
Phone calls

In case of 

emergency

Would you mind holding for a moment?

Sorry, can I put you on hold for a second?

Hold on a sec, please.

After a pause

Thanks for holding. Let’s continue.

Thank you for your patience.

How can I help you?

Asking for 

repetition

Sorry, I didn’t catch that. Could you say it again?

Would you mind repeating the number?

Sorry, could you go over that again?

When you don't 

understand

Say you don’t 

understand

I don’t quite understand.

Sorry, I’m not with you.

You’ve lost me there.

Make sure you 

understand

So what you’re saying is…

So if I understand you correctly…

Do you mean that…?

If I’ve followed what you’ve said…

Ask for 

explanation

What do you mean by…?

Can you tell us more about…?

Can you clarify…?

Can you elaborate on…?

You don’t remember 

the word

Oh, the word is on the tip 

of my tongue.

I can’t find the word that I 

wanted to use. Let me explain it.

Disagreeing

Recognising sb’s 

point of view

I take your point.

I hear what you’re saying.

I understand where you’re coming from.

Acknowledge 

sb’s contribution

There’s some truth to what you’re saying.

I like the part about sustainability.

You’re right about transport.

Contradicting sb’s 

opinion with your point

I see it differently.

I don’t see it that way.

I have a different opinion.

I can’t say I agree with the part 

about the programme.

Being assertive

Acknowledge the 

request

Thank you for believing in my skills for the task.

I understand this is important for you now.

I see that you need support with this.

Transition

But,…

However,…

Unfortunately,…

Say why

It would make it impossible for me to 

maintain the quality of my current projects.

I need to focus on keeping other projects on track.

I have another commitment planned for the same time.

This lies outside of my area of expertise.

Suggest 

alternatives

Perhaps somebody else might 

be available to take it on.

Maybe we could revisit this in some time?

Is there any way we could outsource it?

Share your 

hopes

I hope you can find someone 

more available for the task.

I hope you understand.

I’m sure you’ll find the best 

solution for this one.

Problems

Reporting a problem

I’ve got a slight problem with…

We’ve run into a bit of a challenge with…

I’ve noticed an issue with…

We’ve hit a slight snag.

Expressing concern

I’m afraid it could have implications for…

I’m a bit worried about the 

impact it might have on…

I’m a little concerned about 

the way it could affect…

Offering solutions

I’ve thought about a couple of solutions.

I’ve considered a few strategies.

One idea is to…

Another option could be…

Asking for input

What do you think would be 

the most effective solution?

I’d love to get your take on this.

How would you approach this problem?
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