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El Colegio de Bachilleres del Estado de Sonora (COBACH), desde la implementación de la Reforma Integral de 
la Educación Media Superior en 2007, de forma socialmente responsable, dio inicio a la adecuación de su Plan 
de estudios y a sus procesos de enseñanza aprendizaje y de evaluación para reforzar su modelo de Educación 

Basada en Competencias, y así lograr que pudieran sus jóvenes estudiantes desarrollar tanto las competencias 
genéricas como las disciplinares, en el marco del Sistema Nacional del Bachillerato.

Este modelo por competencias considera que, además de contar con conocimientos, es importante el uso que 
se hace de ellos en situaciones específicas de la vida personal, social y profesional. Dicho de otra forma, el ser 
competente se demuestra cuando, de forma voluntaria, se aplican dichos conocimientos a la resolución de 
situaciones personales o a la adquisición de nuevos conocimientos, habilidades y destrezas, lo que hace que se 
refuerce la adquisición de nuevas competencias.

En ese sentido el COBACH, a través de sus docentes, reestructura la forma de sus contenidos curriculares y lo 
plasma en sus módulos de aprendizaje, para facilitar el desarrollo de competencias. En el caso del componente 
de Formación para el Trabajo, además de las competencias genéricas, fortalece el sentido de apreciación hacia 
procesos productivos, porque aunque el bachillerato que te encuentras cursando es general y te prepara para 
ir a la universidad, es importante el que aprendas un oficio y poseas una actitud positiva para desempeñarlo.

De tal forma que, este módulo de aprendizaje de la asignatura de Reading business scripts & telephoning 
messages and calls, es una herramienta valiosa porque con su contenido y estructura propiciará tu desarrollo 
como persona visionaria, competente e innovadora, características que se establecen en los objetivos de la 
Reforma Integral de Educación Media Superior.

El módulo de aprendizaje es uno de los apoyos didácticos que el COBACH te ofrece con la finalidad de garantizar 
la adecuada transmisión de saberes actualizados, acorde a las nuevas políticas educativas, además de lo que 
demandan los escenarios local, nacional e internacional. En cuanto a su estructura, el módulo se encuentra 
organizado en bloques de aprendizaje y secuencias didácticas. Una secuencia didáctica es un conjunto de 
actividades, organizadas en tres momentos: inicio, desarrollo y cierre.

En el inicio desarrollarás actividades que te permitirán identificar y recuperar las experiencias, los saberes, las 
preconcepciones y los conocimientos que ya has adquirido a través de tu formación, mismos que te ayudarán 
a abordar con facilidad el tema que se presenta en el desarrollo, donde realizarás actividades que introducen 
nuevos conocimientos dándote la oportunidad de contextualizarlos en situaciones de la vida cotidiana, con 
la finalidad de que tu aprendizaje sea significativo. Posteriormente se encuentra el momento de cierre de la 
secuencia didáctica, donde integrarás todos los saberes que realizaste en las actividades de inicio y desarrollo. 

En todas las actividades de los tres momentos se consideran los saberes conceptuales, procedimentales y 
actitudinales. De acuerdo a las características y del propósito de las actividades, éstas se desarrollan de forma 
individual, grupal o equipos.

Para el desarrollo de tus actividades deberás utilizar diversos recursos, desde material bibliográfico, videos, 
investigación de campo, etcétera; así como realizar actividades prácticas de forma individual o en equipo. 
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La retroalimentación de tus conocimientos es de suma importancia, de ahí que se te invita a participar de 
forma activa cuando el docente lo indique, de esta forma aclararás dudas o bien fortalecerás lo aprendido; 
además en este momento, el docente podrá tener una visión general del logro de los aprendizajes del grupo.

Recuerda que la evaluación en el enfoque en competencias es un proceso continuo, que permite recabar 
evidencias a través de tu trabajo, donde se tomarán en cuenta los tres saberes, con el propósito de que apoyado 
por tu maestro mejores el aprendizaje. Es necesario que realices la autoevaluación, este ejercicio permite 
que valores tu actuación y reconozcas tus posibilidades, limitaciones y cambios necesarios para mejorar tu 
aprendizaje.

Así también, es recomendable la coevaluación, proceso donde de manera conjunta valoran su actuación, con 
la finalidad de fomentar la participación, reflexión y crítica ante situaciones de sus aprendizajes, promoviendo 
las actitudes de responsabilidad e integración del grupo. 

Finalmente, se destaca que, en este modelo, tu principal contribución es que adoptes un rol activo y 
participativo para la construcción de tu propio conocimiento y el desarrollo de tus competencias, a través de 
lo que podrás dar la respuesta y la contextualización adecuadas para resolver los problemas del entorno a los 
que te enfrentes, ya sean personales o profesionales.
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Se trata de la evaluación que se realizará al inicio de cada 
secuencia didáctica y que te permitirá estar consciente de 
tus conocimientos acerca del tema que abordarás.

EVALUACIÓN DIAGNÓSTICA

Es la relación de palabras nuevas o de las cuales pudieras 

desconocer su significado. Es útil para conocer nuevos 
conceptos, ampliar tu vocabulario y comprender mejor 
las lecturas.

GLOSARIO

En este espacio realizarás una evaluación de tu propio 

trabajo, misma que deberá ser honesta para que puedas 
identificar los conocimientos que has adquirido y las 
habilidades que has desarrollado, así como las áreas que 
necesitas reforzar.

AUTOEVALUACIÓN

En este apartado encontrarás el espacio para calificar 
tu desempeño, que será por parte de tu profesor, tus 
compañeros (coevaluación) o tú mismo (autoevaluación).

EVALUACIÓN DE ACTIVIDADES

Durante el semestre, tu profesor te irá indicando qué 
evidencias (trabajos y ejercicios) debes ir resguardando 

para integrarlos en un portafolio, mismos que le 
entregarás cuando te lo indique, a través del cual te 
evaluará.

PORTAFOLIO DE EVIDENCIAS

Son reactivos que aparecen al final de un bloque, al 
realizarlos reforzarás los conocimientos adquiridos 
durante el bloque y desarrollarás tus habilidades.

REACTIVOS DE CIERRE

Esta actividad resume los conocimientos adquiridos 
durante un proceso, ya sea una secuencia didáctica, un 
bloque o lo visto en un semestre completo. Es la suma 
teórica y práctica de tus conocimientos y es útil para 
fortalecer tu aprendizaje.

ACTIVIDAD INTEGRADORA

Este tipo de evaluación se hace con uno o varios de tus 
compañeros, en ella tú los evalúas y ellos a ti. Les permite, 
además de valorar sus aprendizajes, colaborar y aprender 
unos de otros.

COEVALUACIÓN

Es el listado de referencias que utilizaron los profesores 
que elaboraron el módulo de aprendizaje, contiene la 
bibliografía, las páginas de internet de las cuales se tomó 
información, los vídeos y otras fuentes que nutrieron los 
contenidos. Te permite también ampliar la información 

que te proporcione tu profesor o la del módulo mismo.

REFERENCIAS

La rúbrica es una tabla que contiene niveles de logro 
o desempeño especificados en estándares mínimos 
y máximos de la calidad que deben tener los diversos 
elementos que componen un trabajo. Sirve como guía 
para saber qué debe contener un trabajo y cómo debe 
ser realizado. 

RÚBRICA DE EVALUACIÓN

El glosario icónico es la relación de figuras que encontrarás en diversas partes de tu módulo. Enseguida, se 
muestran junto con su definición, lo que te orientará sobre las actividades que deberás realizar durante el 
semestre en cada una de tus asignaturas.

ACTIVIDAD 1
SD1-B1

Con este gráfico identificarás la Actividad dentro del texto, 
incluyendo la indicación y especificando si debe realizarse 
de manera individual, en equipo o grupal.

Individual

Equipo Grupal
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“Una competencia es la integración de habilidades, conocimientos y actitudes en un contexto específico”. 

Para dar continuidad a los trabajos propuestos por la Dirección General de Bachillerato (DGB), en los 
programas de formación para el trabajo de la Capacitación de Inglés para Relaciones Laborales y con el 
propósito de responder a las necesidades de información que requieres como estudiante, el presente módulo 
de aprendizaje tiene como objetivo acercarte, en un solo documento, tanto a contenidos y elementos teóricos 
como a ejercicios y proyectos prácticos para dotarte de los conocimientos y competencias que hoy en día se 
requieren en el sector productivo y de servicios, y de esta manera, integrarte al mercado laboral conforme 
a las exigencias de la globalización, o bien, continuar con su formación profesional en una institución de 
educación superior.

En este contexto, tu módulo de aprendizaje fue rediseñado por docentes del Colegio de Bachilleres del Estado 
de Sonora, para lograr elaborar un documento que articulara los contenidos propuestos por la DGB para 
el componente de formación para el trabajo  con las Normas Técnicas de Competencia Laboral (NTCL), del 
Consejo de Normalización y Certificación de Competencia Laboral (CONOCER), dando como resultado este 
material acorde con las tendencias de las competencias laborales que demanda el empleo en Sonora y el país.

En cuanto a su estructura, el módulo de aprendizaje aporta los elementos necesarios para adquirir los 
conocimientos y desarrollar las habilidades, actitudes y valores en ti que, en conjunto, te hagan ser competente 
en un determinado oficio que los sectores productivo o de servicios demanden, y que se determinen con base 
en estándares nacionales e internacionales de calidad; te provee de herramientas para lograr que adquieras 
los conocimientos necesarios y nuevos; te apoya en tu crecimiento y desarrollo. Por otra parte, es también 
un instrumento de gran utilidad para los docentes que imparten la capacitación de Inglés para Relaciones 
Laborales, pues estandariza los contenidos en todos los planteles del Colegio.

En resumen, los módulos de la capacitación para el trabajo de Inglés para Relaciones Laborales, están diseñados 
para formarte en un proceso de mejora continua de calidad educativa, y de los elementos necesarios para 
que te dediques y desempeñes de forma óptima a un oficio o, si así lo decides, continúes una profesión.
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COMPETENCIAS PROFESIONALES DE EGRESO

Durante el proceso de formación de los dos módulos, el estudiante desarrollará las siguientes competencias 
profesionales, correspondientes a la capacitación de Inglés para Relaciones laborales: 

1 Identifica y emplea diversos tipos de  documentos oficiales para el intercambio 
de información en una empresa.

2 Emplea técnicas de lectura para una mejor comprensión de documentos 
oficiales.

3 Utiliza correctamente frases formales, para desenvolverse en el ámbito laboral, 
y en situaciones diversas.

4 Utiliza sus habilidades auditivas y comunicativas para entablar conversaciones 
reales y por vía telefónica.

5 Analiza los diversos problemas que pueden ocurrir en el ámbito laboral y 
propone soluciones efectivas.

6 Demuestra sus conocimientos al desenvolverse efectivamente en una 
entrevista de trabajo.



PRELIMINARES
14

Effective 
telephone 

techniques and 
etiquette

Questions and
 purpose

Appro-
priate 

telephone 
techniques and 

manners at 
work

Common 
expressions and 

phrases on 
telephone calls

Spelling 
difficult words 
and dictation 

of amounts and 
telephone 
numbers

Use 
indirect 

questions to 
make formal 
questions or 

inquiries
State the 

difference 
between the verbs 

“said and told” using 
them in telephone 

conversations

Reading 
Strategies

Cognates, false 
cognates and phrasal 

verbs used in business 
enviroment

Reading 
strategies for 

reading 
comprehension

Scanning 
and 

skimming

Cog-
nates and 

false cognates 
in business 
situations

Business 
phrasal verbs 

and their meaning 
in a conversation



Reading strategies
BLOCK 1

Learning objectsat the end of block Competences to be developed

 ■ Identifies the different techniques to 
facilitate reading comprehension skills.

 ■ Indentifies techniques and traits of a 
good reader.

 ■ Identifies the most suitable 
characteristics of different types of texts.

 ■ Replies to the text´s main ideas based 
on the reading information.

Assigned time: 18 hours.

 ■ Characteristics of reading comprehension 
 ■ Scanning 
 ■ Skimming
 ■ Reading for detail

 ■ Identifies what technique is the most 
appropriate to use when selecting 
information from a text.

 ■ Takes the context of a document as a 
reference when processing information.

 ■ Identifies the main ideas. 
 ■ Identifies the different arguments that 
support the main ideas.

Students´ performance
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For this block, you will be assigned two texts to read.  You will use the techniques you learn to analyze the tests, 
determine their purpose and context, and how they relate to each other, to you and to the world.

INTEGRATING ACTIVITY

Answer the following questions:

•What is reading?

_________________________________________________________________________________________

_________________________________________________________________________________________

_________________________________________________________________________________________

•What is a text?

_________________________________________________________________________________________

_________________________________________________________________________________________

_________________________________________________________________________________________

•Why do people read?

_________________________________________________________________________________________

_________________________________________________________________________________________

_________________________________________________________________________________________

•What characteristics or abilities should a good reader have? Name as many as you can.

_________________________________________________________________________________________

_________________________________________________________________________________________

_________________________________________________________________________________________

Read the following text and underline all the main ideas.

DIAGNOSTIC EVALUATION
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ACTIVITY EVALUATION

ELEMENTO                                                                                               Check

I answered questions to the best of my ability 

I clarified doubts with the teacher. 

I read the text carefully and without distraction. 

I identified main ideas correctly 

I checked a dictionary for any unknown words. 

I comprehended the main ideas of the text. 

I could explain this text to another person. 

Didactic Sequence 1
READING STRATEGIES FOR READING COMPREHENSION

Start Up Activities

What are the characteristics of a good reader.

Reading is more than just decoding the letters on a document. Just because you see the 
letters “d,” “o,” and “g” grouped together, and you can make that they spell the word 
dog, it does not necessarily follow that you are a good reader.

A good reader does more than identify the words on a document. He can add them up to 
produce something greater than the sum of its parts.

There are six characteristics of good readers, according to NCACASI. Good readers 
grasp: conventions, comprehension, context, interpretation, synthesis, and evaluation. 
When readers use each of the six traits they are, in essence, reading the lines, reading 
between the lines, and reading beyond the lines

Conventions: understanding conventions means being able to make sense of words, 
grammar, and punctuation. When readers learn to identify and recognize conventions, 
they can understand meaning. 

If the first thing you read on a text is “Once, in a far away kingdom, there lived a prin-
ce”, you could probably guess that you are reading a fairy tale; likewise, if you unders-
tand punctuation correctly, you will know the difference between the sentence “I live 
with my dogs, John and Larry,” and the sentence “I live with my dogs, John, and Larry.”

Sometimes, knowing how a simple comma affects a sentence can make all the differen-
ce between understanding something and misunderstanding it.
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Comprehension: with comprehension, readers obtain meaning from text.  Comprehen-
sion occurs when readers make predictions, select main ideas, and understand important 
details.

If you comprehend a text, then you should be able to guess what ideas the text will pro-
pose, and which of those ideas you should remember.

In groups of three students, discuss and answer the following questions:

What conventions can you find in the following types of documents:

•A letter:

_________________________________________________________________________________________

_________________________________________________________________________________________

•A School book:

_________________________________________________________________________________________

_________________________________________________________________________________________

•A horror story:

_________________________________________________________________________________________

_________________________________________________________________________________________

ACTIVITY 1
SD1-B1

Development Activities
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Think about the story of “The Little Mermaid.” It can be either the Disney version, or the original Hans Chris-
tian Andersen version. If you had to resume the tale in 5 sentences, how would you explain it?

1.____________________________________________________________________________________

2.____________________________________________________________________________________

3.____________________________________________________________________________________

4.____________________________________________________________________________________

5.____________________________________________________________________________________

Context: Context involves reading between the lines to identify setting, tone, and the 
voice of the author. Context also includes placing ideas and concepts in a “bigger pictu-
re” to help ourselves see practical applications.

This requires more involvement on your part. When you are reading a text, pay attention 
to the words and phrasing the author uses to convey his ideas. Is he formal or informal? 
Does he use slang or formal vocabulary only? Do the words he uses denote any kind of 
emotion? Is he angry about what he is writing, happy? Does he support the topic, or is 
he against it?

 Interpretation: when readers interpret, they “fill in gaps” in the text, using clues and evi-
dence from the text to analyze problems and draw conclusions. This is an extremely im-
portant skill for critical thinking in general, and for reading comprehension in particular.

Review all ideas in the text, and check if they support your conclusions. If you say, “the 
author of this text obviously supports the sale of PEMEX,” what ideas can you point to 
that support your statement? If you read an article in the newspaper about how bad the 
local economy is doing, and what the government is doing to fix it, how do you know if 
the author supports or rejects the proposed fixes? You would probably have to look for 
words or expressions to support either position within the text.

It is very different to read “The government launches big stimulus package to help eco-
nomy” to reading “the government launches ambitious stimulus package to stimulate 
economy.” The basic idea is the same, but the choice of words and phrasing tells us 
something about the position of the author.
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Read the following very short stories which were published in Wired magazine; then, brainstorm some answers 
about the context in which they occur, and give interpretations on the texts. 

ACTIVITY 2
SD1-B1

For sale: baby shoes, never worn.

- Ernest Hemingway

I’m dead. I’ve missed you. 

Kiss…? 

- Neil Gaiman

Who do you think is telling 
this story?

What do you think is the tone 
of the story? Sad? Angry? 
Why?

In what type of setting does 
the story take place? (place, 
time, etc)

What do you think is the 
purpose of the story?

Now, with the help of your teacher, discuss your answers with the group. You may have noticed that it is diffi-
cult to form an opinion when you have very little information to go on; this shows us that it is very important to 
pay attention to every detail, and to think about how things relate to each other.
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Synthesis: synthesis involves reading beyond the lines; you must apply and synthesize 
knowledge from outside the text. If you receive a memorandum from your boss that 
simply reads: “Please visit my office at 12.00hrs,” one hour before the appointed time, 
you would probably start to wander as to the abrupt nature of the text.

“What is going on?” You would ask yourself. “Why does my boss want to see me? 
Why was I given such short notice? Why doesn’t the memo state the reason for the 
meeting? Am I in trouble?” 

For every text you read, you must try and assimilate the information with the knowle-
dge you already have; if you read an article about the Mexican economy, for example, 
you would probably check everything it says against what you already know about the 
Mexican economy.

Evaluation: evaluation occurs when readers are able to express opinions, ask ques-
tions, challenge the text and the author, and note bias and distortion. This is the highest 
function of reading. Without this skill, it cannot be said that you have completely 
understood a text.

After you finish reading ask yourself questions about the text:
•What did I learn from this text?
•What did I want to learn? 
•What did I previously know?
•Can I trust what I have learned, why?
•Did I undertstand everything? If not, what can I do to correct this (check a dictionary, 
ask a qualified person about the subject, take a class, etc.)
•Can I ask thoughtful, relevant questions about what I didn’t understand?
•Do I think the argument and ideas are good or bad? Can I explain my position in detail?
• If I am challenged to defend or oppose what I have written, can I do it?
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ACTIVITY 3
SD1-B1

In teams of three, read the following excerpt from the article “Take Me to Sanborns: Swiss Enchiladas and Race 
in Mexico City.” Then, answer the questions about synthesis and evaluation.

In the first chapter of D.H. Lawrence's late novel, The Plumed Serpent, an Irishwoman named Kate has 
a terrible experience at a Mexico City bullfight. The book is set during the Mexican revolution. Kate is 
overwhelmed by the sights and sounds in the arena and by the murderous event itself. Afterward, she 
tells a driver:

"Take me to Sanborns, where I can sit in a corner and drink tea to comfort me."

Sanborns—no apostrophe, because in Spanish there are no apostrophes—was founded as a pharmacy 
in 1903 by two brothers from California, Walter and Frank Sanborn. The brothers soon added a soda 
fountain and kitchen. Sanborns became a trendy hangout for expats and Mexican socialites. It adver-
tised itself as a safe refuge for people like Kate—a small slice of civilization in an uncivilized place.

Now Sanborns is one of the biggest brands in Mexico, with more than 400 locations across country. 
Walter and Frank are long gone. The chain is publicly traded, majority-owned by Carlos Slim, the 
world's second-richest man. In addition to pharmacies, contemporary Sanborns restaurants come atta-
ched to department stores that sell everything from Playstations to ships in bottles.

The restaurants themselves resemble Denny's locations dressed up in the vestiges of pre-revolution 
Mexico. Waitresses at Sanborns wear huge colorful dresses meant to make customers feel like they 
own a hacienda or two. The menus and bathroom signs are written in a fancy, old-time font. The food 
is bland and overpriced. The service usually disengaged.

Still, there's something about Sanborns. Despite celebrating an era in which a vast majority of Mexican 
people were treated terribly by their government, it is insanely popular. Sanborns leverages nostalgia 
for a past that was not particularly pleasant. But the affectation of being a high-class, comforting res-
taurant is executed so enthusiastically that it is almost self-fulfilling. Sanborns remains a nice place to 
sit in a corner and drink tea.

* * *

Soon after I moved to Mexico, I was asked at a job interview if I had experienced malinchismo yet. At 
the time, I didn't even know what malinchismo was, much less whether I had experienced it. The man 
interviewing me was an American, and he explained things quite frankly. He told me that I would soon 
experience malinchismo and that it would be terribly uncomfortable. But I never did, at least not expli-
citly. I never caught people falling over themselves to help me simply because I was a white foreigner. 
Mexico City is notoriously polite. It was hard to tell where that politeness ended.
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But sometimes I would think about malinchismo when I was working on a story. Had I not swooped 
in from the United States to live far more affluently in Mexico than I ever could have at home, ex-
ploiting the favorable exchange rate, and mining the country's history and culture for articles that I 
could turn around sell to advance my career? I had that thought when I started writing this essay, back 
when I was living in an apartment in Colonia Roma. I would walk around the neighborhood and say 
hello to my neighbors and hope that the reason people opened up to me in Mexico was because I was 
respectful and genuinely interested in my subjects and treated their lives with dignity. But then again, 
how would they know that? Maybe they would not have been so quick to speak if I was just another 
Mexican journalist. Maybe Rosa Irene only answered my questions because I was a white American 
customer and her job as a Sanborns waitress was to make me happy.

Some days I would catch a reflection of myself in a shop window, or find myself staring over the 
crowds in a subway car and remember that I was tall, white, a gringo. Or else somebody working in 
a taco stand or a store would call me güero. Güero is a slang term for a fair-skinned person, generally 
a blond, but it also has class connotations. It's often spoken "upward." I'm not blond, but I fit the des-
cription. My friend Alfredo, who is dark complexioned—he would be called moreno or prieto—owns 
a little restaurant. He once told me with some amazement that when he goes to buy vegetables in the 
city's massive central market, he gets called güero by the shopkeepers working the stalls.

Which is to say that in Mexico, race and socioeconomic status are completely intertwined. The coun-
try is at once tremendously diverse—with major regional and cultural differences, and scores of indi-
genous languages still spoken—and so homogeneous that class can stand in for race. Racism exists in 
the context of money and power, which are concentrated mostly amongst light-skinned people who 
flaunt their status by isolating themselves the same way wealthy people do in other countries, and by 
assuming an obscene deference from people poorer and darker than them.

For instance, well-to-do Mexicans tend to call waiters jóven, which literally means youngster, even if 
they are twenty years old and the waiter is seventy. And they tend to say it with a touch of disdain. The 
comfort with which some of the people around me in Mexico wore their privilege made me consider 
my own. Maybe I wasn't noticing malinchismo because it had always been there. Because I'm a white 
Jewish dude from L.A. who always had it good.

from: http://gawker.com/take-me-to-sanborns-swiss-enchiladas-malinchismo-and-1594744035

Now, discuss and answer the questions:

•Did you know the story of Sanborns? What do you know about Sanborns?

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________
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•What do you think about the idea that Sanborns represented “a slice of civilization in an uncivilized place”?

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

•Do you think that his opinions on race and wealth in Mexico are correct?

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

•Have you ever been in a similar situation to the one he describes? Have you witnessed such a situation?

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

•With your group, give an example of ways in which race and wealth interact in Mexican society (in television, 

in personal relationships, in everyday language, etc)

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

•Do you think that this person, as a foreigner, can understand Mexican culture to give an informed opinion on 

the subject? Why?

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

Whenever you read, you apply 
these six fundamental skills; you 

may be strong in some, and weak in 
others: it is up to you to level out your 
abilities by practicing. The more you 
actively read, the more proficient you 
will become at looking at a text at all 

levels. This is what a proficient 
reader does.
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Techniques to develop good reading skills

So, how does one develop this six fundamental skills? As it was noted before, practice 
is an essential component; This does not mean, however, that you should just grab the 
nearest book or magazine and read it until your eyes start to become dry. There are 
simple techniques you can use to become more proficient. You use them before, during, 
and after reading.

Purpose.

Good readers set a purpose for reading. Why are you reading the text? What do you 
expect to do with the information you receive? Consider all the reasons people read:

•Enjoyment.
•To retell.
•To answer questions.
•To gain information. 
Once you establish a purpose, you can use the best strategy 
to achieve it:
•Reading-for-detail: reading and re-reading a text to identi-
fy main ideas, and how they are related to secondary ideas.
•Skimming: Reading to gain an overall understanding of 
the context of the text (main topic, tone, conclusion).
•Scanning: reading to find specific information in the text. 

Activate prior knowledge

Good readers make connections from the text to their prior 
knowledge; they actively consider how it relates to what 
they already know, to their current situation, and to what 
they need to achieve.

•Text to self: how it connects to you and your experiences. 
Do you know the subject? Have you ever experienced so-
mething similar? How does that affect you in your reading 
of the text?
•Text to text: how it connects to other texts, stories, etc. Are 
there other texts you could read to help your understanding 
of your current subject? Has this text been influenced by 
other previous texts?
•Text to world: how it connects to current events in poli-
tics, economics, your country, etc. How does this text con-
form to reality? Does it explain the reasons or the consequences of current events? Does 
it have an agenda or a bias?
In doing this, you facilitate the assimilation of what you read, i.e., it becomes easier for 
you to understand it and remember it.
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Focus on main ideas

This one is pretty straightforward: once you have determined what is the main thesis 
of a text, focus on the ideas that are related directly to it. There may be some tangential 
ideas here and there (i.e., ideas that are only superficially connected), but your focus 
should dwell too mucho on them.

If you are reading an article on improving efficiency in an office, and amongst many 
examples it mentions that allowing cigarette breaks helps reduce employee stress, it 
does not mean that suddenly you are reading a pro-smoking article!

Visualize

Good readers visualize, i.e., they see images about what they read, or they make other 
sensory connections: imagine the smells, the sounds, the tastes. This helps you interna-
lize and remember what you are reading.

It also helps you to keep yourself engaged in the reading and avoid distractions; the only 
way to effectively visualize information, is to actively pay attention to said information.

Fill in the gaps.

Good readers make inferences, predictions, and conclusions about what they are rea-
ding. They actively engage with the ideas, think about them and their implications. For 
example, you might recognize where a person comes from the words he writes. You can 
predict someone’s opinion on the economy by the political party they are affiliated to. 

“Fix” it

Of course, sometimes we just don’t “get it” at first try, even if we are experienced rea-
ders. Maybe a text is too full of technical vocabulary or archaic words that we don’t 
understand too well; perhaps we are not familiar enough with the topic, or it is a topic 
that is very difficult to understand.

•Re-reading. Multiple readings can help you consolidate your ideas about a text; they 
can also help you catch details, errors, nuances, etc, that you might have missed the first 
time around.
•Skipping ahead. If you are having trouble with a particular section or idea in a text, try 
looking up ahead to see if there is an explanation or if there is information that can help 
you understand better.
•Using context clues. Always keep the text and its properties in mind. Why was the text 
written? What does it want to accomplish? What conventions does it follow? Reading 
and understanding a poem is very different from reading and understanding an instruc-
tion manual, which in turn is very different from understanding an office memo.
•Sounding it out (i.e., ask for opinions).  Other people can be a great asset for unders-
tanding a text better. Ask their opinion on your interpretation and evaluation of the text; 
ask them to help you understand a difficult passage; ask them to point you to resources 
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you can use to better understand, such as books, manuals, experts, etc. Just remember: 
no other person can actually understand a text for you; they can only point you in the 
right direction.

Finally…

•Know when you have zoned out. Even if you love reading, there is such a thing as too 
much reading. If you are tired, stressed, or if you’ve been at it for hours, you will not be 
at your most effective. After a certain point, you just get diminishing returns.
•Study vocabulary and define unfamiliar words that you have encountered. Never aban-
don a text without knowing what the words themselves mean. If you read a paragraph 
and you don’t understand every single word, even if just broadly, then you don’t really 
understand the paragraph.
•Re-tell or summarize what you have just read. Take time to check what you have lear-
ned from your lecture. Make notes, answer questions you pose to yourself: check your 
advance in understanding the subject, and how it compares to what is written.
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Read the techniques above carefully; now, discuss with your partners which technique can help you improve 
one of the six fundamental skills, and write down a brief explanation why.

Fundamental skill Reading technique How it can help

Conventions

Comprehension

Context

Interpretation

Synthesis

Evaluation

ACTIVITY 4
SD1-B1
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Read the following excerpt from an article in Gawker and focus on finding the main idea; then, fill in the gaps to 
answer the questions.

ACTIVITY 5
SD1-B1

Prince — pioneering musician, style icon, and intellectual property miser — has written a song about an 
internet meme.
The tune, titled "This Could Be Us," was reportedly inspired by the ubiquitous-a-few-months-ago hashtag 
#ThisCouldBeUsButYouPlayin, and will appear on a yet-untitled solo album (Not to be confused Plectum 

Electrum, a forthcoming release featuring his band 3rdEyeGirl).
The Minnesota Star Tribune reports:
“Prince explained that the next song, ‘This Could Be Us,’ was inspired 
by a meme of him and Apollonia riding on a motorcycle, clearly a scene 
taken from the 1984 movie Purple Rain. It's a joyful ballad with some 
ecstatic Prince vocalizing.”
It's the second time in recent memory that Prince has raided the pop-cul-
tural consciousness for new material: Last year, he released "Breakfast 
Can Wait," a quietly funky single that featured Dave Chapelle playing 
the purple one on its cover.
The newfound omnivorousness is strange for a musician who spent 
much of the last decade sealing himself off from his audience, serving 

copyright complaints over cover versions, fan videos, and Vines that featured his music. What does it 
mean when his own work draws from the same online sharing culture he continually battles against?

•What is the main idea in the excerpt?

_________________________________________________________________________________________

_________________________________________________________________________________________

__________________________________________________________________________________________

•Based on the above excerpt, what can you say about the personality of the artist known as “Prince”?

_________________________________________________________________________________________

_________________________________________________________________________________________

__________________________________________________________________________________________

•Based on the above excerpt, what do you think would happen if a Mexican T.V. show featured a comedian imi-

tating Prince as a parody?

_________________________________________________________________________________________

_________________________________________________________________________________________

__________________________________________________________________________________________
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As you have probably 
guessed by now, it is difficult 

to separate skill from technique. 
You cannot use one without the other. 

Whenever you read something, you area 
always, subconsciously using one or 

more of the techniques described above 
in order to accomplish a task related to 

one or more of the skills outlined 
above.

The trick is practicing 

this, so that you are able to 

clearly and consciously use 

each technique to accompli-

sh any reading task that 

comes your way.Closing Activities

ACTIVITY 1
SD1-B1

Read the following text carefully; afterwards, discuss and answer the questions related to the six fundamental 
skills of reading.

Editorial: How Mexico's courageous education reforms could affect Texas

A long era of corruption-fueled dysfunction in Mexico may slowly be drawing to a close. The Mexican legislature 
last week summoned a special kind of courage to defy one of the most powerful vestiges of old-style machine 
politics: the national teachers unions.

Both the Mexican Senate and lower house, by overwhelming majorities, approved a package of education reforms 
aimed at boosting standards and better preparing students to compete in the workplace. More important, the re-
forms remove from union bosses’ control the ability to sell classroom jobs and divert public money into the hands 
of corrupt individuals, including drug lords.

Mexico spends more per student than most industrialized nations, yet it produces the lowest academic achieve-
ment levels, according to statistics compiled in 2012 by the Organization for Economic Cooperation and Deve-
lopment. Among OECD nations, Mexico ranks second in compensation of education staff while fewer than half 
of its students graduate.

Not surprisingly, the two biggest teachers unions are seething over these reforms. Striking teachers have shut 
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down transportation and are threatening legislators with political annihilation. That’s 
why the legislature’s courage is so laudable.

This is an issue Texas readers should care deeply about, even if they understandably 
shy away from the complexities of Mexican politics. This reform package has potential 
to reduce illegal immigration by boosting education standards and better preparing stu-
dents for Mexico’s job market. Mexico’s high dropout rates help perpetuate the cycle of 
poverty by flooding the job market with low-skilled workers. Depressed wages are what 
drive millions of Mexicans to this country in search of work.

When their children enroll in Texas schools, high percentages not only are deficient in 
English but badly behind in basic math, science and reading skills. American taxpayers 
foot the bill to bring them up to speed.

Mexico’s archaic education system has long been dominated by unions whose primary 
goal isn’t education but rather political power and personal enrichment. The seven-de-
cade, one-party rule by the Institutional Revolutionary Party, or PRI, depended heavily 
on muscle-flexing by the teachers unions and an equally corrupt national petroleum 
workers union.

Even though the PRI lost the presidency for the first time in 2000, these unions maintai-
ned an iron grip on the legislature and blocked meaningful steps toward reform. A PRI 
reformist, Enrique Peña Nieto, won back the presidency last year, pledging to dismantle 
the union political machines. So far, he’s been true to his word.

While the president enjoys the relative security of a six-year term inside his Los Pinos 
presidential palace, legislators cannot escape the full brunt of union pressure tactics. 
Amid all the anger and vitriol, these legislators must overcome feelings of self-doubt 
and be reassured: The world watches in awe. You are helping Mexico become the better 
place its citizens deserve.

Education doldrums

A 2012 study by the Organization for Economic Cooperation and Development ranks 
Mexico among the lowest in academic achievement among industrialized nations. 
Some findings:

                                                    Mexico OECD Avg. Mexico’s rank*
Enrollment rates, 5- to 14-year-olds 100% 96%              1 of 39 countries
Projected youth graduation rates  47% 84%              27 of 27 countries
Adult upper secondary attainment 36% 74%              34 of 40 countries
Pct. GDP spent on education  20% 13%              2 of 32 countries

*Rank based on descending order of values. Number of countries measured varies 
because not all countries report statistics uniformly.

Text from: http://www.dallasnews.com/opinion/editorials/20130908-editorial-education-reforms-and-mexicos-future.ece
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Now, in groups of three students, analyze and discuss the text. Then answer the following questions:
Conventions:

Considering the way it was written, where do you think this text was published? What would be its purpose? 

_________________________________________________________________________________________

_________________________________________________________________________________________

_________________________________________________________________________________________

Comprehension:

What is the text about?

_________________________________________________________________________________________

_________________________________________________________________________________________

What are the main ideas of this text? Write them down.

_________________________________________________________________________________________

_________________________________________________________________________________________

_________________________________________________________________________________________

Context:

Who do you think wrote this article? Where does he live?

_________________________________________________________________________________________

_________________________________________________________________________________________

_________________________________________________________________________________________

Is he personally affected by what he is writing?

_________________________________________________________________________________________

_________________________________________________________________________________________

_________________________________________________________________________________________

 

To what events in Mexico does the text make reference?

_________________________________________________________________________________________

_________________________________________________________________________________________

_________________________________________________________________________________________
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Synthesis

What do you know about teachers and schools in your city?

_________________________________________________________________________________________

_________________________________________________________________________________________

_________________________________________________________________________________________

Do you think this could apply in your school system?

_________________________________________________________________________________________

_________________________________________________________________________________________

_________________________________________________________________________________________

Interpretation

What do you think the writer’s attitude is towards the Mexican education system? The vocabulary the writer 

chooses will tell you a lot. Look through the text and compile a list of words that could show this attitude:

Evaluation

Do you think the writer is correct in his opinion? Why?

_________________________________________________________________________________________

_________________________________________________________________________________________

_________________________________________________________________________________________

Do you agree with him or not? Why?

_________________________________________________________________________________________

_________________________________________________________________________________________

_________________________________________________________________________________________



Colegio de Bachilleres del Estado de Sonora
34

Capacitación para el Trabajo: Inglés para relaciones laborales

34

The Scanning and skimming reading techniques will be very helpful to you. They will 
allow you to focus properly, and to systematically glean meaning from any text. Depen-
ding on your objectives, you can focus on one or the other, but most often you will use 
them both. They are an integral part of reading comprehension.

Although they were both mentioned briefly before, let’s go into them with some more 
detail.

Scanning

Scanning is derived from the word scan (you had probably figured that one out already, 
hadn’t you?); to scan is to observe something, especially to obtain information. It is a 
quick process that is always guided by the purpose of your reading. When you scan, you 
look for the information that you want, and mostly ignore the rest.

Scanning is meant as a way to quickly obtain discrete, factual information from a text; it 
is very useful if you want to quickly find out who wrote a letter, or what year the Mexi-
can revolution take place; however, it isn’t very useful for knowing what the letter says 
in detail, or for understanding the causes and consequences of the Mexican revolution.

When you are scanning, these are some things you can do to 
improve your efficiency.
•Quickly determine what type of document you are dealing 
with: letters, memos, official communications from the gover-
nment, etc, are all easily identifiable at a glance by their cha-
racteristics: salutations, farewells, letter heads, headings; books 
and essays convey plenty of information in their titles, book 
jackets, etc.
•Scan the document for elements that can provide you with 
easy to grasp information: conceptual maps, diagrams, charts, 
drawings, etc.
•Always keep in mind why you are reading the document in 
question. Want to know the date of the fall of Tenochtitlan? 
Only look for numbers in a date configuration; do you want to 
know who wrote the document? If you have already established 
it is a letter, you immediately know where to look: the sign-off. 
If the document in question is a newspaper article, then look for 

a by-line under the title.
•Another way to scan a document is to look for words related to what you are looking 
for. For example, if you need to know where a person grew up, scan the document 
for words and expressions that could be related to that information: “as a child I li-

Didactic Sequence 2
SCANNING AND SKIMMING

Start Up Activities



35
BLOCK 1  Reading strategies

35

Reading business scripts & telephoning messages and calls

ved…” “city,” “house,” “childhood,” all of these words could help you narrow down 
your search.

Scanning is an easy way to find information. Just remember that it is not a good way to 
study, or to really understand what a text is about. For that, you need to turn to skim-
ming.

Skimming

Once you have scanned the text and determined its nature and structure (i.e., it’s a letter, 
an essay, a newspaper article, an instruction manual), it is time to skim over the text. 
The word skim means to go over a surface lightly; in terms of reading comprehension, 
it means to read the text and determine what the main ideas are, and how they are 
connected. This means that you have to return to the concepts of unity, coherence, and 
cohesion.

Remember that much like in writing, the main ideas on any text will be presented in 
the form of topic sentences; they, in turn, will be accompanied by supporting ideas, and 
details. That’s right: in order to read a paragraph properly, it is necessary to know how 
write a paragraph properly, and vice versa.

So, how do you determine what is the topic sentence? Remember its characteristics: it 
will usually be a direct idea; it will be surrounded by longer sentences that give exam-
ples, illustrations, and explanations about it; In a paragraph, everything will revolve 
about the topic sentence.

“I keep reading, and I can’t find the topic sentence, oh no!” Relax, it happens. First, 
consider that there are many types of paragraph, not just topical paragraphs. Is it an 
illustrative paragraph, only meant to give examples to support a previous paragraph? Is 
it a transitional paragraph, just meant to change the topics smoothly between different 
parts of the text?

Second, consider that the text may be poorly redacted. Many times people don’t take 
the time to write properly because they think that “it doesn’t matter,” or “they’ll know 
what I mean.” (though now you know why that never works.) In those instances, it’s 
actually better for you to write a topic sentence that would fit the paragraph in question 
and the text overall.

Another thing that can help you is to notice how the text uses major and minor con-
nectors. This will help you understand how the main ideas relate to one another: cau-
se-effect? Proposition-explanation? Comparison? Contrast?
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Let’s take that last paragraph as an example. Identify the topic sentence and underline it. 

So, how do you determine what is the topic sentence? Remember its characteristics: it will usually be a direct 
idea; it will be surrounded by longer sentences that give examples, illustrations, and explanations about it; in a 
paragraph, everything will revolve around the topic sentence.

An easier way to deal with this, especially if the text is long, is to prepare a reverse outline. Just like you prepared 
an outline with your main ideas when you want to write a clear, coherent, cohesive text, you prepare an outline 
from your reading to better understand it. Go paragraph by paragraph and write the topic sentence for each; also 
notice how the topic sentences are related to each other: are they supporting each other? Giving examples? Con-
trasting each other?

This will also allow you to identify the main thesis or main idea of the text. What do all topic sentences have in 
common? Find that out, and you discover the main thesis or idea. 

Another advantage is that you can delineate the main parts of the text. Many times, a text will contain several topic 
sentences. Each of those can function as its own independent mini-text, developing an idea, giving examples, and 
reaching a conclusion, all in support of the main thesis.

ACTIVITY 1
SD2-B1
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ACTIVITY 2
SD2-B1

Dear President Obama:

It was with great relief and gratitude that we welcomed, at long last, a clarion call in your inaugural 

address to “respond to the threat of climate change” -- the greatest threat, challenge, and opportunity of 

our time.

We thank you for these words, because your words are powerful, and necessary for change. But words 

are not enough. We need action.

Mr. President, you are the first leader in our history who will be judged by what you do -- or do not do 

-- to protect your people from the already-begun ravages and disruptions brought about by fossil fuels.

So far, Mr. President, you are failing in the face of our earth heating up, and the damage is accelerating.

Just a few months ago, we witnessed New York and New Jersey swallowed up by our still-rising 

oceans. Our worsening nationwide drought, after the hottest year on record, is clear evidence that our 

planet is not healing, but is hurtling toward greater climate disruption.

The simple truth is that you will continue failing in the fight against climate change, as long as you 

continue an energy policy which treats equally the fuels that are hurting us and those that will save us. 

To meet your call on climate change, your “all of the above” energy policy must end.

Your support for fracking and drilling, coal mines and pipelines, continues to obliterate the progress 

you could be making with your administration’s gas mileage rule, or your investments in renewable 

energy. Even if you finally issue a carbon pollution rule that addresses existing sources of pollution, 

it will mean nothing if you are simultaneously lighting the fuses on carbon bombs by approving the 

Keystone XL pipeline, Arctic drilling, or fossil fuel export projects.

You must use the power of your office and our federal lands to stop promoting fossil fuel development, 

and reject these projects outright.

While we recognize that a majority in the House of Representatives are clearly not on the side of 

science or sanity, you can and must find a way - within Congress or the power of your office - to end 

fossil fuel subsidies and giveaways, and put a price on all greenhouse gas pollution, so that fossil fuel 

executives can no longer get rich from the destabilization of our climate, and so fossil-free energy can 

thrive. If Congress remains in the way, you must fight to change Congress.

You must invest significantly in sustainable sources of energy as part of a plan to rapidly transition our 

nation from fossil fuels. And these efforts should be coupled with resources to help our cities, states 

and industries prepare for the damage that climate change is already bringing. (The $50 billion Sandy 

relief package and the drought’s impacts on food prices are just two painful reminders that the cost of 

inaction is enormous, and untenable.)

Confronting climate change also happens to be our best opportunity to create the broad-based econo-

mic revitalization that your policies have largely failed to achieve. This is not simply an empty trope of 

idealistic environmentalists, it is the truth.

Mr. President, we are urging you to do as our other Illinois president did when confronted with the 

great moral issue of his time: to take bold, decisive action to end one great societal ill, changing the 

economy in the process, and usher in a new era of American freedom, security and prosperity.

This is the moment. We will support you. But you must lead and take action, starting first and foremost 

with your rejection of the presidential permit required by the Keystone XL pipeline, which is your 

decision and yours alone.

Sincerely,

Becky Bond, Political Director, CREDO

Michael Kieschnick, President and CEO, CREDO

Elijah Zarlin, Senior Campaign Manager, CREDO

Bill McKibben, Co-Founder, 350.org

Text from: http://act.350.org/signup/an-open-letter-to-president-obama/
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•What type of document is this?

__________________________________________________________________________________________

__________________________________________________________________________________________

•Who is it addressed to?

__________________________________________________________________________________________

__________________________________________________________________________________________

•Who wrote it?

__________________________________________________________________________________________

__________________________________________________________________________________________

•What happened in New York and New Jersey?

__________________________________________________________________________________________

__________________________________________________________________________________________

•What was the cost of the Sandy relief package?

__________________________________________________________________________________________

__________________________________________________________________________________________

Now, it is time to go a little deeper. Go back to the previous text and read it again, more carefully this time. You 
will skim the main ideas of the text. Likewise, you will discern what the main parts of the text are.

•What is the main idea of this text? (Keep it to one sentence!)

__________________________________________________________________________________________

__________________________________________________________________________________________

•What is the purpose of this text? (No, it’s not the same thing as its main idea.)

__________________________________________________________________________________________

__________________________________________________________________________________________

•This body of this text has three main parts that talk about three topics, all related to the main idea, of course. 

What are these?

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

ACTIVITY 3
SD2-B1
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ACTIVITY 4
SD2-B1

Scanning and skimming 
will give you a solid foundation 

to comprehend a text. However, to 
truly go to the most proficient levels of 

reading comprehension, you have to read 
for detail, i.e., read the text carefully, pa-
ying attention to all the ideas, how they 
are connected, and how they relate to 

each other, to yourself, and to the 
world around you.

Development Activities

Read the text, and then answer the questions.

(1)Too many Americans are working long hours for wages that are too low to support their families. The current 
federal minimum wage of $7.25 is a poverty wage; it is just $15,080 annually for a full-time worker, which 
is$4,000 below the poverty line for a family of three. This helps explain why millions of low-wage workers look 
to public assistance programs such as the supplemental nutrition assistance program, or SNAP, for help.

(2)The Fair Minimum Wage Act would raise the minimum wage to $10.10 by 2015, which would grow the eco-
nomy by $22 billion, help 28 million American workers make ends meet, and lift 900,000 Americans out of po-
verty. It would also reduce costs for taxpayers because as wages increased, low-wage workers would rely less on 
nutrition assistance to put food on the table. In fact, a study from CAP and the Institute for Research on Labor and 
Employment at University of California at Berkeley finds that increasing the minimum wage to $10.10 an hour 
will generate $4.6 billion in annual savings in the Supplemental Nutrition Assistance Program, SNAP, formerly 
known as food stamps, or approximately $46 billion over 10 years.

(3)SNAP is an effective nutrition program that helped millions of families keep food on the table, acted as an 
important economic stimulus, and improved health, education, and workforce outcomes for low-income children. 
Taxpayers can be proud of this investment and still wonder why so many working families need the safety net 
to stay afloat when many low-wage employers have not only recovered from the recession but their profits have 
increased. In fact, the net incomes of four of the largest low-wage employers, Wal-Mart, McDonald’s, Yum! 
Brands—which include Taco Bell, Pizza Hut, and KFC—and Target, represent five times the amount of cost sa-
vings in SNAP resulting from a minimum wage hike to $10.10. While the SNAP savings represent a significant 
reduction in safety net costs, they are a drop in the bucket for corporations enjoying billions in profits.
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(4)This begs the question: Why are corporations asking 
taxpayers to foot the bill for supplementing low wages 
when they can more than afford to pay a higher wage? 
It’s time to raise the minimum wage.

text from: http://americanprogress.org/issues/economy/
news/2014/03/05/85165/infographic-taxpayers-pick-
up-the-tab-for-corporations-that-can-afford-to-pay-
their-employees-more/

•What is SNAP?

____________________________________________

____________________________________________

____________________________________________

•How many profits did the corporations corporations 

make?

____________________________________________

____________________________________________

____________________________________________

•How much money could be saved by increasing the 

minimum wage to $10.10 per hour?

_____________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

Now, prepare a reverse outline. Read the text and collect the main ideas in the chart:

Paragraph  Main idea
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Paragraph  Main idea

ACTIVITY 5
SD2-B1

(1)America’s low-wage economy is marked by two extremes.  On the one hand, workers earning at or near the 
minimum wage are seeing the real value of their paychecks diminish steadily over time, as the cost of living in-
creases while their wages remain stagnant.  After nearly half a century of neglect, today’s federal minimum wage 
of $7.25 per hour is decades out of date.  In terms of purchasing power, its value is 30 percent lower today than it 
was in 1968.

(2)On the other hand, many corporations are posting record-breaking profits. The Wall Street Journal reported 
earlier this year that, after sinking from 2007 to 2009, corporate profits had successfully caught up to their pre-re-
cession peak by the beginning of 2010 – and that by the third quarter of 2011, total profits for U.S. corporations 
reached a new record high of $1.97 trillion.

(3)This report examines the connection between these opposing extremes of stagnant wages and soaring corporate 
profits.  While a great deal of attention has been directed at the role of Wall Street and the financial sector in driving 

Read the text, and then answer the questions.
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economic inequality in the U.S., it is important to recognize that the top low-wage employers also bear responsi-
bility for the growing disparity between corporate profits and worker compensation.

(4)The central finding of this report is that the majority of America’s lowest-paid workers are employed by large 
corporations, not small businesses, and that most of the largest low-wage employers have recovered from the 
recession and are in a strong financial position.

(5)Specifically:
*The majority (66 percent) of low-wage workers are not employed by small businesses, but rather by large corpo-
rations with over 100 employees;
* The 50 largest employers of low-wage workers have largely recovered from the recession and most are in strong 
financial positions: 92 percent were profitable last year; 78 percent have been profitable for the last three years; 75 
percent have higher revenues now than before the recession; 73 percent have higher cash holdings; and 63 percent 
have higher operating margins (a measure of profitability).
* Top executive compensation averaged $9.4 million last year at these firms, and they have returned $174.8 billion 
to shareholders in dividends or share buybacks over the past five years.

(6)Three years after the official end of the Great Recession, the U.S. continues to face a dual-crisis of stagnant wa-
ges and sluggish job growth.  Critics argue that a higher minimum wage will discourage companies from hiring, 
and that most low-wage employers are small businesses that are still struggling in a weak economy.  In fact, this 
report demonstrates that the majority of low-wage workers are employed by large corporations, most of which are 
enjoying strong profits.

Text from: http://www.raisetheminimumwage.org/pages/corporate-profits

First, prepare a reverse outline of the text:

Paragraph  Main idea
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Paragraph  Main idea
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Now, taking into account all the topic sentences, what is the main idea of this text?

__________________________________________________________________________________________

__________________________________________________________________________________________

 How is paragraph (1) connected to paragraph (2)?

__________________________________________________________________________________________

__________________________________________________________________________________________

 What is the function of paragraph section (5)?

__________________________________________________________________________________________

__________________________________________________________________________________________

For this activity, you will form teams of three students. As a team, read the following text carefully, and 
then do the review activities.

 (1)Mexico's Congress paved the way last week for a deep, positive change. With all the bad news 
coming out of most everywhere else in the world, it is a relief to see a part of the western world where 
politics remain constructive.

(2)The energy reform proposal will bring dramatic advances to Mexico's energy market, allowing priva-
te investment in the country's oil and gas sector for the first time since former President Lázaro Cárdenas 
nationalized oil in 1938. The reform will have profound economic implications for Mexico and the 
international energy supply equation.

(3)It is also a coup for President Enrique Peña Nieto, 47, who successfully built a coalition with his 
main political rivals to pass the reform. In a move reminiscent of Nixon's trip to China, this youthful 
president of the same party that 75 years ago nationalized Mexico's natural resources accomplished a 
reform previously considered the third rail of Mexican politics. Indeed, the Peña Nieto administration is 
able to provide the United States and Europe with a Harvard Case Study on leadership, partnership and 
putting citizenship before partisanship.

(4)Mexico's energy sector desperately needed change. Mexico relies on its oil revenues, controlled for 
the past 75 years by the state monopoly PEMEX, for a third of its national revenue. Oil is how Mexico 
pays for social investments like schools, hospitals and roads. But, for some time now PEMEX's pro-
duction has been declining. Promising energy deposits, particularly in shale beds and deepwater wells, 
remain untouched because PEMEX needs the latest technology and financial capacity to profitably 
extract from these sites.

ACTIVITY 6
SD2-B1
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(5)The approved constitutional reform to Mexico's energy sector will change this equation. The reform 
will allow private investment through various schemes: profit sharing, production sharing or in the form 
of a license. Mexico will benefit from the technology, financial and human capital to exploit its abundant 
energy deposits, not to mention from the royalties it will receive. Foreign and domestic private investors 
will benefit from entering a market with plentiful energy resources.

(6)This is a win-win situation if there ever was one. The reform will open investment opportunities for 
American energy and service infrastructure companies that seek new energy markets. U.S. energy com-
panies that have the experience in developing the exact same shale geology and similar Gulf of Mexico 
deepwater challenges will be in a privileged position to gain access to Mexico's market.

(7 )The effects will reverberate far beyond the energy industry. Some estimates predict the change will 
boost Mexican GDP by 2% and create 2.5 million Mexican jobs by 2025.

(8)Mexico is already one of the world's top-15 economies, and energy reform clears a major hurdle for 
Mexico to fully reach its global potential.

(9)A strong and prosperous Mexico is good for the United States in both security and economic terms. It 
accelerates the already downward pressures on unauthorized Mexican emigration to the United States. 
Some 17% of Mexicans moved into the middle class in the last decade. The economic opportunities 
of energy reform will accelerate this trend, opening new markets for U.S. companies with a free-trade 
partner just across our southern border.

(10)Beyond the opportunities for the U.S. private sector, the change means the creation of stable and se-
cure new sources of oil and gas adjacent to our border. It strengthens a growing North American energy 
zone consisting of Canada, the United States and Mexico that further chips away at U.S. dependence on 
Middle Eastern oil.

(11)President Peña Nieto has had quite year. Before energy reform was approved, other important chan-
ges were made such as expanding competition in telecommunications, reforming the education system, 
and opening access to credit.

(12)The job is far from over. The implementation of this reform will require technical and administrative 
oversight that is independent, separately-funded and run by experts protected from political pressures. 
Energy projects anywhere move a lot of money and they are often accompanied by the temptation to 
buy and sell influence.

(13)Those decisions are for next year. For today, we can join in celebrating Mexico's success.

Text from: http://www.usatoday.com/story/opinion/2013/12/18/mexico-constitution-energy-co-
lumn/4075943/
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First, prepare your own reverse outline:

Now, discuss and assign which paragraphs correspond to the following main parts of the text:

Highlight Paragraph

The energy reform proposal will bring dramatic 
advances to Mexico's energy market.

It will open investment opportunities for American 
energy.

It accelerates the already downward pressures on 
unauthorized Mexican emigration to the USA
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Write a transitional paragraph to go between paragraphs (9) and paragraph (10.)

Why do you think the author choose to end his piece with “Those decisions are for next year. For today, we can 
join in celebrating Mexico's success” after he devoted so much space to discussing the reforms. What was he 
hoping to accomplish?

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

You may have noticed that the difficulty and length of the texts increased as you move forward; this is necessary 
to increase reading proficiency. If you never break out of your textual comfort zone, you will not learn to apply 
your reading strategies effectively.

You may have also noticed that the questions and activities became more involved; this is necessary to practice 
all six fundamental skills of reading. Don’t forget that is your aim: to fully understand every text.
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Closing Activities

For this activity, you will form teams of three students. Your teacher will assign you a text. For this text you will:

•Identify the type of text.
•prepare a reverse outline
•Identify the main parts of the text.
•Identify all the main ideas.
•Identify the supporting ideas for each.
•Identify the main thesis.
•Identify the purpose of the text.
•Identify major connectors the text uses.

Write it down on a clean piece of paper, in an orderly fashion. You must include examples of everything, taken 
from the text.

ACTIVITY 7
SD2-B1

For this activity, you will revisit a text you have previously read, and compare it to another text on the subject. You 
will be asked to identify the main ideas of each text, and to relate them to one another.

You will work in groups of three students, to discuss and bounce ideas off each other.

First, re-familiarize yourself with this previously read text:

TEXT 1

(1)America’s low-wage economy is marked by two extremes.  On the one hand, workers earning at or near the 
minimum wage are seeing the real value of their paychecks diminish steadily over time, as the cost of living in-
creases while their wages remain stagnant.  After nearly half a century of neglect, today’s federal minimum wage 
of $7.25 per hour is decades out of date.  In terms of purchasing power, its value is 30 percent lower today than 
it was in 1968.

(2)On the other hand, many corporations are posting record-breaking profits. The Wall Street Journal reported 
earlier this year that, after sinking from 2007 to 2009, corporate profits had successfully caught up to their pre-re-

INTEGRATING ACTIVITY
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cession peak by the beginning of 2010 – and that by the third quarter of 2011, total profits for U.S. corporations 
reached a new record high of $1.97 trillion.

(3)This report examines the connection between these opposing extremes of stagnant wages and soaring corpo-
rate profits.  While a great deal of attention has been directed at the role of Wall Street and the financial sector in 
driving economic inequality in the U.S., it is important to recognize that the top low-wage employers also bear 
responsibility for the growing disparity between corporate profits and worker compensation.

(4)The central finding of this report is that the majority of America’s lowest-paid workers are employed by large 
corporations, not small businesses, and that most of the largest low-wage employers have recovered from the 
recession and are in a strong financial position.

(5)Specifically:
*The majority (66 percent) of low-wage workers are not employed by small businesses, but rather by large corpo-
rations with over 100 employees;
* The 50 largest employers of low-wage workers have largely recovered from the recession and most are in strong 
financial positions: 92 percent were profitable last year; 78 percent have been profitable for the last three years; 75 
percent have higher revenues now than before the recession; 73 percent have higher cash holdings; and 63 percent 
have higher operating margins (a measure of profitability).
* Top executive compensation averaged $9.4 million last year at these firms, and they have returned $174.8 billion 
to shareholders in dividends or share buybacks over the past five years.

(6)Three years after the official end of the Great Recession, the U.S. continues to face a dual-crisis of stagnant wa-
ges and sluggish job growth.  Critics argue that a higher minimum wage will discourage companies from hiring, 
and that most low-wage employers are small businesses that are still struggling in a weak economy.  In fact, this 
report demonstrates that the majority of low-wage workers are employed by large corporations, most of which are 
enjoying strong profits.

Text from: http://www.raisetheminimumwage.org/pages/corporate-profits

Now, read this text and compare it to the one above:

TEXT 2

(1)Advocates for low-wage workers have mounted a long campaign to raise wages in the fast food industry. At 
the same time, it has become fashionable for those pushing to raise the minimum wage to show that various com-
panies have enough profits to pay higher wages without raising prices or with only small price increases. One of 
the most pernicious of these examples relates to McDonald’s, but the point holds for all the fast food restaurants. 
These higher-wage advocates need to stop acting as if McDonald’s owns most of the restaurants that they want 
to force to pay higher wages. In reality, most fast food restaurants are small businesses, not giant corporations.

(2)There are around 35,000 McDonald’s in the world, with about 14,000 stores in the U.S. However, of those U.S. 
stores, McDonald’s the corporation owns only about 3,000 while franchisees operate the remaining 11,000 stores. 
In other words, about 80 percent of the McDonald’s here in the U.S. are small businesses, not some corporate 
giant.

(3)It is convenient for advocates for higher wages to point to McDonald’s $5.5 annual profit, do a little math, and 
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claim the company can afford to pay workers higher wages, but such calculations are irrelevant. Most of those 
workers do not work for McDonald’s; they work for some local person who operates that McDonald’s restaurant. 
McDonald’s the corporation owns the land and building and collects rent and royalty payments from the local 
operator. The franchisee runs the business, hires and fires employees, and sets wages based on local labor market 
conditions and his or her evaluation of the value of each employee to the business. These restaurant owners have 
invested hundreds of thousands of dollars (up to several million) and have created between twenty and fifty jobs 
per store depending on the exact restaurant type. They may be earning a little or a lot depending on how well their 
restaurant does, but none of these restaurant operators has billions of dollars in profits to shift to workers. Rather, 
those corporate profits are largely generated by the royalty payments that are one of the costs to the franchisee 
operating most of the fast food restaurants you visit.

(4)Further weakening the already weak case for higher wages due to the presence of corporate profits, these ad-
vocates also make claims about the cost such businesses impose on the taxpayer that are designed to make sound 
public policy seem like out-of-control corporate welfare. For example, The National Employment Law Project is 
pushing a study claiming that fast food workers collect $1.2 billion in government benefits. These benefits are Me-
dicaid, S-CHIP (government health insurance for poor children whose parents do not qualify for Medicaid), the 
earned income tax credit, SNAP (food stamps), and TANF (welfare). The power of this number is that it is much 
smaller than McDonald’s annual profit; making a handy prop to suggest that McDonald’s should pay its workers 
more rather than force them to rely on government handouts.

(5)Unfortunately, these numbers have more to do with our current government policy of providing a generous so-
cial safety net than any corporate welfare run amok. First, as already pointed out, most of the workers in question 
do not work for McDonald’s but for some local restaurant operator. Second, once the numbers are put in perspec-
tive, they suddenly become rather reasonable. Taking the $1.2 billion estimate as valid (which is not certain by 
any means), that equates to $85,000 per store. An average McDonald’s employs 50 people, meaning the number 
translates into an average of $1,714 per worker in government benefits. Given that Medicaid and S-CHIP can cost 
$10,000 per family, $1,700 per worker does not seem that high.

(6)Now focus on the earned income tax credit (EITC) for a moment. The EITC is designed to boost incomes of 
low-wage workers so that working is a better deal than staying unemployed (and collecting more in government 
benefits). The EITC is designed to save taxpayers money and make low-income working families better off; in 
other words, everyone wins from this program. For a married couple with two kids, the amount they can collect 
rises until income reaches $13,400 per year (at which point they would collect a credit of $5,372) stays at that level 
until they earn $22,900, and then begins to decline.

(7)That means that if one adult in this family worked full time for a local McDonald’s, the EITC they would co-
llect would be exactly the same at the current minimum wage of $7.25 and at the proposed $10.10 per hour that 
President Obama has asked for (because in both cases they would be under $22,900 in earnings). In fact, even 
at the $15/hour that some advocates are demanding, our family would still collect about $3,600 in an EITC. Our 
married couple with two kids would need to earn a little over $48,000 before their earned income tax credit would 
go to zero. Does anybody think McDonald’s should pay people $48,000 per year to make French fries?

(8)The simple reality is that society has decided everyone should be given health insurance if they cannot afford 
it, everyone with income under certain limits should be given help with food, shelter, income support, and all the 
other benefit programs that the government administers. A family with two kids can receive Obamacare subsidies 
even if they earn over $90,000 per year. We have plenty of jobs in America today that need doing but could never 
pay $48,000 or $90,000 per year. If employers paid that much they would have no customers given the prices that 
they would have to charge.
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(9)Workers who collect a paycheck and government benefits are not doing anything wrong. They are simply fo-
llowing the rules of a system designed to provide some help to workers in order to get more people working rather 
than choosing welfare over a low-or medium-wage job. That is the way the system was built, a system designed 
by the same people who are now pretending to complain about how it is working. Some fast food workers will 
be collecting government benefits until we either shrink the social safety net or they all get paid nearly $100,000 
per year.

(10)The reality is this campaign for higher wages is simply a push to redistribute income from business owners to 
workers and a ploy to convince workers to unionize. It is the size of the social safety net that is causing so many 
workers today to also be collecting government benefits, not the size of their paychecks.

First of all, prepare reverse outlines for each text. (You already have one for the latter)
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Now, answer the following questions:

•How do the two texts relate to each other?

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

•How do they differ from each other?

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

•For each of the presented paragraphs of text 1, find counterarguments from text 2.

Paragraph from text 1 Response from text 2

Paragraph (1)

Paragraph (2)

Paragraph (6)
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• Which of the two texts do you think is correct on the topic? why? (give examples from the text to validate 
your opinion)

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

Excellent Good Regular Bad

Engagement with 
the text

Related texts to 
outside knowledge 
and experience.

Read the text paying 
attention and using 
reading techniques.

Solved any doubts 
and looked up 
unknown words 
before answering.

Only read through 
once.

Mostly scanned 
the text looking for 
answers.

Didn’t pay 
attention as I 
was reading; I 
was constantly 
thinking about 
other things.

Responses

Wrote thoughtful, 
well articulated 
responses. Backed 
them up with 
examples from 
text. Made clear 
connection between 
responses and text.

Wrote thoughtful, 
well articulated 
responses. Backed 
them up with 
examples from text.

My responses, while 
correct, lack detail 
and examples from 
the test to back them 
up.

Wrote short 
answers. Didn’t 
provide any 
examples from the 
text.

Team work

Discussed texts 
with my teammates. 
I offered ideas to 
be considered. I 
responded to my 
teammates’ ideas by 
helping relate them 
to the text. I listened 
carefully and 
considered others 
ideas. 

Discussed texts 
with my teammates. 
I offered ideas to 
be considered. 
I responded to 
my teammates’ 
ideas by helping 
relate them to the 
text. I sometimes 
dominated the 
conversation.

I only offered 
agreements to ideas. 
Most of the time 
I was a passive 
respondent. 

Did not offer any 
ideas of my own.

Stayed silent 
throughout the 
activity. Did not 
do the work and 
only copied form 
teammates.

INTEGRATING ACTIVITY - EVALUATION RUBRIC
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MIS NOTAS:



Cognates, false cognates and phrasal verbs used in business enviroment
BLOCK 2

Learning objectsat the end of block Competences to be developed

 ■ Identifies cognates and false cognates 
used in business environment.

 ■ Uses phrasal verbs when speaking in 
business situations.

Assigned time: 17 hours.

 ■ Cognates and false cognates in business.
 ■ Phrasal verbs in business environment.

 ■ Expresses concepts and ideas in written 
compositions and conversations using 
cognates and false cognates.

 ■ Defends a point of view in a precise, 
creative and coherent way.

 ■ Communicates in an oral and written 
form using appropriate phrasal verbs in 
business environment.

Students´ performance
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DIAGNOSTIC EVALUATION

Match the corresponding letter to each number.

Check True/False 

table (furniture)

drag, to

official (n.) (gov.)

brave

sympath

1.

2. 

3.

4.

5.

 a   compasión; pésame (NOT simpatía)

 b   mesa (NOT tabla)

 c    valiente (NOT bravo)

 d    funcionario (NOT oficial)

 e    arrastrar (NOT dragar)

1. stranger → desconocido (NOT extranjero)

  True         False 

2. pretend, to → grabar; hacer constar en (NOT recordar)

  True         False 

3. idiom → riesgo (NOT risco)

  True         False 

4. drag, to → exigir (NOT demandar)

  True         False 
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Choose the corresponding phrasal verb that fits each situation

Don't worry about a) paying me back b) giving me up c) bailing me out before you have enough to pay your bills.

_____ 

Jacob a) ran up b) ran into c) put aside a bill of $2,000 when he went on vacation last summer.

_____ 

By this time next year, I will have a) paid out b) paid into c) paid off my mortgage on the house!

_____ 

The funnies thing happened the other day at the meeting. I was in the middle of my speech when suddenly I  

a) dried up b) came up short c) went on and couldn't remember what to say next.

_____ 

He's been saving for about a year and think he has a) put over b) put aside c) come along $1,500 for a new stereo.

_____ 
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Didactic Sequence 1
COGNATES AND FALSE COGNATES IN BUSINESS SITUATIONS

Start Up Activities

Understanding Cognates

Cognates are words with the same meaning that are spelled and sound similarly in two 
different languages. They form a useful framework for building English vocabulary 
from the students' native language. False cognates are words that are spelled and sound 
similarly in two languages, but do not have the same meaning. For example, a native 
Spanish speaker may read the English word "embarrassed" and draw an association 
to the Spanish word "embarazada," which translates to "pregnant" in English. Recog-
nizing false cognates spares ESL students from confusing or embarrassing errors in 
translations and communication

False cognates 

In a technical sense, two words that have a common 
origin are cognates. Most often, cognates are words 
in two languages that have a common etymology 
and thus are similar or identical. For example, the 
English "kiosk" and the Spanish quiosco are cogna-
tes because they both come from the Turkish kosk.

Cognates often have a similar meaning, but in some 
cases the meaning has changed over the centuries 
in one language or another. An example of such a 
change is the English word "arena," which usually 
refers to a sports facility, and the Spanish arena, 
which usually means "sand." They both come from 
the Latin harena, which originally meant "sand" and 
came in time to also refer to an area of a Roman 

amphitheater that was covered with sand.

Spanish retained the meaning of "sand" (although the word can sometimes refer to a 
sports arena), but English expanded the word's meaning to include facilities something 
like the Roman amphitheater.

In a popular and less technical sense, the term "cognate" also is used to refer to words 
in two languages that are similar but have no common origin, such as the Spanish sopa 
(meaning "soup") and the English "soap."

Also in a popular and not technical sense, the phrase 
"false cognate" is used to refer to cognates that have 
different meanings, such as the Spanish molestar (to 
bother) and the English "molest" (to abuse sexually). 
A more precise term to use for such word pairs is "false 
friends."
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Read and create a group discussion giving your own opinion.

Dealing with False Cognates between Spanish and English in Teaching Finance 

False cognates in the field of finance

The Spanish word activo is well translated as active, which according to Cambridge Dictionary 
means “busy with or ready to perform a particular activity”.  However, in financial terms, it is a 
technical word that basically refers to tangible and intangible resources owned by a business. 
When Spanish speakers are asked about how they think that word should be translated, 

they often answer active because of its phonetic similitude with the word in their native language, but 
that technical word must be translated as asset.  A similar circumstance occurs with the Spanish word 
pasivo, which is used to express how a business finances its operations and asset acquisitions, with 
other entities or people different to the owners. For financial issues it must be translated in English as 
liability, not as passive as Spanish speakers normally think should be the translation. 

The same case occurs with the Spanish word utilidades, another highly used technical term. Its correct 
translation is profits, yet terms such as income and earnings are well used synonyms.  Undoubtedly 
there is a word in English that confuses Spanish speakers, which is utilities. There are several meanings 
for the word, but it is definitely not a synonym for profits! It is defined by the Cambridge Dictionary as 
“a service which is used by the public, such as an electricity or gas supply or a train service”.  

Another word in English that confuses people is rent. In Spanish, it could be thought that it refers to 
rentabilidad (profitability), yet it really means arriendo, or a fixed and regular amount of money paid to 
use a particular asset. Likewise, Impuesto a la Renta translates to Income Taxes, instead of “Rent Taxes” 
as Spanish speakers would tend to assume as being the correct translation.   

To provide a final example, several companies issue and buy shares in the capital markets. A share in 
the Spanish language is called acción; therefore Spanish speakers could get confused with the English 
word action that refers to the process of doing something. The translation of action is also acción; 
nonetheless, the Spanish financial technical word acción means exclusively share in English!

ACTIVITY 1
SD1-B2
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Talk to your closest classmate about different situations where you were force to translate using different cognates 
or false cognates feeling uncertainty about your English management as the words below.

ACTIVITY 2
SD1-B2

FALSE COGNATES
There are literally thousands of words that are the same 

or similar in appearance in English and Spanish, and have 
the same meaning in both languages (“cognates”). There 
are also, however, many instances where appearances are 
deceiving and words that look a like are quite different in 
meaning (“false cognates”). The following list includes 
some of the most common false cognates, also known 

as “false friends:”

la acción

______________________

In addition to meaning “action” in Spa-
nish, it is also used in business  to mean 

“share,” “stock.” 
Las acciones de la compañía
= “the company’s stock” (or 

“shares”). 

actual 

__________________

In Spanish, means “present,” “current,” and not 
“actual” as we use it 

in English, which in Spanish is instead real, verdadero
e.g. 

El presidente actual no ejerce el verdadero poder
= “The current presidente does not exercise the actual 

power
.” Notice how Spanish uses verdadero

= “true”, instead of actual
, which instead of meaning 

“real” as it does in English, would only have the 
meaning of “present” 

or “current” in Spanish. 

tipo  

_____________________ 

Not only “type” as in “category,” but also used 
colloquially, with a 

derogatory feel, for “guy” or “character.” e.g. 
No me gusta ese tipo. 

= “I don’t like that guy.” Note the economic/
financial term”
tipo de cambio

= “exchange rate” (of currency). 
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Many Spanish words are similar to English words. 
These words are called cognates. Cognates are a 
great tool for learning Spanish Vocabulary. A few 
examples are shown below:

los apartamentos - apartments
el hotel - hotel
el aeropuerto - airport
el mapa - map
el operador - operator
el tomate - tomato
el melón - melon

Some Spanish words look like English words but they have a very different meaning. 
These words are called false cognates. A few examples are shown below:

actual - current (NOT actual)
asistir - to attend (NOT to assist)
la carpeta - file folder (NOT carpet)
embarazada - pregnant (NOT embarrassed)
la fábrica - factory (NOT fabric)
la librería - bookstore (NOT library)

Spanish vocabulary can sometimes be quite simple if you are a native English speakers. 
There are so many cognates, or words that sound similar in both languages: decidir - to 
decide, la aplicación - application, marvilloso - marvelous, etc. 
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Spanish False 
Cognate Actual English Definition Spanish Alternative

actual current, at the present moment verdadero = actual

el nudo knot, joint, node desnudo = nude

la advertencia warning, advice, reminder el anuncio = advertisement

la agonía death throes, dying moments la angustia = agony

americano anyone from North America estadounidense = US American

aplicar to apply a theory or paint solicitar = to apply for a job 
dirigirse a uno = to apply oneself

la apología defense, eulogy la disculpa = apology

la arena sand el anfiteatro = arena

el argumento reasoning, debate argument (disagreement) = la 
disputa

el asesino murderer, killer el asesino pagado = assassin

la asistencia attendance la ayuda = assistance

asistir to attend ayudar = to assist

el bachillerato high school or A-level diploma el soltero = bachelor 
la licenciatura = bachelor’s degree

el billón trillion (US) mil millones = billion

bizarro valiant, gallant; generous extraño = bizarre

blanco white sin adorno = blank

blindar to shield cegar = to blind

el bufete desk el bufé = buffet

el campo countryside el campamento = camp

el cargo post or position; charge la carga = cargo

la carpeta folder la alfombra = carpet

la carrera race, journey, course; beam la profesión = career

la carta letter (document), deed, menu el carrito = cart 
la tarjeta = card

chocar to crash sofocarse = to choke

el colegio high school la universidad = college
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colorado red, reddish de color = colored

la complexión constitution, temperament la tez = complexion

el compromiso obligation, commitment la solución intermedia = 
compromise

el conductor driver el director = orquestral conductor 
el revisor = train conductor

la conexión physical or logical connection la relación = emotional 
connection

la constipación cold (illness) el estreñimiento = constipation

contestar to answer contender = to contest

conveniente suitable práctico = convenient

la copa glass, goblet; trophy la taza = cup

corresponder to agree with, to match escribirse= to correspond (in 
writing)

la cuestión matter or issue to be resolved la pregunta = question

culto cultured, refined la secta = cult

el damnificado victim maldito = damned

la decepción dissapointment el engaño = deception

decepcionar to dissapoint engañar = to deceive

el delito crime el placer = delight

la desgracia misfortune, accident la deshonra = disgrace

deshonesto indecent, lewd fraudulento = dishonest

despertar to wake up desesperado = desperate

destituido lacking indigente = destitute

discutir to debate, to argue hablar de = to discuss

disgusto annoyance, trouble la repugnancia = disgust

echar to throw, to pour resonar = to echo

la educación upbringing la formación = education

educado polite culto = educated

efectivo real, actual eficaz = effective
el elevador hoist el ascensor = elevator
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embarazada pregnant avergonzado = embarrassed

emocionante exciting emocional = emotional

eventual possible definitivo = eventual

excitar to excite (sexually) entusiasmar = to excite

el éxito success la salida = exit

la fábrica factory la tela = fabric

la facultad mental ability el profesorado = faculty (of 
teachers)

la falta absence, shortage, lack el defecto = fault (imperfection) 
la culpa = fault (guilt)

fastidioso annoying, boring escrupuloso = fastidious

la firma signature la empresa = firm

formal reliable, serious de etiqueta = formal

el fútbol soccer football = el fútbol americano

fútil trivial vano = futile

grabar to save, to record asir = to grab

gracioso funny cortés = gracious

la grosería rudeness la tienda de comestibles = grocery 
store

honesto sincere, decent honrado = honest

el humor mood la gracia = humor

el idioma language el modismo = idiom

ignorar to be unaware of no hacer caso de = to ignore

la jubilación retirement el júbilo = jubilation

largo long grande = large

la lectura reading, reading material la conferencia = lecture

la letra letter of the alphabet; lyrics to a 
song la carta = letter

la librería bookstore la biblioteca = library

la lujuria lust el lujo = luxury
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la mama breast la mamá = mother

la marca brand, record la mancha = mark

la masa dough la misa = mass (at church)

matar to kill unir = to mate

mayor larger, older el alcalde = mayor

molestar to annoy acosar sexualmente = to molest

el negocio business la negociación = negotiation

el nombre name; noun el número = number

la noticia news el aviso = notice

la ocasión opportunity; bargain la vez = occasion

el oficio trade, function; religious service la oficina = office

once eleven una vez = once

el pan bread la cacerola = pan

la papa potato el papá = father

el pariente close relative el padre = parent

el patrón boss; standard el patrocinador = patron

el plagio plagiarism la peste = plague

prácticamente in a practical way casi = practically (almost)

el preservativo condom el conservador = preservative

pretender to claim fingir = to pretend

procurar to manage (to do something) obtener = to procure

quitar to take away, to get rid of dejar = to quit

raro odd, strange poco común = rare

real royal auténtico = real

realizar to fulfill darse cuenta de = to realize

la receta recipe, prescription el recibo = receipt

la recolección harvest, collection el recuerdo = recollection
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recordar to remember grabar = to record

la red network, net rojo = red

restar to subtract descansar = to rest

revolver to turn over el revólver = revolver

la ropa clothing la cuerda = rope

el salario hourly wages el sueldo = salary

sano healthy cuerdo = sane

sensible sensitive sensato = sensible

sobre on, above, over sobrio = sobre

la sopa soup el jabón = soap

soportar to bear, to carry apoyar = to support

suceder to happen, to follow tener éxito = to succeed

el suceso event, incident el éxito = success

la trampa trap el vagabundo

la tuna prickly pear; group of student 
musicians el atún = tuna

últimamente lastly, as a last resort por último = ultimately

el vaso glass, tumbler el florero = vase 
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Choose the correct word cognate to each sentence:

Development Activities

ACTIVITY 3
SD1-B2

1. Did you know that Chrissie got ________________ (embarrassed/pregnant) on holiday in Ibiza?2. The 

________________ (signature/subject) I hate most is maths.3. Begonia is a very ________________ (kind /sym-

pathetic) person.4. Keep ________________ (removing/stirring) the soup the whole time.5. I couldn't agree more. 

That's a very ________________ (sensible/sensitive) idea.6. The film The Quiet American

was a box-office ________________ (exit/success).7. How many ________________ (idioms/languages) can 

you speak?8. ________________ (Actually/Nowadays) I'm living with my parents again.9. The poor live in the 

________________ (slums/suburbs).10. The police came to my ________________ (assistance/attendance).
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Closing Activities

Identify the True Cognates in each sentence; there are more than one in some sentences:

1.The doctor told me that she is ok. ___________________________________________________________

2.This is an important hospital _________________________________________________________________

3.The Imperial Hotel is good. __________________________________________________________________

4.The travel was perfect. _____________________________________________________________________

5.My mother is very popular.__________________________________________________________________

6.Music is the best invention of the world._______________________________________________________

7.Jupiter is the biggest planet of the Universe._____________________________________________________

8.Miss Universe is so beautiful. ________________________________________________________________

9.I don’t like Chinese restaurants. _____________________________________________________________

10.Venezuela is a great nation. ________________________________________________________________

ACTIVITY 4
SD1-B2

Pair work

Make teams of four students and write down appropriate conversations using different cognates and false cogna-
tes. Be sure to create a meaningful dialogue.  Represent your dialogues in front of the whole class.

ACTIVITY 5
SD1-B2
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Didactic Sequence 2
BUSINESS PHRASAL VERBS AND THEIR MEANING IN A CONVERSATION

Start Up Activities

Get to read   this lesson using food-related phrasal verbs in context. Guess what the phrasal verbs mean. Be sure 
to practice them aloud with your teacher´s help, then your teacher will mention different verb definitions and 
you have to participate telling an appropriate phrasal verb.

ACTIVITY 1
SD1-B1

Tom Smith Bolts It Down
Phrasal verbs add color to spoken language. Here are some phrasal verbs related to food and eating. 
Guess what they mean as you read. 

Tom Smith usually has only 15 minutes to eat lunch so he bolts it down (1). This does not mean he 
eats much for lunch since he only has a sandwich and a coffee. However, his wife Susan loves cooking 
and she always whips up (2) a wonderful dinner. This explains why Tom is not so thin. He pigs out 
(3) every evening on a full course dinner - a roast with vegetables and a pasta side and to top it off (4), 
a big dessert which Susan picks up (5) on the way home from school where she is a teacher. Susan is 
quite petite, so it is not surprising that she only picks at (6) all the food she prepares and just gnaws at 
(7) a carrot or some other vegetable while she listens to Tom speak about his day. For breakfast, Tom 
sometimes warms up (8) Susan's left-overs and then he runs off for another day of work. This is against 
the doctor's advice so Tom should think about cutting back (9) on meat and eggs to bring down (10) 
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his cholesterol. Actually, Mary, the woman who helps them with their house also has high cholesterol, 
even though she has cut out (11) meat and eggs and is on a diet of fish and steamed vegetables. Recently, 
however, Susan has noticed that the whiskey bottle is emptying out quite quickly so she suspects that 
Mary is knocking it back (12) now and again. This would be OK except for the fact that this is Susan's 
favorite bottle of whiskey! 

So, what did the phrasal verbs mean? Write a short explanation for each. 

1. to bolt down

2. to whip up

3. to pig out

4. to top off

5. to pick up

6. to pick at

7. to gnaw at

8. to warm up

9. to cut back

10. to bring down

11. to cut out

12. to knock it back

One of the most common topics or subjects 
that are talked about in business meetings is 
problems. Problems with a customer, problems 
with a project, problems with a department are 
all commonly discussed in meetings. There are 
lots of different phrasal verbs in English that are 
used when discussing problematic situations. In 
this exercise on phrasal verbs in English, we will 
look at phrasal verbs that are used in business 
meetings when both explaining and trying to 
resolve problematic situations. Many of these 
phrasal verbs can also be used outside of meeting.
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Development Activities

Exercise: Discussing Problems      

Read the following internal business meeting in a company that publishes books. They are discussing 
a problem with an order to one of their customers/clients. Focus on and think about the meaning of 
the phrasal verbs in BOLD. 
Chair: 
'Ok, on to the next item on the agenda, the issue with the book order to Book Reader plc. Geoff, can you 
please fill us in on what happened. Tells us the main events.' 

Geoff: 
'Well, Book Reader plc are saying that we only sent them half of the books that they ordered from us. 
They ordered 1000 books and have only received 500. I've looked at their original order form and it is an 
order for 1000 books. I also checked our system and it says that we sent them the full order, 1000 books 
last Tuesday. I also have a copy of the signed delivery form which says that they received 1000 books last 
Wednesday.' 

Chair: 
'So, Geoff what's your opinion of what happened? Are Book Reader plc lying or is there a problem with our 
system? How should we deal with this?' 

Simon: 
'Last year another of our customers complained about the same problem with one of their orders. I believe 
that the problem then was with our ordering system.' 

Geoff: 
'I have been looking into the possibility of that over the last couple of days. And I believe it's more likely 
that we have screwed up than they are lying. I believe it's our fault.' 

Chair: 
'So, you're saying that we messed up their order?' 

Geoff: 
'Yes. What should we say to Book Reader plc?' 

ACTIVITY 3
SD1-B1
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Chair: 
'We shouldn't try to cover it up. We have to be honest with them and tell them it's our fault. We need to 
apologize for the order. It's taken years to build up a good relationship with this company and I don't want 
to throw it away by trying to not accept the blame for our mistake with the order.' 

Geoff: 
'I agree.' 

Chair: 
'We also need to see how this problem came about. It seems that it's happened before. Was it a typing error, 
a mix up at the warehouse or a problem with the ordering system?' 

Geoff: 
'As I said before, I think it's a problem with the ordering system.' 

Chair: 
'So, can you follow that up with the IT department as soon as you can?' 

Geoff: 
'No problem.' 

Chair: 
'But first I want you to sort out the delivery for Book Reader plc. Make sure that the order for the missing 
500 books is ready to leave for tomorrow morning at the latest. I'll speak to them personally and apologize.' 

Business Vocabulary: Common Phrasal Verbs for Business English

Below is a list of some common phrasal verbs used in business English.  Some of the 
verbs are separable (the verb can be split by the object in the sentence).  Other verbs are 
inseparable.  The verbs with “someone” or “something” written in the first column are 
separable



73
BLOCK 2  Cognates, false cognates and phrasal verbs used in business enviroment

73

Reading business scripts & telephoning messages and calls

Common Phrasal Verbs for Business English 

PHRASAL VERB DEFINITION EXAMPLE

to ask around to ask many people the same 
question

I need a good real estate agent. Could you ask 
around the office and see if anyone knows 
one?

to back (someone) up to support Thanks for backing me up in the meeting. 
to call (someone) back to return a phone call We have a bad connection. I'll call you back in 

a few minutes.
to call (something) off to cancel Management is going to call the meeting off 

because so many people are out sick today.
to not care for to not like (formal) I don't care for team building activities. I think 

they are a waste of time.
to check in to arrive and register at a hotel 

or airport
We checked in at 5 PM and then went to get 
something to eat.

to check out to leave a hotel We checked out a few hours late and had to 
pay an extra fee.

to check (someone/
something) out to look at carefully, investigate I'm not sure why the copier isn't working. I'll 

check it out. 
to chip in (also to pitch 
in) to help We should be able to finish quickly if everyone 

pitches in.

to come across to find unexpectedly
I was reading last night and I came across 
a couple of phrasal verbs I had never seen 
before. 

to count on to rely on We have a great team. I can count on 
everyone to do their best. 

to cut back on to consume less It's a tough economy. We're trying to cut back 
on unnecessary expenses. 

to cut in to interrupt Can I cut in and say something, please?

to do (something) over to do again
I can't believe I closed the document without 
saving. Now I'm going to have to do the whole 
thing over.

to do away with to discard; to put an end to They did away with bonuses last year because 
their profits were so low. 

to drop by come without an 
appointment; to visit briefly

John dropped by my office to talk about last 
month's figures.

to drop (someone/
something) off

to take someone/something 
somewhere and leave them/
it there

My car was in the shop, so Kevin dropped me 
off at my house.

to end up to eventually reach, do, or 
decide

At first I thought I wanted to be an 
accountant. Then, I studied finance. I ended 
up getting my degree in management, though. 

to figure (something) 
out

to understand; to find the 
answer

I can't figure out why the printer isn't working. 
I've tried everything, and it still won't work.

to fill (something) out to write information in blanks There were a lot of forms to fill out when I got 
my new job.

to find out to gain knowledge about 
something

I finally found out how to forward my mail 
from one email account to another.

to get (something/
someone) back

to receive something that you 
had before

You can borrow my stapler, but make sure I 
get it back when you're done with it.
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PHRASAL VERB DEFINITION EXAMPLE

to get back at to retaliate; to take revenge on 
someone

He might get back at you for asking him so 
many tough questions during his presentation. 

to get in 1) enter 
2) arrive

1) Get in the car. I'll give you a ride. 
2) I worked late last night and didn't get in 
until after 9 PM.

to get over 
(something) to recover I was upset that I didn't get the promotion, 

but I got over it after a while.
to get together to meet (but not for the first 

time)
I try to get together with some old friends 
from college once or twice a year. 

to get up 1) to get out of bed 
2) to stand

1) I get up late on the weekends because I 
have to get up really early on weekdays. 
2) He got up and walked to the podium to give 
his speech.

to give in to reluctantly stop fighting or 
arguing

Management didn't want to give in to the 
union's demands, but in the end they didn't 
have a choice.

to give (something) up to quit a habit or quit doing a 
certain activity

I gave up checking Facebook at work. I'm 
trying to be more productive. 

to give up to stop trying
Just because we failed the first time doesn't 
mean we should give up. We just need to 
change a few things.

to go after 1) to follow someone 
2) to try to achieve something

1) Pam will give her talk first, and Scott will go 
after her. 
2) If we got the account, they would be our 
biggest client. I'm really going to go after the 
account. 

to go against to compete; oppose We're going against three or four other 
contractors. Be sure to bid low. 

to go over to review I want to go over last month's numbers with 
you.

to hand (something) in to submit (a report, a paper, 
etc)

I forgot to hand in my expense reports. Now I 
won't get reimbursed until next month.

to hand (something) 
out

to distribute the same thing to 
a group of people

I'll start explaining the changes while Jason 
hands out a copy of the new policy. 

to hang on to wait for a short time 
(informal)

Could you hang on for a second, please? I'll be 
right there.

to keep (something) up to continue doing something You've been doing really well lately. Keep it 
up!

to let (someone) down to disappoint; to not help or 
support

I was really depending on him to expedite the 
shipping on that order. The products are still 
in the warehouse. He really let me down.

to let (someone) in to allow to enter I forgot my badge again. Hopefully someone 
else is in the office and can let me in.

to look forward to to be excited about something 
in the future

I'm really looking forward to having an 
extended weekend next week.

to look into to investigate Please look into some ways we can cut costs. 
Every penny counts. 
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PHRASAL VERB DEFINITION EXAMPLE

to look out for to be careful, vigilant, and take 
notice

You must always look out for new business 
opportunities. 

to look (something) 
over to check; examine Could you look over this report to make sure 

there are no mistakes?

to look up to to have a lot of respect for 
someone

I really look up to her. She has been with 
the company for a long time and is really 
knowledgeable. 

to make (something) 
up

1) to invent (a story, lie, 
excuse, reason, etc.) 
2) to resolve an argument or 
quarrel (not a separable verb 
when used like this). 3) to 
compensate for something

1) I don't believe their story. I think they made 
it up. 
2) Are they still fighting about that? I thought 
they had made up a while ago? 3) I didn't get 
anything accomplished yesterday. I'm going 
to have to work extra hard to make up for it 
today. 

to mix (something) up to confuse two or more things I always mix their names up. Which one is 
Bob, and which one is Brad?

to pass (something) 
out

to give the same thing to many 
people

Carly is passing out a schedule of today's 
events.

to pass (something) up to decline (usually something 
good)

Don't pass up on this great opportunity. Place 
your order today.

to put (something) off to postpone I haven't done my taxes yet. I've been putting 
it off for a long time. 

to put (something) 
together to assemble How long will it take to put the scale model 

together?
to run into to meet someone 

unexpectedly
I ran into Stacey from Accounting in the 
supermarket yesterday. 

to send (something) 
back to return The product was defective. We'll have to send 

it back.
to set (something) up to arrange, organize I'll set up the conference call and send you an 

invite.
to shop around to compare prices We should bid low on this one. They always 

shop around. 

to sort (something) out to organize or resolve a 
problem

There was some confusion with the new 
work schedule. No one is sure who works on 
Sunday. We're calling a meeting to sort it out. 

to take (something) 
back to return an item

She always shops there because she knows 
that she can take anything back that she isn't 
happy with.

to think (something) 
over to consider

Honestly, I don't know what I'm going to do. 
The job offer is great, but I'm not sure if I want 
to leave my current position. I'll have to think 
it over.

to turn (something) 
down

1) to decrease the volume 
or strength of something 
(volume, heat, etc) 
2) reject and offer

1) Could you turn your music down so I can 
take this call? 
2) They turned down our proposal.
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PHRASAL VERB DEFINITION EXAMPLE

to try (something) out to test or use something 
experimentally

We're going to try it out for a few weeks and 
let you know what we think. If we like it, we'll 
place an order. 

to use (something) up to finish the supply I can't believe it's only May and I've used up 
all my sick days already.
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Closing Activities

With the help of your teacher read aloud the phrasal verbs definitions and try to place an appropriate one for each number.

ACTIVITY 4
SD2-B2

1. A phrasal verb that means to resolve a problem, is  
   
           
2. A phrasal verb that means to create and develop a business relationship, is     

           
3. A phrasal verb that means to hide something that you have done wrong or badly, is     

4. A phrasal verb that means to make a big mistake, that begins with 's', is    
 

5. A phrasal verb that is used when you want to know why something happened, is     

6. A phrasal verb that means to inform/tell somebody about a subject/situation, is     

7. A phrasal verb that means to lose something by your own actions, is     

8. A phrasal verb that means to look into something further/more, is     

             
9. A phrasal verb that means to make a big mistake,  that begins with 'm', is     

 
10. A phrasal verb that means to organize something, is     
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Choose the corresponding option in each situation check out definitions in parentheses.

ACTIVITY 5
SD2-B2

1. Barack Obama has a plan to __________________________ out ( = save, financially speaking) the automoti-
ve industry.
   give
   bail
   make

2. It will take a long time for the board to __________________________ ( = clear up, fix) this mess.
   turn around
   put in
   sort out



79
BLOCK 2  Cognates, false cognates and phrasal verbs used in business enviroment

79

Reading business scripts & telephoning messages and calls

3. We can't __________________________ this option. = We have to consider this option.
   write up
   rule out
   sign off

4. The research was __________________________ ( = done/conducted) by a team of French scientists.
   carried out
   led into
   placed under

5. I'm sure we can __________________________ something out. = I'm sure we can arrange something.
   work
   lead
   do

6. The committee members have already __________________________ on this project. ( = formally approved 
this project)
   worked off
   carried out
   signed off

7. We have decided _________________ pursuing ( = decided not to pursue) this course of action. 
   against
   out
   off

8. I would like to _________________ my partner in on this discussion. = I would like my partner to take part 
in this discussion.
   bring
   take
   carry
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9. The new functionality will speed __________________________ the checkout process. ( = will make the 
checkout process faster) 
   in
   up
   on

10. I'm going to ask John sit __________________________ on this meeting. = I'm going to ask John to attend 
this meeting (although he won't participate). 
   up
   off
   in

Fill in the blank with the correct response:

1. We __________________________ up with a new structure. = We developed/created a new structure.
   came
   brought
   gave

2. We have to __________________________ out ( = develop) a better way to communicate with our custo-
mers.
   figure
   come
   give

3. They cut __________________________ ( = eliminated) the middleman and started providing this service 
themselves.
   off
   up
   out
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4. Tom found a way to __________________________ ( = bypass/eliminate) this problem.
   get down
   get around
   get up

5. Please __________________________ on. = Please continue.
   give
   get
   go

6. We need to __________________________ ( = examine/review) these reports before 3:00 PM.
   go through
   get around
   give off

7. We need to _________________ ( = schedule/arrange) an interview for Friday. 
   set up
   take off
   save up

8. The meeting has been __________________________ off ( = cancelled).
   made
   talked
   called

9. The president has called __________________________ ( = requested) sweeping changes in the way we do 
business. 
   up
   for
   around
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10. I knew they'd __________________________ to our way of thinking. = I knew 
that they would eventually accept our way of thinking.
   get up
   come around
   feel out
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Read each statement and choose the proper verb to make a corresponding phrasal verb in these situations, then 
compare your answers with your teacher and classmates.

1. For a while I didn't know what to do but then I ______ on the idea of giving the work to Simon.
  
 hiked
  
 hit
  
 hinted
  
 held  

2. He was ______ out of his job because of his racist views.
  
 hotted
  
 hit
  
 hounded
  
 held  

3. We don't have much stock left. We can only ______ out for another three days.
  
 hot
  
 hit
  
 hound
  
 hold
   
4 He made a powerful presentation and ______ back effectively against his critics.
  
 hiked
  
 hit
  
 hinted
  
 held  

INTEGRATING ACTIVITY
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5. Competition has really started to ______ up in this market.
  
 hot
  
 hit
  
 hound
  
 hold
   
6. ______ on a minute! That can't be true.
  
 hot
  
 hit
  
 hinge
  
 hold
   
7. I've decided to go freelance and ______ myself out to different companies.
  
 hire
  
 hit
  
 hint
  
 hold
   
8. Once we take over the company, we're going to ______ off the profitable parts and then close the rest.
  
 hire
  
 hit
  
 hive
  
 hold
   
9. The unions ______ out at the proposed job cuts and said they were unacceptable.
  
 hiked
  
 hit
  
 hive
  
 hold
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10 The market is so bad that we need to ______ down our prices for another year.
  
 hire
  
 hit
  
 hive
  
 hold

Work in pairs to make a list of the fifty most common cognates and false cognates in business situations and use 
them in at least twenty different statements related to this topic. Use the homework completion rubric for your 
evaluation.



Colegio de Bachilleres del Estado de Sonora
86

Capacitación para el Trabajo: Inglés para relaciones laborales

86

HOMEWORK COMPLETION 

  
1 pts 

 
2 pts 

 
3 pts 

 
4 pts 

ASSIGNMENT 
COMPLETION  
How much of the 
assignment was 
completed? 

1 
 
Less than 1/2 of 
the assignment was 
completed. 

2 
 
At least 1/2 of the 
assignment was 
completed. 

3 
 
3/4 of the assignment 
was completed. 

4 
 
The entire assignment 
was completed. 

ACCURACY  
How much of the 
assignment was done 
right? 

1 
 
Less than 1/2 of the 
assignment was done 
correctly. 

2 
 
At least 1/2 of the 
assignment was done 
correctly. 

3 
 
3/4 of the assignment 
was done correctly. 

4 
 
The entire assignment 
was done correctly. 

LEGIBILITY  
Can the work pass the 
stranger test? 

1 
 
Not legible. 
Hard to read. Ideas 
expressed are difficult 
to understand. 

2 
 
Slightly legible. 
Writing illustrates little 
thought or preparation. 

3 
 
Mostly neat and 
legible 
Writing illustrates 
some thought and 
preparation. 

4 
 
Very neat. 
Writing illustrates 
a lot of thought and 
preparation. 

Following instructions  
Was the assignment 
completed showing all 
work? 

1 
 
The assignment was 
answers only. 

2 
 
The assignment was 
done showing some 
work. 

3 
 
The assignment was 
done showing most of 
the work. 

4 
 
The assignment was 
done showing lots of 
work neatly and easily 
followed. 

Peer Review  
The student worked 
at what level of their 
ability? 

1 
 
Minimal effort was 
given. The student 
should try harder. 

2 
 
Some effort was made, 
The student just did 
enough work. 

3 
 
Good effort was made 
and the student met my 
expectations. 

4 
 
Outstanding work, 
the student should be 
proud of their effort! 
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Effective telephone techniques and etiquette
BLOCK 3

Learning objectsat the end of block Competences to be developed

 ■ Develops correct abilities for an 
adequate telephone management in 
business environment.

 ■ Knows the rules, appropriate phrases 
and common expressions when using 
the telephone in different business 
situations.

 ■ Identifies the correct language 
structures and expressions to 
communicate effectively in different 
telephone conversations.

 ■ Develops skills when spelling names and 
dictating telephone numbers.

Assigned time: 18 hours.

 ■ Effective telephone techniques in 
business environment.

 ■ Management of common phrases and 
expressions in telephone conversations.

 ■ Spelling and dictation of personal 
information.

 ■ Enhances the abilities of telephone 
management for business purposes.

 ■ Identifies and interprets the general idea 
and possible development of a written 
or oral message in a second language, 
using cultural context, non verbal 
elements and personal background.

 ■ Uses different phrases and common 
expressions in telephone conversations 
for solving problems and giving 
information.

Students´ performance
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Test Your Telephone Effectiveness

Take this telephone effectiveness test and find out how you do this important task. After you finish it listen to your teacher 
and classmates for any comment.
Your telephone skills can have a significant impact on your business and your career.
To find out how you and your co-workers are perceived, take this telephone test. While you are at it, have a friend make a 
“mystery call” to see how your fellow employees measure-up.

1. How long does it take you and/or your switchboard operator to answer the phone?

a) 5 rings or less
b) 3 rings or less
c) under 3 rings
After two rings, callers are wondering what’s going on. Your phone should be answered in-person by the second ring or by 
your voice-mail system by the fourth ring.

2. Do you answer your phone with any of the following?

a) “Hello.”
b) “(Company name only)”
c) “(last name only)”
d) “Good afternoon, this is (your full name), how can I help you?”
All of these greetings have flaws. A, B, and C are too abrupt and don’t provide enough information. D is too wordy and 
dissuades callers from identifying themselves because it encourages them to get to the point rather than saying their name. 
Plus it forces you to check the clock to see if it’s before or after noon. A better greeting is, “Thank you for calling ABC 
Company. This is John.” If you are taking a call that’s transferred to you, then always identify yourself as you wished to be 
addressed. Whether you choose to identify the department is optional.

3. Have you ever said, “Please hold” to a caller?

a) yes
b) no
Never put a caller on-hold without asking for their permission, and then waiting for their response. Putting customers on 
hold without their consent is a sure-fire formula to lose customers.

4. How long does it take a person on hold to become annoyed?

a) 2 minutes
b) 30 seconds
c) 1 minute
d) 17 seconds

Studies show that after only 17 seconds, callers on hold become annoyed. The exception is when the greeter explains why 
the caller is being asked to hold and provides the estimated time required. Knowing beforehand how long they can expect 
to wait reduces the chance of annoyance, particularly among long distance and cellular phone callers. Another option to 
prevent frustration is to offer the caller the option of either holding or hanging up and having their call returned within a 
brief, specific time period.

DIAGNOSTIC EVALUATION
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5. When you’re talking on the phone while a visitor walks in, who gets priority?

a) the visitor
b) the caller
The person who made the effort to show up in-person gets priority. That means you need to interrupt the caller. The quic-
kest way to get that caller’s attention is to call their name. “George, I have someone who just walked in, can I ask you to 
hold for a moment?” Wait for their agreement. Then acknowledged the visitor, tell them you’ll be a moment, and wrap-up 
your telephone conversation.
If you’re talking to customer in person when the phone rings, then get someone else to answer the phone, or use voice mail. 
Abandoning customers to answer the phone is downright rude and is a guaranteed way to lose customers. As obvious as 
this seems, it’s one of the most common blunders in customer service.

6. When receiving a call for a co-worker, how are you most likely to respond?

a) “Susan’s not in right now, so I’ll have to take a message.”
b) “Susan’s still at lunch. Can I take a message?”
c) “Susan’s should be back soon. Could  you call back in about 15 minutes”
All of these statements have flaws that make the greeter sound unhelpful and unprofessional. Consider each response.
a) The statement, “I’ll have to take a message,” makes it sound like an inconvenient chore. Instead, change two words: “I’ll 
be happy to take a message.” The bonus is that you don’t work any harder but you convey the impression of someone with 
a terrific customer service attitude.
b) It’s completely irrelevant that the co-worker is at lunch. The caller might be thinking, “That’s a long time to be at lunch!” 
It’s also irrelevant whether your coworker is “in a meeting” or “with a customer” or “busy”. The only relevant information 
is they’re not coming to the phone. Therefore, “Susan is not available right now” is the most appropriate response, followed 
by, “I’d be happy to take a message.”
c) asking a caller to phone back later gives the impression that you’re too lazy or disorganized to take a message. This gives 
a potential customer a terrific excuse to call your competitor. 
There is a solution
If you’re like most managers and business owners, you’ll probably find that when you assess the phone practices. The good 
news is that with just a little training, it’s easy to develop the skills that ensure that you will be better conversationalist on 
telephone.

Have the students make work teams, they need to organize themselves to simulate a real situation in a business 
environment or company where they have to perform using telephoning skills properly. They must take into 
consideration most of the elements we need to work with in this block: 

FINAL PROJECT 
At the end of this block, you will be presenting a role play performing different telephoning situations given 
randomly by your teacher to be presented in front of your class.

INTEGRATING ACTIVITY

TEAM   EVALUATION VERY WELL OK A LITTLE
Enthusiasm
Preparedness and Organization
Speaks clearly
Telephoning skills develpment
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Didactic Sequence 1
APPROPRIATE TELEPHONE TECHNIQUES AND MANNERS AT WORK

Start Up Activities

Answering and calling 

The telephone is a primary communication link in today’s business world. To be suc-
cessful, you must be able to communicate effectively by telephone. The telephone can 
be the first or only communication you have with a customer or business contact. As a 
result, good telephone skills are essential at every level of an organization.

Today’s technology allows you to handle more customer service calls than ever before, 
but when telephone personnel lack call management skills, the only thing you get from 
all of this technology is the ability to serve people more poorly and that means losing 
costumers and profits that is why your telephone personality is extremely important.

Learn the best greeting to make a positive first impression and what it takes to advance 
that first impression into a positive lasting impression. Taking control of the call like 
placing, holding and transferring calls are three  seemingly simple tasks that are really 
major “danger zones”.  Learn how to handle these delicate situations with phone etique-
tte in a way that makes the interaction as pleasant as possible for the caller. Remember 
even if your call is managed skillfully, all the hard work is easily erased if the call is not 
closed efficiently or positively. 

Make a winning first impression and maintain positive 
relationship!  Think about it. Some people wants some 
human interaction, while other wants “just the facts”; 
some people crave details while others are paralyzed 
by them.
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Read and create a group discussion giving your own opinion.
People speak differently in different places, and when they are using different means of communication.  How you 
speak with a client on the telephone may be very different from how you talk to your family over a meal.
Telephone voice and manners reflect the attitude of the organization and at the same time the personality of the 
person speaking.

To handle calls in a professional manner:
• speak in a clear, pleasant, friendly voice
• don’t speak too quickly
• give the caller opportunities to respond
• use polite standard phrases for an efficient, business-like tone
• smile – it will be reflected in your tone of voice.
How well do you communicate over the telephone? Consider  the good and poor telephone manners in different 
conversations.

ACTIVITY 1
SD1-B1

Conversation 1

Secretary (Henry Smith): Hello, Diamonds Galore, this is Peter speaking. How may I be of 
help to you today?
Ms Anderson: Yes, this is Ms Janice Roberts calling. May I speak to Mr. Franks, please?
Henry Smith: I'm afraid Mr. Franks is out of the office at the moment. Would you like me 
to take a message?
Ms Anderson: Uhm... actually, this call is rather urgent. We spoke yesterday about a deli-
very problem that Mr. Franks mentioned. Did he leave any information with you?
Henry Smith: As a matter of fact, he did. He said that a representative from your company 
might be calling. He also asked me to ask you a few questions..
Ms Anderson: Great, I'd love to see this problem resolved as quickly as possible.
Henry Smith: Well, we still haven't received the shipment of earrings that was supposed to 
arrive last Tuesday.
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Conversation 2

Secretary (Henry Smith): Hello, Diamonds Galore, this is Peter. Who´s calling?
Ms Anderson: Yes, this is Ms Janice Roberts calling. May I speak to Mr. Franks, plea-
se?
Henry Smith: Mr. Franks is out of the office at the moment.
Ms Anderson: Uhm... actually, this call is rather urgent. We spoke yesterday about a 
delivery problem that Mr. Franks mentioned. Did he leave any information with you?
Henry Smith: He did. He said that a representative from your company might be ca-
lling. He also asked me to ask you a few questions..
Ms Anderson: Great, I'd love to see this problem resolved as quickly as possible.
Henry Smith: Well, we still haven't received the shipment of earrings that was suppo-
sed to arrive last Tuesday.

Make a circle and talk to your classmates about different situations where we need to make a call to ask for some 
customer service. Then state the difference when you talk to a very polite person and to an unpleasant one. How 
different they make you feel? What first impression comes to you? Ask for some volunteers to tell their good or 
bad experiences.

ACTIVITY 2
SD1-B1
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Telephone assistants and  their enviroment

People's "perception" about us DOES matter. I know that we are all judged by people through "What we say", 
and "How we say it". We are also judged by "How we Dress", "How we walk" and even "How we eat our food". 
In the work environment, we judge people by the size of their office, the location of their office or by the number 
of people working for us. Even the first impression is judged by the way your receptionist answers the telephone 
or greets people at the door.

As you know there could be some situations where our behavior and conversations are led in different ways, la-
beling them as formal and informal  calls.

Formal and informal telephone conversations

People spend a lot of time talking on the phone. Phone calls will be different depending on the situation. For 
example, a group of friends will use different language on the phone than business associates. The language used 
for speaking on the telephone is basically very similar to that of ordinary conversation, but limited in certain im-
portant respects by the special situation, which imposes a number of restrictions. 

Attention may be called to some of the chief differences between formal and informal telephone conversations. 
The most notable difference is that a formal telephone conversation is conducted at a much more formal level 
because the people speaking are taking care to maintain the high level of politeness usually felt appropriate in 
this kind of discussion. Another difference is that the formal discussion is very precise and factual, keeping to the 
point and never straying off into the chatty vagueness which is found at times in informal telephone conversations. 

Finally, there is of course a considerable difference in the vocabulary, with more technical terms than one would 
expect to find in the average informal telephone conversation, and a mixture of formal and informal words and 
phrases. Informal chatty telephone calls usually take place between friends who have nothing in particular to 
discuss and are simply engaging in a bit of social pleasantness. In this kind of telephone conversation there is a 
great deal of informal idiom.
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ACTIVITY 3
SD1-B1

Practice with a classmate the following conversations taking turn of person A, then person B.. Later your teacher 
will play these conversations to be followed as you listen.  After practicing several times, you will be able to speak 
as fast as a native. 

Listen to the following conversations 

|   Person A  |   Person B 

A: "Hello? This is Steve."
B: "Hi Steve, this is Mary from ABC Company. I'm returning your 
call."
A: "Hi Mary. How are you doing?"
B: "I'm doing great thanks."
A: "Thanks for returning my call. I couldn't figure out why the ending 
balance on fiscal year 2003 didn't match the beginning balance on of 
2004."
B: "When I checked, it was matching. How much is the difference?"
A: "The amount is exactly $42,000."
B: "Oh. I know what the problem is. We opened another bank account 
at the end of fiscal year 2003. I might not have included the new bank 
statements when I sent over the information."
A: "That makes sense. I'm just glad it wasn't out of my miscalculation. 
Can you send over the statements? I should be done by end of day 
since everything looks good."
B: "Sure. I'll fax them to you immediately. Is 555-123-4567 the number 
I should fax it to?"
A: "Yes. That is the correct number."
B: "I'll do it right now."
A: "Thank you for your help."
B: "I should have sent them over to you the first time. I apologize for 
that."
A: "No problem."
B: "Thank you."
A: "Thank you. Bye."
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  Person A  |   Person B 

A: "Hello, ABC Company."
B: "Hi, this is Janet from Consult R Us. May I speak with Alex please?"
A: "He's in a meeting right now. Would you like to leave a message?"
B: "Yes. Can you have Alex call me back when he is available? My name again is 
Janet, and he can reach me at 555-987-6543."
A: "It's Janet at 555-987-6543. Can I tell him what this is regarding?"
B: "He sent over a fax, and the last page didn't print out. I will need for him to resend 
the fax to me."
A: "I'll let him know."
B: "Thank you."
A: "Thank you for calling ABC."
B: "Good bye."
A: "Bye."

   Person A  |   Person B 

A: “Microsoft, this is Steve.”
B: “Hi Steve, this is Richard from Third Hand Testing. I’m calling in regards to the 
MSN assignment. Do you have a minute to answer a couple of questions?”
A: “Sure. What can I help you with?”
B: “We originally agreed on 5 testing procedures, but our program manager received a 
mail indicating 4 testing procedures. Is 4 the correct number?”
A: “Yes it is. We found that we can do the last one here.”
B: “Great. Does the timeline change because we reduced one of the testing procedu-
res?”
A: “We don’t have to change the timeline. Our original timeframe was very aggressi-
ve.”
B: “That makes our job a little easier.”
A: “Do you have any other questions?”
B: “No. That’s all I had. Thanks for your time.”
A: “No problem.”
B: “Ok. Good bye.”
A: “Bye.”
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ACTIVITY 4
SD1-B1

Your teacher will divide you into small teams. As a team, brainstorm a list of situations that require formality, and 
a list of situations that are informal when telephoning. Come up with a list of at least THREE for each.

ACTIVITY 5
SD1-B1

Formal situation Informal situation

Formal greeting Informal greeting

Now, come up with at least THREE greetings appropriate for each type of situation. AVOID single-word greetings.

What did you come up with? Can you use the same greetings in both formal and informal situations? By now, it 
should be very clear that the context of the situation defines what your greeting and behavior should be. Do you 
feel comfortable in both types of situation? Sometimes, people can feel uncomfortable and awkward in situations 
they are not used to; for example, if you are a very casual person, and you are used to being very informal, it may 
feel strange to use formal expressions. Nonetheless, it is important that you overcome such feelings getting used 
to them.

Make teams of four students and create different appropriate and inappropriate conversations assigned by your 
teacher using your body and facial expressions to show politeness or rudeness. Practice with these situations.
• Technical support
• Customer  service
• Delivery problems
• Schedule an appointment

Closing Activities

Development Activities
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Didactic Sequence 2
COMMON EXPRESSIONS AND PHRASES ON TELEPHONE CALLS

Start Up Activities

Proper telephone language

Although we tell our callers a lot through our voice tone, the words and phrases we use 
convey a message. Unfortunately, sometimes we send a negative message to our caller. 
Be aware of the language you are using.

 Instead of saying “You have to…You need to…Why didn’t you?” try “Will you
please…Would you please?”
 “Your problem” or “Your complaint,” would sound better phrased as “Your
question,” “Your concern,” or “this situation.”
 Many people use phrases like “I can’t do that” or “it’s not my job.” Instead, tell the 
caller what you can do (i.e., “While I’m not able to establish policy on this matter, I will 
speak to my manager about your concern.”)

 At all costs, avoid sounding abrupt. The following are examples:
--“Hang on.”
--“Hold on.”
--“Who’s calling?”
--“I can’t hear you, speak up!”
--“I can’t help you. You’ll have to speak to someone else.”

 The following would be more appropriate:
--"May I put you on hold?”
--“May I say who is calling please?”
--“I am having a little difficulty hearing you. Can you please speak up?”
--"I need to transfer your call to (dept.) so that they can answer your question. May I 
do so?"

Here are some typical phrases that you can use when performing different telephone 
tasks:

Answering the phone
• Hello? (informal)
• Thank you for calling Boyz Autobody. Jody speaking. How can I help you?
• Doctor's office.

Introducing yourself

• Hey George. It's Lisa calling. (informal)
• Hello, this is Julie Madison calling.
• Hi, it's Gerry from the dentist's office here.
• This is she.*
• Speaking.*

*The person answering says this if the caller does not recognize their voice.

Asking to speak with 
someone

• Is Fred in? (informal)
• Is Jackson there, please? (informal)
• Can I talk to your sister? (informal)
• May I speak with Mr. Green, please?
• Would the doctor be in/available?

Connecting someone

• Just a sec. I'll get him. (informal)
• Hang on one second. (informal)
• Please hold and I'll put you through to his office.
• One moment please.
• All of our operators are busy at this time. Please hold for the next available 

person.
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Making special 
requests

• Could you please repeat that?
• Would you mind spelling that for me?
• Could you speak up a little please?
• Can you speak a little slower please. My English isn't very strong.
• Can you call me back? I think we have a bad connection.
• Can you please hold for a minute? I have another call.

Taking a message for 
someone

• Sammy's not in. Who's this? (informal)
• I'm sorry, Lisa's not here at the moment. Can I ask  who's calling?
• I'm afraid he's stepped out. Would you like to leave a message?
• He's on lunch right now. Who's calling please?
• He's busy right now. Can you call again later?
• I'll let him know you called.
• I'll make sure she gets the message.

Leaving a message with 
someone

• Yes, can you tell him his wife called,please.
• No, that's okay, I'll call back later.
• Yes, it's James from CompInc. here. When do you expect her back in the office?
• Thanks, could you ask him to call Brian when he gets in?
• Do you have a pen handy. I don't think he has my number.
• Thanks. My number is 222-3456, extension 12.

Confirming information

• Okay, I've got it all down.
• Let me repeat that just to make sure.
• Did you say 555 Charles St.?
• You said your name was John, right?
• I'll make sure he gets the message.

Listening to an 
answering machine

Hello. You've reached 222-6789. Please leave a detailed message after the 
beep. Thank you.

• Hi, this is Elizabeth. I'm sorry I'm not available to take your call at this time. 
Leave me a message and I'll get back to you as soon as I can.

• Thank you for calling Dr. Mindin's office. Our hours are 9am-5pm, Monday-
Friday. Please call back during these hours, or leave a message after the 
tone. If this is an emergency please call the hospital at 333-7896.

Leaving a message on 
an answering machine

• Hey Mikako. It's Yuka. Call me! (informal)

• Hello, this is Ricardo calling for Luke. Could you please return my call as 
soon as possible. My number is 334-5689. Thank you.

• Hello Maxwell. This is Marina from the doctor's office calling. I just wanted 
to let you know that you're due for a check-up this month. Please give us a 
ring/buzz whenever it's convenient.

Finishing a conversation

• Well, I guess I better get going. Talk to you soon.
• Thanks for calling. Bye for now.
• I have to let you go now.
• I have another call coming through. I better run.
• I'm afraid that's my other line.
• I'll talk to you again soon. Bye.
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ACTIVITY 1
SD2-B1

The following example business telephone conversation can be used as a role play in class to introduce a number 
of standard phrases used when telephoning in English. Use the short summary and have students try to reproduce 
the conversation once they have practiced the role play a few times. 
Listen.
Example Business Telephone Conversation - Role Play
Ms Anderson (sales representative Jewels and Things): ring ring ... ring ring ... ring ring ...
Secretary (Henry Smith): Hello, Diamonds Galore, this is Peter speaking. How may I be of 
help to you today?
Ms Anderson: Yes, this is Ms Janice Roberts calling. May I speak to Mr. Franks, please?
Henry Smith: I’m afraid Mr. Franks is out of the office at the moment. Would you like me to 
take a message?
Ms Anderson: Uhm... actually, this call is rather urgent. We spoke yesterday about a delivery 
problem that Mr. Franks mentioned. Did he leave any information with you?
Henry Smith: As a matter of fact, he did. He said that a representative from your company 
might be calling. He also asked me to ask you a few questions..
Ms Anderson: Great, I’d love to see this problem resolved as quickly as possible.
Henry Smith: Well, we still haven’t received the shipment of earrings that was supposed to 
arrive last Tuesday.
Ms Anderson: Yes, I’m terribly sorry about that. In the meantime, I’ve spoken with our deli-
very department and they assured me that the earrings will be delivered by tomorrow morning.
Henry Smith: Excellent, I’m sure Mr. Franks will be pleased to hear that.
Ms Anderson: Yes, the shipment was delayed from France. We weren’t able to send along your 
shipment until this morning.
Henry Smith: I see. Mr. Franks also wanted to schedule a meeting with you later this week.
Ms Anderson: Certainly, what is he doing on Thursday afternoon?
Henry Smith: I’m afraid he’s meeting with some clients out of town. How about Thursday 
morning?
Ms Anderson: Unfortunately, I’m seeing someone else on Thursday morning. Is he doing 
anything on Friday morning?
Henry Smith: No, it looks like he’s free then.
Ms Anderson: Great, should I come by at 9?
Henry Smith: Well, he usually holds a staff meeting at nine. It only lasts a half an hour or so. 
How about 10?
Ms Anderson: Yes, 10 would be great.
Henry Smith: OK, I’ll schedule that. Ms Anderson at 10, Friday Morning... Is there anything 
else I can help you with?
Ms Anderson: No, I think that’s everything. Thank you for your help... Goodbye.
Henry Smith: Goodbye.

*How may I be of help - This is 
a formal phrase used to show 
politeness. It means ‘Can I help 
you?’ 
* calling - telephoning 
* out of the office - not in the 
office 
* take a message - to write down 
a message from the caller 
* urgent - very important 
* delivery - the bringing of goods 
to a client 
* mentioned -  said 
* resolved - taken care of 
* as quickly as possible - in the 
fastest manner, ASAP 
* shipment -  delivery, the 
bringing of goods to a client 
* assured - certainty that 
something is true or will happen 
* pleased - happy 
* delayed -  not be able to do 
something on time 
* looks like - seems 
* staff meeting -  a meeting of 
employees 
* lasts - to take time 
* schedule -  future appointments 
* still -  a form of emphasis to 
show that something has not 
been done up to the moment in 
time 
* send along - deliver 
* How about -  phrase for making 
suggestions 
* else - another added person or 
thing

Keywords and Important Phrases

Short Summary of the Telephone Conversation

Ms Anderson telephones Diamonds Galore to speak with Mr. Franks. Mr. Franks is not 
in the office, but Henry Smith, the secretary, speaks to Ms Anderson about a delivery 
problem with some earrings. The earrings have not yet arrived at Diamonds Galore. Ms 
Anderson tells Peter that there was a problem with the shipment from France, but that the 
earrings should arrive tomorrow morning.

They next schedule a meeting between Ms Anderson and Mr. Franks. Mr. Franks is not 
able to meet with Ms Anderson on Thursday because he is busy. They finally decide on 
Friday morning at 10 o'clock after a staff meeting that Mr Owen usually holds on Friday 
mornings.
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1.Read the following text about different tips, then discuss with the rest of the class what you find interesting along 
the reading.

Helpful Telephone Etiquette Tips

The telephone is our link to the outside world. We need to understand that professionalism matters on the telepho-
ne tasks, so we need to take into considerations these tips on the proper use of this important tool.

Rules of etiquette

Speak directly into the mouthpiece. If this is a pro-
blem because you use other equipment while on the 
telephone (i.e., computer), consider purchasing a 
headset, which will free your hands.

Do not eat or chew gum while talking on the telephone 
(your caller may ask what you’re having for lunch!!)

If someone walks into your office while you’re talking 
on the telephone, ask the caller if you may put him/her 
on hold briefly). Depress the HOLD button.

 Don't place the handset in the cradle until you’ve depressed the HOLD button.

 Don’t lay the receiver on the desk, without placing the caller on hold (the caller will hear everything being dis-
cussed in your office).

 Return to caller and complete the call as soon as possible.

Answering the telephone/greeting             

 Answer your own telephone whenever possible and answer within 2-3 rings.  
Identify yourself and your organization:

"Telecommunications, Mary Smith,” OR “Mary Smith, may I help you?”       
                  
 Use a greeting that is going to give the caller the impression that you are 
professional and pleasant.        
 There has been a lot of discussion of using “good morning” or “good after-
noon.” This is unnecessary if you use the right tone. Also, people tend to 
make mistakes when using these phrases (i.e., saying “good morning” 
when it’s really afternoon and vice versa).

ACTIVITY 2
SD2-B1
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Placing callers on hold

Remember to ask your caller “Do you mind holding?” or “May I put you on hold?” before doing so.  If you take 
the time to ask your caller to hold, be sure to listen to the response.

After placing your caller on hold, check back periodically (between 30-45 seconds). Give them the option to con-
tinue to hold if it will take longer to find information OR offer to call them back.

When returning to your caller, remember to thank them for waiting.

If your caller cannot hold, offer to take a message; transfer to another party; or arrange for them to return the call 
at a specific time.

If you are not in a position to ask your caller to hold, tell the caller, “Please Hold” before depressing the hold bu-
tton. NOTE: When placing multiple calls on hold, remember to return to the first caller you placed on hold first!

Transferring calls     

 Tell the caller the REASON you are transferring the call before you do so.  Then ASK if it is all right to transfer 
their call.

Call the department or person where you are transferring a call and make sure that they can take the call. If they 
are able to take the call, give them the person’s name, their request, and any other relevant information.

Then, return to your caller and give them the name of the person they are being transferred to, the department and 
the telephone number (if possible).

When you're not sure to whom a call should be transferred, take their name and number and find out where the 
call needs to be directed. Also give them your name and number as a reference 
in case the appropriate party does not contact them.

Screening calls

There is a lot of controversy over whether or not telephone calls should be 
screened.  It is not recommended to screen calls for good public relations!! If 
you must announce calls, “Yes he’s in. May I tell him who’s calling, please?” 
is an appropriate response.

When it’s necessary to screen calls (i.e., if someone is available ONLY to 
certain individuals), “She’s away from her office; may I take your name and 
number?” OR “May I say who’s calling? Thank you. Let me check and see if 
he’s in.” are suggested responses.  If you are required to ask who is calling or 
what the nature of the call is, be aware of your tone of voice. Screening calls 
is always a delicate situation, so it is critical not to offend or put your caller 
on the defensive with your voice tone.
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Taking phone messages        
 
Whenever possible, use telephone message forms to record accurate and complete information.  A good phone 
message includes:
• Name of person for whom the message was left
• Caller’s name (get the correct spelling), company or dept. and number
• Date and time
• Message
 Action to be taken (i.e., “Please Call,” “Will call back,” or “URGENT”)
It is important to deliver the message as soon as possible and maintain confidentiality with all messages. Either 
turn the message over or fold them in half, so there is no danger that they can be read by other staff or visitors.

Returning phone calls
Most people find it frustrating when they return phone calls only to learn the other person isn’t in. To avoid pla-
ying telephone tag, try the following:

 When calling someone, establish specific call-back times. Ask, “When is the best time for me to call again?” or 
“When is the best time for them to call me back?”
 When taking calls for another individual, schedule return calls during specific blocks of time (i.e., “I expect him 
to return by 2:00 p.m. You can reach him between 2 and 5”).

Placing outbound calls
Whenever you make a telephone call for yourself or your boss, be sure you have the right number before you 
place the call. Keep a “frequently called numbers” list within your reach and follow these suggestions:
 Get ready. Visualize your caller as a friendly, positive person
 Plan ahead of time the objectives you want to accomplish by jotting them down
 Make sure you identify yourself when you initially make contact.  It is very awkward if the person on the other 
line does not know who you are or what you are about.  If you do not identify yourself most will come to the 
conclusion that you are not a person they want to talk to.
 Identify the information you need to obtain from the conversation by stating your concerns up front
 Anticipate questions or objections you may encounter to avoid making additional calls
 Take notes during the call

 Spell out any follow-up action to the caller (such as when 
you plan to get back to him)

Answering devices    
If you reach an answering device (i.e., answering machi-
ne or voice mail), leave the
following information:
 Your name, including the correct spelling, if necessary
 Your department and telephone number
 Date and time
Message, including a good time to reach you

Closing the conversation
Many times people find it difficult to end a telephone 
conversation. There are some specific things that you can 
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say to close you conversation professionally:
Talk in the past tense and use “closing” phrases (i.e., “I’m really glad you called” or “I’m glad we resolved this 
concern”).

 State the action you will take
 Spell out follow-up action, including time frames/deadlines.
 Thank them for calling and say “Good-bye” not “bye-bye,” “Okie-dokie,” “Alrighty,” or any other slang phrase

Telephone techniques are built from a few basic rules and principles. In fact, telephone etiquette can be summari-
zed in one word: COURTESY. Unfortunately, courtesy is not something people are used to being shown routinely 
in the business world.  If the caller is a potential customer and you are courteous to him, you have an excellent 
chance of gaining a new customer. If he is an existing customer, you’ll keep him for life!

2.Answer the comprehension questions and share your answer.

• What are etiquette tips for?

_________________________________________________________________________________________

_________________________________________________________________________________________

__________________________________________________________________________________________

• Is it important to take at least some suggestions when telephoning someone?

_________________________________________________________________________________________

_________________________________________________________________________________________

__________________________________________________________________________________________

• Is there anything else that could be written as an important tip?

_________________________________________________________________________________________

_________________________________________________________________________________________

__________________________________________________________________________________________

• Have you ever talked to a very pleasant person on the telephone?

_________________________________________________________________________________________

_________________________________________________________________________________________

__________________________________________________________________________________________

• What do you mean by answering promptly?

_________________________________________________________________________________________

_________________________________________________________________________________________

__________________________________________________________________________________________
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Closing Activities

What you should do is: 
•Listen without interrupting 

•Gather the facts and make a note of them 
•Take their details so you can get back to them 

•Sympathize with them and offer to act as fast as 
you can 

•Apologize if you have made the mistake 
•Stay calm even though the caller is angry and 

possibly abusive. 

Have you ever dealt with a difficult caller?  Explain with your own word the following suggestions when this 
happens.

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

ACTIVITY 3
SD2-B1

Sometimes a caller is very difficult, especially if complai-
ning. First remember that this caller is a client, or potential 
client, so your handling of the call could result either in more 
business or in the caller going to a competitor. Whatever the 
nature of the problem, don't try to placate the caller by disc-
laiming personal responsibility or by trying to pass the buck!
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How to deal with difficult people

To deal with the problem think first why people act the way they do:

•They may be frustrated in many ways for reasons not connected with you. What you 
hear is the expression of that frustration. They may be nice people underneath.

•They may be anxious. Even using the telephone causes some people anxiety.

•Do not take what people say to you as a personal insult. They are not attacking you but 
may have become very frustrated with a situation they cannot control and as a result the 
quality of their normal communication takes a severe dip. Do not allow yourself to take 
offence – difficult as that often is.

•Do not lose your temper. If both you and your customer end up in a shouting match (or 
worse) you are unlikely to solve anything – and after all that is your objective.

•Keep your attention on the facts relating to your meeting. Try to minimize emotional 
reactions.

•Think before you speak. Create time for yourself before you answer via a deep breath, 
a thoughtful expression, etc.

How to deal with complaints
Complaints tend to fall into two groups – the justified and the unjustified. Remember, 
until you know the facts you will not know which one you are dealing with.

Action Tips
•Take a deep breath.
•Keep your voice enthusiastic and friendly.
•Listen to what is being said, take notes.
•Do not interrupt
•Get the speaker’s name and telephone number.
•Get the order number so the complaint can be checked.
•Sympathize without being disloyal.
•If the company is at fault, apologize.
•Never give excuses (the truth is always the preferred option here)
•If you promise something (e.g. to call back) – do it. Remember – in times of stress a 
promise is sacred.

Never say or do the following:
•You are through to the wrong department.
•It’s not my fault.
•I didn’t deal with this.
•Will you write in (a solution is needed now. Delay will just make the situation worse).
•We are having lots of problems you’re actually the sixth one today about that.
•Interrupt – they will start all over again.
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•Automatically accept liability.
•Jump to conclusions.
•Talk down to them or accuse of them automatically of misuse or making a silly mistake.
•Lose your temper.
•Appeal for sympathy.

Make teams of eight students organize by yourselves to select what the most appropriate manners must be when 
dealing a difficult situation. State and write on a bond paper, once you have it ready make a short dialogue to be 
performed in front of your class. Check the following Oral Presentation Rubric for your evaluation.                                     

Closing Activities

Category        4         3         2         1

Eye Contact Always has eye 
contact with audience.  

Most of the time has 
eye contact with the 
audience.

Sometimes has eye 
contact with the 
audience.

Does not have eye 
contact with the 
audience.

Enthusiasm
Very enthusiastic 
about the topic during 
the presentation.

Most of the time 
enthusiastic about 
the topic during the 
presentation.

Sometimes 
enthusiastic about 
the topic during the 
presentation.

Does not appear 
enthusiastic about 
the topic during the 
presentation.

Preparedness and 
Organization

Very prepared and 
organized during the 
presentation.

Most of the time 
prepared and 
organized during the 
presentation.  

Somewhat prepared 
and organized for the 
presentation.

Does not appear to 
have prepared for the 
presentation.

Speaks                    
Clearly

Speaks very clearly. 
Very easy for 
the audience to 
understand.

Most of the time 
speaks clearly. Easy 
for the audience to 
understand.

Sometimes speaks 
clearly. Sometimes 
easy for the audience 
to understand.

Does not speak 
clearly. Difficult 
for the audience to 
understand.

Knowledge of 

Content/Recycling

Knowledge of 
recycling is very 
clear. Student shows 
full understanding 
of content during 
presentation.

Knowledge of 
recycling is clear most 
of the time during the 
presentation.

Knowledge 
of recycling 
is sometimes 
evident during the 
presentation.

Knowledge of 
recycling in not clear.  
Student does not 
show understanding 
during presentation.
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Didactic Sequence 3
SPELLING DIFFICULT WORDS AND DICTATION OF AMOUNTS AND 
TELEPHONE NUMBERS

Start Up Activities

Common Spelling Mistakes

1. Which one is correct? 
  writting
  writeing
  writing
2. Which one is correct? 
  because
  becuase
  becuse
3. Which one is correct? 
  haveing
  having
  havving

4. Which is right? 
  tomorrow 
  tommorow 
  tommorrow 
5. Which is correct? 
  studing
  studieing
  studying
6. Which is correct for a place of study? 
  college
  collage
  colege

1. Choose the correct spelling and check your answers carefully at the end.

ACTIVITY 1
SD3-B1

2. From the choices provided after each sentence select the word that, correctly spelled, would complete the 
sentence. 
1.  I don't care what you read on ____________ label! This is poisonous! 
  ITS
  IT'S
2.  ____________ mine! 
  ITS
  IT'S
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3.  If ____________ patient enough, you might see a rainbow. 
  YOUR
  YOU'RE
4.  They have left ____________ home because of the storm. 
  THEIR
  THEY'RE
  THERE
5.  ____________ going where no one has gone before. 
  WE'RE
  WERE
  WHERE
6.  ____________ bike is that? 
  WHOSE
  WHO'S
7.  The computer has been ____________ there since yesterday. 
  SITTING
  SETTING
8.  My brother ____________ in bed all day yesterday. 
  LAID
  LAY
  LIED
9.  How did they manage to ____________ that game? 
  LOSE
  LOOSE
10.  The library has been incredibly ____________ today. 
  QUITE
  QUIT
  QUIET

With the help of your teacher read aloud the text about why spelling result a very important part in language de-
velopment, at the end discuss the most important facts about it.

ACTIVITY 1
SD3-B1

Development Activities
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The Importance of Spelling  
by Susan Jones, M. Ed.  2/2009

Spelling over the last few years has been the subject of a commonly mailed piece of 
Internet "wisdom." And I quote: 

 Aoccdrnig to rscheearch by the Lngiusiitc Dptanmeret at Cmabrigde Uinervtisy, it 
deosn't mttaer in waht oredr the ltteers in a wrod are, the olny iprmoetnt tihng is taht the 
frist and lsat ltteer be at the rghit pclae. The rset can be a total mses and you can sitll 
raed it wouthit porbelm. Tihs is bcuseae the huamn mnid deos not raed ervey lteter by 
istlef, but the wrod as a wlohe.

Translation: According to research by the Linguistic Department at Cambridge Univer-
sity, it doesn't matter in what order the letters in a word are, the only important thing is 
that the first and last letter be at the right place.  The rest can be a total mess and you 
can still read it without a problem. This is because the human mind does not read every 
letter by itself, but the word as a whole.

This paragraph has been widely circulated on the Internet since 2003, and it is still refe-
rred to, either as a point of interest or to defend inconsistent (poor) spelling, or choosing 
not to teach it. Is it because it rings of the truth that it makes scholars and educators 
cringe? Hardly. Among other things, there was no such research, and the words in the 
passage don't follow the rule of "only the first and last words matter."  It's a myth. It is 
fluent readers who can figure out this highly predictable text – and the path to fluent rea-
ding includes a firm foundation in the sounds represented by letters and their spelling .1

How Do We Read?

Do we read whole words in an instant, or by sounds? The fluent reader quickly perceives 
whole words, but the path to fluency is through mastering the connection between letter 
combinations and the sounds they represent. The fact is that our letters stand for sounds, 
not ideas. While some still debate "whole language" versus "phonics" instruction, ex-
perts such as Priscilla Vail recognize that language has structure and texture, and our 
students need to develop both.  "Structure refers to the nuts and bolts used in assembling 
or decoding the written language… phonics instruction provides this solid grounding. 
Texture refers to the ornamentation which gives language its color, intensity, rhythm 
and beauty. Whole language instruction provides texture by soaking children in literatu-
re. Structure by itself would be boring, just as free-floating texture would be flimsy." 2

Rather than relegate spelling to a back burner, spelling can and should be an integral 
part of language instruction for every student. It is mortar that helps students master 
the basics of language, especially students who may struggle with reading.  Rather 
than dismiss it as a frill to "focus harder" on reading, teaching spelling and handwriting 
enables a struggling student to use different senses and strengths to learn and master the 
relationship between the sounds and symbols of our language, which is the backbone 
of reading. Other students will be able to more deeply understand the patterns of our 
complex language and become master communicators.
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Spelling Helps Reading

Learning to spell helps to cement the connection between the letters and their sounds, 
and learning high-frequency "sight words" to mastery level improves both reading and 
writing. "The correlation between spelling and reading comprehension is high because 
both depend on a common denominator: proficiency with language. The more deeply 
and thoroughly a student knows a word, the more likely he or she is to recognize it, spell 
it, define it, and use it appropriately in speech and writing." They also note that "the ma-
jor goal of the English writing system is not merely to ensure accurate pronunciation of 
the written word – it is to convey meaning. If words that sound the same (e.g., rain, rein 
and reign) were spelled the same way, their meanings would be harder to differentiate." 

How can I say a telephone number?  Practice with your classmates after you read the following information.

ACTIVITY 2
SD3-B1

In the U.S., phone numbers have seven digits,
plus an area code--for example, 818-437-2963
(the area code is 818 and the phone number is
437-2963).

We say the area code as single digits: area code
eight - one - eight.
We usually say the phone number in single digits,
too: four - three - seven, two - nine - six - three.
When 0 is in a phone number, it's pronounced oh:
237-0980 is usually said as two - three - seven,
oh - nine - eight - oh.
In the U.S., 1 is also added if the number is long
distance (in a different city, state, or country).
If I'm in Arizona, for example, and I want to call
503-477-2572 in Oregon, I dial 1 first. If I'm telling
someone that number, I'll say one, five - oh - three,
four - seven - seven, two - five - seven - two.

Saying Phone Numbers
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ACTIVITY 3
SD3-B1

More Examples:
written:
296-2350
said:
two - nine - six, two - three - five - oh.
written:
520-447-9821
said:
area code five - two - oh, four - four - seven,
nine - eight - two - one.
written:
1-800-555-1212
said:
one, eight hundred, five - five - five,
one - two - one - two.
 

 Special Notes:
 
1.When writing phone numbers, separate                 
each group of digits with a hyphen ( - ):
520-447-9821. 
     
2.Occasionally, people say the last four
digits of phone numbers like two normal
two-digit numbers: 447-9821 = four - four -
seven, ninety-eight twenty-one.
This pattern is not very common, however. 
     
3.The area code is sometimes written inside
parentheses ( ) and without a hyphen:
(520) 447-9821.
     
4.Extensions are part of many office phone
numbers. To show an extension number,
the abbreviations Ex, Ext, or X are often
used: 520-447-9821, Ex 213 (or Ext 213 or
X 213).

If extension numbers have three digits,
they're usually said as single-digit numbers:
X 517 = extension five - one - seven.
If extension numbers have two digits,
they're said with single digits or like
normal two-digit numbers: extension 15 =
extension one - five OR extension fifteen. 

Get to practice telephone numbers using different activities assigned by your teacher like video scripts and audio 
activities where you need to catch up telephone numbers.
Suggested links to be used in class.
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Listening Activity

This is a typical business telephone conversation. The receptionist (person who answers the phone) says that her 
boss is not at work now. This conversation is somewhat formal. It is a usual business telephone conversation.

Receptionist: Good Afternoon, Abernathy and Jones1, how may I help you2?  Ms.* Zellinger: Yes, I would like to speak to Joseph Abernathy, please.  Receptionist: I'm sorry, Mr. Abernathy is out of the office3 at the moment4.  Ms. Zellinger: Do you know when to expect him5? Receptionist: I should be back about 3:00. Would you like to leave a message?  Ms. Zellinger: Yes. My name is Belinda Zellinger.  Receptionist: Is that Z-E-L-I-N-G-E-R6?  Ms. Zellinger: It's with two L's7.  Receptionist: Okay, and may I tell him what this is in regards to8?  Ms. Zellinger: Well, it's a rather personal matter...9 

 Receptionist: That's okay. How can he reach you10, Ms. Zellinger?  Ms. Zellinger: At 555-4857.  Receptionist: 555-485711. Fine. I will give him the message as soon as he returns12.  Ms: Zellinger: Thank you very much.  Receptionist: You are welcome. Goodbye. 
 Notes about the dialogue. Here is information about the phrases with numbers above. 

1- Abernathy and Jones- this is the company's name 

2- how may I help you? = can I help you? 

3- out of the office = not here 

4- at the moment = now 

5- when to expect him = when will he come back? 

6- remember, it is important to check spelling or ask someone to repeat something when you are 

not sure what was said 

7- two L's = her last name is spelled with 2 letter L's, not one 

8- what this is in regards to = why do you want to talk to him? 

9- personal matter = private thing. She doesn't want to tell the receptionist 

10- how can he reach you? = how can he contact you? (What is your telephone number?) 

11- she repeats the phone number to make sure it's correct 

12- as soon as he returns = when he comes back
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Closing Activities

1. Get in group of five students; make some telephone conversations using telephone numbers.

2. Present you dialogue to the whole class.

3. Be careful with intonation and pause to be understood without any problem.

4. Demonstrate the practice by exaggerating intonation.

ACTIVITY 4
SD3-B1
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There are some important tasks to be done for accomplishing this activity.
• Work individually
• Read different sources about Telephone techniques and management. 
• State the importance of being trained in telephone techniques.
• Write a page long essay about it.
• Hand in your essay after you completely read the  following evaluation rubric. 

 

WRITING RUBRIC

Criterion Factor Level of Performance Level of Performance Level of Performance

 Satisfactory – 3 Developing – 2 Unsatisfactory - 1

Content Thesis Statement
Easily Identifiable and 
Clearly Stated Thesis; 
Establishes a Point of View  

Somewhat Identifiable or 
Ambiguous Thesis and Point of 
View 

Not Identifiable Thesis and 
Point of View  

Development Focuses on and Fulfills the 
Thesis Statement 

Diverges from Focus and 
Development of Thesis 
Statement 

Fails to Focus on and 
Develop Thesis Statement 

Support
Ample, Relevant, and 
Specific Support Addressing 
Multiple Perspectives of the 
Thesis  

Limited or Overly General 
Support and Minimal 
Perspectives Addressed 

Lacks Sufficient Support or 
Provides Irrelevant Support 

Citations
in-text
references

Appropriately Formatted 
and Support 
Thesis

Lapses in Appropriate Format 
and/or Support for Thesis  

Missing , Irrelevant, or No 
Useful Documentation

Organization Logical Order
Clear Order and Structure 
with an Introduction, Body 
and Conclusion 

Lapses in Order and Structure Lacking Order and 
Unstructured 

Transitions/ 
Connection of 
Ideas

Uses a Variety of 
Appropriate Transitions, and 
Establishes Connections to 
Thesis

Lapses in Transitions and 
Disjointed Connection of Ideas 

Lacks Transitions and Does 
Not Connect Ideas 

Writing 
Conventions

Word Level
word choice
diction

Appropriate Academic 
Language, Variety, Word 
Choice and Usage 

Limited Academic Vocabulary 
and Lapses in Word Choice and 
Usage 

Simplistic Vocabulary, 
Incorrect Word Choice, 
Numerous Errors in Word 
Usage .

Sentence Level
syntax, run-
ons, fragments, 
agreement 

Complete and Correct 
Sentences, Varied in 
Structure and Length 

Little Sentence Variety, Some 
Interference with Meaning, 
and Simple or Repetitive 
Constructions 

No Variety in Sentences, 
Errors in Structure That 
Interfere with Reader's 
Understanding 

Mechanics
punctuation, 
capitalization, 
spelling

Few Mechanical 
Errors.  Meaning is not 
Compromised 

Some Mechanical Errors that 
Occasionally Interfere with 
Meaning 

Many Mechanical Errors 
that Seriously Interfere with 
Meaning 

Document 
Design
page layout, 
margins, 
indentations

Paper Properly Formatted Inconsistent Formatting Lacks Proper Format 

Total 
Overall 
Points

EVIDENCE PORTFOLIO RUBRICS



Learning objectsat the end of block Competences to be developed

 ■ The student identifies the correct use 
of indirect questions in the business 
environment.

 ■ Identifies the correct use of tenses to 
report what someone else has said.

 ■ The student identifies the appropriate 
tone and vocabulary, as well as the 
appropriate expressions in a particular 
context.

 ■ Recognizes the different ways of asking 
effective questions in a conversation.

Assigned time: 17 hours.

 ■ Development of formal questions with 
the use of indirect questions.

 ■ Correct use of the verb “said” and “told” 
to report what someone said.

 ■ Use of “wh-question words” to ask 
effective questions in a business and 
daily environment.

 ■ Communicates in a foreign language 
through a logical, oral and written 
speech, in accordance with the 
communicative situation. 

 ■  Uses the information and 
communication technology in an 
effective way.

Students´ performance

Question and purpose
 BLOCK 4
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DIAGNOSTIC EVALUATION

Choose the correct option for each Indirect Statement. Check out your answers with your teacher’s help.

1 - I have no idea ____.
where she's
where she is
where is she

2 - Could you tell me ____ gone?
where she's
where is she
where has she

 3 - I asked them where ____ going.
Were they
They were

4 - Can you tell me how much ____ cost?
Will it
It will

5 - Do you have any idea how long ____ me to do it?
Did it take
It took
Took it

6 - Has she told you whether ____ help?
Will she
She will

7 - Can you explain why ____ so expensive?
Is it
It`s

8 - She asked me where ____ from.
Do I come
Come I
I come

9 - I was wondering why ____ take the train; it'll be 
quicker.
Don`t we
We don’t

10 - Can you remember _____?
What did she say
What she said 

Check how well you can do these types of questions.

SELF-ASSESSMENT VERY WELL OK A LITTLE

I feel self confident when using these 
questions.

I use the auxiliaries in the correct place

I consider myself a good question maker
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FINAL PROJECT 

This project will be done in pairs, so get to work with some other classmate investigating the importance of effective 
telephone techniques and etiquette when communicating in daily situations with someone else. Performing a short 
dialogue in front of your classmates as an example.Integrating Activity

Organize yourselves in teams of five members, discuss about any company or business you would like to apply 
for, select only one workplace and represent a sketch performing different telephone tasks you could do; once 
you are part of that company or business, be sure to use all different skills you have been taught throughout this 
course. Check the following evaluation rubric with your teacher.

INTEGRATING EVALUATION RUBRICS

Evaluating Student Presentations

1 2 3 4 Total

Organization

Audience cannot 
understand presen-
tation because there 
is no sequence of 
information.

Audience has difficul-
ty following presen-
tation because student 
jumps around.

Student presents 
information in logi-
cal sequence which 
audience can follow.

Student presents 
information in logical, 
interesting sequence 
which audience can 
follow.

Subject 
Knowledge

Student does not 
have grasp of 
information; student 
cannot answer ques-
tions about subject.

Student is uncomfor-
table with information 
and is able to answer 
only rudimentary 
questions.

Student is at ease 
with expected 
answers to all ques-
tions, but fails to 
elaborate.

Student demonstrates 
full knowledge (more 
than required) by 
answering all class 
questions with expla-
nations and elabora-
tion.

Mechanics

Student's presen-
tation has four or 
more spelling errors 
and/or grammatical 
errors.

Presentation has three 
misspellings and/or 
grammatical errors.

Presentation has 
no more than two 
misspellings and/or 
grammatical errors.

Presentation has no 
misspellings or gram-
matical errors.

Eye Contact

Student reads all of 
report with no eye 
contact.

Student occasionally 
uses eye contact, but 
still reads most of 
report.

Student maintains 
eye contact most 
of the time but 
frequently returns to 
notes.

Student maintains eye 
contact with audience, 
seldom returning to 
notes.

Elocution

Student mumbles, 
incorrectly pro-
nounces terms, and 
speaks too quietly 
for students in the 
back of class to 
hear.

Student's voice is low. 
Student incorrectly 
pronounces terms. 
Audience members 
have difficulty hearing 
presentation.

Student's voice is 
clear. Student pro-
nounces most words 
correctly. Most au-
dience members can 
hear presentation.

Student uses a clear 
voice and correct, 
precise pronunciation 
of terms so that all 
audience members can 
hear presentation.

Total Points: 
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Didactic Sequence 1
USE INDIRECT QUESTIONS TO MAKE FORMAL QUESTIONS OR 
INQUIRIES

Start Up Activities

"Indirect questions do not close with a question mark but with a period. Like direct 
questions they demand a response, but they are expressed as declarations without the 
formal characteristics of a question. That is, they have no inversion, no interrogative 
words, and no special intonation. We can imagine, for example, a situation in which 
one person asks another, 'Are you going downtown?' (a direct question). The person 
addressed does not hear and a bystander says, 'He asked if you were going downtown.' 
That is an indirect question. It requires an answer, but it is expressed as a statement and 
so is closed by a period, not a query."
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The rules are different for indirect questions!

Direct questions are the “normal” questions that we can ask to friends, family members, 
and people who we know well.

Example of a direct question:
“Where’s the bathroom?”

Indirect questions are a little more formal and polite. We use them when talking to a 
person we don’t know very well, or in professional situations, and their form is a little 
different.

Example of an indirect question:
“Could you tell me where the bathroom is?”

Phrases for Indirect Questions
•Could you tell me…
•Do you know…
•I was wondering…
•Do you have any idea…
•I’d like to know…
•Would it be possible…
•Is there any chance…

Direct and Indirect Questions in English: Examples
Direct: Where is Market Street?
Indirect: Could you tell me where Market Street is?

In indirect questions with is/are, the verb (is) comes after the subject (Market Street).
 

Direct: What time does the bank open?
Indirect: Do you know what time the bank opens?

In indirect questions, we don’t use the auxiliary verbs do/does/did. Also, you can see 
that the verb is “open” in the direct question, and “opens” in the indirect question.
 

Direct: Why did you move to Europe?
Indirect: I was wondering why you moved to Europe.

Again, there is no auxiliary verb did in the indirect question. In fact, this indirect ques-
tion isn’t even a question – it’s more of a statement that invites the other person to give 
more information.
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Direct: How has he managed to get in shape so quickly?
Indirect: Do you have any idea how he’s managed to get in shape so quickly?

The auxiliary verbs have and has can be used in both the direct and indirect questions 
– but in the direct question, “has” comes before the subject (he), and in the indirect 
question, “has” comes after the subject.
 

Direct: How much does this motorcycle cost?
Indirect: I’d like to know how much this motorcycle costs.

To form the indirect question, remove does and change “cost” to “costs.”
 

Direct: Can you finish the project by tomorrow?
Indirect: Would it be possible for you to finish the project by tomorrow?

For direct questions with can, we can use the phrase “would it be possible…” to make 
it indirect.
 

Direct: Can we change the meeting to Thursday?
Indirect: Is there any chance we could change the meeting to Thursday?

“Is there any chance…” is another option for forming indirect questions with can.
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Yes/No Direct Questions –> “If” in Indirect Questions

If the direct question is a “yes or no” question (it has no question word such as what, 
who, when, where, why, or how), then the indirect question will have if.

Direct: Does Tom like Italian food?
Indirect: Do you know if Tom likes Italian food?

Direct: Are your parents joining us for dinner?
Indirect: Could you tell me if your parents are joining us for dinner?

Direct: Do they speak English?
Indirect: I was wondering if they speak English.

Direct: Has Barbara ever studied abroad?
Indirect: Do you have any idea if Barbara’s ever studied abroad?

Direct: Do you plan on traveling this summer?
Indirect: I’d like to know if you plan on traveling this summer

MORE ABOUT INDIRECT QUESTIONS AND EXAMPLES.   

If we want to make questions 
in the English language, we can do 
it by changing the word order (Is he 

your brother? Was she there? Have you 
been to Ireland?) or by using the auxi-
liary do (Do you know them? Does he 

live with you? Did you enjoy it?)

The indirect questions are not 
normal questions. They have the same 

word order as statements and we do not 
use the verb do to form a question. They 
usually come after introductory phrases 

combined with interrogative pronouns and 
adjectives (who, whom, what, which, 
whose), adverbs (when, where, how, 

why) or if, whether.
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Compare the following direct and indirect questions:

Direct: What did she want?                          - Indirect: Do you know what she wanted?
Direct: Where was it?                                   - Indirect: Do you remember where it was?
Direct: Will they come?                                - Indirect: I wonder if they will come.

We can use many other introductory phrases to start such questions, e. g. I ask, I won-
der, I want/would like to know, I can't remember, I have no idea, I am sure etc., or they 
can be introduced by direct questions such as Can you tell me, Do you know, Do you 
remember, Have you any idea.

Look at more examples to understand how we change the direct questions:

How much is it?                      - I'd like to know how much it is.
Is this seat free?                          - He is asking if this seat is free.
Where did she go?                             - Have you any idea where she went?
Does he want to buy it?             - Do you know whether he wants to buy it?

These questions are more common in English than in some other languages. They are 
more polite and more formal than the direct questions. Compare the following exam-
ples of the direct - indirect questions.

Why did you do it?                                - Could you tell me why you did it?
Could I use your telephone?                  - Do you think I could use your telephone?
Are you married?                                   - I wonder if you are married.

Construct indirect questions using a question word.
1.What’s his name?
→ I have no idea   __________________________________________________________________________
2.Where did you buy this dress?
→ I can’t remember _________________________________________________________________________
3.When will he come to see us?
→ I don’t know ____________________________________________________________________________
4.Why is she in such a bad mood today?
→ I cannot tell you _________________________________________________________________________
5.Who is coming to the party?
→ I have no idea ___________________________________________________________________________

ACTIVITY 1
SD1-B2
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ACTIVITY 2
SD1-B2

ACTIVITY 3
SD1-B2

Construct indirect questions without a question word.
1.Are the shops open on Sundays?
→ I’m not sure _____________________________________________________________________________
2.Have the Smiths gone on holiday?
→ I don’t know ____________________________________________________________________________
3.Did he smoke?
→ I won’t tell you __________________________________________________________________________
4.Are they speaking about us?
→ I don’t understand ________________________________________________________________________
5.Is that good or bad?
→ I’d prefer not to judge _____________________________________________________________________

Construct indirect questions.
1.Why does he suddenly want to learn judo?
→ Don’t ask me ____________________________________________________________________________
2.Did she see us?
→ I don’t know  ____________________________________________________________________________
3.Have they come back yet?
→ I haven’t checked _________________________________________________________________________
4.How is this supposed to work?
→ I have no idea ____________________________________________________________________________
5.Whose children are they?
→ How am I supposed to know ______________________________________________________________
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Make teams of five students and start writing down a dialogue where you have to use direct and indirect ques-
tions using rules of telephone etiquette and greetings already practiced in the first block, then schedule your 
performance in front of the whole class.

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

________________________________________________________________

__________________________________________________________

_______________________________________________________

_____________________________________________________

_____________________________________________________

____________________________________________________

_____________________________________________________

______________________________________________________

_______________________________________________________.

ACTIVITY 4
SD1-B2

Development Activities
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Closing Activities

Directions: When you land on a square, make that question into an indirect question, for example: "Can you tell 
me...", "Do you know...", "I'd like to know..." etc. You DO NOT have to answer the questions! 

Couple ActivityACTIVITY 5
SD1-B2
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Didactic Sequence 2
STATE THE DIFFERENCE BETWEEN THE VERBS “SAID AND TOLD” 
USING THEM IN TELEPHONE CONVERSATIONS

Start Up Activities

“Told” vs. “said to”  
somebody

I told him that you hate him

 I said to him that you hate him

I was choosing between these two options, and I can't help thinking about the subtle 
differences.

For example, "I told him your secret" refers to something real and factual. Whereas "I 
said to him the moon is made of cheese" can be a lie.

Is it true that when you use the word "told", people would assume it is true (a true event 
that happened)? And if you use the word "say", people are taking it literally as a senten-
ce that you have said, which may or may not be true.
  

The main difference is the use of objects. 'Told' can only be used as a transitive verb. 
'Said' can be used either way, but is most commonly used in the intransitive form. 

Transitive form used with a direct quotation, as illustrated below. 

I told him the moon was made of cheese.

I said the moon was made of cheese.

"The moon is made of cheese," he said to Mary.

I would never say, 'I said to him the moon was made of cheese.' It may be grammatically 
correct, but it's awkward.
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No. There is no difference in the normal sense between told and said to. Either one can 
be true or untrue. But, it sounds better to simply use told, in almost all normal cases.

Said can also be used with a passive voice such as "it is said that the moon is made of 
cheese", which makes this device is useful for saying things that are untrue or unproven, 
because it avoids naming the subject. ("It is said" means some people say it, not "I said", 
so you can't accuse me.)
 

I think you're not alone in concluding what it implies. There is a difference between 
‘to tell’ and ‘to say’. Apart from the dictionary definitions, common use indicates this 
blatantly, there is a difference in intention and content.

1.To tell is to inform or be imperative.
2.To say is to utter or express something; it's more general.

Examples
1.I told her that I would be here at 8:00. — Factual.
2.I said to him “wham, bam, thank you, mam!” — Not factual, nonsense. ‘Told’ isn't 
used here.
3.I told her not to sit there. — Imperative.
4.I said to him “It was not death, for I stood up, And all the dead lie down....” — Not 
factual, poetic. ‘Told’ isn't used here.
5.I said to her, “I love you.” — Factual.
6.So I said, “hurrah!” — Non factual, interjection. ‘Told’ isn't used here.
There may be yet more subtle differences that I haven't thought of.
 

The real difference between say and tell is in their syntax. Both are transitive, but tell 
is obligatorily bitransitive -- it requires an indirect object and usually takes the Dative 
Alternation:
• He told his boss what it was.
• He told what it was to his boss.
• *He told what it was.

Say, on the other hand, takes only a direct object, no indirect object:
• *He said me what it was.
• *He said what it was to me.
• He said what it was.

I use an embedded question object clause what it was in the examples above, but there 
are several other possibilities for each verb. Both can take direct quotes, though they are 
more frequent with say:
•He told me "You have the right to remain silent".
•He said "You have the right to remain silent".
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Both can take that-complements:
•He told me (that) I had the right to remain silent.
•He said (that) I had the right to remain silent.

Both can take infinitive complements:
•He told me to stay silent.
•He said to stay silent.

With an infinitive complement, both say and tell are interpreted as giving orders or di-
rection, rather than stating. Moreover, the dativeless say produces an infinitive with an 
indefinite subject, thus allowing the interpretation of giving general instructions.

Their nominalization potentials are different, too. Tell, but not say, can have a noun 
direct object that describes the content of the message:
•He told me the condition of the manuscript.
•*He said the condition of the manuscript.
while say, but not tell, can have a noun direct object that describes the speech itself, 
rather than its content:
•*He told me the N-word.
• He said the N-word.

So, as with most closely-related pairs of common verbs, there are a lot of similarities 
in their syntax (and why not? they're mostly used for the same purposes, after all), and 
some differences, too (again, why not? they wouldn't be two different verbs if they were 
identical in every respect). 

One difference is that tell focusses on the indirect object (the addressee, and therefore 
on the social aspects of communication), but the focus of say is certainly not on the 
addressee, but rather on the direct object (the message). 

Another difference is that, while whatever appears as the direct object of tell may be a 
paraphrase of the message, the direct object of say is the message itself. 

Hence one might reasonably expect the information in the object of say to be more exact 
or precise a rendering than that in the direct object of tell. That's not saying there's a tru-
th difference here, understand; anybody can lie and anybody can report any statement. 
What I mean is that tell seems to occur in situations where paraphrase is generally su-
fficient more often than does say; and also, possibly, that say occurs in situations where 
it's not more often than does tell.

This is impressionistic, I'm afraid; I've conducted no surveys. But it's consistent with the 
syntax. When you get down to the fine details, every verb is different from every other 
verb not so much in meaning, but in its syntaxctic affordances and prohibitions, which, 
taken together, constitute a large part of what we laughingly call its Meaning.
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I regrettably lack citation but my intuition is that the difference lies in the level of 
abstraction in the verb. Say refers to the utterance while told refers to the information 
contained therein.

I said that I had enough, telling her that her last comment had gone too far.
I told her that I had enough, saying that her last comment had gone too far.
In both case when I read those sentences it seems like what was "told" was implied by 
what was "said"

Make teams of four and read the following examples about different tips of using tell and say, then discuss with 
the rest of the team what you find interesting along the reading.

ACTIVITY 1
SD2-B2

I think you're not alone in concluding what it implies. There is a difference between ‘to tell’ and ‘to say’. Apart 
from the dictionary definitions, common use indicates this blatantly, there is a difference in intention and content.
1.To tell is to inform or be imperative.
2.To say is to utter or express something; it's more general.    

Examples:
1. I told her that I would be here at 8:00. — Factual.
2. I said to him “wham, bam, thank you, mam!” — Not factual, nonsense. ‘Told’ isn't used here.
3. I told her not to sit there. — Imperative.
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4. I said to him “It was not death, for I stood up, And all the dead lie down....” — Not 
factual, poetic. ‘Told’ isn't used here.
5. I said to her, “I love you.” — Factual.
6. So I said, “hurrah!” — Non factual, interjection. ‘Told’ isn't used here.

There may be yet more subtle differences that I haven't thought of.

The real difference between say and tell is in their syntax. Both are transitive, but tell 
is obligatorily intransitive -- it requires an indirect object and usually takes the Dative 
Alternation:
•He told his boss what it was.
•He told what it was to his boss.
•*He told what it was.

Say, on the other hand, takes only a direct object, no indirect object:
•He said me what it was.
•He said what it was to me.
•He said what it was.

I use an embedded question object clause what it was in the examples above, but there 
are several other possibilities for each verb. Both can take direct quotes, though they are 
more frequent with say:
•He told me "You have the right to remain silent".
•He said "You have the right to remain silent".

Both can take that-complements:
•He told me (that) I had the right to remain silent.
•He said (that) I had the right to remain silent.

Both can take infinitive complements:
•He told me to stay silent.
•He said to stay silent.

With an infinitive complement, both say and tell are interpreted as giving orders or di-
rection, rather than stating. Moreover.

Their nominalization potentials are different, too. Tell, but not say, can have a noun 
direct object that describes the content of the message:
•He told me the condition of the manuscript.
•He said the condition of the manuscript.
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Keep working on the same team to create different phrases or sayings that make sense using tell and say properly, 
present your work to the whole class. 

Closing Activities

This Evidence Portfolio must be prepared two weeks in advance to the end of the class.

There are some important tasks to be done for accomplishing what you need to do.

• Make teams of four or five students
• Prepare a sketch to address a business telephone conversation simulating to be administrative assistants or re-
ceptionists.
• Choose an appropriate workplace to videotape your conversation.
• Check the different requirements on the following rubric to start working on your project.
• Hand in your work on a CD or UBS  memory stick.

Directions: As students present their video to the whole class, the teacher will check off the "Task Completion" 
column and make appropriate comments. Completion of all four requirements can be averaged into a percentage.
Administrative Assistant Sketch Checklist.

EVIDENCE PORTFOLIO RUBRICS
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Requirements Teacher Comments Task 
Completion

Time limit of 5-10 minutes
 

Thoroughly address a business 
issue

 

Remain in character for duration of 
presentation

 

Costume/props utilized
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Reading business scripts & telephoning messages and calls
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