TEMA 3. MIPO®ECIMHE CIIJIKYBAHHS B YCHIN ®OPMI

Ycui mrramnu B ipodeciiiniii komyHikaii. Odimiitna Tenegonna posmona. MoBHI1
MTaMIIA J170BO1 TenedoHHOT po3MOBU. BeneHHs gianoriyHoi Oeciau, 11 OCHOBHI
ckianoBi. dopmanapHa Ta HedopMmallbHa MoBa. llepekiial MOBHHX INTaMIIB YCHOTO
cniakyBaHHA. OCHOBU KOMYHIKAIIH.

s Answer phone ++ Dial /to dial ¢+ Phone numbers
¢ Answering machine % Disconnect/ to cut <« Pick up (the
off receiver)
¢ Book/ to order a call s Get someone over < Put down/ to write
the phone down the message.
¢ Buzzing ¢ Holdon/to holdthe < Receiver
line
+ Call back % Leave a message ¢+ Switchboard
++ Call/ to phone/ to ring up % Line % Take a message
¢ Cellar/cell phone ¢ Long-distance/ % Conversation
trunk call
¢ Chat s Make a call + Conversationalist
+»+ Connect/ to put through s Message ¢ Operator
++ Connection % Mobile/mobile ¢ Personal call
phone

Talking to People

Everyone must try to use tact in all human contacts and to make people feel
at ease in your company.

There are no reasons why you should not become a good and interesting
conversationalist in English. Here are some tips on the art of talking.

* Overcome embarrassment and fear of making mistakes in English;
To chat is to exchange ideas. Mental vitamins are as important as other kind;
Silence is the essential part of conversation.
If you do not like what a person is saying, change your point of view or change
the subject.

MISCELLANIOUS EXPRESSIONS
Expressions of agreement.

| think so. Hywmato Tak. | am all for it. S1 mOBHICTIO «3ay.
Exactly. Touno. | also think so. 51 Tex Tak BBaXKaro.
| agree. 3rozeH. I’'m of the same Tax s 1 gymas.
mind.
| totally agree. 51 KoM 3rofieH. I go along with... | 41 moromkyrocs s ...
| couldn't agree He moxy ne Absolutely! AOGCOMIOTHO MpaBUIIBHO!
more. IIOTOANTHUCH.




| agree with you. | ‘I 3rozen 3 Bamu (3 Exactly! Touo!
TO0O0I0).
| am sure about S BieBHEHUH B LILOMY. That’s Lle (abcomoTHa) mpaBaa!
that. (absolutely) true!
| am positive. Sl BIeBHEHUHA. That’s just how I | Lle came Tax, sik s 1je
see it! Gauy.
You are right_ Tu npaBui. Partly agree YacTKOBO 3IO/IHI.

! am with you. A1 srozen 3 Toboto. Well, you have a | Tak, Bu uactkoBo maete
point there, but... | Patlo, ajle ...
Correct. [IpaBHIIBHO. Perhaps you're Moiso, Bit macte

right, but...

partito, anue ...

| support the idea.

S miaTpuMyto 110 i71eto.

| agree up to a

point, however...

Sl 3rojieH MEBHOIO MipOIO
(OCTLIBKH, OCKLIBKH),
poTe ...

Probably.

Hanesno.

That’s worth
thinking about,
but...

I[Tpo e BapTo mogymary,
aie ...

Expression of disagreement

I don’t agree with
you / | disagree
with you

1 3 BaMH He 3roJieH.

| can't imagine
this happening.

He Moy ysiBuTH €001, 1110
TaKe MOYKE TPAITUTHUCS.

I don’t think so

] Tak He BBa)Karo.

This can't be true.

I[poro He MOXxe OyTH.

| have a different | Y mene Ha e iHmmi This can't be [[poro He MOJKe OyTH.

take on it TIOTJIAA. right.

You can’t He mose 6yTu, mo6 Bu | | can't agree with | 5 ne moxy 3 Bamu momto

actually mean 1ie MaJli Ha yBasi! you on this. LBOTO TIOTOUTHCS.

that! (Emouiiino).

You can’t be Bu x He cepiio3HO! | am against it. S npoTH 1BOTO.

serious! (Emouiiino).

No way! Hizamio! Hy wi! | don't have an V MeHe HeMAE JTyMKH 3
(EmoriitHo, opinion on it. LbOTO MMPUBOY.
HE(QOPMAJIBHO).

Come off it! Toni! Jocurs! It doesn't feel VY MeHe Take BiuyTTs, 110

(EmortiiiHo,
HedopMabHO, MOXKE
3By4arTu rpy0o).

right.

e HempaBWIbHO. (Y MeHe
JMBHE BITYYTTS 3 IIbOTO
MIPUBO/Y.)

Partly disagree

YacTKOBO HE 3r0JHI, HE
TaK KaTeropuyHoO.

Let's agree to
disagree.

JlaBaiiTe moroguMocs He
noroaxyBatucs ([lasaiite
JIOMOBHMOCS, IITO KOKEH 13




HAC 3AJIMIIUTHCA IIPU CBOIN
Jymiii.)

Well, I’'m not
sure about that...

S1 He BIIEBHEHUIA, 11O ...

That's incorrect.

Lle nenpaBUIIbHO.

Well, it depends.

Koun six, 3aJ1€3kHO Bif
o0CTaBUH.

Not really.

He nyxe (He 30Bcim).

I’m afraid [ can’t

Hanesno, s TyT 3 Bamu

That's not how |

A BiguyBato cede B 1[bOMY

agree with you HE IIOTOJIKYCH1. feel about it. BIJIHOILICHHI IO-1HIIOMY.
here
I’m inclined to S cxuibHui Probably not. HareBHo Hi.
disagree... IIOIOJIUTHCH ...

It is not true. Henpaga. Most likely not. | IlIsunure 3a Bce Hemae.

| strongly 51 kaTeropuyIHoO HE That's not the Le ne Toit Bunanox / Le ue
disagree. 3TOJIEH. case./ That's not 30BCIM TOH BHUIAJIOK.

exactly the case.
Not exactly. He 308cim. It's not what you | Le ue Te, nipo 1o T

TyMaenI

think.

Expressions of doubt

| am not so sure.

51 He 30BCiM (Y IbOMY) BIIEBHEHHH.

I'm not sure | can agree with that.

He 3HAK0, Y1 MOXKY 4 3 IUM IMOTOAUTHCA.

| am not sure about it.

51 He BIEBHEHUH Y LIbOMY.

| doubt it.

CyMHiBarocs.

You might be right.

MosxnuBo, Bu maete partiro.

| don't think you are right.

He nymaro, mo Bu maere partito.

May be. Mosxe OyTH.
It is possible. Ie MOXIHBO.
Possibly. MoskuBO.

Phrases giving you time to think

That’s an interesting point

Ile mikaBuii MOMEHT (i7esl, TyMKa).

I’ve never really thought about that

S "Hikonu B AiiCHOCTI He QyMaB (J1a) Tpo IIE.

Um, let me think/see

MM, JO3BOJIBTC IOAYMATH.

It’s hard to say

CKJIaHO CKa3aTH...

How to express that you didn’t understand or didn’t hear something clearly

Sorry, could you repeat that,
please?

Bubaure, He mornu 6 Bu moBTroputH, Oyap gacka?

Sorry, I didn’t get your point

Bubaure, s HEe 3po3yMmiB, mipo 110 Bu.

I’m not sure I understand
what you mean

51 He BIEBHEHHUH, 1110 po3yMilo, 1110 Bu maere Ha yBasi.




| beg your pardon (pardon)?

Bubaute? (Ilpoury BubaueHus?)

I don’t quite see what you are
getting at

51 He 30BCiM PO3yMil0, 10 YOTO TH BEJICII.

Come again?

e pa3? (HehopmainbHo).

The bottom line is ...

CyTb y TOMY..

Ask for clarification

What do you mean by...?

[Ilo Bu maere Ha yBasi min...?

Yu "e mornm 6 Bu nmosicautH, Oyap nacka?

Could you clarify that, please?

Could you give me an UYwu ve morym 6 Bu HaBecTn npuknan, Oyap jJacka?

example, please?

Could you be more specific, Uu ve moriu 6 Bu ckazaru koHKpeTHie?

please?

Could you elaborate on that, | Yu ne morsu 6 Bu konkpeTusysatu ne?

please?

Clarifying your opinion

I’m trying to say that 51 Hamararocs ckasaTu, 110 ...

I mean/ What I mean is... S maro Ha yBasi, mo / [l{o s Maro Ha yBa3si, Tak 1€ ...

Bce, 110 s roBopro, 11€. ..

All I’'m saying is that...

Let me explain it — J103BONIBTE MEHI MOSICHUTH LIE.

Let me put it in another way J103BOJIBTE TIOSICHUTH 1€ TO-1HIIIOMY.

in other words. .. [HITUMHU CIIOBAMH. . .

Telephone speaking

You will find especially difficult to talk over the telephone — especially if you do
not know the person on the other end of the line very well.

Good telephone manners include answering promptly, greeting the caller kindly, and
giving your whole attention to the call. Telephone messages must be accurate and
complete. Do not forget that the person you are talking to may be having difficulties
too. Remember that the other person:

* Wants to understand you easily, so try to speak clearly;

« Cannot see your reactions, so always confirm that you have (or have not)
understood each point that has been made;

» Cannot see you and does not know what a nice person you are, so make sure you
sound polite and agreeable;

 Cannot spend much time, so make sure your call is brief;

* Is getting an impression of your company while talking to you, so make sure that
you sound efficient.



How to make arrangements on the phone:

caller to identify
himself/ herself

Identifying — PMC. Can | help you? (a typical switchboard response)
yourself/ your — John Smith speaking.
company — This is John Smith.
— John here.
Asking  the — Who is calling, please?

Asking for a
connection

I'd like to speak to
I'd like to speak to someone about
Can | talk to , please?
Could you put me through to

Am | speaking to ?
Just a moment, please.

Hold the line, please / Hold on for a moment / Bear with me
Can you hold?

I’1l connect you.

Sorry to keep you waiting.

Could you call back later?

, please.

, please.

, please?

Taking/
leaving a message

— I'm afraid he is out/ away/ off at the moment. Can | take
a message?
— Can you ask him/ her to call me back?

Explaining
the reason for the
call

— The reason | called is
— I'am (just) calling to

— Just a moment, I'll get my diary.
— Could you manage Tuesday?
— What about Wednesday?

— Shall we say two o'clock?

— I'm sorry, I'm out all day.

— Tuesday would be fine.

— That suits me.

Signing off

— I look forward to seeing you.
— Thanks for calling.
— Goodbye.

Complete telephone messages usually include important details such as names,
telephone numbers, appointments, and addresses. For example, you might request the
caller's telephone number. Be specific. Request only the information you need. Getting



the message right in the first place is quicker and easier than phoning back later for

details.

TenedoHH1 HOMEPU BUMOBIISIOTHCS MO TPyMHax: CIOYaTKy MIKHAPOJAHUN KOJI, TIOTIM
KOJ KpaiHu Ta MICTa, a MICJA IOro — BiacHe cam Homep. KokHa mudpa dutaeThest
OKpPEMO, 32 BUHSITKOM OJHAKOBHUX IU(P, IO CTOATH MOPYH.

* 00 — double o [d8bl ou] 6puTancekuii BapiaHT;

* double zero [d8Dbl zi: rou] — amepukaHChKHUIT BapiaHT;

» 77 — double seven;
» 777 — seven double seven.

Tomy HOMep 00 8 (095) 967 77 00 Oyne uutarucsa tak: double ou ... eight ...

nine five ... nine six seven double seven double ou.

How to read/say common symbols related to computer technology

@ =

/ -
\
ABC =
abc =

For example:

at

underscore
dot

hyphen | [hifen]
asterisk

hash
forward-slash
back-slash
parentheses
upper-case
lower-case

An email like bat-man_8@gmail.com reads:

‘bat hyphen man underscore eight at gmail dot com’

( (open abo left parenthesis) — niBa uu niBa Kpyrna gy>xka

) (close ab6o right parenthesis) — 3akpuBae a6o 3akpuBaloua fy)KKa

Answer the questions

agbrhwhE

Why isn't it easy to make a telephone call?

What should be telephone messages like?

How should we take into consideration the receiver of our information?
How do you usually begin or finish your phone message?

What phrases do you use to make an appointment?

ou



IIpouuTaiite giajgorm.

D.1

A: Pan Electronics. Can | help you?

B: Yes, I'd like to speak to Mr. Jones, please.

A: Who is calling, please?

B: Alan Phillips.

A: Just a moment, Mr. Phillips, I'll put you through.

. Lisa Bird speaking.

. Alan Phillips here. May | speak to Mr. Jones?

. I'm afraid he's away at the moment. Could you leave a message?
- Yes, I'd like him to call me back as soon as possible.
: Certainly, sir. Can | have your number?

: He's got it, but just in case, it's 023276581.

: 023276581, isn't it?

- Yes, that's right. Thank you. Bye.

: Goodbye.

OWOWOWOTO

D.2

A: Alan Phillips speaking.

B: This is Gerald Jones. My secretary said you called.

A: Yes, thanks for getting back. Look, the reason | called was we're having
installation problems with E 137.

B: Really? That surprises me. What sort of problems?

A: Well, it's a bit complicated. Can you send a technician round?

B: Certainly, I'll get one round this afternoon.

A: That would be great.

B: Good, I'm sure we'll sort it out in no time. Bye.

A: Bye.

D.3
A: Black & Co. Can | help you?
B: This is Peter Reynolds from Delta. Could | speak to Mrs. Foster?
A: Just a moment, Mr. Reynolds, I'm putting you through.
C: Dyane Foster speaking.
B: Hello Dyane. This is Peter Reynolds.
C: Oh hello, Peter. How are you?
B: Fine. As you may remember, we've got to discuss something. I'm just calling to
see if we could fix a meeting for next week.
- Yes, of course. Just a moment, I'll get my diary... Could you manage Monday?
- I'm sorry. I'm off all day on Monday. I'm available any day except Monday.
: What about Tuesday then?
: Yes, Tuesday in the afternoon would suit me fine.
- That suits me too. Shall we say here at 3 p.m.?
- Yes, that's probably easiest.
: Good, I look forward to seeing you. Bye.

OWOTWO WO



0

Bye.

4
. | am calling about the GT/12 A contract.

Oh yes, how's it coming along?

: Well, we've got some problems.

Really, what sort of problems?

- You haven't delivered the spare parts.

Oh no. I'll have to look into it. What's the order number?
. It's PT1375 — Watson is the contact man . . .

5
. I'm phoning about the group of visitor from Germany.
: Yes, have you got any details?
A: Well, a few — they are arriving on August 1 on Flight Number BA 435 . . . that's
due inat 11.40 a.m.
B: Good. Do you want me to pick them up?
A: That would be fine.
B: Let me check: August 1, Flight No. 435, 11.40 a.m.
A: Everything is correct. I'll confirm the details by telex.
B: Right, see you soon.

W>OU P>WD>TP>TD>O

D.6

A: Alpha. Can | help you?

B: Yes. Could I speak to Ms Bird, please?

A: Bird speaking.

B: Good morning, Ms. Bird. My name is Anthony Jones from Pan Electronics.
| am the Regional Manager.

A: Good morning, Mr. Jones.

B: As you probably know, we are one of your suppliers of customized software
products.

A: Yes, | believe we handle some of your products.

B: Ms. Bird, I'm planning to be in London on 12th and 13th September and would
like to meet you to discuss your needs in further detail.

A: I'm so sorry, Mr. Jones, but | won't be available at all that week. But if you have
some new documentation about your products, | would like to see it.

B: All right, Ms. Bird. I'll put some information into the post for you. Well, perhaps
we could meet when I'm in London again this year.

A: Yes, | hope so. Please contact me before your visit.

B: Certainly, I will.

A: Thanks for your call.

B: Not at all. Goodbye.

A: Goodbye



PRACTICAL PART
Ex. 1. Po3micTiTh ypUBKH Tes1e(DOHHHMX NEPeroBOpiB y NPaBHJILHOMY MOPAJIKY.
1. —Just a moment, Mr. Green, I'm putting you through. ()
— Yes, I'd like to speak to Mr. Brown. ( )
— Alan Green. ()
— Who's calling, please? ( )
— Pan Electronics. Can | help you? ()

2. He has got it, but just in case, it's (0732) 47568. ()

— Yes, could you ask him to return my call? ( )

— John Hurt here. Could I speak to Mr. Jones? ( )

— Certainly, sir. May | have your number? ()

— I'm afraid, he is out at the moment. Can | take a message? ( )

3. — I'm sorry, I'm not available on Tuesday. ( )

— Good, that suits me too. What about 11 o'clock? ( )

— Just a moment. I'll get my diary . . . you said next week? ( )
— Yes, could you manage Tuesday? ( )

— Shall we say Wednesday then? ( )

— All right, Wednesday morning would suit me fine. ( )

Ex. 2. JlonoBHIiTH KOPOTKI Aiajoru.
1. My name's Jensen.

?
Yes,itisJ, E, N, S, E, N.
2. The address is 32 Tunnyside Lane.
?
Certainly. It is 32 Tunnyside Lane.
3. My phone number is 043272853.
726537
043272853.
Ex. 3. O0epiTh Hali0iIbII KOPEKTHI BiAMOBiIi.
1. I am in fashion design. What about 2. | am a secretary to Mr. Smith. He
you? Is our General Manager.
(@) Oh, I live in London. (@) Ah, that's interesting.
(b) Well, I work in the Sales Department. | (b) Is that one of your colleagues over
(c) My sister is in fashion too. there?
(c) Oh, I have met him.




3. I live in London. What about you?
(@) | am a student.
(b) I come from England.
(c) 1 work not far from home.

4. My brother is in the Sales
Department.

(@) 1am in the Marketing Department.
(b) Not a bad job.

(c) Yes, I think I've met her.

5. Hello, I am Susan. | have not seen
you around before.
(a) What do you do?
(b) Are you one of my colleagues?
(c) I am new here.

6. Sheila Rogers speaking.
(a) Who's calling, please?
(b) Peter Jones here.
(c) Hello, Sheila. This is Peter Jones.

7. Can | take a message?
(@) I'd like to leave a message.
(b) Yes, could you ask her to call me
back?
(c) Please tell him to give me aring.

8. The reason | am calling is we are
having problems.
(@) 1don't believe it.
(b) Really? That surprises me.
(c) That's all right.

9. Could you manage Monday?
(@) No, I can't.
(b) No.
(¢) I'mafraid I can't.

10. So that's fixed — Tuesday at 2 p.m.
(@) Right, I look forward to seeing you
then.

(b) Goodbye.

(c) I'm afraid that's impossible.

Ex. 4. Po3cTraBTe pemiiku no3Ha4eHuX 0Ci0 1Mo CBOiX MicCIsIX.
S = switchboard HJ = Hilary Jones AP = Alice Pinkerton

AP:  Fine thanks, and you? ( )
S: Who’s calling, please? ( )
AP:

It was very kind of you indeed. ( )

AP: Could I speak to Hilary Jones, please? ( )
AP: Hello, Hilary. This is Alice Pinkerton. ( )
HJ. Notatall. ()

HJ.  Oh, hello, Alice. How are you? ( )
S:  Jones and Co. Good morning. ( )

AP:

AP: My name is Alice Pinkerton. ( )
AP:  Thanks. Bye. ()
HJ:  Very well, too. ( )

S: One moment, please. ( )
HJ:

HJ:  Hilary Jones. ( )

Hilary, I’m ringing to thank you for your recommen—dation ( )

Glad to hear that. Feel free to contact me again. ( )




Ex.5. O0epith Hali0iab1I TOIUILHUI BapiaHT BiaAmoBii.

1. Could I speak to Michael Morris?
a) Hold on, please.
b) Don’t go away.

2. Who’s speaking, please?
a) I’m John Smith.
b) This is John Smith.

a) Who are you?
b) Who’s calling, please?
c) What’s your name?

c) All right. ¢) John Smith is speaking.
3. I"d like to speak to Mr. Frost, 4. When can | reach you?
please. a) An hour.

b) Whenever you want.
c) I'll be in all afternoon.

5. Can I call you back later?
a) Yes.

b) Of course, call, yes.

c) Yes, please do.

6. Can you put me through to Alan
Jones?

a) You’ve got the wrong number.

b) I’ll check again.

¢) I’ll find out if he is in.

7. Isn’t that Westbury?

a) No, the number has changed.

b) No, you must have the wrong area
code.

c) Sorry, you may have dialed the
wrong number.

8. You asked me to confirm the dates
of our appointments.

a) Yes, that’s the best time for them.

b) Yes, let me get a diary to write
them down.

c) Yes, they’ll come here soon.

Ex. 7. IlonpauroiiTe B mapax.

Ckunanite aianor (Tene@oHHy po3MOBY ), BAKOPUCTOBYIOUH BIINOBIIHY JIEKCHKY Ta

MoBHI mramnu (10-15 peruik).




