Telephone conversations

Basic Language

Reception
Good afternoon, xxx, can I help you.

Caller
I’d like to speak to …


Could you put me through to …


Extension 294 please …

Reception
Hold the line please.


One moment please


I will just transfer you now.

OR

Reception
Can I have your name please, and where are you calling from?


Is he expecting your call?


Does he know what it is concerning?

Reception 
I have got ….. on the line, do you want to speak with him?

You
Do you know what it is concerning


Yes put him through.

You
Good morning …..Name…. speaking, can I help you?


Hi ………….. how’s it going?


Hello ………. , …………… speaking what can I do for you?

You are not available

Reception
I am afraid that ……… is out of the office 
can I take a message?



the line is engaged
Do you want to try later?

Caller
Yes, can you tell him …..


Can you leave a message, and tell him that ……..


I’ll call back later.


What time is he due back.

Practice on the phone

You need to ask a customer for the following information 1. exact address 2. name of the Accounts Manager 3. your client reference 4. confirm expected lead time

You are looking for a new job. IBM systems has accepted you CV and decided to give you an interview over the phone. You will be interviewed by telephone.

You need to explain to your most important customer why a shipment of product will be late. This will cause your customer enormous problems and delay his shipments for sale. You need to explain the situation and answer to the customer

Confirm with a supplier that the fax you have sent has arrived and when you will receive it.

A client is visiting your company next week from 17th to the 24th. Confirm if he needs picking up from Pescara airport and at what time, does he need a room booking, how many people and if they want to go wine tasting the evening of the 23rd?

A shipment of components has arrived but Part number xxx is missing. Call the supplier urgently for further details.

The MD needs you to book an interview for a job with Peter Robins this Thursday at 14.00. You will need to explain how to arrive.

Call a client to explain the sales manager is half an hour late for the appointment with John Richards. 

Chase payment of £150,459 for order number 397B dated 15/12/03. You need to speak to Dave Smith

Answer the questions that a cold caller posses to see if you are a potential customer.

On the phone

	
	Caller
	Reason for calling
	Receptionist

	1
	Richard Grey

Sales Manager

Tefla Industries Ltd

0121 534 9876
	Needs to speak with Purchasing Department to introduce his company
	Tries their line, but nobody available – call back

	2
	Sarah Harvey

PA to MD

Reed Training PLC

01346 997997
	Speak to credit controller re- overdue invoice
	All in a meeting, take a message for Gary to call her back

	3
	David Cousins

Technician

Epson PLC

0181 741 5353
	Following up a technical call re-printer by Colin
	Put on hold for 30 seconds then transfer call

	4
	Barry O’Raily

Buyer

Rover Automotive Ltd

0121 432 2963
	Urgent problem – shipment received is missing a component
	Urgent call back while Sales representative (Simon) looks into problem

	5
	Jason Willis

Member of the public

01926 341599

51 Harvey Road,

Manchester M1 2DH
	Wants information on the company for a school project
	Take details and send information in the post

	6
	Barbara Prichard

Humana International Ltd

01899 736521
	Wants to book a meeting with the MD
	Put on hold while you explain to the MD then tell her Monday at 10.00 – confirm OK.








