
Taking Live Messages

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

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

1. Who are the participants in each call?

2. Who initiates the message in each call? 

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

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

2 Discuss the questions. 

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

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

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

Possible search term: taking phone messages

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

Conversation 1 Conversation 2

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

The phrases used to make sure the message 
is accurate:

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

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

Note: More than one answer may be appropriate.

Person Not Available

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

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

He’s with a ________________________________ right now.

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

He’s on ________________________________ line. 

She’s ________________________________ her desk at the moment.

He just ________________________________ for a moment.

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

Caller Initiates Message

________________________________ you tell her I called?

Could you ask her to ________________________________ my call?

Could you ask him to call me ________________________________?

Could you ________________________________ a message for him?

________________________________ I ________________________________ a message?

Can you ________________________________ him a message?

Recipient Offers to Take a Message

Can I ________________________________ a message?

Can I ________________________________ her a message?

Would you like to ________________________________ a message?

Would you like me to ________________________________ her a message?

Can I ________________________________ her call you back?

Promising to Pass on Message

I’ll ________________________________ her the message.

I’ll make ________________________________ she gets the message.

I’ll ________________________________ him call you back.

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

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

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

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

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

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

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

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

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

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