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BCTYII

CyyacHe XKUTTA HEMHCIHMME O0€3 TOCTIHHOIO BHUKOPHUCTAHHS 3aco0iB
KOMYHIKaIlii, HaigoCTynmHimmMM 3 skux € Ttenedon. Po3moBa mo Ttemedony
BiJIOYBA€ETHCS SIK B CIIY’KOOBHX TaK 1 0COOUCTHUX X, TA YACTO 3aMIHIOE COOOIO
JHUCTYBaHHS, sIKE BUMArae BEJIMKUX 3yCHJIb 1 4acy.

Benennst TtenedonHOi po3MOBM Ha 1HO3EMHIA MOBI MOTpedye TaKuUX
HAaBUYOK K PO3YMIHHSI CHIPUHAMATH 1HO3EMHY MOBY Ha CIIyX 1 YMIHHS BECTH
Oecimy. JlaHi HaBUYKM 3aKJIaJalOThCA 1 PO3BUBAIOTHCS BIIPOJOBXK BCHOIO
nepioly HaB4aHHS 1HO3€MHIM MOBI.

HenocratHiii pO3BMTOK HABUYOK Aay[AilOBaHHsS, TOOTO CHPUHHATT,
pPO3yMiHHS 1 YTPUMaHHS B MaM'sTl MOYYTOro, a TaK0X HABUYKU HETalHOi
CJIOBECHO1 peakIlii Ha MoYyTe 1 € TOJIOBHUM HENOJIKaMH, 110 MEPEIIKOIHKAIOTh
CTyJeHTaM J00pe 1 BIEBHEHO BECTH Oeciay mo TtenedoHy.

Jlo 1boro ciij 1oAaTH IESKl 1HII TPYAHOII, crienugIuHi 11T PO3MOBH 10
tenedony. Jlo HUX BIAHOCSTHCA:

®  BIJCYTHICTb 30pOBOi OIOPH (TOM XTO PO3MOBIISE 1O Teae(OHY Mif Yac
PO3MOBH M030aBJICHUI MOKIIUBOCT1 OAUUTH CBOTO CIIBPO3MOBHHKA);

® K [paBUJO, OJHOPA30BICTH 1 OE3MOBOPOTHICTH  CIIyXOBOIO
CIIPUMHATTS;

e  pi3Ha MIBUJAKICTH MOBJICHHS CIIBPO3MOBHUKIB;

® iHIWBiAyadbHI OCOOJMBOCTI CIIBPO3MOBHHKIB (TTOTaHA JIHKIIiS,
MOHOTOHHICTb, HEBUPA3HICTH 1 1e()EKTU MOBH);

®  He3HaHHs «Te’ae(OHHO» TEPMIHOJIOTII 1 HOPSAJIKY BUKIUKY AOOHEHTA;

®  HASBHICTbH PI3HOTO POJY IIYMIB 1 IEPEIIKO/I.

3a BICYTHOCTI HABMYOK PO3MOBH MO TeNedOHY II YNHHUKUA BUKIUKAIOTh
3HEPBOBAHICTh 1 HEBIEBHEHICTh, 1110, B CBOI YEPry, 3aBakKa€ PO3YMIHHIO
MOB1JIOMJICHHS CITIBPO3MOBHHKA 1 TPaBUIILHOMY pEaryBaHHIO Ha HHOTO.

Jlani MeTonW4HI BKa31BKM pO3paxOBaHI HA CTYJ/CHTIB; SKIi BHBYAIOTh
AHIJIICBKY MOBY 3 METOIO BHKOPHUCTAaHHS ii B Ipo(eciiiHIi MisUIBHOCTI, B
OpakTHYHIA poOOTI 3a KOpAOHOM abo0 B Mekax KpaiHW mpu pobOoTi 3
1HO3eMHUMH KJTIEHTaAMHU.

MeTta [naHuX METOAMYHUX BKa3iBOK— O3HAWOMHUTH CTYAEHTIB 3
0COOJIMBOCTSIMU BEACHHS TENEPOHHUX PO3MOB, BUKIACTH 1 3aKPIMUTH OCHOBHY
TEPMIHOJIOT110, HEOOXITHY 171 0pOopMIIEHHS Oyab-sKOI TelIepOHHOI PO3MOBH,
JOTIOMOI'TH M B PO3BUTKY HaBMYOK BEJIEHHS CaMOCTIHOI Oeciau 1o Tenedony,
PO3LIMPHUTH 1X CIIOBHUKOBHM 3amac.

TemaTuka, TeKCUUYHUNA MIHIMYM, CUCTeMa MPAKTUYHUX BIPAB CHOPSIMOBaHI
Ha JIOCATHEHHS TOJIOBHOT METH.

VY naHux MeTOAWYHUX BKa3iBKax IogaHa TenedOHHA TEPMIHOJIOTIS Ta
MOPSAIOK  BUKIWUKY a0OHEHTa IO BIJANOBIAAIOTH Cy4acHUM  peaisM,
xapaktepaum st BenukoOputanii 1 CILIA.

MeroanuH1 BKa31BKH CKJIAIa0ThCS 3 HACTYITHUX PO3LIIB:

Poznin 1 Buau tenedoHniB Ta HOMEpiB



Poznin 2 Sk 3B'si3atucs mo teneony

Po3znin 3 IlpwuiioM Ta nepenaya noBiAOMIIEHb

Poznin4  IlpusHauenss 3ycTpiueit no renedony

Po3nin 5  BucnomienHs ckapr no tenedoHy

Po3nin 6 TlpoGnemu Ta ix BUPIIICHHS

Po3nin 7  KynbToposoriunuii acnekT TesepoHHOT pO3MOBHU

Po3min 8  Sms-noBigoMIIeHHS

KosxeH 3 po3aiiniB MICTUTh TEOPETUUHUMN 1 JEKCUYHUN MaTepian, KOpOTKi
JaJoTW Ta TPAKTUYHI 3aBJaHHS, IO HEOOXITHI JJis IMOJAIbIIOTO PO3BUTKY
OTIAHOBAaHMX MOBHUX HaBWUYOK. [licas KOXHUX JBOX PO3ILIIB IOAAHO
KOHTPOJBHUN PO3/IIT 3 3aBAAHHSIMU JJIs1 TIEPEBIPKU 3aCBOEHOTO TEOPETUYHOTO 1
JIEKCUYHOTO Marepiaiay, M0 MOXE BHUKOHYBATHCS K CaMOCTIHHO Tak 1 IiJ
KEepIBHUIITBOM BHKJIajaya. CucreMa 3aBjaHb, NOOy0OBaHA HA LIHOBIN JICKCHUII
JaHUX PO3/LTIB, CIIpSIMOBaHa Ha €)EKTUBHE 3aCBOEHHS BUKJIAJICHOTO MaTepiaiy.

MeroanuHl BKa31BKM CIPUATUMYTh (POPMYBAHHIO Yy CTYAEHTIB 3arajibHUX
Ta NPOQPeCciiHO-OPIEHTOBAHUX KOMYHIKaTUBHUX MOBJICHHEBHX KOMIIETEHI[IN Ta
€ OJIaTKOBUM CIIOHYKaJbHUM MOTHBOM /0 YJIOCKOHAJICHHS HaBHUYOK YCHOTO Ta
MIMCEMHOT0 MOBJIEHHSI B TIpodeciiiniil cdepi.



TELEPHONING

Introduction
Few people enjoy making business phone calls, mainly due to the sheer
amount of time they can take up in their daily routine. Telephoning can also be
nerve-wracking; particularly if you need to make a so-called ‘cold call’ to someone
you’ve never spoken to before, or if you need to conduct negotiations over the
phone.
Over the next few units we are going to look at some strategies and
techniques that can come in handy in planning and carrying out a successful
telephone call. The basic skills you need to make a successful business call are:

starting conversations
introducing oneself

putting through and introducing a conversation partner

taking messages

noting proper names and telephone numbers

making appointments
providing information
handling complaints
efficient ending of calls

First of all, let’s have a look at the rules of telephoning and see what can make

your call more successful.
DOS DON'TS
® always introduce yourself ® don’t ask to speak to someone
adequately without giving your name and the
®  check the name of the person you name of your company
are calling ® don’t talk too quickly
® always be very polite ® don’t interrupt
® state the purpose of your call ® don’t inconvenience the other
clearly person — ask whether they have the
®  write down the most important time to talk
points if you’re too nervous to ® don’t say you understood something
remember if you didn’t
®  speak clearly don’t just hang up at the end of the
®  make a list of expressions you call — always say goodbye!
might need to get through the
conversation
® listen to the other person
®  ask the other person to slow down
if you can’t understand them
®  make sure you part on friendly

term




It’s also helpful to create a checklist for yourself — just to make sure you’ve
included all your points in the conversation.

Checklist:

opening a call

introduce yourself

ask for the connection

check the name of the person you are calling

small talk (this is appropriate once you know the person you're calling)
introduce the subject of the call

listen actively to the responses

REMEMBER!
Telephoning in English, and especially making a first-time call, is not easy. How
you ‘sell” yourself on the telephone may, however, be just as important as how you
deal with people in person.
The following are some common causes of problems that occur on the telephone:

« Poor English

« Inappropriate telephone language

« Hesitation due to lack of confidence

« Hesitation due to lack of preparation

« Insufficient/unclear information provided by the caller/receiver
Some of these problems can be addressed relatively easily. One way of improving
matters is to prepare for a call before making it.
To be effective on the phone, the caller must have:

1. clear objectives

2. the relevant information

3. aclear strategy and structure for the call.
The following is a suggested structure for a phone conversation. Listed are the
caller’s steps.

Greet operator/receiver

Request person called

Greet person called

Introduce yourself

Explain purpose of call
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Develop call divided into:
o Point 1
o Point 2
o Point 3
etc.

7. Summarise

8. Confirm follow-up action

9. Close conversation politely and hang up




Of course, a caller should also think about the language required for each stage of
a call. All of the materials listed below will help you to learn and practise
appropriate telephone language.

Practice

Exercise 1. Decide whether the caller below has followed all the rules of

1

2

W

telephoning etiquette.
Good morning, Nick Storm from Odyssey Promotions here. Could I speak to
Helen Turner please?
Give me someone who handles corporate accounts or something like that in
your company.
Helen asked me to go over...
She didn’t mention anything to me about it.
Yes, as | was saying, she asked me to go over the details...
In any case, she can’t have meant me. I’m not going to the next meeting.
But I’m trying to tell you..
What do you want? Make it qulck'
It won’t take more than a minute of your time. If you’re busy I can ring you
later.
It was great talking to you, Robert. I hope to be in touch soon.

> o> W
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