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Basic Skills — Business communication: speaking

Managing business calls — Are you still there?

Dr. Petra Schappert, Stuttgart

Wie geht man in geschaftlichen Situatione
freundlich sind? Was mach
man angemessen in eig
Schiilerinnen und Sc
den, um Eskalationen z

esprackSpartnern um, die ungehalten oder un-
ndung standig unterbrochen wird? Und wie agiert

Unat? In dieser Unterrichtseinheit lernen die
eyvahren, freundlich bleiben und Losungswege fin-

KOMPE

Niveau: (Differenzierungsmaterial fur A2)

) Unterrichtsstunden + LEK

. Horen: Hortexte verstehen; 2. Sprechen: in Rollenspielen kom-

petent interagieren; 3. Schreiben: einen Dialog eines Telefonats

verfassen; 4. Medienkompetenz: digitale Tools verwenden

geschaftliche Telefonate fiihren, Videokonferenzen

. Bilder, Rollenkarten, Hortexte, Videolink, Feedbackbogen

Zusatzmaterialien: strukturiertes Rollenspiel, Telefonat-Puzzle, Transkripte der Hor-
texte
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Auf einen Blick

1./2. Stunde

Thema: Talking about business calls
M1 Business call or not? — Different types of calls /
schaftlicher von privaten Telefonaten (EA, GA)
;’7 M2 What to say in a business call — Collecting phrase
¢
L_«’ Formulierungen fir Geschaftstelefonate (G

@ @ Benétigt: [ CD 43, Tracks 01-04
L] ggf. das Transkript ZM 1 fur leistungs

(] ggf. digitale Endgerdte und Internetzu

wachere Lernen

3./4. Stunde
Thema: Working on vocabulary,

M3 What did you say? —
Sétzen aus Geschiftstele n (EA)
Completing and j

calls / Kategorisieren von

M 4 roving sentences / Uber-

Benotigt: [Ne))

© RAABE 2022

5./6. Stunde

Thema: i ith difficult people in business calls

=

I
I
)

M5 Dealing difficult people and difficult situations — A mindmap /
schwieriger Situationen und Gesprachspartner (EA, PA, GA)
Don’t lose your temper — Responding to difficult conversation
rtners / Formulieren und Vorspielen angemessener Reaktionen in
hwierigen Situationen (PA)

Finding a solution — A role play / Durchflhren eines Rollenspiels (PA)

-

M6

L1 ggf. das strukturierte Telefonat in ZM 4 flr lernschwéchere Lernende
L] ggf. digitale Endgerdte und Internetzugang

7./18. Stunde

ema: Succeeding in making difficult business calls

M8 Bad connection — A listening comprehension / Uberpriifen des Horver-
stehens eines schwierigen Telefonats (EA)

2 ) @
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M9 Improving the situation — A checklist turned into a role play /
Evaluieren eines Telefonats und Erarbeiten eines Rollenspiels (GA)

Benotigt: O CD 43, Track 09
L1 ggf. das Transkript ZM 5 fir lernschwdchere Lernende
L] ggf. die Alternative ZM 6 fur lernschwdchere Lernende

9./10. Stunde

Thema: Succeeding in video calls

M 10 A video call gone wrong — A listening comprehensio
Fehlern in einer Videokonferenz (EA, GA)

M 11 Hello, can you hear me? — A disrupted telephoge call/
schwierigen Situation in einem szenischen Spie

M 12 Evaluating what you saw — A feedback sheet / G

mithilfe eines Kriterienkatalogs (GA)

Benotigt: L] digitale Endgerdte und Internetzuggg

LEK

Thema: Managing business ca
Horverstehensaufgab

0gs und Bearbeiten von @
Benétigt: O CD 43, Track 10 @ @
L] ggf. das Tr iot ZM 7 fur lernsc ere Lernende

Minimalplan

Sie haben nur zwei Dopp onnen Sie die wichtigsten Inhalte erarbeiten:
M 3-M 4
M 5-M 7

CD 43 bzw. in der ZIP-Datei @
Transkript der kurzen Dialoge
Transkript der beiden business calls @ @

Transkript der beiden business calls
= vorstrukturiertes Telefonat
ZM5_M8_Tra t_Business call Transkript des business calls

ZM6_M9_Alternative_Niveau A2 durcheinandergeratenes Transkript eines Telefonats
ZM7_LEK_Transcript_Business call ~ Transkript des business calls
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Business call or not? — Different types of calls

M1
@ @ People are glued to the phone all day. But are they always making business calls?

Tasks
1. Look at the pictures and describe them. Which ones are taken in business sit:
Look at the phrases. Which one could be said in a business call? Why?
Listen to the calls to check whether your decisions are correct.
Match the phrases with the corresponding pictures. There is more than 0
Work in small groups: When and why do you make business gis? Collec
mindmap and present it to the rest of the class.

A AN

R

Picture A Picture B

Picture D
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[ Shall we meet for a coffee?
’ P ’
Please fill out form ABD8 and send it to me.] Please let me know when you’ll arrive.
) Z ’
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| beg your pardon? — Completing and improving sentences

Sometimes people can be rude in business calls even if they do not plan to.

© LaylaBird/E+/Gettylmages

Tasks
1. Describe the picture. In what kind of mood does the woman
Listen to the two business calls.

Fill the gaps in the transcripts with the missing words.
Some of the sentences in the second call are rather r
Re-write the sentences and turn them into more p

ok W

Business call 1

Maya: Good afternoon, this is Maya Le ear Tyres. How can |

Tim: Hello, thisis Tim Jones from Ty, to Jimmi Blue. Isn’t he in today?

Maya: Oh, | am very sorry. Mr Blue is ill. V ?

Tim: Yes, that would be very nice. Please that we need to

Maya: Okay, I've Jones, does Mr Blue have vyour

Tim: ary. He has all my contact numbers.

as soon as he is back at work.

43 RAAbits Englisch Berufliche Schulen Juni 2022




12 von 28 A.ll Business communication: speaking Beitrag 62 Managing business calls

Don’t lose your temper — Responding to difficult

M6
conversation partners
&

Especially when talking to a difficult person you must not lose your patience.

Tasks

1. Read the extracts from business calls with difficult people.
2. Work with a partner. How can you respond to these inadequate commen
3. How could you reply? Continue the dialogues.

4. Act out the finished dialogues in class.

Extract 1
Mr Ping: So, you are saying my delivery will n t week?
You: Unfortunately not.
Mr Ping: I'll never order anything from y ore. Your service really
sucks. You are the worst co
You:
Extract 2
Mrs Deerskin: | don’t think a meeting is ~
You: But obviou ‘ me goal. So maybe we should just sit S
together one more time? g
Mrs Deerskin: | don’t understan problem. What is your problem? Why should we o
meet?
You:
Extract 3
Mr Tur ’ i any a couple of your la... There ... Could you...?
| cannot hear you. The connection is interrupted again
...... you give me ...7

https.//www.learningsnacks.de/share/267727/8b18bd5b00a730a4b28b1febb24 -4 ]
22053825367 -

or scan the QR code.
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