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LINC 7 CLB Competencies and Essential Skills

The activities in this section represent a sample of possible activities that can build language proficiency when

speaking on the telephone. You can supplement these activities with a range of materials from other sources.

Below are the CLB competencies, Essential Skills and specific language skills that are addressed in these activities. 

The activities reflect the following language skills and functions: 

• Taking messages; confirming information taken

• Taking notes and summarizing information

• Listening actively; expressing empathy

• Solving problems and handling complaints (apologizing; admitting fault, giving reasons, offering help,

suggesting solutions, expressing regret)

• Navigating automated voice menus; taking notes on the main points

E
S These activities can help to develop the following Essential Skill:

• Oral Communication

C
LB

During telephone interactions:

� CLB 8–I: Respond to a minor conflict or complaint.

� CLB 8–I: Comfort and reassure a person in distress.

� CLB 8–I: Manage conversation. Check comprehension.

� CLB 8–I: Use a variety of strategies to keep the conversation going. 

� CLB 8–I: Carry on a phone conversation in a professional manner.

� CLB 7–II: Give/pass on instructions about an established familiar process or procedure.

�CLB 8–II: Follow an extended set of multi-step instructions on technical and non-technical tasks for

familiar processes or procedures. 

� CLB 7–II: Understand simple messages left on voice-mail (with five to seven details).

� CLB 7–II: Take notes from pre-recorded longer phone messages on public information lines or voice

mail messages with seven to 10 details. 

� CLB 8–II: Write instructions about an established process or procedures given in a live demonstration,

over the phone or from pre-recorded audio or video material.
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Introduction to Telephone Calls

1 Discuss these questions in a small group. Ask one group member to summarize your discussion to
the class.

1. What kinds of phone calls make you nervous? What can you do to prepare for a telephone call that
you’re nervous about making?

2. Do you feel comfortable asking for repetition or clarification on the telephone?

3. Why is it important to use standard or “fixed” phrases in telephone communication?

4. What can you do to improve your telephone communication skills?

source: www.businesscartoons.co.uk/shop

Culture Note

Telemarketers seem to call at the most inconvenient times. Few of us appreciate their intrusion into our lives. If
you have call display, you can often see that a telemarketer is calling when the display shows “Unknown name/unknown
number” or a 1-800 number. Then you can avoid the telemarketer by not answering the phone. But what if you
don’t have call display? Or what if you are afraid of missing an important call? You should be polite to telemarketers as
they are only doing their job, and often are not getting highly paid for it. However, you don’t have to listen to their
pitch. You can simply say No, thank you, and hang up.
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Telephone Etiquette

1 The following quiz tests your knowledge of telephone etiquette. Discuss with your classmates
whether or not you agree with each statement.

1. Generally, you shouldn’t answer your cell phone when you are in a social situation 
(e.g., on a date, at a friend’s for dinner). T F

2. It’s okay to explain that a colleague at work is not available to answer the phone 
by saying the person is at lunch. T F

3. You should always identify yourself when you make a telephone call, e.g., 
This is Michelle Brown. May I speak to ...? T F

4. If your call is unexpected, you should ask the person if it is a convenient time to talk. T F

5. A caller who has been put on hold is likely to get impatient after holding for one minute. T F

6. You should leave information on your voice mail greeting about the reason why you 
are not answering your phone. T F

7. It’s important to use active listening words on the phone such as Yes, I see, and Okay. T F

8. When you return to a caller after putting them on hold, you should say Thank you 
for holding. T F

9. Hello is an appropriate greeting when you answer the telephone at work. T F

10. Before you put a caller on hold, you should inform the caller that you will do this. T F

11. It’s okay to answer the phone at home saying Yes? T F

12. When you dial a wrong number, you should say, What number is this? T F

2� Search the Internet for tips on telephone etiquette. Compare your answers to the quiz questions
with researched information. Share new and interesting information with the class.

Possible search terms: telephone etiquette; telephone manners 
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Taking Live Messages

When leaving or taking messages, sometimes the caller will initiate the message (e.g., Please tell her I called, 
or Can I leave a message?), and sometimes the recipient of the call will initiate the message (e.g., Can I take a
message?). While taking a message, the recipient of the message uses strategies to make sure he/she understands
the message. These strategies include asking questions to clarify information, repeating information back to the
caller, and asking for repetition.

1 Audio 7.18: Listen to two telephone conversations. Answer the questions below and complete the
chart with the phrases you hear.

1. Who are the participants in each call?

2. Who initiates the message in each call? 

3. What do the recipients of each call do or say to make sure they understand the message?

4. Complete the chart below by writing the phrases used to initiate the message and make sure the
message is accurate. 

2 Discuss the questions. 

1. When leaving a message (on voice mail or live), what challenges do you face? 

2. When taking a message (from a voice mail message or in a conversation), what challenges do you face?

3� Search the Internet for online practice activities with telephone messages. 

Possible search term: taking phone messages

Choose your favourite web page. Write a description of the activity with a link to the webpage and
share it with your classmates.

Conversation 1 Conversation 2

The phrases used to initiate a message: The phrases used to initiate a message:

The phrases used to make sure the message 
is accurate:

The phrases used to make sure the message 
is accurate:
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Fixed Phrases for Taking Live Messages

1 Fill in the blanks in these conventional telephone expressions. Check your answers with a partner.

Note: More than one answer may be appropriate.

Person Not Available

I’m sorry, Lisa’s not ________________________________ right now.

I’m afraid she’s not ________________________________ at the moment.

He’s with a ________________________________ right now.

I’m afraid he’s in a ________________________________ right now.

He’s on ________________________________ line. 

She’s ________________________________ her desk at the moment.

He just ________________________________ for a moment.

I’m sorry. He’s not ________________________________ the office today.

Caller Initiates Message

________________________________ you tell her I called?

Could you ask her to ________________________________ my call?

Could you ask him to call me ________________________________?

Could you ________________________________ a message for him?

________________________________ I ________________________________ a message?

Can you ________________________________ him a message?

Recipient Offers to Take a Message

Can I ________________________________ a message?

Can I ________________________________ her a message?

Would you like to ________________________________ a message?

Would you like me to ________________________________ her a message?

Can I ________________________________ her call you back?

Promising to Pass on Message

I’ll ________________________________ her the message.

I’ll make ________________________________ she gets the message.

I’ll ________________________________ him call you back.

I’ll ________________________________ him you called.
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Taking Live Messages: Confirming Understanding

When taking live telephone messages, it is important to make sure you understand the message correctly. You can
do this by asking questions to clarify information and by either repeating the message exactly as you hear it (e.g., a
phone number) or by paraphrasing or summarizing the information. This gives the other person an opportunity to
correct any misunderstandings. You can begin your summary or paraphrase like this:

• Okay, so you’re going to meet him at Starbucks tomorrow at 10:00 a.m. on King St. across from the Scotia
Tower. You want him to bring some brochures.

• Let me make sure I have this right … you will meet him at Starbucks on King St. across from the Scotia Tower 
at 10:00 a.m. tomorrow. He should bring some brochures.

• Let me repeat the message … he should come to Starbucks on King St. across from the Scotia Tower at 
10:00 a.m. tomorrow and bring some brochures.

• So your message is … / So you want to know … / So you want her to …

1 For the following messages, write a sentence that you could use to re-tell the key information
(during a phone call). Use one of the phrases above to begin your summary.

1. The new chairs for the boardroom are going to be delivered this afternoon, but I’m stuck in a
meeting and I’m not going to get there on time. Please ask Shelly to count the chairs to make sure
we get all 15 of them. Last time we ordered furniture, we were short one chair and we had to wait
until the next day for the delivery person to come back with it.

2. Please ask Leena not to send the report to the Chair of the Board until I have had a chance to talk
to her. I noticed an error on the report and I have to check something before I can fix it. Tell her I
will be back by 3 p.m. and I hope she will be available then to speak with me about this. Thanks.

3. I’m going to be in Ottawa overnight next Wednesday on my way to Halifax. I wonder if he might
be able to meet with me for an hour on Wednesday evening at my hotel near the airport to go over
the recent sales figures.
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Taking Messages: Abbreviations

When we take notes on information we hear over the phone, we often need to write down the information quickly.
The use of abbreviations is a helpful strategy while taking messages. 

1 Write the full word or expression (or meaning) beside each abbreviation below. Add other
abbreviations (and their meanings) you commonly use or would like to know the meaning of. 
Share them with the class. 

1. AGM 13. RSVP

2. apt. 14. ste.

3. asap 15. urg.

4. co. 16. w/

5. ext. 17. w/o

6. FYI 18. cc.

7. inv. 19. e.g.

8. mo. 21. etc.

9. no. or # 21. i.e.

10. mt. 22. vs.

11. N/A 23. p.s.

12. impt. 24. n.b.

2 Write the English word for each symbol below. 

1. _ 6. \

2. @ 7. &

3. – 8. *

4. . 9. #

5. / 10. :

3 With a partner, practise saying the following email and website addresses. Then tell your partner an
email or website address of your choice while he/she writes it down. Check for accuracy. 

Caitlin_Jones@timmins-george.com http://www.alphomega.ca 
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Taking Notes from Voice Mail Messages

1 Audio 7.19: Listen to two voice mail messages for Susan Mills. Imagine that you are her assistant.
Write the details on the message forms below. Use abbreviations in your notes. 

2 Write an email to Susan Mills summarizing the messages. Spell out the abbreviated words and
phrases in your email; write in full sentences. Exchange with a partner for peer editing.

3 Audio 7.20: Listen to six voice mail messages. Take notes on each message; then use reported
speech to orally report each message to a partner. Imagine that your partner is the co-worker or
family member the message is for. 

� Message

To: From:
Cc: Sent:
Subject: Attachment:

Name of Caller:

Day and Time of Call:

Message:

Phone Number:

Name of Caller:

Day and Time of Call:

Message:

Phone Number:
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Taking Live Messages: Role-Plays

1 Working in groups of four, take turns leaving and taking messages. Students A and B begin by 
role-playing Scenario 1 below. Students B and C evaluate their performance using the evaluation
checklist below. Switch roles for Scenario 2. 

�

Evaluation Checklist

Student 1

Greets caller using a professional greeting �

Uses appropriate phrases when offering to take a message �

Clarifies and confirms information to make sure it is accurate �

Student 2

Writes all important details of the message accurately �

Writes message in legible handwriting �

Scenario 1: Student A

You are Chris McLennan from Medallion Corp. Call Igor Gorny. Tell him that you have finalized the
proposal and you are going to fax it to him. Get his fax number. Ask him to check items 6 and 7 
because you’re not 100 per cent sure of the figures. Ask him to call you with any revisions he requires. 

Your number is 555-465-1212 ext. 512.

Scenario 1: Student B

Answer the phone at Anderson Ltd. Take a message for Igor Gorny. 

Your fax number is 555-668-4230.

Scenario 2: Student C

Answer the phone at Kimberly-Landau Associates Ltd. 

Take a message for Mei Lee.

Scenario 2: Student D

You are Jan Keppler from Stellar Conference Productions. 

Call Mei Lee and let her know that you received her deposit for the Spectacular Sales conference but 
you need the balance of $725.00 by May 15 or you will not be able to hold her seat. She can mail 
her cheque to Stellar Conference Productions, Spectacular Sales Conference, 119 Sky Walkway,
Peterborough ON K5H 3R2.
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Taking Live Messages: Putting It in Practice

1 Role-play one of the following scenarios with a partner. Then switch roles and role-play 
another scenario.

�

Scenario 1: Student A

Answer the phone at your home. You are Michelle’s roommate. 

Take a message for Michelle.

Scenario 1: Student B

You are Alexa Cooper. Call your friend Michelle and give her directions to your home. The two of you 
are going skiing tomorrow. Your friend is driving. You live in Brampton and Michelle lives in downtown
Toronto. Here are the directions: Go west on the 401 to 410. Go north on the 410 to Queen St. and
turn right (east) onto Queen. Pass one intersection and turn left on Dixie. Take the first right onto Lisa.
St. The building is at 37 Lisa. Entry code 22, Apt. 709. Tell your friend you will pick her up at 8:30
a.m.

Scenario 2: Student A

You are Simon LaRue. Call Luba Minkov. Tell her you bought an antique dresser at her store last
weekend and it has just been delivered. However, you noticed a small crack on the front of one of the
drawers. You can’t accept it in this condition. You want someone to pick it up today. Your phone
number is 555-784-3099.

Scenario 2: Student B

Answer the phone at Heritage Furniture Sales. 

Take a message for Luba Minkov.

Scenario 3: Student A

Answer the phone at LaRoche Inc. Take a message for Joanne Fisher. Joanne’s email address is
jfisher@laroche.ca. Your company website is www.laroche.ca.

Scenario 3: Student B

You are Ella Lau from Home Magic. Your phone number is 555-367-2819. Call Joanne Fisher 
and give her your email address: ella.lau@home_magic.com. Get Joanne’s email address and the
company’s website. 
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Expressing Sympathy and Empathy

There is a difference between expressing sympathy and expressing empathy. We usually express sympathy when
someone experiences a personal loss or is going through a difficult time. Expressions of sympathy generally consist
of conventional expressions of condolence such as I’m very sorry for your loss and I’m very sorry to hear that. 

When we express empathy, we generally name the emotion that we perceive the person to be experiencing, 
and we show that we accept that emotion without judgment. Examples of expressions of empathy include: I can
understand how frustrating this must be for you and It sounds like this was a very bad experience for you. 

1 Audio 7.21: Listen to a telephone call between two friends. Answer the questions.

1. Record the words/expressions the caller uses to: 

a) open the conversation

b) make a polite request

c) express thanks, appreciation

2. Record the words/expressions the recipient of the call uses to:

a) express sympathy

b) express surprise

c) ask for more details

d) confirm information

2 With a partner, role-play a telephone call between two friends. Include phrases to: 

• Open and close the conversation

• Make a polite request

• Express thanks and appreciation

• Express sympathy

• Show active listening 

• Ask for details

• Confirm information

3� Search the Internet for information and tips on expressing empathy. Write a list of tips and share
with your classmates.

Possible search term: expressing empathy
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Responding to Complaints on the Phone

Here are some tips for responding to customer complaints on the phone:

• Always respond to a complaint in a polite and professional manner (even if the customer is not behaving politely).

• Listen carefully to what the customer is saying and ask questions to clarify information. This shows that you
are taking the complaint seriously and trying to understand it.

• Apologize and show empathy. Statements like, I’m sorry about that and I can appreciate how frustrated 
you must feel go a long way to making an angry customer feel validated.

• Apologize again and offer a solution to the problem.

• Find a resolution to the problem as quickly as possible. 

1 In small groups, brainstorm a list of expressions you could use for each of these functions. 

• Confirm and clarify the problem

• Apologize

• Express empathy

• Promise action

• Offer a solution

2 Audio 7.22: Listen to two phone calls relating to a customer complaint. Write numbers in the
boxes to put the elements of each calls in the correct sequence. 

Note: CSR–Customer Service Representative

� CSR apologizes and offers a solution. � CSR empathizes with the customer.

� Caller provides context. � Caller rejects the offered solution.

� CSR confirms his understanding of the problem. � Caller describes the problem.

� Caller accepts the offered solution. � CSR promises action.

� CSR apologizes again and accepts responsibility � The CSR calls back and offers another solution 
for the problem. to the problem.

3 Discuss the following questions about the phone calls.

1. What was the customer’s complaint?

2. Describe how the customer makes her complaint.

3. How does the CSR express empathy? 

4. How is the complaint resolved?
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Responding to an Email Complaint From a Customer

1 Read the following email from a customer and respond to it by phone. Write notes in preparation
for a telephone call to the customer. With a partner, role-play a telephone call responding to 
the complaint. 

In your telephone call, don’t forget to:

• State why you are calling 

• Summarize the complaint to confirm your understanding of the problem

• Get additional details 

• Apologize and express empathy

• Offer a solution

Your notes

� Message

Hello,

I ordered a lunch from your catering company for an important meeting at my company on September
24. I have to say I was not very impressed. The lunch was supposed to arrive by 11:00 a.m. It didn’t
arrive until 1:00 p.m. By then we were all starving! The bread in some of the sandwiches was stale. The
vegetables in the salad were either not ripe (the tomatoes) or past their prime. Also, we ordered for 10
people, but there was enough salad for only about seven of us. I specifically asked for a variety of
desserts, but we got only one kind – chocolate brownies. 

I wanted to let you know that we will not be using your company again.

Jake Allen,
Project Manager
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Responding to a Complaint: Putting It in Practice

1 Role-play the following scenarios with a partner. 

As the Customer Service Representative:

• answer the phone with a professional greeting

• clarify the problem and get details

• apologize

• empathize with the caller

• promise action/offer a solution

�

Scenario 1: Student A

Call your home phone provider. Your phone was not working for one week last month. During this 
period, you could receive calls but not make calls. You want your phone bill for the month reduced 
by 25 per cent.

Scenario 1: Student B

Answer the phone at Telephone Inc. 

Handle the complaint.

Scenario 2: Student A

Answer the phone at Business Supplies Inc. Handle the complaint.

Scenario 2: Student B

Call Business Supplies Company. You just purchased a new keyboard online and you are not happy 
with it. It’s too touch sensitive. Every time your finger touches a key accidentally, something happens.
For example, you get all-caps when you don’t want them, or your document suddenly closes.

Scenario 3: Student A

Invent a complaint based on your own experience.

Scenario 3: Student B

Answer the phone at ABC Company and respond to the caller’s complaint.
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Responding to Telemarketers

1 Discuss the following questions with a partner.

1. How often do you receive telephone calls from telemarketers? What do they try to sell you or offer you?

2. How do you usually handle calls from telemarketers? How do you end the call?

2 Read the following article about deceptive telemarketing.

What is Deceptive Telemarketing?

Using the phone to obtain payment from you for
a non-existent or misrepresented product, service
or charitable gift is deceptive telemarketing.
Using the phone to obtain your private banking
information or credit card number to steal is
deceptive telemarketing. Offering you a prize for
which you must pay is deceptive telemarketing.
Using the phone to obtain your money fraudulently
in any way is deceptive telemarketing. It is a
serious crime punishable by jail.

Telemarketing, the use of telephones to market
goods and services, has rapidly expanded in
recent years. Sales in Canada now exceed $500
billion dollars a year. Most of these telemarketing
activities are legitimate but some are not.

Deceptive telemarketing practices have been a
problem in Canada, with cross-border implications,
since the early 1970s. Telemarketing fraud has
now become one of the most pervasive forms 
of white-collar crime. In 1998, law enforcement
and other agencies reported over 45,000
complaints about fraudulent telemarketing. 

Since 1995, Canadians have lost approximately
$200 million as a result of this activity.
Criminals are drawn to the offence by large
proceeds and relatively low risks of detection,
prosecution and punishment. Since the 1980s,
low-cost telecommunications have created
economies of scale and provided offenders with
effective means of conducting potentially
massive frauds. A single telemarketer with a
well-organized scheme can easily extort several
hundred thousand dollars per year from
unsuspecting victims. In some cases, the high
profits have also attracted organized crime.

Target Groups and Victims 

Offenders maximize their profits by focusing on
vulnerable target groups. Victims are not chosen
at random but rather are methodically selected
because they have savings or assets and are
perceived to be susceptible. Fraudulent
telemarketers often prey on seniors on the
assumption that they may be more trusting and
polite toward strangers. Offenders have told police
their ideal target is an elderly person, home alone,
with little or no contact with family members. 

Another higher risk group is past victims. 
Once an individual has been identified as being
vulnerable, they are repeatedly targeted. Victim
information is often sold in the form of "sucker
lists" or "hot lists" to other offenders. 

The Effects of Telemarketing Fraud 

The estimated $200 million lost by Canadian
victims of telemarketing fraud is only a small
part of the cost of this pervasive crime. Research
conducted by North American law-enforcement
and police officials indicates that the elderly are
not only more susceptible, but they tend to be
more seriously affected. Some have lost their life
savings and have been forced to sell their homes. 

Seniors are often reluctant to report the crime
to the authorities or even to family fearing they
will be blamed for being “careless” or “greedy.”
Some fear they will be seen as incompetent and
lose control over their affairs.

Source: PhoneBusters: The Canadian Anti-fraud Call Centre,

www.phonebusters.com; extracted June 22, 2009, 

with permission.
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Responding to Telemarketers (Cont.)

3 Find synonyms in the article for the following words.

1. get 7. profits

2. dishonestly 8. very large; huge

3. increased in size 9. vulnerable

4. are more than 10. victimize

5. honest 11. unwilling

6. common 12. the object of attention

4 Circle True or False. 

1. Fraudulent telemarketers sometimes pretend to be legitimate charities seeking a donation. T F

2. All telemarketing is dishonest. T F

3. Many fraudulent telemarketers are never caught and punished. T F

4. Fraudulent telemarketing is attractive to criminals because of the potential to make 
large amounts of money with little investment. T F

5. Organized crime is responsible for most telemarketing fraud. T F

6. Fraudulent telemarketers target seniors because they have more money. T F

7. A victim of telemarketing fraud is at higher risk of being victimized again. T F

8. Seniors may not report being victimized by a telemarketing fraud because they 
are afraid of what their family will say. T F

5 Audio 7.23: Listen to two calls from a telemarketer and discuss the questions.

1. For each call, how does the telemarketer open the conversation?

2. Do you think the telemarketer’s techniques are effective?

3. How would you respond to this telemarketer?

6� Search the Internet for tips on avoiding telemarketing scams. Create a list of five tips you find
most helpful and present them to the class. 

Possible search term: telemarketing avoiding scams

7 Choose one type of scam you read about and present it to the class. Create a written summary 
of the information about the scam. Post it for other learners to see. (For a list of scams, go to
www.phonebusters.com, then click on Recognize It.)
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Automated Voice Menu: Landlord and Tenant Rights

Two organizations provide free pre-recorded information about landlord and tenant issues. 

The Landlord and Tenant Board provides information about landlord and tenant rights and what to do if your rights
are violated. It also has an automated information telephone line you can call at 1-800-332-3244 (416-645-8080
in Toronto). 

Legal Line® is an organization that provides free legal information, on a website and on an automated information
line, about 1,000 legal topics. Some of these topics are about landlord and tenant issues. The Legal Line®
information line is 1-888-929-8400 (416-929-8400 in Toronto).

1 Before listening to the Landlord and Tenant Board’s automated voice menu, discuss these
questions in small groups.

1. What do you know about your legal rights and obligations as a tenant?

2. What do you know about your landlord’s legal rights and obligations?

3. Make a list of questions you have about landlord and tenant rights. 

4. If you are renting your home, how would you rate your landlord on a scale between 1 and 10
(where 1 is terrible and 10 is wonderful). Why?

2 Audio 7.24: Listen to the first part of the automated voice message. Fill in the blanks.

Welcome to the Landlord and Tenant Board. For in English, press 1.

Thank you for the Landlord and Tenant Board. We with residential landlord

and tenant covered by the Residential Tenancies . We you to use

our . It provides information asked most by landlords and tenants.

We also have an information on the Internet at www.ltb.gov.on.ca. to an

can use this site to find out where and when their will be held or if a

has been . You have six .
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Automated Voice Menu: Landlord and Tenant Rights (Cont.)

3 Continue listening to the Landlord and Tenant Board message. Create a chart of the menu options. 

4 Call the Landlord and Tenant Board information line at home. Choose option 2. Create a chart 
(like the one above) depicting the menu options. Bring your chart to class and compare it with
classmates’ charts. 

5 Audio 7.25: Listen to the recorded information about landlord and tenant rights. This recording 
is from Legal Line® (topic 433). Make a list of unfamiliar terms and find their definitions. 
Then listen again and discuss the questions. 

1. Who establishes laws for health, safety and maintenance standards for rental buildings? 

2. If a tenant or guests of the tenant cause damage to the rental unit, who is responsible for repairing
the damage? 

3. What kind of damage and problems are the landlord’s responsibilities?

4. What should a tenant do first if the landlord is not maintaining the premises properly?

5. If the landlord still refuses to address the problems, what should the tenant do next?

6. What could happen to a landlord if he or she does not repair the problems?

7. What must a tenant do to get an abatement of rent, if the landlord has refused to repair damage
over a period of time?

6� Locate the list of legal topics on the Legal Line® website (www.legalline.ca). Choose one topic, 
call the Legal Line® number, enter the code for that topic, listen to the message and take notes on
the key details. Refer to your notes to retell the information to the class. Legal Line®: Toll-free at
888-929-8400 (in Toronto 416-929-8400).

For Press 1

For Press 2

For Press 3

If Press 4

For Press 5

To Press 6

If you want to speak to one our client service representatives, please note that your call may be
monitored or recorded to ensure quality service. 

To Press 0
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Listening to an Automated Voice Menu: Putting It in Practice

The Service Canada Employment Insurance Information Line provides information on a variety of topics related to
employment insurance. The number is 1-800-206-7218.

1 Phone the Employment Insurance telephone information line. Navigate the voice menu system to
locate specific information. Take notes on the details. Use your notes to write a clear explanation
about one of the following topics:

1. Provide information about three types of Employment Insurance benefits.

2. Provide information about how to apply for employment insurance. 

3. Provide information about benefit rates.

4. Provide information about the navigation menu system of the information line (e.g., list the main
menu options, the submenu options, how to repeat menu options, how to speak to a representative).

432 Chapter 7 | Telephone Calls L INC  7
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This section includes activities that can help learners develop the skills and background knowledge needed
for using the telephone in business and social situations. These skills include leaving and taking messages,
passing on messages to others, responding to complaints on the phone, handling telemarketers, and following
instructions on automated voice menus. The activities included in this chapter also include practice in
taking notes for telephone messages.

The activities have been guided by the CLB performance conditions relating to LINC 7. If you want to develop
your own activities, consider the performance conditions related to telephone interactions, below.

Performance Conditions (for telephone interactions and taking messages)

• Context is mostly familiar, clear and predictable

• Topics are familiar, non-personal, concrete and abstract

• Learner is adequately briefed for focused listening

• Speech is clear and at a normal rate

• Exchanges are approximately 5 to 10 minutes in length, or over 15 turns, each turn up to five sentences

Some of the activities in this chapter are followed by Putting It in Practice tasks. These tasks allow learners to
demonstrate and apply their knowledge and skills in a communication task. They can be used for formative
assessment of learner progress.

You can use all or some of the activities in this chapter in the order they are presented or choose the activities
that are of interest to the learners you teach.

� p. 415 | Introduction to Telephone Calls

Introduces the topic of telephoning

Extend the Activity: Have learners read the culture note and discuss their own experiences with
telemarketers and how they handle them.

� p. 416 | Telephone Etiquette

Introduces the topic of telephone etiquette

1 Possible Answers

1. T: Some people may get offended if you answer your cell phone in a social situation. If you must
answer your cell phone, you should apologize to the people you are with.

2. It depends on the situation, but it is generally better not to provide personal information. Rather, say
the person “stepped out for a moment” or is “in a meeting.”

3. F: You don’t need to identify yourself on the phone in situations where your identity is irrelevant to
the purpose of your call.

4. T: It’s polite to ask rather than assume the person is free to talk.

5. F: Callers may get impatient even before one minute has passed. A caller may or may not hang up
depending on how important the call is to them.

6. F: This is not necessary. You can have a generic greeting that says you are unavailable right now.

7. T: It’s important to do this to let the other person know you are there and listening attentively.

8. T
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Answers (continued)

9. F: You should provide more information such as your name or department.

10. T

11. F: Answering the phone this way can sound rude and abrupt.

12. F: Instead of asking the person who answers your call what their number is, you should say, “Is this
889-3471?” This allows the person to confirm or deny that the number is theirs.

Extend the Activity: Ask learners if they have additional telephone guidelines they could add to the
ones addressed in the quiz. They can work in small groups to list their guidelines, then write them on
chart paper and share them with the class.

� p. 417 | Taking Live Messages

Provides practice in identifying the language used when leaving a message with another person

1 Answers

1. In dialogue 1, the participants are a mother and her daughter’s friend. In dialogue 2, the participants
are a receptionist and a caller from outside the company.

2. In dialogue 1, the caller initiates the message. In dialogue 2, the receptionist initiates the message.

3. In dialogue 1, the recipient of the call clarifies and repeats back. In dialogue 2, the recipient of the
call clarifies, repeats back and paraphrases.

4.

Audio 7.18: Transcript

Two conversations with people leaving messages

Dialogue 1

Mr. Douglas: Hello?

Jenny: Hi, Mr. Douglas?

Mr. Douglas: Yes.

Jenny: Hi, it’s Jenny.

Mr. Douglas: Hi, Jenny.

Jenny: Is Becky there?

Mr. Douglas: No, she’s not here right now, Jenny.

Jenny: Oh, can you give her a message for me?

Mr. Douglas: Sure.

Dialogue 1 Dialogue 2

Can you give her a message for me? Mr. Mason is out on a call right now. Would you like to
leave a message for him?

At … what time?; 4:30 today?; Which store? Can you spell the first name, please?; And the last name?
The receptionist repeats back the spelling of the name
and the telephone number; Okay, you will meet him at
the Starbucks across from the Scotia Tower at 10:00 a.m.,
and he should bring copies of our brochure.
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Audio 7.18: Transcript (continued)

Jenny: Could you tell her that I’m going to the mall to get a free makeover at 4:30, and she can come too if she
wants to?

Mr. Douglas: Okay, you have a free makeover at the mall … at … what time?

Jenny: 4:30.

Mr. Douglas: 4:30 today?

Jenny: Yes, today.

Mr. Douglas: And she should meet you there.

Jenny: Yes, she can meet me there.

Mr. Douglas: Which store?

Jenny: The Bay.

Mr. Douglas: Okay, I’ll give her the message.

Jenny: Thanks a lot, Mr. Douglas. Bye.

Mr. Douglas: Bye.

Dialogue 2

Receptionist: Bayview Securities. How can I help you?

Ms. Jasoor: May I speak to Tony Mason, please?

Receptionist: I’m sorry. Mr. Mason is out on a sales call right now. Would you like to leave a message for him?

Ms. Jasoor: Yes, please. Could you tell him that Alyah Jasoor called?

Receptionist: Can you spell the first name, please?

Ms. Jasoor: Yes, it’s A-L-Y … A-H

Receptionist: And the last name?

Ms. Jasoor: J-A-S … O-O-R

Receptionist: O-O-R … Alyah Jasoor.

Ms. Jasoor: Yes.

Receptionist: And may I have your number, please?

Ms. Jasoor: Yes, it’s 555-443 …

Receptionist: 4-4-3 …

Ms. Jasoor: 7-7-6-0.

Receptionist: 7760. And what is the message, Ms. Jasoor?

Ms. Jasoor: Could you please tell him I will meet him at the Starbucks across from the Scotia Tower on King St.
at 10:00 a.m. tomorrow? And please ask him to bring several copies of your brochure.

Receptionist: Okay, you will meet him at the Starbucks across from the Scotia Tower at 10:00 a.m. and he
should bring copies of our brochure.

Ms. Jasoor: Yes.

Receptionist: I’ll make sure he gets the message.

Ms. Jasoor: Thank you. Bye.

� p. 418 | Fixed Phrases for Taking Live Messages

Familiarizes learners with fixed phrases used when taking live messages

Extend the Activity: Have learners practise the rising and falling intonation in each phrase.
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Answers

� p. 419 | Taking Live Messages: Confirming Understanding

Provides practice summarizing details in telephone calls

� p. 420 | Taking Messages: Abbreviations

Introduces common abbreviations that learners can use when taking messages

1 Answers

1. Annual General Meeting 9. number 17. without

2. apartment 10. meeting 18. carbon copy

3. as soon as possible 11. not applicable 19. for example 
(Latin: exempli gratia)

4. company 12. important 20. et cetera (Latin: and so on)

5. extension 13. please reply (French: 21. that is (Latin: id est)
respondez, s’il vous plaît)

6. For your information 14. suite 22. versus (against)

7. invoice 15. urgent 23. after writing
(Latin: post scriptum)

8. month 16. with 24. take notice (Latin: nota bene)

2 Answers 

1. underscore 5. forward slash 8. star

2. at 6. backward slash 9. number sign

3. hyphen or dash 7. and 10. colon

4. dot

Person Not Available Caller Initiates Message

I’m sorry, Lisa’s not here/home right now.
I’m afraid she’s not available/in at the moment.
He’s with a client right now.
I’m afraid he’s in a meeting right now.
He’s on another line.
She’s not at her desk for a moment.
He’s just stepped out for a moment.
I’m sorry. He’s not in the office this morning.

Can/could/would you tell her I called?
Could you ask her to return my call?
Could you ask him to call me back?
Could you take a message for him?
May/can I leave a message?
Can you give him a message?

Recipient Offers to Take a Message Promising to Pass on Message

Can I take a message?
Can I give her a message?
Would you like to leave a message?
Would you like me to give her a message?
Can I have her call you back?

I’ll give her the message.
I’ll make sure she gets the message.
I’ll have him call you back.
I’ll tell him you called.
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3 Answers

Caitlin underscore Jones at timmins dash George dot com

http colon slash slash (double slash) www dot alphomega dot ca

� p. 421 | Taking Notes from Voice Mail Messages

Provides practice taking messages and passing them on to someone else

1 Encourage learners to summarize key information and use abbreviations while completing message forms.

Audio 7.19: Transcript

A voice mail greeting and two messages

Voice mail greeting:

You have reached Susan Mills in the order department. I’m either on the phone or away from my desk. Please leave
a detailed message and I will return your call as soon as I can. Thank you.

Voice mail message 1

Hello, my name is Bill Hutcheson and I’m calling from Selby Construction. We placed an order with you last week.
The order number is 804387. I know when I placed the order that I asked you to deliver the shipment to
2184 Weston Road but I need to change that. We’ve decided the shipment should go directly to the construction
site. So the new delivery address should be 516 Shelton Road. The closest intersection is Bathurst and Hwy. 2.

Also, you gave me a delivery date of Wednesday April 3rd. But I need to change that to Thursday the 4th.
Could you call me and verify that you received this information? My number is 555-899-4522, extension 217. 
Again, it’s Bill Hutcheson from Selby Construction. Thank you.

Voice mail message 2

Hi Susan, it’s Marlene from TypeWrite Designs. I’m calling about your order for invitations to your company’s
annual general meeting. The stock paper that you selected (#4631) is back ordered, so I just wanted to let you
know that I’ve selected another colour that is very close to that one. But I’d still like your approval before we go
ahead with the printing. If it’s convenient for you, I could come over tomorrow morning or afternoon and show
you the colour. Could you let me know? My number here is 555-890-3341 ext. 338. Thanks.

3 Introduce the activity by reviewing reported speech. Ask learners to complete the sentences on their own
and compare their answers to those of a partner.

Possible Answers

1. Jason said he couldn’t attend the staff meeting this afternoon and he would meet you tomorrow at
the train station at 7:30 a.m.

2. Jim said he had met you at the sales seminar last week and he would try you again later today.

3. Eva Smith said they had received their order but were going to return it because the quality was
unacceptable.

4. Veda asked if you could meet her tomorrow at 2 p.m. instead of Wednesday morning. She said
that Wednesday morning would be difficult for her.

5. Helen said she was leaving on vacation tomorrow and she needed your completed expense report
this afternoon.

6. Dad said he was stuck in a meeting. He asked if you could pick Shannon up from the daycare.
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Audio 7.20: Transcript

Six voice mail messages

Message 1

Hi, this message is for Beth. Beth, it’s Jason. I just wanted to let you know that I can’t attend the staff meeting
this afternoon. I’ll meet you tomorrow morning at the train station at 7:30 a.m.

Message 2

Hi this message is for Aaron Wilson. This is Jim Brown from Dale Exports. We met at the sales seminar last
week. I’ll try you again later today.

Message 3

This is Eva Smith calling from Devon Exports. We received the order today but I’m afraid we are going to return it
because the quality is unacceptable.

Message 4

Hi this message is for Barbara. It’s Veda Samoo. Can we possibly meet tomorrow afternoon at 2 p.m. instead of
Wednesday morning? Wednesday morning will be difficult for me.

Message 5

Hi, this message is for Bev. It’s Helen from accounting calling. I’m leaving on vacation tomorrow so I need the
completed expense report this afternoon. Thanks.

Message 6

Hi honey, I’m stuck in a meeting ’til six, and I won’t be able to pick Shannon up from daycare. Could you please
pick her up? Thanks a lot.

� p. 422 | Taking Live Messages: Role-Plays

Provides practice with taking live phone messages

1 Learners can add additional criteria to the evaluation checklist for more extensive feedback. Inform learners
that the focus of the feedback is on the recipient of the call rather than the caller.

Extend the Activity: Ask learners to role-play the scenarios in front of the class.

� p. 423 | Taking Live Messages: Putting It in Practice

Provides an opportunity for learners to apply their knowledge and skills in taking live messages

1 Introduce the scenarios and have learners read the role cards. In pairs, have them role-play the scenarios.

Performing this activity requires learners to integrate a number of skills and language abilities needed to
take live phone messages. This task can be used for formative assessment purposes to help you and
learners determine what still needs to be learned or worked on.

This task relates to the CLB competency below. Use the sample assessment criteria to assess learners, or
develop your own based on what you have taught. Learners can also assess themselves or each other
using the same criteria. For more information on assessing learner progress, see the LINC 5–7 Curriculum
Guidelines, pp. 37–45.
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� p. 424 | Expressing Sympathy and Empathy

Familiarizes learners with the distinction between expressing sympathy and empathy and the language used for each

1 Discuss with the class the difference between sympathy and empathy. Brainstorm expressions that could
be used for each.

Answers

1. a) Hi Amanda. It’s Marta.

b) Anyway, I’m calling to ask you a huge favor.

c) That would be wonderful. Thank you so much. I really appreciate it. And thanks again Amanda.

2. a) I’m so sorry to hear that. Is she okay?

b) Oh no! No way! Oh my god!

c) What happened? Is she okay?

d) Okay. So I’ll see you around 5:00?

2 Have learners role-play their dialogue for the class.

Audio 7.21: Transcript

Telephone call between two friends

Amanda: Hello?

Marta: Hi, Amanda. It’s Marta.

Amanda: Oh, hi Marta. How are you?

Marta: Well, not too good actually. I just got some really bad news.

Amanda: Oh no! What happened?

Marta: I just got a call from my sister’s boyfriend. Remember I told you my sister, Mandy, moved to Denver about
six months ago?

Amanda: Yeah, I remember you saying that.

Marta: Well, she was driving home from work last night and was in a serious car accident.

Amanda: No way! What happened?

Marta: She was stopped at a red light waiting for the light to change and a huge truck rear-ended her. I think his
breaks failed and he just couldn’t stop. Apparently her car was pushed up like an accordion.

� CLB 8-IV: Ask for/provide detailed information related to personal needs, varied daily activities
and routine work requirements

Sample Assessment Criteria

Holistic: � Addresses the purpose of the task; speaks intelligibly; listener can follow

Analytic: � Uses appropriate strategies to ensure the message is accurate (e.g., asks questions,
summarizes and repeats back information)

� Uses adequate vocabulary for the telephone call

� Uses the appropriate degree of formality

� Uses grammar structures correctly, e.g., verb tenses, articles, subject-verb agreement,
indirect questions, etc.
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Audio 7.21: Transcript (continued)

Amanda: Oh my God! I’m so sorry to hear that. Is she okay?

Marta: Well, she was injured pretty badly – both of her legs are broken and she has some internal injuries – but she’s
going to be okay. It’s just going to take some time for her to recover. Anyway, I’m calling to ask you a huge favour.

Amanda: Of course, anything at all.

Marta: I’ve decided to fly out to Denver tonight and spend some time with her and I was wondering if you could
take care of my cat and water my plants for me while I’m gone.

Amanda: Sure. No problem.

Marta: I think I’ll probably be away for about two weeks, but I haven’t actually booked a flight back yet because
I want to see how things go with my sister.

Amanda: Of course. Well, I can bring your cat here and just water the plants on my way home from work.

Marta: That would be wonderful. Thank you so much. I really appreciate it.

Amanda: No problem at all. What time is your flight?

Marta: It’s at 8:30 tonight.

Amanda: Do you need a lift to the airport?

Marta: No, I’m fine. Mark offered to take me.

Amanda: Okay, well why don’t I come by at 5:00 and pick up the cat. Do you have an extra key for me to get
into your apartment while you’re away?

Marta: Oh, shoot! I’ll have to get one cut this afternoon. I better write that down so I don’t forget.

Amanda: And what about your mail. Do you want me to get that as well?

Marta: Oh yeah, that would be great. I’ll give you the key to the mail box when you come over.

Amanda: Okay. So I’ll see you around 5:00?

Marta: Great. And thanks again, Amanda.

Amanda: No problem. Let me know if there’s anything else you need.

Marta: Okay, thanks. Bye for now.

Amanda: Bye.

� p. 425 | Responding to Complaints on the Phone

Provides practice identifying and using expressions to respond to complaints on the phone

1 Possible Answers

Confirm and clarify problem: You say you’ve been charged twice on the bill?; Could you explain the problem
in more detail?; What happened? Were there any other problems?

Apologize: I’m very sorry about … ( the mix-up); I apologize for … (the inconvenience); I’m really sorry about …
(this error); Please accept my apologies for … (the mistake).

Express empathy: I can understand your frustration; This must be very frustrating for you; I’m sure this has
been a frustrating experience for you; I understand you’re frustrated/disappointed/angry/upset about this.

Promise action: Can you leave it with me?; I’ll see what I can do; I’ll look into this right away; I’ll get back to
you today. I’ll get this sorted out for you.

Offer a solution: This is what I’ll do; I’ll tell you what I can do for you; I would like to offer you …; I’ll
transfer you to someone who can help you with this.

2 Have learners listen to a telephone complaint relating to an investment. Before listening to the complaint,
you could introduce terms in the dialogue that may be unfamiliar to learners, e.g., CSR (customer service
representative), RRSP, term deposit, GIC.
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Answers

4 CSR apologizes and offers a solution. 6 CSR empathizes with the customer.

1 Caller provides context. 5 Caller rejects the offered solution.

3 CSR confirms her understanding of the problem. 2 Caller describes the problem.

8 A CSR calls back and offers another solution to 7 CSR promises action.
the problem.

10 CSR apologizes again and accepts responsibility 9 Caller accepts the offered solution.
for the problem.

3 Answers

1. She purchased a GIC for her RRSP but the agent put the money into a non-RRSP term deposit instead.

2. She summarizes what happened and says she thinks the agent made an error.

3. He says, “Yes, I can understand that you’d feel that way,” and offers to try to resolve the issue.

4. The term deposit is changed to a GIC and transferred to the customer’s RRSP.

Audio 7.22: Transcript

Two phone calls about a customer complaint

Dialogue 1

CSR: Dominion Financial. Eduardo Estevan speaking. How can I help you today?

Customer: Hello. My name is Eva Fung and I’m calling about a GIC I purchased over the phone last June.

CSR: Yes?

Customer: I specifically said I wanted it to go into my RRSP. But I think the agent must have made an error,
because today in the mail I received a statement for something called a term deposit. I don’t even know what
that is. I’m sure I never purchased anything called a term deposit. I definitely purchased a GIC and I told the
person it was for my RRSP.

CSR: So you purchased a GIC for your RRSP but you received a statement today for a non-RRSP term deposit.

Customer: Yes.

CSR: And you never purchased a non-RRSP term deposit?

Customer: No.

CSR: I’m sorry about the mix-up. We can definitely switch that investment over to your RRSP. But you’ll lose any
interest you have earned since you purchased it.

Customer: Well, it was not my mistake and I don’t want to lose the interest I’ve earned for the past five months.

CSR: Yes, I can understand that you’d feel that way. I can’t give you an answer right now. Can you leave it with me?
I’ll see what I can do and I’ll get back to you this afternoon.

Customer: Thank you.

CSR: You’re welcome. Bye.

Customer: Bye.
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Audio 7.22: Transcript (continued)

Dialogue 2

Customer: Hello?

CSR: Hello, may I speak to Eva Fung, please?

Customer: This is Eva.

CSR: Hi, this is Eduardo Estevan from Dominion Financial. I’m just following up on the conversation we had
this morning.

CSR: I wanted to let you know that I spoke to the branch manager and we will switch the term deposit to a GIC and
transfer it into your RRSP. You also won’t lose the interest that’s accumulated since you purchased the product.

Customer: Oh, good. Thank you.

CSR: You’re very welcome and I apologize for the mix-up. It was entirely our fault.

Customer: Thanks for straightening that out for me.

CSR: My pleasure.

Customer: And will you be sending me something in the mail to confirm that?

CSR: Yes, I will.

Customer: Great, thanks a lot.

CSR: You’re most welcome. Bye.

Customer: Bye.

� p. 426 | Responding to an Email Complaint from a Customer

Provides practice in responding to a customer complaint over the phone

1 Have learners read the email message. Elicit what a customer service representative could do to help resolve
the situation. Ask learners to role-play their dialogues in front of the class.

� p. 427 | Responding to a Complaint: Putting It in Practice

Provides an opportunity for learners to demonstrate their knowledge and skills in responding to customer complaints on
the phone

Introduce the scenarios and have learners read the role cards. They role-play the scenarios in pairs,
taking turns being the customer and the customer service representative.

Performing this activity requires learners to integrate a number of skills and language abilities needed to
respond to customer complaints on the phone. This task can be used for formative assessment purposes 
to help you and learners determine what still needs to be learned or worked on.

This task relates to the CLB competency below. Use the sample assessment criteria to assess learners, or
develop your own based on what you have taught. Learners can also assess themselves or each other
using the same criteria. For more information on assessing learner progress, see the LINC 5–7 Curriculum
Guidelines, pp. 37–45.
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� p. 428 | Responding to Telemarketers

Provides background knowledge about deceptive telemarketing; provides strategies for handling telemarketers

1 You can introduce the activity by asking learners to describe calls they have had from telemarketers.
Ask if they have ever received calls:

• Telling them they have won a prize, but to collect the prize they must send a money order

• Claiming to be from their bank and asking for financial information

• Offering low-cost loans for a fee

• Claiming to be calling from their car manufacturer and saying their car warranty is about to expire
and they need to purchase an extended warranty

• Claiming to be from a reputable company and asking for their credit card number

Inform learners that these are all examples of telemarketing fraud. Discuss ways to protect oneself from
fraud, such as to never give personal information over the phone.

2 Ask learners to read the article, circle unfamiliar vocabulary and guess the meaning of those terms
through the context provided by the sentence.

3 Answers 

1. obtain 5. legitimate 9. susceptible

2. fraudulently 6. pervasive 10. prey on

3. expanded 7. proceeds 11. reluctant

4. exceed 8. massive 12. target

4 Answers

1. T 2. F 3. T 4. T 5. F 6. F 7. T 8. T

� CLB 8-IV: Respond to a minor conflict or complaint.

Sample AssessmentCriteria

Holistic: � Addresses the purpose of the task; speaks intelligibly; listener can follow

Analytic: � Greets/identifies the organization he/she is calling from

� Clarifies and confirms the nature of the complaint

� Empathizes with the customer

� Apologizes appropriately

� Offers a solution to the problem

� Uses adequate vocabulary for the telephone call

� Uses the appropriate degree of formality 

� Uses grammar structures correctly, e.g., verb tenses, articles, subject-verb agreement,
indirect questions, etc.
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Audio 7.23: Transcript

Two calls from telemarketers

Dialogue 1

Resident: Hello?

Telemarketer: Good morning. How are you today?

Resident: May I ask who’s calling?

Telemarketer: My name is Cindy, and I’m calling on behalf of the City Reporter Newspaper. We have a promotion
on right now and we are offering you free weekday delivery for six weeks—

Resident: No, thank you, I’m not interested.

Telemarketer: You are under no obligation after the six week period and we—

Resident: No, thank you. Goodbye.

Dialogue 2

Resident: Hello?

Telemarketer: Good morning. May I speak to Mrs. Jones, please?

Resident: Yes, speaking.
Telemarketer: Oh hello, Mrs. Jones. My name is Julie Martin and I’m calling from the Green Foundation. We’re an
environmental group working in local communities to promote environmental protection awareness. One of our
mandates is to plant more trees as a way of protecting the environment. I was wondering if you would be willing
to make a donation towards the purchase of trees that we would plant in your community?

Resident: Well, I’m not sure. What was the name of your organization again?

Telemarketer: The Green Foundation.

Resident: Hm. I’ve never heard of your group before.

Telemarketer: Really? Well, we’ve been around for the last seven years and we’ve done a lot of great work around
energy conservation. We’ve done several campaigns encouraging people to compost and recycle. We were also
involved in an initiative to start community gardens in the downtown core. But right now, the focus of our efforts is
mainly on our tree-planting projects. So do you think you could spare $10, $25 or even $50 for a really good cause?

Resident: Oh, okay. Well, I think I could give you $25.

Telemarketer: That’s great, Mrs. Jones. We would really appreciate that.

Resident: So will you send me something in the mail?

Telemarketer: Well, I would prefer to just do it on the phone. That way we use less paper and save on trees. I
can process the transaction on your credit card. Could I have the cardholder’s name, please?

Resident: Just a minute, dear, while I get my purse.

Telemarketer: Sure.

Resident: Okay, I’m back. My card number is …

� p. 430 | Automated Voice Menu: Landlord and Tenant Rights

Provides practice listening to detailed information on an automated information telephone line

2 Answers are underlined in the transcript below. Note: The transcript and audio for this listening activity
was copied with permission from the Landlord and Tenant Board recorded information line.
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Audio 7.24: Transcript

Landlord and Tenant Board voice menu

(From 1800-332-3244; 416-645-8080 in Toronto)

Welcome to the Landlord and Tenant Board. For service in English, press 1.

Thank you for calling the Landlord and Tenant Board. We deal with residential landlord and tenant matters
covered by the Residential Tenancies Act. We encourage you to use our automated teleservice. It provides basic
information asked most often by landlords and tenants. We also have an information site on the Internet at
www.ltb.gov.on.ca. Parties to an application can use this site to find out where and when their hearing will be
held or if a board order has been issued. You have six choices.

For special announcements and up-to-date information, press 1.
For information on landlord and tenant rights and responsibilities, press 2.
For rules about rent, press 3.
If your landlord or tenant has made an application to the Board, press 4.
For information about the Board’s hours of operation and office location, press 5.
To complete our client survey, press 6.

If you want to speak to one of our client service representatives, please note that your call may be monitored or
recorded to ensure quality service.

To speak to a client service representative, press 0.

4 Answers

For information on:

How a tenant can end a tenancy, press 1.

How a landlord can end a tenancy, press 2.

Maintenance and repair responsibilities, press 3.

When a landlord may enter a rental unit, press 4.

What a landlord is required to give a new tenant at the beginning of the tenancy, press 5.

General information about mobile home parks and/or land-lease communities, press 6.

General information about care homes, press 7.

5 Answers

1. The municipality.

2. The tenant is responsible for repairing the damage.

3. Any damage due to reasonable wear and tear over time. This includes: fixing broken appliances,
leaking faucets, peeling paint, and clogged pipes, and ensuring that there is a proper supply of water
and other utilities included in the tenancy agreement. A landlord is also responsible for preventing
and ridding pests and insects from the tenant's unit and the entire premises.

4. The tenant should write a letter to the landlord detailing all repairs that are needed, and should
keep a copy of the letter for their records.

5. The tenant should contact the Property Standards department of the local municipality. An inspector
will come to the unit.

6. He/she could be charged or fined.

7. The tenant has to apply for the abatement and then attend a hearing.

Note: The transcript for this activity was copied with permission from the Legal Line® website.
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Audio 7.25: Transcript

Landlord and tenant rights (from Legal Line®, Topic 433)

Duties of landlords and tenants

Under the law, landlords are responsible for maintaining their rental premises in a good state of repair. This includes
complying with all health, safety and maintenance standards that are usually set by the local municipality.
Tenants are responsible for keeping their unit clean and for repairing any damage they or their guests cause to
the unit or the premises.

A landlord's duty to maintain the premises in good repair

A landlord's obligation to maintain the premises is ongoing, and does not just arise when the tenant complains or
when the disrepair becomes severe. Although a tenant has the obligation to keep the premises clean, it is the
responsibility of the landlord to repair damage due to reasonable wear and tear over time. This includes: fixing
broken appliances, leaking faucets, peeling paint, and clogged pipes, and ensuring that there is a proper supply 
of water and other utilities included in the tenancy agreement. A landlord is also responsible for preventing and
ridding pests and insects from the tenant's unit and the entire premises.

A tenant's legal options if a landlord is not maintaining the premises

If a landlord is not maintaining the premises properly, a tenant has four legal options. First, tenants can write a
letter to the landlord detailing all repairs that are needed, and should keep a copy of the letter for their records.

Second, if the landlord refuses to address the problems, the tenant can contact the Property Standards department
of the local municipality. In areas where there is not a property standards office, the tenant can contact the
Maintenance and Standards Unit of the Ministry of Municipal Affairs and Housing. Since problems of disrepair, safety,
and infestation are usually violations of a by-law, if a tenant calls the municipality, an inspector will normally make 
an appointment to inspect the premises. If the inspector finds that a by-law has been violated, they will usually write
a report ordering that the repairs be completed by a given deadline. The landlord and tenant will both receive copies 
of the report.

Third, if the landlord does not comply with the order, they may be fined or charged with an offence, and the
tenant can use the report as evidence in legal action against the landlord.

Fourth, even if the landlord repairs the problem, a tenant can still apply to the Landlord and Tenant Board for an
abatement of rent. An abatement of rent is a reduction in rent for the months that the premises was in disrepair.
This means that if an abatement of rent is approved by the Board, the tenant will receive money back for previous
rent paid and their future rent will be reduced until the repair is fixed. Applying for an abatement of rent involves 
a hearing in front of a Board member who will review the evidence of disrepair, hear arguments from both sides,
and determine if the tenant should receive a deduction from their rent. However, a tenant is only eligible to
collect an abatement for up to 12 months before they made their application. Therefore, a tenant should deal
with disrepair problems right away.

Applying for an abatement of rent is a complicated procedure that requires formal documents to be filled out.
If you want to apply for an abatement, you may want to contact a legal clinic in your area. There may also be a
lawyer on duty at the Board office who can assist you with the application.

For additional information on maintenance issues, you can contact the Landlord and Tenant Board.

Extend the Activity: Encourage learners to explore the websites and information lines of both the Landlord and
Tenant board and Legal Line® (www.legalline.ca).

• Learners can call the Landlord and Tenant Board information line (416-645-8080 in Toronto, or 1-888-332-3234
outside Toronto). You could assign learners one of the menu options and have them listen to the recorded information
at home, take notes and share with the class (or prepare a short presentation).

• Learners can call the Legal Line® information line (416-929-8400 in Toronto or 1-888-929-8400 toll-free).
They can listen to information about the same topic on both the Legal Line® and the Landlord and Tenant Board
line, and compare the information lines, expressing why they prefer one over the other. Legal Line® is a Canadian
non-profit organization that provides free legal information to the public on 1,000 legal topics, including topics in
employment, family, criminal and traffic law.



L INC  7 Instructor Notes | Chapter 7 | Telephone Calls 447

� p. 432 | Listening to an Automated Voice Menu: Putting It in Practice

Provides an opportunity for learners to demonstrate their knowledge and skills in navigating an automated voice menu
system and taking notes on the details

Explain the task to learners. They are required to use the Employment Insurance Information line to locate
specific information and take notes on the details.

Performing this activity requires learners to integrate a number of skills and language abilities needed to
navigate an automated voice menu system, follow spoken information and take notes on the details.
This task can be used for formative assessment purposes to help you and learners determine what still needs
to be learned or worked on.

This task relates to the CLB competencies below. Use the sample assessment criteria to assess learners, or
develop your own based on what you have taught. Learners can also assess themselves or each other
using the same criteria. For more information on assessing learner progress, see the LINC 5–7 Curriculum
Guidelines, pp. 37–45.

� CLB 8-II: Follow an extended set of multi-step instructions on technical and non-technical tasks
for familiar processes or procedures.

� CLB 7-II: Take notes from pre-recorded longer phone messages on public information lines or
voice mail messages with 7 to 10 details.

Sample Assessment Criteria

Holistic: � Can take notes with relevant details

Analytic: � Follows clear spoken instructions as required

� Conveys essential information to the reader

� Reduces information to main points with accurate details and no major omissions




