to 
	
	someone in the… department?

	I’m calling/phoning 
	
	about/concerning …

	The reason 
	
	I’m calling is …

	Could you tell me 
	
	what it’s about?

	What’s the reason 
	
	you’re calling?

	Just 
	
	a moment.

	I’m putting 
	
	you through.

	I’m sorry/afraid, 
	
	s/he’s not available at the moment.

	Sorry, she’s 
	
	away on business/in a meeting/out of the office. 

	Can I 
	
	take a message?

	Would you like to 
	
	leave a message?

	I’ll make sure 
	
	she gets the message.

	I’ll tell him/her 
	
	you called.

	Sorry, I didn’t 
	
	catch that.

	Could you spell 
	
	your name, please?

	Could you just go 
	
	over that again?

	Let me just 
	
	repeat that …

	When would be 
	
	a good time?

	What about 
	
	next Tuesday at ten? 

	I’m afraid I can’t 
	
	come that day.

	Sorry. Can we reschedule 
	
	for another time?

	I’m afraid it’s a 
	
	terrible/crossed line.

	I can hear you, 
	
	but not very well.

	Is that 
	
	any better?

	Can you hear me 
	
	all right/OK/clearly?

	Thanks for your 
	
	help/information.

	Goodbye 
	
	and thanks.

	I look forward to 
	
	seeing you soon/meeting you/hearing from you

	I’ll get back 
	
	to you


Key: Telephoning: what would you say in the following situations?

1. Could you put me through to the import department, please?

2. I’m afraid I can’t keep our appointment.

3. Do you agree with this proposal?

4. We must apologise for the incorrect calculation of the costs.

5. I couldn’t get through.

6. I would like to book for tickets for the evening performance.

7. Just a moment, I’ll look in my diary.

8. Who is dealing with this matter?

9. The information is not accurate.

10. I will take care of the matter personally.

11. I’ll take the call on another extension.

12. When can the tickets be collected?

13. Can I leave a message, please?

14. The day after tomorrow suits me best.

15. I’m in a meeting at the moment

16. Unfortunately we will have to return the goods to you.

17. I beg your pardon, I must have dialled the wrong number.

18. Your order will be dealt with immediately.

19. Hold the lne please, I’ll put you through.

20. It was a pleasure./ You’re welcome/Not at all…

21. Get well soon!

22. I would like to book a single room with shower. Have you any vacancies?

23. I’m afraid I can’t hear you very well.

24. Unfortunately I have to report that the machine does not work.

25. Can you confirm this order in writing (for us) please?

26. I’ve got an appointment in your neighbourhood on Monday.

27. You can always reach me by phone.

28. She can be contacted again after 1 o’clock.

29. Thank you for calling.

30. May I have extension 361 please?

31. Can we reschedule our discussion (for the week of the … of …)?

32. What is the area code?

33. What is your postal code?

34. What is the date of dispatch?

35. We can promise you prompt delivery.

36. The line was busy/engaged.

37. The company doesn’t answer the phone.

38. When does the guarantee period run out/expire?

39. The call was disconnected/cut off.

40. Which department is responsible for this matter?

Speaking: Telephoning: Phone Phrases. 

What would you say in the following situations? 

1. Call a business partner and introduce yourself.

2. “May I ask who’s calling?” – You:

3. Let the caller know that the person they want has answered the phone.

4. Could you spell your name for me, please?

5. Call a hotel you left this morning to ask if you left your diary behind in the room.

6. “Would you like to leave a message?”- You:

7. Call a travel agent to reserve a flight to New York next Tuesday.

8. “She’s out at the moment. Can she reach you this afternoon?”

9. Call your office and ask if anyone phoned while you were out.

10. “I’m afraid he’s got the day off. Can someone else help you?”

11. “Would you like to make an appointment with her?”

12. Phone Directory Enquiries and ask for the number of the Central Bank in Milan.

13. Explain to a caller that your boss can’t speak at the moment.

14. Could you tell me your phone number?

15. “May I ask what it’s about?”

16. Ask to speak to the sales department about your order.

17. Call your bank and explain that you haven’t received your new credit card yet.

18. Call a restaurant to make a reservation for a business lunch.

19. The person you want is busy. Leave a message on their voicemail.

20. Offer to take a message for a colleague.

21. Call an airline to ask when a flight is suppose to arrive.

22. “I’ll tell him to call you back. How long will you be at your desk?”

23. “OK Mrs White. I’ve got you scheduled for 11.00 a.m. on Wednesday.”

24. Explain that your colleague has the day off. Offer to help.

25. Arrange to meet a visitor at the airport.

26. Phone a supplier about a late delivery.

27. “He’s in a meeting. Can you call later?”

28. “Yes. Can I take your name?”

29. You would like to invite a business partner for dinner next week.

30. Find out what a business partner would like to do in the evening.

31. Phone home to say that you have to work late.

32. Offer to put a call through to your boss, George Vida.

33. Ask a caller to phone later that day.

34. “The line is busy. Would you like to hold?”

35. Ask a caller to repeat his or her name.

36. “Thanks so much. You’ve been very helpful.”

37. Cancel the meeting you arranged for Monday. Explain the reason (you think of one) and suggest another time.

38. A friend from abroad is coming to visit you for the first time. You need to leave early on Friday to meet her at the airport. Phone and ask your boss.

39. You have received an invoice which seems to be far too high. (It is £600 and you expected it to be £350). Phone the company to check this and ask for a replacement to be sent urgently.

40. You need a day off next month to take your driving test. Phone and politely ask your boss if this is possible.
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