Comunicar e efficacemente al telefono
(How to communicate successfully on the phone)

Per comunicarea telefonoin modo efficace & necessariamoltapratica

Unatelefonatadi lavoro deve essere semplice ed efficace per garantire lacomprensione elaveloce
risoluzionedi un eventual e problema. Di seguito sono riportate al cune semplici espressioni utili per la
gestionedi unacomunicazionetelefonica

Calling: sayingwhoyou are
» Good morning, thisisMsMariaRoss.
» Hallo, thisisFedericaBianchi speaking. I’ mcalingfromRomeintaly.

Calllng givingthereason for your call
I'mcalingabout...

* ThereasonlI'mcdlingis...

* I'dliketo speak to Ms Smith, please.

* I'mreturning her call.

» Could | have customer service department, please?
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Takingacall

»  Good morning. WandaM endez speaking.

» Good afternoon, “Aladin’slamp salon”. How can | helpyou?
* May | askwho'scaling, please?

» Good morning, Mr Brook. What can | do for you?

* May | ask what it’'sabout?

e Couldyoutell meyour name, please?

» Thank youfor calling back.

Tryingto connect thecaller
*  Onemoment, please. I'll try to connect you to thisdepartment.
e Justamoment, please. I’ [l put you through to Caroline Wiener.

Problemsconnecting a call

e I’msorry, there’'sno answer.

* Sorry tokeep youwaiting.

e I'msorry, theling sengaged/busy.

* I’mafraid she'son another lineat the moment.
* Wouldyouliketo hold?

*  Onemoment, I [l put you onhold.

* Wouldyouliketo call back later?

e Canl ask her tocall you back?

»  Wouldyouliketo speak to someone else?

Saying someoneisn’t there

* I’mafraid she'snot intheofficetoday.
* I'msorry, she'snot availablejust now.




Taking a message

* May | takeamessage?
Can| give her amessage?

Doesshe haveyour number?

Could1 takeyour number, please?

If it'surgent, | can get amessageto her.

L eaving a message

» I'dliketoleaveamessagefor...

» Couldyou give Elenaamessagefor me, please?

» Couldyouask hertocal meback, please?| think shehasmy number, but I’ giveittoyoujustin case.

Askingfor an appointment or meeting

» Canl fix anappointment for manicure?

» Canwe scheduleameeting for next week?

» Couldwefix aquick meeting for Monday morning?

Findingagood time

IsMonday convenient?

How about Tuesday at 10a.m.?
Doesnext Thursday suit you?
What about theweek after next?
Whenwould it begood for you?
L et mejust check theorganizer.

Agreeingon atime

* Yes, Thursday’sfineby me.

* Yes, I'll befreeat around 11.30 am.

» Good. Shall wepencil in Friday morning at 9 o’ clock?

Suggesting alter natives

o Actudly, I'd prefer theafternoon, if you don’t mind.
» Couldyou possibly makeit an hour earlier?

» How about Thursday instead?

»  Wouldyoumind meeting on Friday?

Confirming
* OK, sothat's10.30 next Friday at my salon.
» Great. Let megiveyoumy mobile number in casethere’ sany problem.

Checking spelling

» Bernardi? Could you spell that for me, please?
» Wasthat | for Indiaor E for Echo?

e Isthat D asDoor?

e May | repeat that?
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Confirmingand summarising
* OK,sowe'veagreedthat...
» Canljust confirmwhat’ ve agreed on?
e Canl just summarise?

e Canl just sumupwherewe vegot to?

Endingthecall
| think that wasall.
Thank youfor your call.

Hopeto seeyou soon.
Thank you. Bye.
You' rewelcome. Bye.

I look forward to hearing from you soon.
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