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Basic Business Telephone Etiquette

{E A RIFHIEEEIZ(E Using good telephone etiquette

1 Be polite E#Hi#R

Use the phone professionally: be polite, respect other people's time, and
use voice mail wisely. Just because you're not face to face doesn't mean you
don't have to show basic courtesies’.

@ Treat everyone equally. Treat the initial? operators or receptionists with
the same respect you show their bosses.

® Focus on the caller. Eating or chewing gum while talking, carrying on?
other conversations, or obviously working on other tasks while talking
on the phone all show disrespect for the person on the line.

© Be helpful. When answering the phone, ask how you can help the caller.

O Don't demand special treatment. Sometimes we all have to wait on
hold*!

BRFREANER ZRER BAYITNRELEAEASTESER  AZ2RANZ
EHHAVE RS SRR Y EARRES
O EHEHFE—EA: REFRKA BEHFAEBNEE  BRIEFMMAEZENE
ERBE_He-
O B HREERD  TAESENERNIZER BOSE  MSA#EE 2 —E8ITEE
CFALNS SBRRHHEES— IR EE
© LB EEEERNEANRSENTR.
O FEREHEHS B RAMBREEEEEEES T

1. courtesy ['k3tos1] (n.) i&57
2. initial ['nifol] (a.) 4063
3. carry on /T

4. on hold &3
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2 Respect other people's time EBERHGHIFHE -

@ Don't leave people on hold. Even if you can't help a caller right away, 2
check in on him or her periodically—every 30 seconds, preferably—to let £
the caller know that you are still aware of his or her presence and that
you will help as soon as you can.

RXHEAE

@ |dentify° yourself. When taking a call, identify yourself and your
company; when answering someone else's phone, inform the person of
whose phone you have answered. When making a call, give your name,
organization, and purpose of call as clearly as possible.

01

If you speak to a receptionist and tell him or her the purpose of your call, ﬁ_
don't assume your message will be passed on when you are put through, ¥
repeat your name and purpose of the call to the next person you talk to. ?
© Make sure the person you've called has time for you. Ask if the %

person you've called has time to speak to you, whether you are calling [
unexpectedly or following a prearranged plan. If the person doesn't have
time to talk, try to set up a time in the future before getting off¢ the
phone. Conclude business phone calls by thanking the person you are
speaking to for his or her time.

O Keep your calls to business hours. Unless you've specifically arranged it,
try not to call before 9:00 a.m. or after 6:00 p.m.

O FEBREETS AEFTERU MG BEEFBNHHED T 5T 2E 30
Wi —R - BEEH S AEIREEEMNER MESERKE -

O REEECHT S BEESEN SR EECMARMNAS - REMABER  hEE]

BEIRENIEHRNER - FIERR BEEFEXTECHESR  FIBEENRTELU

NIREERY -
MRHTFREWAE BIREHREBNF  AEZREMFI—ESLIRIMESREE
tE Rt BUHEEIEECHRNRBENEHMIEREBHIHR

© ERMMEMAGHEEE  NHIRERERDT YEHEE NIRELEANE
4% EEZFAMH IR OB REMIRRK - tIRHTTRERERHK - BRI T
RIRBEFFRREH LEE - I RABERR SARHNHE REMHEEERIT
Pz RIS ERE
BET FIRREEBITBBER  ROFEARREY SAIRTEL2ER LNRZ
AUSkER D F R BT 8BRS

5. identify [ar'dento far] (v.) Z531 6. get off #ER
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=—[ display screen BER&RE }
handset

a

EET

(redial key st |

§ ccecce

R

[ eicocooe

dial pad
R

hold key 2&s2 |

pound key/button
HFrg

star key/button Xk -

3 Use voice mail wisely

@ Leave detailed messages so people can take action. Your voice mail
message’ should allow the listener to take appropriate action. At the
bare minimum, leave your name, company, phone number, time of call,
and purpose of call.

@ Respond promptly? to messages and voice mail.

BTHENNR FEEA IR ETRIENVEE | 555 & S B2 9 LRI
BENTE - BLERENFEER B TECHRMARRHE  BIE5RE  HERHHE
PARZREEHT

O FIAFBHAMEMESEEEUZEE -

1. voice mail message 25835
2. promptly ['pramptli] (adv.) H;z&ith
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More Expressions YU

. HTEEEERBBCHRE Identifying Yourself on the Phone
1 Hi, this is Kelly Blair with Blair Associates. I'm 18 o=@ a =BT

calling for Wanda Kirwin. HISHT - REEE - BB
Z - R
2 Hi, this is Kelly Blair. | have a one o'clock g BRI - EM B
phone interview? with Wanda Kirwin. —RHETEE - MREITERE
& - o1
3 Good morning. This is Kelly Blair of Blair B WRMAKBHMSFBEM ﬁ_
Associates, and I'm trying to reach Wanda ~ B9SLAT - 7R3 B2EHGT %
Kirwin. & - A g
2
=
E HEE S E2EBRE Asking About Time &
4 Sorry to call unannounced“—have you got i ZHSELEFLERST
a second to briefs me on the project? EER - AHEA SR A
REARENMEEFE?
5 Am | interrupting anything? BRGNS
6 Have you got a minute? AILFTE—&RI5?
7 lIs this a good time?¢/Is this a bad time? EREEE / ERENERNE?
8 Do you have time for a quick chat” about R ZBERREALEERKFIRR
the report? HEKE SRS ?

3. phone interview E55@
4. unannounced
[‘Ana’naunst] (a.) HBERET ; ZEROY
5. brief [brif] (v.) @----- /T BIE5R
6. a good time BRI
7. quick chat {RREIZZEK
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002
HEE T —EBERELAEITENR Arranging Follow-up Phone Calls

9 Let's try to talk this afternoon instead. B ERE N BAIE -
10 Let me finish this up, and I'll ring you back ERCTRTFLEEGE
in 20 minutes—uwill that work for you? —toEEBRIERE-
BERERNRIHFIE?
11 I'll be free at four o'clock—could you call BURGERZE - AN A LUAR
me back then? RriEBY BrEinB?
12 I'm really swamped" this morning, but | SREFHREFEICET B
can give you the information first thing BAR—REBAILUEIEE L
tomorrow. BRHAIRe

m raE M= Leaving Voice Mail Messages

13

Hi, this is Laurel Herman of Gingerbread Houses, and it's 2:15 on
Tuesday. I'm calling to ask you a few questions about the catering?
event next week. Please call me back at (718) 234-3039. Thanks.

0 WEEBMENERR - M REREHR "N TRATHY BEMIEH
HIME - TORBLRREEREHE  FOEHLT Frhe (718) 234-3039 #iHf

14

Hello, this is Wanda Kirwin of Kirwin Events. I'm returning your call. It's
3:00 on Monday, and I'll be in the office until at least 6:00, so please
try me back at (202) 293-9894. Thanks.

IR WRIDEEARNNIE - Wk BeRRBCHENER RELEH—T
F=F N BIBENESTERATE » 55 (202) 293-9894 4= X Btk #i! !

15

Hi, this is Harold at Gingerbread Houses. I'm calling to let you know that
the changes you requested for Tuesday's event have all been confirmed
and carried out?. If you have any questions, please call me back at (301)
887-4403; otherwise, I'll see you on Tuesday afternoon. Thanks.

g WREMENRS IEASFHIEEELE  THER _AVEEMERN
ARLEFEIR BALEER UEREET - AREGEMAME BOEE (301)
887-4403 £ B AAMEH _FFR T #HF-

. swamp [swamp] (v.) ITERTIFEZZ
. catering [‘ket@rlg] (n.) ZYPEHEE
. carry out HT
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Listening Practice
Hoos
(1) The man
(® asks if it's a good time.
leaves a message.
© takes a call.
004
(2] The man should have
(® said his phone number.
said his name and organization.
(© said his name and phone number.
005

(3] The woman should have

® left her phone number and her name.
left her phone number, purpose of call, and a message.
© left her phone number, purpose of call, and time of call.

D'd 'V suy

~
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