
$UGUESS [lN THE

TELEPH0NE
Im internationalen Geschäft ist der
zenlraler Bedeutung. KEN TAYLOR
einzuschätzen und entscheidend zu

richtige Umgang mit dem Telefon von
hi l f t  lhnen, lhre Fähigkei ten r icht ig

verbessern. ffi

aking internat ional  phone cal ls is not always easy. For one
thing, you can't see the other person, and seeing body language, \

g€$utcs and facial expressions helps enormously - especially
when doing business in a second language. Furthermore,

accents can be exaggerated over the phone.
Another problem is that native speakers may take over the conversation if

you are not careful. Sensitive situations can also be more difficult when you are
not speaking face-to-face. Time pressures can influence our ability to express our-
selves clearly and appropriatel)'.

Think, too, about how you sound on the phone in English. How easy are you
to understand? Do you create the right atmosphere for doing business?

If you feel you need to improve your international telephoning skills, do the fol-
lowing self-assessment. After each question, you will be guided to a short arti-
cle with tips on how you can improve your skills. Also, on pages 7 5-76, you will
find a pullou! "survival guide" to international telephoning, which you can keep
nearthephoneortakewithyouonbusinesstr ips.  w f f i  w w w w f f i  w t

{

accent []eksntl
äpp;;piiäte1y l;$äüpiiätiit
exag g grated [19 lzadScrgrt rd]
facial expression IlferJf I
gesture Ifd3eg!Je]
nalive speaker
pul l lout
setf :as gessment [al q,e-smgn! J
sensit ive [ 'sensat rvl
ski l l
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Akzent
in angemessener Weise
übertrieben; hier: verstärkt
Gesichtsausdruck
Geste
Muttersprachler(in)
heraustrennbar
Se!bslbeqrteilung
hier: heikel
Fertigkeit

How good are your intetnational
telephone sldlls?

a) Yes, I know exactly holv to introduce myself and
describe the purpose of the call.

ir Check that your feeling is correct by asking a
native-speaker colleague to give you feedback.

lot I'm not sure whether I'm doing it correctly.
re- GO TO "Starting the call" on page 73 and look

at the first few sections of the pull-out guide.
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ls your voice easy to l isten to and your
accent in English easy to understand?

at Yes. People have told me this.
rs Ask a native-speaker friend to listen to a recording

of your voice and to give you some feedback on
how you sound.

lo) No, I have had problems in the past.
try GO TO "Speaking clearly" onpage74.

lf someone asks you to spell your name,
do you find this easy?

at Yes, I am good at spelling in English.
rw- To rnake sure, check whether people spell your

name correctly in follow-up correspondence.
ror I do not find this easy to do.
rw* GO TO "spelling correctly" on page 73 andlearn

the international alphabet in the pull-out guide.

Do you feel and sound self-confident
when talking on the phone in English?

at Yes, I am confident on the phone in English.
is Record yourself on tape. Listen and decide whether

yOur assessment is correct.
sl I probably sound hesitant.
rs GO TO "Sounding cnnfident" on page 73.

Do you find it easy to understand
different and difficult accents?

a) Yes. I have no oroblem with that.
rs This is a sign that you have a high level of English.

I f  you are not sure th is is the case, monitor the
number of times you need to say "Sorry?" in your
next three or four international calls.

rot I find this causes difficulties for me.
rw GO TO "Deal ing wi th di f f icul t  accents" on

page 73.

Do you know the special words and
ph,r,a:es you need to make international
calls?

a) Yes, I use these words and phrases regularly.
,w* TEST YOURSELR using the pull-out guide.
lo) No, I have to find other words to explain myself.
rw* LEARN the telephone words and phrases in the

"International Telephoning" pull-out guide.
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Gan youl
in which
telephone?l

a) Yes, I can do that
.€ Your irrt.rrr"t iorral calls should usually be a

pleasure to make. Next t ime you make a cal l ,
check whether you can hear your partner smile or
laugh during the call.

b) I 'm not sure if I can.
rs GO TO "Creat ing a posi t ive atmosphere" on

page 74"

a) Yes, I am able to manage those situations.
Lw* Monitor how nat ive speakers deal  wi th your

complaints. Maybe you can pick up some more
tips from them.

lal No, I find that difficult to do.

'w GO TO "Sensitive situations"onpageT4"

Gan you keei
conversation
speaker is tatking

Yes - no problem!
Well done! Keep controlling them, but also LOOK
AT "Controlling native speakers" on page 77 far
a few new tips.
No - big problem!
READ CAREFULLY the sect ion "Control l ins
native speakers" on page 77 "

a)
is*

lot
iS*

Gan you end a call in an
appropriate way in English?

a) Yes, I can.
is- Monitor hor,v you do it in your next international

cal l  and think about the impression you leave
with the other person.

lol No, I can't do that very well.
is* GO TO "Closing the call" on page 77 and alsa

check the pull-out guide.
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f ts STAETNG rHE GAu
t The first few moments of a call are critical, especially

if this is the first time you are speaking ro someone. A
few minutes' preparation is often the key to success.
Make sure you know the main words and phrases you
need before you start.

If you don't know the other person, start with a greet-
ing and by saying his or her name: "Good morning, Mr
Svensson!" Our names are important to us) and start-
ing this way shows you respect that. Then say which or-
ganization you represent and your own name: "I'm call-
ing from EMAG in Stuttgart. This is Dieter lfalther
speaking." Make sure you say your own name clearly.
We often say our names too quicklS as they are so fa-
miliar to us. But for people from other countries, our
names may seem strange and diff icult to understand.
Use the phrase "This is..." instead of "My name is...".
It makes you sound more important and businesslike.

\  Now tel l  the other person what you do and why
you are calling: "I'm in charge of accounts, and the rea-
son I'm calling is to check some outstanding payments
from last month."

Then move on to the main oart of the call.

I e sPEtuNG GoBREGTIY
I  "Could you spel l  that ,  p lease?" Many non-nat ive

speakers dread these words. It's so easy to make a fool
of )'ourself when spelling your name or your address in
English, and often just as difficult to take down a name
spelled over the phone. There are two things you can do:

1) Learn the English alphabet by using the rh)'ming
version you can find in the pull-out guide. The letters

accounts
apology la'polaciSi l
attentive
businessl ike
chat
Ciose (a call)
compiäini I  l iem' pler nrl
conduct business
ciltical
dif fCiäntiate l ,d rf  r ' renJie rt  l
dread sth. [dredl
embarrassed I1mlbara-gtl
emphasize sth. []emf:sarzl
er [ : : ]
famil iar to sb. l fs 'mil ial
hesitant f lhezl lantl
insecure
interrupting I iniJl i ,rptrnl
keep controf of sth,
lack of sth.
;äi; ä iool or oneieif
moniioi sth, [ 'monrlal
outstanding
over-politeness
phrase
reassure sb. [ ,r i :a' . [r l ]
rhyming []ra1mr1l

are arranged according to their sound. This makes it
easier to differentiate between difficult letters like "G"
and "J" or " I "  and "E".

2) Use an international spell ing system like the In-
ternational Radio Telegraphy system, which you can
also find in the pull-out guide: "No, sorr5 I said 'I' as
in India, not'E' as in Echo".

Spell ing is a basic skil l  we learn in school at a very
early age. Spelling in English is a basic business skill.
I f  you feel  insecure or embarrassed, i t 's  t ime to go
back to school and learn your ABC.

@ souuuuc ctlNrr[ENT
"Er. . .  sorry. . .  I  was wonder ing i f  you could help

me... umm... you see, I thought I could perhaps come
to see you sometime soon to have a l itt le chat about
possible co-operation. 

'Sfould 
that be OK with you?"

I  don' t  th ink I  would be very interested in co-
operat ing wi th someone who sounded so insecure.
\)fould you?

Insecurity in language can be interpreted as lack of
confidence in general. \Jfe need to show our business
partners we know clearly what we want and how we
intend to achieve it. Here are some "dos" and "don'ts"
to help you sound more confident on the phone.
FOUR DON'Ts
1) Avoid "cow sounds"!

"Mhmm", "ef  "  or  "uh-huh" can sometimes help
show you are l istening, but if there are too many of
them, i t  sounds roo hesi tant .
2) Avoid apologies.

Apologize only if there is a reason. Doing it too often
can easily be seen as a sign of weakness.
3) Avoid "weakeners".

Too many words like "perhaps", "sometime", "little"
and "I thought" take away a feeling of confidence.
4) Avoid over-politeness.

Used too often, expressions l ike "I was wondering
if... " or "\7ould that be OK with you? " sound as if you
need to be reassured that you are not wasting the other
person's time.
THREE DOs
1) Take a deep breath before you start. This will calm
you down and help your voice sound stronger.
2l Talk slowly. Talking quickly gives an impression of
nervousness.
3) Use words that emphasize your confidence: "I 'm
sure. . . " ,  " I 'm conf ident that . . . " ,  " I  know.." .

te uEAuNc wrrH rrrFrcurr AGGENTs
t \7hen phoning internationally, you must be able to

deal with Mr Yamamoto from Kyoto, Ms Bartfay from
Budapest and Mr Kowalski from Brooklyn. Each of
them speaks with a particular accent. Your job is to deal g
with this situation.

,"11';: ffi:ffi,fä ;j;Hfimf * ris'len. ffi

Buchhaltung
Entschuldigung
aufmerksam
gtic6äftimanig
(lockeres) Gespräch
(gi1 Gespräch) beenden
Beschwerde
Geschätte erledigen
entsche!de1d
unterscheiden
etw. itiichten
veitegen
etw, betonen
äh
jmdm. vertraut
zöger l ich;  h ier :  unsicher
unsicher
UnteibiCchen
etw. im Griff haben
Mänt;i än ätwi.
sich blamieren
tr;ei; äüi;tw. ä;htä;
hier: ausstehend
übe'+t;Gn; Hoiilöhiöit
Redewendung
imdm, versichgrn
Reim-

selflconfident [,selffkon!1dgnt] selbslbewusst
spell buchstabieren
take sth. down etw. notieren
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If you listen attentively, you don't have to understand
every word your partner says. Often the context will tell
you what is meant. You need to encourage the other
person when you understand him or her, and regularly
check that you do understand:
I Encouraging signals on the phone are the occasional
"hmm-hmm" or short  words and phrases such as
"Yes", "I see", "I get )tou".
I Check your understanding by repeating key words or
phrases: "Friday", "2 o'clock", "Ida is coming, too".
I Summarize regularly: "So you will be coming to the
office next Friday at 2 o'clock together with Ida. Is that
rrgnt/ . '"If 

something is unclear, interrupt for explanation as
quickly as you can. The best interruption is the short-
est :  "Sorry?" or "Pardon?".  I f  you st i l l  don' t  under-
stand, guess what you think you heard, repeat that, and
let your partner in conversation correct it.

You: "So you want me to send the papers to your
office in Doncaster by Thursday?"

:'i*ar:! :;:;.li:i: ri!:;.:' ::1...!.:r.i :!i-li:it .!i:!:+ .iaai: :!:Xi5 r'ji3;jril

international calls. In most cases. we want to sound
friendlg upbeat and professional.

A good way to begin is to look for positive ways of
getting your message across. Instead of saying, "Our of-
fice closes at 5 p.m.", turn it around and say "Our of-
fice is open until 5 p.m." Or instead of saying "I can't
make the 27th", say "I could make the 28th or 29th".

Look for opportuni t ies for  smal l  ta lk dur ing the
call. It helps build positive relationships and doesn't
always have to come at the beginning of a conversation.
It would often not be appropriate on the phone, but lis-
ten for any signals during calls that your partners would
like to lighten up the business with a few words about
the weather or, more interestingly, about themselves.
Give pieces of  informat ion about yoursel f  and see
whether your partners respond.

Don't be aftaidto laugh. Many cultures enjoy a good-
humoured approach to business, and people look for
a chance to laugh or smi le.  A smi le can be heard in
the voice and can really help in building relationships
on the ohone.

ing them negative feedback. It's hard to accept it with-
out being defensive, and it 's hard to give it without
sounding superior. These difficulties are made worse in
a second language.

When you are giving negative feedback on the phone
in English, here are two tips.
I Use a "good-news sandwich": give the negative news
between two positive pieces of information. This makes
the bad news easier to accept. This method, used in
many cultures, also has the positive effect of forcing you
to look for the good news before picking up the phone.

Continued on page 77

"pp-i".ir''i";-;.,i;il;ij'"' n"'"'s;b";*;i;"';;';'
at one's most vulnerable am verletzlichsten
Iv,tlnerebll
attitude [fetrtju;d]
be defensive

biisäi
conlext
encourage sb.

sei sth. ä;to
go-,odlhumoured []hjuimedl ggt ge!991t; hierq gchgrzhaft
I g9l you lfml, etwii vefilehe
let one's mind wander seine Gedanken

(ab)schweifen lassen

make the 27th es am 27. schaffen
occasional [e]keq3n:!J gelegentf lch
pronunciation [prg,p,rnsilelJn] Aussprache,
respond reagieren; hier: darauf

erngenen
hfer; Betonung
zugammenfaqsen
überheblich
etw. (ver)schtuit en
positiv eingestellt
etw. variieren

Einstel lung
in die Verteidigungshal tung
gehel
hiel; pgsiliy
_Zllsqmmenhgpg
hier:  jmdm. posi t ive Signale

iiräss
öümnaiizC fla"m#äül
superiol [sulple{qJ
swallow sth- Ilswoleu]
upbeat ff.|,
vary sth. ['veeri]

,,t"ä,#:ffi; #"!* ;äffi,L1ifaster' 
not 

C@ sENstItuE stTUATtgNs
t People are at their most vulnerable when you are giv-

I g SPEAKINE ctEARtY
I It's important to make yourself understood. There are

three things you can do.
I Speak at the right speed. If you speak too quicklg
you often swallow words and make things hard, espe-
cially for second-language speakers. But more often,
one speaks a bit too slowlS making it harder for the lis-
tener to keep his or her concentration. Particularly na-
tive speakers may let their minds wander if the speed
is too slow. Varying the speed is a way of keeping your
listener's interest. It can also allow you to emphasize the
important part of the message by slowing down. Do re-
member that pausing either before or after a key mes-
sage helps emphasize its importance.
I Put more stress on key words. Second-language
speakers generally need more stress - not in their lives,
but in their voices! '$fhich word you stress can make a
big difference: "No, we need all the goods by Thurs-
day", has a different emphasis from "No, we need all
the goods by Thwrsday".
E Take care with your pronunciation. If you speak
with a distinct German accent, that's OK as long as
eight main sounds are clearly differentiated:
a /01 as in think is different from /s/ as in sink
a /61 as in breathe is different from lzl as in breeze
a lvl as in vest is different from lwl as in west
a ldSl as in jail is different ftom ljl as in Yale

t E, EREATTNc A Po$ruE ATMosPHERE
t  "Always Look on the Bright Side of Li fe" was a

popular song by the Monty Python team some years
ago. S(ie can learn from their attitude to life in our
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I
: Eflective Telephoningl, J. Comfort, Cornelsen/ ,
: Oxford, ISBN 3-464-11427-9, DM 49.80. Cassette
. DM 37.90. video DM 249.
i tlow to Phone Effectively, R. Bosewitz, R. Klein- ,

i schroth, Rowohlt,ISBN 3-499-60139-7,DM 14.90. ,
:. Telephoning in English, B, J. Naterop, R.
; Revell, CUP/IOett, ISBN 3-12-533001.-7, DM 37.
: Cassettes/CDs DM 58. To order, see pages 19-20.

Continued from page 74

f f i  Soften your language with words l ike "would",
"could" and "might", and use the conditional to make
the advice less dogmatic: "If you spent a bit less time on
organizational matters, you might be able to visit a few
more customers."

When you receive negative feedback, try to remind
yourself that you might learn something valuable for
the future. This is more easily said than done, especially
if you hear that the other person is upset or angry.
ff i Listen positively and encourage the other person to
let off steam. Try not to crit icize.
ff i Don't defend yourself or your organization, even if
you are "right".

are a simple, quick way of showing that you are having
problems keeping up. Don't use the phrase "Could you
repeat that, please?" unless you want exactly the same
words again. Use this phrase for getting spelling or tele-
phone numbers repeated, but not for getting an expla-
nation. If you use the word "understand", don't put the
word "you" after it, as in "I don't understand you".
This sounds as if you are crit icizing the other person's
thought processes. rü/henever a second- language
speaker says, "Ken, I don't understand you", I reply:
"Neither does my wife!"
ffi Ask native speakers to slow down
Native speakers usually speak too quickly. You need
to remind them of this often, because they may slow
down for a few minutes and then reach their normal
speed again.  "Could you take i t  a bi t  more slowly,
please?" or "Could you speak a bi t  more slowly,
please?" are polite ways of doing this.
S Speak German
If your native-speaker business partner always speaks
too quickly over the phone, then as a last resort say
a few sentences in German! It acts as a great reminder
to the nat ive speaker that  you are the one making
the ef for t  of  speaking in a second language, and i t
wil l usually have the effect of making him or her feel
grateful that the call is being held in English and not
German!

ffi Use empathetic language: "I understand how you

mi fi:'.' ;"'r3 hU:ru:J: ?i,'J:;:'l to o " ; " rh a'l 
# B rrosr N 0 rH E cArL

ff i  Thank the person for the feedback and prornise to % It is important to end a call in an appropri ate way.
think carefully about it. Usually, you want to leave a good final impression - a

-Fl^^ ̂^l*^' - '^" are, the more quickly your partner pleasant aftertaste l ike a good wine.r  r rL Larrrr l r  /  vu

will calm down. First of all, how do you know when to start bring-
ing the call to a close? Listen for closing signals from

f -otro*Tnolurun NArruE spEAKERs rruflil::;;,T,h67::J'.?+l$,:iä;"J:nätd:
Q There are a number of  th ings you can do to regain nal i the cal ler  wants to br ing the conversat ion to a

control of the conversation from native speakers. close. Use them yourself to show you have finished
W lnterrupt quickly the business of the call.
As soon as you don't understand, interrupt quickly. This is also the time for a few words of small talk,
Native speakers mav get irritated if i t becomes clear now that the business is over. This simply reminds both
that you lost the thread several sentences back and they of you of the relation you have built up during the call
now have to go back and repeat information. Use short and allows you ro end on a note of agreement.
interrupting words l ike "Sorry?" or "Pardon?". These Finally, end with a pl€asa:tEy: "I look forward to

Seelng you next month";  "Please give m),  regards to

al's welt that ends well Ende gut, atfes gut 
ti:*r"r:**ber 

your Shakespeare: "All's well that ends
äi a last resort frr'zcrt] als letzter Ausrrveg well".
close: br ing sth.  to a c lose etw. zu Ende br ingen
empathet ic [ ,empa'Oetrk]  e infühlsam
give sb. 's regards to sb.  imdn. von jmdm. grüßen

sraterul dankbar 
^F€ 

KEN TAYLOR is director of training fori r r i tatedf i r r ter t rd l  verärgert  A - f  
^- . : - , , , - t - : r -  - . , :  -  -  . t  | : r t  ,

iiäö;; 
! r"::"'*r 

;iil";;;"" R* I Axiomskills, an interperso,nal sl<ills train-
let off steam Dampf ablassen ..*rc: t ing consultancy based in London:
note of agreement hier: positive Note 

' ,, ,., , www.axiomskills.cam He is also the co_
preasantry ['plezntri] nette (berangrose) 

i $ .F ;;;;;;";f f;i"itrrt Link, a Web_baseda^*^.L, . -^

reminder ffn"J'ffi F' Se & ;;;;; ,;;,;"" communication skitts@thread[0red].Fadenff ipackage:www.ui ta l - t r ink",net
upset I ,  rp 'set  I  aufgebracht
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