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	Receptionists
	Caller A
	Caller B
	Caller C

	Attitude
	very polite and efficient.
service-minded
	very helpful, speaking clearly and slowly
	brief and direct
	polite
business-like

	Introduction
	“Hello, Media Publishing, good morning”

“Hello, Harris & Co, can I help you?”

“Hello, my name’s Tomasina Harks, thank you for calling Altona, how may I help you?

“Hello”
	“My name’s GH, from Frankfurt”
“That’s …”
	Hi, Michael Horgan here from Baylis, Miami
	“Hello, my name is John Curly, that’s CURLY”

	Asking to speak to someone
	
	“I’d like to speak to Mr Pavlov please”
	“Is Mari Jeangeorges there?”
	“I’d like to talk to Fred Roper, if I may” (= May I speak to FR?)

	The person is not in.
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	“Oh, I’m sorry – Mr Pavlov is not here at the moment.”

“Mrs… has already left the office today”

“Well, I’m sorry, Fred’s on another line just now, can I take a message or perhaps can I help you?
	
	
	

	Getting in contact with the person / Leaving or taking  a message
	“Shall I ask her to call you tomorrow?”

“Does he have your number”

“Do you have her number”

“Mr Pavlov will call you later today”

“Does he have your address?”

“May 
I have your phone number too?”
	“Could you ask him to call me when he’s got a moment?”
	“I’ll send her a fax”
	“Could you tell him that I called, and that…”

	Asking for or giving repetition


	“Could I have your name again, please?”

“I beg your pardon”

“I’ll repeat that”

“Let me check that”

“Then did you say…”
	
	
	

	Confirming the information

	
	“That’s right”
“Correct”
“Yes, I think so”
	“Yeah no problem”
	“Correct”

	Concluding the conversation
	“Okay, thanks for calling. Mr Pavlov will call you later today”

“Bye”

“Right thanks. I’ll get the message to him and he’ll do that today”
	“Oh that’s very good. Many thanks”
	“Bye for now”
	



