Call home!
Formal and
informal calls

LEVEL
Intermediate

NUMBER
B2_3037X_EN

LANGUAGE
English




Can identify and explain
some strategies to handle
formal and informal phone
calls.

Can accurately use a range
of expressions for formal
and informal phone calls.
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Hello! It's such long time since |
spoke to you!

A phone call might seem easy at first,
but understanding the context of the
call can help us avoid rudeness and
be understood more clearly.

So grab the receiver and get ready to
dial.

Let's talk about telephone
conversations!
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Warm up discussion

What are some challenges of
communication over the phone?

Why are phones useful?
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Vocabulary

tone

intonation | perfunctory

coverage delightfully

formality conventional

official
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Sentences slide

The tone made his explanation clear.

Your intonation makes it easier to Q\

understand the content. ‘ ~ .

g2\ \ | don’t think my mobile has coverage
pfiEe\' out here.

Please dress with a degree of formality
tomorrow evening.
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Sentences slide

«"i She answered with a perfunctory
) ' greeting.

y

Vel N

They were delightfully frank during /(B% ,f;f
their conversation. s« 411
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Phone calls

B Communication over the phone has its own set of challenges. As the speakers
cannot rely on visual cues or body language, speech has to do more of the
work.

Challenges of communication over
the phone

Lack of visual support and body
language

Poor connection can make it hard
to hear well

People talking too quickly can make
understanding difficult
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Sounding natural

There are other ways to make yourself sound more natural over the phone.

Using intonation to stress certain words can draw emphasis towards the
importance of what you are saying.

Inflecting and raising your tone at the end of the sentence can be an effective
way of inviting the other speaker to answer you.

Other ways to sound more natural
over the phone:

Using pauses and spacing between
your sentences

The use of fillers while listening to
reassure the other speaker you are
actively listening.
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Tips for success

B To ensure a pleasant chat, try to picture the other speaker in front of you.

B Despite the lack of body language, smiling can go a long way and influence
your own positivity and tone.

Active listening can also help to get the most from a phone call. Hang
on every word.
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Useful expressions in a phone conversation

Could you
repeat that
please?

No, there was a
misunderstanding

| was referring
to....

Excuse me, |
didn’t quite
catch that

| didn’t quite hear you. Could you repeat that please?

What was that? No, there was a misunderstanding. That is not what |
meant.

Not quite that one. | was referring to John from the sales team.

Excuse me, | didn’t quite catch that. Would you mind saying it again?
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Respond to the questions

Discuss your responses to the questions below with your
teacher.

1. What are some things that can affect the clarity of a phone
call?

2. How does formality affect a phone call?
3. Do you think formal or informal phone calls are more

common? Why?

4. What are some strategies which can help you sound more
natural during a phone call?

5. Why would you speak differently over the phone to your
friend and your doctor?
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Questionnaire

TRUE FALSE

1. Phone calls require less context than face to face
communication.

2. Explaining why you are calling is often considered
rude.

3. Itisimportant to introduce your name and position
as a greeting in a business call.

4. Using fillers like Yes, of course, and Mmm hmm can
reassure the other speaker that you are listening.

5. Adding pauses and spacing during a phone call is a
mistake.

6. Words mean more in a phone call.
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Formal or informal?

1. Decide whether
the beginnings
or ends to the
phone calls are

formal or Good afternoon! Is there a

informal in the John! Such a long time since | possibility to find a free slot

situations to talked to you! for an interview with Mr
Freeman?

the side.

2. Practise each of
the greetings
and send offs in
a short
conversation
with the
teacher.

Thank you very much for such

a pleasant conversation, Ms I have totally enjoyed the call!
Redman. | wish you a good Thank you, Julia! Take care!
day. Bye!
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Formality

It is important to use the right level of formality during a phone call.

When the setting is more formal, such as on calls related to business, it is
appropriate to introduce yourself with your full name. It is also important to
maintain a calm, moderate tone when asking questions.

Using correct grammar and speaking in an even tone are also helpful if
you are unsure of the formality of a call.

www.lingoda.com


http://www.lingoda.com/

Connection issues

Occasionally, telephone conversations can be plagued by poor connectivity
issues.

Understanding and comprehension can be extra challenging in these
situations. In these cases it is useful to let the speaker know that they are not
clear.

Useful expressions for signalling
connectivity issues.

The line is very bad today.
Can | try calling you back?

Sorry, the connection is not very
clear.

It is very difficult to hear you at the
moment.

(]
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Formal calls

The formal register is more common in phone calls. It is considered polite,
especially if you haven't met the other speaker before.

However, you must be careful of using too much formality. If you are too formal,
people might find it difficult to feel comfortable in the conversation.

How to use the formal register over
the phone:

Using would, could, can, or may
when making a request helps to
show politeness.

Avoid using contractions.

Make use of please and thank you
when asking for or receiving help or
information.

(]
Il“gOda www.lingoda.com 17


http://www.lingoda.com/

Informal calls

In more relaxed phone calls, or those with friends, it is normal to speakin a
more informal manner.

There are no major rules to speaking informally. It is closer to normal spoken
English than the formal register.

How to use the informal over the
phone

Slang and contractions are acceptable.

Short and incomplete sentences can
be used.

You can make jokes and include
personal opinions.

You can refer to people by their
nicknames.

(]
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Talk to the teacher

Converse with each of the people below over the phone.
Try to maintain the correct level of formality.

your uncle a barista

a police officer

your best friend % 1K
/ ‘>
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Leave your message after the beep

You have just tried to call your teacher to let them know you cannot make the
lesson time. Unfortunately, you missed them and got their answering machine
instead. Leave a message expressing the most important information.

SA VAYLLWT S

MAIL
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Role play

The teacher is going to call you in role as the characters below.

It will not be in order. Answer the call with a level of formality
appropriate to the context.

1. Your doctor calls about the results of your recent checkup.
2. Astrange business calls you asking for your personal details.

3. Your grandmother calls you to wish you a happy birthday.

4. Your son’s teacher calls to notify you about a behaviour
incident at school.

5. Arecruiter calls you about your recent job application.
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Issues: not hearing well

It can be easy to miss specific information in telephone conversations, especially
if either speaker is in a place with background noise. It is important to be clear
over the phone, so make sure you ask the speaker to clarify in case you
missed something.

It is better to ask for help than to pretend you understood something you
didn't. This is called counterasking.

Useful expressions
Could you say that again please?
Sorry | missed that.
It is difficult to hear you clearly.

Could you please speak a little
more slowly?

(]
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Issues: Explanation and giving directions

B The process of explaining things is significantly more challenging without body
language to assist us. Giving directions over the phone can be a difficult
experience. It helps to be familiar with the environment the other speaker is in
and understand how the other speaker processes information.

Being able to visualise the space and give step-by-step, sequenced
instructions can help to make direction giving clearer.
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Issues: The other person didn‘t hear you very well

B |If the speaker on the other line doesn't hear you very well there are a number of
things you can do.

Enunciate clearly.

Concentrate on what you are
saying.

Speak slowly.

Move to an area which is quiet and
has little background noise.

Try to call again.

[ ]
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Giving negative information

B Sometimes if you are anwering a phone call, you will not be able to help the
caller on the other end.

B Inthese cases we must give negative information - in a formal call this should
be done delicately so as not to appear rude. You can use the following phrases
to give negative information in a formal phone call.

I'm afraid the line is busy
SISO ST I'm afraid there is no one here by that name.
I'm afraid he/she is busy
at the moment, could you
call back later perhaps?

| think you might have the wrong number.

They are busy at the moment, can | take a

5
I'm sorry, he/she is out of MESSage:

the office today.

(]
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Call your friend

You have just come home from the most amazing music
festival! Call your friend and describe it to them. What did you
like about it? Where was it? Try to use expressions to foster an

informal tone in your call.
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Your boss calls you

Your boss has just called you. They are asking you to work on
the weekend to finish an important job. However, it is your
mother’s birthday on Saturday. Respond to your boss, using

expressions from the lesson and ensuring a formal tone is
maintained.
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Write a guide

Use your expertise to write a guide about how to communicate
over the telephone at your workplace.

Try to use suggestions you have picked up from the lesson.

What advice go
3im for 150 words You think is most
Important?
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Customer service

It's time to put your expert
knowledge of telephone
communication into practise.

You are working on the
customer support line for a
busy food delivery company.

Use the expressions and
information from the lesson to
respond to the upset
customers below. Your task is
to resolve the problem and
make them happy.

The delivery man was
rude and asked for a

tip.

| will never order from There was a dead fly in
Food Bird again! my soup!

My pizza arrived cold.
This is unacceptable!
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Reflect on the goals

Go back to the second slide of the lesson and check
if you have achieved all the goals of the lesson.
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Reflect on this lesson

Think about everything you have seen in this lesson.
What were the most difficult activities or words? The easiest?
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- Answer key
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Reminders

Write a list of reminders for yourself for things to remember in
a formal or informal telephone call.

Formal Informal

www.lingoda.com


http://www.lingoda.com/

0‘ Write an e-mail

Write an e-mail to an English speaking friend, asking them if
they would like to catch up over the phone.

Have an informal conversation with them to practise some of
the concepts from the lesson, and to see how they are doing!

To:

Subject: Catch up!
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About this material

This material is provided by /

lingoda

lingoda \Who are we?

(& Why learn English online?

8%% What kinds of English classes do we offer?
@ Who are our English teachers?

How do our English certificates work?

We also have a language blog!
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