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OUTLINE

Lesson A 1. Answer/ transfer/make a phone call 7Y/ S B/ H B 5 h

=

2. Taking/leaving a phone message ZaEhE =
3. Interrupt politely &closefaSnfTBrEfEn ~ 45 R EIEE

Lesson B Give negative information & HHY [ fE
Arranging a meeting &g Z-HEE T

Make requests Z2K ¥ 5
Making a small talk /]NiiI=R:

= BY e

Lesson C 1. Apologize #{o] & 3K
How to sound professionally 1o bhE B3
3. Handling complaints 252

o




LESSON A

1. Answer/ transfer/make a phone call 3%
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2. Taking/leaving a phone message Za &k
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3. Interrupt politely & closefasnifTErEiss -
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1-1. Make/ Answer a phone call £ /1% ZE

https://www.learn-english-today.com/business-english/telephone.html

LLLu»u
ik
THA

I~ Making contact  * Hello / Good morning / Good afternoon ...

BrHER: * This 15 John Brown speaking. |
* Could I speak to ......... please?/ I'd like to speak to ..... ..... :
please

* May I speak to Mr. Green 1n the accounting department, please?
* Good morning. [s Dr Martin available, please?

2. G1ving more * I'm calling from Tokyo / Paris / New York / Sydney ...
information * I'm calling on behalf of Mr. X ...

%)ﬁ—ﬁ;ﬂ&_n


https://www.learn-english-today.com/business-english/telephone.html

1-2. Make/ Answer a phone call & /F

https://www.learn-english-today.com/business english/telephone.html

+
Taking a call X speaking.
HIZER e (Can I help you?
Asking for a name or Who's calling, please?
information «  Who ‘s speaking, please?

s 7 2FEERE e (May I know) Where are you calling from?
*  Are you sure you have the right number / name?


https://www.learn-english-today.com/business-english/telephone.html

1-3 Make requests 2K ¥}
https://www.englishclub.com/speaking/telephone-phrases.php

Change speaking speed, volume, or 1. Sorry. I did not catch that. Could you repeat that,

repeat information. please? (EEENE)

PR E S 2. Would you mind spelling that for me, please?
(FFHZT)

SRR EE AR « FH ~ EEEEN 3. Could you speak up a little, please? (K& —2k5)

B~ HEEFTER 4. Could you speak a little slower, please? (I am

afraid my English 18 not very good)

5. Would you mind calling back in an hour later? I
am 1n a meeting now. Thank you.



1-4 Put on
hold

aH 1 7

S~

-
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f~f

Asking
the caller
to wait

=EaPal
ey

H15

Hold the line, please.
Could you hold on, please?

Just g1ve me a moment.
One moment, please. I'll see 1f he's available.

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




1-5. Giving negative information £ [ Y [o] JfE

Not available
ﬁ%ﬁA;ﬁ&iﬁ?&i%

['m afraid the line's engaged. Could you call back later?

['m afraid she's in a meeting at the moment.

['m sorry. He's out of the office today.

He/she 1s not 1n at the moment.




2. Transfer/connect the call. #EiZE

o
-

Transfer/ Connect the ¢ Thank you for holding.
call
BEIZE

o

il  Sorry to keep you waiting.

(Ll
allk

* The line's free now ... I'll put you through.

* ['ll connect you now / I'm connecting you now.



3. End a phone call 4% 5 i@EE
https://www.youtube.com/watch ?v=CKBIlobXLrrc (6:17)

L]
CEBhAE R BER ¢ 1 really appreciate the call.

Lil

* Thank you for calling.
* Thanks for your call. I hope you have a nice day.

* Please do let me know if there 1s any problem.


https://www.youtube.com/watch?v=CKBIobXLrrc

Reterences

1. Telephone conversations.
https://youtu.be/CKBlobXLrre?si=RMLdamZueclpYgls

2. TELEPHONE VOCABULARY and PHRASES

https://www.learn-english-today.com/business-
english/telephone.html

3. Telephone phrases (formal or informal)

https://www.englishclub.com/speaking/telep
hone-phrases.php

4, https://www.youtube.com/watch?v=GkrEZx6Udsg



https://youtu.be/CKBIobXLrrc?si=RMLdam2uec1pYgLS
https://www.learn-english-today.com/business-english/telephone.html
https://www.englishclub.com/speaking/telephone-phrases.php
https://www.youtube.com/watch?v=GkrEZx6Udsg

