Business English Level 4

4N1108

Hi Everyone,
I hope you are all keeping well! I am sending you Brief 1, the marking scheme,
youtube clips, reading material and worksheets that must be typed. Do the
work in order as given.
If you have any questions you can email me: deborahkelly@ddletbaes.ie
When you have completed the exercises you can email them to me as
attachments.

This is the Brief, just read through it, it tells you what we are going to cover:
COMPONENT TITLE:

Business English Level 4

CODE:

4N1108

ASSESSMENT TECHNIQUE:

Skills Demonstration

WEIGHTING:

15%

ASSESSMENT BRIEF TITLE:

Making that call

BRIEF NO. / LEARNING OUTCOMES

Brief No. 1 – Lo 4

(section 2)

Instructions to learner: Complete a series of tasks, roleplays and exercises to show your ability to make and
receive business telephone calls using;


a formal approach



the correct greetings



job-specific vocabulary

 an ability to communicate information
Assessment Criteria

Maximum
Mark

Initiating business telephone calls
Responding to business telephone calls
Booking services
Making appointments
Dealing with enquires from the public

Learner
Mark

3
3
3
3
3
Total Mark

Learning Outcome/s assessed
4. Use spoken language effectively and appropriately in range of business telephone calls, booking services,
making appointments, and dealing with enquires from the public.
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Evidence Generated
Completed worksheets, completed dialogues, written and practised available on tutor server

Date Brief Issued:

Submission Date:

I confirm that this is my own original work and that I have received feedback from the tutor.

Signed:

Name (Print):

Date:

Marking Scheme:
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Skills Demonstration 1
Use spoken language effectively and appropriately in
range of business telephone calls

Excellent evidence (3)
Good evidence (2)

The effective use of spoken language, to include:
 Clarity of language

Poor evidence (1)

 Use of business and job-specific vocabulary
 Correct grammatical structures
 Use of formal and informal language in appropriate situations

Errors deducted
-o.25 grammatical error

 Professionalism

-0.25 for inappropriate language

 Use of appropriate tone of voice

-0.25 for word repeat
-0.25 lack of professionalism
-0.25 inappropriate tone of voice

1.

Initiating business telephone calls

Mark
available
3

2. Responding to business telephone
calls

3

3. Booking services

3

4. Making appointments

3

5. Dealing with enquires from the public

3

Student mark

Total

Watch this Youtube Clip:
https://www.youtube.com/watch?v=P4Ph0Ct5HXc
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Read the handout below:

by ANAMARIAHOPARTEAN

40 Common Phrases for Effortless Business
Telephone Calls in English
Why Learn How to Talk on the Phone Professionally
Talking on the phone may be an essential part of your job, or you may only have to make or
answer phone calls in English from time to time. You may need to speak on the phone in
English every day or even as part of an exam or job interview. Sometimes your job may even
depend on a phone call!
Skyping (or video calling) in English involves the same skills as traditional telephoning, but
with a webcam so will be seen by the other person.
You will discover that improving your telephone skills will also help with your speaking
skills in general. What’s more, it will help you gain self-confidence and even improve your
self-esteem.

Role play with a friend
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It may also help to read out the phrases below and practice making phone calls with a friend
first. You will be less nervous if you practice with somebody you know. If you don’t have
someone to practice with, you can practice on your own.
Reading aloud in English will help you improve your pronunciation. If you record yourself as
you practice, you can even become aware of your own mistakes.

40 Must-know English Phrases for Business Telephone Calls
Taking a call
When you answer the phone at your job, you’ll want to always greet the caller professionally.
Here are two formats you might use to do so.
1. Hello/Good morning/Good afternoon. [Company name], [your name] speaking, how
may I help you?
For example, if your name is Alice and you work at a company called Quick Translations,
you might say:
Good morning! Quick Translations, Alice speaking. How may I help you?
This quickly tells the caller who you are, and then lets them explain why they’re calling.
2. [Company name], [your name] speaking.
This second one is a shorter greeting: Quick Translations, Alice speaking.
You can also use “This is [your name]” as another way to say “[Your name] speaking.”

Making a call
Sometimes you are the one initiating (beginning) a phone call. You may have more time to
prepare in this case. You can use one of the formats below for greeting people when you call
them:
3. Hello, this is [your name] from [company name].
For example, if you are Neil Jenkins and you work at ABC Travels, you might say:
“Hello, this is Neil Jenkins from ABC Travels.
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You may want to include your surname (last name) if you know the caller doesn’t know you
very well.
4. Hi, it’s [your name] from [company name].
You may also say “Hi, it’s Neil Jenkins from ABC Travels” to start a phone conversation.

Asking for somebody
It’s important to know exactly who you want to talk to and you can use one of the options
below.
5. May I speak to [person’s name]?
This first phrase is a question, and slightly more polite than the next option. Here’s an
example:
May I (please) speak to Mr. Smith?
6. I’d like to speak to [person’s name], please.
For example, “I’d like to speak to Mr. Smith, please.” You may use this one when you’re
quite sure the person is available to talk to you.

Giving reasons for calling
At the beginning of the phone conversation it’s best to clarify why you are calling. This helps
both speakers talk about what’s relevant.
7. I’m calling to ask about/discuss/clarify…
I’m calling to ask about your current printing promotion.
8. I just wanted to ask…
I just wanted to ask if you need any more articles for next month’s magazine.
9. Could you tell me…?
Could you tell me the address of Friday’s networking event?

Small talk
Whenever you want to be friendly with someone, you can make small talk. You can ask them
about their day, or you may be more specific if you remember details from your past
conversations.
10. Hi, [first name], how are you?
This one is more general and you can use it when you don’t remember anything specific to
ask about.
11. How are you getting on with…?
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This second phrase is more specific and should be used if you remember certain details. This
will make the other person feel good about talking to you and may even improve your
relationship. For example, if you remember that a company will move to a new office
building, you might ask:
How are you getting on with preparations to change office buildings next month?

Taking messages
If you answer a phone call and the caller wants to speak to someone who is unavailable, you
should take a message. You can do that in any of the following ways:
12. I’m sorry, she/he’s not here today. Can I take a message?
13. I’m afraid he/she’s not available at the moment. Can I take a message?
This response doesn’t tell the caller why “he/she” is unavailable. However if you know why,
and it’s okay to share that information, you might say something like this:
I’m afraid she’s in a meeting until 4 p.m. Can I take a message?
14. Could I ask who’s calling, please?
You can use this phrase to politely find out who is calling.
15. I’ll give him/her your message as soon as he/she gets back.
After you’ve written down the caller’s message, you can say this phrase.

Leaving messages
On the other hand, when you make a phone call and the person you want to talk to is not
there, you should leave a message for them. Here’s what you could say:
16. Could you please take a message? Please tell her/him that…
Could you please take a message? Please tell her that Cindy from accounting called about
Mr. Shapiro’s expense reports.
17. I’d like to leave her/him a message. Please let her/him know that…
I’d like to leave him a message. Please let him know that tomorrow’s lunch meeting is
cancelled.

Asking when somebody will be available
If you don’t want to leave a message, you can ask when would be a good time to call again:
18. When is a good time to call?
19. When is she/he going to be back?

Asking for information
When you ask people to give you information, it’s important to be polite. Using the modal
verb “could” and a question is helpful in this case.
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20. Could I ask what company you’re with?
21. Could you give me your mobile number, please?

Asking the other person to repeat information
Don’t worry if you can’t always understand people on the phone. It happens to native
speakers all time! Just ask the person to repeat the information for you: “I’m sorry, could you
please repeat that?”
If you have to write down names, it’s best to ask people to spell words out for you. You can
use either of the following two phrases:
22. Could you spell that for me, please?
23. How do you spell that, please?
It’s always safe to repeat important information just to double check:
24. Let me see if I got that right.
Let me see if I got that right. Your name is Barack Obama, O-B-A-M-A, and your phone
number is 555-222-1111, correct?
Sometimes the connection is bad and it’s okay to ask the other person to speak more loudly:
25. Would you mind speaking up a bit? I can’t hear you very well.
Whenever you don’t understand something, it’s best to ask. The information may be
important, so just ask them to repeat it for you:
26. I’m sorry, I didn’t catch your first name.

Making arrangements
If you have to make arrangements, it’s important to be polite as you negotiate. Here are some
phrases you might use:
27. Shall we say January 20?
28. How about the following week?
29. Would the week of January 18 work for you?

Asking for suggestions
When you have to decide on times and places to do things, you can invite the other person to
make suggestions. It can be seen as a sign of politeness.
30. What would you suggest?
31. Do you have a time/place in mind?

Making requests
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When you ask people to do things for you, it’s again essential to be polite. You can use the
magic words “could” and “please” as seen below:
32. Could you send me an email with the detailed offer?
33. Do you mind sending me the report again, please?

Promising action
When you promise action, you may want to add when something is going to happen.
Remember that in English we don’t use the future tense after time expressions like “when”
and “as soon as.”
34. I’ll ask him to call you as soon as he gets back.
Notice that after “as soon as” we use “he gets back,” present tense.
35. I’ll send you the report as soon as possible.

Saying you cannot help
There are situations when you can’t help the other person, and it may be hard to say so. Just
be firm and polite:
36. I’m afraid I can’t give you that information.
37. Sorry, but I’m not allowed to give details about that.

Ending the call
Remember to thank the other person for calling or for helping you. You can do that in any of
the following ways:
38. Thank you very much for your help.
39. Thanks for calling.
40. Thank you for your time.
Once you learn some of these expressions to help you with phone calls, you will feel much
better about your language skills. Don’t forget to practice them every day, and remember:
People can’t always tell how long you’ve been studying English, but they can easily tell if
you are smiling when speaking on the phone!
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Worksheets:

Telephone Conversation Worksheet
Use full sentences, correct grammar and punctuation in all your answers.
All answers must be typed.

1. Give three examples of how you might start a business telephone conversation.

2. Give three examples of how you might respond to receiving a business
telephone call.

3.

4.

Choose two services from the following list and write conversations, (dialogue), showing how you would go about booking them.


A window cleaning service for your office block



A general cleaning services for your offices



Computer support – you need training for your staff on a new software package



Courier service for either a national or international delivery



An alarm update



To arrange to get the photocopier serviced



Or invent your own scenario to fit a workplace of your choice

Write conversations showing how you would go about making appointments. Choose two from the following list or invent your own suitable
scenario.
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A `chat` with your boss about your future in the company



Set up an appointment for a webinar, so you can learn about a new software
package



Organise an appointment with a company which could be a new client or
supplier



Arrange a meeting with the family of a patient in a care home to discuss the
future



Organise an appointment for a meeting with a supplier to discuss his pricing
for the coming year

From the list of possible enquires below, choose two and write conversations showing how you would deal with them. Alternatively, you can
invent scenarios particular to your workplace.


Someone phones to ask if they can pre order a book from your bookshop



A family member phones to ask what kind of medical care their father would
get if he was in your nursing home



A lady phones to enquire about opening hours on a bank holiday



You have a clothes shop, a lady phones to enquire if you have a particular
item of clothing



A man phones your company to ask who he can send his C.V. to

We will role play some of your answers went we get back to class.
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