Certificate in Communication Skill

(CCS)
CCS-01
Listening and Oral Communication

Block – 4
Oral Communication -2
UNIT-1

Speaking Skills-3

UNIT-2

Speaking Skills-4

UNIT-3

Telephone Skills

Prof Kalyani Samantray Former Prof. & HOD, English, Utkal University – Chairperson
Prof. Jatin Naik - Prof. in English, Utkal University – Member
Prof. Asim Parhi - Prof. in English, Utkal University – Member
Prof. Ashok Mohanty - Communicative English, SOAU – Member
Dr. Ranjita Pati - Associate Professor, BJB College – Member
Dr. Abhilash Nayak - Regional Director, IGNOU – Convener

Unit
Unit-1

Title
Speaking Skills-3

Unit-2

Speaking Skills-4

Unit-3

Telephone Skills*

Course Writer
Dr. Abhilash Nayak
Prof Kalyani Samantray
Prof. Ashok Mohanty
--

*This course material is designed and developed by Indira Gandhi National Open University (IGNOU),
New Delhi. OSOU has been permitted to use the material.
.

© OSOU, 2017 Listening and Oral Communication is made available under a Creative
Commons Attribution-ShareAlike 4.0
http://creativecommons.org/licences/by-sa/4.0

UNIT 1
SPEAKING SKILLS 3
1.1 Pronunciation practice: problem sounds; uses of a dictionary for
pronunciation practice
1.2 Pronunciation practice: stress and syllables; word stress; contracted forms
1.3 Pronunciation practice: utterance stress; intonation
1.4 Pronunciation practice: speech rhythms, breaking larger utterances into
meaning chunks; Intonation patterns and their use

1.1 PROFICIENCY DESCRIPTORS
The participants will be able to





Articulate a complete idea fluently as opposed to producing fragmented
utterances initiate, sustain, and conclude a variety of communicative tasks
Present and support opinions and points of view in a logical manner
Converse with reasonable accuracy over a wide range of everyday topics
use language functions appropriately
Generally be understood in various work and social contexts

In the present times, speaking English fluently and correctly is a basic requirement for higher
and technical education, getting jobs and for interaction with people from different parts of
India and abroad. To be fluent and correct in speaking in English, certain understanding, a lot
of listening to natural English and practicing speaking are necessary. We need to understand
in what ways spoken English is dissimilar to the way we speak in our MT, in its stress,
intonation and some of the sounds.

The main reasons why our spoken English sounds unnatural are inappropriate use of English
stress, unstress and intonation. Such use results in creating unnatural rhythm in our spoken
English, and does not help in speaking naturally.

We also have to learn some typical usage and conventions of spoken English, eg. using
question forms to request for something; always using polite forms, such as please and thank
you and so on. A simple word to word translating from the MT into English won’t do in natural
English conversation.

In this course, we will learn and practice the natural way of speaking in English. This
course will run parallel to the course on Listening.

1

In this unit, we will practice the production of the Standard English pronunciation.
What do we understand by a standard pronunciation? A standard pronunciation of any
language is a variety used by educated people in their public discourse as in school and
university education, business interactions, government functions, formal meetings,
interviews, media broadcasts and so on. A standard pronunciation or speech is a product of
education without any trace of regional accent or mother tongue influence. Because it is free
of MT influences, it is understood better by a wide variety of listeners. As a result, it is
accepted as the standard by majority of speakers. While speaking in any language, we aim at
using the standard pronunciation for better communication and acceptance.
In case of English, there are a number of standard pronunciation forms, eg. the British
standard pronunciation, the American standard pronunciation, the Australian standard
pronunciation. Although these standards are not widely different from each other, yet there
are some distinctions in sounds and stress in each of these varieties.
In India, we generally learn and use the British standard pronunciation from the time English
education started here. The British Standard English (BSE) has been set as the accepted
system for this course.
1.2. USING A PRONOUNCING DICTIONARY
Pronunciation means how we say words using the sounds of a language. Here we’ll focus on
how we pronounce English words using the sounds of English. Most SL speakers of English
speak not so natural English as they speak with an MT accent.
How we use spoken stress and rhythm is also an important part of pronunciation. For
example, it is important to know which syllables in a word are stressed and how different
patterns of stressed and unstressed syllables are pronounced. There are also common
patterns of intonation in English which enable us to give special emphasis to particular words,
phrases and sentences.
A pronouncing dictionary helps us enormously in getting our sounds and words pronounced
correctly and with proper stress. Such a dictionary provides the sound symbols of English with
examples for ease of access. It also shows the number of syllables a word has.

Why should we learn and use phonemic symbols?
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English alphabet has 26 letters but British Standard English has 44 sounds. As a
result, English spelling is not a reliable guide to pronunciation because
Some letters have more than one sound in different words: eg. ‘a’ in man, gate, tall
Sometimes letter/s in spelling are not pronounced at all: eg. plough, doubt, castle
The same sound may be represented by different letters: eg. fun, rough
Sometimes syllables indicated by the spelling are not pronounced at all: eg. choco-late (3 syllables in spelling) but pronounced chok-lit (2 syllables)

Task 1.2.1
How many sounds are there these words: figure, truth, colour,
social? Say each sound in the words above.
How do you pronounce gh in enough, through and ghost?
How many syllables are there in these words: above, laughed, advertisement,
careful, cinema, table, teacher?
Where are these words stressed: temperature, organise, window, preface?
A pronouncing dictionary will give you all the answers.
As you’d have realized by now, English spelling can be a poor guide to pronunciation.
Phonemic symbols that stand for the sounds of English, in contrast, are a totally reliable guide.
Each symbol represents only one sound consistently.
Here are some good reasons why you should use a pronouncing dictionary and know
phonemic symbols.
You can use a pronouncing dictionary to learn the standard pronunciation of words. The
exact pronunciation of each word is given using phonemic (sound) symbols. The
pronunciation comes right after the word is presented in spelling.
Examples: ghost /gəust/; sugar /ʃugƏ/
Each pronunciation is marked with stress if the word has two or more syllables. Learning
the sounds and the stress production of a word becomes easy. Stress mark is given over and
above the syllable that is stressed.
Examples: ad-ver-tise-ment /ədˈvɜːtɪsmənt/; laughter /ˈla:ftƏ/
You can learn the pronunciation of words independently without seeking help from
teachers or any others. You can also write down the correct pronunciation of a word that
you hear.
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Learning phonemic symbols will help you to understand the importance of vowel
length. Simply knowing that the symbol: indicates a long vowel sound can be very helpful in
distinguishing word meaning in pronunciation.
Examples: peat /pi:t/ pit /pit/
Phonemic symbols are simple keys to learn correct pronunciation of words. They are
also not difficult to learn. Most symbols look like the letters they represent.
p /p/ as in pat
b /b/ as in bat
t /t/ as in tat
m /m/ as in mat
Task 1.2.2
Look up the phonemic chart in dictionary.
Copy the chart.
Say the consonant sound and the words for each given as example.
Produce the vowel sounds taking care to keep long ones long and short ones short.
There is no end to our study of grammar and vocabulary but phonemic symbols are limited,
visual and physical. They may seem challenging at first but it is like learning to swim or ride a
bicycle. Once you can do it, it is easy and you won’t ever forget.
1.3 DEALING WITH THE PROBLEM SOUNDS

You already know the sounds of English that cause problems for SL speakers. These sounds
are /f, v, θ, ð, ʃ, z, ʤ, ȝ/. You have listened to these sounds and how they are pronounced
in words and utterances. You’ve also done some production practice. You’ll do some
activities here with the help of the pronouncing dictionary.
Activity 1.3.1
Use the pronouncing dictionary to look up each word given
below. See the pronunciation of the sounds and stress, if used.
Produce the words with the stress and the sounds properly articulated.
Spelling

Example words

f, ph, gh
as in

fun, graph, rough

Sound
symbols
F

v as in

van, even, leave

v

Position of lips/teeth and tongue

lower lip & upper
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teeth for f/v

θ/ ð
th as in

think,
breath

author,

th as in

θ
ð

the,
breathe

other,

sh as in

ʃ

z, s as in

ship, ashore, fish

z

j, dge as
in

zero, his, these

ʤ

jeep, ajar,
bridge

ȝ

(the pics for the rest of the problem
sounds to be drawn)

judge,

-su- as in
measure, pleasure

Listen to the sounds, and words and utterances in which they occur. Produce them as
directed.
Activity 1.3.2
Listen to the words with the sounds f/v.
Notice how these words are produced with proper sounds and stress.

fan
ferry
leaf
off
fast
fat
fee

van
very
leave
of
vast
vat
V

fine
half
life
proof
safe
belief

vine
halve
live (adjective)
prove
save
believe

fail veil
fear veer
feel
veal
fender vendor
grief
grieve
staff
starve
surf
serve

Listen again. Produce after each word has been said.
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Activity 1.3.3
Listen to the words and the expressions with the [θ] sound.
Also, listen for stress in words and utterances.
Produce the words and the utterances with correct stress and sounds. You’ll get
time for this after each listening.
Words
thin, toothbrush, marathon, healthy, truthful, wealthy, athlete, cloth, moth, math, tooth,
fifth, beneath, path, month
Utterances
Thanks for coming!
Just think about your health.
The truth is I came third in the writing exam..
It was a breath of fresh air.
I thought to become an author.
Listen to the words and the expressions with the [ð] sound.
Listen for stress in words and utterances.
Produce the words and the utterances with correct stress and sounds. You’ll get
time for this after each listening.
Words
that, then, than, the, they, their, them, these, this, those, though,
themselves feather, weather, together, father, mother, brother, other, either
Utterances
Those babies are playing together!
I can’t breathe well in this weather.
Either they or their brother will come to the party.
Please stop bothering them about this issue.
The feathers of these birds are more colourful than those of the other birds.
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Activity 1.3.4
Listen to the words and the expressions with the[ʃ] sound. Notice the different
pronunciation of [s] and [ʃ].
Listen for stress in words and utterances.
Produce the words and the utterances with correct stress and sounds. You’ll get
sea she
seat sheet
see she
sock shock
save shave
seen sheen
sell shell
sew show
sign shine
sip ship
sop shop
sue shoe
seal she’ll

so show
sofa chauffeur
sore sure
sort short
son shun
sun shun
saw shore
seed she’d
single shingle
seep sheep
seize she’s
sigh shy
scene sheen

sin shin
sale shale
ass ash
plus plush
puss push
crass crash
crust crushed
mass mash
mess mesh
sack shack
said shed
sake shake
sank shank
same shame

Time for this after each listening.
Utterances
Shake hands with Sheila.
She bought a shampoo from this shop.
She shared her ice cream with us.
The sheep are grazing grass.
The sun gives us a good shine every day.
The ships will arrive tomorrow.
He washed his shirt.
These shoes are for hiking.
I’ll shop for groceries.
She washes her hair in the shower.
She feels shy among strangers.

Activity S1a.vii
/ʤ/ and /z/

7

Listen to the words with these sounds: /ʤ/ and /z/. Notice how these sounds are
different from the Odia /dz/ sound.
Produce each word two times with proper stress and sounds.
job
join
age
college
suggest
religion
age
cage
siege
stage
wage
rage
rage

general
judge
joy
jealous
major
energy
pays
Ks
sees
stays
ways
raise
rays

forge
fridge
gip
Jew
siege
strange
tinge

large
message
knowledge
huge
subject
management
fours
frizz
zip
zoo
seize
strains
tins

Listen again and produce the words with proper sound.
Listen to each sentence below two times. Notice the pronunciation of the sounds
and also stress. Produce each sentence carefully.
Our age is just a number.
I’ll raise the standard of my speaking.
I want to be a stage actor.
This music sounds strange.
Sun rays are bright today.
I work two days a week in a zoo without any wage.
I clean the animal cages.
Monkeys behave in their funny ways.
Problem vowel sounds
Some English vowel sounds are also problematic. These are /Ə, З:, Ʌ/, vowels that are either
long or short, and double-element vowel sounds.
/Ə, З:, Ʌ/ vowel sounds are not there in Odia, and most other Indian languages. These
sounds are there in these example words:
sound

word

pronunciation
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Ə

about

Əbaut

З:, Ʌ
Therefore, we tend to pronounce o/
1.4 Syllable and word stress
You have already listened to and produced words with proper English stress. In English, all
words with more than one syllable is stressed on one syllable. The other syllable/s remain/s
unstressed. Production of stress creates emphasis on a syllable in a word. This is natural in
English pronunciation.
We’ll first discuss syllables and, then, discuss word stress.
A syllable is a unit of pronunciation that must have at least one vowel sound. It may or may
not have consonant sound/s before or after it.
Examples
Common syllable structures in English
word (one syllable)

sound/s

(v = vowel sound & c = consonant sound)

I

/ai/

(one v sound)

eye

/ai/

(one v sound)

at

/æt/

(v+c)

car

/ka:/

(c+v)

cat

/kæt/

(c+v+c)

cry

/krai/

(c+c+v)

act

/ækt/

(v+c+c)

cast

/ka:st/

(c+v+c+c)

chest

/tʃest/

(c+v+c+c)

crash

/kræʃ/

(c+c+v+c)

crate

/kreit/

(c+c+v+c)

crashed

/kræʃt/

(c+c+v+c+c)

strap

/stræp/

(c+c+c+v+c)

straps

/stræps/

(c+c+c+v+c+c)

springs

/spriŋz/

(c+c+c+v+c+c)
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If words have more than one syllable, each syllable will have a vowel sound.

For example:
words with two/more syllables
wa-ter

syllable structure
wᴐ:-tə

(2 syllables)

cv – cv
de-part-ment

di-pa:t-mənt (3 syllables)
cv-cvc-cvcc

e-du-ca-ted

e-dʒu-kei-tid

(4 syllables0

v-cv – cv - cvc

In each word with more than one syllable, one of the syllables is stressed. This is called word
stress. Word stress is fixed in English. The stress is marked ` above the stressed syllable. See
in which syllable these words receive stress:
`wa-ter

de- `part-ment

e-du-`ca-tion

em-ploy-`ee

The stressed syllables are pronounced with emphasis. They sound longer and stronger than
the unstressed syllables.
Activity 1.4.1
Look up your dictionary for 2-syllable words (10), 3-syllable words (10) and 4syllable words (10). The words should have different spelling patterns. (eg. 2syllable: cater, marine, 3-syllable: membership, triangle)
Check for stress in each word in the dictionary.
Pronounce these words with proper stress.
Remember to pronounce the unstressed syllables in a weak manner.

1.5 Pronunciation practice: utterance stress, speech rhythms, breaking larger utterances
into meaning chunks; Intonation patterns and their use
Utterance stress
Words are stressed in English according to some rules and sometimes following meaning
requirements. Utterances are stressed so that proper meaning is created.
Now, see the examples below. Words in bold receive utterance stress, which means those
are heavily emphasized. Think if the two utterances will mean the same to you.
-

I’ll walk home. (nowhere else)
I’ll walk home. (not by any type of transport)
I’ll walk home. (I know how I’ll go home; I don’t know about others)
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Utterance meanings can change with shifting the stress from word to word. In speaking
contexts, we unconsciously choose the words to emphasize depending on what meaning we
want to express. However, some words are always stressed, heavily or less heavily, while
some others generally remain unstressed.
Most utterances have two basic types of word:
Content words
Content words are the key words of a sentence. They are nouns, main verbs, adjectives and
adverbs. They are important words because they carry independent meaning.
Structure words
Structure words are not very important for meaning since they generally do not have much
independent meaning. For example, he, will, on, a - these words have no definite meaning
outside an utterance. Their function is to make sentences grammatically correct. They give
the sentence its correct structure.
Pronouns, conjunctions, prepositions, articles and determiners are structure words.
These are generally not stressed while used in speaking.
If we remove the structure words from a sentence, we may still understand the sentence.
But if we remove the content words from a sentence, we won’t understand the sentence.
Imagine that you received this message from a friend: sold house; gone Delhi.
This sentence is not complete. It is not a so-called ‘grammatically correct’ sentence but you
still understand the message of the friend: ‘I sold my house and I have gone to Delhi’. Some
words have been added here: I, my, and, have, to, which make the sentence structurally
complete and grammatically correct but the information is mainly the same. These are
unstressed in speech.
In the sentence, the four key words (sold, car, gone, Delhi) are stressed. The other words are
unstressed. This stress and unstress patterns create the rhythm of the English language. The
rhythm changes the speed at which we speak (and listen to) the language. The time between
each stressed syllable is more or less the same in English.
The words that are stressed or unstressed in utterances are determined in the following
ways:
i. Words important for meaning are stressed
We saw this in the sentence ‘I sold my house and have gone to Delhi’. Let’s see some more
utterances in which the words important for meaning have been highlighted. One can get
meaning by saying or listening to those words.
A: What time is it?
B: It’s six o’clock.
A: Are you ready for the film?
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B: Not yet. I’ll take some more time.
Do you see that the highlighted words will be stressed and those not in bold will remain
unstressed.
ii. Content words are stressed and structure words remain unstressed.
In utterances, nouns, main verbs, adjectives and adverbs are stressed because they carry
meaning independently. They are called ‘content words’. Pronouns (I, you, they),
conjunctions (and, but, so), prepositions (in, on, at), auxiliary verbs (do, be-forms, modals,
have) and articles (a/an, the) are structure creating words, and are not essential for
meaning. Therefore, they are normally unstressed. Read the conversation above to check
this point.
iii. Words used for contradictions and citation are stressed.
Utterance stress is used for contradicting or stating a different idea. See the following
conversations:
Conversation 1
A: I heard you have seven sisters!
B: Seven sisters? Are you crazy? I have seven cousins! (contradiction)
Conversation 2
A: Where’s your book? It’s not on the table.
B: I didn’t say it’s on the table. I said it’s under the table. (contradiction)
Conversation 3
Teacher: Fill in the blanks using a, an or the. (citation)
Ss: All right, Sir.
Task 1.5.1
Now, listen to the conversations for utterance stress.
Conversation 1
A: I heard you have seven sisters!
B: Seven sisters? Are you crazy? I have seven cousins! (contradiction)
Conversation 2
A: Where’s your book? It’s not on the table.
B: I didn’t say it’s on the table. I said it’s under the table. (contradiction)
Conversation 3
Teacher: Fill in the blanks using a, an or the. (citation)
Ss: All right, Sir.
Listen again, and produce with proper stress and intonation.
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iv.

New information
In utterances, words that carry new information are always stressed. Check in the
conversation below:
A: Where are you from?
B: I’m from Koraput.
A: How far is it from here?
B: A night’s journey.
Task 1.5.2
In the utterances below, underline the words that would be
stressed. State the reason for each choice of yours.

Advisor: Now, Ajit, how can I help you?
Student: Well, I'm thinking about transferring to a different college, but I'm not sure ... I
was hoping you could help me make a decision.
A: I'll try. Where are you thinking of transferring to? And why do you want to leave
Jivan University?
S: Um...I'm thinking of going to Central University, because it's in my hometown. I've been
kind of homesick here this year, and I haven't made many friends...I just feel so lonely. So, I
thought that, maybe, it'd be better to be closer to my parents and friends.
A: I see. And would you keep the same major if you transferred? What is it? Business
Administration?
S: Yeah, I would. The credits I've earned here will transfer to Central. I've already checked.
Now, role-play the conversation with a friend. Make sure that you produce the
stressed syllables with emphasis and glide over the unstressed syllables.

Utterance stress and contracted forms of words
Words that are unstressed in an utterance are produced quickly in a contracted or weak
manner. Generally, the structure words are the ones that become contracted in conversation.
These contracted or weak forms are produced without any emphasis. Many of the sounds in
the unstressed forms are lost and not pronounced.
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Examples:
Spelling

Pronunciation of weak forms with loss of sounds

are

ə ( as in ‘we are’= wiə)

will

l

would
sound]

d (as in ‘he would= hi:d) [the : indicates a long vowel

and

(as in ‘I will’= ail)

nd/n (as in ‘bread and butter’= bredn bɅtə)

The unstressed weak forms and the stressed words/syllables together create the typical
natural rhythm of spoken English. You have to listen a lot to standard English
conversation/speech to capture how the two types are pronounced, and how the rhythm is
created.
Most second language speakers of English do not sound natural as their production of
stressed words/syllables and unstressed words/syllables are not properly pronounced. We
tend to say each word in English with more or less equal stress. This is not how English is
spoken.
Task 1.5.3
See these examples where the contracted parts have been underlined. Listen to the
utterances carefully for the contracted forms. You’ll learn later about the pronunciation
symbols that follow. (recording to be done of the following)
Writing

Speaking

[standard pronunciation]

I am a boy.

I’m a boy

/aəmə bᴐi/

We will be home.

We’ll be home

/wi:l bi həum/

I have a gift for you.

I’ve a gift f you

The mango is ripe.

The mango’s ripe /ðə mæ gəuz raip/

All of us are present.

All ov us er present

/aivə gift fjə/

/ ᴐ:l əvəsə preznt/
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Weak forms
Structure words which are normally pronounced in their weak forms
1. determiners:

a/an, the, some, his, her

2. pronouns:

he, him, his, her, us, them, there

3. conjunctions

and, as, but, than, that

4. prepositions

at, in, on, for, from, of, to

5. ‘be’ forms

am, is, are, was, were

6. auxiliaries

have, has, had, do, does

7. modals

shall, should, will, would, can, could, must
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UNIT 2
SPEAKING SKILLS 4
Structure
2.1. PRONUNCIATION PRACTICE: BREAKING LARGER UTTERANCES INTO MEANING
CHUNKS
2.2 PRONUNCIATION PRACTICE: SPEECH RHYTHMS
2.3 Intonation patterns and their use
2.1. PRONUNCIATION PRACTICE: BREAKING LARGER UTTERANCES INTO MEANING
CHUNKS
When we speak, we can’t continue without taking small breaks or pauses. Pauses are
extremely important in speaking from two perspectives: the speaker’s and the listener’s.
As speakers, we pause in order to breathe, else. We’ll seriously damage ourselves. For
listeners, pauses in what they listen to help them process the information in order to
understand properly. If you listen to someone who doesn’t break at all, after a point, your
mind will not capture what the speaker speaks, you can’t understand what is said.
Where do we pause when we speak? We pause at points where the meaning is not broken.
For example, we take longer pause at the end of each sentence/utterance. A short pause is
marked /, and a longer one is marked //.

Task 2.1.1
i.
Listen to this story. How much of it do you understand? State why.
ii.
Listen to the story again. How much do you understand this time? State why.
iii.
Listen for a third time. Why do you understand the story better now?
Task 2.1.2
It’s your turn to read aloud texts with appropriate pause and stress.
You’ll have to use a pronouncing dictionary to find out how words are stressed.
The passage below has been marked for stress and pause in the first two sentences.
You mark the rest of the passage for stress and pause.
Then, read to yourself first producing stress and pause at the right places.
Read the passage aloud to a friend/teacher. Remember to use stress and pause
at the right places.
A ‘farmer had some ‘puppies/ he ‘wanted to ‘sell.// He ‘wrote an ‘advertisement to ‘sell
‘four ‘pups.// A ‘little ‘boy came ‘by/ and ‘said,/ "I ‘want to ‘buy one of your ‘puppies."//
"Well, these puppies cost a good deal of money," said the farmer.
The boy pulled out a handful of change from his pocket. "I've got twelve rupees. Is that
enough to take a look?" he asked.
"Sure," said the farmer. And with that he let out a whistle. Out from the doghouse ran the
mother followed by four little balls of fur. The little boy’s eyes danced with delight. As the
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dogs made their way to the fence, the little boy noticed another little ball appearing from
the doghouse. This one was noticeably smaller. Then in a somewhat awkward manner,
the little pup began hobbling toward the others, doing its best to catch up.... "I want that
one," the little boy said, pointing to the last one.
The farmer said, "Son, you don't want that puppy. He will never be able to run and play
with you like these others would."
The little boy stepped back from the fence, and began rolling up one leg of his trousers. He
revealed a steel brace running down both sides of his leg attaching itself to a specially made
shoe. Looking back at the farmer, he said, "You see sir, I don't run too well myself, and he
will need someone who understands." With tears in his eyes, the farmer reached down and
picked up the little pup.
“How much?" asked the little boy.
"No charge," answered the farmer, "There's no charge for love."

Task 2.1.3
Listen to the same passage for stress and pause.
Also, notice how the unstressed words and syllables are produced.
A farmer had some puppies he wanted to sell. He wrote an advertisement to sell four
pups. A little boy came by and said, "I want to buy one of your puppies." "Well, these
puppies cost a good deal of money," said the farmer.
The boy pulled out a handful of change from his pocket. "I've got twelve rupees. Is that
enough to take a look?" he asked.
"Sure," said the farmer. And with that he let out a whistle. Out from the doghouse ran the
mother followed by four little balls of fur. The little boy’s eyes danced with delight. As the
dogs made their way to the fence, the little boy noticed another little ball appearing from
the doghouse. This one was noticeably smaller. Then in a somewhat awkward manner, the
little pup began hobbling toward the others, doing its best to catch up.... "I want that one,"
the little boy said, pointing to the last one.
The farmer said, "Son, you don't want that puppy. He will never be able to run and play
with you like these others would."
The little boy stepped back from the fence, and began rolling up one leg of his trousers. He
revealed a steel brace running down both sides of his leg attaching itself to a specially made
shoe. Looking back at the farmer, he said, "You see sir, I don't run too well myself, and he
will need someone who understands." With tears in his eyes, the farmer reached down and
picked up the little pup.
“How much?" asked the little boy.
"No charge," answered the farmer, "There's no charge for love."

Utterance stress is what gives English its rhythm or ‘beat’. You remember that word stress is
emphasis on one syllable within a word. Utterance stress is emphasis on certain
words within an utterance. Other words go unstressed and are glossed over in
pronunciation.
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2.2 PRONUNCIATION PRACTICE: SPEECH RHYTHMS
Every language displays a natural rhythm when it is spoken.
Task 2.2.1
Listen to these recordings.
- According to your MT (Odia/Hindi/Bangla), state which of the two recordings sound
natural in each language.
- Say which one is better for understanding and communication in your MT.
(2 recordings for each: Odia/Hindi/Bangla; one with natural rhythm & one with unnatural
rhythm)
It is the same in English when we think about speaking naturally. A natural rhythm in
English is understood better and is widely accepted in communication.
The problem with most Indian speakers of English is our speech sounds like our mother
tongue since we use the MT stress and intonation patterns in our pronunciation that
produce an extremely unnatural English.
Task 2.2.2
Listen to these utterances for their stress and
rhythm. Then, produce each utterance by beating
rhythm. Basic rhythm patterns
i.
da DA
(He slept. She cooks. It sings. They ran. It flies. I ate.)
ii.
da da DA
(Let me go. Come again. He is hurt. On we go. I will jump.)
iii.
da DA da
(He likes me. We went there. They searched that. I heard it. We saw you.)
iv.
DA da da
(Go for it. Stay a while. )
v.
da da DA da
(We didn’t like that. Do you want more? She was sad then. Where’s the book, Raj?
They aren’t home now.)
vi.
da da da DA
(We need a change. This dress is good. What do you want? What a nice scene! I speak
the truth. You are my friend.)
vii.
da da da DA da
(I shouldn’t have gone there. He may not find it. Maybe I would buy that. )
viii.
da da DA da da
(You are not in it. We can jump from there. )
ix.
Varied rhythms
I have never liked the colour green. I prefer blue.
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Motorcycles can be fun to drive. They can be dangerous if you are careless.
Sumi got a job in Infosys. She’ll be posted in Pune.
Not everyone likes chocolate ice-cream. I love that.
Diwali is my favourite holiday. I love the crackers.

Task 2.2.3
i.

Listen first to the ‘nonsense words’ which show the rhythm of the sentences.
Then, speak the sentences aloud with proper rhythm. The mark ` above a
syllable is the stress mark. It indicates that the syllable under it is stressed.
DA di di DA

di di DA

`Ron is in ‘front of the `room.
`Mom is a`way

for the `night.

`Nice is a `town by the `sea.
ii.

Find the right matches between the rhythm and the utterance.
di DA di

i. Try to read.

di DA di di

ii. You promised to call.

di DA di DA

iii. I’d like to rest.

di DA di di DA

iv. It’s stolen.

DA di DA

v. I stepped on it.

iii. Listen to the rhymes and repeat by beating rhythm.
a. Hickory dickory duck
The mouse ran up the clock.
The clock struck one.
The mouse ran down.
Hickory dickory duck
b.

Simple Simon met a pieman going to the fair
Said Simple Simon to the pieman, “Let me taste your ware.”
Said the pieman to Simple Simon, “Show me first your penny.”
Said Simple Simon to the pieman, “Indeed, I don’t have any.”

c. Once I saw a little bird com hop, hop, hop.
So I cried, ‘Little bird, will you stop, stop, stop?’
I was going to the window
to say, "How do you do?”
But he shook his little tail,
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and far away he flew.

2.3 Intonation patterns and their use
When we speak, we don’t speak in monotones. The pitch of our voice varies depending on
how we want to say something. The meaning of what we say depends more on how we say
something rather than what words or expressions we use.
In this section, we’ll learn to listen and understand meaning by focusing on intonation and
stress. We’ll also learn how to produce English intonation appropriately to sound natural.
We’ll learn three intonation patterns, the most used ones, out of a variety of patterns. These
are: the falling intonation, the rising intonation and the fall-rise intonation.
Notice how meaning is expressed in these examples by using intonation:
Situation 1
(a girl who is very angry with her friend)
Friend: Would you like some coffee?
Girl: I hate coffee! (She actually wants to express her anger with her friend.)
Situation 2
(the same girl is happy with her friend)
Friend: Would you like some coffee?
Girl: I love coffee! (She actually wants to express her happiness.)
In the two situations, the girl uses the expressions related to coffee but her meaning is not to
talk about coffee at all. If you notice carefully, what you say (your words) and what you mean
do not always match. Now think how the girl would have said the utterances in the two
different situations above. She would have two very different ways; in other words, two
different intonation patterns. This is what intonation does to our speaking. We can use words
or expressions to mean differently from the words/expressions used. This is achieved by using
different tones of speaking.
Intonation is how the voice rises and falls in speech. The three main patterns of intonation
in English are: falling intonation, rising intonation and fall-rise intonation.
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Falling intonation
In English, falling intonation is associated with completeness. Falling intonation is used for
asking and giving information in normal, quiet, unemphatic style. At the same time, falling
intonation conveys certain emotions, such as completion, finality, and confidence. Falling
intonation sounds more categorical and convincing than rising intonation.
The falling tone is realised on the last important content word. It can occur only on a stressed
syllable.
We use a falling tone
i.

generally when we are at the end of our utterance in statements, eg. I went to the
university ↘yesterday.

ii.

when asking wh-questions, eg. Where have you ↘been? /Where have you been for so
↘long? / How much ↘is it?/ Have you a con↘formed ticket?

iii. when giving a command, eg. ↘Stop the noise./ Sit ↘down.
iv. in exclamatory sentences, eg. What a wonderful ↘book! I ↘love full moon nights!
v.

in tags when used for confirmation, eg. You live in Puri, ↘don’t you?

vi. in the last item in listing or counting, eg. ...chairs, tables, benches and ↘cupboards.
Activity 2.4.1
Listen to the following utterances. Notice carefully how falling tone is realised in each.
i.
I went to the university ↘yesterday. I met my professor there. I asked her about
the exam dates.
ii.
Where have you ↘been? /Where have you been for so ↘long?
iii.
Have you a con↘formed ticket? You can’t travel with↘out one.
iv.
↘Stop the noise. Sit ↘down. ↘Read the book.
v.
What a wonderful ↘book! I’ll finish reading it in ↘one day.
vi.
I ↘love full moon nights! How bright and dazzling everything ↘looks!
vii.
You live in Puri, ↘don’t you?
viii.
We have met before, ↘haven’t we?
ix.
This classroom needs chairs, tables, benches and ↘cupboards.
x.
Tr (taking the roll): One, two, three....sixteen, seventeen... ↘twenty-eight.

Listen again and produce each utterance with proper stress and intonation.
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Activity 2.4.2
Listen to the following utterances for stress and intonation. After listening to each
utterance, say them with proper stress and intonation.
i.
ii.
iii.
iv.
v.
vi.
vii.
viii.
ix.
x.

Where do you ↘live?
We live in ↘Dhenkanal.
How old is your ↘friend?
She is ↘twenty years old.
↘Walk for mile. ↘Don’t be lazy.
He didn't have a ↘car. He ↘bought one. What a ↘beauty it is!
I don't ↘want to call her. She’s ↘busy!
We have plans to throw a ↘party, ↘haven’t we?
I think we are completely ↘lost.
OK, here’s the maga↘zine you wanted.
Where’s the nearest ↘post-office?
What time does the film ↘finish?

Notice that in the above utterances, the intonation is not initiated on the last
content word but on the most important content word.
Read the following conversation. Mark the falling intonation on the last important
content word. Find out which is new and the most required information in each
utterance to note the last important content word.
Conversation 1
A: How many people are there in your family?
B: There are five people in my family.
A: Who are they?
B: They are my mother, my father, my brother, me and my dearest grandma.
Conversation 2
A: How old is your grandma?
B: Oh, she’s very young. Only sixty seven...
A: I see! She does all her work by herself, doesn’t she?
B: Yes, she does! Also, she cooks good dishes for me, keeps the house clean and looks after
the garden.
Conversation 3
Customer: Waiter! Can I get a menu please?
Waiter: Here you are, Sir!
Customer: Thank you! What kind of soup is that?
Waiter: It is tomato soup with lemon and butter.
Customer: I’ll have the tomato soup, a veg salad and a cheese toast.
Waiter: Thank you, Sir!
Customer: What’s your special menu for lunch tomorrow?
Waiter: Veg pilaf with masala fish!
Customer: That sounds delicious! I’ll come back tomorrow again.
Practice the conversations with a friend. Produce with proper stress
and intonation.
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Rising intonation
In English, rising intonation is associated with non-finality, incompleteness, question,
surprise, doubt, hesitation, interest, request and suggestion, politeness, and even insecurity.
We use a rising tone
i. to ask yes-no answer questions, eg. Do you go there ↗often?/ Are you ready to ↗ start?
ii. in introductory phrases/clauses, eg. If you’re ↗home, please keep my ↘letters./ When I
was walking in the ↗ park, I saw some interesting ↘birds.
iii. in alternative questions, eg. Does he speak ↗English or ↘German?
iv. in making requests, eg. Pass the ↗salt please.
v. to express doubts, eg. I’m not ↗sure./ I don’t ↗think I can ↗do this.
vi. in enumerating, eg. ↗One, ↗two, ↗ three, ↗ four, ↘five.
vii. in tags for confirmation or seeking information, eg. It's a beautiful town, ↗isn’t it? (The
speaker thinks that the town is beautiful but not sure so asks for opinion and
confirmation.)
(Notice the use of falling tone as well in the utterances.)
Activity 2.4.3
Listen two times to the following utterances for rising tone. Then, produce the
utterances with rising tone.
Did you see her in the ↗library?
Can you help me with the as↗signment?
In three ↗hours, I’ll be ↘home.
How you ↗do it is ↘your problem.
Do you like ↗folk music or ↘pop music?
Will you ↗come with me or ↘stay home?
↗One, ↗ two, ↗three, ↗four, ↘five.
I like ↗sunshine, ↗rain, ↗snow and ↘moonlight.
This dress ↘fits you, ↗doesn’t it?
We can’t ↘catch the train, ↗can we?
Sit ↗down.
Please call your friend ↗in.
I hear the Health Centre is ex↘panding. So, is he the new ↗doctor?
Are you ↗thirsty? Would you like a ↗drink?
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Listen again for both rising and falling tones in the above utterances. Produce the
utterances with proper intonation.
Notice that in the above utterances, the intonation is not initiated on the last content
word but on the most important content word.
Read the following conversation. Mark the falling intonation on the last
important content word. Find out which is new and the most required
information in each utterance to note the last important content word.
Conversation 1
A: Tell us something about yourself.
B: I’m Shraddha. I did BCA and MBA from Udan University. My interests are programming,
hardware and customer services.
A: That sounds good. Tell us more about programming.
B: I’ve experience with Java and C++. I can build a user interface that handles end user
input, reads data from databases, and writes data to files and databases. I’ve created
programmes for IT companies like TLS and DataVision.
Conversation 2
A: Why do you think you are suitable for this job?
B: I have the essential qualifications required for the job. I did BBA and MBA with HR and
Marketing as my focus. But more than that, it is my experience with customer care.
During BBA, I did a three-month internship with CF International. The company deals with
electronic goods. So, there is a lot of business with retailers. I worked in the marketing
sector and dealt with customers.
Conversation 3
A: How about your MBA course?
B: During my MBA course, I interned with Suffal General Trading. My assignment was
a desk job. I handled customer complaints and requirements. I saw to it that customer
requirements were met at the earliest. I also did not keep complaints pending.
Practice the conversations with a friend. Produce with proper stress and intonation.

Change of standard patterns
Mani wants to quit her ↘job. (giving information)
Mani wants to quit her ↗job. (expressing surprise/ asking an informal question)
Where are you ↘from? (standard intonation when asking for information)
Where are you ↗from? (sounds more interested, more polite)
Ex↗cuse me, can you explain the point again? (asking to repeat what was said)
Ex↘cuse me, I’m sorry for the delay. (apologizing or attracting attention)
Sit ↘down. (order/ command)
Sit ↗down. (request)
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Have you washed the ↘clothes? (The answer "yes" is expected.)
Have you washed the ↗clothes? (Standard intonation when asking for information.)
Can I speak to the ↗manager, please? (Standard informal request.)
Can I speak to the ↘manager, please? (Sounds like a command; the answer "yes" is
expected.)
Question: Ex↗cuse me, could you tell me where the university ↗library is? (seeking
information)
Answer: Across the ↗street. (Meaning: Do you see it?)
Q: How long did you stay in ↗Bhubaneswar?
A: I stayed there about a ↗week. (Meaning: I'm ready to continue this conversation.)

Activity 2.4.4
Listen to stress and intonation in the utterances below. Practice production of each
utterance.
Mani wants to quit her ↘job. (giving information)
Mani wants to quit her ↗job. (expressing surprise/ asking an informal question)
Where are you ↘FROM? (standard intonation when asking for information)
Where are you ↗from? (sounds more interested, more polite)
Ex↗cuse me, can you explain the point again? (asking to repeat what was said)
Ex↘cuse me, I’m sorry for the delay. (apologizing or attracting attention)
Sit ↘down. (order/ command)
Sit ↗down. (request)
Have you washed the ↘clothes? (The answer "yes" is expected.)
Have you washed the ↗clothes? (Standard intonation when asking for information.)
Can I speak to the ↗manager, please? (Standard informal request.)
Can I speak to the ↘manager, please? (Sounds like a command; the answer "yes" is
expected.)
Question: Ex↗cuse me, could you tell me where the university ↗library is? (seeking
information)
Answer: Across the ↗street. (Meaning: Do you see it?)
Q: How long did you stay in ↗Bhubaneswar?
A: I stayed there about a ↗week.

Fall-rise intonation
This is a combination tone where both the fall and the rise are used. In this intonation pattern,
the pitch of the voice first falls and then rises. We use fall-rise intonation at the end of
statements when we want to say that we are not sure, or when we may have more to add.
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The fall-rise expresses nonfinality, signals continuation of the utterance, and may express polite warning,
suggestion, correction and contrast. We use fall-rise intonation with questions, especially when we
request information or invite somebody to do or to have something.
In a fall-rise, the voice falls down and goes up within one word, or inside a short phrase.
Activity 2.4.5
Listen to the following for the production of fall-rise. Notice
where the fall-rise is produced.
I ↘don’t support any tennis player at the ↘mo ↗ment (fall-rise in a word). (meaning: but I may
change my mind in future).
It ↘didn’t rain as expected in the ↘first ↗week (fall-rise in a phrase). (meaning: but things
improved after that).
If you don’t ↘hurry ↗up, we’ll miss the train. (meaning: polite warning)
He↘↗llo! What a sur↘↗prise! (meaning: expression of extreme surprise)
Is this your ↘room↗mate? (meaning: polite question)
Would you like another ↘cof↗fee? (meaning: requesting)
↘What? You lost my ↘↗ notes? (meaning: surprise and anger)
Listen to the utterances again. After each utterance, repeat saying with proper intonation.
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3.0

OBJECTIVES

After reading this Unit, you will be able to:








differentiate between face-to-face and telephone conversation;



understand the importance of having good telephone skills;



identify different parts of a telephone conversation;



manage different kinds of people;



know the appropriate language required for effective telephone
conversation; and



follow a suitable telephone etiquette.

3.1

WARM UP

Go through the following statements and tick mark “True” or “False” against
each:
1) I always speak softly on telephone.

True ( )

False ( )

2) I switch off my mobile phone or keep it on silent mode in cinema halls.
True ( )False ( )
3) I don’t eat while speaking on the phone.

True ( )

False ( )
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4) Whenever I see a “missed call” on my mobile phone, I immediately return
the call.
True ( ) False ( )
5) I never phone a person at odd hours.

True ( )

Telephone Skills

False ( )

6) I always greet any caller by saying “good morning” etc. True ( ) False ( )
We often get irritated when we receive too many telephone calls. It is also a
known fact that we waste a great deal of time on the telephone.
Why do telephone calls sometimes irritate us? List five reasons for being
irritated by phone calls:
Reasons:
1) ......................................................................................................................
2) ......................................................................................................................
3) ......................................................................................................................
4) ......................................................................................................................
5) ......................................................................................................................

3.2 READING COMPREHENSION:
FACE
CONVERSATION
TELEPHONE CONVERSATION

FACE-TOVERSUS

How is a telephonic conversation different from a face-to-face one?
You may often have heard people talk about their nervousness while dealing
with office situations, especially over the phone. Some people feel that face-toface communication is usually easier, clearer and more effective than telephone
conversation. There are, decidedly, many advantages to having a face-to-face
conversation. Facial expressions, gesticulations, visual aids, all come in handy
while conveying information when the person you are communicating with is
in front of you.
In a telephonic conversation however, you have to convey all you want to say in
clearly stated words. Help can come only in the form of voice modulation and
stress. Choice of words becomes more critical here, where the listener may need to
visualize what s/he is hearing merely from the description being given to her/ him.
And since you cannot see the listener, you need to confirm if important information
has been correctly heard and understood. You can do this by asking the person to
repeat what you have said. On the other hand, if you are the one receiving the
information, you may need to confirm it by repeating it yourself.

Additionally, business conversations over the telephone are usually to-thepoint. You would certainly not want to call back if you forgot to ask for or tell
something of significance. Hence, before having a telephonic business talk, you
need to make sure that you note down, either mentally or on paper, every point
you would like to cover and tick it as you go along. This kind of preparedness
will, of course, help even in a face-to-face conversation.
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All of these probably make it seem like it is actually a disadvantage to have
shop-talk on the telephone. That, as we all know, is definitely not the case,
because the advantages of the telephone in business are many.
Telecommunication has made work more efficient in many ways. It saves time
and the need to travel long distances. Tele and video conferencing has made it
possible to have group discussions and meetings with our business associates
in distance places where we can actually see them. Looking at the larger picture,
this cutting down on travel means fewer vehicles on the road, less air and noise
pollution, and perhaps slowing down the speed of global warming to some
extent at least! At the same time we are also saving the hours which we would
waste travelling those distances.
Self Check Exercise
Note: i) Write your answers at the space given below the questions.
ii) Check your answers with the answers given at the end of this Unit.
Answer the following questions based on the text given.
1)

What are some of the tools that help in understanding a face-to-face
conversation?
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................

2)

Why is the choice of words more critical in a telephone conversation than
when people are facing each other?
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................

3)

How can you use your voice more effectively, especially in a telephone
conversation?
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
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4)

How can you make sure that the person listening to you has correctly absorbed
the important information you are trying to convey, and vice versa?

Telephone Skills

......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
5)

How can you ensure that you do not miss giving or getting all the
information you wanted to, before you end the conversation?
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................

3.3 VOCABULARY: TELEPHONE LANGUAGE
Activity
1)

These are some sentences commonly used in telephone conversations.
Complete these sentences by choosing the missing words from the box.
after

back

calling

in

hold the line

moment

reach

ring up

see

checked

confirm

dialed

stand

phone

mobile

extension

bothered

i)

Hello, who’s this ……………….?

ii)

Just a ………………., please.

iii) I’ll ………………. if she’s here.
iv) I’ll get the information you want; ………………., please.
v)

You asked me to ………………. when I was in town again.

vi) Sorry, he’s not ………………. at the moment.
vii) You can ………………. him any evening ………………. six o’ clock.

viii) Well, I can ring ………………. later if it’s convenient.
ix) Isn’t that 1421? That’s what I ………………., I think.
x)

No, this is the wrong ……………….; I’ll put you on to the switchboard.

xi) Sorry to have ………………. you.
xii) He’s not in the office at the moment. But I can try to find him on the
………………. .
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xiii) This is how things ………………. at our end. I’m afraid there’s
nothing we can do about it.
xiv) I’ve ………………. up on the prices you asked about.
xv) Now I can ………………. the arrangements we made.

3.4

EFFICIENT TELEPHONING

It is very essential to ensure that telephone conversations are made
professionally and efficiently. It is a known fact that the success of any
organisation depends on customer / client satisfaction. It is also a known fact
that the first contact is mostly made over the telephone. These new and potential
customers / clients will not return unless they are treated professionally and
courteously. Often organisations forget this fact and manage this important
telephone function unprofessionally. It is not unusual to have more than 80 per
cent of customer contact via the telephone in certain type of organisations,
especially public service organisations.
Recollect the last time you contacted a service organisation over telephone;
bank, telephone department, railway station, electricity office, public library,
etc. and try to answer the following questions:
O

Did you get connected at the time you dialed the
number?

Yes ( )

No ( )

O

Did someone pick up the phone within three rings?

Yes ( ) No ( )

O

Did the person greet you by saying “good morning”
“good evening”, etc.?

Yes ( ) No ( )

O

Did the person introduce herself/ himself by name?

Yes ( ) No ( )

O

Did you get the information you wanted?

Yes ( ) No ( )

O

Did the person end the call with a friendly and
courteous note?

Yes ( )

No ( )

Main Telephone Complaints
We frequently talk about the inefficiency of the telephone function in
organisations. Though the automatic system for answering queries, like the Call
Centre type systems, have reduced the problem to some extent, but still the
problem persists.
Bad and outdated equipments, untrained staff, inadequate number of staff,
inefficient management, etc. are the reasons for most telephone complaints. The
common complaints are:








Can’t get the number, either always busy or not picking up



Rude behaviour



Not satisfied with the answer



Could not hear the person clearly



Took too much time to get the information



Lost on hold
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Being switched from person to person
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Not being knowledgeable. 

3.5 THE BEGINNING AND THE ENDING
As a librarian, you may often have to attend to calls from customers who may ask
you if your library provides a certain service or has a particular book. To prepare
you for all sorts of interactions and encounters we will take you through the various
components of a telephone conversation and the courtesies involved.

Components of Telephone Conversation
A typical telephone conversation usually has the following components:
a) Greeting
b) Warm up
c) Purpose
d) Closing
Most of these, apart from the purpose which is obviously different in each case,
are common enough. Very often, a warm up sentence accompanies the greeting.

The Beginning
It is most important to open a telephone call professionally. Make the caller feel
welcome, and try to give an impression that s/he is an important caller. This
could be done in many ways, as shown below:











Pick up the phone as soon as it starts ringing (within three or four rings)
Greet the caller
State your organisation (department)/section
Introduce yourself
Offer help
Example: “Good afternoon. Central Library Reference Section, Sunita
Sharma speaking. How may I help you?”

The Ending
You should make sure that the customer will come back to you. For this you
need to end the conversation properly. You should:











Thank the customer for calling
Make sure that the information you have provided is adequate
Let the customer know you appreciate her/his purpose of calling
Invite the caller to call again if s/he wants any additional information
Don’t be in a hurry to disconnect the phone, let the customer do that first.
Example: “Thank you Mr. Sharma. I hope that the information is helpful.
Please do get back if you need any further information. It was a pleasure
talking to you. Bye now.’
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Activity
2) Given below are some such common expressions. Classify each according
to the category (a) to (d) as given in section 9.5 of this Unit. The first one
is done for you.
i)

Good morning. (a)

ii)

Good morning Neena, how are you today?

iii) I’d like to go over the training schedule with you today. Would 4 pm
suit you?
iv) Thank you for calling Central Library. Have a good day.
v)

Thanks and bye.

vi) That’s all for now, thank you.
vii) I’d like to discuss the procurement list with you today. What would
be a good time to schedule a meeting?
viii) Hello Ravi, is this a good time to talk to you?
ix) Thank you for calling Central Library, this is Neha. How may I
assist you?
x)

Hi Neha, did you have a good weekend?

xi) Thank you for your help. Bye.
xii) Good morning, I’m Radha from City Public Library and would like
to speak to someone from Accounts, please.
xiii) Take care. Bye.
xiv) This is Mira. I’d like to speak to Mr. Murthy please.
xv) Can you give me Mr. Khanna’s mobile number?

3.6

MANAGING SPECIAL SITUATIONS

The Angry Customer
It often happens that the customer starts the conversation with an angry note! This
could be because of her/his bad experience on earlier occasions with your
organisation. Never retaliate, act cool, and listen patiently for some time. Give
enough signals to show that you have taken note of the points. If the person goes
on, interrupt and request her/him to come to the point. If the complaints are serious
ones, transfer the call to your senior after informing the caller that you are
transferring the call. When you transfer a call, say something like:

“I need to transfer the call to Mr. X, because he is the right person to
answer your question.”
Often you may not be sure about the answer and you need to check with someone.

In that case, say:
“Will you please wait for a moment; I need to check on this with my
colleague.”
Managing the angry caller is a difficult job, but an important one. Angry and
dissatisfied customers are a threat to the organisation because they are likely to
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spread the word that they are unhappy with the way that you do business. This
sort of news spreads rapidly. Here are some tips, which one could try, to
manage such customers:






Telephone Skills

Listen to the customer patiently so that you will understand the problem
Apologize in a general way, even if you think that situation doesn‘t warrant it.
Propose a plan of action if can’t provide an immediate solution to the problem.

The Talkative Caller
S/he never stops and you won’t get a chance to respond! Some even become
too friendly and start talking about anything under the sun! The best way to
deal with such a caller is to be “business-like with the caller”. Other ways to
manage such callers are:










Ask closed questions, eliciting one word answers. For example, “Did
you? Will you? May I do that?”
Give only little space between your statements.
You talk very little yourself.
Do not invite unnecessary conversation.
Give the impression that you are a busy person, and other calls are waiting.

The Waiting Time
The first and important advice is that don’t make the caller wait inordinately. If
s/he has to, inform her/him and the reasons for it. If you think that the caller
will have to wait for long, note down the number and call back. You should
indicate when you will call, for example say “in 10 minutes”, “by the end of
the day”, “by tomorrow”, etc.

3.7 TELEPHONE ETIQUETTE
Telephones have become a necessary and important part of our life. It is difficult
to visualize “life without mobiles”! These days most of our social as well as
business conversations and interactions happen through these gadgets. Thus, it is
becoming all the more important to manage telephone calls effectively.

Following good telephone etiquette is important, while making as well as while
receiving calls. You must keep in mind that it is your call; you need to make
sure that it is managed professionally.
1)

Speak softly so that others around you do not get disturbed.

2)

Do not telephone anyone at odd hours, unless very urgent.

3)

Personal calls should not be made from office unless absolutely necessary.

4)

Do not discuss personal matters on telephone from office.

5)

Be brief on telephone.

6)

Avoid speaking in your mother tongue from office.

7)

Greet the caller, even if that person is a stranger.

8)

Do not terminate a call abruptly.
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9)

If you notice a missed call, phone that person at the earliest.

10) Do not make the caller wait inordinately.
11) If a person has been made to wait, inform the person the reason.
12) If you are transferring a call to another person, explain the reason for
doing so.
13) Check with the person, if s/he can hear you properly, if you feel there is a
problem.
14) Do not eat or drink while speaking on the phone.

3.8

LANGUAGE FOCUS

Just as in face-to-face conversation, verbal exchanges on the telephone may be
informal, semi-formal or formal. For example, a simple greeting, when you
pick up the telephone may be said in any of these ways:
a) Hi, how’s life? (informal)
b) Hello, how’s everything? / How’re you doing? (semi-formal)
c) Good morning, how are you? (formal)
Activity
3)

Now classify these sentences as informal/semi-formal/formal. Check
your answers with the answers given at the end of this Unit.
i)

Would it be possible for you to give me a few days off?

ii)

Should I send you the CDs right away?

iii) Can I leave her a message?
iv) Would it be possible for you to meet Ravi Prakash today?
v)

Would you like me to mail you the catalogue right away?

vi) I want to go on holiday next week.
vii) Would you like to leave a message?
viii) Hiten wants to meet you.
ix) Do you think I could get a week off starting Monday?
x)

Rakesh Jain would like to meet you.

xi) Do you want me to send the CDs right now?
xii) I’m afraid I can’t put you through to him, Sir.
xiii) Do you want to leave a message?
xiv) You can’t meet him today.
xv) May I leave a message for her?
You will have noticed that there are certain typical phrases that form the base
for formal telephone conversations. The ‘do you want’ is replaced by ‘would
you like’; ‘could’ and ‘may’ are more formal than ‘can’ etc.
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Activity
4)

Telephone Skills

Rewrite the following sentences to make them sound more formal using
phrases from the box given below. You may be able to use more than one
option in some cases.
i)

Can you give me Mr. Vasu’s number?

ii)

What did you say?

iii) Where has he gone?
iv) What’s your name?
v)

Yes, I want you to send me the new rate list.

vi) Send it to me today.
vii) Mr. Singh is not available today.
viii) Can I call you tomorrow?
ix)

I want some information about the new car repair course you are starting.

x)

Is 2.30 p.m. on Friday okay?
Could you tell me……..

Would ……………..

I would like…………..

Could you give…………

May I …………………

I beg…………………

I would like you …………

Please………………..

I’m afraid………………..

Would it be……………..

Would……………….

Could……….

3.9 GRAMMAR: MODALS
You would have noticed that many sentences in the Unit begin with words like
‘would’, ‘could’ and ‘may’. These and others like ‘should’, ‘shall’, ‘can’,
‘will’ and ‘ought to’ are auxiliary verbs known as modals or modal verbs, the use
of which is very important in polite language and telephone conversations. Unlike
other auxiliary verbs like ‘be’, ‘do’ and ‘have’, modal verbs are only used as
auxiliary verbs, and cannot be used as the main verb in a sentence.
The table given below will help you in identifying the functions of modal verbs.

Table 9.1: Functions of Modal Verbs
Modal

Example

Uses

Can

Can I speak to Rita?
Can I call you tomorrow?
I’m afraid I can’t help you with that.
You can call him at 10 tomorrow.

Request
Asking for permission
Expressing inability
Stating possibility

Could

Could you repeat that?
Could I borrow your pen drive?
You could speak to your manager
about it.

Request
Permission
Suggestion
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May

May I know who is calling?
The meeting may be cancelled.
How may I help you?

Enquiring/Requesting
Expressing possibility
Offering help

Might

They might reduce the rates for us.

Future possibility

Would

Would you mind mailing me the
brochure?
I would like to meet Mr. Sharma
today.
Would you like some tea or coffee?
Would you mind if I wrote this down?
Would 2.30 on Friday be okay?

Request

Should

You should discuss this with
Mr. Mehra first.
The material should reach you by
tomorrow.

Suggesting/Advising/
Recommending
Making a prediction

Shall

Shall I call the Materials Manager?
Shall I call him or will you?

Suggesting/Offering
Asking what to do

Will

I’ll mail the details to you right away. Promising /Assuring
He won’t be back before Friday.
Certain prediction

Ought to You ought to prepare all papers in
advance

Stating wish/Request
Offering help
Asking for permission
Making arrangements

Strong advise

Self Check Exercise
Note: i) Write your answers at the space given below.
ii) Check your answers with the answers given at the end of this Unit.
6) Using modal verbs make appropriate sentences for the following situations.

i)

Asking the caller who he wants to talk to.
...............................................................................................................

ii) Assuring the caller you will pass on his message to your boss.
...............................................................................................................
iii) Suggesting a meeting time to the caller.
...............................................................................................................
iv) Asking the caller if he prefers to receive certain information by fax
or email.
...............................................................................................................
v)

Informing someone about a possible cancellation of a business trip
...............................................................................................................
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vi) Requesting someone to give information in greater detail

Telephone Skills

...............................................................................................................
vii) Offering to help with hotel bookings
...............................................................................................................
viii) Expressing inability to send material before receiving payment
...............................................................................................................
ix) Advising your colleague to clarify a confusion with his boss
...............................................................................................................
x) Predicting how the market will move in the coming week
...............................................................................................................

3.10 LISTENING AND SPEAKING
Activity
5) Listen to two telephone conversations (refer to CD) and complete the
following dialogues by filling in the gaps. Then identify the various
components in them, as studied in Section 9.5 under heading
Components of Telephone Conversation, i.e. (a to d). Notice the
difference in the formal and semi-formal dialogues.
Note: You may play the CD provided and listen to the audio as many times
as you require. Please note that the text of the audio has been provided in
the answers section (tape script -1).
Conversation 1
A:

Hello.

B:

Hi Vrinda, Kavita ____________________.

A:

Oh Hi, Kavita. How’s everything?

B:

Great! I have ______________________ this week. I was wondering if
you wanted to go for a movie one of these days.

A:

That’s ________________________! Shall we go tomorrow?

B:

Perfect. Should I ____________________ at 5 o’clock then and we can
watch the 6 pm show?

A:

________________. See you then.

B:

Bye. See you tomorrow.

A:

Bye.

Conversation 2
A:

Good morning, Gupta Securities. How may I help you?

B:

Hello, Gagan, its Prabhakar this side.
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A:

Oh, hello, Prabhakar. _________________________. How’s everything?

B:

_______________________. What about you?

A:

All good. So tell me, what can I do for you?

B:

I wanted __________________________ from you, so I was wondering
if we could _____________________ some time this week.

A:

Sure. Why don’t you come to my office on __________, say ______?

B:

___________. I’ll see you then.

A:

___________________ to it. Oh, and don’t forget to pick up those
delicious samosas from the shop below your office!

B:

___________________. Bye.

A:

Bye.

6) Now listen to this conversation between an executive and the Managing
Director of a company and tell the difference between this conversation and
the two you previously heard. The conversation is given in the answer of
question 6 as conversation 3.
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................

3.11 WRITING
Activity
7) Make appropriate sentences for the situations given below. One is given
as an example.
i)

Answering the telephone.
Answer: Good morning, Kavita Nagpal speaking. How may I help you?

ii) Offering to take a message.
iii) Saying who you are.
iv) Asking to speak to Aman.
v) Asking the caller for more information about the call.
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vi) Saying someone is unavailable.
vii) Asking for the caller’s name.
viii)Asking the caller to repeat something.

Self Check Exercise
Note: i) Write your answers at the space given below.
ii) Check your answers with the answers given at the end of this Unit.

.............
.............
.............
.............
.............
.............
.............
.............
............

Make telephone conversations for three situations given below. The
model conversation is given at the end of the Unit.
7) You are calling your colleague Milind to ask after his health. He has been
down with a fever for a week.
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
8) You are working with Central Reference Library of a university. Receive
a call from a customer for the availability of a reference source.
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
9) Your boss has asked you to make a call to Mr. Sahu’s office to find out
whether they have received delivery of books/periodicals/etc.
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
......................................................................................................................
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3.12 SUMMARY
Nowadays a great deal business is done over telephone. The large scale and
unprecedented penetration of mobile phones has added a new dimension to this.
So it is all the more important to ensure that every organisation manages this
important activity professionally. Installing the right type of telephone system,
placing the employee with the right type of attitude and skills to answer
telephones and giving all staff training in telephone use skills etc. go a long way
in getting this important function streamlined.

3.13 ANSWERS TO SELF CHECK EXERCISES
1) Facial expressions, gesticulations and visual aids are some of the tools
that help understanding in a face-to-face conversation.
2) Choice of words is more critical in a telephone conversation as the speakers
can’t see each other or use any visual aids and gestures. The listener often
has to visualize something from hearing a description of it.
3) Enunciating clearly, stressing on important words, raising and lowering pitch
in the right place are some of the ways to use your voice more effectively.

4) To ensure that important information is correctly given and received, it is
best for the listener to repeat it for confirmation.
5) You can ensure that nothing of importance is left out of a business
telephone conversation by preparing for it in advance by noting down all
the points that need to be addressed / asked.
6) These are only sample answers; yours could be different.
i)

Who would you like to speak to?

ii)

I’ll inform Mr. Varshney as soon as he comes in, Sir.

iii)

Would 4.30 on Monday suit you?

iv)

Would you prefer this to be sent by fax or email, Sir?

v)

I’m afraid I may not be able to come to Mumbai just yet.

vi)

Could you elaborate on that, please?

vii) Shall/Should I book the hotel for you?
viii) I’m afraid I can’t send you the material until we receive the payment.

ix)

You should clarify this with your boss first.

x)

I think the market will make a good recovery in the coming week.

7) Milind: Hello?
You

: Hi Milind, Rakesh this side. How are you doing?

Milind : I’m okay. What’s up with you?
You

: Oh! Nothing much. Everything is as usual. So how are you
feeling now? Do you still have a fever?
Milind : No, the fever’s down, but I’m feeling really weak! And bored!
41

You

: Yeah, I can imagine! Waiting to see you back in the library.
Get well soon.

Milind

: Yeah, thanks.

You

: Bye then.

Milind

: Bye.

8) You

: Good afternoon, Central Reference Library of IGNOU. How
may I help you?

Customer : I’d like to renew two books and two periodicals that are due
today.
You

: May I have your membership number, Sir?

Customer : It’s IGL1860.
You

: Thank you, Sir. The two books and two periodicals against
your membership have been renewed. They are next due on
12 July.

Customer : Ok. Thank you.
You

: Is there anything else I can assist you with, Sir?

Customer : Yes. Is the January, 2013 issue of the ELT journal available?
You

: Let me just check that for you, Sir.

Customer : Ok.
You

: I am sorry, Sir. The journal has been issued to another member.
You can reserve the journal if you wish. You will be notified
by email as soon as it has been returned.

Customer : Ok. It would great if that could be done!
You

: Sure, Sir. (Pause) The ELT journal has been reserved. The reference
number is J34.The details have been sent to your e-mail.

Customer : Thank you so much.
You

: You’re welcome, Sir. Have a good day.

9) Ms. Rupa : Hello.
You

: Good morning, Ms. Rupa. This is Manu Khanna calling from
Ruby Publication.

Ms.Rupa : Hello, Manu.
You

: I’ve called to find out if you have received the copies of the
Product Design books you had ordered. We dispatched it last
week.

Ms. Rupa : No, Manu. I’m afraid we haven’t received it yet.
You

: I’m very sorry about that, Ma’am. I’ll call the delivery
department and get back to you immediately.

Ms. Rupa : Please do that. We need the material urgently. The students
are all asking for the books.
You

: I will look into the matter. Once again, I’m sorry for the
inconvenience. I’ll call you back soon.

Ms. Rupa : Okay. Thank you.
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3.14 ANSWERS TO ACTIVITIES
1) i) calling, ii) moment, iii) see, iv) hold the line, v) ring up, vi) in, vii) phone,
after, viii) back, ix) dialed, x) extension, xi) bothered, xii) mobile, xiii) stand,
xiv) checked, xv) confirm.

2) i)Good morning. (a)
ii)

Good morning Neena, how are you today? (a, b)

iii) I’d like to go over the training schedule with you today. Would 4 pm
suit you? (c)
iv) Thank you for calling Central Library. Have a good day. (d)
v)

Thanks and bye. (d)

vi) That’s all for now, thank you. (d)
vii) I’d like to discuss the procurement list with you today. What would
be a good time to schedule a meeting? (c)
viii) Hello Ravi, is this a good time to talk to you? (a, b)
ix) Thank you for calling Central Library, this is Neha. How may I
assist you? ( b)
x)

Hi Neha, did you have a good weekend? (a, b)

xi) Thank you for your help. Bye. (d)
xii) Good morning, I’m Radha from City Public Library and would like
to speak to someone from Accounts, please. (a, c)
xiii) Take care. Bye. (d)
xiv) This is Mira. I’d like to speak to Mr. Murthy please.(c)
xv) Can you give me Mr. Khanna’s mobile number? (c)
3) i)Would it be possible for you to give me a few days off? Formal
ii)

Should I send you the CDs right away? Semi-formal

iii) Can I leave her a message? Formal
iv) Would it be possible for you to meet Ravi Prakash today? Formal
v)

Would you like me to mail you the catalogue right away? Formal

vi) I want to go on holiday next week. Informal
vii) Would you like to leave a message? Formal
viii) Hiten wants to meet you. Informal
ix) Do you think I could get a week off starting Monday? Semi-formal
x)

Rakesh Jain would like to meet you. Formal

xi) Do you want me to send the CDs right now? Informal
xii) I’m afraid I can’t put you through to him, Sir. Formal
xiii) Do you want to leave a message? Semi-formal
xiv) You can’t meet him today. Informal
xv) May I leave a message for her? Formal
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4) i)

Can you give me Mr. Vasu’s number?

Could you give me/May I have Mr. Vasu’s number?
ii)

What did you say?
I beg your pardon? /Could you repeat that?

iii) Where has he gone?
May I know/Could you tell me where he has gone?
iv) What’s your name?
May I have your name, please?
v)

Yes, I want you to send me the new rate list.
Yes, I would like you to send me the new rate list.

vi) Send it to me today.
Please send it to me today. / Could you send it to me today?
vii) Mr. Singh is not available today.
I’m afraid Mr. Singh is not available today.
viii) Can I call you tomorrow?
May I call you tomorrow? /Would it be alright if I called you
tomorrow?
ix)

I want some information about the new car repair course you are starting.

I would like some information about the new car repair course
you are starting.
x)

Is 2.30 p.m. on Friday okay?
Would 2.30 p.m. on Friday be convenient for you?

5) Conversation 1
A : Hello. (a)
B : Hi Vrinda, Kavita this side/here. (a)
A : Oh Hi, Kavita. How’s everything? (b)
B : Great! I have four days off this week. I was wondering if you wanted
to go for a movie one of these days. (c)
A : That’s not a bad idea! Shall we go tomorrow? (c)
B : Perfect. Should I _pick you up at 5 o’clock then and we can watch
the 6 pm show? (c)
A : Sounds fine. See you then. (d)
B : Bye. See you tomorrow. (d)
A : Bye. (d)
Conversation 2
A : Good morning, Gupta Securities. How may I help you? (a)
B : Hello, Gagan, its Prabhakar this side. (a)
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A : Oh, hello, Prabhakar. Long time no news. How’s everything? (b)
B

: All well here. What about you? (b)

A : All good. So tell me, what can I do for you? (c)
B

: I wanted some investment advice from you, so I was wondering if
we could sit together some time this week. (c)

A

: Sure. Why don’t you come to my office on Wednesday, say 4 pm? (c)

B

: Perfect. I’ll see you then. (d)

A : Look forward to it. Oh, and don’t forget to pick up those delicious
samosas from the shop below your office! (d)
B

: Sure. Bye. (d)

A : Bye. (d)
6) Conversation 3
Ajay Sinha : Hello.
Hari Modi

: Good morning, Sir. This is Hari Modi from the Personnel
Department. Mr. Dewan asked me to speak with you.

Ajay Sinha : Yes, yes, Hari. Good Morning. I need you to do something
for me.
Hari Modi

: Certainly, Sir. How may I help you?

Ajay Sinha : Let me just brief you about it first. You see, my secretary,
Ms. Nene, is on leave, and I need somebody to accompany
me to the Singapore conference for three days. Mr. Dewan
recommends you highly, so I’d like you to assist me on this
trip.
Hari Modi

: Certainly, Sir. I’d be pleased to be of assistance. When would
we be leaving and what would you like me to do in
preparation?

Ajay Sinha : Could you come to my office at, say, 10:30 and we can
discuss the details?
Hari Modi

: I’m afraid we have a departmental meeting from 10:30 to
11:30. Would it be alright if I come in at 11:30?

Ajay Sinha : Oh, that’s perfectly fine.
Hari Modi

: Right, Sir. I’ll be there at 11:30.

Answer
a.

The language in conversation 3 is very formal. For example the executive
says “How may I be of help to you’ instead of ‘What can I do for you’ as in
Conversation 2, which is semi-formal. Conversation 1 is totally informal.

b. Note that there is greater use of modals like ‘would’ ‘could’ and
‘may’ in formal language.
c.

The executive does not address his senior officer by his first name.

d. There is no small talk or warming up as is the case in many formal
conversations.
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7) i) Good morning Kavita Nagpal speaking. How may I help you?
ii) Would you like to leave a message?
iii) This is Neha Gupta.
iv) I’d like to speak to Aman Wahi, please.
v) Could you tell me why you’d like to speak to the Principal, please?
vi) Ms. Sonia Singh is in a meeting.
vii) Could you tell me your name, please?
viii)Could you say that again, please?
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