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Unit 7

Making Telephone Calls

Learning Objectives

® To get familiar with the etiquette and vocabulary in telephone conversations.

® To learn to make and answer telephone calls for various purposes.

Warming-up

] Questions for Thought

How often do you make telephone calls every day?
What do you usually say to strangers on the phone?
Are there any differences between making business calls and

personal calls?

2 Vocabulary Match

There are many terms you may need to know when using the telephone in English-
speaking countries. Match the terms in the left-hand column with their meaning in the right-
hand column.Write A-J in the brackets following the words or phrases.



A. a long-distance call that is free of charge to the caller
1) wrong number provided by large businesses, which usually begins with
1-800 in the US

2) area code B. a telephone call made within your calling area

) C. This enables you to answer a second call while placing
3) receiver
your first call on hold.

4) long-distance call D. a number that is not the one you wished to reach

E. the two or three-digit number before a telephone number

5) local call

that indicates the city and area in which it is located
F. the part of the telephone that you hold against your ear
6) Out of order )
to speak and listen
G. a call made outside your calling area that usually costs
7) busy signal more and requires you to dial an area code plus the

number of the person you are calling

H. a beeping noise that indicates someone is talking on the

8) call waiting

3 First Attempt

Make up conversations with a classmate of yours. By using / ‘
the telephone, you try to
1) make an appointment with your professor.

call your friend but have dialed the wrong number.

make a

phone

9) call forwarding I It lets you send your calls to another number.

10) toll-free number J. broken, not working

reservation at a Chinese restaurant.

call a friend of yours, who is not available, and her roommate

answers.



(1= Check It Out
Listen to the model telephone conversations about the above four situations and make

comparisons with what you have done.

4 Telephoning Etiquette e

When you make a phone call, no matter if it is

business or personal, there are a few simple etiquette hEEE F AT %
rules to follow. ; W.OE 4B AR E
1) Offering a greeting (Hello/Good morning.) @ . R AA N E A
2) Identifying yourself (This is Jeff Smith - R R e »
speaking/calling.) £859 WA PR R

3) Saying why you are calling or asking to speak I
to a person by name (May/Can/Could I speak : ) )
to Mary, please?) e -

Activities

E.f‘ TASK 1 SPEAKING TO THE PERSON INDICATED

Quite often, the person who picks up the phone is not the one we want to talk to. For example,
you call your professor and his secretary answers. You call your professor and his secretary

answers.Here is a possible conversation.

Other person: Good morning. Dean’s Office. Can I help you?
You: Hi. This is Tom Rosenberg. I'm wondering if I could speak to Prof. Joseph, please?
Other person: Yes. Sorry, who’s calling? Who is this?
You: Tom Rosenberg, visiting scholar from Georgetown University.

Other person: Thank you. Could you hold while I connect you?

0= Do It Yourself
Work with a classmate of yours. Make up conversations for the following situations.
1) To call a friend, her husband answers.
2) To call your cousin Ann, and her roommate answers.
3) To call the school library to see if Harry Potter 7 is available.

4) To call a travel agency to book an air ticket.
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E.E TASK 2 CALLING SOMEONE, WHO IS NOT AVAILABLE

Sometimes the person you call is not in or at a meeting. You may leave a message in
situations like this, as shown in the following conversation.You call you brother, but he is

not in. His colleague answers.You call you brother, but he is not in. His colleague answers.

Colleague: Hello. Service Department, Kodak Beijing.
You: May I speak to Chris Hamilton?
Colleague: I'm afraid he can’t take the call now. Would you like him to call back in a
little while?

You: Yes, but please tell him his brother Tom called. Thank you.
Colleague: You’re welcome. Good-bye.

You: ’Bye.

0= Do It Yourself
Work with a classmate of yours. Make up conversations for the following situations.
1) To call the cell phone repair shop, but the repair person is busy.
2) To call your friend at work, but he is with a customer. Ask him to call you back later.
3) To call your sister, but she is away on a business trip. Her husband answers. Leave a message.

4) To call your classmate to get the assignment. She’s gone swimming and her mother answers.

§ 3TaAsk 3 HANDLING WRONG NUMBERS

You may call the wrong number or receive a call from someone who dialed the wrong number.

Don’t feel embarrassed or upset. Handle it properly when it happens.

When you have dialed a wrong number, you may say the following:
® Oh, I'm sorry. I think I (I guess I, I'm afraid I, or I must) have the wrong number.

® Oh, sorry. I dialed the wrong number.

® s this (give the number you dialed)?
® Oh, I was trying to reach (give the name of the person).
When you receive a call from someone who dialed the wrong number, you may say:

There’s no one here by that name.

I’'m afraid you have the wrong number.
No, it isn’t. (After the caller says the number he/she dialed.)
That’s Okay. (After the caller says “Sorry”.)



=" Do It Yourself
Practise with a classmate of yours: You dialed the wrong number when you were trying to reach
1) a customer by the name of Joe Hanson.
2) the car wash where you left your car half an hour ago.
3) asupermarket to see if it is still open.
4) your landlady to pay the rent.

5) acinema to check what is on.

§ ¥TAsk 4 LEAVING MESSAGES

Sometimes you may reach a person’s answering machine or voice mail instead of the person
you want to speak to. Using an answering machine or voice mail is very popular in English
speaking countries no matter if it is a residential telephone or cell phone. Here follows a typical

voice message you may hear:

Hello, you’ve reached 413-678-7356. We’re not able to answer the phone right now, but if

you leave your name and a message, we’ll get back to you as soon as we can. (beep)

(1= Do It Yourself

You’ve dialed a number and received a recorded e
message on the person’s answering machine or voice
mail. Leave a short message after the beep.

IFEEFREG TN,
1) You have difficulty making long-distance calls, REREETH

: o REEA TR E,
and you are calling the telephone company and a%%% T
TrAETETAL

hear the following: 60 55 |
)Ry A |

You have reached AT&T Customer Service.
Your call is important to us. Please leave your
name and number, and we’ll return your callas % ™. |
soon as possible. Thanks! (beep) e
2) You are calling your neighbor the Smiths and
have not reached them in person. This is the voice mail they left.
Hi. We’re out! Sorry to have missed your call. Leave your name and number and we’ll
get back to you as soon as we can. Bye-bye! (beep)
3) You are calling your professor of English literature about the poetry reading next week, but

she is not available. Here is the message she left on her answering machine.
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Hello. You’ve reached the office of Janet Gamberg. I’m teaching right now. Please leave

your name, number and a short message, and I’ll return your call as soon as I can. ’Bye.

(beep)

4) You are calling to invite your friend Tim and his wife to a birthday party next Saturday.
You fail to reach them and only hear the following message.
Hello. This is 976-988-2378. I’m unable to take your call at the moment, but please leave

your name, number, and the time you called and I’ll get back to you soon. (beep)

S§4TASKS EXPRESSING VIEWS
Work in groups of three or four. Listen and discuss the questions.

¢ » Listening 1: Susan Taylor is making an emergency call.

What do you think?
1) Why do you think Susan doesn’t identify herself in the conversation?

i

BEEEHAL, MATLT 5+, 2 THEFERRK
B3 hkAe W iE, (R RAF § A—2E,

2) At what point in the conversation do you think she should?

i

—B2HARERIAEARECE, LE D E@RAR
fBLAR L B AR Aoy X,

3) What do you think the operator wanted to do when she says “Can I...

i

REREREKF CHEE, FLFKEE AR
e &, TR,

4) What else do you think she should tell the operator?

i

L RILAFIRAK L HE K |

1 ="Do It Yourself

Revise the conversation with your group members by adding the necessary information.

10



¢ N Listening 2: Bob Johnson wants to talk to the T
Director of the Registration Office. ke e
SRR LRI AT, R RR
' A iE, LHBE
AR AR KR
BFT ;R RAAR
. #, — Mk, &G
llmaxxeﬁTo

Is everything appropriate?
1) Do you think the receptionist does a good job by
asking why Bob’s calling? Why?

2) What are several other ways the receptionist
could have said, “He’s unable to take your call

right now”?

|

P RIRRBEERE, AFFCLBEEFERLEITR; R
RARAEATRE, AR TALRY,

3) How do you think the receptionist should respond when Bob says “It’s very urgent”?

|

K %A Ak 5 X, 45K @y Useful Words and

Expressions

1 =Do It Yourself

Revise the conversation with your group members and pay attention to social appropriateness.

4 » Listening 3 : Jack Lee is calling to apply for a job.

What do you think?
1) Why do you think Jack doesn’t identify himself immediately? Why does he wait until he

speaks to someone in the Human Resources Department?

|

BEREFATHBELERNT A TR, ARIHLE
BARA TAEE,
2) Do you think it is appropriate for Jack to say that he doesn’t

understand what the secretary says? What would have happened if

Jack had felt embarrassed to ask the secretary to repeat the name,

TARFRE TR T ERERKLARETLE, WA
TRAGTRIET XF,

11
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especially when he is being transferred to the HR director?

a—=Do It Yourself

Make up a conversation with a classmate of yours to schedule a time for a job interview.

§3TAsk 6 DISCUSSING IN GROUPS

W P . . g
Form groups of four or five students, one of whom is to take charge of the discussic

following topics within each group.

uses the telephone most in the

12
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Useful Words and Expressions

You’re the caller

When you get through

Hello, Can I speak to...... ? Is Mary is?

When you need to pause for a moment

Hang on, please.
Hold, please.

Just a moment, please.
Just a second, please.
Will you hold, please?

When you are told to wait to be transferred  Thank you.

Sorry.

Sorry, I must have dialed the wrong
When you reach a wrong number number.

I’m terribly sorry.
Sorry to disturb you.

When you want to let the person you

wanted to reach know you’ve called

Can I leave a message?
Would you please take a message for him?
Could you please tell him...?

You answer

When you hear the caller’s greeting

Hello. This is......

Can/Could/May I help you?
How can I help you?
Who is calling please?

When you receive a call from the

wrong number

Sorry, there’s no one here by that name.

You have the wrong number.

When the person the caller wants to

speak to is not available

Sorry, he’s out.
Sorry, he’s not available right now.

He is unable to take your call right now.

When the caller can’t reach the person

Can/May I take a message?
Do you want me to tell...?
Could you call back later?

Can you try some other time?

13
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Key to Exercises

I.2. Vocabulary Match
1)D 2)E 3)F 4G 5B 6J] 7"H 8§ C 91 10) A

L.3. Model Conversations

D

Prof. Smith: Hello, Kelvin Smith speaking.

You: Good morning, Prof. Smith. This is Jeff Chen calling. Can I come and see you about my
term project at 1:00pm this Friday afternoon?

Prof. Smith: Let me check my schedule. Huh... there’s no problem with me.

You: That’s good. Let’s say we are going to meet at 1:00pm this coming Friday afternoon. See
you then.

Prof. Smith: See you.

2)

Stranger: Hello?

You: May I speak to Tommy, please?

Stranger: Tommy? I'm afraid there’s nobody here by that name.

You: No? I must have dialed the wrong number. Sorry to disturb you.

Stranger: That’s okay.

3)

Receptionist: Panda Garden Restaurant. How can I help you?

You: This is Jeff Chen calling. I'd like to reserve a table for four people for dinner tomorrow.

Receptionist: All right, four people, dinner, tomorrow. Do you have any preference for where
you want to sit?

You: Well, not really. Any place will do.

Receptionist: Could you please say your name again?

You: Jeff Smith. J-E, double F, S-M-I-T-H.

Receptionist: All right. And your phone number, please, just in case...

You: It’s 8-8-5, 2-3-8-6.

Receptionist: Ok, 8-8-5, 2-3-8-6. Thank you for calling. See you tomorrow.

You: Good-bye.



4)

Roommate: Hello.

You: Hi. Is Mary there?

Roommate: I’m sorry, she’s not here right now. Would you like to leave a message?

You: Yes, thank you. This is Jeff, her friend from school. Could you tell her that our drama
rehearsal has been canceled for tomorrow? We haven’t decided when it will be
rescheduled.

Roommate: Okay, I'll tell her. What did you say your name was?

You: It’s Jeff, J-E-F-F. Thank you. Bye.

Roommate: You’re welcome. 'Bye.

II. Task 4 Model messages

1)

Hello. This Jeff Chen calling. There’s something wrong with my phone. I can’t make long-
distance calls. I checked the line, which is obviously working because I got a dial tone. But the
line went dead immediately after I dialed the three-digit area code. Could you send someone to

fix it as soon as possible? Please contact me at this number: (607) 512-4569. Thank you.

2)

Hello, Ben and Shelly. This is Jeff calling from Boston. I am on an urgent call to see a
patient in Boston and won’t be back until tomorrow afternoon. Could you please come over
to my house to feed and walk my dog this evening? Thank you very much, indeed. See you

tomorrow.

3)

Hi, Professor Gamberg. This is Mary Jones calling. I'm the chairperson of the Poetry Lovers’
Club. We’re going to organize a poetry reading on the afternoon of September 23. It starts at
4:30pm. We know you’re a poet yourself and we would like you to join us very much. Please

call me at (306) 783 9021 when you feel convenient. Thank you. ’Bye.

4)
Hi, Tim and Ann. This is Jeff Chen calling. Lisa’s birthday is next Saturday. We would like
to invite you both over to her birthday party at 7:00 pm, June 20. Please give us a call at your

earliest convenience. See you and take care.

17
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Operator: Friendship Hospital. How can I help you?

ﬂ Listening 1

Susan: Ouch, I must have broken my wrist, and I want an ambulance immediately!
Operator: Just a second, please. Can I...

Susan: Oh, be quick, please, please come immediately. It hurts so much. (Susan hangs up.)

ﬂ Listening 2
Receptionist: Registration Office, Open University. Can I help you?
Bob: Hello. This is Bob Johnson. May I speak to the Director?
Receptionist: I’'m sorry, he’s unable to take your call now. May I
know the nature of your call?

Bob: I’'m a new student. But I’'m unable arrive on the
registration day and want to talk to him about
this.

Receptionist: Well, he’s on another line. Would you care to
hold?

Bob: No, but it’s very urgent.

ﬂ Listening 3
Receptionist: Hello. AT&T. May I help you?

Jack: Yes. I saw a job offer in the Daily News for a sales manager, I’d like to apply for
that position.
Receptionist: Just a second, please. I'll transfer you to the Human Resources
Department.(Pause)
Secretary: Human Resources Department. Can I help you?
Jack: Hello. This is Jack Lee. I'm calling to apply for the position of sales manager
advertised in the Daily News yesterday. Is this position still available?
Secretary: Yes. But you’ll have to talk to the Director of the HR Department, Mr. Craig.
Jack: Sorry. I didn’t hear you. What did you say his name is?
Secretary: Craig. C-R-A-I-G. Hold, please.



