)

‘Could you spell that for me?’

J— How good are you at giving information over the phone? Do this quiz on numbers and symbols.
Compare your answers with a partner’s, then check your answers in the key.

@ How do you say these numbers @ What are these symbols called
in English? — in English?
@ 647 at IleTsI: :;Irn:a:;ns- b "HE
® 9235 e T e sobljones é L
B Do | e
@ 1.955 ' @\
@ €15.40 ©
@) 0049 30 2970 6634 ® *
@ (
@ Whal does a comma (,) show in an
English number? And a paint {.)? @)

Refer to the Numbers, dates, times, symbols page of the MultiROM for more information about
saying numbers and symbols in English.

@ 1 Ao Maier works in a small im port/export company in Hamburg. Listen to the two calls Arno
makes and receives, and correct the mistakes in the notes.

%

K
L Misha oberem?

relay 5“:"‘6&15& ‘\ delivery addres® 3
model BS N pitsceviteh littsa
it price ' o Eiev
. Pnumh - €1.U5 x\x S no. («2 380 44)
Leot B en# Wl
2,000 units \ 244
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@ 2 Listen to the dialogues again and complete the sentences and questions below,

thw [

R R N e

Call 1 Call 2
| have a question *your relay I'm______ 'about the order you faxed
switches, Are you the * person us yesterday.
to ask? |just wantedto ______ ?it.
What _____ *vyour question? Do you have a 17
CllgEe et B WIS the unit Would you like me to ¢ that for
price would be for orders over a thousand you?
units?
: s Letmejust ____ “that back to you.
That was RS R 57
2 Sorry, what was the post code 4

Sarry, | didn't b the second
price.

Generally in English, the less direct a sentence is, the more polite it is. For example, we often use
the past tense (was, wanted) instead of the present tense (js, want). The past tense is more polite,
because it's less direct.

Wihat was your question?
I just wanted to check ...
I wanted to osk about ...

Sirnilarly, we often use could and would to make guestions of staterments less direet.

LOwig poLu 12l me WhAT IS BRICE WU DE (INS1Ea0 & Lam Jou REl M2 Winar Im2 pree 18
What would be your preferred means of paymeni? (instead of What s your .7

3 Rewrite the sentences below to make them less direct, as in the example.

Y]

m ~ o W B oW

What is your question?_ What was your question?

Can you tell me your name?

| just want to check the address.

What is your name again?

What do you want to know?

What is your charge for delivery?

How long does it take to senmd if7

| want to ask if you have time to meet tomaorrow.

saLIVEWORKSHEETS




LBETIE LISTERVSS STRITERIES

Active listening strategies can help you to communicate more effectively on the telephone.

When listening, say words like right, uh huk, got you, yeah every few seconds to show that yol areé paying
attention, The other person feels more relaxed because it's clear that you are there and actively listening to
them,

Chech wauh plewe ol infunnatbon teat Uee wilver person glees you = even I you tilnk yuu bave widersiood
everything perfectly, wou might have actually misunderstood something the other person said.
You can do this by:

& Echoing. in other words by repeating what the other # Reading numbers and other important pieces
person said, to make sure you understood correctly: of information back to the other person;
& We can deliver on Tuesday. A My number is 2389 5354.
B Tuwesday. Right. B Let me just read that back fo you. So

= Asking for clarification: thot's 1300 €344,
A Qur address is 40 George Street. You can also ask the other person to read a
B Sorry, did you say 40 or 147 number back if they don't do it themselves:

Con et n:lﬂ raad rhng back fa mard

Complete these extracts from a telephone conversation with words from the box.

4

And your name was *® Did you say = Let me just read that back to you =
So that's * Sorry, was that = To Poland

1 fwena  Well, first of all, how long would it take to ship a consignment to
Poland?

Geange ? | would say between a
week and ten days by sea. We could also send a shipment via air
freight, but that would naturally be more expensive.

iwona *a week to ten days?

George  Yes, that's nght.

t fwong 5o that's 58 for Gdansk, then 61 3452
George ' 3453 or 24537

iwona It's 35 53.

George  Right, 4, It's o0 48 5861 3453.

fwona  Yes, that's right,

R e T

1 George  Great. * wona .. g
fwona  Jakubik, That's dpelt J-A-R-U-H-I-K.
Gaorge “ hwaona lakubik.

|8 B W B LE Gt e,
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5 Check that you have understood correctly. Ask about the highlighted information, as in the
example. More than one answer is possible each time.

1 I would like to order 5o units. Berry, did you say 50 or 15 units? / OF, so that's 5o units.

2 Duraddress is o8 King Street, Hull.

My phone number is 091 210 388s.

My name is Oliver Prentice.

3
& The meeting is on Thursday.
5
6

The new price is €72.90.

6 oo you know how to say the alphabet in English?

Complete this table by putting the letters of the alphabet into the correct columns according to how
you say them, For example, C fsi;/ goes into the same column as B fbiy, because they have the
same vowel sound, If a letter doesn't fit Into an existing column, put it into a new column,

1 2 3 4 5 L] 7
B ] =] i 1
A [
| i |
|
|
SPELLING

Although there is an official English spelling alphabet (developed by NATD and used by the military
and by radio operators), most English speakers do not know it. Instead, they use commaon words or
persanal names fo spell words, For example, to spell NATO, an English speaker might say:

That's N for Neil, A for apple, T for Thamas, O for orange.

Motice that In English we say N for Nedl ar N as in Neil (AE), not A-bkefed,

7 Work with a partner to practise spelling. Look at the list of place names in the Partner Files. Spell
the names in your list for your partner and write down the names your partner spells for you.



8 Write the email and website addresses in words, as in the examples.
1 alan.thompsnn@hotmail.com _Alan dof Thompaon at hatmail dot com
2 www.gophersystems.com _w w w dof gapher hyphen systems dot com

kevin.stevensd@afg-consulting.ca

margaret_peterson@zebra.it

(your email address)

3
i
5 www.rent-a-car.com _
6
Fd

[your company website address)

*  Remember that the letter w is pronounced dowbie !,.-ﬂ‘_'“-a\
you in English.
*  Some people say dash instead of hyphen. However / getinfo
we dor't normally sav minus in email addresses {that’s one word) |
. athigh dash five |
' dot org dot uk
\,

Mow practise reading the addresses out loud.

9 Find ten sentences from this unit. $tart at the numbsred word, then move ons square at a time
(left, right, up, or down). Use each word once only.

check that. person to ask? 3 I'm
just 4 Are  right the about calling
me you the order you 7 Would
back to you? B What vyou like me
get give me Was faxed us to
thiat and Just yaur  yaur guestian? yesterday. spell
g Can I check 10 Can you phone  number? you? for that

Use the sentences you found above to complete the two dialogues. Sometimes more than one
answer is possible.
1 Kewin Mahoney Engineering. Kevin speaking,
Fipna  Hello Kevin. This is Fiona from ALP Supplies,
I have a question about one of the items.
Kewin  1'm nat sure, but I'll do my best!

Fiong  Well, the item number HG Bo237s is aut of stock at the mament, and | wanted to ask if the
HG Bgz376 would be okay instead? It's almaost the same maodel.

Kevin  Oh Fiona, I'm not totally sure.

Flonu Jure, oo probilen,

Kewin  Great.

ooLIVEWORKSHEETS



10

11

Fioma  OF course. It's 0248 294 413.
kKevin  Right. ", Your number is 0248 294 413.
Fiama  That’s right.

Kevin QK Fiona, I'll talk to my boss and 1"l call you back later today.
Fiona  Great. Bye now.,
Kevin  Bye.

i B S M A R S e A A W e
Kathy ‘oland Information Services. Kathy speaking.
Faul  Hi Kathy, It's Paul here, | just have a quick question about the software vou installed for us.
Kathy  Oh, hi Paul, Nice to hear from you. B

Paul  Well, I'm afraid we've lost the user name for the test set-up. Can you give it to us again?
Kathy  Sure. Mo problem. "

Poul  Yes, | do. Fire away.
Kathy  OK. The user name 15 ‘Joe.Bloggs'.

Paul  Yes please.

Kathy OK. It's |-0-E dot B-L-0-G-G-5.

Paul . The user name s ‘Joe.Bloggs’, spelt |-0-E dot
B-L-0-G-G-5.

kothy  That's right.

Poul  Well, thanks very much Kathy.

Kathy  You're welcome, Bye now.

Work with a partner to make two phone calls. Look at the Useful Phrases below before
you read your information in the Partner Files, m ParinerA FiBe 3, 5. 48

Pariner 8 Hle 3. o 50

_ USEFUL PHRASES . Se——
Opening the call Exchanging infarmation Checking information
| I'm calling about ... What was your quastion? Would you like me to spell that for you?
| | have a question about ... What would you like to know?  Did you say .7
| | wanted to ask about ... Could you tell me .7 Sorry. | did’t catch that.
| Are you the right person to ask? Let me just read that back to you

Let me just check that.

Put the words in the right order to make sentences with expressions from this unit.
1 have wyou pen do a 7

2 six orderA is elephant for Venice two zeroE V the for number for apple
(AEV 026)

3 D for Dob that B was or David for 2

4 address D Tom at his hyphen dot Baker E email is Martins
(tom-baker@martins.de)

g didn't that sory | catch . thiteen did thirty say or you
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Read the article and discuss the questions which follow.
Get active

Imagine you are calling an important business contact.
The person says he is in a hurry and only has five
minutes for the call. While you are talking, you hear
him typing on his computer keyboard, and he

with your
continually interrupts you while you are trying to talk.

listening  rowvoudyourear

The above description Is an example of a
bad listener. Everyone learns at school
how to read and write, but normally we
are naver taught how to listen. Howaver,
effective listening is one of the most
important communication skills.

Yes, of course
I'm listening.

Here are some things you can do to

improve your active listening skills.

1 Remove distractions. Make sure the place
where you are telephaning isn't too hot,
too cold, too noisy or too uncomfortable.

2 When you're on the phone, don't type,
tidy your desk or crganize your papers.
The noises you make will tell your
partner that you're not listening.

OVER TO YOU

Are you a good listener? Why [/ Why not?

3 Forget about your own problems and

tasks while talking to your partner. You
can't concentrate on what someone
elsa iz saying if you are thinking about
your 'to do’ list.

4 Regularly summarize what your conver-

sation partner has told you, to show that
you are listening (*So what you mean s
... i | understood you correctly, you
want to ..."). This can also help your
partner to mowve forward in the conver-
sation.

5 Be honest with your partner. If you

weren't paying attention to what they
said, or if their English is too difficult, tell
them and ask them to repeat what they
gaid ('Sorry, could you say that again®,
‘I'm sorry, but I'm finding you difficult to
understand. Could you maybe try to talk
in simpler English, please? ).

& Wait until the other parson has stopped

talking before you decide what to say
next. If you are constantly thinking about
Your response, you won't be able to
concentrate on what they are saying,
Use phrases like ‘let me see’, 1 see what
you mean', or 'l just need to think for a
moment’ to give yourself time to think
about what to say next.

7 Learn listening skills from other people.

Pay attention to how other people
(especially native speakers) show you
that they are listening.

How tould you improve your awn listening skills?
Can you think of people you know who are good/bad listeners? How do you feel when you speak
to them?
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