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CBC NOTES  |  Terms 1, 2 and 3  -  notes for 75 topics

IN EVERY TOPIC

• What you will learn, the key words and key terms explained.

• Clear notes under headings and subheadings, with labelled pictures and step-by-step procedures.

• Comparison tables, and advantages and disadvantages where methods are compared.

• Key points to remember, then multiple-choice and structured questions.

• All the answers and a glossary at the back.
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Strand 1.0 Human rights  |  Term 1

1.1.1  Polite Language: Telephone Etiquette
WHAT YOU WILL LEARN

By the end of this topic you should be able to:

• identify polite words and phrases in telephone conversations

• conduct a telephone conversation using polite words and expressions

• acknowledge the significance of etiquette in telephone conversations

KEY WORDS

etiquette, caller, receiver, hold the line, take a message, call back.

A telephone call is a conversation without faces, so good manners must come through the voice alone. Polite

words and a clear structure make a caller feel respected. In this topic we identify polite words and phrases used on

the telephone and practise conducting a polite telephone conversation.

1. Polite words and phrases

A model call

Receiver: "Good morning, this is Amani Junior School. Wanjiru speaking. How may I help you?"

Caller: "Good morning, Wanjiru. My name is Mr Odhiambo. May I please speak to the head teacher?"

Receiver: "Please hold the line while I check... I am sorry, she is in a meeting. May I take a message?"

Caller: "Yes, please. Kindly ask her to call me back. Thank you." Receiver: "You are welcome. Goodbye."

Telephone phrases

Purpose Polite phrase

Greeting Good morning / Good afternoon

Identifying yourself This is... speaking

Asking May I please speak to...? / Kindly...

Pausing Please hold the line

Offering help May I take a message?

Closing Thank you / You are welcome / Goodbye

2. Steps of a polite call

Steps of a polite telephone call
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• Greet and identify yourself.

• Speak clearly and listen without interrupting.

• Ask before putting someone on hold.

• Thank the caller and end politely.

3. Taking a message

A telephone message slip

A good message records the caller's name, their number, the message itself and the time of the call, so that the person it

is meant for can act on it.

4. What to avoid and handling a wrong number

Telephone etiquette

+  Do

• Speak clearly and calmly

• Use polite words

• Keep calls short and at sensible hours

-  Do not

• Shouting

• Eating or chewing while speaking

• Long calls late at night

A wrong number

Receiver: "I am sorry, I think you have the wrong number."

Caller: "I apologise for the trouble. Goodbye."

KEY POINTS TO REMEMBER

• Greet, identify yourself and state your purpose politely.

• Use "May I...", "Please hold the line", "Thank you" and "Goodbye".

• Take messages with name, number, message and time.

• Do not shout, eat while talking or call late at night.

• Handle a wrong number with an apology.
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