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May lhelpyou? ABCO O, 0 0000000000000 0O
Jo.00dooooooooooododo * ABC
corporation* ,J 000, Maylhelpyou? OOUOOOOO
Jodododod® Howcanlhelpyou? (WO OOO
0, 000d0oooood 0" gooo,oo0d oo
O go0000 “ Maylhelpyou? 0O Howcan | help
you? OOUOOUOOO.0000O00O00O00O0,0000
OO00O0o,® Thanks for calling ABC corporation, if you know
your party’ s last name or extention, press 1. If you want to recieve
iInformation or publication, press 2. If you want to talk to the
operator, press pound sign or remainon theline.” (U 0O 0O OO O
O ABCO, 000000000 ooooouoouoo,un 1,
Jodododododouoo,ou,ououoooo,
DO0#000000.2Andyouare? 0 0200000000
Ooooood,* Mayltalktoyour manager? (0O 0O OO
Jodoooyodooooooooooouoooooo
O, 000dododoooooooooooooyouoo
Jodododododododo.ooooood,

“ Whom I am speaking with?* [0 O “ Whom am I talking to?* (
Jodododoyyooooooooooooooooo
Jodod,0o0ooouooooood,® Andyouare? (O
0HYO0oOO0ooooo,0000d,* ThisisBenlin® OO



“ Andyouare? OUOUOOUOOOOOOOOO,0000
Jo0odooooOo,0o0ooooooooo.oooon
O0.000000000000.00000 “ Andyou are?
“Jod0ou0ouobooo,ooouobooon
(reception). O OO OOOO,* I' mlooking for Mr. Wolf.*
Quooooo)yoooooooood,® Andyouare? (
Jo0»000000000000o0u0ooooooorrsl
' Il put her on the phone. Justasecond. 1 O O OO O 0O,000
[I.Putsomeoneonthephone D U OO0 UOOOOOOO.O
Jo0odoooooo,o0oo0ouooooo,oon
OJo0o0doo,0000o0oooooo?2oooooon
O, 000dodogooooo,oboono,” Couldyou
please just put heronthephone?® (U OUOOOOOOOOO?)
Jododoboboooodono,0ouoooob,oon
00, Ok.I' |l puther onthe phone. Justasecond.” (O, O O
OO0000,00000.)0000 putsomeone onthe phone,
Joodooooooog,0o00ouoooooono,
O° O07 transferU 0 redirect. DU OO 0O. 0000000
Jooo,” I mtransferringyourcall OO “ I m
redirectingyourcall* (O OOOOOOOO)H)OUOOOOO
o000, 00000d0oodo,” Onemoment, please.” [
,“ OK.I' llputyouthrough.” 4. Would you mind holding for
oneminute?J D00 00000OO0OO0OO?000000000
OO0O00000 (CustomerService)l O, 000000000
Ooo0oogod,* Allofour representatives are currently
busy serving their customers. Your call will be answered in



approximate5minutes” (U O UOO0O0OO0OO0OO0O0OOONO
Jodo,0o0dodo,0ououooooo),ouod
O O000,* Please continue to hold, your call is very important to
us.* (L0000, 0000ooouooo).ououod
O, 0000ododoooooooooooo.oonoa
O, 0000000, 0oododoooon,” Holdon
“dddodoono,gouonguoooooooooo. o
Jodododododo,oooooouoodg,* Would
you mind holdingforoneminute? OO0 OO0O0O0O0O0OOO
OO00,00 onesecondd O fiveminutesU D OO OO OOO
Jod.0ododooouoooouoog,ooooooa,
“ Sorry, | am still on the phone. Could you hold for another
minute? (UUO0O,000000,00000000000.)
5. He’ soutfor lunch. Would you like to try again an hour later? [
Jododo,0ooooooooo2dodouod,a
Jododoo® o0’ dodododo,® Hewentout for
lunch.* OOOOwentOOOO,000000 beout for
somethingU O O.0O0O00dood,dd,* Heisonlunch.”
00O Heison(lunch) break.” (WO UOOOOO)OO0OOOO
J.0dodododog,ogouooouoo,ooood
Jo0o0od,00o0dad tryagain/ callagain O O, O [
0000 callback/tryback U OO0 O 0O. 000000000,
“ Why don' tyou call back in 30 minutes?* (O O 0O 300 0 O
Jodoy0doooooooooo,oooooooa,
“ May | take your message?* [ 0 “ Would you like to leave a
message? (O O O O O ?) 6. She is not here but you can call her



machine. J OO OO, 00000000000 0O.000
00O 000O0O answering machine O U O O O O O O answer
machine. 1 0O 00O0OO0O0O0O0O0OO machine.d O “ You
cancallhermachine. OO0, 0000000000 0OO0O3.
Jodododoo,0ogodouodo,oouoooogd,
“ I’ mexpectingamachine. (UOOOOOOO0OOOOMO
O)yood* Iwanttocheckonmymachine* OO OOOOO
Do0doodoo.ood'dodfddd someone’ smachine
Jodododododododoo,0odouodogd,
“ Answering machine? [ 0O O O (Friends) U O U O Chandler
,“ Igothermachine.” OO Joeyd OO OO, Her
answering machine?* Chandler O O 0 Joey O OO O, No.
interestingly enough, her leaf blower (machine) picked up the
phone (UOOO,0000000O0'O000O00O00OO0O0O
Jod)y:ododououou,odouo,oogo?
O leafblower0 D 000000 OUOOOOOOOON7.r m
Interested in your CRM software. Can you give me an quote? [ []
Jododododououo,oopuodog?2bonod
Jodododododouo,uouououoouodgo
Jodododod.ooooooououooouodoo
Jooo:oo,000, 0000, 0odo,oouoooao.
Jododo.oooodododododoo,ogogd,
“ Canyougive meaquote? [ “ Canyou give me an estimate?
“ OU0oood,odaquoted /kwot/ DO, 00000003
OO0 /wo/00,0000000000 coat/kot/ 0 court
/kort/ JO0O.000000O00O00O0OO0OO,00000



Jododo,0oodgod,® Canyougive meaquote? [0
OO0, Youneedacoat? OOOUOOOOO,00dOd
OJO00O0O0OquotedODOOO.000000O0ONO
estimate, J O 0 OO0 UOOO0OOOO. OO, estimate [ quote U [
Oo° oo’ oo, 0ooobooodgad,* Canyousend
me a sample with an estimate ASAP? (U OO 0OO0O0OO0OOO
Dodooodo?s8.I” dliketo place an order fora DL-1100
colorprinter. OO OO DL-11000000000O.0O0O
Jododododououo,oouod,®* ITwantto buy
this, lwanttobuythat OUOO!'00000000O,0000
Jo0o0d0ooobooooooooooo.oooooonoa
buyU OO OOOO0OO0O0OO0OO0OO0O0OO.00000O0000
OO00,0000000 order, OO0 ODOOOO place an
order for, 0 O “ Iwantto orderacolor printer. 0O ,* [want
to place an order foracolorprinter. OO OOOOO.9.1" m
callingtocheck myorderstatus. 1 0 OO0 000 O00O0Od.
OO0O040O000d checkorderstatus O OO, 00 dogdn
Jodododoooo.ooooodgn,® lordered
something yesterday. Can you check if you’ ve shipped it or not.”
Jo00odoooooooo?00oooono,ooooon
Jdod0o0dodododn ® Iwantto check my order status.”
OO Iwanttotrack myorderstatus.* OO O OO0OO0OOOO
Joo,0o0bdob.godoboouooouoo,oon
Jododoboooooouoooo,ooouoooob,
Jododooo,od0booobooouoooo,ooon
OO0000000, Youwannacheck passenger status? [ [



O0O0,000000 check passenger status [1 [1 [1 [1?10. I was
referred to you by Mr. Gordon. J [0 Gordon U O OO O 0O. O
Jodododooooooooo,noboooooonod
Jodo,0odooooool'godododo,oodoo
Ooooo,od “ Iwasreferred to you by someone.” (O 0O,
OO00000 referd000 introduce) D0 0000000
Jododooog,ooooooooodgn,® lgotyour
number from a coupon, which says your product is 50% off today."
QUuodododoUuodoUuoUuo,ubououodo
Jodod)ydooooououoo.ouor0noonod
Jodododoo,ooooouoouooooooon.
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