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Do you understand? 
DISCUSSION

· Do you ever have to ask people to do things for you over the phone or via email?

· Do some people sometimes misunderstand exactly what it is that you are asking them to do?

· Have you ever had a situation where somebody has repeatedly misunderstood and you’ve had to ask them multiple times to do something in English?

· Are you ever worried that your instructions may come across as rude?
DIALOG

Imagine you are getting in contact with one of your colleagues in Japan, India or Korea because there is a problem and he/she keeps sending you the wrong information. You email or telephone him/her and the conversation goes something like this:

· (You) “Hello there……., I hope you are well. I’m just getting in contact about the figures you sent me. Unfortunately you keep sending me the figures from this year’s business plan. I need the figures from last year’s business plan”

· (Your colleague) “Yes, I sent you the figures from this year’s business plan. Have you got them?”
· (You) “I got them yes but what I need are the figures from last year’s business plan. Can you send them to me now? Do you understand?”

· (Your colleague) “Yes, I understand”

· (You) “Ok, good. Thank you. Bye.”

· (Your colleague) “Bye”.

What happens now is that your colleague proceeds to send you the same figures from this year’s business plan again. Did you colleague really understand your instructions? How can you avoid this problem and make sure that your colleague understands you exactly?

CONFIRMING INSTRUCTIONS

Take a look at the following expressions. Which ones do you think might be considered rude? Mark them with (R). Which ones do you think might not be effective? Mark them with (NE).

· Do you understand?

· Is that clear?

· What did I just say?

· OK?

· Repeat that back to me.

· So, what are you going to do?

We need to find a way to confirm that the instructions have been understood and that both parties know exactly what action is to be taken WITHOUT being rude or pushy.
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ISSUING DIRECTIVES FIRMLY BUT POLITELY
It’s best to be firm in order to communicate the instruction, but in a way which is polite enough for people of all cultural backgrounds. We can do this by avoiding personal pronouns like ‘I’ and ‘you’, verbs like ‘must’ and ‘have to’ and by using the passive instead of the active voice. Take a look at the difference between these phrases:

· ‘I need you to send me this information as soon as possible’  or  ‘This information needs to be sent as soon as possible’

· ‘You must do it today’  or   ‘It needs to be done today’

Another good example is to make indirect requests instead of direct requests using opening phrases like these:

· ‘Do you think you could send it over now?’      not ‘Send it over now’
· ‘Would you be able to contact your colleague and find out?’     not ‘Please contact your colleague and find out’

· Would it be possible for you to do this today?’     not ‘Do this today’

Make the sentences below more indirect in order to make them firm but also polite:

1. ‘You need to check the figures again’

……………………………………………………………………………………………….

2. ‘Check with your colleague and do it again’

……………………………………………………………………………………………….
3. ‘This must be done before the end of tomorrow’

……………………………………………………………………………………………….
4. ‘Please send me the document as soon as possible’

……………………………………………………………………………………………….
CHECKING UNDERSTANDING WITH CONFIRMATION QUESTIONS/STATEMENTS 
Some confirmation questions may be better suited to being used over the phone as you can pause in order to let your colleague finish the sentence and thereby show that he/she knows what is expected. Consider the questions below and decide whether they would be better suited in an email or during a telephone conversation:

· So what’s the next step?

· Could you let me know the next steps to achieve this?
· What do you think should be the next step?

· What would you like me to do next?

· So first I’ll…….. and then you’ll………?
· This needs to be done soon so could you let me know how you will do that please?

· How would you like me to help you achieve this?
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TELEPHONE DIALOG 
Imagine the following situation: You are speaking to a colleague about a problem: the figures he/she has calculated don’t match the figures that you calculated. You are certain that he/she has made an error and want them to revise their calculations. Which phrases could you use to present the problem, give an instruction and then confirm the instruction?

EMAIL
Imagine the following situation: You have just received an email from a colleague giving you the report of the latest monthly costs for his/her location. Unfortunately they haven’t taken into account the fixed costs. In order to revise the final costs he/she must contact the colleague in their department who has this information, get the information and revise the costs again before sending them back to you. Explain the situation as best you can, give instructions and then confirm the instructions in an email:
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