Teach Business English

Module 2: Spotlight on Telephoning

Introduction

In this module we are going to examine some teclasdor helping business Englistudents
improve their performance in making and receivielgpphone calls in English. This activity will
also be a platform for reading and writing actasti In the field of business English, it is usédul
integrate the skills as much as possible so tisastare more targeted and the skills more relevant
to the activities the participants need in theofessional lives. Since reading and writing in
business are activities that relate to ongoinggetsj it is better to deal with these skills ad pér
the sequence that builds up to and then followsyadctivity.

Telephoning is just such a crucial business agtaitd in order to help business English
clients use English effectively on the telephormj yieed to be aware of:
1) The nature of telephone calls
2) The different types of telephone calls
3) Receiving calls
4) Making calls
5) Troubleshooting.

For each of these issues we shall look at prepargtractice activities, appropriate language
exponents and how you can give feedback on howyweell students are performing. We are also

going to consider the ways you can set these &eswip for both groups and one-to-one



students. The approach suggested for trainingephene skills is that you go through the

following stages:

» elicit information from the clients (this will ak you to gauge how much help they need.
Remember you are not a business instructor butguige teacher—you should make use of
their existing expertise as much as possible.)

» discussion of the area to be covered (this coulguiged discussion from handouts, course
books, audio-visual aids, or free discussion)

e guided practice

» free practice

» feedback from you and from their peers

* remedial work where necessary.

1) The nature of telephone calls

The most important fact about a telephone cahlias you can't see the person you are talking to.
If you remember, we said in Module One that comroation is conveyed less by the words we
speak than by the additional clues we send outbyody language, tone of voice, dress,
position in relation to our interlocutor. It is ¢gipossible to use words with one meaning yet
indicate the exact opposite with our body langu&gih a telephone conversation none of these
visual clues is available. This means our telephmhaviour becomes a substitute for our body
language making the words we choose and the wajelier them much more important. By
the same token, the scope for misunderstandingichgreater and, of course, this is amplified

when linguistic difficulties are factored in.



Once students have thought about and discusseuaygein which telephone

conversations are different from talking face-toefayou can move into a phase of practice to

allow them to experience the issues they have slsgtli We are going to look first at role play.
Ideally, your training rooms will have internaléphones that can record the conversations for
this type of practice but, if they haven't, you gt students to role play in pairs sitting back-to

back so that they don't have any visual clues.

Ideas for role play
A simple way to set up your telephone role platpibave pre-pared cue cards that students use
in pairs. These could be based on various models:

» A scripted good practice/bad practice model

» A scripted guided conversation

» A scripted conversation with gaps



* A set of instructions about how to conduct the.call

Example

In this example the students are going to role plagnversation in which a number of

areas for misunderstanding are illustrated. Onefgedrtners A and B, will practice the

following telephone conversation. The rest of theug will make notes about the potential areas

of misunderstanding. (If you have a one-to-oneeattid/ou would have to play one of the roles

and record the practice for analysis afterwards.)




