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Spelling is important. Do you know the alphabet? Can you spell easily? More important: can you
understand names and words when people spell them to you? Spell the names of the following
places. Do you know where they are? The answers are at the bottom of the page. If you cannot
spell them smoothly, you need to work on the alphabet. See the exercises which follow.

Blagoveshchensk
Aguascalientes
Eskischir NOTE:
e Most people have
Neijang difficulty with the
Uwajima alphabet. Please
) o o pay special atten-
Yogyakarta tion to the vowels
(AELOU) and
Czestochowa Gl WUand K
Shijiazhuang and Q.
Amadjuals
Asahigawa

f.1. Write the names you hear spelled.

People an‘laces
(and how to spell
them ) 1.2. Spell these names.

1. Miss Zelda jennings 5. Mr. Francis McDuff 9. Miss Alison Vickers

2. Mrs. Marge Giles 6. Mrs, Eleah Makhalla 10. Mr. Wandong Dal

3. Mr. Howard Lapinsky 7. Mr. Said Al Radhzada 11, Ms. Zhao

4. Mrs. Wenda Uantz 8. Ms. Tanya Chernashchinya 12, Mrs, Zeinab Al-Harithi
(NVdvl) emediyesy

{vavNvD) senfpewry  (yNIHD) Buenyseiys (ANYTIOd) emou203sez) (VISINOANI "VAV]) eHesedsol
NV ruifermny yNIHD) BueiliaN AN 45T {ODIXAI) Stuaiessendy (yISSY) AsuaypusaroBelg
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People and Places People and Places
1.3. More practice with place names
Write down the ten place names you hear. They are all reaf places. The speaker in each case tells you where
they are, Correct speliings are at the bottom of the page. l. When addl‘QSSins aman or a wvoman
(P— s e s s "y
2 [FTRT
A i
& s s L
5 With her name Direct form of addrass
o Miss Miss
pronounced; <Mis>
unmarried woman, the usual form of address for a
i.4. Slow Down! young woman
When you spell, give the other person time to understand and write each letter. Here are 3 exam- ® Mrs. madam (ma‘am)
ples. in the first instance, the speaker spells TOO FAST, but spells at the correct speed in the second married woman
example, o Me
pronounced <Miz> miss or madam
you do not know if she is married, or she does not
1. A T00 FAST! want to indicate that she is married
B. RiGHT! cavsessarsereesnessesasanss
2, A T00 FAST! NOTE
i Invery informat talk | With his name Direct form of address
8. RIG: sesnenesnsnssesssnnerinns people often use the
word GUY when | @ Mr. St
3. A T00 FAST! referring to a man, pronounced: <Mister>
and often use GUYS s wtn
B. RIGHT! easonssnsnnsnenrebsssnasars when addressing two Tlhere Is no absolute rule, but we tend t'o use S espe-
oF more men. cially when we do not know the person’s name.
Guys, are you ?
s ey | o N USUAL PLURAL  Gentlemen
Did you know?
y : Fill in the blanks in the following “dialogues” or statements with the appropriate form of address.
Symbols: = (young) woman, probably not married %
= man mk
= woman (older; or married) X
I, “Excuse me, (& T , are you ( & ) BT Howard?”
2. “I'm going to speak to ( g ) NS Smith and ... (% )Daniels.”
3. “Excuse me, ( %) ............ . do you know where 4th Avenue is?”
4, “Good morning, ( . Jewersssen Where is (8 oo Adam’s office?”
5., “Say, (g) ................. , will you please bring me another cup of coffee?”
6. “Certainly, here's your coffee, ( g) ................ !
7owel (2 & By , that is the real problem.”
L 8. “Good afternoon, (g). Are you (@)Adams?“
[agEDN
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Figures, References, Dates and Time

File

Figures, Referencs
Dates and Time

Figures, References, Dates and Time

Numbers and Figures

These are just as important as the alphabet because we need them to give:

® addresses ® reference numbers
® prices @ flight numbers

® time ® specifications

® dates

2.1. Review Exercises

a. 60 k. 2,450
b 16 I 2,880
care‘ful’ c. 100 m. 345,700
vy d. 102 n. 35.4%
glish, the comma [ e. 213 or 2307 0. $25.99
f. 360 or316 p. £4570
g. 475 or 7457 q. | Buro = about 6
! h. 999 Francs, or $USI
i i, 1,000 r. 35am X | 15cm
J. 1,017 s. 45.2m

2.2. Write down the numbers you hear!

F
G,
H

mon®E >

2.3. Exercise. Write these in figures.

A.  twenty pounds fifty D. twenty seven and a half percent
B.  eighty dolfars and seventy-five .......... E.  thirty and eight-tenths percent
cents

E  the equivalent of pi (p)

C.  three Euros ninety-eight G. 10 divided by 4 = 7 oooerorreserre

L 50% of $15: i

I

sTD SIVIEY %B0E@)  %S/z(Q son3oge) s088(8) 050 (W)

"ET SHAMSNY
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Figures, References, Dates and Time

2.4. Prices and References

You hear a reference for one of the objects here (but NOT in the order shown), and the price (in US
dollars, pounds sterling, or Japanese yen. Find the object and write down the price.

Av-7070 we.1770 £4-7017
stereo radio cassette stereo radio, cassette bat;;.r-); L:v:/;ed
player and CD player portable radio
=
{Price !
JIE-1880
phone, fax & answering
611808 JEA-3008 device
wireless phone wireless phone also refays messages
range! 1000 feet range 2000 feet
rechargeable video/TV screen
e E
DEG-2760
Yel-z070  CZXIOL 0 eermenoee
A color TV, 50cm color TV, 75cm screen
90-minute cassette screen stereo sound
setof 5 setof 5
— L)
odo] (%
{Price I {Price | I
GAE-19Y8 JEA-90YB
racing bicycle :
EPrlu E

B DR

UK 00SI9'E B1 K3 i 0848 0922 930 .: oeons«(w?m)‘uu o
; UL 089'921 £ 08 AW : 05817:8081 W15

085% : 8A06 vl : 683 L1043 ! 68251 (51019 0L02-BA |
8v6$: 914z lla ! 0Li7: 0421 OVA E Ov1$: 08813 |
BIS'11$ 1 8A61 TvD ¢ L1171 0L0L 1Y ' ETTON
B ot e e e e e ettt e ]
_______________ !

S S
Figures, References, Dates and Time.

2.5. Time and Time Again

The first example in each case is the commonest way of expressing the time. For instance, in the sec-
ond case (10:15) it is more common for North Americans to say It's ten-fifteen, while people in the
UK and elsewhere say It's a quarter past ten.

N. AMERICA and UK: N. AMERICA:
ten (o'clock) ten fifteen
fifteen after (past) ten

It's ten am, or ten pm.
quarter after (past) ten

UK: quarter past ten

N. AMERICA
ten thirty
half past ten N. AMERICA:
UK: ten forty-five
—_— fifteen (minutes) to eleven
Ea:; fast ten a quarter to eleven
ten ity Y
a quarter to eleven
N. AMERICA: fifteen (minutes) to eleven
almost ten (minutes) to eleven ten forty-five
Uk

almost ten (minutes) to eleven

2.6. Exercise. Write out in words the times shown here.

1 200 3 4

2.7. Dates

Pay careful attention to the way we write and say the dates.

NORTH AMERICA:
MONTH - DAY - YEAR :
UK AND ELSEWHERE:
DAY - MONTH - YEAR :

Friday, October 13, 1995

Friday, |3 October 1995
Friday, 13th October 1995

When speaking, we always say

the thirteenth of October or
October thirteenth

any-Auio) uanss ‘WS o) useyy ‘W3ie o) seenb e (5)  Au~inoy unoy ised ey (£) ussy
-3y} ‘934U Joye UsaYy ‘aauy 1sed uaayy *eauuys Ised Jepenb B ()  us) Buo ‘auo jsed s} ‘auo Jaye us) (])
‘9T OL SYIMSNY
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Figures, References, Dates and Time

2.8. Exercise. Write the dates.

On the left, dates written in the UK (and European) format. On the right, dates written in the
American manner. Be very careful of the dates in 7-12.

I, 15/03/97 7 A2BP7 SR
2,28/10/98 8.10/18/98 ... e
3.3/7/95 9.3/7/95

4. 12/12/98 10.1272/98 ...

5. 11/08/2000 ... U, e TE E1/8/2000 wiiiiiinniccnannan "
6.04/05/99 i e 12,4/5/99 v,

Figures, References, Dates and Time

Spelling

2.9, Exercise. Write the dates and the times.

pifferences In British and American usage:

double letters: letter; middle, beer, feet, etc...

In British usage we say double t, double d, double e, and so on

In North America, people say each letter individually: t-t, d,d, e.e.

The letter Z

In British usage this is pronounced <zed>>, but in North America, <zee>.

TTIroMmMmoN® >

Note that some words are spelled differently in the USA {and Canada)

UK USA
honoutr/colour honor/color
theatre/centre / manoeuvre theater (theatre is also found) / center / maneuver
licence / defence / practise license / defense / practice
- connexion / inflexion connection / inflection
civilisation / realise / realisation civilization / realize / realization
travelling / cancelling traveling / canceling
(bank) cheque (bank) check

Dates

6861 ‘71 Aejduowdopi| () 9661

'/ Aeniga4 uo uregeig le () wdogiy Inoge e 7661 ‘| Joquienaq (H)  widg g 12 7661 ‘b Jaquisdag
(D) 2661 ‘81 Wil U0 Og:[ | 1 () 8661 ‘T Anfuowdgyiy 1 (3) wd Gyt pue weg|:| | usamgeq
'ggasnBny (@) wd ozisIe g aunf (D) 0501 Apexe Je ‘0| $8qopO (g) wdg 6 e 7 judy “epuy (v)

(Loiyse} uedLBWY Ul *6°T OL SHIMSNY

*UO 08 pUE 4GOPQ JO LYBIS-AUam) aL ‘YdJel JO LpUDBYY BU} AeS OS[E UED NOJ, tIoquIauIDy

[u-Aaulu uaataull Yy judy 7| puesnow omy

YYBe JaquisaoN ‘1| YBie-AIBUiu UaBleUIL 'PUODaS Jaqiada(] (0l I4BIR-A1BUIL USSIBUY YIUSASS LPIB 6
WBie-Asu Us3lRUIL LIUSSIYEIS S5GOP(O '8 UaASS-AISUIL USSJRUIL AL Jequiada */  BUU-A1BUlU uasjaulL
YUNoj Aely| ' PUBSNOLY OM] LpuaAsje 1snBny ' yBio-Ajauiu uaslauiu Liam) Joquiada(] b oAY-A1BUlU Ues)
-auu P Anf g WyBie-Aleull usaleu YIYBIs-AUBm JSGODQ ‘T USASS-AIBUU USBIBUIU YIUBaYY el * |

(Uoisey UeoLaLy 8t U313y UsAS ) 87 O SUIMSNY

In British usage, people say june 24th, or the 24th of June, but they usually write the date this way:
24 June 19XX or
24th June 19XX
In North America, people say March 24th, or the 24th of March, but they write the
date this way:
June 24, 19XX,
It is also possible to see the date written this way in North America:
24 June 19XX
but it is not very common.

Time
Remember the two ways of expressing time:
British usage: North American usage:
a quarter past three three fifteen / fifteen after (past) three
a quarter to four three forty-five / fifteen (minutes) to four
half three never heard in North America : three-thirty

On your CD: an American asks a British woman when the meeting starts. Note carefully how he clari-
fies his understanding: Sorry? I don't understand. Do you mean three thirty or two thirty?




Making and Receiving Simple Calls

File #

Making and Receiving
Simple Telephone
Calls:

Identifying Yourself on
the Telephone

Making and Receiving Sirple Calls

3.0. The Simple Basics

The beginning of a simple telephone conversation. judy Daniels answers. Rob Jenkins, import agent

for the PGY Company, is calling from Budapest.

%S Good morning, ABC Company.

This is Judy Daniels
speaking. What
can I do for you,
Mr.

"o Jenkins?

1A

Good morning, ABC
Company. This is Judy
Daniels.

¢ A How are you, Mr. Jenkins?

53 Very Well, thanks. Now, what
can I do for you?

I’d like to speak

t0...

Is that Judy
Daniels?

Good morn-
ing. This is
Rob Jenkins
from the PGY
firm in
Budapest. I’d
like to speak to
Judy Daniels,

please.

variation

Good morning, Ms,
Daniels. This is Rob
Jenkins from the PGY
firm in Budapest.

E Fine, thank you. And
you?

This is Judy
(speaking).

NOTE
Always use a greet-
ing:

Good moming
Good dftermoon
Good evening
Hello!
and always identify
yourself. The com-
monest way:
This Is veves (from +
the name of your
firm)

NOTE

After the greeting,
Judy gives the name
of the company and

her name,

The caller knows
immediately who is
on the line.




Making and Receiving Simple Calls Making and Receiving Simple Calls

3.2. Mr. Jenkins calis Mr. Smith
: Conversation. Mr. Jenkins calls Mr. Smith at the ABC Company in London. judy Daniels answers, and
i : explains that Mr. Smith is not in the office. Mr. Jenkins is on this page; Judy isonthe fading page.  J
!
¢ , \i § Good morning, ABC. This is Judy Daniels speaking,
| E i Good morning, Ms. Daniels. This is | E .
: | Rob Jenkins from PGY. Could I speak E i P’'m sorry, Mr. Jenkins, but Mr. Smith is out.
: i to Mr. Smith, please? ! ;
4 1 - 1 ] i
E 1 % H
4 d X sce. Well, Il call back later. Bye. | SO
i‘ (TS
: Variation I NOTE NOTE ,: i Good morning, ABC. Judy Daniels.
HIE N SRS . Notice that Rob Be p:;; i
] } Jenkins does not o | Who’s calling, please?
| Good morning, Coutax | identiy himsefin ool '
speak to Mr. Smith, please? | 2;?2::?:& : half-past | 3 il ’m sorry, Mr. Jenkins, but Mr. Smith is
.. ! o Judy's three instead | out right now. Can you call back this
H s question: ree insteas !
{ Sorry, this is Rob Jenkins ; WHO’S oflater | afternoon, after half past three?
i ) from PGY in Budapest. i CALLING? whichisa |
1 2 , H vague word, !‘
! After three-thirty? Yes, Il ! NOTE
! call back then. Thank you,
: . ! Rob repeats the
: H important infor-
D ! mation: after !
three-thirty? i
(he's American H
"""""""""" S or Canadian). NOTE H i
! Here Judy asks } !
! if she cantake | az !
| NOTE amessage, or | P'm sorry, Mr. Jenkins, but Mr. Smith is out of the !
! Again, Rob does not intro- 'i RDb“‘At:anf ! office this morning. Can I take a message, or would |
2 e i H | o call back. 1 2
i Budapest. E duce himself (a mistake!). He hoca i you prefer to call back: i
I i IMPORTANT! choice. | ¥R !
i f & 1
' Pl call back. When’s the hest time? ! He asks When Is the : This afternoon, after 2 |
E 4B i best time? i 1
. f B 1
E Zamdl Thanks. Pl call back between 2 and 3. E Then he states a precise " ;
H @ ! time: between ¥ and 8.
. Thanks. The same to you. Bye. K

3.3 Over to you! Variation 2
I. Role |: You are answering (Judy Daniel's role). Answer, then speak to Rob jenkins,
2. Role 2: You are calling speak to Judy when she answers.

a0k tomorrow morning,
e sure to do It}




Making and Receiving Simple Calls

3.4. The Switchboard

Most people have direct lines today. But there is still a chance that you will speak to a

receptionist,operator, or other person who will transfer your call. Below, some typical calls on a busy

day at the ABC company.

“Hello, Pdlike to " Good afiernoon,
speak to Jack Jones. { ABC company.
Could you put me
through to him,
please?

~
~

Hello. I need to speak to
somebody in the account-
ing department.

D’m sorry, he’s not in.
Would you like to talk

to his secretary?

Hold on, please. 'm try-
ing to put you through.

Y
[}
1
3
1
1
1
1
]
|
1
]
1
1
'
t
]
t
'
1]
]
1
1

No thanks, I'll
call back
later.

-

(4BC

good

after-
noon. .
Hello,
Customer service, you want to speak to some-

please, I called 15 body in customer service,

minutes ago but the right?
line was busy. ‘That's right.

Hold the line, please. Pm very sorry, but that line
Pl put you right is still engaged. Do you still
through. ' want to hold?
No, I’ll call back.
Fine, sir. Try in about 15
[N . minutes. A

e

-

-

4

P
[
H Y
{ I'm very sorry, sir, but
{ nobody answers.

pue——
m——

7
i

All right, 'l call back.

" ABC, good afternoon. ™
Julia Adams.

T’m calling from New York.
Could you connect me with
customer service, please?

Hold on, please... Sorry, the
line’s engaged. Will you
hold or would you prefer to
call back?

‘This is important. Il
hold, thank you.

All right, sir.

Engineering.

This is Dave
Spencer from
CAB in New York. I need

to speak to Jerry
Gladstone.

Sorry, Mr. Spencer, but
Jerry’s in Germany this
week, Would you like to

speak to somebody else?

"y

Making and Receiving Simpie Calls

Use this page for your notes,




Simple Requests and Checking Your Understanding . Simple Requests and Checking Your Understanding

l
o 4.1. Conversation,
Robert Smith from Manhattan Investments in New York wants to reach Karl Hartz at European Transit
l e in Berlin, Germany. Renata offers to take a message, but Robert prefers to call back.
] ; 4 \: ) \
! Transit. This is Renata Schneider i 832 Hello, this is Robert Smith ‘;
| speaking. i | from Manhattan Investments. P'm |
' t 1 calling from New York. Could I speak i
‘ i | to Karl Hartz, please? !
t 1 ]
t - t 1 1
i Would you speak slowly, and repeat I !
3 your name, please? ’ ‘ E § Yes, sorry. This is Robert Smith E NOTE
13 —
H t 1 from Manhattan Investments in New E Robert dearly states
i i+ York. I would like to speak to Karl 1 what he will do, and
| ! \ | Hartz. ! Renata repeats it
i i week, Mr. Smith. Would you like to E i } (and perhaps makes
2 leave a message, or would you prefer to | ! E a note).
i call back? . S :
' E
i
¥
1
)
3
1]
i

Polite Request to Check
Your Understanding




Simple Requests and Checking Your Understanding

4.2. Other Requests

Here are some simple requests when there is a problem.

Requests.

Simple
requests

when you

have a problem
understanding.

you. There’s a

lot of noise!

P'm sorry, we
have a bad con-

you hang up

| and call us

please give me
your name and
telephone num-
ber? Mike will
call you back in

10 minutes.

Simple Requests and Checking Your Understanding

4.3. €hecking Your Understanding

Before you listen to the conversation, see if you can find the correct response from Renata for each of
Rob Smith’s questions. Then listen to Renata and Rob Smith.

X want to be sure that X under-
stand. Mr. Hartz is out of town for a
week, so he will be back next week.
Am I right?

;Y

~,

pmmmm—————
"\,

.. o

-
7.

Ran S ag

OK. Let me make “)

Ih ¢ \ So, if I understand cor-
sure I have go

\ rectly, Mr. Hartz is not

I AY
{ i
| . \ |
| this right: Mr. \ in the office this week. |
| Hartz is away ‘E Will he be back next |
| for the week., Is | week? [Can I reach !
i that right? / him at work next i
E week?] i
| /

e

Iy

~,

If I understand right, Mr. Hartz is
away. Is there anybody else who can
help me? /

s,
e’

-

™,

/7 That’s right, Mr. Smith, N
{ He’ll be away all week, 1
\ I

L eam't tell you, Mr. / 4 ™
i ] \)
| Smith, Please hold the | | Xos Jon At M ]
| line. ’m going to check. \ g ack )
4 5\ next week. i

d

3,
e

s

He’ll be back on Monday morning.
You can call then.

.., g

Important Yocabulg

#
i
1
1
1
3,

-,

¢ the right information.

NOTE
Why say at work?
Because perhaps
Mr. Hartz will be
nack next week but
not at the office.




Simple Requests and Checking Your Understanding

4.4. Over to You.

Here are two exercises to do with your CD. In each case, the pause is sufficient for your response.

Exercise 1. ANSWERING
5 telephone calls. In each call there is a problem. To help you, the problem is shown in the notes
below. Practice the expressions in 4.2,

Exercise 2. THE CALLER
Imagine now that you need to make 5 telephone calls to reach the people shown here. Practice
checking your understanding. Use the expressions in 4.3.

1T 2 3 4 35

Tony Helmut Giampaola Jane Alan
Smith, Berger Fermi Stevenson Fredricks

EXERECISE : Making requests
Practice making polite requests using WILL YOU / WOULD YOU / COULD YOU? Don't for-
get the word please?

|. Call back this afternoon. ...
2 Please call back this afternoon. ...
3, Will you please call back this afternoon?
4. Would you please call back this afternoon? .
5. Spell that for me...imineionnn,
6. Repeat that SIOWLY. i
7. Send a fax with INStructions....au e

8. GIVE MIE YOUr NAME BZAIN. 1vususiriisimrsssariniensssisissesesiss s ress s sass st asesess s s sns s ensnesesossssas e
9. Tell Mr. Smith that | need the information. .

20

Simple Requests and Checking Your Understanding

4.5. Contractions

Contractions are very common in English. Native speakers use them all the time. Here is an exercise
to help you identify the main contractions used in Files | through 4. Listen carefully, and write in the
contracted forms.

a e busy. ioh it be ready?
b. Judy. be here at 2. E i, . like to see it
¢, Wenzhong........ out, E B e like it
............ be here in |5 minutes, !
g the 8th Uk i appreciate it.
e she be back? E Lo be very happy.
f the conferencel E M e be there at 7.
g e «or Jim, do you know? E N e away. {name: Barbara)

seeqreg (W) i) pi@®  pIO)  pIOD  pi®  jusuMm
(W) sepuM@  susum () I1WBUM B)  sAepoL (P)  ILeH / sBuoyzuam () I APN[ @ saus (®)
S OL SUIMSNY
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Grammatical reminders

1. USING THE FUTURE: WILL

wiLL is used to express the future and is followed by
the infinitive without TO.

® I will call you back at three.

® I will tell him that you called.
@ He will call you back tomorrow morning.

It is used in questions, and POLITE REQUESTS,
@ When will you be in? (question)

® Will you be in tomorrow afternoon? (question)
® Will you please repeat that? (polite request)

Note that the negative is contracted to won’t
® 1 won’t be in tomorrow.

CAREFUL: The negative can be very, very strong and
even suggest a refusal,

® I won’t do it! (I refuse to do it)

® He won’t agree.

2. CAN IS USED FOR THE PRESENT AND FUTURE

caN Is used to describe ability or capability, and refers
to present or future time,

@ 1 can call you back this afternoon.

® X can’t finish it before next week.
® 1 can tell you tomorrow.

It is used in questions.

® Can you send it to me by fax?
® Can she call me back?

Note that the negative is contracted to cAN’T
® 1 can’t tell you now.

IMPORTANT REMINDERS

(1) You must ask a question by
putting the auxiliary before the
subject.

present: Do you have it?
Does Tom have it?

can: Can you tell me?
future: When will he be in?

request: Would you please
send me a copy?

(2) Modal auxiliaries
CAN
COULD (conditional of can)
WILL

WOULD

are followed by infinitives with-
out TO,

Other verbs, such as want,
like, and need are followed by
the full infinitive.

1 would like to speak to him,
I need to speak to him.

1 want to have a copy.

Simple Requests and Checking Your Understanding

Grammatical reminde

3, WOULD: THE CONDITIONAL

woulb is used fo form the conditional and is very com-
mon in polite requests.

® I would be happy to help you..
® I’d like to speak to Jim Smith, please.

Here are some polite requests:

©® Would you please call back at 10:00?
® Would you please spell that for me?

Be careful of the contraction:
® Id like to speak to him.
® She’d like to see you.

4, SAY/TELL/ASK

sAY is used with the preposition TO or when we want
to repeat somebody’s words .

@ She says that she is busy. (her words: I’m busy)
©® We say “hello” when we see somebody.

TELL is used when we refer to another person, often
with NO PREPOSITION.

©® I’Il tell Mr. Smith (that) you called.
@ Please tell him (that) I need the information.

AsK is used with NO PREPOSITION and is followed by
the infinitive!

® Please ask Tom to call me back.

Note: ASK SOMEBODY FOR SOMETHING
® Please ask Judy for that information. I need it.
® They are asking us for another copy.
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4.7.When will she be back (in)?

For this exercise, assume that today is Tuesday, October 10. It is 2pm.
You want to speak to the people shown. Write down where each person is, and the date(and/or
time) when he or she will be back.

4.0.Expectancies

Here you learn other ways to ask when the person you want will be back. On your CD, each ques-
tion and answer is preceded by a signal, Repeat once.

I'm sorry,
: My, Stanworth, but Juan isn’t here Greg Halthy Marsha Young
-t now, Would you like to leave a mes- ceeesenes e
sage or call back?
4 LU R I LR R N I I )
}
: » Gail Abernathy Pietro 1
Hell be back in a few sessareee Delcampo
minutes, I think, e eeeene vearanses |
Ceresieen |
Li Zhaozeng . Paolo Marcusi i
: - He'll :
> be back between 10 and 11 Ahmad Al-Tawil
. tomorrow morning, crenennan
“ Exercise
You see the reason for each person's absence and expected return date below. Write a complete sen-
tence using different expressions. Assume again that today is Tuesday, @ctober 10¢th.

Kamal Najjar: Ken Wilbury:
in Cairo ill probably
expect him back on back in the back in the
] Monday. afternoon orning
Jamie Dodson
Marianne out of town
Sommers probable
in New York : return one of
back these days

Soa the next page for a ravisw of expressing dates.

(Letsmouiowior) Buiious Aepsaupap, UO Soeq 84 1,845 'SAEP M8} B 10} ABME 5.8UNOL SSIL "3/Z BY} 40 9T
UL U0 3deq papadxa 5| pue eILBWN YINOS Ul LOISSIUW B UO S| 1SNDJBj] L4 ‘(W19 | SL 5183) ABpUo)y IXaU YBq 2
34 UoneEdRA UG S PRUIYY "YINE BU} UO LUOW B4} JO PUS BU} J8 3oBq PaPadxa 5,8} “8IUBISJUOD € J8 5 3UszoRyZ
'NSZ 34t uo peq papadxa 5,245 Y 5] AYlewIagy [lBD) *6 T8 W9 | SUk U0 Yoeq 3q [|2Y !stied Ui st AyeH Ban
L'y OL SHIMSNY
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4.8. Introduction to Paraphrasing

Communications experts say that we make mistakes because we do not listen carefully, One way to
make sure that we understand correctly is to repeat or paraphrase (say the idea in different, or sim-
pler, words. Here are some typical examples.

have ifferént ways of expressing dates in reference

LAST TUESDAY E NOTE
Can you call e opresion oy
Today is THE DAY AFTER back in a few be more precise, What
, I understand, I can . A
Tuesday, TOMORROW minutes? does “a few minutes
oct , call back in 20 or 30 meant
ctober That’ll be minutes. Is that right?
l' tho ﬁne Y 2 2
THIS FRIDAY
NEXT FRIDAY
THE DAY He'll be - - . t%
. uppose today is
_?_E;gi& YES : back in 2 So I can call back on Wednesday, Your party
TWO WEEKS FROM ., o days. 4 Friday. Is that right? , says that Joe will be back in
TODAY Yes, that’s right. He'll In the morn- 2 days. That means Friday,

right?

By following this simple
procedure you will be
forced to listen attentively.

be here, ing or the

afternoon.

OR, I’d say you
should call in the
morning/

NOTE
Saying the idea in a differ-
ent way means that you
listen carefully and under-
stand. It reduces the risk of
error.
Again,state a precise time,
Ask Will that be all right
(O This makes your
party listen more carefully.

So I can’t reach her
before 2 this after-
noon,

right, sir, After
2, yes.

T’l1 call back at half-
past 2. Will that be ~

-

e P
That will be
fine. I will tell her
that you called.

. NOTE
= S Restate an affirmation as a
Let me make sure I negatfve, a negafive as an

affirmative. Then ask when
exactly you can call back
(or when exactly the per-
son you want will call you
back).

understand, I can’t reach
her until next week. On what

day can I call back?
Oh, Id say P

on Monday.
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4.0. Practice Paraphrasing.
Here are some practice exercises in paraphrasing. The first four are on your CD. In the first statement
you repeat the main idea, then you ask a question to get more precise information. Please write exer-

cises 5-10.

s s

i

1. «Ered will be back on Tuesday, Can you call back then?”
w paraphease: | see. So | can't reach him until Tuesday. Is that right?
' § elarifisatlon: What time can | call him (rach him) on Tuesday?

2. “Cathy Stevens is away this week.”

parapht
olarificatlon:

‘number where I can r

3. «Bernard Stevenson is out of the office at the moment.” ;
he reached?

paraphrass:
clarifieation:

i
G 4, «Jill Tomlin will be back at the end of next week.”
R paraphrase:

elarifioation:

5. «Bill Nomsky is at a meeting this morning, Please call back later.”

paraphrase:
olarifioation:

6. “Wenzhong is on holiday this week. Can you call back next week?”

parsphrase:
elarifeation:

T «I’m afraid Paolo is very busy, and I don’t know where he is.”

paraphrase:
clarifleation:

8. “Katerina doesn’t work in this department. Pm very sorry.”

paraphrase:
olarifieation:

9. «Mr. Hendrikson is away for most of the week.”

paraphrase:
olarifieation:

10. “Giampaola isn’t in the office right now. Can I help you?”

paraphrase:
elarifioatlon:

‘BUILIOW ABPSINL | UQ) Y23 IXBU JO PUS BU} 3 XOEQ 8q M UIUIOL, Wy

"0€:01 ¥

- IOy UE Jjey Up Bq /27 KEPOI 930 BU} Je 5,24 INg "JUSLOW B} B SO S JO N0 5| UosUBABIS piewtag '
‘01 PUE ¢ U2BMIBQ S [[BD O} BUIA 159G
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Leaving and

Taking Simple
Messages
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Leaving and Taking Simple Messages

5.1. A Colleague is Absent.

We assume that there is no switchboard; that is, people call their parties directly. In this File, we look at
ways of taking and leaving simple messages. It is important to remember that mistakes and misunder-
standing are, unfortunately, very common. You will learn ways to make sure that you give and take
clear messages.

~,

4 Accounting office. Y

- .
s,
s LY

! Hi, Is that you, Linda? No, I'm sorry. Linda’s ill this week.
3 y

This is Evelyn Davis. I work with her. Notice how Mr

YN I'm sorry, I didn’t get that, Will | Jackson asks if the

woman on the end
you say that again, please? of the line is Linda.

Yes, Mr. Is that you, Linda?

FXi} Oh... This is Mike Jackson
from Emberson Industries
in Dayton, Ohio,

Excuse Jackson? Is there
me. This Is anything I can do
.l;fzicl:(eson for you?

y Is there anything |
from Isee. can do for{/gZJ. ¢
Emberson There’s an Evelyn offers to
Industries. error on our help.
Pm call- last invoice, ’'m ;
: very sorry about i
ing about an that, Mr. Jackson, I | fmsony about that,
error on your last will leave a message Evelyn says she is
invoice. g for Linda, She will call you sorry about the !

back on Monday morning. error, and says what |

E3i§ Yine. Thank you for your help. she will do. i

Excuse me, but I don’t remember your ’m Evelyn, Evelyn Davis.

WLS Yow're welcome, Mr. Jackson, !
Sorry about the error.

Well, thank you very much for
your help, Ms. Davis.

i
1
)
1
1
1
!
name. 1
)
1
1
1
1
1
!
1
1
1
]
LY

FZi§ That's all right. Bye, Bye. y
AY

N, ~
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5.2, Mr. Jackson’s Problem

Michael Jackson {not the Mike in the previous conversationl) works in a large European company

employing many Europeans and some Americans, Mike (an American) is supposed to participate in a

meeting at 3pm this afternoon in the engineering department, It is now 2pm. He knows that he is

going to be late and decides to call Phil Turner (a British engineer). Rich White, an American in Phil's

department, answers.

L N

Ted? Mike Jackson here.
Look, sorry to bother you now... I
know you’re busy, but...

Excuse me, Do
you know where I

can reach Ted?
It’s important,

Yes,

X CAD division,

-

PIN Sorry, Ted’s out of the office.
This is Rich White, his assistant.

No, I don’t. X think
he’s at lunch, or in
one of the meeting

rooms on the
second floor.
Is there

this is something
Mike I can help
Jackson | you with?
in the

design AN
office, Certainly.
‘We have a Let me be
meeting ~ sure I under-
scheduled for #-  stand. You're

3pm this after- Mike Jackson in the

noon, I have some-
thing urgent to finish and

so I am going to be about 1 hour
Iate for that meeting. Can you
please give Ted the message if you
see him?

715§ That's right. At least one hour! Pl give Ted the message.

i design office, You have
something urgent to do, so you will be
at least one hour late for the meeting
this afternoon.

B35 Thank you. Tell him P'm sorry -
about this, and that I will explain \ OK, Mr. Jackson, Bye.
everything this afternoon. KN

5.3. An Important €hange

Mr. Blake (Austrafian) from the Koala Hotel Chain in Sydney, is in Toronto for the month preparing

Leaving and Taking Simple Messages

advertisements that are going to appear in Canada and in Europe next month. He wants to talk to Gail
Sanders at VanGuard, a large advertising agency, about a change in an advertisement. Edward Lewis

(Canadian) answers the phone.

L. ~.

{ Hello, my name’s Tom Blake.
I’d like to speak to Gail Sanders.

@ No, she’s the only person who
can help me, Is there another num-
ber where she can be reached?

Tunderstand, Have you got any
idea when she’s expected
back?

Please tell
her that I need
to make some
changes in our
advertisements
that will be
appearing in
Europe next
month. I would
like to meet
with her to ”I

talk about
that.

Yes. We have to
have a final version
before next Monday.

Yes, 771-554-80-90.
That’s correct.

Thank you. I will be in until 6
this evening, and all morning
tomorrow.

Thank you very much for your
help.

T0% The same to you. Bye.

Y, s
. "

Don’t mentlon it.
See 5.1, for ways to respond to “thank you,”

FEY Good afternoon VanGuard. This
is Edward.

PLE Gail is out of the office, Would
you like to speak to somebody else?

LS I don’t know. Hold on, please. I’Il
see if I can find out.[pause] Mr. Blake?
Thank you for holding. We don’t have
another number where she can be
reached. I'm sorry.

Iy Late

this after-
noon or
tomor-
Il::)):'vnlng REMINDER
* Offer people a
‘;Vo“ld YOU ' hoice: would you
like to like.... or would you
leave a prefer?
message, This allows the
or would caller to participate
you pre- in the conversation,
fer to
call back?
Right, Mr.
Blake. You want to meet with her to dis-
cuss some changes you want to make in
next month’s European ad project, Is
that right? NOTE

TLS Ah, so it's urgent! Will you please | Isthe subject
give me your number? urgent? Then say sol

Il repeat that: 771-554-80-90,

FIN 1 will have Miss Sanders call you
back as soon as I see her.

LL¥ Il make a note of that: till 6
tonight...and tomorrow morning.

FUY Don’t mention it, Mr, Blake.
Thanks for calling VanGuard, and have
a great afternoon,

. "4
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5.4. A good message.

We do not always give clear messages. To us the subject is very clear. To other people it is not so
clear, All good messages should have answers to the following questions:

Who is the caller?

From what firm?

Whom is the call for? Whom does the caller want or need to speak to?
What is the call about?

if about an item, which item? (Which fax? Which letter? Which invoice? Which
order?
What time did the person call?
Why is the caller making this call?
What follow-up (future) action does the caller expect?
® He or she will call us back (if so, when?)

® We will call him or her back (if so, whent)
©® Wil do the following: (be specificl)

How does the caller feel? Dissatisfied? Angry?

ould you like fo spe
ve me your niu

34

REMINDERS

(1) There is little difference
between ANYTHING and
SOMETHING. The first tends
to be more general,

(2) English speakers use con-
structions like Is there anything
I can help you with? very
often,

REMINDERS

(1) Use the future (wilf) only
after the main verb, After
when, before, or as soon as use
the present.

Leaving and ‘Taking Simple Messages
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More Complicated Requests and Messages

File #

More Complicated Requests and Messages

O.1. Trying to contact somebody

Paula Gretting (English) in Manchester wants to reach Jane Davis, at VanGuard (the North American
advertising agency in the last file. Mike (Canadian) answers the phone.

#Y33 Hello, I would like to

REMINDER
speak to Jane Davis, pl (1) Aways dentiy
Sorry, this is Paula yourself.

Gretting in Manchester, (2) You hear: calf

England, back in 15 minutes.

N—— Ifit's 10:15, you say,

=Aill Gretting: G-r-e-t-t-i-n-g. Pl call back at
10:30.

3 Certainly, Il call back at

L Thanks very much.

1
t
1
1
i
¥
¢
1
1
1
t
i
i
1
i
]
1
1
i
H
i
i
]
1
]
1
i
+
]
]
1
]

~

6.2. The second time around.

This is a familiar experience, We call our party back, and he or she s still not available. Here, Dave
Wajinsky (American) wants to contact Phil Barlow at Knight Fabrics, Karen (English) answers the phone.

/" B¥Y Good afternoon, Knight AR | B

| Fabries, This is Karen. P ;Vaillnskg- I’rltll t(;'yingnto rea

) I'm | i Barlow, I called earlier ant

1\ i very sorry, Mr... Mr... ! I "

| Mr. Wajinsky, but Phil hasm’t called in ﬂ: m‘idn":w';’wk this afternoon. :

1

i yet, If yow’ll leave your number, Phil ! : ) R

i will call you back just as soon as he ‘ ; B Al right. 105 215'5§ 63234,

! arrlves, or as soon as he calls in, i E })0 Y““i:‘::l‘;n}; idea hoy, muchi

! . i i longer 3 &

| & Ll try to find out. May I put you | !

é on hold for a minute? : ! TELH A right,

f LY Mr. Wajinsky? Sorry to keep you f E OK, then I ca

i waiting. Phil has an appointment at 3, ! ! in the next 20 minuf; ing

| s0 we expect him back ve shortly. i H stion,

E SAT ’ i ¥ g { Thanks very 1 earer
A I think so. {1 help. Phil wi
! e ! : , Il back.
3 2.LY That’s all right! i ' Bye Bye,

19 Bye. ,: o

,
.
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Fore Compiicated Requests and Messag

o6.3. A €hange in Hotel Reservations.

Steve Edis (English)changes a hotel reservation at the Sheraton in New York where Tom (American)
answers and transfers him to Voytek (American), the reservationist,

¥4 I'm calling from London. I have a prob-
lem concerning a room reservation at your

hotel.

That’s great! Thanks for your help.

i Bye.

More Complicated Requests and Messages

NOTE

How can | help
you? is very com-
mon today. It asks
your party to tell

you immediately the
subject of the calll

Good afternoon, Sheraton Hotel. This is
Tom. How can I help you?

®S OK, if youw’ll hold on, Pll transfer you to
reservations.

Good afternoon, reservations. This is

Voytek N ‘

B The confirmation will go out in the next
20 minutes.

A You’re welcome. Bye-bye.

39
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6.4. Over to you

Repeat the dialogue, taking the role of Steve. First you will speak to Tom who answers the telephone
at the Sheraton, Then you will speak to Voytek, the reservationist. The objective here is to be able to
answer smoothly. If you can use the expressions which appear in 6.3., that is excellent. But concen-
trate on communicating clearly.

6.5. Exercise.
Fill in the blanks with an appropriate response.

Tom: Good afternoon, Sheraton Hotel, This is Tom. How can | help you?
YOU: it bsis s it ah 1 1R bR R SRS b8

Tom: OK. Please hold on while | transfer you to reservations.
YOU!  crccermrmresses sttt s b 1 R RSSO OSBRSS 080

RESERVATIONIST: Reservations, how can | help you?
You:

RESERVATIONIST: Would you like to change those dates?
YOU:  tovrmrinmsenesessiisessessaisessssisisssessisssarssissarsasiorsssssesbasb st s ents s ssatasanasbssianis anenne

6.6. Exercise.
Now reverse the roles: you are answering. Fill in the blanks with a suitable statement or question.

You: ... s
Hello, this is Elena Eshimir in Istanbul. | would like to make a change in my reservations,

YOU & crreormrercrenersionisessssisitancssssessnsiats esssssssas s esensss s esnenenenenssers s seseseLeseses estans st bebisbtossbistesinis
ELENA : All right, thank you.

but | need to make a minor change.

D (L O P T T PRSP R
ELena :| was supposed to arrive on the 23rd in the evening, but | will arrive instead on the ...,
22nd. Can | reserve an extra night?

YOU © vererrerereersressorsssesinesersnsetnestsesstssessnsssssses thesss st sbsssiesssssissershstsns st sebabeAsebonnE TR OISOV RO AR RRY
Etena: Thanks.

40
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Use this page for your notes

4|




42

Broblems and Predicaments : Recorded Announcements

Problems and Predicaments : Recorded Announcements

7.1. Problems Ge¢¢ing Through.

Like it or not, the computer age is here to stay. We often get recorded messages reporting changes,
or giving us instructions to reach the person or department we want. Sometimes our experiences
with voice mail or recordings go well. At other times it can be very frustrating, as Rupert's experience

here makes clear.

Rupert's first call,
Rupert discovers that his party’s number has changed.
TN T
//V'th SORRY, THE 2
{ NUMBER YOU HAVE
‘; REACHED HAG BEEN
J CHANGED, THE NEW Hello? &
Yy NABER 6. Hello? |

Wio’s
that? £

Pm having trouble get-
ting through to your repair
department.

! d, but hi

Well, I keep geiting a recording
saying the number’s been

'm sorry about
that, What's the
problem?

P'm sorry this has happened. I wl;f <

( Yes, yes, go SR

ahead!
Thanks for
your help,

.,

Rupert's second call,

This time he reaches a wrong number.

Hello?
Is this 222-
3333?
y:

A
Oh, I'm sorry.
Please excuse

each time when they’re going to
give the new number, And when I
called back the 3rd time I got an
engaged signal!

do everything I can to help. I will fry
o transfer you (o repairs, but before I
do that, if you'll hold the line, F’li get
the new number for you, May I put
you on hold a minute?

Hello, sir? The new numjtgr
ber is 523-813-223, Make a
note of that, Now hold on

while I transfer the call.

a4 S and R, good -
afternoon. Fred
here,

No, you’ve got
1 the wrong num- ||
& ber. You've
reached 221-

3333, S&R

Printers. i

43

NOTE
Rupert says he got
an engaged signal. In
the USA he would
say a busy signal,
Note especially how
Linda apologizes for
the inconvenience
and explains
clearly what she
is going to do.
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B Ruport's third call.

The right number but the wrong person?

Pm sorry, but I don’¢
know a Mr. Willlams.

number.

That’s right. You
have the right num-
ber; but there’s
nobody here by that
name, What are you

i My firm manufactures a

|complete line of materials for
Ztennis, and when I contacted
fyour regional office I was told

You must have the wrong

Yes,yes.
Hello. My E
name's

1 was told
to contact
a Mr. Fred
Willlams.

Tsn't this

¥{Sporting

hat I had to contact your cen-

that the person to
contact was Fred

Well there is no Fred
Williams here. Let me
transfer you to the pur-
chasing department.

I’m sure that
omebody there
iwill be able to

Okay, thanks,

hew! What a day this

as been! I think Il start
ending written messages
n the Internet...

1
211-555-80107|
, 7

<14 Goods, right? |

NOTES

(1) . The use of the passive:
| was told to speak to...

| was told to contact...

| was told to call back...

| was put on hold...

with the verb ASK

| was asked to contact...

(2) . Use of the indefinite article @:

| don't know a Fred Williams.

| was told to contact a (certain) Fred
Williams.

NOTE

Checking your information
Isn’t this...7
In Australia, some people say two
double one.
Rupert is starting to get a little angry.
He's got the right number, but
apparently there is a mistake con-
cerning the person he needs to
contact.

NOTE

Somehow Rupert received the
wrong information. He explains why
he is calling. Note carefully how
Mike's tone of voice when he says
“there Is no Fred Williams here.” He
does not say this defiantly, but feels
worried and concerned for the
caller. He clearly explains what he is
going to do: transfer the call to the
purchasing department.

Poor Rupert.
Even written messages can be vague
and unclear.

Problems and Predicaments : Recorded Announcements

7.2, Other Recorded Announcements

Here are 5 examples of other typical recorded messages common in North America and the UK, See
if you can understand them before looking at the words at the bottom of the page.

éan you write the number reached?\ /Write the number reached: \

In which area code? _g Write the new number:

= \_ s )

What is the problem?

U The number has been disconnected. / .
O This is not the number for information, Write the number reached: \
Q The people have transferred their calls e e 3

to another number? What is the problem?
O There is only partial service: people 0 The number has been disconnected.
(Q Calls to this number are transferred.

Kcannot receive calls. \_ /
/ NOTE

\ In the USA people
use the word holf-
day when referring

to days fike
Why is the firm closed today? Chn‘sﬁmas, the 4th

Q it's a bank, and all banks are closed today.| of July, etc. Today's
Q It's dosed for inventory. 5 a holiday, they

A\/hat is the date today?

What are the office hours at
Petterton International? g

On Fridays the office closes 0 Today is a legal holiday. would say.

QO earlier , Remember that in
Ol later Wite the office hours: the USA the word

e G e | Vacation is used for

e et e s atrens a period or rest
\ away from work.

'sdopung puo sAopiniog 1daoxa Hiop 9 01 ol 310 sinoy 33ifo somBar
anQ ADpuoly Lo ooq 1p3 353l ADplioY ¥ubq D “nGT 3y Aoply Aopoy pasop aup savilfo unQ *ayo1quiag Buyjpd sof nod yuoy °g
*nod yupyj “sewn asatp Suunp yo0q | aspald ‘sAbpuy uo wdg 03 OEig wol
pup Yopsuny| o Aopuoly wey '0LiS 03 OE:g wodf uado s a21jjo unp "jpucpoWwalL) UoLEYIag Bujipa J0f NoA YUDY| “LeoLLSYD POOD) H
*8{qD}IDAD S| LOADLLLIOJL JAYLINS ON "3LU SIY3 1D BJIAIBS U] 10U S| G-0- (- £-// PRI 8ADY NOA Jaquinu auyt ‘Auios uLf e
‘B-7-Z-9 1-5-p S JBquNu MU BY) *PasUDYD UBD] SOY £--9-9 [-G-p PaLIDaI 3ADY nod Jaquunu sy Auos i) 7
*3/qDjIDAD S} LOADLUIDJ
Jayunj oN “sjid Bujuodu) J0] B|GDJIDAD J0U §] G- [~ BPOD DAID U] §-7-6-8-8 §-9-G | PAYDAL aADY NOA Jaquinu aip ALios uif "
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. Now suppose you stay on the line to speak to an operator. You know that it is |0am in New York,
7.3. v°ice “ail . ) but International Software Systems is in California where it is 7am and therefore not open yet, You get
It is more and more frequent to get a recorded announcement telling us either to leave a recorded this message. Can you fill in the missing words?

message or to press one or more numbers to reach the person or department we want. This exer-
dise is based on an authentic message found in the USA. Listen and complete the following,

7

{"Hello, I'm Tim Bates, customer service representative. I'm ... A
You are calling International Software Systems and hear this message. O ANOthEr fINE OF wovvcvsnvssssssss cossiissssssssis sosssssinin - .
i Please leave your name, number and a brief message after the beep. Thank 1
'.\you. Bye. ,,1
emenysap AW Wwoy Leme Apuaund
i |. What do you do if you know your party’s extension? 3 SCRIOM DNISSHI
Did you
2, How do you reach a particular employee? Suppose you want to reach [ know that 7.4. O¢ther recorded messages.
John Doe at ISS. What do you do? # Here are 5 examples of good messages left on an answering machine.
is called a ; British
3. Suppose you are calling this company from Europe. What do you do if 'nurpf:er ; Tanya Parova shares her PEeT e e e e \
you want to place an order? sfgn” in . phone with one or two col- v iy aafling Tanya Parova, It's Important for me to speak fo |
English? leagues, Ted says whom the 1 ,
Here's an . message is for, and ko what | her about the profect completion, My name’s Ted Wipple at :
= o ,
example: itis about. Note thathe gives 1 BT, The number Is 0181-543-7940, Thanks. i
\

4, Suppose you are calling from a telephone in the USA or Canada, and Flle #7, . his humber slowly!
that you want to place an order, What do you do? :
American

R I R e e L L L LY

Today is Monday, the 13th, It's 4:30. This Is John Whitley \l
from Sanson Industrles In Chlosgo. This message Is for Mike 1
Nidriokson, and Is about the warranty on the new equipment, :
1
1
1
’

It is a good idea to state the
date and time, especially
when any legal or contractual

2 aspect is involved. Or if there
is any chance that the mes-

A WARRANTY

Guarantee or legal
promise concerning
the performance or

5. Can you send a fax if you are calling from outside the USA?
OYes O No

6. To reach technical SUPPOTt, YOU PreSs .o

-
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ill not by ived .551. ¥
7. To reach the accounting department, YOU Press t ..o fﬁiesmengawz::csxy on ;"";‘ “;; ’"; lbl“k ;; “l:” b /:’“IH' at 203-551-2918, quality 3fisf:erman-
: : 41 $ 4 alreor line. Inank you. Bye, .
8, For information on a licensing procedure, you press: .o :@‘j’s immediately when you you. 5y
9. If you want to fisten to this information again, press ...
Alison does not know the
\ (0. To speak to a real hUMan OPEraton YOU ... person whom she needsto . Britlsh .
e ermmmmm s M mmmmmmm———m———m e - ;g:fﬁj::gg‘i’;;‘;:;g%“’:t : Hello, This Is Alison Drouzhiby from British Gas. My name Is : ANYTIME
Mow f£ill In the blanks to obtain a ¢transcript of the recording. 3 your party wil not have to 1 4pelled D-R-0-U-Z-H-J-B-Y, and my number Is 1718 25 27, 1 | 3t no particular time
Thank you for calling International Software Systems. If you know your party's extension, please replay it once or twice! V" would llke to speak to somebody sbout ohanges In our contract, !
: i Notice that Alison all says 1 . [
O ... it at any time. when she will be in today and | Please call m baok until 3pm or anytime fomorrow, 1
To reach the employee (2) v by last name, press the number sign. fomorTow. LY |
If you're calling from the United States or Canada, and would like to place an order; or speak to a
., please call (4) Or
--------------- Robert is calling a person British
the USA or Canada, press |. whom he knows very well, g mmmmmEm SIS S EEmE——————
) Y press 2, He knows that only this per- : Hello, I¥'s 1:30, on Monday, Juns 131h. This Is Robert : AVAILABLE
son will receive the message. / -
For (9).. vovey Press 3 T e negd 1 Cauldings from UK Eleotronics, There's ¢ problem on your last | what you can have,
For (10} i OF dnineenmsioa o L order, The mod: ¢ avallable. Pl Il me back 1 v .
o to say whom the message s} 9/dots The modoms ate nof avallable. Ploase oall me baok, | whatisat your ds
for. He does not leave his 1 Thanks, Bye, " posal
""""""" number because his party \ ’

Knows it. Nt e b e e e e et e M e e Mem e ey e b e

U oyt Uo Amis (7|)  nusw sip jeada (f | ):iBusuad) Jo Bugasuew (0)) Bugunodoe (g) poddns [edupal (8)  opis
M0 () 0T9k-S15-008-1 (9) 35onbai (S) 0V9Z-G15-008- (¥)_Papeussasda aansas sawiopsno () iopaup (z) 1aua (1)
3SIDYIXA NOLLITWOD FHL WOUS STUOM DNISSIW
‘auy ay) uo Aus (01)
S5 (6) o (8) L£.(D) .T.(9) *ed j0u 530p Joje> s Jeuy Burealis *aau-[0} BB ABL | "BPEUED) 10 WS S U AUO papeal
aq Ued a50) 'UBAIS 5] LBGUINU-(08 UB AU BSnedaq Xe) B puas 10uled NoA 'ON (§)  0b9Z-51§-008-1 I> NoA(y) | ssaud
no () Aiopaup sakojduwia sy 198 03 uBjs Jequinu oy ssaud nok (7) tewg Aue je (sisquinu au Buissaud 4Q) Y 193uS NOA ')
SNOILSIND FHL OL SHIMSNY
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¢
Again, only one personwil 1 This Is Vanessa Greenflald from T&R Ltd, 1 would like to speak ‘,
5 receive Vanessa's message. : fo you about the fax you sent yesterday. Wll you please call me !
And this person knows er - gy anytime today or tomorrow moralng untll 11, Thanks.
.

]
telephone number. ;
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Problems and Predicaments : Recorded Announcements

..................................

® Hello. Who’s this (Who’s that)? E
® Hello? Is this 222-3333? '
® Excuse me, I have the wrong E
number, E
]
t
3
t

® I’'m sorry, you have the
wrong number.

@ You have the right num-
® I’m very sorry, I have the wrong ber, but there’s nobody
number.

here by that name.
® I’m sorry, but I don’t
know a Mrs, Willlamson,
® There isn’t a Mrs,
Williamson here.

® Is this Gorky 24-55-44-33-55-44?

P m——————————————————

," @ I’m having trouble getting
through to...

@ I keep getting a recording
saying...

© I keep getting an engaged
(USA: busy) signal.

® 1 get a fax signal, so I must
have a fax number.

® Something happened. we
were cut off (disconnected).

® We keep getting cut off (dis-
connected).

® The phone stops ringing, but
nobody answers (the line goes

i

Il
1
1
1
|
¢
PN
1
Il
'
1]
i

\ dead). ) )

A} 13 ]

N Tmmmmmmmmemmammmmmmmmmmmmene { ® I’m sorry this has hap- !

i R 3 ! pened. :

E ® P’'m having trouble hearing | L o p, for the & i

i you. Could you speak a lit- | 1 o1 misorry or the incon-

! tle louder, please? ! : venlence, ;

! ! ® We have a bad connection. : A :“;ln“ldo everything I can |

! H ' H 0 help. !

i 1 ® There’s something wrong ! H i
i 1 ' '

r ! with the line / with the con- | i ® Iwill try to solve the ;

! nection, ! i problem, Please stayon |

1 N ! ¢ the line, If we get discon- |

'@ 'trhhe;'ie s)a lot of noise (on ¢ nected, please call back,

! e line). ! H ;

: ! o Pm sorry, but 'm having | ¢ ®Please hangup and Il

: > ! ¢ call you back. i

. i trouble understanding. Can | 3 . ’y {ght. (There § E

i ! X send a fax? ! : You’re right. (There is a ;

‘ e s ——— i i lot of noise). ;

TROUBLE (DIFFICULTY) DOING SOMETHING

have trouble pronouncing this wo
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Problems and Predicaments : Recorded Announcements

HOW TO TALK
TO A MACHINE

Talking to an answering device should not be as difficult as talk-
ing to another person. But we often have difficuity speaking
coherently. The problem is that we have not prepared our tele-
phone call. This is a serious mistake. Go back to clear messages
in section 5.4. Before you make a telephone call, be sure you can
answer those questions. When you get. corded announcement

1. Say hello (or good
morning, ete¢.)

2. Give your name
and your firm’s
name. (This is...)

3. State the date and
the time. (F¢’S...)

4, Say whom the
message is for.
(This Is a messag
FOFu.)

5. Briefly explain
the subject: I'm
calling about...

O. Say exactly what
you will do or
what you would
like:

2> Please call me
back

(give your numbgp
slowly.

> PH call you ba
at (give exact
<ime)

7. End the messag;

Say thank you a
goodbye.




Meetings and Appointments
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Weldon Shelling.

have you been?

do for you?

BLY Sure. What day?

Pm afraid I
won’t be in
the office on
Thursday
morning.
What about
the after~
noon?

Can we

say 37

vaccinations?
you.

good weekend,

Bye.

Good morning. This is

Well, hello Mr. Adams! How

BYN Just fine, thanks. What can 1

You’re down for 3.
EXS on, Mr. Adams: Are you still
interested in Asia for your new

Pl have some good news for

You’re welcome. Have a

th youi'self? ’

Meetings and Appointments

8.1. Setting Up an Appointment

Situation: Don Adams (American) from Long Island Laboratories, is going to Los Angeles next week
and would like to meet with Weldon Shelling from West Coast Distributors. Because the two men
know each other, their conversation is a casual and friendly one.

" i Hello, Mr. Shelling, This is Don
Adams from Long Island Laboratories.

FI: Up to my ears in work, but aside
from that, OK. How about yourself?

EL ’'m coming to L.A. next week, and

1’d like to talk to you about some new!

items we’re going to be putting on the

market soon. Could we schedule an
: appointment?

\ EXi How about
Thursday, in the
morning?

W h at
} would be
[l a conven-
k ient time
for you?

Thatll be

fine: 3pm, Thursday the 18th,
Thanks,

Of course!

Great! Thanks again, Mr
Shelling,

You have a good one, too. Bye

N, by

Over to you:
The dialogue will be repeated with pauses. Take the
role of Don Adams. Use your name.

( L1
Not too bad, thanks




uesting an Appointment with somebody

' we / could we make an appointment ?
 we / could we set up an appointment?

® I would like to suggest (+ date and time).
® Could I suggest (+ date and time)?

® Might I suggest (+ date and time)? *

©® How about... (+ date and time)?

® What about ... (+ date and time).

® Could we say... (+ date an d time).?

1
1
1
i
t
]
]
5
[
1
\
\

e *, | @ Anytime will be / would be fine
® I that all right? i1 with me,
® Is that convenient (a convenientday, | @ I’m free all day/ all morning / all
P
fo

time) for you? afternoon.
‘Would that be convenient for you? ©® Whenever yow’re free.

———————————

® I’'m afraid that’s not very convenient
for me.

® That isn’t the best time (day) for me.

® I’m afraid I can’t on (+ date or time).

® I’ve got an appointment at that time,

® I'm going to be away / at a meeting...

(PRI

There are many other
verbs in English which
MUST be followed by
the gerund (-ING form
of a verb). Consult a
good grammar book
for more information.
ENGLISH STRUCTURE
PRACTICES contains a
complete section on

’ gerunds.

ANY has a negative
idea (NOT ONE) only
when used with a neg-
ative verb or a negative
word. See 3 below.

Meetings and Appointments

Important gmmhﬁii‘ —

1. The gerund after certain verbs and expressions

® LOOK FORWARD TO

I’m looking forward to seeing you again,
We’re looking forward to discussing that with you,

® APPRECIATE

1 would appreciate receiving a copy of the report,
@ ENJOY

1 will enjoy talking to you about that.

® Go ON (= continue)

‘We will go on using the same procedure,

® stor
‘We stopped using that procedure because it was expensive,
® Avom

‘We will avoid paying too much,

©® POSTPONE

‘We had to postpone going to Los Angeles.
® DISLIKE (= don’t like)

I dislike giving people bad news.

2. Use of ANY + NOUN

1. (a) You may call (at) anytime from 8am to 6pm.,
(b) Anytime you call will be fine.

+ (a) Please notify us of any change in the schedule,
(b) Any change requires our approval,

(3]

3. (a) We can accept any arrangement,
(b) Any arrangement you can make will be fine.

-

. (a) I would appreciate any advice on this subject.
(b) Any advice (you can give) will be appreciated.

3. ANY in affirmative vs, negative statements or questions

AFFIRMATIVE
1. De anything you like,

2, Say anything (you like).

3. You can go anywhere.

NEGATIVE

Don’t do anything without my approya
Do nothing without my a

Don’t say anything (abou
Say nothing (about this!)

You can’t go anywhere, (Yol
You can go nowhere,
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9.1. A Preliminary Information €all
Situation: the Pembroke Company is a British distributor of speciaity foods, and is interested in
expanding into South America, Peter Gordon calls Brace and Roberts, an export agency, for the first
time for preliminary information.

E' ’ Good afternoon. -
iThis is Peter Gordon from the .-
1

Pembroke Company. We mar-{
¥

noon, Brace and
Roberts, This is

iket speciality food items. I'd
ilike to speak to somebody for
isonte preliminary informa-
\tion on market studies.

.............. o

]
]
1
1
1

Fine, Mr...,
Peterxs, You did say

4 your name was Peters,
right?

o et s =

’
BN, my

name’s Gordon,
Peter Gordon.

LU———

It
1
¥
i
!
’

You need to speak to M.
Bodonsky, Please hold on
while I transfer you to him.

e,
| N ——

S,

Brian, I have a Mr.
Peter Gordon who wants
some information on a mar-
ket study for speciality food

items.

-

The conversation now continues with Peter Gordon speaking directly to Brian Bodonsky.

pm——— O U —mmmmmn

4 s
:' Hello, this is Peter Gordon from ‘:
: the Pembroke Company. I need some

| detailed information about the South

{ American market for speciality food
items, and X understand you’re the per-
son I need to speak to. Can you give
me 5 or 10 minutes of
your time?

. \
:’ @ To tell you the truth, Mr. Gordon, 1
\have to leave the office right away. Could

EI call you back this afternoon?

m What’s the most convenient time for

[}
)
)
¥
13
1}
1
1
€
1

1 ou?

1 TES Fine. What
! time?

Can we say 37
ELY Thanks.

Bye.

WS Three it will be. Can you give me
your number? (HE WRITES DOWN PETER'S
NUMBER) Right. Excuse me again for
this. I'll call you back at 3.

Bye-bye,

1)
1
t
i
i
i
1]
t
t
i
I}
i
i
b
1
i
i
i
]
t
1
i
i
i
1
i
]
1
]
1
1
]




Information Calls

0.2. A Brief Interview Over the Phone

Situation: Ann Calloway is conducting a survey by telephone and is calling many regional firms in

Britain, Here she is calling the export agency Brace and Roberts (see 9.1.)

Brace and )
t |
Ro erts, good afternoon. !
-Karen Jameson. !

—_—

nos Aires, but his assistant is here.
ut I don’t know if he can talk to you.
Would you hold on a minute, please?

wm

t
]
t
i
i
]
i
1
i
K

at’s all right, Il ‘trausf r

you to his ojﬁce,

....................................

g B3} Good aftermoon. This is Ann

! Calloway from the Midlands Star news-;
i paper. Pm doing a survey of firms in :
: our area and would like to speak to the!
] or body who could give |
E me informatlon about your current ;
1

: ;

xport activities.

(]

Yes, thank you.

[ 1head.

v
1
1
]
[l
l

The conversation now continues between Mark Vylino and Ann Calloway.

/ m Good afternoon, Mr. Vylino. My

people do you employ?

name’s Ann Calloway from the Midlands
Star newspaper. We’re doing a special report
on the firms in our area, and I'd like to ask
you some questions about your agency. It will
take 5 or 10 minutes. Is that all right?

m Thanks, Mr. Vylino. First, how many

. N
So you see, if the current
trend continues, we should
increase regional exports to those
South American countries by at
least 35% over the next 5 years.

Yes, go ahead,

X That's quite all right. Have

a goad day, Miss Calloway.

Wilino answers, and the interview proceeds smoothly until the end (on the next page).
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Bye.

® I would like some information
on,..

® I’m calling to get some infor-
mation on...

® I would like to speak to some-

body about...

® We’re a (small, large) firm
located in...
©® ABC is a firm specialized in..,

utes of your time?

me to call back later?
© When can I call you back?

call you back?

® Can you give me 5 or 10 min-

® Can you give me a few minutes
of your time, or would you like

©® When’s the best time for me to

Information Calls

Well, that does it, Mr. Vylino. May I

use your name in the article?

Mr. Vylino, thank you for your time. I
appreciate your help.

B8 The same to you. Byet

® I can help you.

@ P11 be happy to help you if I
can.

® I’ll do what I can to help. Just
what exactly would you like to

know?

® Please stay on the line; you
need to speak to (name). I’ll
see if he /she is available.

® You need to speak to (name).
P’ll see if he/she ean talk to
you. May I put you on hold?

® Certainly, go ahead,

® I'm sorry, but this is not a con-
venient time for me. Could you
call me back (+ date and time)?

® ’'m sorry, but I can’t talk to you
right now. Can I call you back?
(arrange a suitable time)
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‘Bifficult. Calls and Contfrontations
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Difficult Calis and Confrontations

hat do you do when your interlocutor is furious and criticizes you

~ justly or unjustly? How do you keep calm in such circum-

stances? In Western civilization we express ourselves openly. We
say what we feel; we tell the other person that he or she is wrong or has
made a mistake; we do not hesitate to say that we are not pleased. Not so in
other cultures!

Asian cultures place great value on hierarchical organization. The verbs in
many Asian languages — Korean, for instance — may have dozens of differ-
ent forms depending on the status of the person to whom we are speaking.
(These are called honorifics). French has two words for YOU (veus and tu).
German has three: Du, Sie and Ihr (second person plural familiar form). So
is it hard to imagine a language having twenty or thirty?

One thing is common in most Asian cultures: the respect for face. It is con-
sidered rude and terribly low to criticize another person because that per-
son “loses face.” Speaking of oneself and of one’s accomplishments is also
considered in bad taste,

Everything is done to preserve social contacts and group harmony. Western
civilization, and in particular American culture, stresses the individual.
Asian cultures stress the group.

Arab cultures on the other hand place great value on familiarity. This does
not mean, however, that you can criticize a person, or otherwise find fault
with that person. The Arab will find this insulting, an attack on his honor
and dignity. Arabs swear by God or insist with great force when speaking.
But they will never openly criticize or find fault with another person.

Intercultural communication is a vast subject and an important one. It is
impossible to cover this subject in three or four pages. Keep in mind one
thing: when you find yourself in any problem situation, follow the sugges-
tions on the following pages.
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Difficult Calis and Confrontations

10.1. The wrong way!

A customer is complaining

I'm calling 1o complain about your poor delivery service, We
placed AN order ON the 257h of last
month. Whar have you people been
doing? You... You... been playing TEn-
nis all day? g
Yes! Busy sarisfying other cus
Tomers. Do you realize That WE goT
OUR OWN CUSTOMERS dOWN OUR
backs?

Now lisren herel Do you Take

me for some kind of idior who , .
doesn't know how To placE AN ORAER DY fax? This is nor THE fiRst TiME

we've done business with you, bur it very well may be the lastl

No, [ didn'r ger onel Now listen here: you Gt THat ORdER TO US by
TOMORROW AFTERNOON OR €lsE!

Sorny, sirl | can't do anything abour ir.
And whar do you MEAN “pOOR SERV~
ice”? We've been very busyl

NOTE

di Mary does not take any
Are you sure you faxed it 10 1he responsibity and uses the typi-
Right NumbeR? cal defense: IT'S NOT MY
. FAULT. She responds to anger
Hold the line! and accusation with her own

(PAUSE) Hello, sin?  anger and accusation (What do
(ALLTHATFOL- "™ mean...”’)

LOWS IS A LIET)

Well, you see, your

order did arrive all

right, bur , eh, one of

1he ivems is our of stock.

Didn'T you GET A NOTE

from us? You must Have

received onel

All righr,
sin. Bye.

on

Difficult Calls and Confrontations

10.1. The right way!

A customer is complaining

I'm calling 10 complain about i
your poor delivery servicel We pla
AN order o the 257h of last month. What have you people bnlz)ENCEd

doing? You... You been playing rennis all day?

By faxl As we usually do!

har? Whar? Since the 251 of last
month? You haven'r even gor ounr fax?

7 All righil Look... | ppreciate your help
and....thanks,

more infor
order? :

Listen, Mr. Chillingworth,
ated you'must feel, This is cert nly 0
Please s!bnd me another fax. I 1 har
error personally and do everythiljg I can'to see
that you get your order by tomorthw by Ye

Sorry ag'iiin,- Mr. Chillingworth
that fax right away, - -

NOTES

(1) to straighten
out: to put back in
order, o solve a
problem

(2) Mary is honest
and does not try
to lie, or defend
herself or her
firm. Note that
she says that she
knows how exas-
perated
Chillingworth
must feel, She
then offers to do
everything she can
to help.

6!




Bificult Calls and Confrontations

10.2. How ¢to handile angry callers

When a caller is angry, follow these simple recommendations. Remember that “it takes two to tango.
This means that when you are involved in conflict, what you say can alleviate or worsen the situation.
Do you want to pour oil or water on that fire?

uésﬁo'ns like A'rer
. Are you certain t
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Dfficult Calls and Comfrontations

10.3. How to act when you’re angry

There are times when we are all angry or dissatisfied about something, Deliveries are late. Invoices
are wrong, Defective equipment is received, The tax collector notifies you that you must pay an enor-
mous fine. There are ways of expressing yourself in these — and other — situations that will help you
to get what you want without insults or hard words.

]j’ou feel: “I feel in'itatéd
so long.” rather than “you ma
e usations e |
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FILE #3
3.1, Vocabulary File

Good morning
} opening greetings

Good afternoon
Good evening
Hello
This is...

(This is) Judy Daniels speaking.
What can | do for you?
I'd like (= | would like) to speak to ...
firm = company
How are you?
Fine, thank you. And you?
Very well, thanks. Now what can | do for you?

797 How to answer the question HOW ARE YOU?

® (I'm) fine
® (I'm) very well
® Not too bad
® (I'm) all right
il To identify yourself : THIS IS... (+ first and last names)
Question: Is that (you) (+ name)?

”| Always identify yourself (and give the name of your firm!)
The caller knows immediately who is on the line.
3.2. Mr. Jenkins calis Mr. Smith
Could | speck to..., please?
I'm sorry
Mr. Smith is out.
| see.
Well, I'll call back later.
All right.
Variation |
Who's calling, please?
Sorry (= I'm sorry, = here: excuse me)
He’s out right now.
Can you call back this afternoon, after half past three?
After three-thirty? Yes, I'l call back then. Thank you.

Variation 2
Is he in? = Is he there?
M. Smith is out of the office this morning. Can | take a message,
or would you prefer to call back?
@ Judy asks if she can take a message or if Rob wants to call
back. He has the choice.
I'll call back. When'’s the best time?
I'lt call back between 2 and 3.
Have a good day.
The same to you = You, too.
v Ask When is the best time?
Then state a precise time : I'f call back between 2 and 3.
I'm sorry, hefshe is
. ® notin/ not here / not in the office
® away (out of town) (not in New York)
Ll
® at (in) a meeting

Have a good day, have a nice day. 8
. C ] On icQw

DOSSIER #3

3.1. Vocabulaire

Good morning = Bonjour (jusqu'a | 2H)

Good afternoon = Bonjour (de 12H & |7H)

Good evening = Bonsoir (aprés |7H ou 18H)

Bonjour (hello est plus familier mais toujours acceptable 1)

Je suis... (formule & utiliser pour vous identifier au téléphone)
Variation : (This is) fudy Daniels speaking.

Que puis-je faire pour vous ?

Jaimerais, je voudrais parler & ...

firm = company : entreprise, société

Comment allez-vous ?

Bien, merci. Et vous ?

Tres bien, merci. (Alors) que puis-je faire pour vous ?

799 Réponses 4 la question COMMENT ALLEZ-VOUS ?

® (Je vais) bien.

® (Je vais) trés bien.
® Fas trop mal.

® Cava.

" Pour vous identifier : THIS S ... + prénom suivi du nom
Notez bien la question : IS THAT (+ nom)?

" Identifiez-vous toujours (et donnez le nom de la société).
Votre interfocuteur saura immédiaterment & qui if parle,

3.2. M. Jenkins appelle M. Smith
Pourrais-je parler ¢ ... SVP 2
Je suis désolé(e), navré(e)
M. Smith n'est pas 18 (il est sorti)
Je vois (= je comprends)
Bon (alors), je rappellerai plus tard (ou : ultérieurement)
(Trés) bien, ou : d'accord
Variation 1
C'est de la part de qui ?
Sorry = désolé mais ici plutdt : Excusez-moi.
Il est absent (sorti) en ce moment.
Pouvez-vous rappeler cet aprés-midi, aprés 15H30 ?
Aprés 3H30 ? Oui, je rappellerai & ce moment-ia. Merci.
Variation 2
Est-il la (a son bureau) ?
M. Smith est absent (du bureau) ce matin. Est-ce que je peux
prendre un message, ou préférez-vous rappeler ?

iﬁ Judy demande si elle peut prendre un message ou si Rob
souhaite rappeler. Il a donc le choix.

Je rappellerai. Quel est le meilleur moment ?

Je rappellerai entre |4H et [5H.

Bonne journée.

Vous de méme, ou : pareillement, ou : vous aussi.

t'? Demandez Quel est le meilleur moment ?

Annoncez une heure précise : Je rappellerai entre 2H et 3H.

Je suis désolé(e), ilfelle
® n'est pas Ia, n'est pas au bureau
® est en déplacement (n'est pas & New York)
® est malade
® est en réunion

(Je vous souhaite une) bonne journée.

Q/\ Wl

APARTADO 3
3.1, Vocabulario
Good morning = buenos dias (7:00 -12:00)
Good afternoon = buenas tardes (12:00 - 17:00)
Good evening = buenas tardes/noches
Hello = hola, buenas (informal pero siempre correcto)
Soy...Le habla... Vd. habla con ...

Variante : (This is) judy Daniels speaking.
¢Qué puedo hacer por Vd.?
Quisiera hablar con ...
firm = company = empresa
¢Cémo estd Vd.?
Bien gracias. Y Vd.?
Muy bien (también) gracias. (Qué puedo hacer por Vd.?

79?7 Qué responder a dCOMO ESTAVD.?

® (Estoy) Bien.

® (Estoy) Muy bien gracias.
® No me va mal.

® Me va bien.

" Preséntese : THIS IS...(+ nombre + apeliido)
Y la pregunta : IS THAT ... (+ [nombre] + apellido)?

111 Preséntese Vd. siempre (su nombre y su empresa).La per-
" sona que llama sabe rdpidamente con quien habla.

3.2. El Sr. Jenkins quiere hablar con el Sr. Smith
¢Podria hablar con el Sr. Smith por favor? ‘

Lo siento.

El Sr. Smith ha salido

Bueno (comprendo)

Bueno. Liamaré mds tarde.

De acuerdo.

Variante |

¢Quién le llama, por favor? (De parte de quién?

Disculpe.

No estd en la oficina en este momento. (Ha salido)

¢Puede Vd. llamar esta tarde, a partir de las 3 y media?

¢A partir de las 3 y media? Bueno. Volveré a llamar. Gracias.

Variante 2

¢Estd en la oficina?

I Sr. Smith ha salido de la oficina esta mariana. ¢Puedo dejarle
un mensaje o prefiere lamar mds tarde?

«C? Judy pregunta si quiere dejar un recado o si prefiere lla-
mar més tarde, El Sr. Jenkins puede elegir.

Le lamaré mds tarde. éCudndo e parece que es el mejor momento?
Volveré a llamar entre las 2 y las 3.

Buen dia (Que tenga un buen dia)

Gracias. lgualmente.

Pregunta:: {Cudndo es el mejor momento? También la pre-
cisién del tiempo: Yolveré a llamar entre las 2 et las 3.

Lo siento, pero (el Sr. Smith)
® 1o estd (en la oficina) en este momento (ha salido)
® 1o estd in (Nueva York) / estd vigje
® estd enfermo
® estd en una reunion

Que tenga un buen dia

ABSCHNITT 3

3.1 Wortschatz

Goed morning = Guten Tag (7H-12 Uhr)

Good dfternoon = Guten Tag (12 Uhr - |7 Uhr)

Good evening = Guten Abend (gewdhnlich nach 17 Uhr)

Hello = Hallo (Umgangssprache, aber immer korrekt)

This is = Hier ist...(+ Ihr Vorname + |hr Name)
Variante : (This is) Judy Daniels speaking.

Was kann ich fir Sie tun ? '

Ich méchte mit ... sprechen,

firm = company = Firma, Gesellschaft

Wie geht es lhnen (Wie geht's) ?

Gut, danke. Und thnen ?

Sehr Gut, danke. Was kann ich fiir Sie tun ?

797 Antwort zur Frage WIE GEHT £5 (IHNEN )?

® Gut.

® Sehr Gut, danke.
® Nicht schlecht.
® s geht, darke.

m sich vorstellen : THIS IS... (+ Vorname + Name)
Und die Frage : IS THAT ... (+[Vorname] + Name) ?

" Nach der Begriiung stellen Sie sich immer vor | So weif3
der Anrufer sofort, wer am Apparat ist.

3.2, Herr Jenkins ruft Herrn Smith an
Kénnte ich mit Herrn Smith sprechen?

Tut mir leid.

Herr Smith ist nicht da. (ist nicht in seinem Biiro)
Ach so.

Ich rufe also dann zuriick.

In Ordnung.

I. Variante

Wer ist denn am Apparat bitte?

Entschuldigung.

Er ist im Augenblick nicht da.

Kénnen Sie am Nachmittag zurtickrufen, nach halb vier ?

Nach 15H30 ? Gut. Ich rufe also dann zuriick. Danke.

2. Variante

Isterda?

Herr Smith ist heute nicht in seinem Biiro. Kann ich eine Nachricht
fur Sie hinterlassen oder méchten Sie lieber spéter zuriickrufen ?

Hier fragt judy, ob er eine Nachricht hinterlassen oder
zurlickrufen will. So hat Herr Jenkins die Wah |

Ich rufe zuriick. Wann wére die beste Zeit ?

Danke. Ich rufe also zwischen 2 und 3 zuriick.

Angenehmen Tag wilnsche ich,
Danke. Gleichfalls.

t? Er fragt : Wann wdre die beste Zeit 7 und sagt wann er
zurlckruft : zwischen 2 und 3.

Tut mir leid, aber er ist
® im Augenblick nicht da.
® nicht in New York, (er st verreist)
® krank
® auf einer Besprechung

Schénen Tag wiinsche ich.




Avoid misunderstandings and possible confusion.
ij I Always be precise. Specify when you will call back:
® /'l call back between 2 and 3. (not I'lf call back later)
Make a note of it and be sure to do it!

2. If-you say that your colleague is out or away, tell the caller
when he or she will be back, if you know.
® He'll be back tomorrow moming.

3. When you want to call back, ask
® When's the best time?
® When's the most convenient time?
® When should | call back?
® When do you advise me to call back?
® [l call back at 3. Will that be convenient? .

3.4. The Switchboard (or transferring calls)

Could you put me through to ... (+ name) = GB

Could you connect me with ... (+ name) = USA

Would you like to talk to his secretary?

I need to speak to somebody in the accounting department.
Hold on, please = Please hold on = Please hold the line.
I'm trying to put you through (GB)

I'm trying to connect you (USA)

I'm calling from ... (+ city and/or country)

The line's engaged (GB) = The line's busy (USA)

Will you hold?

This is important. I'l hold, thank you.

Jerry's in Germany this week. (= for the week).

Would you like to speak to somebody else?

Hello, you want to speak to somebody in customer service, right?
That's right.

That line is still engaged (busy). Do you still want to hold?
Fine. Try in about 15 minutes.

1Y Usefut Expressions

To verify: ® You want to speak to ... , (is that) right?
® You want to speck to ... don't you?
To answer: ® (Yes), that's right,

@ No, [ want to speak to ....
somebody else?
® Would you like to speak to somebody else?
® Can somebody else help you?
Iy
® Try tomorrow morning.
® Try in about |5 minutes.

I'lf put you right through (GB) = 'l connect you right away.(USA)
' ransfer you to ... (person, department).
Nobody answers.

FILE 4

4.1. Conversation

Would you speak slowly, and repeat your name, please?
Mr. Hartz is out of town for the week.

I'll call back on Monday.

Fine.

out of town, out of the office

[ e e e
@ Evitez fa confusion et les erreurs potentielles !

I Soyez toujours précis : Dites quand vous rappellerez.
® Je rappellerai entre 2H et 3H (et non je rappellerai plus tard).
Notez le sur votre agenda et soyez sir de le faire |

2. Sivous dites que votre collégue est absent(e), dites & votre
interlocuteur quand il ou elle sera de retour, si vous le savez.
® [ sera de retour demain matin,

3. Quand vous voulez rappeler, demandez :
o Quelle est la meilleure heure ?
® Quel est le meilleur moment ?
® Quand est-ce que Je devrais rappeler ?
® Quand me conseillez-vous de rappeler ?
® Je rappellerai & 15H., Est-ce que ¢aira ?

3.4. Le Standard (ou les transferts d’appels)

Pourriez-vous me passer ... (+ nom) = GB

Pourriez-vous me passer ... (+ nom) = USA

Voudriez-vous parler & sa secrétaire ?

J'ai besoin de parler & quelqu'un au service comptabilité.

Ne quittez pas, SVR (Ou : Veuillez rester en ligne)

Jessaie de vous passer (de vous mettre en rapport avec ...)
put you through to (GB) = connect you with (USA)

Je vous téléphone de (+ ville et/ou pays)

La ligne est occupée (engaged = GB ; busy = USA)
Voulez-vous patienter ?

C'est important. Je patienterai, merci,

Jerry est en Allemagne toute la semaine.

Voulez-vous parler & quelqu'un d'autre ?

Allb ? vous voulez parler & gn. au service clientéle, n'est-ce pas 7
Oui, c'est cela (¢a) / Oui, ¢'est exact.

La ligne est toujours occupée. Voulez-vous encore patienter ?
Trés bien. Essayez dans un quart d'heure,

1! Expressions Utles

Pour vérifier : @ Vous voulez parler @ ... c'est bien cela 7
® Vous voulez parler & .... n'est-ce pas ?
® Oui, c'est exact / Oui, C'est cela.

® Non, je désire parler & ...

Quelgu'un d'autre ?

Répondre :

® \oudriez-vous parler ¢ quelqu'un d'autre ?

® Est-ce que quelqu'un dautre peut vous aider ?
Essayer

® Essayez demain matin,

® Essayez dans un quart d'heure,

Je vous passerai (nom de la personne/ le service...)
Je vous transférerai (& + nom de la personne) / (au service...)
Personne ne répond (Ou : Il n'y a personne)

DOSSIER 4

4.1. Conversation

Veuillez parler plus lenternent, et répéter votre nom, SVP
M. Hartz est en déplacement cette semaine.

Je rappellerai lundi.

Trés bien.

en déplacement, sorti(e) (momentanément) du bureau

Para evitar confusiones y posibles malos entendidos:

I. Sea preciso. Especifique cuando volvera a llamar !
® Volveré a lamar entre las 2 y los 3. (Es mejor que mds tarde)
iApunteselo y no se olvide de hacerlo!

2. Si dice que la persona por quien preguntan ha salido, o esta
de viaje, precise cuando volvera si lo sabe:
® Estard de vuelta mafiana por la mafiana.

3. Inférmese bien antes de responder a responder como éstas :
® (Cudndo podria hablar con ... ?
® (Cudndo es el momento mds conveniente ?
® (Cudndo podria volver a llamar?
® (Cudndo me aconseja que llame a ...?
® Volveré a llamar a las 3. ¢Es conveniente?

3.4. La centralita

¢Puede ponerme con ... (+ Nombre) = GB

¢Puede ponerme con ...( + Nombre) = USA

¢Quiere hablar con su secretaria?

Quisiera hablar con alguien del departamento de contabilidad.
Un momento por favor. No cuelgue.

Le pongo con ... / Ahora le paso con ...

put you through to (GB) = connect you with (USA)

Liamo desde ... (cuidad y/o pafs)

La linea estd ocupada (engoged = GB ; busy = USA)
¢Quiere esperar?

Es importante. Prefiero esperar, gracics.

Jerry estd en Alemania esta semana.

¢Quiere hablar con otra persona?

Vd. quiere hablar con alguien del Servicio de Clientela, éverdad?
Sf, asf es.

La linea estd ocupada. {Quiere seguir esperando?

Estd bien. Vuelva a intentarlo dentro de |5 minutos.

I Vocabulario il

pora verificar: @ (Quiere hablar con ... {verdad?
® Vd. espere hablar con ... éno es eso?
Responder: ® 5, asf es (eso es) (es correcto)

® No, quisiera hablar con ...

{Otra personal

® (Quiere hablar con otra persona?
® (Puede otra persona ayudarle?
Vuelva g intentarlo
® Vuelva a intentarlo mafiana por la mafiana.
® Vuelva a intentarfo dentro de 15 minutos.

Le pongo con el servicio de ...
Le paso con el servicio de / Le paso a (Pedro, Maria...)
No hay nadie.

APARTADO 4

4.1. Conversacion

¢Podria decirmelo mds despacio y repetirme su nombre?
El Sr. Hartz estd de vigje esta semana.

Volveré a llamar el lunes.

De acuerdo.

de vigje, salido de la oficina

v Vermeiden Sie Konfusionen und MiBverstindnisse.

. Seien Sie immer prézise | Vor allem, beim Zurtickrufen :
® Ich rufe zwischen 2 und 3 zurtick (anstatt spditer)

Notieren Sie es und Seien Sie sicher, daf3 Sie kénnen |

2. Wenn Sie sagen, dal3 lhr Kollege nicht da ist, dann sagen Sie
lhrem Gesprachspartner, wenn er zurlick ist, falls sie es wissen,
® Erist morgen frith zurtick.
3. Fragen Sie immer :
® Wann kann ich ihn/sie erreichen ?
® Wann wdre die beste Zeit / Wann pait es am besten 7
o Wann kann ich zuriickrufen ?
® Wann raten Sie mir, zuriickzurufen ?
® Ich rufe um 3 zurlick. Ist das die beste Zeit ?

3.4. Die Vermittiung

Kénnten Sie mich mit .... in Verbindung setzen ?

(Can you put me through to ... (GB) = connect me with (USA)
Méchten Sie gern mit seiner Sekretdrin sprechen ?

Ich méchte mal mit jemandem von der Finanzabteilung sprechen.
Bleiben Sie dran bitte.

Ich verbinde Sie (mit ...) sofort.

put you through to (GB) = connect you with (USA)

fch rufe aus (Stadt und/oder Land) an.

Die Leitung ist besetzt. {(engaged = GB ; busy = USA)
Méchten Sie warten ?

Es ist wichtig. Ich werde warten. Danke.

Jerry ist fiir die ganze Woche in Deutschland.

Méchten Sie mit jemand anderem sprechen ?

Sie méchten it jemandern von Kundendienst sprechen, richtig ?
Ja, das ist richtig.

Die Leitung ist noch immer besetzt. Médchten Sie noch warten ?
Gut. Versuchen Sie es am besten in etwa |5 Minuten.

11! Wichtiger Wortschatz

Fragen : ® Sie méchten mit ... sprechen, richtig ?
® Sie warten auf ..., richtig?
Antwort: @ fa, das is richtig. (Genau)

® Nein, ich méchte mit ... sprechen.
Eine andere Person ?
® Méchten Sie mit jemand anderem sprechen ?
® Kann jemand anders Ihnen helfen ?
Versuchen Sie ..
® Versuchen Sie es morgen frith.
® \ersuchen Sie es am besten in etwa |5 Minuten.

Ich verbinde Sie mit...
Ich setze Sie mit ... in Verbindung.
Es ist niemand da.

ABSCHNITT 4

4.1. Gesprich

Kénnten Sie bitte langsamer sprechen und lhren Namen wiederholen?
Herr Hartz ist die ganze Woche verreist.

Ich rufe am Montag zuriick.

Alles Kar.

verreist, nicht im Bdro




v Avoid mlsunderstandlngs repeat important information.
Robert clearly says what he'll do : he'll call back on Monday.
Renate repeats it (and perhaps makes a note for Mr. Hartz).

4.2, Other Requests
I don't speak... Do you speak ... ?
I'can't hear you. There's a lot of noise,
Could you please speak louder?
I'm sorry, we have a bad connection. Can you hang up and call
us back?
_ Will you please give me your name and telephone number?
I don't have that information. Will you please hold the fine? I'm
going to try to find somebody to help you.
Could you say that more simply? And send us a fox?

‘7‘77 HOW DO YOU FORMULATE A REQUEST?

® Will you please...? (Will you please repeat?)

® Would you please ... (Would you please repeat?)

® Please ... (Please repeat.)

® Can you please ... ? (Can you please repeat?)

® Could you please ...? (Could you please repeat?)
See pages |7, 22 and 23.

4.3. Checking your understanding
{ want to be sure (that) | understand.
Note the questions and the answers:
® Am | right?

® s that right? Yes, that’s right.

® Will he be back next week? Yes, he will. No, he won't.
® Can | reach him at work next week? Yes, you can.

o [f | understand right

® Let me make sure | have got this right,

® S0, if | understand correctly, ...

® If my understanding is correct (or : right)...

® s there anybody else who can help me?

I can't tell you. Please hold the line. I'm going to check.

Yes, you are.

4.4, OVER TO YOU. Exercise 1, Answering,

111 1. Many people speak too fust. Here's an example.
! H 2. Many people do not speak loudly or clearly enough.

111 3. People’s names are not always easy to understand.

n 4. People suppose that you, the answerer, have all the infor-
mation.

1l 5. fim Smith is out for a few minutes. Get the caller's name
and number.

4.6. Expectancies

299 HOW TO ASK AND ANSWER QUESTIONS
" ABOUT A PERSON'S RETURN

QUESTION:
ANSWER:
QUESTION:
ANSWER:
QUESTION:
ANSWER!

Do you know when he'll be back?

He'll be back in a few minutes, | think.

When will he be back, do you know

(He'll be back) In two days.

Have you got any idea when he'll be back?

He'll be back between 10 and |1 tomorrow morning.

@ Evitez des malentendus en répétant les éiéments importants.
Robert précise clairement ce qu'il fera : il rappellera lundi.
Renate le répéte (et peut-tre en fait une note pour M. Hartz.)

4.2. D’autres requétes

Je ne parle pas ... Parlez-vous ... ?

Je ne vous entends pas (ou mal). Il y @ beaucoup de bruit.
Pourriez-vous parler plus fort ?

Je suis désolé, mais nous avons une mauvaise ligne. Pouvez-vous
raccrocher et nous rappeler ?

Veuillez me donner votre nom et votre numéro de téléphone,

Je ne dispose pas de ces informations. Veuillez rester en ligne ; je
vais essayer de trouver quelqu'un pour vous aider.

Pourriez-vous dire cela plus simplement ? Et envoyer un fax ?

‘7‘7‘7 COMMENT FORMULER UNE REQUETE ;

® Voulez vous... 7 (Voulez-vous répéter, SVP 7)

® Voudriez-vous...? (Voudriez-vous répéter, SVP 7)

® Veuillez... (Veuillez répéter, SVP.)

® Pouvez-vous...7 (Pouvez-vous répéter, SVP 7)

® Pourriez-vous...? (Pourriez-vous répéter, SVP 7)
Voir également les pages {7, 22 et 23.

4.3, Vérifier que vous avez bien compris

Je veux &tre str d’avoir (bien) compris.

Notez bien les questions et les réponses :

® ('est cela (ou : ai-je raison) 7 Oui, c'est ¢a.

® Est-ce bien cela (dont if s'agit)? Oui,c'est exact.

® Sera-t-il de retour la semaine prochaine 7° Oui / Non.

® Est-ce que je peux le joindre au bureau la semaine prochaine ?
Oui, tout ¢ fait.

® Sij'ai (bien) comnpris...

® Laissez-moi vérifier que j'ai bien compris

® Donc, si je comprends correctement (ou : j'ai bien compris...)

® Alors, d'aprés ce que j'ai compris ...

® Y a-t-il quelqu'un d'autre qui puisse m'aider ?

Je ne sais pas. Ne quittez pas, SV Je vais voir.

4.4. A VOUS DE JOUER. Exercice I. Répondre

111 1. On parle trop vite au téléphone. Voici un exemple.
111 2. On ne parle pas assez fort ou assez distinctement.

11} 3. On a du mal & comprendre les noms de personnes.

14 On croit souvent que vous, qui répondez, disposez de
toutes les informations.
m 5. Jim Smith est sorti pendant quelques minutes. Demandez
*" & votre interlocuteur son nom et son numéro de téléphone.

4.6, Les Expectatives

f) FORMULER LES QUESTIONS ET LES REPONSES
CONCERNANT LE RETOUR DE QUELQU'UN

QUESTION : Savez-vous quand il sera de retour?

REPONSE : Il sera & dans quelques minutes, je pense.
QUESTION : Quand sera-t-if de retour, le savez-vous?
REPONSE @ (Il sera de retour) Dans 2 jours.

QUESTION : Avez-vous une idée de quand il sera I ?
REPONSE : Il sera de retour entre [0 et | | H demain matin.

Para evitar confusiones debe repetir los puntos importantes.
Robert precisa lo que hacera : “volveré a llamar ef lunes.”
Renate lo repite (y quizds también toma nota).

4.2. Ofras peticiones

No hablo .. / Habla Vd. ... ?

Disculpe, pero no le oigo. Hay mucho ruido.

(Puede hablar mds alto?

Perdone, hay interferencias en la linea. Creo que serd mejor cuel-
gue y que vuelva a llamar.

éLe importaria darme su nombre y su nimero de teléfono?

No estoy al corriente. ¢Le importaria esperar un momento? Yoy a
ver si puedo informarme (o : si otra persona puede ayudarle).
¢Podria decirmelo mas simplemente, por favor? ¢Y si nos lo envia
por fax?

‘7‘7'7 COMO HACER EDUCADAMENTE PETICIONES

® (Puede repetirmelo, por favor?
® (Podria repetirmelo, por favor?
® Repetirmelo, por favor.

Vea las paginas 17, 22,y 23.

4.3. Para asegurarse de que ha comprendido
Me gustaria estar seguro/a de que he comprendido,

Vocabulario (til: preguntas y respuestas
® (Fseso? Si, eso es.
® (Es correcto? Si; es correcto (As es)
® Volverd la semana que viene, ¢verdad?  Si/ No.
® (Podré hablar con él la préxima sermana?
Si, podrd llamarle entonces.
® 5i he comprendido bien...
® Permitame que le repita lo que he comprendido.
® Si he entendido bien...
® Si le he comprendido...
® (£ que podria hablar con alguien? (con otra persona)7
No sabria decirselo. (Podria esperar un momento, mientras me
informo?
4.4. AHORA LE TOCA A VD. Ejercicio I. Responda.

11 1. Hay mucha gente que habla demasiado rdpido.
111 2. Hay otros que no hablan claro o suficientemente alto.

111 3. Los nombres y apeliidos son dificiles

1 4. La persona que llama piensa que Vd. estd al corriente de
" todo.
" 5. Jim Smith ha salido un momento. Pida el nombre y el
" ndmero de la persona que llama.

4.6. Expectativas sobre el regreso

999 COMO FORMULAR PREGUNTAS Y RESPUESTAS
" SOBRE EL REGRESO DE UNA PERSONA

PREGUNTA!
RESPUESTA:
PREGUNTA:
RESPUESTA:
PREGUNTA!
RESPUESTA:

éSabe cuando volverd?

LLegard dentro de algunos minutos.

¢Cudndo regresard? ¢Lo sabe?

Dentro de dos dias.

{Tiene Vd. idea de cuando volverd?

Volverd entre las [0y las || mariana por la mafiana.

v Vermeiden Sie MilBverstindnisse. Wiederholen Sie das Wichtige
Robert sagt klar, was ertut : “ich rufe am Montag zurtick.”
Renate wiederholt es (und vielleicht notiert sie es auch).

4.2. Andere Bitten oder Gesuche (be1 Probemfilien)

Ich spreche kein ... Sprechen Sie ... ?

Tut mir leid, aber ich kann Sie nicht héren. Es herrscht viel Ldrm.
Kdnnten Sie bitte lauter sprechen ?

Tut mir leid. Wir haben schlechte Verbindung. Kénnten Sie aufle-
gen und uns zuriickrufen ?

Wiirden Sie mir bitte lhren Namen und Ihre Telefonnummer geben ?
Ich weil davon nicht Bescheid. Wiirden Sie bitte dranbleiben 7
Ich versuche jemanden zu finden, der Ihnen helfen kann.
Kénnten Sie das einfacher sagen ? Und uns ein Fax schicken ?

‘7‘7‘7 WIE FORMULIEREN SIE HOFLICHE BITTEN ?
® Wiirden Sie bitte wiederholen ?
® Bitte wiederholen Sie !
® Kénnen Sie bitte wiederholen ?
® Konnten Sie bitte wiederholen ?
Siehe Seiten 17, 22 und 23.

4.3. Uberpriifen Sie Ihr Verstindnis
lch méchte sicher sein, daB3 ich richtig verstanden habe.

Notieren Sie die fragen und die Antworten !

® Ist das richtig ? Ja, das ist richtig.

® st das richtig ? Genau...

® Kommt er ndchste Woche zurick 7 Ja / Nein

® Kann ich ihn ndchste Woche auf der Arbeit erreichen ?
Ja, sicher (genau).

® Wenn ich richtig verstehe ...

® Lassen Sie mich sicher gehen, richtig verstanden zu haben.

® Also wenn ich richtig verstanden habe,

® st mein Verstdndnis richtig ? (Verstehe ich richtig 7)

® Ist jemand anders da, der mir helfen kann 7

Das kann ich Ihnen nicht sagen. Bleiben Sie bitte dran, Ich Gber-

priife es.

4.4. SIE SIND DRAN. Ubung I. Antworten
111 1. Viele Leute sprechen zu schnell,

111 2. Viele Leute sprechen nicht laut oder deutlich genug.

! ! ! 3. Namen sind nicht immer einfach zu verstehen.
" 4. Manchmal glauben Leute, daB Sie als Hérer iiber alles
" Bescheid wissen.
" 5. Jim Smith ist augenblicklich nicht da. Fragen Sie den
Anrufer nach Namen und Telefonnummer.
4.6. Zuriickerwarten

299 AUSDRUCKE, UM NACH PERSON ZU FRAGEN,
TT " WANN IHR GESPRACHSPARTNER ZURUICKKEHRT,

FRAGE : Wissen Sie, wann er zuriickkommt?
ANTWORT : Ich glaube, er ist in ein paar Minuten zurtick.
" FRAGE : Wann kommt er zuriick? Wissen Sie ?
ANTWORT :  In zwei Tagen.
FRAGE : Haben Sie eine Idee, wann er wieder da ist 7
ANTWORT : Er ist morgen frith zwischen 10 und | | wieder da.




QUESTION : When do you expect him back?
ANSWER 1 He's expected back on Tuesday morning;
QUESTION : When is he expected back?

ANSWER . We expect him back on Monday.

4.7.Past and Future Dates in reference to today
® last Tuesday
® the day before yesterday
® the day after tomorrow
® this Friday
® next Friday
® two weeks from today (Tuesday)

4.8. Introduction to Paraphrasing

Communication experts usually agree that many of our misun-
derstandings are due to the fact that we do not fisten carefully.
We hear Tuesday but because of a momentary distraction that
we are not even aware of, we may write Thursday. One way

to avoid this is to paraphrase, that is, repeat the key words or
ideas, in your own words if possible.

1, If your party uses a vague word or expression, try to be
@ more precise. What does "a few minutes” mean?
- Can you call back in a few minutes?
- If  understand, | can call back in 20 or 30 minutes, Is
that right?
- That'll be fine.

Suppose today is Wednesday. Your party says that joe will
@ be back in two days. That means Friday, right? By following

this simple procedure you will be forced to fisten attentively.

® 5o | can call back on friday, is that right?

® That's right; he'll be here.

® In the morning or the afternoon?

® Oh, I'd say you should call in the morning.

i, Saying the idea in a different way means that you listen
v carefully and understand. it reduces the risk of error,
Again, state a precise time and ask WILL THAT BE ALL
RIGHT (OK)? This makes your party listen more carefully.

You Hear: Call back after 2 this afternoon.

You sAY :So | can't reach her before 2 this afterncon.
YOU HeAR: That's right. After 2, yes.

You sav. 'l call back at half past 2. Will that be OK?
You Hear: That will be fine. | will tell her that you called.

i, Restate an affirmation as a negative, a negative as an affir-
mative. Then ask when exactly you can call back (or
when exactly the person you want will call you back).
She's expected back next week.

Let me make sure | understand. | can't reach her until next
week. On what day can | call back?
Oh, I'd say on Monday.

» Now be even more precise if you can:
Fine. Tell:her I'l: call back on Monday dfter 10.

QUESTION : Quand pensez-vous qu'il sera de retour?
REPONSE ¢ Il est attendu mardi matin.

QUESTION : Quand est-il attendu ?

REPONSE : Nous ['attendons lundi.

4.1. Dates du passé et du futur par rapport  aujourd’hui
® mardi dernier
® avant hier
® aprés demain (ou : dans 2 jours)
® vendredi prochain (ou : ce vendred), vendredi qui vient)
® vendredi en 8, vendredi de la semaine prochaine
® aujourd’hui (mardi) en 15

4.8. Introduction a Ia reformulation d’idées

Les experts en communication sont unanimes : beaucoup de nos
erreurs et de nos malentendus peuvent &tre attribués au fait que
nous n'écoutons pas attentivement. On entend mardj mais & cause
d'une inattention dont on rest méme pas conscient, on pense
Jeudi. Une méthode efficace pour éviter ce probléme consiste 3
répéter les mots clés, ou a reformuler 'idée.

e Sivotre interlocuteur emploie une expression vague,
C;j essayez d'étre plus précis : que signifie “quelques minutes 7"
- Pouvez-vous rappeler d'ici quelques minutes ?
- 5i je comprends, je peux rappeler dans 20 ou 30 minutes.
Caira?
- Oui, ¢a sera parfait !

2 jours, Cela signifie vendredi, n'est-ce pas ? En suivant
cette régle, vous serez obligé d'écouter plus attentivernent.
® Donc, je pourrai rappeler vendredi, c'est bien cela ?
® Oui, c'est ¢a. Normalement il sera Ia.
® Le matin ou de préférence ['aprés-midi ?
® Oh, vous aurez plus de chance le matin.

@ Aujourd'hui est mercredi. On vous dit que Joe sera 1A dans

12, Pour reformuler une idée, vous devez vous entrainer a
écouter attentivement. Cela réduit les risques d'erreur.
Répétons-le : donnez une heure ou une date précise,

puis demandez CELA CONVIENDRA-T-IL ? Le fait de demander
une réponse oblige la personne & écouter attentiverment.
Vous ENTENDEZ : Rappelez aprés |4H cet aprés-midi,
VOUs DITES ¢, je ne peux pas la joindre avant [4H...
Vous ENTENDEZ : Non, mais & partir de |4H.
Vous DITES : Je rappellerai & (ou : vers) |4H30. Ca ira?
Vous ENTENDEZ : Trés bien, Je lui dirai que vous avez appelé.

par une affirmation, Puis demandez quand, exactement, vous
pourrez rappeler (ou quand la personne vous rappellera).
Elle sera de retour la semaine prochaine.

D'aprés ce que je comprends, je ne peux pas la joindre
avant la semaine prochaine. Quel jour pourrai-je rappeler ?
A partir de lundi matin.

v Reformuler une affirmation par une négation, une négation

> A vous maintenant d'étre encore plus prédis, si possible :
Bien. Dites-lui, SYP que je rappellerai lundi & partir de 10H.

12

PREGUNTA:  ¢Cudndo cree que volverd?

RESPUESTA: YO creo que estard aquf el martes por la mariana.
PREGUNTAT  {Cree que regresard, cudndo?

RESPUESTA:  Ef lunes, creo que vuelve ef lunes.

4.7, La fecha : referencia el dia de hoy
® ¢ martes pasado
® anteayer
® pasado mariana
® [ viernes que viene
® i viernes de la préxima semana
® Dentro de 2 martes

4.8, Introduccion a la parafrasis

Los expertos en comunicacion dicen que si cometemos erro-

res es debido a que no sabemos escuchar. Una forma de estar
seguros que hemos comprendido correctamente es repetir lo
dicho por la otra persona (parafrasear), expresando la idea con
sus propias palabras.

e, Sisuinterlocutor utiliza términos imprecisos o vagos,
intente que le precise: {Qué quiere decir con “mds
tarde?” Més cudndo?

Si he comprendido, puedo hablar con é! dentro de 20

0 30 minutos.¢lLe parece bien?

iAsi es!
Suponga que hoy es miércoles, Su interlocutor dice que
Joe vuelve dentro de dos dfas. Esto significarfa que el
viernes estard de vuelta. Siguiendo este simple procedi-
miento estara forzado a escuchar con més atencion.

® Entonces puedo hablar con ella el viernes, éno?

® S0, ya estard aqui.

® ¢Por la mafiana o por la tarde?

® Creo que sea mejor por la mariana.

%

14, Exponiendo su idea de diferentes maneras querrfa decir
que Vd. pone atencién a fo que escucha para compren-
der. Proponga de nuevo el tiempo de forma mas precisa,

Pregunte si es correcto lo que propone: ¢ES CORRECTO? Esto
haré que su interlocutor le escuche con més atencién.,

ESCUCHE: ¢Puede volver a llamar a partir de las 2 de la tarde?

DICE: Entonces no puedo hablar con él hasta después de las 2
de la tarde. ¢Es correcto?

ESCUCHE: SI, a partir de los 2 estard aquf.

pice: Lamaré a la 2 y media.

ESCUCHE: Estd bien. Le diré que Vd. ha lamado.

1, Convierta una frasa afirmativa en negativa y una negativa
en afirmativa. Después pregunte cuindo exactamente
puede volver a llamar (o cudndo exactamente le lamara

la persona.)

Estard de vuelta la proxima semana.

Entonces no puedo localizarle antes de la proxima semana.

¢Qué dia?

£l lunes por la marana.

» Sea preciso:
Bueno. Lamaré el lunes a partir de las 10 de la mariana.

Fir wann erwarten Sie ihn?
ANTWORT : Er wird fir Dienstag morgen erwartet,

FRAGE :

FRAGE : Fir wann wird er erwartet ?
ANTWORT : Wir erwarten ihn fiir Montag zuriick.

4.7. Bezugsdatum (ausgehend von heute)
® letzten Dienstag
® vorgestern
@ (ibermorgen
® am freitag dieser Woche, am kommenden Freitag
® am ndchsten Freitag, Freitag in 8 Tagen
® in zwei Wochen oder in 14 Tagen

4.8. Einleitung : das Umschreiben

Kommunikationsexperten sagen, daf viele unserer tiglichen
MiBverstindnisse wegen unseren schlechten Zuhérens stattfir
den. Wir héren doch Dienstag, aber wegen eines Lirms des-
sen wir gar nicht bewuBt sind, schreiben Donnerstag nieder.
Um diesen Fehler zu vermeiden, soliten wir die Hauptwérter
oder -ldeen umschreiben, in eigenen Wértern wenn méglich

1, Wenn thr Gespréchspartner zu vag ist, prézisieren Sie selb
die Zeit | Was bedeutet “in ein paar Minuten ?”
- Rufen Sie bitte in ein paar Minuten zuriick.
- Ich kann also in 20 oder 30 Minuten zuriickrufen ? Is
das richtig?
- Ja, genau.

i Angenommen heute ist Mittwoch, thr Partner sagt, daf3
@ Joe in 2 Tagen zuriick ist. Sagen Sie : “Also, daB heifit am
Freitag, ja 7"
® [ch kann also am Freitag zuriickrufen. Ja?
® Ja, das ist genau, Er ist wieder da.
® Am Morgen oder Nachmittag? Wann ist die beste Zeit ?
® Oh, Sie kénnen ihn am Morgen erreichen.

1, Um eine ldee umzuschreiben, miissen Sie selbstver-
sténdlich lhrem Partner genau zuhéren, Sie vermeiden
doch Miflverstdndnisse. Sie solten ein Datum und/oder

eine Uhrzeit prézisieren, Dann fragen Sie, “Ist das in Ordnung?
(oder : Geht das?)"

SIE HOREN : Rufen Sie um 2 Uhr zuriick.
SIE SAGEN : Er ist doch nicht vor 2 Uhr zu erreichen.
SiE HOREN : Genau. Aber nach 2 ist er sicher da.
. SIESAGEN : Gut. Ich rufe um etwa halb 3 zurtick. Geht das ?
SIE HOREN : Alles Klar. Ich sage ihm, daB Sie angerufen haben,

i, Machen Sie aus einer positiven Antwort eine negative
Antwort ; aus einer negativen eine positive ! Fragen Sie
dann, wann genau Sie zuriickrufen kénnen (oder wann

genau die Person Sie zurlickrufen kann)
Rufen Sie néichste Woche. zurlick.
Ach so, ich kann ihn vor ndchster Woche nicht erreichen.
An welchem Tag?
Er ist am Montag wieder da.

» Prizisieren Sie jetzt die Uhrzeit |
Gut. Ich rufe Montag nach halb elf zuriick.




Reference notes

How to use the verb REACH (= CONTACT)
® Where can | reach him?
® Do you have a number where | can reach him?
® Where can he be reached ? (passive)

NOT..UNTIL
I can’t reach her until late this afternoon.

TO GET IN TOUCH WITH
How can | get in touch with her?

AVALABILITY (for persons)
® He's not available (at the moment)
® He's out faway (= out of town)
® She’s not free right not.
® She'll be in (= here) dll day.
® ['ll be in until 3pm this afternoon.

FILE 5

5.1, A Colleague is absent

Hi, is that you, Linda?

» Notice how Mr. Jackson asks if the worman on the phone is
Linda: IS THAT YOU, LINDA?

I'm sorry, | didn’t get that. Will you say that again, please?

» Eveyin offers to help. Is there anything | can do for you? Can |
help you in any way?

s there anything I can do for you?

I'm calling about an error on your last invoice.

I'm very sorry about that.

» Evelyn says she is sorry about the error and says what she
will do. The client will feel better and less angry.

I don't remember your name.

You're welcome.

Sorry about the error.

That's alf right (in response to “sorry about that”).

9‘77 HOW DO YOU REPLY TO “Thank you ?

® You're welcome! (particularly commeon in the USA)
® Don't mention it! (USA + GB)

® My pleasure. (more common in GB)

® That's dll right ! (GB)

5.2, Mr. Jackson’s problem

Sorry to bother you.

Is there something | can help you with?

the design office

We have a meeting scheduled for 3pm

I'm going to be about | hour fate for that meeting
At least one hour late

Tell him I'm sorry about this

I will explain everything this afternoon

5.3, An Important Change

Would you like to speak to somebody else?
I'll see if I can find out.

Thank you for holding.

I need to make some changes in our advertisements that will be
Aanhecring in Fiirnba nest manth

Notes de fin de section

Comment utiliser le verbe REACH = CONTACT (JOINDRE)
® O est-ce que je peux le joindre ?
® Avez-vous un numéro ol je peux le joindre ?
® Ou peut-on fe joindre (notez Yemploi de la voix passive)

NOT...UNTIL (=PAS ... AVANT)
Je ne pourrai pas la joindre avant la fin de I'aprés-midi.

TO GET IN TOUCH WITH (se mettre en rapport avec)
Comment est-ce je peux me mettre en rapport avec lui ?

DISPONIBILITE en parlant de personnes
® |l n'est pas disponible actuellement,
® |f est sorti / en voyage, déplacement
® Llle n'est pas disponible (libre) en ce moment.
® Llle sera la (au bureau) toute lo journée.
® Je serai I (au bureau) jusqu'a 15H cet aprés-midi.

DOSSIER 5

5.1. Un Collégue est absent

Bonjour, c'est vous, Linda?

P Notez la maniére dont M, Jackson demande si fa femme &
qui il parle est Linda : IS THAT YOU, LINDA ?

Je suis désolée, je n'ai pas compris. Voulez-vous répéter, SVP ?

P Evelyn vient en aide : Y a-t-if quelque chose que je puisse faire
pour vous 7 Puis-je faire quelque chose pour vous ?

Puis-je vous étre utile 7

Je téléphone au sujet d'une erreur sur votre derniére facture.

Je vous prie de nous en excuser.

» Evelyn exprime son regret et dit clairement ce quelle va
faire. Le client se sentira moins irrité.

Je ne me souviens pas de votre nom.

Je vous en prie. (réponse & “Merci.”)

Excusez-nous encore une fois pour cette erreur.”

Ne vous en faites pas (Je vous en prie) En réponse & excusez-nous,

‘7‘)’7 COMMENT REPONDRE A “Mercille vous remercie” ?

® je vous en prie (particuliérement courant aux USA)
® li n'y a pas de quoi. (USA + UK)

® My pleasure (particuliérement courant en GB

® That's all right (=il n'y a pas de quoi) (GB)

5.2. Le probléme de M. Jackson

Désolé de te(vous) déranger.

Y a-t-il quelque chose que je puisse faire pour vous 7
le bureau d'études

Nous avons une réunion prévue pour {5H.

Je vais étre en retard d'environ | heure & la réunion.
Au moins une heure.

Dites-lui que je suis navré (& cause de cela).

Je lui expliquerai tout cet aprés-midi.

5.3. Une modification importante

Souhaiteriez-vous parler & quelqu'un d'autre 7

Je vais voir si je petix me renseigner.

Merci de patienter (de rester en ligne)

J'ai besoin de faire des modifications dans nos publicités qui vont

haraftre en Frirnhe la maic frnchain

Algunos puntos para retener

TO REACH = TO CONTACT (locdlizar a alguien)
® (Débnde puedo locdlizarle?
® (Tiene Vd. un ndmero de teléfono donde pueda localizarle?
® (Dénde se le podrio/puede locdlizar?

NOT..UNTIL (= NO...HASTA)
No puedo localizarle hasta el final de la tarde.

TO GET IN TOUCH WITH (hablar conflocdlizar, contactar)
¢Cémo puedo hablar con é1?

DISPONIBILIDAD / INDISPONIBILIDAD
® No estd disponible en este momento.
® Ha salido / estad vigje
® No estd disponible (libraf libro) en este momento
® Estard en la oficina todo el dfa.
® £stoy en la oficing hasta las 3 de la tarde.

APARTADO 5

5.1. Un compaiiero esta ausente

Hola, éLinda?

» £l Sr. Jackson piensa que fa persona que coge el teléfono es
alguien que él conoce. Su refacidn es familiar : *Hola, ¢Linda?"
No, lo siento pero no he comprendido todo. ¢Seria tan amable
de repetirmelo por favor?

P Evelyn se ofrece a ayudar : éen qué puedo ayudarle?
LLamaba porque se ha producido un error en su Gltima factura.
Sentimos mucho el error producido (Disctlpenos por la equivoca-
cién.)

» Nota : Evelyn dice “Sentimos mucho el error producido” Ei
cliente estara menos enfadado o irritado.

No recuerdo su nombre.

No hay de qué, de nada (responder a “gracias”)

Disculpenos por la equivocacién,

No se preocupe, no es nada (responder a “lo siento”)

797 QUE RESPONDER A “gracias”

® You're welcome (USA)

® Don't mention it.(USA. 4+ GB)
® My pleasure (GB)

® That’s all right (de nada) (GB)

5.2. El Sr. Jackson tiene problemas

Perdona que te moleste ahora.

¢En qué puedo ayudarle?

el centro des proyectos

Tenemos una reunién programada para las 3 de la tarde
Llegaré con retraso de una hora a la reunién

iComo minimo una hora tarde!

Digale que lo siento y que se lo contaré todo esta tarde

5.3. Un Cambio Importante

¢Quiere hablar con otra persona?

Voy a preguntar (a informarme)

Gracias de esperar.

Necesito hacer algtn cambio de nuestra publicidad que saldrd
en Europa el préximo mes.

Hinweise fiir Sie
TO REACH SOMEBODY (Jemanden erreichen)
® Wo kann ich ihn erreichen ?
® Haben Sie eine Nummer, unter der ich ihn erreichen kann ?
® Where can he be reached (Passiviorm) = Wo kann ich
(man) ihn erreichen ?

NOT..UNTIL (NICHT VOR oder ERST)
Ich kann ihn nicht vor (erst) heute nachmittag erreichen.

TO GET IN TOUCH WITH ( = sich mit jemandem in
Verbindung setzen)

ERREICHBAR : andere Ausdriicke
® £ ist augenblicklich nicht da.
® Lrist verreist / nicht in der Stadt,
® Sie ist gerade jetzt nicht zu sprechen,
® Sie jst den ganzen Tag da.
® ch bin bis 3 Uhr heute nachmittag da.

ABSCHNITT 5

5.1. Ein Kollege ist abwesend

Hallo, sind Sie's, Linda?

» Notieren Sie den Ausdruck IS THAT YOU, + Name. Man
kann auch sagen, IS THAT + Name : (Is that Mr. Brown?)
Entschuldigung. Ich habe Sie nicht ganz verstanden. Kénnen Sie
bitter wiederholen ?

> Evelyn zeigt sich sofort hilfsbereit : Kann ich irgend etwas fir
Sie tun ?

Ich rufe wegen eines Fehlers auf lhrer letzten Rechnung an.

Es tut mir sehr leid.

¥ Linda entschuldigt sich fiir den Irrtum und sagt klar, was sie
tun wird.

Ich erinnere mich nicht mehr an thren Namen.

Keine Ursache !

Entschuldigen Sie nochmals unseren lrrtum.

Das ist in Ordnung.

7“)‘7 WAS ANTWORTEN SIE AUF “Danke, vielen Dank” ?

® You're welcome (besonders in den USA) = Bitte !
® Don't mention it. (Nichts zu danken : USA + GB)
® My pleasure (besonders in GB) Gern geschehen !
® That's all right (besonders in GB) Keine Ursache !
5.2, Herr Jackson hat ein Problem
‘Tschuldigung dich jetzt zu stéren.
Kann ich lhnen irgendwie helfen ?
die Zeichnerabteilung
Wir haben auf 3 Uhr heute nachmittag eine Besprechung pro-
grammiert,
Ich werde etwa | Stunde spdter kommen.
Etwa eine Stunde !
Sagen Sie ihm, daB es mir leid tut und daB ich ihm heute nach-
mittag alles erkidre,
5.3. Eine wichtige Anderung
Meéchten Sie mit irgendjemand anders sprechen 7
Ich shau” mal.
Danke erwartet zu haben.
lch muB in unseren Werbeanzeigen fiir Europa néchstes Monat
ein haar Anderinoen verrichten




| would like to meet with her to talk about that.
L will have Miss Sanders call you back as soon das I see her,
' make a note of that.

Offer callers a choice: Would you like to hold or would you
@ prefer to call back?

'” Is the subject urgent or very important? Then say so!

5.4, A good message (is a clear message!)
WHAT TO saY

the payment procedure
We plan to place a large order for...
The number is (do you have a pen?)

Why ask "do you have a pen?” Your party may not have
@ a pen in his or her hand and will only interrupt you if
you start to give your number (or address).

WHAT TO AsK:

I didn’t get your name. Can you give it to me again,please?
Where is your firm located?

Are you already a customer?

What is your call in reference to? What are you calling about?
Which contract, order are you referring to?

FILE #6

6.1. Trying to contact somebody
I didn't quite get your name.
Il tell jane you cafled.

"l Reminder : you hear call back in 15 minutes. If it's 10:15,

you say I'l calf back at 10:30.

6.2. The second time around -

! called earlier and was told he would be back this afternoon.

Earlier : COMMON SYNONYM : a (little) while ago

He hasn't called in yet (to see if there are any messages)

If you'll leave your number, Phil will call you back just as soon as

he arrives, or as soon as he cdlls in.

Do you have any idea how much longer it will be (before he

returns)?

I try to find out. May | put you on hold for a minute?

1 Don't be authoritarian | Ask if you can put the person on
hold “May I/ Can | put you on hold for a minute?” You can
also say "Do you mind holding (a minute)?” When you come
back on the line, say “Sorry to keep you waiting” or thank the
person for holding by saying “thank you for holding (waiting).”
This shows respect and courtesy for the caller.

Phil has an appointment at 3, so we expect him back very short-
ly. (Shortly = soon)

Ok, then | can expect his call in the next 20 minutes or so? (or
$o = approximately.)

» Dave checks his understanding with a question which Karen
st answer with a yes or ano probably followed by more

precise information, Dave has a clearer idea when Phil will
probably call back.

Je voudrais la rencontrer pour en discuter.
Je demanderai & Mile Sanders de vous rappeler dés que je la verrai.
Je vais noter cela.

w, Proposez a vos interlocuteurs un choix : Voulez-vous
v patienter ou préférez vous rappeler 7

!

Le sujet est important ? Alors, soyez str de le dire !

5.4. Un bon message (est un message sans ambages 1)
CE QU'IL FAUT DIRE :

la politique de reglement
Nous prévoyons de passer une grosse commande de ...
Voici le numéro (avez-vous de quoi écrire) ?

Pourquoi demander “avez-vous de quoi écrire” ? Votre

interiocuteur n'a peut-&tre pas un crayon en main et

vous interrompra si vous commencez & donner votre
numéro ou votre adresse.

CE QU'IL FAUT DEMANDER:

Je n'ai pas noté votre nom. Pourriez-vous me le répéter, SVP ?
Ou se trouve votre société 7

Etes-vous déja client chez nous ?

Quel est le motif de votre appel ? C'est & quel sujet ?

De quel contrat, quelle commande s'agit-il ?

DOSSIER #6

6.1. En essayant de contacter quelqu’un
Je n'ai pas tout & fait compris votre nom.
Je dirai & Jane que vous avez appelé.

111 Rappel : vous entendez Rappelez dans |5 minutes. S'il est
" 10HIS5, dites Je rappelierai & 10H30.

6.2, C’est la deuxiéme fois...

J'ai appelé tout  I'heure ; on m’a dit qu'il serait de retour cet
aprés-midi (earfier==tout & I'heure en parlant du passé)

I n'a pas encore appelé (pour voir s'il y a des messages)
Donnez-moi votre numéro ; Phil vous rappellera dés qu'il rentrera,
ou dés qu'il nous téléphonera (ou : contactera).

Avez-vous une idée combien de temps encore (avant qu'il ne
revienne au bureau ) ?

J'essaierai de me renseigner. Puis-je vous mettre en attente ?

111 Ne soyez pas autoritaire. Demandez si vous pouvez
*" mettre fa personne en attente. “Puis-je vous mettre en
attente un instant?” Vous pouvez dire aussi, “Voulez-vous rester
en ligne un instant ?" Quand vous reprenez la personne, dites :
“Désolé de vous avoir fait attendre...” ou remerciez-la en disant
“Merci d'avoir patienté, merci d'étre resté en ligne."Vous vous
montrez respectueux envers votre interlocuteur (-trice).

Phil a un rendez-vous & I 5H, donc on l'attend d'ici quelques
minutes. (Shortly=soon= trés bientdt, dans trés peu de temps)
Bien. Alors je peux attendre son appel d'ici 20 minutes & peu
prés 7 (or so = ¢ peu prés, approximativement)

» Dave reformule I'idée pour vérifier sa compréhension en
posant une question a laquelle Karen doit répondre par oui ou
par non suivi d'une précision. Dave a ainsi une meilleure idée
quand Phil risque de le rappeler.

A

Mé gustaria que nos viéramos para hablar de ello.
Le diré a la Sra. Sanders que le llame en cuanto la vea.
Tomo nota de esto.

t'? Aprenda de memoria : {Quiere dejar un mensdje ...? 0
¢Prefiere llamar? Su interlocutor puede elegir.

4}

{Es urgente o muy importante? Entonces digalo!

5.4. Un buen mensaje
QuE pEcr

la forma de pago
Proyectamos hacerles un gran pedido de...
Mi nimero es ({Tiene con qué escribir?)...

{Para qué traducir “Tiene con qué escribir?" Su interlocu-
tor puede no tener un boligrafo a mano y (solamente) le
interrumpira si Vd. comienza a darle el nimero o fa
direccién diciendo: "Disciipeme un momento, voy a buscar un
boligrafo.”
QUE PREGUNTAR
No he retenido su apellido. {Puede repetirmelo por favor?
(Dénde estd situada su empresa?
¢Es cliente nuestro?
¢Cudl es el motive de su llamada? (¢Puedo saber de que se trata?)
A qué contrato, pedido, etc... se refiere Vd.?

APARTADO 6

6.1. Intentando localizar a alguien
No he comprendido bien su apellido.
Le diré a Jane que Yd. ha llamado.

111 Recuerde: Vd. escucha : "¢Puede flamar dentro de |5 minu-
" tos?" Es 10:15. Dice “Entonces. Larmaré a los 10 y media.”

6.2. Es la segunda vez que Hama

He llamado esta manana y Vd. me ha dicho que llame por la
tarde.

earlier = hace poco tiempo
Todavia no ha llamado

¢Podria darme su nimero? Phil le
o en cuanto nos llame.

¢Tiene alguna idea de cudnto va a tardar?

Voy a intentar informe. éPuede esperar un momento?

llamard tan pronto como llegue

" No sea autoritario para preguntar : “No cuelgue por favor,
¢{Puede esperar un minuto?”" Y cuando vuelva a hablar con
ella disctipese por haberla hecho esperar: “Lamento haberla
hecho esperar.” O agradezca por la espera. De esta manera
mostraré respeto y cortesfa.

Phil tiene una cita a las tres asf que estd a punto de llegar,
(shortly = soon = muy pronto, de un momento a otro)
Estd bien, entonces. ¢Espero su llamada en los préximos
20minutos mds o menos? (or so = mds o menos)

» Dave quiere verificar si ha comprendido con una pregunta.
“ikspero su llamada en los préximos 20 minutos més o
menos!" Karen debe responder “Si" o “No.”

Ich méchte sie deshalb sehen, um mit ihr dariiber zu sprechen.

Ich sage sie ber ihrer Riickkehr, daB sie Sie sofort zuriickrufen soll.

Ich notiere das.

L Stellen Sie thren Gesprichspartnern die Wah vor

@ “‘méchten Sie eine Nachncht hinterlassen, oder méchten Sic
lieber zurlickrufen ?

! ! ' Eilt die Angelegenheit / Sache ? Sagen Sie's !

5.4. Eine “gute” Nachricht
SAGEN SIE

das Zahiungsverfahren
Wir haben var, eine groBe Bestellung fiir...aufzugeben
Meine Nummer ist (haben Sie etwas zu schreiben ?)

Warum fragen “Haben Sie etwas zu schreiben ?* hr
Gesprachspartner hat vielleicht nichts zu schreiben und
deshalb muB Sie unterbrechen. ‘Ach. Ich habe nichts zu
schreiben. Moment, bitte. Ich hole etwas zu schreiben,”
FRAGEN SIE :
Ich habe lhren Namen nicht behalten. Kénnten Sie ihn mir bitte
noch einmal geben ?
Wo befindet sich lhre Firma ?
Sind Sie schon Kunde 7
In welcher Angelegenheit rufen Sie an ? (Worum geht es ?)
Aufwelchen Vertrag / welche Bestellung beziehen Sie sich ?

ABSCHNITT 6

6.1. Man versucht jemanden zu erreichen
Ich habe lhren Namen nicht ganz mitbekommen.
Ich sage Jane, daB Sie angerufen haben.
n Man sagt lnnen : “Rufen Sie in |5 Minuten zuriick. Es ist
7 10:15. Bestitigen Sie also, “Ich rufe um halb elf zuriick."

6.2. Ein zweiter Anruf
Ich habe vorhin schon einman angerufen, und man hat mir
gesagt, er sei heute nachmittag zuriick. (earlier= vorhin)
Er hat noch nicht zuriickgerufen.
Wenn Sie thre Nummer hinterlassen wollen, kann Phil Sie zuriick-
rufen, sobald er zuriickkommt oder uns anruft.
Haben Sie eine Idee, wann er zurickkornmt ?
Augenblick, bitte. Ich erkundige mich. Wollen Sie ein paar
Minuten warten ?
|” Seien Sie nicht autoritar. Fragen Sie, ob thr

* Gespréchspartner dranbleiben will : “*Kann ich Sie darum bit-
ten, ein paar Minuten zu warten?” Kommen Sie zurtick, entschul-
digen Sie sich fiir das Warten : “Entschuldigung fiir das Warten,”
Das zeigt Respekt und Héflichkeit gegentiber dem Anrufer |

Phil hat um 15 Uhr einen Termin, Wir erwarten ihn also fiir sehr
bald zuriick. (shortly = soon = in a (little) while)

Okay. Dann kann ich fiir in 20 Minuten auf seinen Anruf warten 7
(or so = ungefdhr)

» Dave wil sich sichern, alles richtig verstanden zu haberi.

Deshalb stellt er seinem Gespriichspartnern eine Frage, die
Karen mit entweder Ja oder Nein antwortén muf3. und die

weitere Erkldrungen erfordert. Dave hat eine noch praziser
Idee, wann Phil thn zurlickrufen wird.




6.3. A Change in Hotel Reservations

ﬁﬁ How can | help you is very common today, especially in
the USA. It asks your party to state immediately the sub-
ject of the call,

Family name (GB) = Last name (USA)

Christian name (GB) = First name (USA)

» See page 2 (File 1) for information on names.

I'm going to check on the computer

to check (= verify)

I'm going to check our information.

single room

country code

That's great! (familiar expression) = That's fantastic.

FILE #7

1.1. Problems Getting Through

first call

I'm having trouble getting through to...

HAVE TROUBLE DOING SOMETHING

| keep getting a recording saying...

Something happens each time...

| got an engaged signal (GB) = a busy signal (USA)

I'm sorry this has happened. | will do everything | can to help.
I'll get the new number for you.

» Linda apologizes for the inconvenience and explains clearly
what she will do.

Yes, go ahead!

second call

You have (have got) the wrong number.
Is this 222-3333?

Excuse me, | have the wrong number.

third call

P Not the use of the passive voice

I was told to contact

['was asked to contact...

I was put on hold

> Note the use of the indefinite article a : | was told to contact a
Mtr. Fred Willioms. | don't know a (any) Fred Williams.

> Note how we check our information:

® [sn't this 222-33337
® Isn't this the Sheraton Hotel?

You must have the wrong number,
There's nobody here by that name.
central purchasing department

1.2. Other Recorded Announcements

Note: in the USA people use the word holiday when referring
to days like Christmas, New Year's, the 4th of the July, and so
on. Americans also speak of a legal holiday (a day when most
banks or stores are closed). In Britain people say a bank holiday.
Remember that in the USA the word vacation is used for a
period of rest away from work.

6.3. Une Modification de Réservation d’Hotel

Que puis-je faire pour vous ? est trés courant, surtout aux
USA. Cette question demande que votre interlocuteur
précise le motif de son appel.
Nom de famille = Family name (GB) ; Last name (USA)
Prénom = Christian name (GB) ; First name (USA)
> Voir la page 2 (Dossier |) pour des informations sur les noms.
Je vais regarder , vérifier sur l'ordinateur,
to check = vérifier, s'assurer :
Je vais vérifier nos informations.
charnbre simple
numéro d'accés (pour le pays)
C'est parfait | = C'est fantastique !

DOSSIER #7

7.1, Des Problémes pour aboutir

premier appel

J'ai du mal & aboutir (ou : & joindre ...)

AVOIR DU MAL A FAIRE QUELQUE CHOSE

Je tombe & chaque fois sur un enregistrement qui dit ...
Quelque chose se passe & chaque fois que...

Cela sonnait occupé.

Je suis désolée. Je ferai tout ce que peux pour vous dider.
Jobtiendrai le nouveau numéro pour vous.

P Linda présente des excuses pour la géne et explique dlaire-
ment ce qu'elle fera

Oui, allez-y. (Ou : Oui, je vous en prie)

deuxiéme appel

Vous faites erreur / vous vous étes trompé de numéro

Je suis / je ne suis pas au 222-3333 7 C'est bien le 222-3333 7
Excusez-moi ; je me suis trompé de numére.

Troisieme appel

P Notez lemploi de la voix passive :

On m'a dit de contacter...

On m'a demandé / prié de contacter...

On m'a mis en attente...

» Notez l'emploi de I'article indéfini UN (2 ) : On m'a dit de
contacter un certain Monsieur Fred Willioms. Je ne connais pas
de Fred Williams.

» Notez comment on demande une vérification

® Je ne suis pas au 222-3333 7
® Je ne suis pas au Sheraton Hotel ?

Vous vous étes trompé de numéro.
I n'y a personne ici & ce nom.
service central d'achat

1.2, D’autres Messages enregistrés

Aux USA on parle de holiday pour désigner un jour féri¢
comme Noél, le Jour de I'An, la féte nationale etc. Les améri-
cains disent aussi a legal holiday. (un jour ot la plupart des
banques et des commerces seront fermés). En Grande
Bretagne on dit a bank holiday.

Notez qu'aux USA on utilise le mot vacation en parlant des
congés, des vacances, alors que les anglais disent holiday.

s

6.3. Un cambio de reservacién en el hotel

14, ¢En qué puedo servirle? = {Qué puedo hacer por Vd?”
Muy Gtil porque de esta manera Vd. le pide a su interlo-
cutor que le precise el motivo de su llamada.

Mi apellido (family name (GB) ; last name (USA)

mi nombre (Christian name (GB) ;, first name (USA)

» Vea la pgina 2 (Apartado 1) Nombres y apellidos

Voy a comprobar en el erdenador.

to check : comprobar :

Voy a comprobar nuestras informaciones.

habitacién individual

iEstupendo!

APARTADO 7

7.1. Dificultades

Primera llamada

Estoy teniendo problemas para localizar a ...

HAVE TROUBLE DOING SOMETHING = TENER DiFI-
CULTADES/ PROBLEMAS PARA HACER ALGO

Escucho un contestador con une grabacién que me dice...
Algo pasa cada vez que...

La linea estaba ocupada. (obtengo fa sefal de ocupado)
Disctipenos, veré lo que puedo hacer para ayudarle.

Voy a buscarle el nuevo niimero.

» Observe lo agradable que es dar con una persona que se
excusa por lo desagradable de la situacién y que le explica cla-
ramente |o que va a hacer para ayudarle.

Se lo agradezco.Gracias.

- Segunda llamada

Se ha equivocado de niimero.
¢Es el 222-3333? (No es ef 222-3333?7
iOh! Disctlpeme, me he equivocado de nimero.

Tercera flamada

» Observe la forma pasiva

Me ha dicho...

Me han dado el nombre de la persona a quien debo contactar
En inglés: |/We don't know afany Fred Williams.

En espanol: No conocemos €l Sr. Fred Williams.

Non hay nadie con eso nombre. No conocemos el Sr.,"

No hay niguna persona que se flame Fred Williams.

» iNo es le ...?7 para verificar la informacién:

® (No es el 222-3333?
® (No es el hotel Sheraton?

Se ha equivocado de ndimero.
No hay nadie con eso nombre,
servicio de Compras

El servicio central de Compras

1.2. Otros mensajes grabados

USA: HOLIDAY = Dia de fiesta, dfa festivo, un dia de la
semana que no se trabaja, no laboral ; VACATION = vacacio-
nes.

G.B. : HOLIDAY = VACATION = vacaciones, pero A BANK
HOLIDAY = un dfa que no se trabaja.

6.3, Eine Anderung in der Hotelreservierung

@ Die Formulierung Womit kann ich dienen ? wird oft in

den USA gebraucht. Sie erfordert eine prizise Antwort
von lhrem Gesprichspartner.

Familienname : family name (GB) ; last name (USA)
Vornahme ; Christian name (GB) ; first name (USA)

» Siehe Seite 2 (Abschnitt 1) fir Ausktinfte Uber
Familiennamen.

Ich tberpriife auf dem Computer.

to check = (berpriifen, sich erkundigen :

Ich dberpriife unsere Informationen.

Einzelzimmer (im Gegenteil zu :. Doppelzimmer)

Super !

ABSCHNITT 7

1.1, Mit Problemen zurechtzukommen

Erster Anruf

Ich habe Probleme, um zu ...durchzukommen,

HAVE TROUBLE DOING SOMETHING : Probleme haben,
um etwas zu tun.

Ich bin auf ein Gerdt gestossen, das mir gesagt hat...

Es passiert etwas jedesmal wenn...

Ich bekam ein Besetztzeichen

Entschuldigung ; ich tue alles , um Ihnen helfen zu kbnnen.
Ich hole die neue Nummer fiir Sie.

P Notieren Sie, wie die Dame sich entsprechend fir den
MiBstand entschuldigt.

Ja, ja. Tun Sie das !

Zweiter Anruf

Sie haben falsch gewdhit./ Sie sind falsch verbunden.

Ist da 222-3333 ?

Oh, Entschuldigung. Tut mir leid.

Dritter Anruf

P Notieren Sie den Gebrauch des Passivs :

l'was told : mir wurde gesagt

I was asked ... ich wurde beauftragt

I'was put on hold : man hat mich erwarten lassen (am Apparat)
Der Gebrauch des unbestimmten Artikels

Ich wurde beauftragt, mich mit einem (gewissen) Herrn Fred

Williams in Verbindung zu setzen.

Ich kenne keinen Fred Williams,

» Um Ihre Informationen zu Uberpriifen :

® st da nicht 222-3333?
+® Hotel Sheraton, ja?

Sie miissen die falsche Nummer gewdhlit haben.
Hier ist niemand mit dem Namen ...

ein komplettes Warenangebot

thre HauptverkaufSabteilung

1.2, Andere aufgenommene Meldungen

USA : HOUDAY = Feiertag ; VACATION = Urlaub, aber in
G.B. : HOLIDAY = Urlaub und auch Feiertag (A BANK HOLI-
DAY).

Ferien (fur Kinder : zum Beispiet : Schulferien) : VACATION
(USA) aber HOLIDAY (GB).




1.4, Other recorded messages

I. Tanya Parova shares her phone with one or two colleagues.
Ted says whom the message is for, and also what it is about.
Note that he gives his number slowly!

2.1tis a good idea to state the date and time, especially when
any legal or contractual aspect is involved. Or if there is any
chance that the message will not be received on the same day.
Your party knows immediately when you called.

3. Alison does not know the person whom she needs to con-
tact. Remember to give your number slowly so that your
party will not have to replay it once or twice! Notice that
Alison also says when she will be in today and tomorrow.
ANYTIME

4. Robert is calling a person whom he knows very well. He
knows that only this person will receive the message.
Therefore he does not need to say whom the message is for.

He does not leave his number because his party knows it.
AVAILABLE

5. Again, only one person will receive Vanessa's message. And
this person knows her telephone number.

FILE #8: APPOINTMENTS

8.1. Setting Up an Appointment

How have you been?

Aside from that

How about yourself?

some new items

Could we schedule an appointment?
How about Thursday?

What about the afternoon?

What would be a convenient time for you?
That'll be fine.

You're down for 3.

Are you still interested in...

111 TO BE INTERESTED IN SOMETHING/ IN DOING
" SOMETHING

Great! Thanks again.

797 How do you state a proposal or a suggestion?

® What about tomorrow? What about doing it later?
® How about tomorrow? How about doing it later?

797 How to arrange, then change, an appointment?

® We set up / schedule/ make an appointment with a person.
® We have an appointment for a certain time.
® f we cannot keep it, we reschedule it or cancel it.

7.4. D’autres messages enregistrés (messagerie vocale)

I Tonya Parova partage son poste téléphonique avec | ou 2
collegues. Ted précise & qui le message est destiné ainsi que le
sujet. Notez qu'il donne son numéro trés lentement.

2. I est conseilié de préciser la date et 'heure, surtout lorsqu'i
s'agit d'un aspect contractuel ou juridique. Ou s'il existe un
risque que le message ne sera pas recu le méme jour. Votre
destinataire saura immédiatement quand vous avez appelé.

3. Alison ne connalt pas la personne qu'elle doit contacter.
Pensez & donner votre numéro lentement pour éviter & l'autre
personne de le repasser plusieurs fois avant de le comprendre.
Vous constaterez également que Alison prend soin de préciser
quand on pourra la joindre aujourd’hui et demain.

ANYTIME = & nimporte quel moment

4. Robert appelle une personne qu'il connaft bien. Il sait que
seulement cette personne recevra le message. Donc il n'a pas
besoin de dire a qui le message est destiné, ni son numéro.
DISPONIBLE

5. Encore une fois, seulement une personne recevra le messa-
ge de Vanessa. Cette personne connaft son numéro.

DOSSIER #8 : LES RENDEZ-VOUS

8.1. Convenir d’un Rendez-Vous

How have you been = How are you : Comment allez-vous ?
A part cela

Et vous-méme ?

quelques nouveaux produits (item = chose, article, produit)
Pourrions-nous convenir d'une rendez-vous ?

Jeudi 7 (Qu'en pensez-vous ?)

Et 'aprés-midi ?

Quelle heure vous conviendrait le mieux ?

Cela sera parfait (trés bien).

Vous étes sur mon agenda pour |5H !

Etes-vous toujours intéressé par ...

111 En anglais on doit dire TO BE INTERESTED IN SOME-
" THING, INTERESTED IN DOING SOMETHING.

Fantastique ! Trés bien ! Merci encore une fois.
997 Comment présenter une suggestion / une proposition ?

® Lt demain ? Si nous le faisions plus tard ?
® Lt si nous le faisions demain 7 (ces deux phrases traduisent
les deux questions en anglais.)

799 Comment prévoir, puis modifier, un rendez-vous

® Nous convenons d'un RY prévoyons un RY avec quelqu’un.
® Nous avons un RV avec quelqu’un & une certaine heure.
® Si on ne peut respecter le RV on le reporte ou on l'annule.

1.4, Diferentes maneras de responder a un contestador

|.El teléfono de Tanya Parova es también el de 2 compafieros
de trabajo. Ted dice a quién va dirigido el mensaje y también
qué quiere. Fllese como da su nimero muy despacio.

2. Puede ser una buena idea comenzar dejando la fecha y la
hora. Sobre todo si la persona viaja a menudo y hay pocas
probabifidades de que escuche el mensaje el mismo dia. Asf
cuando escuche, podra saber cuando ha llamado.

3. Alison no conoce el nombre de la persona con quien quie-
re hablar. Recuerde que debe dejar su ndimero pronunciando
clara y lentamente para que su interlocutor no pierda el tiem-
po escuchando 2 6 3 veces el mensaje que Vd. deje. Alison
precisa cuando se la puede localizar ef dfa de hoy y mafana.
ANYTIME = a cualquier hora, en cualquier momento

4. Robert llama a alguien a quien conoce muy bien. Sabe que
es la Unica persona que recibird el mensaje, asf que no necesi-
ta decir a quién va destinado el mensaje. Tampoco deja su
nimero de teléfono porque su interlocutor ya lo conoce.
AVAILABLE = disponible

5. Aqui volvemos a tener, un mensaje destinado a una sola
persona que su nimero de teléfono conoce.

APARTADO # 8: CITAS

8.1. Fijar/pedir una cita

iVaya! {Como estds?

Ademds de, aparte de eso

éY a ti cémo te va?

algunos nuevos articulos (item = articulo)

{Te parece que filemos una cita? Podrfamos fijar una cita?
{Te va bien el jueves por la maiana?

£Y por la tarde?

¢A qué hora te va bien / te conviene mejor?
Muy bien.

Te espera abajo a los 3.

Alin estds interesado por ...

’

111 Nota : debe decir en inglés “TO BE INTERESTED IN
77 SOMETHING, IN DOING SOMETHING."

Estupendo. Muchas gracias.

'7‘7‘7 Proposiciones / Sugestiones

® (Que le parece... (+ fecha y hora)?
® Yel .. (+ fechay hora)?

797 Pedir, cambiar y cancelar citas

® Podemos dar/tomarffijar una cita con alguien.
® Tenemos una cita con alguien a cierta horaffecha.
® Si no podemos ir, debemos reprogramaria, o cancelarla.

SR 3 g

1.4, Andere aufgenommene Mitteillungen

I Tanja Parova teilt ihr Telefon mit ein oder Zwei Kollegen. Ted
sagt, fr wen die Mitteilung ist, und wortiber es geht. Bemerken
Sie. daf3 er seine Nummer langsam gibt.

2, Es kann praktisch sein, mit dem Datum und der Uhrzett zu
beginnen, besonders wenn legale- oder Vertragsaspekte im Spiel
sind. Oder wenn es danach aussieht, daB die hinterlassene
Nachricht nicht am selben Tag erhalten wird, lhr
Gespréchspartner weil3 sofort, wann Sie angerufen haben.

3. Alison kennt die anzurufende Person nicht. Erinnern Sie sich,
teilen Sie lhrem Partner langsam die Nummer mit, so braucht er
die Nachricht nicht tausendmal abzuspielen. Notieren Sie auch,
dal3 Alison auch sagt, wann Sie zu erreichen ist. ANYTIME =
irgendwann

4. Robert ruft eine Person an, die er sehr gut kennt. Er weil3,
daf3 nur diese Person die Mitteilung bekommt. Daher braucht er
nicht zu sagen, flr wen die Mitteilung ist. Er hinterfBt auch seine
Nummer nicht, weil sein Partner sie kennt. AVAILABLE =
vorrétig

5. Hier bekommt wieder nur eine Person Vanessas Nachricht.
Und diese Person kennt ihre Telefonnummer.

ABSCHNITT #8 : TERMINE

8.1. Einen Termin ausmachen

How have you been : wie geht es lhnen ?
AufBer, abgesehen davon, da8...

Und bei lhnen ? Wie geht's selbst so ?
ein paar neue Gegenstdnde (item = Gegenstand, Sache)
Kénnten wir einen Termin ausmachen ?
Was halten Sie von Donnerstag 7

Wie steht's mit Donnerstag nachmittag ?
Was wire die beste Uhrzeit fir Sie ?
Das ist in Ordnung.

Ich notiere Sie fir 3 Uhr.

Sind Sie noch an .... interessiert ?

111 TO BE INTERESTED IN = an etwas interessiert sein,
"% sich fur etwas interessieren

Super ! Danke nochmals.

797 Vorschisge machen

® Wie steht’s mit...
® Wie halten Sie von (Datum/Uhrzeit) ?

797 Termine

® Linen Termin vereinbaren wir (mit jemandem),

® Wir haben mit jemandem einen Termin.

® Wenn wir unseren Termin nicht einhalten kénnen, ver-
schieben wir ihn auf eine andere Uhrzeit (auf einen
anderen Tag) oder sagen wir ihn ab.




797 Asking if something is acceptable: IS THAT ALL RIGHT?

QUESTIONS

® Is that all right?

® [s that all right with you?
® Will that be all right?

REePLIES

Yes, that's fine (all right)
That's fine with me.
(Yes), that'll be fine.

FILE #9

9.1, A Preliminary Information Call

We market ...

a market study

You did say your name was Peters, right?

I was just getting ready to leave...

Can you give me 5 or 10 minutes of your time?

1, Before going into a long explanation, ask immediately if
the person can give you 5 or |0 minutes. This way you
will avoid having your party interrupt you to say that he

or she doesn't have time to speak to you right now.

To tell you the truth...
right away

9.2. A Brief Interview Over the Phone
I'm doing a survey of firms in our area
information about your current export activities

11 1 need information ON or ABOUT these activities. Note the
prepositions that we use.

the current trend

We should increase regional exports...
Well, that does it

FILE #10

10.1. The wrong way

to complain about

poor service

down our backs (or on our backs)
now listen here!

out of stock

or else

10.1. The right way

As we usually do

straighten this out

to be honest with you
exasperated

I will handle this error personally
Sorry again

797 Dermander si qqch est acceptable : Comment dire CA VA

QUESTIONS REPONSES
® Cela va ? Cela vous convient ?
® Ca vous va ? Ca vous convient-t-il ? Oui, ¢a me va trés bien.

® Ca vous ira ? Ca vous conviendra-t-il ?Qui, ¢a sera trés bien.

DOSSIER #9

9.l. Un appel préliminaire pour obtenir des informations
Nous commercialisons ...

une étude de marché

Vous avez bien dit que votre nom était Peters, n'est-ce pas ?

Je m'apprétais & partir, j'étais sur le point de partir..

Pouvez-vous me donner / me consacrer 10 ou |5 minutes ?

L Avant de vous lancer dans une longue explication,
\q demandez si la personne peut vous consacrer 5 ou 10
minutes. Vous éviterez ainsi a votre interlocuteur la nécessité
de vous interrompre pour vous dire qu'il ne peut pas vous
consacrer du temps en ce moment.

Pour vous dire la vérité...
tout de suite, immédiatement

9.2. Un entretien rapide ou téléphone
Jeffectue un sondage aupres des entreprises dans notre région
informations concernant vos exportations actuelles

111 I need information ON or ABOUT these activities
""" J'ai besoin d'informations concernant ces activités.

la tendance actuelle
Nous devrions augmenter/accroitre nos exportations régionales
Bien, c'est tout...

DOSSIER #10

10.1. La mauvaise facon

se plaindre de

mauvais service (poor = mauvais, ou mal : / speak English poorly)
sur le dos

(Maintenant) écoutez-moi bien !

en rupture de stock

ou bien...(autrement) (suivi d’une menace)

10.1. La bonne maniére

Comme nous avons 'habitude de le faire
résoudre ce probléme, rectifier cela

Pour étre honnéte avec vous

exaspéré

Je m'occuperai personnellement de cette erreur
Excusez-nous encore une fois

Qui, c'est trés bien. Ca va

Preguntas: {Cémo lefte va (a Vd../a ti)?

PREGUNTAS
® (le parece bien? ile va bien? A mi me irfa bien.

® (le conviene? Me conviene muy bien.
® (Esque (el da...) le parece posible?  SfNo. (No) me parece bien.

RESPUESTAS

APARTADO ¢

9.1. Llamada de informacién preliminar
Comercializamos

estudio de mercado

Sr. Peters. ¢Es asf como se llama?

Vayal me disponia a salir ahora...

¢Podria concedeme 5 6 10 minutos de su tiempo?

Primeramente, pida a su interlocutor si dispone de algu-

nos minutos. No comienze a hablar sin preguntarselo
para evitar que le interrumpa diciéndole que no tiene tiempo
para hablar con Vd,

En redlidad...
inmediatamente

9.2, Une breve entrevista por teléfono
Estoy haciendo un estudio de las empresas de nuestra zona
informaciones de las actividades de exportaciones corrientes.

111 | need information ON or ABOUT these activities.

" Necesitaria conocer algunos detalles sobres su exportaciones.

la tendencia corriente
debemos aumentar nuestras exportaciones regionales
Bueno, esto es todo.

APARTADO 10

10.1. La forma equivocada de tratar al cliente descontento

para quejarme de

mal servicio (poor = mal)

los clientes estdn esperando nuestra respuesta
Oiga, esclicheme Vd.

(un articulo) se ha agotado

o de lo contrario...

10.! La forma correcta de tratar al cliente descontento

Como lo hacemos siempre

para resolver esta situacién

par ser honesta / a decir verdad / en redlidad
Me ocuparé personalmente de este error

Le ruego nos disculpe

Fragen : PaB3t lhnen das ?

FRAGEN

® Pafit thnen das ?

® st das in Ordnung ?
® st lhnen das recht ?

ANTWORTEN
Ja, das paBt mir gut.
Ja. das ist mir recht.
Ja. dlles Klar.

ABSCHNITT 9

9.1, Ein Anruf zur Vorabauskunft

Wir bringen (Nahrungsspezidlititen) auf den Markt,
einen Uberblick

Gut, Herr ... Peters. Habe ich richtig verstanden ?
Ich wollte gerade gehen.

Hétten Sie 5 oder |0 Minuten Zeit fiir mich ?

@« Setzen Sie kein Gesprach geradiinig in Gang, ohne lhren
Gespréchspartner danach zu fragen, ob er oder sie ein
paar Minuten flr Sie entbehren kann, Der Augenblick ist viel-

leicht nicht passend, {iber den Gegenstand zu diskutieren.

Ehrlich gesagt...
jetzt eigentlich

9.2. Ein kurzes Interview per Telefon
fch mache gerade einen Uberblick von Firmen in unserer Region
Auskiinfte dber lhre laufenden Exportaktivitdten

111 | need information ON or ABOUT these activities.
" Ich méchte Auskiinfte iiber diese Aktivitciten (bekommen)

die laufenden Trends
wir wilrden (sollten) die Regionalexporte ... erweitern.
Gut. Das ist alles.

ABSCHNITT 10
10.1.Die falsche Art und Weise

sich (iber (etwas) beschweren

miserable (Kunden)Dienst (poor = schlecht)
(femanden) auf der Pelle sitzen haben

Jetzt héren Sie mal her !

(etwas) ist nicht vorréitig

sonst ..

10.1, Die richtige Art und Weise

So wie immer

um das gerade zu biegen

um ehrlich zu sein

Ich kiimmere mich persénlich um den Irrtum
Entschuldigen Sie nochmals




