
 6 Getting Started and Ending a Conversation 

Calling according to plan 
Making phone calls in another language can be difficult at 
first, especially for someone who doesn’t speak the language 
fluently yet. That is why important business telephone calls 
should never be made on the spur of the moment. Because 
telephone conversations tend to be short and you do not 
have eye contact, it is difficult to adjust what you are saying 
as you go along. Advance preparation can be a big help.  

Check�list: advance preparation 
 

1 Look up international dialling codes.  

2 Decide who the best person is to talk to.  

3 Decide who the next best person is to talk to.  

4 Decide the objective(s) of the call.  

5 Think of specific desired information.  

6 Make a list of key points to be covered. 

7 Write down what to say in the opening sentences. 
 

Vocabulary:  
on the spur of the moment: spontan 
objective: Zielsetzung 
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Beginning a call 
When you call someone it is important to observe the follow�
ing: identify yourself and your company clearly, because 
there is only one first impression. But also try to make a 
positive closing, as that is usually best remembered. Always 
let the caller hang up first. It is helpful to prepare some ex�
pressions for the following situations during the start of a 
telephone conversation:    

 how to introduce yourself with your name and company 
name, 

 how to ask for a specific person, if the phone is answered 
by someone else, 

 how to explain the reason for your call, and ask whether 
your call is convenient,  

 how to leave a message in case the person you wish to 
talk to isn’t available.  

 

In English�speaking cultures it is common to exchange a few 
polite phrases about unimportant or uncontroversial matters 
at the beginning and ending of a conversation. This is called 
‘small talk’ and considered an important part of building 
business relationships. For further details please refer to the 
specific paragraph. 

Vocabulary:  
observe: beachten 
desired: erwünscht 
elaborate: näher eingehen 
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Example  

 

A: Good morning. Tulip Technology. Ali speaking. 

B: Hi Ali, this is Jule at Oberbilk Computing 

A: Oh, hi Jule. How are you? 

B: Good, thanks. Have I rung you at a busy time? 
A: No, now is fine. What can I do for you? 

A: Hello. Accounts. 

B: Hello. It’s Czeslawa. Is Albrecht there? 

A: No, he isn’t. Shall I try someone else for you? 

B: No, I think I’d rather leave him a message. 

A: Right, one moment. I’m just getting a pen. OK. Go ahead. 

B: Well, I need Albrecht to submit an estimate by Thursday. 

A: OK, Czeslawa. I’ll give him the message. Anything else? 
B: No that’s it. Thank you very much. Goodbye. 

 

Telephone scripts 
In order to make their call more goal oriented, people often 
work with so�called telephone scripts. These allow a caller to 
structure a conversation and think in advance about possible 
answers and changes of topic. Telephone scripts are best 
printed in a readable size (13 points or more). Also write 
down some specific translations, the spelling of a name or 
website etc. It will lead to telephone calls (in another lan�
guage) with better results.  
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Example 

 

 

Name and contact 
details 

Mrs. Shizuka Moriwaki 
51 E.42nd Street, New York  
+1�212 661 5151 

Own name (in English 
spelling) 

Heiko. That’s H for Harry, E for Easy, I 
for Item, K for King and O for Oliver. 

Own (international) 
telephone number 

+49�211�712257 

Opening phrase My name’s Heiko Broschek of Train AG. 
I’m calling about our next meeting. 

Is it convenient? No: shall I call back at 2 PM or 4 PM? 

Did you receive my 
report?  

Yes: can I ask your opinion?  
No: would you like me to e�mail it to 
you now? 

Ending phrase Thank you for your time. It has been 
very nice talking to you again.  

 
 

Vocabulary:  
telephone script: Dialogschema 

After the greeting 
Try to identify yourself and your company clearly because 
there is only one first impression. But also try to make a 
positive closing, as that is usually best remembered. Always 
let the caller hang up first. At the beginning of a call there 
are a number of different ways of clarifying who you are. 
These follow a similar pattern:  
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Introducing yourself 

� Good morning. It’s Franziska Hauser here, from head of�
fice.  

� Hello. My name’s Andreas Obermaier from sales. 

� Good afternoon, this is Chris from Tulip Technology. 

� Hi, Jule speaking, from the Düsseldorf office.  

� This is Antje. Is that Jack? Speaking. 
 

Vocabulary: speaking: am Apparat 

 
Don't say ‘hello’ or ‘hi’, unless you already know a person well. Don’t call 
yourself  ‘Mr’; however, ‘Mrs’ is fine for women.   

Using first names 
In contact with Americans, Australians, New Zealanders or 
Irish, it is normal to switch quickly to using first names. Peo�
ple from cultures that use family names in combination with 
Mr and Mrs may feel a bit uneasy perhaps. But the social 
consequence of not being on first�name terms with a person 
is the risk of appearing distant or even unfriendly. So simply 
follow the approach of your conversation partner. It would 
probably sound exaggerated to suggest saying ‘Du’, as there 
is no difference between ‘Du’ and ‘Sie’ in English.  


