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kazandirmak kosulu ile egitim Ogretim sirasinda gelistirilebilir ve
yapilmasi Onerilen degisiklikler Bakanliktailgili birime bildirilir.

Orgiin ve yaygin egitim kurumlari, isleemeler ve kendi kendine mesleki
yeterlik  kazanmak isteyen bireyler modillere internet Uzerinden
ulagilabilir.

Basilmus modiller, egitim kurumlarinda Ogrencilere Ucretsiz olarak
dagitilir.

Moduller hicbir sekilde ticari amagla kullamlamaz ve Ucret karsihiginda
satilamaz.
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EXPLANATION

CODE 222YDK 001

AREA Office Management
PROFESSION Manager Secretaryship
THE NAME OF Vocational English-1
THE MODULE

THE DEFINITION
OF THE MODULE

DURATION

40/32

FIRST CONDITION

Information Of Secretaryship

EFFICIENCY

To Communicate Orally With Foreigners

THE AIM OF
MODULE

General Aim: Y ou can communicate with foreigners easily by

using methods of communication.

Aims:

1.

Y ou are going to learn definition kinds and peculiarities of a
Secretary.

Y ou are going to talk on the phone effectively and learn how
to meet and communicate with foreigners.

Y ou are going to take/give an appointment in a convenient
way for the policy of the foundation.

CONDITIONSIN
EDUCATION AND

Office classroom
Office materials, a computer, an appointment form, an
appointment chart, atelephone guide, atelephone

RIGGING console, afax machine, an index, aregister and some
other equipment.

MEASURE AND Theteacher is going to evaluate the skills and the information

EVALUATION that you have gained from this module by using the tests at the

end of the module.




GIRIS

Sevgili Ogrenci,

Gilnimiz is dinyasindaki degisiklikler ve teknolojik gelismeler uluslararas: iligkileri
cok ilere duizeye getirmistir.

Ticari iliskiler (ithalat ve Ihracat) sirekli artmaktacir. Bizler yeni buluslarin ve
teknolojik gelismelerin ¢ok kisa bir siire icerisinde kullanilmaya baslandigi bir ortamda
yasamaktay1z.

Ulasim ve iletisim sistemindeki yenilikler ile bir glinde birkag tlkeye gitmekte ve bir
cok Ulkeyle haberlesme baglantisi kurmaktayiz. Calismalarin, gériisme ve haberlesmenin,

yazismanin devam edebilmesi igin sekreterlerin kendi ana dili disinda bir ve birden fazla
yabanct dil bilme zorunlulugu dogmaktadir.

Her sekreterin sekreterlik meslegininin temel bilgi kaynaginda yabanc: dil bilmenin
Onemli oldugunu kabul edip, kendini alaninda yetistirmesi gerekmektedir. Unutulmamalidir
ki, bir cok isyeri yabanci dil konusunda yeterli donatilmis kisileri aramaktadr.

Bu modilde, sizlere calisan sekreterin, telefon gorismelerinde, gelen yabanci
ziyaretcGilerin karsilanmasinda ve is gorusmelerinde kendi alanlari ile ilgili kullandig: teknik
terimler Ogretilecektir.






PREFACE

Dear Student,

The changes in the business world and the technologic developments have taken the
international relationsto avery high level.

Commercial rdations (import and export) has been increasing constantly. We are
living in a country where the technol ogic inventions and developments are started to be used
inavery short time.

With the developments in transport and communication, we are travelling to several
countries and communicating with them in just one day. In order to continue studies,
meetings and communication, writings, secretaries should konow one or more than one
language out of their native language.

Each secretary should improve herself by realising that it isimportant to know English
for the main knowledge source of secretaryship. It shouldn’t be forgotten that most firms are
looking for people who are well equipped about language.

In this module, you will be taught the technical terms used by a secretary in telephone
speeches, in meeting the foreign guests and in business meetings.






LEARNING ACTIVITY-1

AIM
Y ou are going to learn the kinds and the peculiarities of a secretary.

SEARCH

@ Search the working areas of a secretary.
%)

What are the personal features of a secretary? Discuss the subject with your
classmates in the classroom.
@ Examinethe secretaries in the offices around you.

1. THE CONCEPT OF SECRETARYSHIP
1.1. Definition

It is possible to make the definition of a secretary in different ways:

/] A secretary is a person who answers his’/her manager’s phones.
0] A secretary is a person who makes correspondencies that are sent internal or
external to the firm.

0] A secretary is a person who takes care of the visitors of the firm.

As aresult, we can say that a secretary is a professional who has the information and
the skills those are related to the profession, puts them into the practice, and is able to accord
her/his own aims with the firm's aims.

1.2. The Kinds Of Secr etaryship
Secretaryship is divided into five groups:

A. Secrearies of foundation

a Secretaries of commercial foundation

b.  Secrearies of management/administration
C. Secretaries of political foundation

Fiscal secretaries

Judicial secretaries

Medical secretaries

Secretaries of international organization

moow



A. SECRETARIES OF FOUNDATION

a. Secretaries of commercial foundation

Secretaries of commercial foundation are the personnels who are charged with
secretaryship, communication and other secretary services of the administration and the
managers in the commercial foundation’s affairs.

b. Secretaries of management

Secretaries of management are people who are the closest friends of the executive
manager in the firms. At the same time, these secretaries who are the most reliable (loyal)
personnels, work with the executive manager.

c. Secretaries of political foundation

Secretaries of political foundation make the president’s schedule, provide
communication with public opinions and media, sum up the situation in the name of the
company, inform the president’s orders to persons and present the person’s proposal to the
president.

B. FISCAL SECRETARIES

Fiscal secretaries deal with the market analysis, fiscal activities, the elements of
supply and demand, the real worth of production and marketing and present the knowledge
by the reports. They must help the manager by following the market at the fiscal subject.

C. JUDICIAL SECRETARIES

The secretaries who want to work in this area have to know judicial terms. Judicial
secretaries either work in an advocacy office or in bar or administration of justice. They
make judicial correspondencies and carry out the works in archives. They have to be
reliable, cool and they have to keep a secret and keep away from gossip.

D. MEDICAL SECRETARIES

Medical secretaries have to know medical terminology in general. Their working
places are hospitals, clinics and laboratories. At the same time, medical secretaries organize
the invaices of the hospitals. Furthermore, they don't forget that they have to be helpful and
tolerant since the people who apply areill and/or have some problems.

E. SECRETARIESOFINTERNATIONAL ORGANIZATION

Secretaries of international organization organize important festivals, great
entertainment programs, meetings that direct the countries’ faith and carnivalsin a country.



1.3. A Secretary’s Pecuharities
1.3.1. A Secretary’s physical appearance:

Body care:

Cleaning is one of the most important things for your body care. Moreover, a
secretary must have a standard physical appearance. She/he must be plump and healthy.

Hair and make-up:

Y ou should choose a suitable hair form for your working. Make-up is very important
and it is necessary for today’ s people, but you shouldn’t exaggerate while making up. Make-
up should be done to define the secretary’ s beauty.

Clothes:

Secretaries represent their company and managers. Smart clothing affects peoplein a
positive way and makes you succeed.

Therefore, you must be careful about the followings;

Dress plain and esthetic in an office
Dress suitably to your body and character
Choose clothes that suit you

Choose suitable accessories

Walking and sitting:

Walking well is an art. A good secretary must walk well. You must choose suitable
shoes for good walking. You mustn’t disturb other people while walking. A secretary must
be careful, serious and moderate while sitting and standing.

Gresetings:

Gredting is the first step of politeness. § =
Gregting is the first expression of affection and
respect that people feel to each other. It's a
behaviour that we mustn't neglect. To take the
greeting is also a necessity of politeness.

The main rule of greeting is that a man
greets a woman, a young greets an old one, the
person who arrives later greets people who already
exist thereand an inferior greets a superior.



1.3.2. A Secretary’scharacter:
Being well-mannered and kind:

A good secretary is well-mannered and kind. Good manners and politeness always
help you communicate with people more easily. A secretary should try to see the events with
also others' eyes,not only with her own eyes. She should keep away from giving orders and
should use the method of offer and request. She should try to persuade people by asking the
following questions.

“It is better that we do that likethis, isn't it?”’
“Don’'t you think that like this?”
Logical thinking:

To be successful in a firm, a secretary should get knowledge about the problems that
she may face with. Y ou should always be aware of the probable problems and you should
make logical decisions about them.

No gossiping:

A reliable secretary shouldn’t gossip about the firm and the personnel by giving
information about them or criticizing them. Moreover, she shouldn't let the others talk about
the firm and the personnel.

K eeping a secret:

A secretary is a person who keeps a secret. That's why a secretary is different from
other personnel. A secretary learns many secrets from the letters which she writes, the
meetings which she enters and the files that she keeps. She shouldn’t explain them to any
other people.

1.3.3. A Secretary’s Efficiency

Reading, writing and speaking Turkish well:

It is very important that a secretary speaks Turkish well and fluently. A secretary
should read the writings fluently and she should write and express the subjects and eventsin
a clear and understandable way.

Tone of voice:

While talking, a secretary should be careful about the tone of her voice. She should
talk in atone of voicethat other people can hear easily, not too loud but not too low.



Cheerful, sympathetic and serious:

A good secretary should be cheerful and sympathetic but she should know where and
how to behave by keeping away from exaggeration. A good secretary never interrupts
peopl€ stalking without excusing. If necessary, she doesn't forget to greet people.

M otivation:

A secretary who wants to be successful should be dynamic. Her success and failure in
her job depends on using her means and materials directly. If she uses these in suitable time
and place, she can get succeed easily.



LEARNING ACTIVITY-2

AIM
Y ou can communicate with people on the phone effectively.

SEARCH

Watch the secretaries while they are talking on the phone. Watch their mimics. Share
your thoughts with your friends. Share the roles with your class friends. (as a secretary, a
manager, acaler and a caller who looks for hissher acquaintance.)

2. COMMUNICATION WITH FOREIGNERS
ON THE PHONE

2.1. The Rules Of The Address On The Phone

Teephone, especially in business life, is one of the means of communication that is
used most. Since the telephone is the main part of communication nowadays, you must be
careful and use the necessary rules on the phone for your company. Because the person on
the phone can't see your office and doesn’t know anything about your company, the
secretary on the phone is very important. You are going to represent your company as a
secretary. While talking on the phone, there are some rules which must be obeyed. These
are

1.  When you answer the phone, you should say “Good morning”, “Good
afternoon” and etc., then it is said the name of the company or service, then you
should introduce yourself.

2. Talking on the phone should be smooth and should be donein a normal tone of
voice.

3. You should avoid talking too much on the phone. Before dialing the number,
you should think about your speech or take notes.

4.  If the personis going to be held on line, you should say the reason and timein a
suitable way.

5. heremust be a notebook and a message form near the phone. Y ou should take
notes those are understandabl e and put these notes on the manager’ s desk and
you should remind the notes to the manager when he comes if necessary.

6.  When you want to phone someone out of the company, you mustn’t dial the
number before you understand if the telephone is convenient to talk.
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7. You should answer the telephone without waiting too long. As soon as you pick
up the receiver, you should begin to talk. While talking on the phone, you
shouldn’'t go on talking to the people in the room.

8. If your position isn't suitable to answer the phone, you should entrust it to
another secretary and turn back to your office as soon as possible.

9.  You should talk slowly and in a smooth tone of voice. Y ou shouldn’t talk
sharply and in a distant way.

10. If you answer the manager’s telephone, you must say thetitle and the name of
your manager.

For example: “Thisis the office of General Manager Halil Senel”

11. Atnotime, itisnot said “Who areyou?’ while answering the phone. I nstead,
you should say “Who is calling sir/madam?’ or “Could | take your name
please?’

12.  You shouldn’t give negative answers like these bel ow.

“Hefsheisn’'t here”
“He/she hasn't arrived yet.”
“1 don't know where he/sheis.”
“Why are you looking him/her for?’
Instead you should say,
“Would you like him/her to call you when he/she comes?’
“1’m going to find him/her up and turn back to you.”
13. If the manager wants himself not being disturbed, at no time, you can say;

“He/sheis busy at the moment. Would you like meto tell himto call you later?’

14. If the caller wants any other personnel except the manager and if he/sheis not in
the office, you can say,

“Would you liketo leave a message for him/her?’

15. A person who calls should finish the conversation, but if the secretary talks to a
manager or other superiors, on the contrary to therule, it is hoped that they put
down thereceiver.

16. You shouldn’t give any information that you aren’t sure on the phone.

11



SAMPLE TELEPHONE CONVERSATION

True: Good evening. Seka Holding Company, Dilarais talking. How can | help you?

True: I'm Dilara Oztan. I'm calling you from Seka Holding Company. Could | talk
to Mr. San, please?

True: Mr. Sanis not in this office at the moment. If you want to leave a message |
can take and tel him later.

False: Mr. San is absent. Call him later.

TrueMr. San is at the meeting,sir. | think it will finish two hours later. | can take
your note and tell him if you want.

False: Mr. San is at the meeting now. | don't know what time it finishes. I'll tell if |
see him.

True: Mr. Sanis outside the office at the moment. If | take the subject, | can connect
you to another department.

True: Do you mind if you tell Mr. San that Mr. Kozan has been waiting for an
answer urgently? Thank you. Who am | talking to?

False: Tell him Mr. Kozan has called. Click...

True: Good morning. Seka Holding Company... Hello! How are you, Mr. Ozavcr?
True: Good morning. Seka Holding Company... Who is calling sir?

False: Hello... Who areyou?

True: What time should | call Mr. Doganay in the afternoon, Mrs. Dereli?

True: Yes, Mr. San.This is your second call today. | think Mr. Naml1 is very busy
today. He couldn’t call you but I'll remind him again.

False: Really! | told him. Hasn't he called you?

True: Yes, Mrs.Yavuzcan. I've taken my note. I'll call you from 286 66 86.
(confirmation)

True: Yes, sir. I'm going to inform him about your call. Can | take your telephone
number please?

False: Hislineis busy. Call him later.

True: I'msorry for making you wait but he is not in his office. I'm trying to find him.
False: Wait...
True: | know you areright, sir. I'm going to tell him and remind him to call you.
False: What can | do if hedoesn’t call you?

12



Thethingsthat can be said and cannot be said on the phone:

Thethingsthat can't be said

Thethingsthat can be said

1-While concealing:

@ -Helshe wants to know who the
caleris.

@ -Mr./Mrs.... told menot to
connect the phones.

@ -He/sheisoutside, call him
later.

@ Whoiscalling, sir/ma am?

@ Could you wait for aminute? I’m not sure if heis
in his office or not.

@ Helsheis not in hig’her office. Could you leave a
message for him/her?

2-1f the telephoneis busy:

@ Helsheistalking on the phone,
why are you calling?

@ His/her lineis busy, can you
call him up again?

@ -1I'm sorry but he/she istalking on the other phone
at the moment. Could you wait for him or we'll
call you back later?

@ -I'msorry, but his’her lineis busy. Would you like
me to hold you on?

3-If the manager is out:

@ Mr/Mrs... isnot here now. |
don't know when he/she will
come back.

@ | don't know where shelheis.

@ Mr/Mrs. ... isout of the officeand | don't think he
comes back till tomorrow.

@ Mr/Mrs. ... isnot in his’her office. I'll tell him/her
when she/he comes back. Would you like usto
call you back?

4-T o be sure about the names

and the numbers:

@ What astrange nameit is. Can
you spell it, please?

@ Has hefshe got your telephone
number?

@ I'll put your message on his
table.

@ Could you spell your name for meto takeitina
correct way, please?
@ 1'll definitely inform your message to him/her.

5-While keeping the caller

waiting:

@ “Hold on, please!” saying that
and making the caller wait
before you don't let the caller
say anything.

@ Hel/sheis not in the office now, but I’ m sure he/she
is somewhere in here. Do you mind if | make you
wait for afew minutes?

13




CONVERSATION 1

Secretary (Sekreter):
Good morning, Emka Holding.
(lyi ginler, Emka Holding)

Secretary:
Yes. How can | help you?

(Evet. Nasil yardimei olabilirim?)

Secretary:
Hold on, please.

(Hatta kalin | ttfen)

Sekreter, Bay Sonmez’ e Alice Graysonile
gorusUp gorismeyecegini sorar.

Eger, Sonmez konusmak isterse Grayson'i
dogrudan Sonmez’ e baglar. Sinmez uygun
olmadigim soylerse, sekreter Grayson'a
donup Bay Sonmez'in disarida oldugunu,
isterse mesaj birakabilecegini ifade eder.
Nasil mi?

Secretary:
Sorry. Heis not here now. Would you like

to leave a message for

him?

(Uzgiinim. Kendisi su anda burada degil.
Mesaj birakmak istermiydiniz?)

Secretary:
OK. Have anice day.

(Tamam. lyi gunler.)

(KONUSMA 1)

Caller (Arayan):
Hello. Do you speak English?
(Merhaba. Ingilizce konusabilirmisiniz?)

Caller:

Great! Thisis Alice Grayson from
hometools fabric in London.

I’m calling to talk Mr. Sénmez. Is he there?

(Harika. Ben, Londra daki ev aletleri
fabrikasindan Alice Grayson. Bay Sonmez
ile gorismek icin artyorum. Kendisi orda
mi?)

Caller:

No! | will be pleased if he calls me when he
turns back.

(Hay1r. Geri dondiiglinde beni ararsa
sevinirim.)

Caller:
Have a nice day.
(lyi gunler)

14




2.2. The Rules Of Connecting The Phone

Talking on the phone should be suitable to the rules of general talking. It is very
important how to connect the managers on the phone. The protocal rules are very important
for the communication of public foundations and associations on the phone and they must be
completely obeyed.

According to the rules of teephone protocol, nobody can make the superior wait.
Except the chairman of the board of directors and the members, the secretary provides
communication between people whatever their titles are.

These are the protocal rules that must be obeyed while connecting the phone:

When a superior officer calls an inferior officer, the secretary should speak asin
the example.

“The General Manager Mr. Akgil wants to talk to the Sales Manager Mr.
Sayan, can | take your manager, please?’

If the positions of managers are equal, the secretary says,

“The Accountant Manager Mr. Seferoglu wants to talk to the Financial Manager
Mr. Sefer, can we connect them together?’

First of all, a secretary should introduce her own foundation or association when
she picks up thereceiver.

A caller should first say her/his own name/surname and title if she/he has.

If the person who is called doesn’t answer the phone, the caller asks the
secretary to connect him.

The caller finishes the conversation with good wishes.

Q VW8 8 ¥\V8 8 W

One of the most important rules is not to be waited so long. If the secretary says a
sentence as in the example, “One minute, please. Our general manager wants to talk to
you.”, thisis a sample of impoliteness.

2.2.1. Call Divert

To divert the call easily, the secretary should have the names, the missions, the
addresses, the phone numbers of the personnel in the company.

Today, the new types of telephone with a memory are used to divert the callsand the
telephones which are called most.

The country code of Turkiyeis 90.
Private service numbers begin with 1. (155,118,112 etc.)

To call between the cities, we add “0" before city code number.
For example: 0 < city code number < telephone number
0<236<547 1142

While calling between the countries,
00 < country code number < city code number < telephone number

15



The peculiarity of “call divert” in automatic telephone exchangesin offices:
You can divert all calls to another number by using this peculiarity.

Example:

- FIRST PICK UP THE RECEIVER AND LISTEN TO THE
(. INNER VOICE OF DIAL

O DIAL 85
o

THEN DIAL THE NUMBER WHICH ISWANTED TO BE
TRANSFERRED

LISTEN TO THE VOICE OF RINGING

Divert in the numerical telephone exchange
To cancel the call divert:

Example:

- PICK UP THE RECEIVER AND LISTEN TO THE INNER
(‘ VOICE OF DIAL

O DIAL 85
o

THEN DIAL THE NUMBER OF SUBSCRIBER WHICH YOU
\ WANT TO TRANSFER
L
¥ PUT DOWN THE RECEIVER
™

Cancel of adivert in the numerical telephone exchange

16




In the numerical telephone exchange, more than one telephone can be diverted to the
same telephone number.

To contact the subscriber to the outer lines: Some subscribers in the company/firm
cannot have the competence to reach the outer lines. These subscribers can make telephone

conversations easily.

Example

[

— |

|. .:Il Wl
o B £
WA

R

PICK UP THE RECEIVER AND LISTEN TO THE INNER
VOICE OF DIAL

DIAL 839

THEN DIAL THE NUMBER OF SUBSCRIBER WHICH YOU
WANT TO CONNECT.

PUT DOWN THE RECEIVER

Divert to an outer linein the numerical telephone exchange

(Inner) Telephone Conver sation with a Subscriber

The telephone numbers begin from 1110 on telephone conversations for inner lines.
The numbers for all users are four figure numbers. The person who works for the company
shouldn’t keep the lines busy for his/her private tel gphone conversation.

How to make inner telephone conver sation

PICK UP THE RECEIVER AND LISTEN TO THE- INNER
VOICE SIGNAL.

DIAL THE TELEPHONE NUMBER THAT YOU WANT TO
CALL

LISTEN TO THE VOICE OF RINGING.

17



- MAKE YOUR TELEPHONE CONVERSATION.

* WHEN FINISHING THE CONVERSATION, PUT DOWN
.]ﬁ THE RECEIVER.

(OUTER) Telephone Conversation.

You can reach an outer telephone number easily by using this characteristic of your
telephone exchange.
How to make outer telephone conver sation.

= PICK UP THE RECEIVER AND LISTEN TO THE- INNER
r 4 VOICE SIGNAL.

“* J  DIAL9
..ﬂ\."...'
f}:' LISTEN TO THE OUTER VOICE SIGNAL.

DIAL THE NUMBER OF THE PERSON WHOM Y OU WANT

OC
\1 TO CALL

LISTEN TO THE VOICE OF RINGING

— MAKE YOUR CONVERSATION.

N WHEN FINISHING THE CONVERSTATION, PUT DOWN
s THE RECEIVER.
3

Making an outer call in the numerical telephone exchange

18



2.2.2. TheUsage Of A Telephone With Answering System

In the offices,

Teephones are sometimes used to record the calls and to turn back to the caller. It is
very important in reducing the secretary’s work. An answering system is a heping unit for
telephone conversations. A caller should make notes before dialing the number by thinking
of what she/he is going to say. The telephone answering system has got a memory and a
recorder.
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PRACTICE-1

Tdefona Bakma — Ev

Answering the Telephone — Residential

Hello. Alo.

Smith's residence. Smith’in evi.
Hello, Smith’'s residence. Alo, Smith'in evi.
Hi! (informal ) Selam!

Yeah! (informal ) Evet!

Yes. Evet.

John Jones. Ben John Jones.

Hello, this is John Jones ( speaking. )

Alo, ben John Jones.

John Jones, may | help you?

Ben John Johns, size yardimci olabilir
miyim?

John.

Ben John.

John, may | help you?

Ben John, size yardimc olabilir miyim?

Tdefona Bakma — Is

Answering the Telephone - Business

City Hall. What department please?

City Hall. Hangi bolimi aramistimz?

Smith Company .

Smith Company .

Smith Company, may | help you?

Smith Company, size yardimci olabilir
miyim?

Smithco, how can | help you?

Smithco, size nasil yardimci olabilirim?

Arayanin Kiminle Konusmak Istedigini
Sorma

Asking whom a Telephone Caller Wants to
Tak to

Who do you want to talk to? Kiminle konusmak istiyorsunuz?
Who do you want to speak with? Kiminle konusmak istiyorsunuz?
Who do you wish to spegk to? Kiminle konusmak istiyorsunuz?
Whom do you wish to speak to? Kiminle konusmak istiyorsunuz?

With whom do you wish to speak?(formal)

Kiminle konusmak istiyorsunuz?

Arayam Bélirtme

Screening Someone's Telephone Calls.

May | tell her who's calling?

Ona kimin aradigint sdyleyebilir miyim?
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May | ask whois calling?

Kimin aradigin sorabilir miyim?

Whom may | say is calling? ( formal )

Kim artyor diyeyim?

Who shall | say is calling?

Kim artyor diyeyim?

Whom shall | say is calling? (formal)

Kim artyor diyeyim?

Who's calling?

Kim artyor?

I's she expecting your call?

Sizin telefonunuzu bekliyor mu?

Arayan Kisiyi Baglama veya Aktarma

Connecting or Transferring a Telephone
Caller

Do you wish me to page Mrs. Robins?

Bayan Robinsi ¢cagirmamu ister misiniz?

I will seeif she'sin the building .

Binada olup olmadigina bir bakayim.

Let me page her.

Onu gagirayim.

Let me connect you to that department .

Sizi 0 bolume baglayayim.

Arayam Beklemeye Alma

Putting a Telephone Caller on Hold

Heis on another line. Will you hold?

Bagka bir hatta. Bekler misiniz?

Would you care to hold? (formal)

Bekler miydiniz?

Would you like to hold?

Beklemek ister misiniz?

Just a moment, please.

Bir dakika |Utfen.

Please hold.

Bekleyin lUtfen.

Hold, please.

Bekleyin lUtfen.

Hold theline. (informal)

Hattan ayrilmayin.

Can you hold?

Bekleyebilir misiniz?

Tdefon Konusmasini Bagska Bir Isle
Kesme

Interrupting a Telephone Call with Another
Business

Just a moment, | have another call.

Bir dakika, diger bir cagrim var.

Hang on a moment.

Bir dakika bekleyin.

Hang on a second.

Bir saniye bekleyin.

Beklemede Olan Kisiye Donme

Taking a Call off Hold

For whom are you holding? (formal)

Kimi bekliyordunuz?

Whom are you holding for? (formal)

Kimi bekliyordunuz?

Who are you holding for?

Kimi bekliyorsunuz?
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Who's on theline?

Hatta kim var?

Areyou being helped? Size yardim ediliyor mu?
Have you been helped ? Size yardim edildi mi?

May | help you? Size yardim edebilir miyim?
Can | help you? Size yardim edebilir miyim?

Arayana Not Birakmasini Onerme

Offering to Take a Message from a
Telephone Caller

He's not in; would you liketo call back?

Burda degil; yeniden aramak istermisiniz?

Sheis not available. Can | take a message?

Musait degil. Not alabilir miyim?

Sheis away from her desk. Can | takea
message?

Masasinda yok. Not alabilir miyim?

May | take a message? (formal)

Not alabilir miyim?

Could | take a message?

Not alabilir miyim?

Shall | have someone to call you?

Sizi kimse arasin mi?

Arayana Y arcim Onerme

Offering Help to a Telephone Caller

Is there anyone ese who could help you?

Size yardimci olabilecek baska birisi var mi
?

| would be happy to try to answer your
question.

Sorunuza yanit vermeye calismaktan
mutluluk duyarim.

Would you careto talk to her secretary?

Onun sekreteriyle konusmak istermisiniz?

Could | help you?

Size yardimcer olabilir miyim?

Tdefon Konusmasini Bitirme

Bringing a Telephone Call to an End

| have to get back to work before the boss
Sees me.

Patron beni gormeden ise donmem lazim.

| have to get back to my work. | will call
again later.

Isime dénmem lazim.Daha sonra yine
ararm.

There's someone on the other line. | must
say good-bye now.

Diger hatta birisi var. Simdi veda etmem
lazim.

| really have to go now.

Simdi gercekten gitmek zorundayim.

I'll have to take your number and call you
back.

Numaramz: alip sizi yeniden aramam
gerekecek.

Can | call you back? Something has come
up.

Sizi sonra arayabilir miyim? Bir isim ¢ikti.

Can we continue this later? My other line
isringing.

Buna sonra devam edebilir miyiz.? Obiir
hattim ¢aliyor.

The doorbell isringing. I'll call you back.

Kap zili caliyor. Sizi sonraararim.
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Tdefon Servisinden bir Numara isleme

Requesting a Telephone Number from
Directory Assistance

I'd like the number of Dr. Pat Smith on
Main Street

Main Street
‘deki Dr. Pat Smith'in numarasin rica
edecektim.

| need the number of Dr. Pat Smith on
Main Street

Main Street
‘deki Dr. Pat Smith’in numarasin istiyorum.

Canyou give methe number of Dr. Pat
Smith on

Main Sreet
?

Main Street'deki Dr. Pat Smith'in
numarasin verebilir misiniz?

What is the area code for Los Angeles?

Los Angeles’'in bolge kodu nedir?

| need the area codefor Los Angeles.

Los Angeles'in bdlge kodunu istiyorum.

Tdefon Operatoriinden istekler

Requests from a T ephone Operator

| can't get through to this number.Would
you dial it for me?

Bu numaraya baglanamiyorum. O numaray1
benim igin gevirir misiniz?

Could you help me placeacall ?

Teefon eimeme yardimer olabilir misiniz?

I'd like to make a collect call.

Odemeli goriisme yapmak istiyorum.

I'd likethis billed to my home number.

Bunun faturasimn ev numarama gelmesini
istiyorum.

I'd like to place a person-to-person call.

Ihbarli konusma yapmak istiyorum.

Can you put me through to Chicago?

Beni Sikago'ya baglayabilirmisiniz?

Could you dial it for me, please?

Numaray: benimigin gevirirmisiniz?

Acil Konusmalar Yapma

Making Emergency Calls

| want to report afire.

Yangin ihbar etmek istiyorum.

| want to report arobbery in progress.

Su anda olan bir soygunu ihbar etmek
istiyorum.

Thereis ahouseon fire at
406 Maple Street

406 Maple Street'da bir evde yangin var.

This is an emergency.

Bu acil bir durum.

| need the police.

Polis istiyorum.

Plase connect me with the police.

L tfen beni polise baglayin.

Please connect meto the police.

L dtfen beni polise baglayin.

Get methe police and hurry.

Bana polisi verin ve acele edin.
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Istenmeyen Telefonlardan Sikayet Etme

Making Complaints About Unwanted
Teephone Calls.

I've been getting prank calls.

Beni dalga gegmek icin ariyorlar.

I've been getting crank calls.

Beni telefonla taciz ediyorlar.

I've been getting harassing calls.

Beni telefonla taciz ediyorlar.

I've been getting obscene phone calls.

Beni telefonla taciz ediyorlar.

Umumi bir Teefonun Sorunlarinm
Tanimlama

Describing Problems with a Pay Teephone

This telephone may be out of order.

Bu telefon bozuk olabilir.

I'm trying to use my calling card, but I'm
not getting through.

Telefon kartimi kullanmaya calistyorum
ama baglanamiyorum.

The phone ate my money. (jocular)

Teefon kartimu (param) yedi.

This phone doesn’t take any more money.

Bu telefon kart (jeton) almiyor.

Telefon Servisi veya Tesisi Talep Etme

Requesting Telephone Service or
Installation

I'd liketo order service.

Hizmet siparis etmek istiyorum.

I'd liketo order a second line.

Ikinci bir hat siparis etmek istiyorum.

I'd like to get call waiting.

Telefon bekletme istiyorum.

I'd like to get touch-tone dialing.

Tuslu telefonla arama istiyorum.

| need new phone jacks installed.

Y eni telefon prizleri takilmasim istiyorum.

I'mmoving and | need a new number.

Tasimyorum ve yeni bir numara
istiyorum.

I'd like a private listing.

Ozd liste istiyorum.

I'd like an unlisted number.

Gizli telefon numarasi istiyorum.

| need to speak with someone about my
bill.

Faturam hakkinda birisiyle konusmak
istiyorum.

Telefon Operatdrinin Sozleri

Expressions Used by a Telephone
Directory Assistance Operator

Which city, please? Hangi sehir?
City please? Sehir lutfen?
Name, please? Isim litfen?

Hold for the number, please.

Numaraigin bekleyin [Utfen.

Business or residence?

Is mi ev mi?

Is this a business or residence?

Burast is mi ev mi?
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I'm sorry, that's an unlisted number.

Uzgiiniim bu gizli bir numara.

I'm sorry, that number does not exist in the
register.

Uzgiiniim, bu numara kayitta yok.

I'm sorry, at the customer's request, we can
not give this number.

Uzgiiniim, miisterinin arzusu (izerine bu
numaray1 veremiyoruz.

I'm sorry, | don't have alisting under that
name.

Uzgiiniim, bu isimde bir kayit yok.

I'm not showing a listing.

Kayit géstermiyorum.

Thereis no listing under that spdling.

Bu yazilista bir kayit yok.

Areyou sure of the spelling?

Y azilistan emin misiniz?

How is that spelled?

Nasil yaziliyor?

On what street?

Hangi caddede?

Do you have an address?

Adresiniz var mi?

Telefon Onarim Servisi Operatorunin
Sozleri

Expressions Used by a Teephone Repair
Service Operator

It seems that we have a problem with our
lines.

Hatlarimizda bir sorun var gibi gorintyor.

It seems that thereis a problem in your
house wiring.

Ev tesisatimizda bir sorun var gibi
gorinuyor.

Thereisachargeif the problem is with the
wiring inside your house.

Eger sorun evinizin igindeki tesisatlailgili
ise bunun bir Gcreti var.

| can have a repair person come out
tomorrow.

Yarin bir tamirci gonderebilirim.

Let me connect you with my supervisor.

Sizi amirime baglayayim.

Telefon Sirketi Satis Temsilcisinin Sozleri

Expressions Used by a Telephone Company
Sales Representative

Would you carefor any other services?

Bagka bir servisister misiniz ?

Would you be interested in call waiting?

Telefon bekletme ileilgileniyormusunuz?

When would you like the phone number
changed?

Teefon numarasinin ne zaman
degistirilmesini istersiniz?

Kayith Telefon Servis Mesajlar:

Recorded Telephone Service M essages

The number you have dialed, 555 1234,
has been changed.

Cevirmis oldugunuz 555 1234 numarasi
degistirilmis.

The new number is 555-1235. Please
make anote of it.

Y eni numara 555-1235'dir. L (itfen not alin.

The number you have dialed, 555-1234,
has been disconnected.

Cevirdiginiz numara 555-1234
kal diril mustr.

The number you have dialed, 555-1234, is
not in service.

Cevirdiginiz numara 555-1234 kullanimda
degildir.
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No further information is available on 555
1234.

555-1234 ileilgili daha ayrintil bilgi
yoktur.

555-1234 has been temporarily
disconnected.

555-1234 gegici olarak kaldirilmistir.

555-1234 is temporarily out of service.

555-1234 gegici olarak hizmet disidhr.

555 1234 is being checked for trouble.

555-1234 nolu numarantn ariza kontrol U
yapiliyor.

All circuits are busy now.

Simdi bitiin devreler mesgul.

Pleasetry again later.

L Gtfen sonra yeniden deneyin.

That number is busy, pleasetry again later.

Numara mesgul, |Utfen daha sonra yeniden
deneyin.

When making a call outside your area
code, please dial 1.

Bolge kodunuzun disinda bir arama
yaparken lttfen 1'i cevirin.

The area code of the number you have
dialed has been changed to 555.

Cevirdiginiz numaranin bolge kodu 555
olarak degistirilmistir.

The number you have called is
uncomplete. Please check the number and

try again.

Teefonla Magaza Saatlerini Sorma

Aradigimz numara eksiktir. L itfen
numaray1 kontrol edin ve yeniden deneyin.

Asking about Store Hours over the
Teephone

What time do you open? Saat kacta aciyorsunuz?
When do you open? Ne zaman agiyorsunuz?
When are you open? Ne zaman agiksimz?

What are your working hours?

Calisma saatleriniz nedir?

When do you close today?

Bugtin ne zaman kapattyorsunuz?

How late are you open (today)?

Bugtin kaga kadar agiksiniz?

Areyou open on weekends?

Hafta sonlari agik misimz?

Areyou open on Saturday?

Cumartesi gunleri agik misimz?

Areyou open after five?

Saat besten sonra agik misimz?

Bir Yerin Konumunu Sorma

Asking about the Location of A Place

Where are you located?

Yeriniz nerede?

What are the (nearest) cross streets?

(En yakin) yan sokaklar hangileri?

Whereis your store?

Magazaniz nerede?

What's your nearest location?

Size en yakin yer neresi?
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Do you have any locations in the suburbs?

Sehir disinda yeriniz var mi?

Which road areyou in?

Hangi caddedesiniz?

How do | get there?

Oraya nasil gidebilirim?

Telefonla Mal Siparisinin Nasil
Verilecegini Sorma

Asking How to Give a Merchandise Order
over the Telephone

Do you have a catalog?

Katalogunuz var mi?

I'd like to place an order.

Sipariste bulunmak istiyorum.

Can | fax my order in?

Siparisimi faksla gonderebilir miyim?

Can | fax my order to you?

Siparisimi size fakslayabilir miyim?

Teefonla Siparis Edilen Mallarin Parasinin
Verilmesi

Asking about Payment of the Goods
Ordered over Telephone

Do you accept credit cards? Kredi karti kabul ediyormusunuz?

Which credit cards do you take? Hangi kredi kartlarim kabul ediyorsunuz?
Do you take credit? Kredi aliyor musunuz?

Do you take checks? Cek alyor musunuz?

Do you accept checks?

Biri Telefonla Ricada Bulundugunda

Cek kabul ediyor musunuz?

When Y ou are Interrupted by a Telephone
Salicitor

I'm sorry, but I'm not interested.

Maalesef ilgilenmiyorum.

| don't have time to talk right now.

Simdi konusmak icin vaktim yok.

| can't talk right now.

Simdi konusamam.

Y ou caught me in the middle of dinner.

Beni yemegin ortasinda yakaladiniz.

How did you get my name?

Ismimi nereden 6grendiniz?

No, thank you.

Hayir, tesekkir ederim.

We do not accept telephone solicitations.

Telefonlaricalar kabul eimiyoruz.

Teefonla Ricada Bulunan Kisiden Ek
Bilgi isteme

Requesting Additional Information from a
Teephone Solicitor

Can you send me some information in
writing?

Bana yazil1 bilgi gonderebilirmisiniz?

Can you send me some literature?

Bana basil1 evrak gbnderebilirmisiniz?

Can you send me a catalog?

Bana katalog gonderebilirmisiniz?
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Can you send me a brochure?

Bana brostr gonderebilirmisiniz?

Tdefonla Ricada Bulunan Kisiyle Is
Yapmay1 Reddetme

Refusing to Do Business with a Telephone
Solicitor

I'm sorry, | don't give out my credit card
number over the phone.

Uzgiiniim,telefonla kredi kart: numaram
vermiyorum.

I'm sorry, but |.don’t place orders over the
phone.

Maalesef tel efonla sipariste bulunmuyorum.

I never do business with telephone
solicitors.

Telefon ricacilariyla aslais yapmam.

Please take me off your list!

Ldtfen beni listenizden gikarin!
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PRACTICE- 2

STEPS

ADVICE

. Dial the telephone number.

[1Read the information about connecting
technically. Dial the number paying
attention if it isinner line or outer line.
[1Examine the steps of the tdephone
conversations (inner or outer)

[1Be careful if the telephone number istrue
or not.

[1After greetings, introduce yourself and
your company.

[IFirst, you should say “ Have a nice day”
and introduce yourself and your company.
[1Y ou should be respectful because you
represent your company on the phone.

[1Report the subject.

[1Y ou should report the subject in a short,
clear and understandabl e way.

[1Report it to the related person.

[1Y ou should be sure that the person is the
right one.
[1Y ou should be a good listener.

[JLeave a message.

[If you cannot reach the person, read “the
message form” or the summary of talking
subject.

[1Follow the telgphones that cannot be
reached.

[J Examinethelist for callers. And make
another list for people who have called.
Take some help from your teacher about the
subject.
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PRACTICAL TEST

Take this test to determine the level of your success. Practise this with your friends
using the telephone exchange at school. Y ou can do role play with your classmates.

BEHAVIOUR THAT SHOULD BE EXAMINED YES NO

To dial the number

- Have you talked on the phone by dialing the rules of
calling

oninner and outer lines?

- Have you introduced yoursdf and your company after
greeting?

Toreport the subject
- Have you got the subject of conversation clearly?

- Have you reported the subject to the person who is
interested
in?

To leave a message
- Have you |eft a message on the answering system?

- Have you written it on the chart of dialled numbers?

To check thetelephonesthat you couldn’t reach
- Have you checked the chart?

- Have you called these numbers again? D

EVALUATION

You can take the other test if you have more than 6 “YES’ answers on the
performance test.

Practise this activity again if you haveunder 6 “YES’ answers.
If you think that you are not successful, consult your teacher.
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2.2.3. He Techniques Of Taking Notes On Telephone

A Secretary should pay attention to the followings while taking notes and
messages.

1)  Toobey thegeneral instructions
@  Asasecretary, you should gather the names, surnames and addresses of
important people in aregistery.
@  Whiledictating, you should leave a few blank lines at the top of the pageto
write the manager’ s instructions
@  You should writethe name, surname and address of the person who is written
to while dictating.
2) Toidentify the special instructions

You should take notes ,using a coloured pencil, near the writing (APS, |etter, fax,
telex, telephone etc.)

3) Totakenotesof other instructions

While dictating, the manager can suddenly remind another work.
It is necessary to take notes of these subjects either.

4) To makechanges

Corrections and additions that are done during dictation shouldn’t be written between
the words and should be written at the and of the page by putting X next to them.

5) Important pointsduring dictation

When the manager takes a break, the secretary should read the notes, correct the
mistakes, use the punctuation marks and identify the paragraphs.

6) Other Rulesof Dictation

While dictating, some special guests may come to visit the manager. On this situation,
the secretary should do another work by considering the duration of conversation.

If the secretary can not write some words during dictation. She/he should say this by
apologizing. As soon as she finishes the dictation, she should get out of the office by taking
back all the materials.
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To take notes effectively
1.  listento the person carefully
2. try to understand

3. designate the notes as soon as possible.

2.3. Letter Codifying And Abbreviations

In tdephone conversations, we use codifying methods so that the people can
understand the words easily. At the codyfying system in Turkey, 29 letters in our alphabet
are used to point at thefirst letter of the name of the country, city and town.

@ A Ankara @ O Ordu
@ B Bursa @ O Odemis
@ C Ceyhan @ P Polatl
@ C Canakkale D RRize

@ D Denizli @ S Sivas

@ E Edirne a5 Sile

@ F Fatih @ T Trabzon
@ G Giresun @ U Usak
@ H Hakkari @ U Urgup
@ | llgaz @V Van

@ 11izmir dY Yozgat
@ JJaponya @ Z Zonguldak
@ K Kayseri

@ L Luleburgaz

g M Malatya

@ N Nevsehir
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Thefollowing system can be given for the international codyfying system.

@ A Amsterdan @ N New York
@ B Batimore @ 0O0do

@ C Casablanca @ P Pais

@ . D Denmark @ . Q Quebec
@ E Edison @ . R Roma

@ FFlorida @ . S Santiago
@ G Galipali @ T Tapoil

@ . H Havana @ . U Uppsala

@ | ltalia @ V Vdencia
@ . JJerusalem @ . W Washington
@ K Kilogram @ . X Xanthippe
@ L Liverpoal @ Y Yokohama
@ .M Madagaskar @ Z Zurich

ABBREVIATIONS: It is an important rule not to engage the lines long and to make
short conversations on the phone. A professional secretary can take notes using her/his own
methods, and can use some abbreviations while taking the messages.

These are the following abbreviations.

Aug —August
Ave —Avenur
BR —British Rall
Co — Company

Corp — Corporation
Dept — Department
Doz —Dozen

Esp — Especially
Gen — Generd
Mth — Month

NE — North-East
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2.3.1. Usage Of M essage Forms ( The Register Form Of Telephone)

If the person, who is called, is not in hisher office, his/her secretary should prepare a
message form which contains the information including the name, telephone number, the
date, thetime, etc. and should leave it on his/her table.

The following is a message form.

MESSAGE FORM

Gl o
Hig/Her tdephone ... ... e
TEPhone: ...

He/She's called. Call him/her, please.

She/He' s cometo talk. She/He' |l call him again.

She/He wants an interview She/He s been waiting.
NOTE. ..ot e e e
The one who takes the message: | Date: Time:

2.3.2. Drawing a chart

Productivity is aimed with the usage of a chart. A professional secretary should make
up achart to carry on the works regularly and to use the time efficiently.

These charts can be grouped as in the example:

@  Toidentify thecallers
@  Todesigndaily appointments
@  Toremind the daily works



The Chart for Callers

Soot Date
Unit Day :
Manager Name and Surname;
No clock

He/She' s called. Tolook for | Result

Message
title Soot
Name Unit Td
Surname
He/She' scalled
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PRACTICE

STEPS

ADVICE

@ Pick up thereceiver.

. Read the part for telephone and after greeting,

introduce yoursdf and your company.

@ . Answer the phone.

Q

.Read " Therules of talking on the phone and the

usage of telephone efficiently.”

. Examinethetable of “ The things those can be

said or not “ and answer the telephonein a
suitableway for this.

Be kind and respectful. Pay attention to the tone
of your voice.

@ Call divert to therelated person.

. Learn the calll divert functions of the telephone at

the office.
Discuss the information with your teacher.
Divert calls by using the telephone at the office.

@ Takenotesif the person cannot
be reached.

Q [V ¥ O

Read “ The techniques of taking notes on the
phone.”

. Put a notebook and a pen on your desk. Examine

the chart of abbreviations and codyfying the
letters.

. Take notes of theimportant parts of the

conversation by doing abbreviations and
codyfying. Examine these notes with your
teacher.

. Ring off according to the rules of telephone

conversation. (The person who calls first rings
off)

@ Transmit the messageto the
related person.

(SRR

Read “ The usage of message forms.”

. Prepare a“Message Form.”
. Examine the notes you’ ve taken with your

teacher and check them if they aretrue or not.
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LEARNING ACTIVITY-3

AIM

You will be able to give / take an appointment according to the politics of your
company.

SEARCH

Examine the clothes of the personnel at private sector and public sector . Pay attention
to the rules of greeting, talking, meeting and addressing between the inferior and superior:
Note your observations down and tell them to your friends at school.

3. PROTOCOL RULES

It is said “protocol” that two or more than two people in social life behave to each
other in a proper and correct way. In another definition, the international rules of politeness
is called “protocol”.

Protocal is the whole rules of politeness, good manners, tradition and social life those
people obey in their ordinary life, in business life and in statelife.

A secretary should know and carry the protocol rules out.

To be able to do this, she /he should definitely know more about the managers and
personnel in the company.

3.1. Some important Protocol Rules

In a conversation, an older one begins to talk.

An older one or superior chooses the subject.

While an older oneis talking, the younger one shouldn’t interrupt his speech.
Theinferiors shouldn't talk without permission.

The secretary should give short answers to the questions that the superior asks.
Every person likes nice words so you should use the following expressions on
the phone.

[ORSRORORNRN

“Please’, “Thank you”, “I’'m going to connect you at once” , “Yes, sir?’, “May |
help you?’, “Can | hold you on please?’ etc.
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On the phone, the superior mustn't be waited. This is an important rule that you
mustn’t forget.

Very Important People

Paliticians, diplomats, statesmen, scientists, writers, artists etc. are called VIP (very
important person ).VIP guests can be divided into three groups according to the place and
rank:

@  VIP:Heisthe man who is more important than the others.
@  Vey VIP : According to the protocol rules, he is the man who is the second
important onein that place.

Their Precedence
A) Public Sector

1) ThelList Of State Protocol
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The President of The Republic

The President of The TBMM

The Prime Minister

The President of General Staff

General President of The Main Opposition Party
Former Presidents of The Republic

The President of Constitution Cort

The First President of Supreme Court Of Appeal.
The President of State Councils

Members of Councils of Ministers

Force Commanders

Army Commanders

The President of YOK

The President Deputies of TBMM

General Presidents of Political Parties In TBMM
Members And Chiefs In TBMM

General Presidents of Other Palitical Parties

The Group Chiefs And Deputies of Political Parties
The Assistants of General Presidents of Political Parties
The General Secretaries of Political Parties

he Protocol List In Cities
The Governor
The Members of TBMM
The Commanders
The Mayor
Rectors
Public Prosecutor, President of Justice Commission, President of Local
Law Court, President of Bar .
Assistants of Rectors
Members of Armed Forces

he Protocol List In County
The Governor of A District
The Garrison Commander
The Mayor
Public Prosecutor
Dean of the Faculty
Chief Palice
Judges
Country President of Political Parties

VAV Dd 88 |V Dd V8NVl

Private Sector

@  Chief of Board of Directors

@  Chief Deputy of Board of Direction
1) Members of Board of Directions
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@  Genera Directions,

Assistants of General Director

@  Directions of Factory ,Department and Managing
@  Directors of Factory, Department and Managing
@  Unit Directions

Sitting Plan At Tables Can Be DoneIn The Following Way:

The most important female guest ( on theright)

host host
(as male) (asfemale)

The most important male guest (on the right)
(At aformal home reception)

At alongtablefor 8-14 people

9 5 1 (Owner of theinvitation) 3 7 1

12 8 4 (Honorary Guest) 2 6 10
Sitting plan of an invitation that just gentlemen join to.

4 (OKE) 1 (Owner of theinvitation) 2 3 5
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5 3 2 (Honorary Guest) 1 EB 4

Sitting plan of an invitation that a honorary guest and ladies also join to.
OKE: The Wife of the Honorary Guest
EB : Owner of the Invitation
B : Mr
H : Owner of the Invitation

10-20 kisilik yemekler u¢ merkezli uzun masada

B H B H B H B H

Lady
Gentlemen
Owner of the Invitation. (Owner of the Invitation)
1 3 5 7 8 6 4 2
B H B H B H B H

Sekil 4: Bay Ve Bayanlarin Katildigr Davetler de Otur ma Diizeni

D.) Precedence Of Talking

In genera , talking is made from inferiors to superiors. The person who represents the
top rank talks at last.
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4)  Sending/ Talking Flower And Present

Flowers are used to express our feelings. Choice of flower gives us information about
the sender’s well-bred and pleasure. Basket and wreath are sent, but a bunch of flower can
be given by hand.

Basket Wreath Bunch
Flowers Can Be Sent In The Followming Position:

The wedding, engagement parties

Theformal invitations and feast/religious festivals
The opening invitations

Funerals

Anniversaries

Cocktail parties

Celebrations

Ceremonies of welcome

(SENREVRORORORORN

3.2. The Rules Of M aking /Giving An Appaintment

The manager’s time is very precious and restricted, so one of the most important
duties of the secretary is to determine the daily appointments.There are some points that you
can carry out the appointments.

In specific order these points are:

@  You should leave enough time between the appoi ntments and you should be
careful in order that appointments can be collided with one another.

@  Asasecretary, you should takes notes carefully on the appointment register,
appointment form or computer.

Appointment Form

Information about the caller:
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Name surname: Title:

Date of the appointment: Time of the appointment:
Subject of the appointment: Phone number:

The person (whom the caller wants to talk to):

1. You shouldn't make/ give an appointment for the day before and the day after
an important meeting and journey.
2. You shouldn't neglect to define the day, place, date and time of an appointment.

Y ou should take short notes about people who want to make an appointment .

4.  Asagood secretary, you should cancel the appointments at least 24 hours before
by using the type of making an appointmet.

5. You shouldn't write indefinite concepts such as“ in the morning, in the
afternoon or at night.” Indeed, you should give definite time such as* 8:30 am.
(in the morning) 09:00 p.m.(at night).”

6.  You should check and confirm(type) the appointment’s correctness.
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PRACTICE- 1

Steps

Advice

Change the classroom into the office.

Remember the morning information
while changing it into the office. Provide the
equipment that peoplein the office can use.

Organize a morning scheldule.

Read the morning schedulein this learning
activity.

Provide the equipment for this schedule.
First, make a programmefor the

things that can be donein the

office and morning schedule. Show this to
your teacher.

Pogramme the manager’ s appointments.

Y ou can take necessary information for
making an appointment. Form the

Module. Make a manager’s

appointment plan by looking at the
information in the module and show it to your
teacher.

Hand in the documents to your teacher on
time

Learn how to use a schedule
and an agenda by examining the module.

Write down the things that you are going to
doinyour plan.

Examine the morning activities. Arrange the
document as a working
plan. Show it to your teacher.




PERFORMANCE TEST

Evaluate your activities about appointments with one of your friend and if you have
some faults and mistakes, revise the leaving activity.

Student’s name:

Classy number:

Field : Office management
Branch:

Aim: Practice

Subject: Programming the work

Criterion: Yes No
Property For Profession

And Clothing

-Has she/he dressed suitably for (] O
the profession standards?

-Is his physical appearance proper? (] (]

Making An Appointment By Telephone

-Has she provided the equipment

like a telephone, a pen , an appointment (] (]
form etc.?
-Has she answered the phonein (] O
aproper way?
-Has she greeted the caller using (] (]

the proper geeting words?
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-Has sheintroduced hersdf and the

enterpise? O
-Has she pointed out that she wanted

to help the caller? O
-Has she taken the notes about the

caller? O

-Has she written the time, date and

place of the appointment? O

-Has she written the the subject of (]
the appointment?
-Has she confirmed the information? (]
-Has shefinished the conversation in a
proper way? (]

-Has she turned the tone of her voice? (]
-Has she informed the appointment to

the manager? O
-Has she prepared the necessery document

for the appointment? (]

Working Tidyly And Proper Working Of The Rules

-Has she used the office tidyly? 0

-Has she chosen and used the

proper document? (]

-Has she obeyed the rules on the

phone? O

-Has she used the time well? 0
Determination Of The Guest’s Pleasure

-Has she communicated with the guest? O

-Has she received the demand of the guest? (]
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3.3. The Entertainment Techmques

It is very important to welcome and send the guest off. The managers should welcome
and send the guest off in the protocol .These guests are welcomed at the door of the
enterprise and send off at the same place. A good secretary should say the guest who comes
to the enterprise the statements like the following:

“Welcome sir/madam, how can | help you?“ smiling.A secretary should be patient to
the guests, because some of the guests can not be pleased easily so the secretary should try to
make them pleased.

1. Greeting Rules
When people meet each other ,they greet using the following words:

“Good morning / good evening /have a nice day /hello etc.You should greet
everybody in that office when you go to work in the morning ,but this greeting should be in
a smooth and proper way in office conditions.Y ou should avoid exaggeration .Y ou should
adress the people who work in the same office /enterprise like the following:

“Good morning Mrs. Ozden /Good afternoon Mr.Giines etc.”

If there is a group in the same room ,you should greet al of them .When a person
,who is older and superior comes in to the office in which you are ,you should say “Good
morning Mr.Manager.”

If you don’t know the person ,you should greet orally like “Helo ,good morning etc.”
It is enough to greet with your head.

2. Addressing Rules

Addressing is very important for communication between people .It is the first of the
most important rules that people should obey .It should be addressed absolutely “Mr.and
Mrs.”.By all meansit shouldn't be addressed them with their first names.
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Important Points In Addresaing

CoNOOR~WDNPE

1.

Y ou shouldn’t interrupt anybody’ s talking as a secretary.

Y ou shouldn’t speak on the subject you don't have any information.
Y ou shouldn’t talk long.

Y ou should tune your voice well.

Y ou shouldn’t exaggrate your mimics and gestures .

Y ou should try to use the language clearly and fluently.

Y ou should avoid asking unnecessary questions.

Y ou should listen to the guest carefully and revedl it to him/her.
Y ou should be calm and patient when you are angry and furious.
Y ou should avoid quarrels.

Y ou should check if the information is true or not.

Y ou shouldn’t be presudiced.

Y ou should try to understand body language .

Offering Rules

The guests habits ,who come permanently ,should be known and it should be
learnt how they want their tea/ coffee.

First the guest and then the manager should be offered.

Precedence in offering :0Old woman ,young woman ,old man ,young man.

It should be offered from the top rank to the bottom rank.At this position ageis
not important.

Y ou should carry the food and drink with your left hand and serve with your
right one.

Dishes and glasses should be put on the table from the right side of the guests
and you should take them out from the same side.
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7. It should be waited that the guests finish eating and drinking then dishes and
glasses should be taken out in a polite way.
8.  Theashtrays should be changed carefully.

Takingt dirty ashtray 6ut
4. Carrying Out The Guest Requests

Some guests can come to the company because of various reasons from time to time
.To welcome the guest is one of the secretary’s duties. In general ,the guest comes to the
company for these aims:

For making an interview

For getting some information on various subjects
For visiting

For buying and sdlling product

For curiousity

SECRVRORN

A guest who comes for business is greeted saying “We come sir,madam.How can |
help you?’

and is shown a place to sit.After getting the aim of coming ,his’her appointment is
checked .

The date and time of the appointment is revised once more .1t is informed to the
manager and when the manager is free ,the guest is taken to the manager’ s office saying that
“My manager is waiting for you,sir/madam’”.

5.  Unexpected Guests

a. The guests who comes without an appointment takes the manager’stime and
reduces productivity .

For this reason ,visiting should be done by an appoinment as far as possible .If the
visitor and the reason of visiting isimportant for the manager and the company ,the secretary

49



should send the visitor off in a proper way saying that.“I’m sorry ,sir/madam , Mr manager is
examining an important product ./Mr manager is in an important meeting .I'll inform your
note ,if you like".

There are some rules related to this subject:

The manager should give power to his secretary for making appointments.
The secretary should talk to the guests first .She should ask these questionsin akind
voice.

N

“How can | help you?’ or” Would you like meto tell the manager?’

3. Thesecretary should check and follow the manager’ s appointmens and she should
know the aim of their visiting .If there is a guest who stays long in the manager’s
office ,the secretary

should comein to the office and say “I’ m very sorry to interrupt your conversation ,sir .Y ou
have to attend to the meeting of administration at 5 o' clock .”

4.  Visiting should be limited with time .The secretary should remind the time of the
appointment.

5. One of the personel can demand to talk to the manager for afew minutes .The
secretary should ask the context of the subject and she shouldn’t allow anybody for
unnesseary talking.

6.  The manager should talk to the guest by standing ,and even in front of the door.Thus
,he lets the guests leave as soon as possible.

B. TheGuest Who Comes Before The Time Of Appointment .

The secretary should leave a break between the appointments.It shouldn’t be taken
appointments one after the other.When the guest comes before the time of appointment |,
he/she shouldn’t belet seethe manager.First ,the secretary comes into the manager’s room
or phone him saying that “Mr. Manager ,Mr.Fitz has come to seeyou.”

If the manager is busy ,the secretary says : “I'm sorry ,sir/madam .My manager is
busy now . You can have arest for awhileif you like,” and than she asks a question like this.
“What would you like to drink ,Mr Fitz?’

C. ToCompensate The Defects Can Sometimes Be Difficult But It IsNot | mpossible.

To prevent the defects ,you should be very careful and you should absolutaly confirm
the appointment .1f it is your fault as a secretary ,you should apologize the guest and try to
make him see the manager that day.If the manager is busy ,you should give another time of
appointment to the guest.
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PRACTICE- 2

Steps Advice
@ To welcome the guest. @ Be cheerful and kind.
@ To entertain the guest. @ Please your guest without any problems.

@ To giveltake information from the guest.

@ Beagood listener and talk well and
effectively.

@ To please the guest that has to be waited.

@ Be persuasive.

@ To canalize the guest.

@ Take a quick and objective decision.

@ To send the guest off.

@ Make the guest pleased.

Evaluation

A. Answer The Following Questions

1. Which of thefollowingsis not appropriate for protocol rules?

A)
B)
C)
D)

The secretary should ask who the caller is when she answers the phone.
The secretary shoud introduce herself and her company.

The caller finishes conversation first with good wishes.

The superior should never be waited on the phone.

2 Write the appropriate codes for the given cities and telephone numbers by using the

rulesfor
caling.

izmir:6322730¢(......)
Bursa:2202137(.......)
Trabzon:3218141(....)
Konya:3207550(........ )

3. Match thelist of caller’s number with the list who you call the number.

A) 2458 outer line

B) 92125111 between the cities

C) 2505044 inner line

D) 03124251012 for intermational calling
E) 009015681222133 for the cities calling

51




6.

Write a greeting message for the tel ephone with answering system.

Why is a bunch preferred for visiting the house and the ill?

A)  becauseit is cheap

B) becauseit doesn’t take much place

C) Dbecauseitiscarried easily

D) because the people are considered important by the visitors

Why is it so important that you have nececcary information

during suasion?

10.

A)  for making the guest feel special.
B) for beingrdiable

C) for welcoming the guest well

D) for being listened efficiently

Why is it so important that the appointments are made on the definite time?
A) for preventing an overlap between two appointments

B) for not offering something to the guest

C) for preventing the guests not to see each other

D) for not making them wait

Why should the appointments be confirmed?
A) tocheckif it istrue or not

B) tocandlizethe guest

C) topleasethe guest

D) to persuadethe guest

Why is the President of the Republic first person according to the protocol rules?
A)  because he cares for the public benefits and prevents the profits

of the state.

B) becauseheisthe chief of the council of ministers.

C) because herepresents the Turkish Republic and Turkish

public.

D) because he makes the laws.

Why is the governor first person in the protocol list of the city?

A)  because he maintains the work with security in the city

B)  because he maintains the duties about education and health
C) because heisthetop representative of the state

D) Dbecause heisthe representative of the state, government
and ministries.
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B. If Your Answer IsTrue, Put A Tick Into The T Box, If Your Answer |s False,
Put A Tick Into The F Box

Questions
T F

11. Thefirst step for being reliableis to create

possibleimpression. O O
12. It shouldn't be addressed to the people whom

you don’'t know their names, saying “sir/madam.” (] (]
13. Tohave éficient information, to talk efficiently,

and to be patient are the effective methods

to persuade the guest. (] O
14.  Appointments shouldn’t be limited with time. O O
15.  Appointments should be confirmed and checked. (] (]
16. It must be drawn a diagram to show where

people stand, walk and sit. (] O
17. Itisnot important to comefirst in protocol

at ceremonies. (] 0
18. Thebunches are preferred because they don't

take much place for visiting the house and the ill. (] (]
19. At thereception of the house, the honorary

guest sits near thelady (owner of the invitation)

and the honorary guest sits near the

gentlemen (owner of theinvitation) O O
20. At the meetings, ceremonies and openings,

speech is made from the inferior to the

superior. (] O
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21. Because of their statues, important statesmen,
politicians, scientists, writers and artists are
caled VIP. 0 0

22. At the mesetings, the chief of the meeting
always sits at the chair or near the U table. (] (]

EVALUATION

Match your answers with the answer key and evaluate yourself by defining the
number of true answers.



D

(232)
(224)
(462)
(332)

B DIS HAT
D SEHIRLERARASI
A ICHAT

E ULUSLARARASI
C SEHIRICI ARAMA

Hello! | can’'t answer the phone now. Y ou can leave the message after the signal.

MM—A—4TTTAATT AT —H0O0O>>WD

ANSWER KEY
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