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BBEJIEHUE

[pennaraemenit YMK npenHazHaueH Uit CTYAEHTOB 2 Kypca HES3bIKOBBIX CIIe-
IIMATIBHOCTEN M pa3pabOTaH B COOTBETCTBUM C 0a30BOM IPOrpaMMOM, pa3paboTaHHON
kadenpoii THOCTPaHHBIX SBHIKOB YO «1I'V» mis MucHMIuiiHbl «AHITIMACKUNA SI3BIK
(mpodeccroHabHOE 00MIEHNE)>. MOXKET KCIONb30BaThCS KaK Ha aYTUTOPHBIX 3aHSTH-
X, TaK ¥ U1 CaMOCTOSITENTbHOM paboThl cTyAeHToB. [Ipu 3TOM mpemmonaraercsi, 4ro
CTYZIEHTBI BJIJICIOT aHTJIMMCKUM SI3bIKOM Ha 0a30BOM YPOBHE.

Lenpro mpenogaBaHus IUCUUIUIMHBI SBISETCS PAa3BUTHE KOMMYHUKATHB-
HOM KOMIETEHIIMM Ha JMHTBUCTUYECKOM U MEXKYJIBTYPHOM YpOBHE, HEBEpOaIIb-
HOM KOMIIETEHIIMH, a TaK)Ke MOBBIIICHUE OOIIEH KOMIETEHIIMH CTYAEHTOB. Tak
KaK pa3BUTHE HABBIKOB MOHOJIOTMUYECKON U JUATIOTMUYECKON peuu sIBIsieTCs] HeoO-
XOJIMMBIM YCIIOBUEM 3HAHUS HHOCTPAHHOIO $3bIKa, TO OCHOBHBIMH 33Ja4aMH
nagHoro YMK sasnsrorcd:

— 00ydeHue CTyJEHTOB OCHOBaM JIEJIOBOTO OOIICHHUS B YCTHBIX U IHUCh-
MEHHBIX ()OpMax B TUITUIHBIX CUTYAIHSIX;

— TPEHHUPOBKA MEPEBOJUECKOT0 HaBbIKAa CBOOOTHOTO MEPEKITIOYSHHUS C O~
HOTO sI3bIKa Ha APYTOH (IIepeBO/] TUATIOTOB);

— (opMHUpOBaHHE HABBHIKOB pearupoBaHUs B KOHKPETHOW cuTyarmu (co-
CTaBJICHUE JTUAJIOTOB);

— pPa3BUTHE HAaBBIKOB IMAJIOTUYECKOW PEYM HA aHIJIMICKOM S3bIKE, 3aKpe-
IUICHHE U3Yy4YeHHOro Mmarepuana (OObIrpbIBAHHME TEMATUYECKUX CUTYallUd C UC-
N0JIh30BAaHMEM M3Y4YCHHBIX (hpa3);

Y4eOHO-METONUYECKUH KOMIUIEKC MOCTPOEH MO OJ0YHO-MOAYIHHOMY
npuHIUny. COCTOUT W3 YEThIpEX MOIYJIEH, KaXKblil U3 KOTOPBIX, B CBOKO OYe-
penb, — U3 5 — 8 y4eOHBIX 3JIEMEHTOB, KOTOPHIE PACKPBIBAIOT CaMble BaXKHbBIE
TEMBI JIEJIOBOTO OOIIeHus (BeaeHue Tene(OHHBIX MEeperoBOPOB, COCTABIICHUE
JICJIOBBIX MHUCEM, COCTABIICHUE 3JIEKTPOHHBIX COOOIIEHUH, TOATOTOBKA U MPOBE-
JICHHUE TIPE3CHTAIHIA, COOpaHUIl U TIEPErOBOPOB).

HecomHEHHBIM JJOCTOMHCTBOM M3/1aHMS SIBJIIETCSl HAJIMUME IUAJIOTOB U pede-
BBIX 00pas3LIoB, a TaKke yMpaKHEHWI Ha 3aKpervieHne YCBOSHHBIX Mozeneit. Bee mo-
JyJT CHAOYKEHBI TEOPETUUECKUMH, IPAKTHYECKUMH U KOHTPOJIMPYIOLMMH Y4eOHBIMU
anemeHTamMu (Orokamu). [IpeioykeHbl HECKOIBKO TIPHIIOKEHHI, KOTOPhIE MOYKHO HC-
TIOJIb30BATh U B ayJJUTOPUHU, U JUISl CAMOCTOSITEIIBHON PabOThI B AIEKTUBHOM PEKUME,
HEKOTOPBIE U3 HUX ITPEAHA3HAYECHBI U151 SKOHOMUYECKHUX CIIEUATIBHOCTEN.

YMK cocTtaBieH ¢ y4eToM ONTUMAIbHOIN COaJaHCHPOBAHHOCTH TEOPETHU-
YEeCKOr0 M MPAaKTHUYECKOTO MaTepuaia U CIOCOOCTBYET peaju3allii OCHOBHBIX
MPUHLUIIOB JUIAKTHKU.

IIpu coctaBnennn YMK wncnonb3oBaivuch Matepualibl COBPEMEHHBIX 3a-
pPYOEKHBIX MU OTEYECTBEHHBIX YUEOHHMKOB, a TaAKKE OTEUECTBEHHbIC U 3apyOerK-
HBIE CJIOBapH.



®OPMbI KOHTPOJIA

[Iporpamma npeaycmaTpuBaeT TEKYIIM KOHTPOJIb B (hOpMe MUCbMEHHBIX
U YCTHBIX TECTOB IO BCEM BUJAM pPEYEBOW AESATEILHOCTH, CEMECTPOBBIA 3a4ET
B 3UMHIOIO CECCHIO U KYPCOBOH dK3aMeH WM TU(PepeHIMPOBAHHBIN 3aueT (s
psijia cienuaibHOCTEN) B MUCbMEHHOMN M yCTHOM (hOpME B JISTHIOIO CECCHIO.

Conep:xkanue 3auera

3a4eT HOCUT XapaKTep HAKOIUTEIbHOIO, KOTOPHIN MpeaycMaTpUBAET IO-
cemenue /5 — 100 YapaxTrueckux 3anatuit U ycsoenue 95 — 100 Yaporpamm-
HOI'0 MaTepHaa.

Conep:kanue 3K3amMeHa

DK3aMeH BKJIIOYAET MUCbMEHHYIO U YCTHYIO (DOpMbI TECTUPOBAHUS, IO pe-
3yJbTaTaM KOTOPOT'O BBICTABJISIETCS 00I1ast OIICHKA.

Ilucomennoe mecmuposanue:

1. Jlekcuko-rpaMMaTUYECKUI TECT.

2. Hanucanue 1e710BOro muchMa 1o OJIHOM U3 33JJaHHBIX B IPOrPaMME TEM.

Yemuwiu oxzamen:

1. MoHo0rM4ecKoe BbICKa3bIBAHUE 110 OTHOM M3 33/IJaHHBIX B IPOIPAMME TEM.

2. JInanornveckoe BbICKa3bIBaHHE MO OTHOM U3 33/IaHHBIX B IIPOTPAMME TEM.

OHCHKa IINCbMEHHBIX TECTOB

[lkana nmepeBosa B 1ecATUOAILHYIO CUCTEMY B COOTBeTCTBHHM C [Ipuio-

KEHUEM K TTOCTaHOBJICHHI0 MuHucTepcTBa 00pasoBanus Pecmyonmku bemapych
ot 1.04.2004. Ne22:

100 — 95 YpaBUIIEHBIX OTBETOB 10 6amnoB
94,8 — 90 Y1paBUIBHBIX OTBETOB 9 6amoB
89,6 — 83 YaipaBUIIbHBIX OTBETOB 8 OayuioB
82,6 — 75 Ya1paBUIBHBIX OTBETOB 7 6aI0B
74,6 — 65 Ya1paBUIIEHBIX OTBETOB 6 Oayu1oB
64,7 — 50 Ya1paBUIILHBIX OTBETOB 5 6aios
49,7 — 35 Ya1paBUIIbHBIX OTBETOB 4 6annoB
34,7 — 20 Ya1paBUIIbHBIX OTBETOB 3 0atoB
19,7 — 10 YarpaBUIIBbHBIX OTBETOB 2 baimioB
9,7 — 1,8 Ya1paBMIIBHBIX OTBETOB 1 6aiuioB
1,4 — O YarpaBUIBHBIX OTBETOB 0 6ayutoB

HanmMenbimass mosioxutenbHast orieHKa — 4 0amia — BBICTaBISIETCS MPU
IIPAaBHJILHOM BBITIOJTHEHUH He MeHee 2/3 3apanmii. OTCyTCTBHE PabOThI WK OT-
Ka3 OT BBIMOJIHEHUSI COOTBETCTBYIOT orieHke 0 6asios.



MOAYJIb |. TELEPHONING

Yueonblii 3ement 1 (Y9 — 1)
Telephoning — making and taking calls

In the dialogue below Celine Perez (CP) calls MazgiCassidy (MC) on
his direct line.

MC: Maurice Cassidy.

CP: Hello Maurice, this is Celine Perez speaking.

MC: Celine - how nice to hear from you! How arentfs over in Paris?

CP: Fine, fine. Maurice - is this a good timedtk? Are you in the mid-
dle of something?

MC: No, now is good. Just let me close down thisuhoent I've been
working on. OK - what can | do for you?

CP: The reason I'm calling is because of the Grsirter sales figures.
Have you seen them?

MC: Yes, | have. Sales in France were below targgtt?

CP: Exactly. The sales report doesn't give anylaggtion for that.
| thought you might have some ideas.

MC: | do have some ideas, but I'd like to spealdtma in Marketing
about it. Can | get back to you tomorrow aboutzhis

CP: Sure.

MC: OK, leave it with me. I'll call you tomorrowtafnoon.

CP: Great - I'd appreciate that. Thanks for youet Bye.

In the second dialogue below Monika phones a comypda ask about
their market research services. She speaks firdgt® receptionist.

Receptionist: Good morning, ICT Communications. €bar speaking.
How can | help you?

Monika: Oh, good morning. I'd like to speak to some in your market
research department. Receptionist: Can | haveryanne, please?

Monika: Yes, it's Monika Weber.

Receptionist: OK, Monika, please hold while | toydonnect you.

Gianfranco: Market Research. Gianfranco speaking.

Monika: Oh, hello. My name is Monika Weber from tBger Media and
I'm calling to ask a few questions about your marksearch services.

Gianfranco: Of course, Monika. How can | help yMghika: I'd like to know ...

6



The phrases you need

Answer the phone
(receptionistiGood morning, ICT. Teresa speaking. How can | lyelp?
(internal phoneMHello./ Sales Department. / Nick Hamilton.

Connect the caller
Please hold while | try to connect you.
I'll try her number for you.

Say who's calling + why

This is ... speaking / My name is ...

This is ... (here).

Can | speak to ... please?

I'd like to speak to someone about ...

The reason I'm calling is ...

I'm calling to ask a few questions about ...
I'm calling in connection with ...

Greetings

Hello! How are you!

How nice to hear from you! How are things in Paris?
Oh! | didn't recognize your voice!

Thanks for calling - did you get my email?

Check it's a good time

Is this a good time to talk?

Are you in the middle of something?
Do you have a second?

End the call

Is there anything else | can help you with today?
Thanks for calling / It's been nice talking to y&ye.
Thanks for your time.

OK, leave it with me. I'll call you tomorrow afteron.

Exercises

1. Try to remember the words below. (The last letteave been given.)

1. Hello Maurice, _ __sisCelinePerez _ __ q.
2. Celine—how __ _eto_ _ _rfromyou!

7



3. Isthis a d e to talk? Are you inthe___ e of something?

4. Justletme ___se _ _ wn this document I"emnbweorking on.

5. The __ onlImecallingis_ se of thet Guarter sales figures.

6. The sales report doesn't give any explanationhfat. tl _~ ght you
___ght have some ideas.

7. Canl__t_ck _oyou (= contact you again)damow about this?

8. OK, _veit_ _thme.

9. Great-1'd ate that.

2. Put the words below into order to make phrases

1) have; you; a; second; Do?
2) me; Do; want; later; you; to; back; call?
3) now; right; you; Are; busy?

3. We often use a past tense to make our languagléepor indirect (to
make the other person feel they are under no pres3u

| wanted to speak to someone about my order.d kke to)
| was just calling about the sales figures. ( =dating)
| thought you might have some ideas. ( = Do yowehaw ideas?)

Rewrite each sentence using one of the structurbe\ze.
1. I'm calling to see if everything's OK for Friday.

2. I'd like to ask you a question about Simon.

3. I know you'll be interested in this.

4. Underline the alternative in italics below th& more natural.

1. Good morning, ICT. Teresa speaki@an | help you? / How can |
help you?

2. | want to speak / I'd like tepeak to someone in your market research
department.

3. Please can | have your name? / Can | please hauveryame? / Can |
have your name, please?



4. I'm / It'sMonika Weber.

5. OK, pleasdold / wait inline while | try to connect you.

6. Gianfranco speaking / I'm Gianfranco.

7. I'm callingto know / aska few question®f / aboutyour market re-
search services.

8. Of course, Monika. Howan / wouldl help you?

5. Look at phrases a-e then mark the statementswelrue (T) or False (F).

a I'd like to speak to ...
b Canlspeakto...?
¢ Could I speakto ...?
d | must speak to ...
e | need to speak to ...

1. In practice, phrasesc are more or less the same — the listener proba-
bly won't even notice. T/ F

2. Phrasdalis direct and urgent, but is OK in business. T/ F

3. Phraseeis direct and urgent, but is OK in business. T/ F

6. Look at phrases a-d then answer the questiongwe

a The reason I'mcalling is ...

b Perhaps you could help me. I'd like to speaotneone about ...

¢ I'm calling in connection with ...

d I don't know if I'm through to the right depaemnt, but I'm calling to
ask a few questions about ...

1. Which two phrases immediately give the reason ¢urycall?
2. Which two phrases ask for help or general infororei

Read the dialogues aloud. Do it by yourself or witha colleague
(changing roles at the end). Practise several timesmtil you're fluent.

7. Speaking practice: listen and repeat. Repeatleatirase you hear
and then listen to check.



YueOHnblii djemenT 2 (YI — 2)
Telephoning — messages

In the dialogue below the caller (C) wants to spagaksomeone who isn't
available. The receptionist (R) takes the call.

ICT. Teresa speaking. How can | help you?
I'd like to speak to Stefan Lipska, please.
I'll try his number for you. Hello?
Hello.

R: I'm not getting any reply. Just bear with medaomoment while | try
another number.

C: OK.

R: I'm sorry, I'm not having any luck — he mustibea meeting. Would
you like his voicemail?

C: No, | need to talk to him personally.

R: | can ask him to call you back.

C. Yes, please do that. It's Frank Hayden herekridevs me.

R: OK, I'll just make a note of your name. Frankyden. Is that with an
I"or an 'e' at the end?

C: It'san'e', 'e' as in Egypt. H-A-Y-D-E-N.

R: OK, Mr Hayden, I'll tell him as soon as he cemat of the meeting.

C: Thank you. Goodbye.

Q0N

Notice how the caller clarifies the spelling byngsa place name.
In the next dialogue the caller (C) gets through #osecretary (S).

C: Hello, can | speak to Stefan Lipska, please?

S: I'm sorry, Stefan Lipska is out of the offitestafternoon. This is his
secretary speaking. Would you like to leave a ngs3a

C: Yes please. Can you ask him to call me back?

S: OK. Let me just get a pen. Right. Can you give your name and
number?

C: Yes, it's Ella Vogelaar.

S: Can you spell that?

C:. It's Ella, E-double L-A, Vogelaar, V-O-G-E-L-dble A-R.

S: And the number?

10



It's 0031, that's the code for the Netherla@0512 6149.

OK, so that's Ella Vogelaar on 0031 20 5129614

That's right.

Anything else?

No, that's all. Just ask him to call me as smgpossible. It's an urgent matter.
| understand. I'll make sure he gets the messag

Thank you. Goodbye.

Goodbye. Thank you for calling.

DOLONLODO

The phrases you need

Ask the caller to wait

Just bear with me for a moment.
Can | put you on hold?

Right, sorry to keep you waiting.

Explain someone is unavailable
He must be in a meeting.
Sorry, she's out of the office | on another call.

Ask for information

What's it in connection with?
Can you give me your name?
Can | take your number?

Leave a message

Do you know how long he'll be?

Can | leave a message”?

Thisis .../ It's ... / My name is Frank Hayden.
Can you ask him to call me back?

Take a message

Would you like to leave a message?
Let me just get a pen.

OK. Go ahead.

Can you spell that (for me)?

Is that with an 'i' or an 'e'?

Is that 'I" as in Italy, or 'e' as in Egypt?
Let me read that back to you.

11



Promise action

I'll tell him as soon as he comes out of the mgetin
I'll make sure he gets the message.

Exercises

1. Complete each sentence below with a verb, a prefosior both.

ask bear call leave let make
make must need put read speak

back back for for in in of
on on on outof to with

1. C:I'd like to Stefan Lipska, please.

2. R: Il try his number you.

3. R: Just me for aemiom
4. R:I'm not having any luck — he be a meeting.
5. C: to talk to him personally.

6. R: | can ask him to you :

7. R:I'l just a note your @am

8. C:lt's'e' as Egypt.

9. S: Stefan Lipska is the office thisrafbon.
10.S: Would you like to a message?

11S me just get a pen.

12.C: That's the code the Netherlands.
13.S: OK, so that's Ella Vogelaar 0031 DL 49.
14.C: Just him to call me as soon aslpes
15.S: I'll sure he gets the message.
16.Can | you hold?

17.Sorry, she's another call.

18.Let me that to you.

2. Underline the correct words in italics.

1. I'll tell him as / sosoon as | see him.
2. Can you spelit / that?

3. Is thereanything / somethinglse?

4. Thank you foryour calling / calling.

12



3. Put the words in the right order. Write the answeunsder the correct
heading below.

a) can me to ask you back him call.

b) do you be he'll know how long?

c) hold check just on a moment I'll.

d) I'll sure the message make she gets.
e) I'm sorry she's maternity leave but on.
f) right you waiting to keep sorry.

g) she's at desk her at the moment not.
h) what's connection with it in?

Ask the caller to wait

1

After waiting

2

Explain someone is unavailable
3

4

Ask for information

5 (caller)
6 (secretary)
Leave a message
7.

Promise action

8

4. Put the dialogue between secretary and caller itite correct order.

(Secretary's phrases)

a Sorry, she's out of the office right now.

b Of course. Can you give me your name?

¢ Good morning, Logistica.

d Right, I've got that. It's James Matthews abi@itontainers in Hamburg.
e Is there anything else?

f And what's it in connection with?

(Caller's phrases)

g No, that's all. Thank you for your help. Goodbye
h Hello. I'd like to speak to Lena, please.

| It's about the containers in Hamburg.
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j Could you ask her to call me back?
k Yes, that's right.
| Yes, it's James Matthews. Lena knows me.

1(s) [2(c) [ 3(s)| 4(c)| 5(s)| 6(c)
7(s) |8(c) | 9(s)| 10(c) 11(s) 12(¢(

)

)

Read the dialogues aloud. Do it by yourself or witha colleague
(changing roles at the end). Practise several timesmtil you're fluent.

5. Speaking practice: listen and repeat. Repeatle@brase you hear
and then listen to check.

Yueonsbrii ajement 3 (Y9 — 3)
Telephoning — checking, clarifying, active listenig

Erik (E) is on a business trip. In the dialogue lwel he calls his colleague
Maria (M) from the local office.

E: Maria? I'm on a train from the airport. My fiigarrived late.

M: Erik? It's a really bad line. You keep breakuyg

E: We're going through tunnels. | was saying thyaflight arrived late. I'll
have to change plans.

M: Right.

E: Instead of going to the hotel to change, dlistraight to the conference
venue.

M: Sorry, | didn't catch that. Do you want to chartige hotel?

E: No, no. | was saying | don't have time to cleamy clothes at the hotel.
| need to go straight to the conference venuel BuHello?

M: Hello?

E: We got cut off. | don't know what happened. Ye®ed to go straight to
the venue. I'll see you at the registration deswat

M: | understand. I'll meet you at two o'clock a tlegistration desk.

E: Exactly.

M: Thanks for letting me know.

E: OK, | have to go now. | have another call tckené&bee you at two. Bye.

In the next dialogue Erik has some good news for iéa
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E: Hello? Maria? It's Erik here.

M: Hi Erik. Nice to hear from you. It sounds likeyre having a party! Can
you speak up a bit?

E: I'm calling from a restaurant. It's very naisyhere — I'll just go outside.
(...) Can you hear me now?

M: Yes, that's fine now.

E: Good. | was just calling to tell you the newsat the contract. We got
it! We got the contract!

M: Fantastic! That's wonderful!

E: They're going to pay two hundred and fifteesuand.

M: Did you say two hundred and fifty -- five, zero?

E: In your dreams! No, two hundred and fifteeane, five. It still gives us
a very good margin.

M: And did they agree to the time schedule we psep@

E: Well, | had to move a little on that in thealissions.

M: What exactly do you mean by 'move a little'?

E: | said that we could start work in early Mageid finish the installation
by the middle of April.

M: Now, wait a minute. Let me just check that | arstand. Are you saying
that we have just six weeks to do the whole job?

E: That's right.

M: | see. That's going to be difficult, you know.

E: Well, there is a way we can do it. Look, myt&atis very low. | think
we're going to get cut off. I'll give you a calhtorrow.

M: OK. Great news anyway. Thanks for calling. Bye.

The phrases you need

Comprehension problems
I'm sorry, | don't understand.
Can you speak more slowly, please?

Ask for repetition

Can you repeat that?

Sorry, | didn't catch that.

Would you mind saying that again?
Did you say fifty, five-zero?

15



Clarify

What exactly do you mean by ... ?

Let me just check that | understand. Are you saiyiag.. ?
Can | just go over that again?

Active listening

Right. /| see. /| understand. / OK.

Really? / That's interesting.

(confirming) Exactly. / Yes, that's right. / Cortec
(pleasure) Great! / Fantastic! / That's wonderful!

Technical problems

Can you speak up a hit?

It's a really bad line. You keep breaking up.

My battery is very low. | think we're going to gat off.

It's very noisy in here. I'll just go outside. Cayu hear me now?

Returning after problems
We got cut off. | don't know what happened.
Sorry about that. Where were we?

Exercises

1 Make phrases by matching an item from each column

(first dialogue)

1 It's areally breaking up.

2 You keep cut off.

3 ldidn't go now.

4 We got letting me know.
5 Thanks for bad line,

6 | have to catch that.

(second dialogue)

7 Can you speak hear me now?

8 Il just go up a bit?

9 Can you check that 1 understand
10 What exactly outside.

11 Let me just do you mean by ...?
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12 Are you saying get cut off.

13 My battery a call tomorrow.
14 We're going to that ...?

15 I'll give you for calling.

16 Thanks Is very low.

2. Fill in the letters to make phrasal verbs. Thefahitions are given to
help you.

______ . | don't know what happened.

(= interrupted in the middle of the call becauseadtephone line stopped working)
2. Canyou a bit?
(= talk more loudly)

3. It's areally bad line. You keep

(= your voice is dividing into short separate ne)se

4. Canljust that again?
(= repeat a series of things in order to understiaich)
5. Please . while | get a pen.

(= wait a moment)
6. I've been trying to call Erik but | can't
(= succeed in talking to him by phone)

3. 'Active listening' is very important in a telepime call. Put the phrases
in the box under the most appropriate heading inetttable at the top of the
next column.

And why was that? Did you? Exactly.
Great! Half a million euros! Has she?
Right /| see / Sure. So what did you do? Shaght.
That's wonderfull  Vietnam! Yuh/Mmm / Uh-huh.

Little words and noises Auxiliary + pronoun

1 7

2 8

Confirming Key words (as an echo)
3 9

4 10

Showing pleasure Asking for details

5 11

6 12

17



4. Use a word or phrase from exercise 3 to comptétse telephone re-
sponses. Find a solution that uses one example freseh category except 'Little
words and noises'.

1 Guess what! We got the contraGtieat!

2 Well, I've heard that they're moving all theioguction to Vietham.

3 Before we finish, did you know that Laura hasrbpeomoted to Market-
ing Director?

4 So what you're saying is that sales are probgdalyg to be below target
this quarter.

5 Anyway, | looked everywhere but | couldn't firdetUSB stick with my
presentation on it.

5. Erik ends the first dialogue by saying 'OK, | faa to go now. | have an-
other call to make'. Put the words below into ordermake other phrases to end
a call.

1. I'll stop to have there. | have to see me waitmmeone.

2. it's talking to you nice been. And I'll send theag¢iyou wanted by details. Bye.
3. anyway, you | won't any keep longer. I'm busy ye@slire.

4. is there help you with | can anything else today?

Read the dialogues aloud. Do it by yourself or witla colleague (chang-
ing roles at the end). Practise several times ungjou're fluent.

6 Speaking practice: listen and repeat. Repeat epbhase you hear and
then listen to check.

Yueonblii 3jiement 4 (Y — 4)
Telephoning — arranging a meeting

In the dialogue below Monika (M) calls Liviu (L) tarrange a meeting.

M: Hello. I'd like to speak to Liviu Balanescu, ate.

L: Speaking.

M: Oh, good morning. My name's Monika Dannemann lasent you an
email last week about the construction projectuciirest.

L: Oh, yes, of course. Nice to hear from you, NtaniYour email sounded
very interesting. And I'd like very much to meetyto discuss it further.

M: That's great. What day would suit you? I'll IleBucharest from the
eighteenth to the twenty-first.

18



L: Let me just check. What about Tuesday the egm@h?

M: That sounds fine. What time would be good fou¥yo

L: Shall we say two pm?

M: I'd prefer a bit later if you don't mind. Coule make it three?

L: Perfect. We can meet here in my office on Tagsithe nineteenth at
three o'clock.

M: And where exactly is your office?

L: It's in the centre — it's very easy to getlibsend an email to confirm
the meeting and with a link to our website. Yofild a map and a lot of other
information on there.

M: Very good. | look forward to meeting you on thieeteenth.
L: Bye, and thanks for calling.

In the next dialogue Liviu's secretary (S) calls Mika (M) to change the
arrangements.

S: Good morning. Is that Monika Dannemann?
M: Yes.
S: Oh, hello Monika. This is Mr Balanescu's seaketHe asked me to call

you. Unfortunately Mr Balanescu can't make the mgetith you on Tuesday the
nineteenth.

M: Oh, | see.

S: Yes. He apologizes — he has to be out of theeddll day. He suggests
that you meet the following day instead.

M: The day after? OK, that's no problem. What tane you thinking of?

S: Any time in the afternoon — whenever is congehior you.

M: How about three o'clock again?

S: That sounds fine. Three o'clock on the twemtidtist give your name at
reception and I'll come down to meet you. And lonrg again about the change.

M: No problem at all. Goodbye.

The phrases you need

Refer to last contact
| sent you an email last week.
We met at the conference and you gave me your card.
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Open suggestions

Can we meet up?

What time would be good for you?
What time are you thinking of?

Concrete suggestions

What about next Tuesday?

How about 9 February?

Shall we say...?

Could we make it... (instead)?

Would eleven-thirty suit (= be convenient for) you?

Responses

Yes, that's fine. / That sounds fine.

I'd prefer a bit later if you don't mind.

No, sorry, (BrE I'm afraid) | can't make it then.
My schedule is quite full that day.

Confirm
Perfect. We can meet here on ... (day) at ... {time
I'll send an email to confirm the details.

Change arrangements

Unfortunately | can't make next Tuesday. I'm ouhefoffice all day. How
about...?

We have an appointment for two, but | can't make tihat time.

Something urgent has come up. Can we reschedule?

I'm sorry again about the change. | hope it's nptablem for you.

Exercises

1. In the telephone call below, Andy (A) calls Bale(B) to arrange a
meeting. Comptete the dialogue with the words ie thox.

a little more depth be my guest by the wayouf don't mind instead
meet up shall we say sounds fine suit ybinking of this is
two blocks away
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A: Good morning, is that Bulent Gul?

B: Yes.

A: Oh hello,* Andy Cutting here. We met at theaonf
ence in Istanbul last week. We were introduced byANf.

B: Of course, | remember very well, we exchangesirmss cards. How are

you Andy?

A: Fine. Fine. Look, I'm going to be in Istanbulaag at the end of next
month. Can wé sometime? We can talk about your plans for the
future in® , and | can show you how our companyacdahvalue to
your ideas.

B: Yes, it would be a good opportunity to talk somere. What day are
you* ?

A: I'll be over there from the twenty-eighth to tiétieth of October.

B: Which of those days woufd best?

A: ° Tuesday the twenty-ninth?

B: That’ . What about the time? Is nine o'clokR

A: I'd prefer a bit later? . Could we make it eleven
o ?

B: Perfect. I'll see you here at my office at efeweclock on Tuesday the
twenty-ninth. And afterwards | hope that you Will for lunch.

A: That's very kind of you. | would really like th&hank you very much.

B: OK. Oh,* , do you know how to find our offize

A: If | give your card to the taxi driver, will tiyeknow the address?

B: Yes, they will. It's in the business districjust *2 from

the Marriott.
A: OK, I'll find it. Goodbye.

2. In the next call, Bulent calls Andy to changedlarrangements. Com-
plete the dialogue with the words in the box

can't make it come up fits my plans for thetof year
Il look over there reschedule sorry again
still open these things happen would be good

B: Hello Andy. This is Bulent Gul here - from Istan.
A: Oh, hello Bulent. How nice to hear from you! Hawe things
in Turkey?
B: It's very hot - much hotter than us@al . What about the UK?
A: We're having a lovely autumn. | can see thestfemm my window.
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B: Very nice.? , Andy, I'm calling about our meetinghet &€nd
of the month. Unfortunately on the twenty-ninth. Something ur-
gent has .

A: Don't worry about thaf. .

B: Can we’ ? Are you free the previous day - the NMgfid

A: Let me just check. Yes, that's fine. | have ppantment but the timing
is ® . What tim& for you?

B: The same time? Eleven?

A: Yes, that's fine.

B: Good. I'm™ about the change. | hope it's not a profdeyou.

A: No, no problem, | can make it on the Monday. usdly it ™
quite well.

B: OK. | 2 see you on the twenty-eighth and Htlsen email
to confirm.

A: See you then. Bye.
3. Can you fill in the missing word?

An IS an arrangement to see sonaoaeparticular
time, especially for a business meeting or a psidesl service.

Read the dialogues aloud. Do it by yourself or witla colleague (chang-
ing roles at the end). Practise several times untyou're fluent.

4. Speaking practice: listen and repeat. Repeatrephrase you hear and
then listen to check.

Yueonblii 3jiemMent 5 (Y9 — 5)
Telephoning — complaints

Read the dialogue below. A customer (C) calls adigy (S) to make a
complaint.

C: I'm calling in connection with my order, refecemumber LNOO64.

S: Thank you. Please wait one moment while | byiogr details up on the
screen. ... OK. For security purposes, can youirconfour name and the com-
pany name please?
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C: Yes, it's Mr. Chen from Zed Technika.

S: That's fine. How can | help you today?

C: | have a complaint. We received the order thisnimg but you only
shipped 80 pieces. The order was for 100 pieces.

S: I'm sorry to hear that. Can you leave it with?nii# look into it and get
back to you this afternoon.

C: No, I'm sorry, that isn't good enough. We né&ede items urgently. | want
you to authorize the shipping of the missing 2@gseand then send them today.

S: | understand how you feel. But | do need to khacthis end and see
what's going on. I'll call you back within an hoand of course we can send the
pieces again if necessary.

C: What do you mean 'if necessary'? Can | have yaone please?

S: Yes, of course, it's Sandra Lewis.

C: OK, Sandra, | expect your call by twelve o'clatkhe latest. Goodbye.

In the next dialogue Sandra returns the customecail.

S: Oh hello, is that Mr. Chen?

C: Speaking.

S: This is Sandra Lewis here, from Shiro Semicotatagccalling you back
about the missing pieces.

C: Oh yes.

S: | do apologize once more, Mr. Chen, but | hasedgnews for you. I've
had a word with the warehouse and it seems thdyaspartial order — they only
had 80 pieces in stock. However they do now haveempeeces. I'll make sure
that the missing items are sent to you this aft@nriny special delivery.

C: OK.

S: I'm sorry again for any inconvenience this rassed.

C: OK, it's sorted out now. Thank you for your help

S: Is there anything else?

C: No, that's all. Goodbye.

The phrases you need

Make a complaint

I'm calling in connection with my order, referenugmber...

We received the order this morning but you onlpséd .., pieces.

We still haven't received the ... There's a fatil the...

There seems to be a problem with the invoice ding,ghat isn't good enough.
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Show understanding

I'm sorry to hear that.

| do apologize.

| understand how you feel.
I'm sure we can sort it out.

Get the facts

What exactly is the problem?

Do you have a reference number?

| need to ask you a few quick questions.

No action
It's not our policy to ..I understand exactly how you feel, but it's not our
responsibility to..

Promise action

Can you leave it with me? I'll look into it and @eick to you this afternoon.
| need to check at this end and see what's going on

I'll call you back within an hour. Is that OK?

I'll send a replacement immediately by speciahvaeyi.

It should be with you tomorrow.

I'll make sure that...

End the call
I'm sorry again for any inconvenience this has edus
If you have any more problems, please let me know.

Exercises

1. Make phrases by matching the beginning of eaemtence 1 — 12 with
its correct ending a — I. Not all the phrases appepposite.

I'm calling in ...

We received the order but you only ...
The machine arrived but there's ...
We still ...

The printer isn't working ...

One of the items was damaged ...
There's an intermittent fault ...

NoagkwhE
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8. The quality isn't as good as ...
9. You sent me a new part ...
10. There seems ...

11. | keep emailing you but ...
12. I'm sorry, that isn't good ...

on the control panel.

connection with my order number LN0O064.
to be a problem with the invoice.

your original sample.

| just get automatic replies.

shipped 80 pieces.

in transit.

haven't received the goods we ordered.
enough.

but it doesn't fit.

properly. It's been fine up to now.

no instruction manual.

- X" T OoDKQ "0 o O oTY

2. Match each complaint above to a response beMfnite the answer as
‘number + letter'.

1. Thank you. Please wait one moment while | bring getails up on the screen.

2. | see. Is it still under warranty?

3. I'm sorry about that. I'll put you through to thezaunts department and
I'm sure they can sort it out.

4. Really? That's very strange. I'll send you a pdebyail right now and
put a paper copy in the post as well.

5. | understand how you feel. But | do need to checthia end and see
what's going on. I'll call you back within an hour.

6. OK. | need to ask you a few quick questions tadrgiagnose the prob-
lem. Do you see any flashing lights on the disp¥ayle the fault occurs?

3. Make phrases by matching an item from each colum

1. Can you leave to you this afternoon.
2. [I'll'look apologize once more.
3. [I'll get back it with me?

4. | understand to check at this end.
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5. Ineed how you feel.

6. Ido into it.

7. I'm sure we can word with the warehouse.

8. What exactly sure the items are sent to you

9. Sorry again sort it out.

10. Il send a Is the problem?

11. I'l make replacement immediately.

12. I've had a for any inconvenience this has caused.

4. In the second dialogue Sandra tries to minimib& problem by using
'seems': It seems they sent a partial order. Rewtite sentences below so that
they minimize a problem. Use the words in brackets.

1. There's a problem with our suppliers, (I think Arba / issue).

2. It's going to be difficult to send a techniciandagd(not / easy).

3. There will be a delay while we process the newmaeight / short).

4. There is a problem with the invoice, (there / setbes/small).

5. | need to speak to my level two supervisor aboig, thust / have
a quick word with).

6. It would be easier for you if we simply issued amavoice, (wouldn't?).

5. This sentence refers to promising actioril investigate it, find an an-
swer, and call you again tomorrowill in the missing letters to write a sen-
tence with the same meaning using phrasal verbs.

'l | [ it,s __ito__,andg__ b t youtomorrow.

Read the diajogues aloud. Do it by yourself or witta colleague (chang-
ing roles at the end). Practise several times ungjfou're fluent.

6. Speaking practice: listen and repeat. Repeatleatirase you hear
and then listen to check.

Yueonblii 3j1emMenT 6 (YI — 6)
Telephoning — review

1. Fill in the gaps with the words in the box.

| back back for from in in on on ofit over with
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1. I'm calling connection yourgdiertisement.
2. How nice to hear you!
3. Thanks calling.
4. Can | put you hold?
5. Sorry, she's the office.
6. Sorry, she's another call.
7. Can you ask him to call me ?
8. Isthat'i' as Italy?
9. Let me read that to you.
10.Can | just go that again?
back by for for into of off on upp with with
11.Just bear me a moment.
12.Can you speak a bit?
13.It's a bad line. You keep breaking :
14 We got cut . Where were we?
15.What time would be good you?
16.What time are you thinking ?
17.Can you leave it me?
18.I'll look it and get to you.
19.1 need to check and see what's going :
20.I'll send a replacement special delivery.

2. Match each phrase 1-8 with a phrase a-h withiengar meaning.

Yes, this is (your name) here.

Please wait a moment.

I'll ask her to get back to you.

Would you like to speak to ...?

Can | take a message?

Can | just repeat everything to check?
Can you repeat that?

Yes, that's right.

©NOoOOGAWNE

Let me just read that back to you,
Shall | put you through to ... ?
c Just bear with me.

(@pge]
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Sorry, | didn't catch that.

Would you like to leave a message?
Speaking.

I'll ask her to call you back.

Exactly.

oQ 00

3. Complete the conversation below using phrasesrfrthe previous ex-
ercise. The conversation is betweer a receptiorfR}, a secretary (S) and
a caller (C).

R: Good afternoon, Pharma International. How claelp you?

C: Can | speak to Roberta Jarvik, please?

R: I'll try her number for you. ... Sorry, theras answer-
for a moment while | try another extension. ... Bl no answer’
her secretary?

C: Yes please.

S: Good afternoon, R&D department.

C: Oh, hello, is that Ms Jarvik's secretary?

S:®

C: I was hoping to speak to Ms Jarvik today. Do goaw when she will
be available?

S: I'm afraid she's out of the office all day. ?

C: Yes, please. Can you tell her that Yi Sang dafi®mm Seoul Hospital.
It's about your new heart drug.

S:® . Can you give me your name agaasefe

C: Yes, it's Yi Sang. That's Y-I, new word, S-A-N-G

S: OK, got that. And the message?

C: I'd like to talk to her about your new heartglrlihe one that has just
passed phase three clinical trials. We might ler@sted in getting involved in
phase four trials. | need to speak to her perspaalbut this.

S: Right.° . Yi Sang called from Seoul Hospitaluabloe
new heart drug. It's about the phase four clinicals.
C 7

S: Does she have your number?

C: Yes, she does.

S: Fine® tomorrow.

C: Thank you very much for your help. Goodbye.
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When you finish, read the conversation aloud. Ddoy yourself, or with a
colleague (changing roles at the end). Practiseesal/times until you're fluent.

4. Complete the conversation using the words in dkets. Nikos (N)
calls Mr Slavicek (S). The receptionist (R) answers

R: Good morning, NutriFruits. lvana speaking. (how / help).
N:* (I / like / speak) to Mr Slavicelegse.
R: Please hold (while / try / connect).

S: Milan Slavicek.

N: Hello Mr Slavicek. This is Nikos Karouzos frome\&n Seas Shipping.

S: Nikos!? (how / nice / hear fror)! (how /
things / Athens)?

N: Fine, fine. And in Zagreb?

S: Good. We're very busy at the moment — lots of besiness. It seems
that everyone wants fruit from Croatia these days.

N: That's good to hear. LookR, (this / good time / talk)? Do
you have a second?

S:° (just / give / moment) while lisinsomething.
OK.’ (ahead).

N: 8 . (reason / calling) because of yout skeyment that
we're handling. It's for four containers, at the ehNovember.

S: Yes, that's right.

N: Well, ° (thought / might) interested in a wagave a bit
of money.
S 10 (course), Nikos, I'm always interestezhving money.

N: We have a small ship leaving Dubrovnik one weakKier. We have
some space on that ship for your containers.

st (let/just check / understand). Are saying that if we
can send the containers one week earlier, therdevi different price?

N: Exactly. For every container that you send om darlier ship, we'll
give you a 2 % discount on the price we quoted.

S: 2 (just / go over / again)? You mean ithae send all
four containers in mid November, we will get a tatiscount of 8 %?

N: That's right.

S: OK, that's very interesting, but | can't givauyan answer right now.
(I / get back / you) in a day or two.
N: That's fine.
s: M (is / else) we need to discuss whilérgan the line?

13
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N: No, | don't think so. That's all.
S: OK, Nikos,* (thanks / calling). Nice talking to you.
N: (It's / nice / talking / too). Bye.

When you finish, read the conversation aloud. Doby yourself, or with
a colleague (changing roles at the end). Practisgeral times until you'rdluent.

5. Read the dialogue about arranging a meeting. ©ke the best vari-
ant to fill the gaps below.

Ann: Hi Jim - Ann.

Jim: Hi.

Ann: Jim — we need to meet up sometime to distesErankfurt Trade Fair.

Jim: OK. What timé be good for you?

Ann: What about Monday?

Jim: Let me see. No, sorry, | cah't then. Could we meet
on Tuesday ?

Ann: My schedule is quité on Tuesday, but Ifree later in
the afternoon.

Jim: OK. What time would you best?

Ann:® we say 6pm? Or is that too late?

Jim: Well, it is really. I'd prefer a bit earliénjou don't’
Ann: Is five OK?

Jim: Yes, that® fine. That's much better,

Ann: Perfect™ send an email to confirm

Jim: OK.* calling.
1 A I'm B thisis C hereis D speaking
2 A should B could C would D can
3 A thenext B atnext C onnext D next
4 A make B make it C be D arrange
5 A alternative B inplace C instead D instead of
6 A full B  occupied C complete D engaged
7 A convenient B suit C prefer D advantage
8 A will B shall C how D what
9 A mind B care C worry D trouble
10 A could be B seems me C feels D sounds
11 A | B Id c D I'm
12 A Thanksfor B Thanksfor C Ithankyou D Nice

you
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MOoJYJIb 1l. BUSINESS CORRESPONDENCE

YACTb 1.
BUSINESS LETTERS

Yueonblii jement 1 (YOI — 1)
Parts of a letter, beginning and ending

1A Study section
1.1. Interfon looks for new agents

Interfon, Inc., USA, is looking for new business tbey sent a letter to
their bank’s branch in Bahrain. They received gy shown.

INTERFON INC.
Interfon, Inc.

1677 Sea Harbor Drive
Orlando, Florida 35509

USA
Eastern Bank
PO Box 3455
Bahrain February 8, 2010
Gentlemen:

We are writing to inquire about agents for our pd in Bahrain. Your
branch in Orlando, Florida, has told us that yoy tma able to help us.
We are a large manufacturer of mobile telephonégprésent, we export to
Europe and Latin America, but we would like to s&porting to the Arabia
Gulf.

Could you please forward this letter to any comeaim Bahrain that might be
interested in representing us? We enclose somerafatalogs.

=)

Sincerely yours,
Rabent §. Winston
Robert J. Winston

Export Division
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EASTERN BANK

PO Box 3455 TIx 3467 ICB
Bahrain Tel. 254809
Mr. Robert J. Winston 20 February 2010
Export Division

Interfon, Inc.

1677 Sea Harbor Drive
Orlando, Florida 35509
USA

Dear Mr. Winston

We have received your letter of 8 February, enggiabout agents for yot
products.
We have passed your letter on to the following canmgs who will contag
you direct:
Arabian Electronics PO Box 26180 Bahrain;
Gulf Communications PO Box 348 Bahrain.

We hope that this will help you.
Yours sincerely

I
Husain Dhaif

Corporate Section

Dear Mr. Winston: used after the opening in American English.

Gentlemen: in American English, the opening sometimes usea to
company instead of ‘Dear Sirs’.

Catalogs: British English: catalogues.

Sincerely yours: British English: Yours sincerely / Yours faithfully

Inquire: ask.

Forward: send further, pass on.

1.2. Arabian Electronics replies
Sometime later, Interfon received this letter frérabian Electronic

They wrote back straight away.

S.

1. What did Arabian Electronics want to know andimaas Interfon’s answer?

2. Did Mr. Winston enclose the brochures with kisdr?
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ARABIAN ELECTRONICS
Dear Mr. Winston

Agents in Bahrain

Eastern Bank has passed us your letter of 8 Fgbruar

We are interested in importing mobile telephonas\aa would like to receiv
some more information. Please could you confirnt the prices in your cata-
logue are still correct.

We look forward to hearing from you.

D

Yours sincerely
M a. Al Yalahma

M A Al Jalahma
Managing Director

PO Box 26180, Manama. Bahrain.Tel. 2564 73 TIx. 9452AEEE

Confirm: repeat, say that something is correct.

INTERFON INC.

Dear Mr. Al Jalahma:
Agents in Bahrain

Thank you for your letter dated March 3.

| am pleased to send you some of our brochuresrisegarate cover. | can
confirm that the prices in our catalog are cortatttl the end of December.
| am visiting the Middle East soon and | will cocitgou again shortly to ar-
range a demonstration of our products.
Meanwhile, please do not hesitate to contact iyeufhave any further questions

\J

Best Regards,
Rabert §.Winston
Robert J. Winston
Export Division
Under separate cover:in another envelope.
Hesitate: delay because you are not sure.

33



1.3. Parts of a letter
Most letters have three parts.

Dear ...

An opening
This says why you are writing.

The main message
This gives the detalils.

The close
This usually talks about the future.

Yours faithfully / sincerely etc.

1.4. Beginning a letter
Here are some ways to begin a letter.

We are writing to enquire about ...
We are writing in connection with ...
We are interested in ... and we would like to know ...

1. How would you start these letters?

a) You want to know the prices of some air condigirs.

b) You saw an advertisement in the newspaper rgksteand you want
further information.

c) You want to know if the company you are writittggorganizes holi-
days to Africa.

If you are answering a letter, you can start:

asking if ...
Thank you for your letter oflate), enquiring about ...
We have received your letter afgte), enclosing ...
concerning ...

2. How would you start your reply in these situasi®

a) A company wrote to you on 23 July. They wartte#now if you sell
photocopiers.

b) A man wrote to you on 18 December. He wantegleyment with
your company. He also sent his curriculum vitae.
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c) A company sent you a telex on 3 June. They @it know if you
were going to the marketing conference in London.

d) A lady telephoned you this morning. She wartteéinow if her order
No. 599 had arrived.

1.5. Ending a letter
Here are some ways to end a letter.

| look forward to receiving your reply / order /golucts / etc.
Looking forward to hearing from you.

If you gave some information in the letter, you céose:

| hope that this information will help you.
Please do not hesitate to contact me if you negduather information.
Please feel free to contact me if you have anyhéurgjuestions.

1.6. Practice

Here are the main messages from four letters. @hties correct begin-
ning and ending from sentences (a) — (h) and tldeh™éours faithfully / sin-
cerely’ or ‘Best wishes'.

Dear Sir

We are happy to tell you that the above-mentioredpany has always paijd
our bills on time. We have never had any problentis them.

RF-Emith
R J Smith
Manager

Dear Mr Hugo

We sell three kinds of water heaters. The pricestdl. 450 (150 litres), Dfl
680 (200 litres) and Dfl. 740 (250 litres). | ers#osome brochures.

an v Oos
Jan van Oos
Sales Department
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Dear Peter

| am sorry that | was not in the office when yongabut here is the informa-
tion that you wanted. The address of our branc8imgapore is 54 Liu Fang
Rd, Jurong Town, Singapore 2262. The manager isSNRushford.

]a[m
John Blake

Dear Ms Wilson

| would be very happy to meet you in my office tve iday you suggested, 1
August, at 11 a.m.

Faeending
F G Bending
Representative, South East Asia

a) Thank you for your telephone call today, enggirabout our prices.

b) Looking forward to seeing you.

c) Thank you for your letter of 16 February, conogy Arabian Electronics.

d) | look forward to receiving your order.

e) Thank you for your telephone call today.

f) Thank you for your telex of 18 July, concernymur forthcoming visit
to Hong Kong.

g) | hope that this information will help you.

h) Please feel free to contact me if you need afgrmation about our
other branches.

1.7. Letter practice

1. Write a letter to Data Services Ltd, 57 West dRd@axton, PX3 7JA.
You want a word processor and you would like tovknbthey rent them. You
need a small machine with a very good quality prinEollow this plan:

— Dear ...

— Open the letter. Say what you are writing about.
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— Tell them exactly what you need.

— Close the letter.

—Yours ...

— Sign in with your name and title (Office Manager)

2. You are the Personnel Manager at the Provifsalrance Co. You
have received this letter from Miriam Montilla. Wéiback to her and ask her to
send you her curriculum vitae (CV) so that you manew her experience.

Dear Sir

| am writing to enquire if there are any vacanaregour office for a bilingua
secretary (Spanish-English).

| have over ten years’ experience in office worcluiding four years with the
National Bank of Mexico. At present, | am workingy fAutomoviles Mexicar
nos in Guadalajara but I will soon move to Mexiaty@o live.
| look forward to hearing from you.

Yours faithfully
Miriam Montilla
Ms Miriam Montilla

Follow this plan:

—Dear ...

— Open the letter. Say what you are writing about.

— Ask her to send you her CV (Please could youTel).her why you want it.
— Close the letter.

—-Yours ...

— Sign it with your name and title (Personnel Maeag

1B Activity section: A business trip

1. Jun Mizuno is a representative of Nagakura Btananufacturer of
electrical equipment. He is planning a trip to $obast Asia to visit some cus-
tomers there. He wants to visit Leefung Plastiak latho have their head office
in Hong Kong and a subsidiary in Singapore. Heeetlage letters that he wrote to
make appointments.

a) How exactly does he say that he wants to meatddresses?

b) What information does he want from Leefung ingaipore?

c) How exactly does he ask for the information?
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Nagakura manufacturers of electrical equipment

Dear Sir

\U

| am now planning my forthcoming trip to South EdAstia and | would bg
very pleased if we could meet to discuss the negeaf Nagakura products.
| hope to be in Singapore on March 9 and 10. Wdaub& convenient to visit
you on March 10 at 11.30am? | would also be gratéfin your reply, you
could tell me exactly where your offices are lodate

| look forward to your reply.

Yours faithfully
agMizuno

Jun Mizuno
Technical Sales

Nagakura manufacturers of electrical equipment

Dear Sirs

\U

| am now planning my forthcoming trip to South EdAstia and | would bg
very pleased if we could meet to discuss the negeaf Nagakura products.
| hope to be in Hong Kong between March 12-13. Watbe convenient tp
visit you on March 12 at 11.00am?
| look forward to your reply.

Yours faithfully
aMizuno

Jun Mizuno
Technical Sales

d) What would Jun Mizuno write if he wanted to te following?
1) have dinner with the addressee
i) invite the addressee to try out a new product
e) What would he write if he wanted to know thddwaing?
1) the name of a good hotel
i) the distance from the airport to the city aent
2. Just after he sent the letter to Leefung Pfastid in Hong Kong he re-
membered that he needed some more informationsenhéhem the following letter.
How does he mention the letter he has already sent?
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Nagakura manufacturers of electrical equipment

Dear Sirs

| hope you have now received my letter of Janu&ycbncerning my forth
coming trip to Hong Kong.

| would be very grateful if, in your reply to thigtter, you could give me th
address of your office in Bangkok and the namdnefrhanager.
Looking forward to seeing you,

Yours
agMizuno
Jun Mizuno

e

Technical Sales

Yueonblii 3jemMenT 2 (YI — 2)
Referring, giving good / bad news,
saying what you can and cannot do, giving reasons

2A Study section

2.1. Two letters giving news
As you read these two letters, try to answer thestjons below.

Jakarta Furnishings

Dear Mr. Long
Order 2789
| am writing in connection with the above-mentioeder for office furniture.

We regret to inform you that we are unable to dglithe Linton filing cabi-
nets on time. This is as a result of problems asapplier’s factory.

With regard to the lamps and desks, we will delittee goods before 1
March, as agreed.

With apologies,

3
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Yours sincerely
S Basaki
Mr. S Basuki

Manager

DATA SERVICES

Dear Ms Williams

Further to our telephone conversation yesterdayn ldelighted to advise yd
that we are now able to reduce the price of oucPeamputers by 10%. Th
is due to the recent fall of the US dollar.

We look forward to receiving your order.
Yours sincerely

J R Ftutten
J Hutton

u
IS

Sales Manager

What do the writers say when they want to:

a) refer to the last time that they contacted edbhr?
b) give some good or bad news?

C) give a reason?

2.2. Referring
Here are some ways to introduce the subject ofether.

With reference to ...,

Furtherto ...,

With regard to ... ,

| am writing in connection with ...

Note: You should not start a letter with ‘with regard to

How would you start a letter about each of theolelhg?
a) an invoice (No. 679) for a photocopier

b) a meeting you had with the addressee on Jaim. 16t
c) an advertisement ifhe Timesewspaper

d) an application for a post as secretary in yamgany
e) a telex order for six computers that you reaktoelay
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2.3. Giving good / bad news

good news pleased tell
| am | delighted | to inform you that ...
happy advise
bad nevs tell
I regret to inform you that ...
am sorry :
advise
We regret that ...

Complete these sentences using phrases for refeand giving good or bad
news.

a) your order for some cupboards,
we have had to increase the price.
b) your application for a poseasetary
that we would like you to stantkinas soon as possible.
C) your applicatioa fowst as secretary.
you were not successful.
d) our telephone cortgrshais morning,

that your car is nodyréa you to collect.

2.4. Saying what you can and cannot do:

We are unable to ...
We are able to ...
We have been forced to ...

A company has written to you to ask you to redumar\prices and to ask
you if you will accept payment in Egyptian pountd®w will you give them the
following information?

a) You cannot lower your prices.

b) You have had to raise your prices because tlvergment has in-
creased the sales tax.

c) However, you can give them a discount of 5%t order is for more
than $2,000.

d) With regard to their second question, you caratmept payment in
Egyptian pounds but you can accept US dollars oogu
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2.5. Giving reasons:

This is owing to ...
due to ...
as a result of ...
because of ...
Notes: — ‘owing to’ is normally only used for bad news.

— If you want to use a verb after these phrasestlaeldact that... .
e.g. This is due tthe fact thathe dollar has fallen.

Using the information given and phrases from 2 a.5., write com-
plete sentences as in the example. Be careful (@)ttand (). (See the second
note above.)

a) increase prices — fall of the dollar

We have been forced to increase our prices. Thiswgang to the fall of
the dollar.

b) delay the delivery of the goods — strike byiagrlpilots

c) increase all salaries by 10 % — rise in sales

d) cut all salaries by 10 % — fall in sales

e) cannot deliver your new order — we have notivedeyour payment
for the last order

f) cancel the meeting — a lot of staff have beken il

2.6. Letter practice

You are a sub-manager of a bank. There has beleange in government
regulations. Interest rates have increased to I2%dposits and 14% for loans.
Write a short letter to:

a) customers who have deposit accounts at youchran

b) customers who have a loan from your branch.

Follow this plan:

date
Dear Sir or Madam
— First, put a heading.
— Next, say what you are writing about.
— Then give the good or bad news. Say what you haddddo or can do.
— Give the reason.
— Close the letter.
— Finally, sign it and give your name and title.
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2B Activity section: Holiday time

1. Western Travel Agency has to arrange a tripafgroup of 25 peopl
They have found two companies that organize tauhgexico.

e.

a) Which company is the cheaper if the group isefing in July and

wants double rooms with private facilities?
b) Do both companies use the same airline?

Sun Expresstakes you to Mexico
14 nights

This year Sun Express is organizing the best Maxndiday ever! You'l
have a chance to see the Aztec Mexico, the Mayadachland the Spanish Col
nial Mexico as we take you from Mexico City rigluveh to the south.

Prices are per person and include accommodatiarsuperior class hg
tel all meals. All rooms have private facilities.

Departures every Saturday.

June: £1,200 July: £1,450 August: £1,575
Supplement for a single room: £200

Please quote tour no. 5210 when booking.

All flights with Pekar Airways direct to Mexico.

Experience Mexico

No-one knows Mexico like Golden Holidays! Come withon our tour of thi
fabulous country and you’ll see sights you've nesdieramt of ... like the Ma
yan pyramids at Palenque, Chichen-ltza and Uxmadike .the sparkling blué
water and white sand of the Caribbean ... like thatiex) atmosphere of Ace
pulco ... and much much more!

Price: £1,300 including flights, dinner, bed an@dkfast and all excursiot
for 15 days.

Supplement for a single room £175
Supplement for private facilities £75
Carrier: Stanley Air

Departures every Tuesday in June, July and August.
with GOLDEN HOLIDAYS
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Carrier (here) airline.
Private facilities:private bathroom and toilet.

2. Western Travel contacted each company to asktabaliscount for

large groups. They received these replies.
Which company is the cheaper now?

SUN EXPRESS

Dear Ms McEvoy
Tour 5210

Thank you for your telephone call today, enquiraigput discounts for groups

on the above tour to Mexico.

We are pleased to advise you that we are ablefén afspecial discount of

10 % for groups of more than 20.
We look forward to receiving your bookings.

Yours sincerely
Ponate Weira
Renate Weiss
Gales Manager

GOLDEN
We take you to the sun! HOLIDAYS

Dear Ms McEvoy,

Further to your call today, we are writing to a@vigu of our special rates f
groups on Tour 014A to Mexico.

We are able to offer a 12 % discount on the baswedor groups of mor
than 30. Unfortunately, we are unable to offer alists on any of the suppl
mentary charges.

Hoping this information will help you.
Yours sincerely,

Q Ruth
I. Ruth (Mrs.)

or

(D

Sales Supervisor
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3. The group leader, Mr. Daniel Thomas, decidetbhdok the Sun Ex-
press holiday. He sent the following letter of eonétion to Western Travel.
What special instruction did he give them?

Dear Sirs

| am writing to confirm the details of our conveiea yesterday, concerning a
group traveling to Mexico.

We would like to book 25 places on Sun ExpressdiagliNo. 5210, departing
14th July. If it is not possible to book with Surdeess, we would accept the
Golden Holidays tour. | will be away from home lidtine 2nd, so please take
any necessary action to make sure that a holidagaked.

Please find enclosed a cheque for £2,500 as aitlepos

Yours faithfully
Daniel Thomas
Daniel Thomas

4. Western Travel then made the booking with Suoréss.

Western Travel Agency
Dear Ms Weiss

Tour 5210

We are writing with reference to your letter of Mhy, concerning discounts
for groups on the above-mentioned tour.
We are happy to accept your terms and requestythateserve 25 places (in
the name of Mr. D Thomas on the tour departing ddlyNames of the group
members will be sent at a later date.

We look forward to receiving your confirmation.

Yours sincerely
G harlotte Mo vay
Charlotte McEvoy

5. Western Travel is now waiting to receive confitian from Sun Ex-
press. You will write the correspondence betweem Bxpress, Western Travel
and Golden Holidays.
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Yueonbrii 3jement 3 (Y9 — 3)
Requesting action, apologising, requesting informatn, telexes

3A Study section

3.1. Constucciones Jimenez ask about delivery

Constucciones Jimenez SA, Spain, ordered soms thain Haga Verk-

tyg AB, Sweden. They asked their bank for a latfecredit in Haga Verktyg
favour but after two months Haga Verktyg had st sent the goods.

'S

CONSTRUCCIONES JIMENEZ
Dear Sirs

We are writing in connection with our order no. 888r 5 Kraftborr drills.
As it is now more than two months since we openéattar of credit in you

soon as possible. We would also appreciate ituf gould let us know exact
when the goods will arrive.
We look forward to receiving the drills.

Yours faithfully
Jese Munoz
Jose Muioz
Manager
Haga Verktyg

Dear Sr. Moz

Thank you for your letter dated 13 May concerniogryorder for five of ou
drills.

We must apologise for the delay in shipping thideor This was due to ui
sent without further delay.
With apologies once again,

Yours sincerely
Jfrik Stenlund

Erik Stenlund
Export Manager

favour, we would be grateful if you could arrandgepsient of the goods as

foreseen circumstances. However, your order isgodealt with and will be

Yy

|1 =4
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In your favour: in your name, payable to you.

a letter of credit (I/c): a bank paper that guarantees payment.

unforeseen circumstancesan unexpected situation (This phrase is often used
when you do not want to give the real reason.).

1. What does Construcciones Jimenez want Haga Wetétdo?
2. How exactly does Haga Verktyg apologise?
3. Why hasn’t Haga Verktyg sent the goods?

3.2. Requesting action
Here are some ways to ask people to do somethingto

If it is urgent, add:
Please could you ... as soon as possible
We would be grateful if you could ... without delay
We would appreciate it if you could ...| immediately

Note:‘Please could you ..." is the most direct. You caa tiss when you
are asking for something usual.

1. These requests are all mixed up. In each senfmndhe words and
phrases in the correct order.

a) please / arrange / for ten o’clock / could Appointment / you

b) we / send us / as soon as possible / woulgduf/ the goods / be
grateful / could

c) we / without delay / appreciate it / you coufaak our bill / would / if

d) confirm / please / you / are the same / coytout prices / that

e) we / exactly when / appreciate it/ if you / \eblcould / tell us / you will
arrive

2. What would you write in the following situatichs

a) You have seen an advertisement in the newsp@paipost as office
manager. You want an application form.

b) The photocopier in your office has broken do¥ou want to have it
repaired quickly.

c) You have moved your office and you want the pdite to forward
your letters to your new address.

d) You want the telephone company to put anothept®ne in your of-
fice. You need it urgently.

e) You have written to a company and you want theeneply quickly.

3.3. Apologising

| We must apologise for ... / We apologise for ... / \Weextremely sorry for ... |
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Notes:—  Use the ‘-ing’ form after these phrases. e.g.aMeextremely sor
for losing your order.

ry

— You can also say ‘We are extremely sdhat ... e.g. We are ex-

tremely sorry that we lost your order.

Usually, it is polite to give the reason for th@lplem and then apolog
again at the end of a letter.

Please accept our apologies once again.
We hope that this has not caused you any inconvegie
With apologies once again.

ise

You have been passed these letters. What wouldwyite in reply?

(Apologise and give a reason.)

Dear Sir

| am writing in connection with your advertisementthe Daily Observe
newspaper for a post as shop assistant.
Please could you send me the application forms.

Yours faithfully
Mrs. R. Smith

I found this letter in Peter Brown’s desk. (#e is
awry L. It was sent bwo weeks nga./ 1M

WAINMAN (Printers) Ltd
Dear Sirs

Order 285
| am writing with reference to the above orderdtationery.

It is now three months since we delivered the gaodgou. We would bg
grateful if you could send us your payment withdelay.

Yours faithfully

H. Wainman
We sent them a cheque 2 menths ago
but we sent it to the wreng address!
Jem

-

117J

Owners: H Wainman and N. Lollerwicz
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3.4. Construcciones Jimenez writes to Haga Verktyggain

Constucciones Jimenez wanted some more informétoon Haga Verk-

tyg so they wrote again.
What exactly did Sr. Moz want to know?

CONSTRUCCIONES JIMENEZ
Dear Mr. Stenlund

Order 2886

5 Kraftborr drills.

livery of the goods. In particular, we would like know the name of the sh

date in Spain.
We look forward to hearing from you.

Yours sincerely
Jese Munoz
Jose Muoz
Manager
3.5. Requesting information

Please could you

We would be grateful if you could
We would appreciate it if you could
We would like to know (about/if) ...

let us know (about/if) ...
inform us (about/if) ...

If you want specific information, say:
In particular...
What would you write in these situations?

We have received your letter of 18 May 2010, coniogy the above order for

We were pleased to hear that you will ship thdsdithmediately. We would
appreciate it, however, if you could give us sommghfer details about the d’e—

ip
that you are using, the departure date from Sweaheihthe expected arrival

give us some further details about .|.

a) You wrote a letter to someone and they haveplied. You want to

know if they received the letter.

b) A businessman is going to your country. He wamts to get a visa
for him. You need all the details about his passfios nationality, date of birth,

where his passport was issued, and when it expires)

c) You want to know about the same businessmaigjktf(flight num-

ber, date and time of arrival).
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3.6. Letter practice
Last month, you replied to an advertisement innéespaper and you re-
ceived this letter back.

Dear Sir / Madam

Thank you for your recent letter, concerning thetpms Sales Supervisor |at
Excel Industries.

| am pleased to enclose the application forms ybatrequested. | would be
grateful if you could complete them and return tHerme as soon as possible.

If you have any further questions, please do nsitéite to contact me.

Yours faithfully
R Wang

P. Wang (Mr.)
Personnel Dept.

You have been ill so you could not reply immedmtéfou want some
more information about the post (holidays, workhmmurs and starting salary).
Write a letter asking about these things. Follois ftan:

— thank Mr. Wang for his letter

— apologise for not replying before now

— say why you did not reply

— ask for further details

— ask, in particular, about holidays, etc.

— close the letter

YueoHblii 2j1eMeHT 4 (YO — 4)
Making a mild complaint, making a point, warning,
making a strong complaint

4A Study section:

4.1. Intercity Bank writes to complain

Intercity Bank ordered some office furniture fromkdrta Furnishings.
The filing cabinets did not arrive so Mr. Long wedb complain. He received a
reply from Mr. Basuki.
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INTERCITY BANK Plc
Dear Mr. Basuki

Order 2789

| am writing in connection with your letter of 24elsruary concerning th
above order for some office furniture.

Unfortunately, we have not yet received the filcapinets which were a pa
of this order. We would be grateful if you couldider these as soon as pos
ble or refund our money.

We look forward to hearing from you.

Yours sincerely
Ftor Liang

Mr. Peter Long
Manager

Dear Mr. Long

Order 2789

Thank you for your letter of 30 May, enquiring abtine Linton filing cabinets.
We really must apologise for the delay in delivgrthese cabinets. As | sg
in my letter of 24 February, this is as a resulpafblems at our supplier’s fa
tory. As these problems are completely beyond amtrol, | should like tc
point out that we are not able to refund your paymkeenclose a copy of ol
Terms of Sale for your reference.
We expect to receive the goods next week so | tiogeyou will not have t(
wait much longer.

With apologies once again,

Yours sincerely
S Basaki
Mr. S. Basuki

e

it
Si-

id

Manager

refund:give back
beyond:outside

1. How does Mr. Long complain?
2. What does Mr. Basuki want Mr. Long to look at?
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3. Will Mr. Basuki refund his money?

4.2. Making a mild complaint

To make a mild complaint you caay thatunfortunately something is wrong.
e.g.'Unfortunately, we have not yet received the flicabinets.’
And then, using the phrases you learnt before régoee action:
e.g.'Please could you ...’
‘We would be grateful if you could ...’
‘We would appreciate it if you could ...

1. Match sentences (a) — (d) together with sengeifee— (h) to make
four separate complaints.

a) Unfortunately, one of the machines you sent as damaged.

b) Unfortunately, we have not yet received yourmest.

c) Unfortunately, your driver took the goods to W®ng place.

d) Unfortunately, you forgot to mention the costyotir products.

e) Please could you send us your cheque beforargd J

f) We would be grateful if you could send us a agpiment.

g) We would appreciate it if you could collect thend bring them to our offices.

h) Please could you send your price list as sogrossible.

2. What would you write in these situations? Inheaase, decide what
action you want the company or organisation to.t&kdow the example.

a) A company has sent you a bill for the wrong good

Unfortunately you sent us a bill for the wrong gso@lease could you
send us a correct bill as soon as possible.

b) Your new photocopier has broken down. You hawerite to the com-
pany who sold it to you.

c) A temporary secretary does not speak English. ivave to write to the
agency who sent her to you.

d) You keep receiving letters for someone else. Kawve to write to the
post office.

4.3. Letter practice

The accountant in your office has just passed feurtvoice.

Write a full letter to Minachi, complaining abobgettypewriter. Remember to:
— say what you are writing about (use a heading)

— say what is wrong

— request some action (you decide!)
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MINACHI OFFICE EQUIPMENT LTD
11-4-67 Nishiyami-dai Sayama-cho
Osaka-Fu 288 Japan

Invoice No: 5654 AH Contact: M Onaka

1 MX3 Electronic typewriter
(including freight and insurance)

US$ 2,562 —

Total 2,562 —

We received this machine yesterday.

The cover is missing. M

4.4. Making a point
If you want someone to take note of something ywuuse phrases such as:

| should like to draw your attention to (the fdtat) ...
| should like to point out that ...

If you are saying something that they already krfamd you are a little
bit angry) you can write:

| should like to remind you that ...
| hope that it is not necessary to remind you that

You have been passed these memos and letters. vhadu write?

a) MEMO

Terry Spencer keeps parking his car in front ef tfiain door. | have told
him before that this space is reserved for the MgemgaDirector. Can yol
tell him again?

| —

RJP
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b) | Dear Sirs
| am interested in purchasing a large quantityafrySimplex cameras.

Please could you send me details of your pricesnvaottkls available.

Yours faithfully

Paul Haskins
Paul Haskins
Remember to tell hima about our
25% discount for large orders!
RJP
C) MEMO

Muriel Mclver arrives half an hour late for workexy day. (She should
start at 9.30.) Please tell her.

RJP

d)

Dear Sirs

Please could you send me details of your produtgaces.

Yours faithfully
). Brunt

Mrs
Jane
Brunt

Don't forget to tell her that our prices ave the Lowest tn townl
RJP

4.5. Intercity Bank has to write again
Three months later, Intercity Bank had still notawed the filing cabi-

nets. Peter Long decided to write again.
1. Is Mr. Long still making a mild complaint? How gou know?
2. What will he do if he does not get a reply te leitter?
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INTERCITY BANK Plc
Dear Mr. Basuki

Order 2789
It is now over seven months since we placed the@abaoder with you and we
are still waiting for the Linton filing cabinetsshould like to remind you that
we have already paid for these cabinets. We reallgt insist, therefore, that
you deliver them immediately or refund our money.

Unless we hear from you within seven days, we balforced to take legal ac-
tion.

Yours sincerely

Ftor Lang
Mr. Peter Long
Manager
4.6. Warning
One way to warn somebody is to say:
Unless .. we will be forced to ...
If ... (not) ...

What warnings would you give these people?

a) acompany that has not paid your bill

b) another company that is using your company’geak
c) an employee who always arrives late for work

d) a builder who has left a lot of his tools in yadfice

4.7. Making a strong complaint

To make a strong complaint you can:

— say exactly what is wronge.g. ‘It is now over nine months since we
placed this order and we are still waiting for dadinets’.

— make a point connected with this.g. ‘I should like to point out that
we have already paid for these cabinets’.

and then:

— demand immediate actioe.g. ‘We really must insist, therefore, that
you deliver them immediately’.

If you think that it is necessary you can also:

— give a warninge.g. ‘Unless we hear from you, we will take legetion’.
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Each of these letters is mixed up. Put the senseincde correct order.

Dear Sir

| really must insist, therefore, that you refatdeast 10% of our money.

| would like to remind you that your advertiserheaid ‘superior hotels’
| am writing to complain about your Tour 5210Mexico.

If we do not receive adequate compensation Il velforced to write tc
the local newspaper.

The quality of the food in the hotels was tderiand everybody in ou
group was sick most of the time.

Yours faithfully
Haniel ghomas

Mr. Daniel Thomas

The Manager
Swindle Cleaning Co

Dear Sir

| hope it is not necessary to remind you thigtiththe second time | hay
complained about your employees.

If you are unable to do this, we will be fordedcancel your contract.
| am writing in connection with your contractdi@an our offices.

| really must insist, therefore, that you takemediate action to improv
the quality of your services.
Twice this week, | have found your workers gsladen they should b
working.

Yours faithfully

ICikary, Wikson
H.J. Wilson

A

e

e

Administrator
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4.8. Letter practice

You work at Central Business Consultants, 16 Hydedrs, Hong Kong.
The people who rent the office next to you playyviemud music all day and
every day, even though the contract for the offg&sgs ‘no radios’. It is impos-
sible for you to work. Write a full letter to themrmaking a strong complaint.
Follow this plan:

— say what you are writing about (the noise fromirtbffice)

— say exactly what is wrong

— make a point connected with this (the contract)

— demand immediate action

— give them a warning (you will contact the landlor

4B Activity section: Who's responsible?

1. Read this newspaper article about an explosi@nclothes factory.
a) Perfecta Ltd’'s stock was valued at ...

b) What is Perfecta Ltd going to do now?

c) Who is Bauer AG?

d) What has Aqua Warm done?

3 January 2010 DAILY NEWS

EXPLOSION DESTROYS FACTORY
A huge explosion caused exten- Meanwhile, Perfecta has begn
sive damage last night in the new multi- forced to close the factory because it
million dollar factory of Perfecta Ltd, is too cold to work in. This will cost
the well known ladies’ fashion design- them about £10,000 a day in lost
ers. There were no injuries. A spokes-production.

man for Perfecta said that the central Amsterdam: Aqua Warm BV,
heating system had exploded, blowingthe manufacturers of the heating
a large hole in the roof. unit, said last night that they hayve

“Our complete spring stock has been making central heating systems
been destroyed. We have lost fourfor over 20 years and they had neyer
hundred thousand pounds worth ofhad a complaint. However, they
clothes”, he said. He claimed that have asked a surveyor to find the
they wrote to the company that in- cause of the explosion.
stalled the heating unit, Bauer AG of
Switzerland, on 9th December last
year because it was making a strange
noise. They received no reply. He
said Perfecta would be claiming
compensation from Bauer AG.
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Extensive: a lot of.

To claim: (here) to ask for.
Compensation: money given to make up for the loss of something.
To install: to put in.

2. Perfecta Ltd now wants to get compensation fBauer AG and also
get the factory working again. You must write tleerespondence between the
three companies involved.

Yu4eonblii 3jemMent 5 (Y9 — 5)
Personal business letters

5A Study section

5.1. Michael Kennedy sends out some brochures

Michael Kennedy, from EuroCom Ltd, went to dinnethwKhalid Al
Jalahma from Arabian Electronics in Bahrain. Whergbt back to England he
sent Mr. Al Jalahma details of a new product. H® aent the details to some-
one who had written to him.

a) EUROCOM
European Communications Company

Dear Mr. Al Jalahma

It was a pleasure to have dinner with you whilealswn Bahrain. | think
we had a very useful discussion and | am surewleatan come to some
worthwhile agreements.

()

| thought you might be interested to hear aboutva amplifier that we are
producing — the ER26. | am enclosing a brochuredhees all the import
tant details but if you would like any further imfioation, please do not
hesitate to contact me.

Thank you once again for a very pleasant evenilepse give my regards
to Peter Smith. | look forward to seeing you thgtriene | am in Bahrain.

With best wishes

M QS Kennedy
Michael Kennedy
Export Sales Manager
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b)

EUROCOM
European Communications Company

Dear Mr. Bugarini

Thank you for your letter of 26 June, asking fotatle of our new ER2¢
amplifier.

| have pleasure in enclosing our brochure. Thiggiull details and price
of all our amplifiers.

If you require any further information, please ao mesitate to contact me.
Yours faithfully

M QS. Kennedy
Michael Kennedy

)

S

Export Sales Manager

1. Put a tick {) in this table if the letter has the point list€lit a cross
(x) if it does not.

letter (a) | letter (b)

opens with the main subject

mentions feelings about last time they had contact

mentions personal information

2. Which letter is the most friendly? Why?

5.2. Making a letter more personal

Normally, if you know the person that you are wgtito and have met him /
her socially, you will want to make your letterddermal and more friendly. Less
formal letters often have a different structurerfi@rmal business letters.

Dear Mr. / Mrs. / Miss / Ms ...

An opening
This mentions your feelings about the last congaathad with each other.

The main message
This says why you are writing now and gives thailiet

The close
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This talks about the future and often mentions sparsonal information.

Yours sincerely / Best wishes

Note: If you have not recently had contact with each Qtiileu can open
by saying why you are writing (see below).

5.3. Personal business letters: the opening
Here are some ways to open a less formal lettew. cém use each phrase
to talk about the last time you contacted — or dadt contact — each other.

Thank you for your letter / telephone call / telex.
It was a pleasure to| (meetyouat/on...)
It was good to (see you againat/on...)
(hear from you again.)
It was a pity that (we did not have more time te &/ on ...)
| am sorry that (I missed you when you visited rffyce.)

After each phrase you can say something about yhatsaid — or could
not say — to each other. Like this:

Thank you for your lettedt was very interesting to hear abadte new devel
opments at Wentol Ltd.

It was a pity that | missed you when you visited offyce last weekl would
have liked to havheard all your news.

It was a pleasure to have dinner with you last $tay.l think we had a very
useful discussian

It was good to talk to you on the telephone todlayas sorry to hear thagou
had not been well.

Thank you for your telexl was pleased to hear thgbu will be coming tc
visit us next month.

1. Fillin the gaps in these openings with a slgghrase.

a) to talk to you on the telephbis morning.
to hear that you are enjoyong new job.
b) your letter. to hear
that you have had so many problems in your office.
C) to see you at the conferastavéek.
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that we did not have enounghto talk.

d) that you could not come tartéeting on

Saturday. | am sure that you would have found iteguateresting.
e) to meet you yesterday. | fanady of
your ideas very interesting.

2.  What opening would you write in each of theseations?
a) You met the addressee on Thursday. He told youhthaiad been ill.

b) You had dinner with the addressee last week ahbise. He told

you about his holiday in Iceland.

c) You visited the addressee in his office last weak e could only

talk to you for five minutes.

d) You received a letter from the addressee this mgrnHe told you

that he had been promoted.

5.4. Personal business letters: saying why you aneiting
In earlier units you learnt how to start formatées. For example:

Dear Sir

| am writing in reply to your advertisementTine Times

or.

Dear Sir

rent them.

We are interested in hiring a word processor anavanald like to know if you

If you are writing to someone you know and you wanbe more friendly,

you should introduce your letter in a different wigre are some examples.

Giving information: | thought you might be interested to hear
about ...

Requesting information or action: | was wondering if you could help me.

Complaining: | am afraid we have a small problem.

Giving bad news: | am afraid | have some bad news.

Fill in the missing parts of these letters. Als@ uke phrases from 6.3.

where appropriate.
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b)

d)

Dear Mr Watson

In our last order from your company, we asked fomgter filters. Unfor-
tunately, when we opened the box we found thatetiezre only five.

would be grateful if you could send us the misditigr as soon as possi-
ble.

Looking forward to hearing from you,

Yours,

Dear Ms Spencer

Owing to increased costs, we have been forcedctease our prices to our
customers as shown on the enclosed list. We aveg\eay, still able to of;
fer a 10 % discount on any order that you make.

Hoping that we can continue to be of service to, you

Yours,

Dear Mrs. Poirot

a new service that we have just introduced. ThikesGolden Maintenance
Agreement. For a fixed price we can offer 24 hauergency repairs for

Dear Mr. Sanchez

................................. that | have not written before now toank you
for the invitation to the conference last month. ......................... to
meet your colleagues and to exchange ideas.

.............................................................................. | need 3
new Marketing Manager for our Middle East offic&nlow that you
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5.5. Personal business letters: the close

Less formal letters often close by mentioning sbingtpersonal. For example:

| look forward to seeing you again next time. | enBahrain.
If ever you are in London, please do not hesitaieatl me.

Sometimes, you can mention somebody that you baodlwklike this:

Please give my regards to Peter Smith.
Please pass on my best wishes to Mr. Lund. | hiogiehte has now recover
from the 'flu.

1.
a)

b)

d)

f)
9)

5.6. Practice

These two letters are all mixed up. Put the seetemt the right order.
Each letter has three separate main parts.

Dear Mrs. Weinburger
Please give my regards to Steven Hill.
It was interesting to hear your views on our meaducts.

| would be very grateful, therefore, if you codwend me a list of agents
perhaps from the yellow pages.

As you know, our company is planning to opemanbh in Los Angeles.
| was wondering if you could help me.

It was a pleasure to meet you at the Tradedairmonth.

We are now looking for office space in the towentre and we need
know the names and addresses of some propertysagent

With best wishes,

qu_n..l Seitz
Hans Seitz
Divisional Director

to
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2. | Dear Ms Soares

a) | | am afraid that | have some bad news.

b) | Thank you very much for your letter.

c) | I hope that this does not inconvenience youninaay.

d) | I hope that you have completely recovered now.

e) | Due to unforeseen problems, we are unable teedglour order on time
f) | Please give my regards to Mr. Segall.

g) | We expect to be back to normal by the end & thonth, so | am sure
that you will receive the goods within three weeks.
h) | I was sorry to hear that you have been ill rédgen

Kind regards
Ke Soon Lee

Ke Soon Lee
Overseas Sales Dept

5.7. Letter practice

You work in the computer section of StorFinans haNkgatan 47,
Stockholm, Sweden. Recently, you met Gerard varwBkn you were on a
training course. He gave a talk about his ideasamputer security. You will
see him again at a computer exhibition in Londaxt dane.

Some time ago you ordered a large quantity of caemgoaper from his
company. The paper arrived yesterday but it wasvioeg colour: you ordered
white and they sent green. Write to Gerard vanritk@mplain. His address is:
Computer Suppliers, 84 Ave Franklin Roosevelt, 1BéTssels, Belgium.

5B Activity section: Repair or replace?

1. Jarritos is a small company in the south of $plat makes bottled
soft drinks. Recently, they have had problems wht#hmachine that fills up the
bottles. The manager, Raul Sanchez, wrote to thegpany that sold them the
machine to ask them to come and look at it.

a) Does Jarritos use the same bottles again ami?aga

b) What exactly is the problem with the machine?
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Jarritos S.A.

Dear Sirs

Ten years ago we bought an Anderson DisposabléeHatling System fromn
you. We have had excellent service from this eqeinbut now we find tha
the machine that puts on the caps often breakisatiies.

and give us a quotation for the cost of repairhmgrmachine.

Yours faithfully
Raul Sanchez
Manager

| would be grateful if you could visit our factottye next time you are in Spai

1

2. Shortly afterwards Mr. Sanchez saw this adwarient in a magazin
Can the Alpha Rapid Bottler use the same bottlasag

THE RAPID BOTTLER
ALPHA Our new system is completely computer controlldf&rmg you
Food trouble-free bottling. The Alpha Rapid Bottler caandle up tc
Machines 200 reusable bottles a minute and

e washes the bottles in boiling water
e checks for cracked and broken bottles

. . New
e fills each bottle to the required level From
e caps the bottles Alphal
e puts on the labels pha:

e packs the bottles into crates
The system can run 24 hours a day with minimunmteaance.

Write to Alpha Food Machines, 54 Rue Barrault, Dose,
France to arrange an appointment for your company.

Mr Sanchez decided to ask Alpha to visit his comypdde sent the fo
lowing letter.

65

e.



Jarritos S.A.

Dear Sirs

We are a small company, manufacturing soft drirkssle in the south ¢
Spain. At the moment, we bottle our drinks usingAamderson Disposabl
Bottle Filling System but we would be interestechegaring more about yol
computer controlled equipment.

We would be grateful if you could arrange to \asit factory in the near future.
Yours faithfully

Raul Sanchez

| am writing in connection with your recent adv&tnent in Food and Drink News.

f
e

Manager

3. Within the next few days, representatives frathbBVesco (Mr. Tony
Smith) and Alpha (Mr. Francois Molet) made sepavad# to Jarritos. Mr. San-
chez showed them round the factory and introdukethtto Jose Barrios, Dep-

uty Manager. Later they had dinner at his home. fBpgesentatives told h
that they would send him a quotation soon.

im

Jarritos is now waiting for letters from both Wesamad Alpha. In three

groups, you must write the correspondence betwessetcompanies.
Yu4eonblii 2jieMeHT 6 (YI — 6)
Informal business letters
6A Study section

6.1. Michael Kennedy writes to some business friesd

Michael Kennedy has worked for EuroCom for manyrgegach time he
goes on a business trip he meets the same peagplacan he is friends with
many of them. Below are some of the letters he evtotthem about his com-

pany’s new amplifier.
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EUROCOM
European Communications Company

Dear Piero

It's a pity that we couldn’t meet the last time &svin Milan. It would havg
been good to exchange news.

U

Do you remember | told you that we were develo@mngew amplifier? The
ER26 is now on the market so | thought you mightiriierested to read
about it. I'm enclosing some brochures but if yoliké any more details I'dl
be happy to provide them.

| hope you have now settled down in your new holidae visiting Milan
again in August so perhaps we can meet then.

Best wishes
QS Kennedy
Michael Kennedy

b)

EUROCOM
European Communications Company

Dear Jan
Thank you for your letter.

You asked if it was possible to use our new anglifor music. I'm afraig
that if you used the ER26 for music it wouldn’t edwery good, since
is really intended for speech only. If you partanly need a good quality
music amplifier | recommend that you contact Melitics in Birmingham
| know they make several good quality music amgrigi Unfortunately,
they are all more expensive than the ER26.

—

If ever you are in London, please don't forget teegme a call. Perhaps
we can meet for lunch.

Regards
M Q. Kennedy
Michael Kennedy
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Dear Hameed
Thank you for your letter.

| was sorry to hear that you've had some problertis the ER26. We do
all we can to make sure that our products leavdamiory in perfect con
dition, but unfortunately sometimes a bad one d&tipghrough.

M QS Kennedy

Michael Kennedy

EUROCOM
European Communications Company

1.

2

(x) if not.

Which letter is:

answering a complaint?

enclosing details about the ER267

referring the addressee to another company?

Put a tick {) in this table if the letter has the point list&lit a cross

letter (a) | letter (b)| letter (c)

name and address of the addressee

contractions (e.g. I'm)

full signature

full name and title of the writer

6.2. Informal business letters
If you are a friend of the person that you are imgitto, you will want to
make your letter informal, like Michael Kennedy&tters in 7.1. Notice how he:

does not put the name and address of the addresse
starts with the addressee’s first name

uses contractions

uses short, direct phrases

signs with his first name

puts only his name under his signature (i.e hmsotitle).
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6.3. The language of informal business letters: shophrases and
contractions
The language used in informal letters is much clésespoken English
than the language used in formal letters. For exanmp spoken English we of-
ten use contractions, like this:
‘I'm going for a walk.’
‘I'd like a cup of coffee.’
In the same way, contractions are often used ormml business letters.
‘It's a pity that we couldn’t meet.’
‘I'm enclosing some brochures.’

1. Look back at Michael Kennedy’s letters in 7.1JhaWcontractions does
he use?

Here is a very simple rule that is usually (but aletays!) true:

Longer phrases are more formal than shorter phrases

For example: ‘I would be grateful if you could tele your prices.’

is more formal than: ‘Please could you possibliyrted your prices?’

And that is more formal than: ‘Please can yourtelyour prices?’

2. Look at the following sentences and group togetthose which
have a similar meaning. You should have four grodjp&en put the sentences
in each group in order according to how formal theg, with the most formal
first.

a) If you need any more information, please fest fio ask me.

b) | am in receipt of your letter dated 16th March.

c) When do you think the goods will get here?

d) I am writing in connection with your advertisemhé The News

e) | have just seen your adverflihe News

f) Thanks for your letter of 16th March.

g) Please could you tell me when the goods wilvaf

h) If you'd like any more details, please ask me.

1) | would appreciate it if you could tell me wh#re goods will arrive.

]) Thank you for your letter dated 16th March.

k) If you require any further information, please ot hesitate to con-
tact me.

[) 1 am writing with reference to your advertiserhenThe News
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6.4. The language of informal business letters: vabulary

Some words sound more formal than other wordsekample:

‘| regret to advise you that our prices have iasgsl.’
sounds more formal than:

‘I am sorry to say that our prices have gone up.’
In the same way:

‘We have not yet received your invoice.’
sounds more formal than:

‘We have not yet got your bill.’

1. Read these sentences, and match the wordeswitith the words in the box.

a) | am writing toenquireabout your prices.

b) This isdue to the fact thatur costs have risen.

c) If yourequireanyfurtherinformation, please contact me.

d) Iregrettoadviseyou that the delivery will be delayed.

e) Unfortunately, | have tmformyou that Iwill not be able to attenthe
meeting.

f) 1 am sending the brochuresder separate cover

g) Please find enclosesbme brochures describing our products.

h) We haveébeen forcedo increase our prices.

1) We have opened a letter of credityour favour

more here are tell for you because
need tell cannot come to am sorry
ask had to in another envelope

2. Now rewrite these sentences so that they sassdférmal.

a) | have pleasure in enclosing a cheque in yououa

b) | am pleased to inform you that your applicationa post as secretary
was successful.

c) Due to the fact that postal charges are so higlm sending the bro-
chures under separate cover.

d) Iregretto advise you that we will not be ableeliver the goods on time.

e) | would be grateful if you could advise me otiyprices.

f) Please find enclosed our invoice.

6.5. Practice

Here is a formal business letter. Rewrite it sd theounds more friendly
and informal.
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Cornfield Pesticides Co Ltd
Dear Mr. Scott

quired about our KILL'EM fly spray.

maximum of 20 boxes from our stocks. If you woulket [to order these, plea
could you inform us as soon as possible.
| look forward to your reply.

Yours sincerely

G Wollen

George Wollen

Sales Representative

| am writing in connection with your letter of 1@nlary, in which you en-

Unfortunately, we have stopped producing this flyay due to the fact that
sales were rather disappointing. However, we ale &bsupply you with a
5

6.6. Letter practice

Last week, you met a business friend who you hasgeen for years. You

talked for a long time about a new bakery that & started. Your friend invit
you to the opening of his bakery next month. Unfoately, you have just d
covered that you have an important meeting ondagt You will telephone hi
after the opening and arrange a visit. Write afichisn this.

6B Activity section: A credit check

ed
IS-
m

1. Wainman Ltd is a small printing business. Rdgesbme of their biggest

customers went into liquidation and Wainman Ltd wiid receive any money. T

his

means that they cannot buy paper to continue pginkiarold Wainman, one of the
owners, decided to see if he could buy some papereuit from Peter Robinson,

who works at Northern Paperworks. This is therditewrote.
Does Harold Wainman know Peter Robinson? How dokymw?

WAINMAN (Printers) Ltd
Dear Peter

| was wondering if you could help us. We need lzerdarge amount of paper so t
we can continue printing. Since we won't receiver@oney until our customers ha
paid us, would it be possible for you to let usdsame paper on credit?

If you need a credit reference for your files, yamuld write to Pelican Pap
Ltd, College Court, College Road, London.

| hope that you are keeping well. Please say helldavid for me. | look for
ward to hearing from you.

Best wishes
Haveld
Harold Wainman
Owners: H. Wainman and N. Lollerwicz

hat
ve

(D
—_
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2. Northern Paperworks decided to write to Pelicahfor a reference.

They received the reply shown.
Does Pelican Ltd think Wainman Ltd is a good cony@an

Northern Paperworks
Dear Sirs

Re: Wainman Ltd

The above-mentioned company has asked us to stiptyon credit.

We would be very grateful for any comments that yoay have from you
experience with this company. Any information tlyati supply will be kep
strictly confidential.

We thank you for your cooperation and look forwgrdhearing from you.

Yours faithfully
Fsn

Pelican Paper Ltd
Dear Sirs

Re: Wainman Ltd

mentioned company.
We have been dealing with this company for overysiars. During this time
they have always settled their accounts with usnptly and we have nevs
had any reason for complaint.

| hope that this information is of help to you.

Yours faithfully
N. Lollerwics

—

Thank you for your letter dated 15 November, enggirabout the above

D
—_

N. Lollerwicz
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3. Wainman Ltd is now waiting for a reply from Nwetn Paperworks.
Meanwhile, Northern Paperworks have decided toacoiRichard Brown at Lumino
Inks to ask his opinion of Wainman Ltd. In threeugs, you must write the corre-
spondence between Wainman Ltd, Northern papervesrtd_umino Inks. For each
letter that you write, you must decide if you slloatite in a formal or informal way.

Yueonblii 3jement 7 (Y9 — 7)
Revision and consolidation

7A Study section:

7.1. Universal Books Ltd have just published two new bdks. Nigel
Westwood is a sales representative and he has weitt to Ms Russell, man-
ager of Ashworth Bookshops Ltd, to make am appointm@nt to see her.

1. Putthe paragraphs of his letter in the commedér.

2. If a shop had one copy of each of the new bob&s; many books
would it have?

UNIVERSAL BOOKS Ltd
Dear Ms Russell

a) | Both of the above books are very competitively galiand we offer attrac-
tive discounts to booksellers.

b) | After years of research, we have now produced THERMDWIDE
ENCYCLOPAEDIA, an important new work for the honoentaining in-
formation on thousands of subjects. It is availa@sde set of three volum
or as a one-volume shortened edition.

c) | On August 18th — 19th, | will be in your area anslduld be very gratefu
if I could meet you and show you our new books. Wdtuesday, Augus
19th at 11.30 am be convenient for you?

d) | I am writing to introduce two important new bookst published by Uni
versal Books Ltd.

e) | | look forward to hearing from you.

f) | Our second new book is THE COMPLETE COLLECTION BUSINESS
LETTERS, containing 300 ready-to-use letters. Aluginessman has to dqg is
choose the letter that he wants, make a few simatiges and then give it tg a
secretary to type. It is available in hardback agokrback.

D
0]

~t —

Yours sincerely

N. Weatwood

Nigel Westwood
Sales Representative
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7.2. Here is Margaret Russell’s diary for August 1&nd 19.

1. Can she meet Nigel Westwood on the day ane ditle he suggested?

August 18 August 19
Monday Tuesday
8 — 8 —
9 Stalff training 9-9.30 9 Staff training 9-9.30
10 10
11 11 Meeting with Cambridge
12 12 University Press 11-12.30
1pm _lunch with MP 1pm _lunch with CUP
2pm 2pm
3pm 3pm work on book orders
4pm 4pm [
Spm Spm

2. Write her reply to Nigel Westwood. Suggest saotieger days and

times for them to meet.

7.3. After their meeting, Nigel Westwood wrote to Mrgaret Russel

to confirm the details of their discussion and telher that he was waiting for

her order. Here is part of his letter.

1. Write the beginning and ending of Nigel Westweddtter. (Remem-

ber that he has met Margaret Russell so his leitebe more personal).
2. What does Margaret Russell have to send witlofoksr?

3. How will Universal Books Ltd help Ashworth Bodigps sell the

books in their area?

UNIVERSAL BOOKS LTD

Dear Ms Russell

| thought it would be useful to confirm in writirtge details of our discussior

1. We are able to offer you 20 % discount on thailrprice of our books. |
your sales are over 50 books a month, we will @ersoffering you &

o

higher discount.
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2. You will send a deposit of 50 % of the total tcagth your order. In rer
turn, we will deliver the books to you within onee@k of receiving your
order.

3. You will also distribute by hand circular salegers promoting both The
Worldwide Encyclopaedia and The Complete CollectbBusiness Let+
ters. We will contribute £50 towards the cost oindothis and providg
you with a list of names and addresses.

\V

Yours sincerely

N. Westaod

Nigel Westwood
Sales Representative

7.4. Some days later, Margaret Russell made out hdirst order for
the books.

20 sets of 3 Volume Worldwide Encyclopaedia

50 Shorter Worldwide Encyclopaedia

20 Complete Collection of Business Letters (Har#pac
50 Complete Collection of Business Letters (papekpa

Write Ms Russell’s letter to Nigel Westwood, plagitne order.

7.5. Margaret Russell's next task was to write theircular sales let-
ters. First, she made notes about the encyclopaedieom the information
that Nigel Westwood had given her.

Worldwide Encyclopaedia:

—over 50,000 sold; — over 100 colour photographs;
— for parents; — price £12 and £23;

— large, detailed index; — refund within 28 days;

— children can use it quickly and easily; - largkar print.

This is the letter she wrote.

1. Isthis a formal business letter?

2. Why did Margaret Russell write the letter likest
3. Did she use all her notes?
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ANNOUNCING AN IMPORTANT NEW BOOK FOR THE HOME ...
... THE WORLDWIDE ENCYCLOPAEDIA
Over 50,000
copies sold,
Dear Parent

Do you spend hours trying to find a small piecendbrmation for your chil-
dren?

Now, all your troubles are over! The WORLDWIDE ENCYOPAEDIA has
all the answers you'll ever need!

It's easy! Just look in the large detailed index the information you want.
The WORLDWIDE ENCYCLOPAEDIA contains thousands afibgects.
Your children can also use it quickly and easityhas over_100 full colou
photograph&nd at the back there are some useful tadwesring all the coun
tries of the world, their populations, capitals aimks.

THE WORLDWIDE ENCYCLOPAEDIA is a mustor every family. There
are two editions — a full three volume ££23) and a shorter editidn one
volume (£12). Get one for your home and you’ll wentiow you managed
without it.

AVAILABLE NOW at Ashworth Bookshops Ltd. | guaramst¢hat if you're
not completely satisfied within 28 days | will giyeu a full refund.

=

=4

Yours
M. Russell
M. Russell Ashworth Bookshops

4. Now write a circular sales letter fohe Complete Collection of Busi-
ness LettersLook back at Nigel Westwood'’s letter in 7.1. &he letter about
The Worldwide Encyclopaediar help. Here are Margaret Russell’'s notes.

The Complete Collection of Business Letters:

— special low price;

— index of 300 ready-to-use letters;

— find the letter you want, make some charges, type |
— what took hours before, now takes minutes;

— secretary can also use it;

— hardback (£12) and paperback (£9);

— 28 day refund.
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7.6. Some days later, Margaret Russell received senbad news from
Nigel Westwood.
Fill in the missing words or phrases.

UNIVERSAL BOOKS LTD

Dear Ms Russell

lamafraid ...

[, totellyouthat ......coooiiii tC
delay the delivery of your order for The Complewl€rtion of Business Let-
ters. This'is ...........ccceenee. unforeseen circumstancesuatinter’'s. We

expect to be able to deliver the books to you leyaihd of next month.
L 0P o :

Yours sincerely

N. Westnaod

Nigel Westwood
Sales Representative

7.7. When Margaret Russell received Nigel Westwoaoslletter she was
very angry. She decided to write a strong complaintHere are her notes for
the letter.

— when he visited me he guaranteklivery within 1 week of my order
— his letter of 23 August confirmed this

— make the point that | have already paid 50% oftttal cost

— demand immediate delivery

— warn him about legal action

Write her letter.
7B Activity section: A trade fair

1. Paolo Fellini and Luigi Lombardo, from Massamadgtors Ltd, re-
cently visited their agent in India, Sujit SinghAxricultural Supplies Ltd. They
talked briefly about the low sales of Massari toast Mr. Singh said he would
put his ideas on paper. Here is the letter heRaalko Fellini.

a) Why does Mr. Singh think a drop in price of &@mough to increase sales?

b) Why does he want Massari Tractors to pay foedtsing?
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Agricultural Supplies
Dear Mr. Fellini
It was good to meet you when you came here lastimbhope that you had
safe journey back to Italy. | am sorry that | hawa written before now but

have been rather ill and | have only just returteethe office.

| have now had a chance to think about the proldétow sales of Massa

tractors. | feel that the biggest problem is prigepresent, most of the bus

ness in India goes to Japanese manufacturers, athonty produce a hig

quality product, but who are much cheaper than Elasslowever, Massar
has a very good name and | am sure that a dropiace pf 8% would be

enough to attract many new sales. Would Massaprepared to lower it
prices by this much?

A second problem is publicity. Many landowners datmers here do ng
know about the new Massari tractors. Our competitdten put large adve
tisements in agricultural magazines. Unfortunately, low sales mean that v
are unable to pay for any publicity. If Massari kcbpay for advertising, w
would be prepared to arrange it.

These are some of our ideas. | look forward toihgarour comments. Plea
give my regards to Luigi Lombardo.

Yours sincerely
Sujit Singh

1

51~

—_—

14

Suijit Singh

c) How does Mr. Singh ask if Massari can lower rthaiices? What

would he write if he wanted them to do the follog/n
1) give a greater discount
i) increase the length of the guarantee
iii) give a free gift with every tractor

d) How does he say he can arrange the adverti¥ifigit would he write

if he wanted to say that he could do the following?
1) pay half the cost of the advertising
i) visit customers personally
i) give free maintenance for one year
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2. Shortly after he sent the letter, both Massaactors and Agricultural

Supplies Ltd received this circular letter abow tbrthcoming New Delhi Agr
cultural Equipment Fair.

a) Why is it necessary to book early?

b) How can the organisers help overseas compansse?

INDIA TRADE FAIRS
Dear Sirs

THIRD NEW DELHI AGRICULTURAL EQUIPMENT FAIR

On 4th — 11th April, the highly successful New DeMgricultural Equipment
Fair will again take place. This fair attracts mi@aturers and buyers from 4
over the world. Last year alone, over half a mill\asitors attended.

We are now accepting provisional bookings of sp&aeh year we receiv
more bookings than we can accommodate, so we agois¢o book early i
you want to take part in the fair. For represeméstifrom overseas, we 3
able to arrange visas. (Please supply full passisbéils.)

We are sure that your company would find it wortile/ko have a stand at t
fair. Prices are US$150 per sq.m. (min. 15 sqg.mgd payments should &
made to a/c 456767, National Bank.

Should you require any further information, pledseot hesitate to contact us.

Yours faithfully
2:YN. Runly

India Trade Fairs Ltd

3. Sujit Singh is now waiting for a reply from MasisTractors. In three
groups you must write the correspondence betweessdMaTractors, Agricul-

tural Supplies Ltd and India Trade Fairs Ltd.
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YACTb 2. EMAILS

Yueonblii djement 1 (YOI — 1)
Emails — basics

Marija Novak is looking for a job through an onlinerecruitment
agency. She sends an email with her CV and a fewmuoeents:

Dear Sir or Madam

' I'm writing with regard to job vacancy ref no. LOBB627 on your web-
site. As requested, | attach my CV.

2| feel confident that my skills and achievements a very good fit for
this job profile.

® Please feel free to contact me if you have angptipres.

*| look forward to hearing from you.

Marija Novak

A recruitment consultant replies:

Dear Marija

! Thank you very much for sending your CV. We wibk through it
carefully and contact you again if necessary.

? Please be aware that the job market is extrenwehpetitive and that we
receive many applications for our vacant positions.

*If | can offer any further advice or assistanckeape don't hesitate to
contact me.

Kind regards

Lotte Mueller

The emails above use polite, formal language. Comgpthem with the
emails between Marija and a friend below.

Steven

“Hil | hope you're well.

®This is just a quick note to ask for some helge been applying for jobs
in London using online agencies, but I've had rok lat all. They just send back
these standard emails - it's really depressing.

80



* Anyway | was wondering if you could help me? | dgbt you might
know of some London recruitment agencies that habe in the finance area.
Can you send me some names? I'd really appretiate i

* Thanks for your help.

*Best wishes to Tessa

Marija

! Hi Marija, great to hear from you again. I'm fingist got back (rom va-
cation in Morocco. Amazing!
> Anyway thanks lor your email, I'm happy to helpll-ask a few people
and try to think of some agencies you could try.
® Shall | also send you a copy of the London 'YelBages' in the mail?
Sometimes it's better than online - it's very coghpnsive and lists loads of
agencies and other information all in one place.
* Good luck with the job hunting!

Steve

"These last two emails are friendly and informai;, ihote how Marija starts
paragraph 3 of her email to Steven - she usesepdétitmal language with her
friend because she's asking for a favour.

The phrases you need

More formal

More informal

g

First line Dear Sir or Madam | Dear | Hi... | (just the name) / (nothing

(name) at all)
Friendly It was a great pleasure to | How's it going? 11 hope you're
open meet you in ... well Great to hear from you again!
Previous Thank you very much for | Thanks for your email. Followin
contact sending ... Further to our | your call, ...

earlier conversation, ..,
Reason for | I'm writing with regard to ... | This is just a quick note to say
writing I'm writing to find out more| /ask for...

information about.. Re your email below, ...
Request | was wondering if you could |.Please ...

| would be grateful if you | Canyou...?

could ...
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More formal More informal

Offer help Would you like me to ...? | Shalll...?

If you wish, | would be Do you want me to ...?
happy to ...
Final If | can offer any further as-| If you need any more informa-

comments sistance, please don't hesi-| tion, just let me
tate to contact me. Please | know.
feel free to contact me if youJust give me a call if you have

have any questions. any questions.
Friendly | look forward to hearing | See you soon. / Thanks for your
close from you. help.
Give my regards to ... Good luck with ... ! Best wishes tg| ...
Last line Yours sincerely / Kind re- | Best wishes / All the begjust
gards / Best wishes the name)
Exercises

1. Make phrases by matching an item from each colum
(first two emails)

I'm writing to hearing from you.

Please feel free further assistance, please

| look forward to contact me if ...

Thank you very much with regard to ...

If I can offer any for sending your CV.
(second two emails)

| hope you're you could help me.

This is just a hear from you again.

| was wondering if well.

I'd really send you a copy of ...?

Great to quick note to ...

Shall | appreciate it.

2. Look at the numbered paragraphs in the four ensailWrite one of the
paragraph types in the box on each line below. Tip@agraph types can be
used more than once.

Body of email Final comments  Friendly close
Friendly open  Offer heip  Previous contact
Reason for writing Request
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First email

1st para

2nd para body of email
3rd para

4th para  friendly close
Second email

1st para

2nd para

3rd para final comments
Third email

lst para friendly open
2nd para

3rd para

4th para  friendly close
5th para

Fourth email

1st para

2nd para

3rd para Offer help
4th para

Notice how the body of the email (including requestand offering help
etc) is framed on either side by the opening andicy paragraphs. It is rare to
have only the body of the email with no framing.

3. Complete the three emails below with words from be.

an attachment  asrequested don't hesitate

do you want  further assistance get bacirateful for

great pleasure  hearing from  pleases relation to useful discussior
very impressed  wondering if with regard

-—

Dear Mr Abdullah

It was a* lo meet you and your team in Dubai lagttmoyour
hospitality was very generous and | was by your new offices.

I'm writing 3 to your plans to set up an investment fumdridia.
After our very* on this issue | now need a littleentmack-

ground information.
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| was” you could send me a copy of the condelidaccounts

for your group of companies? Also, | would be any information that
you have about regulation of the Dubai Stock Exglean

| look forward to’ you soon.

Sanjay Gulati

Send

Dear Sanjay

Many thanks for your email and lor your kind worttsvas a pleasure for
us to welcome you here in DubAi. , I'm sending you a copy
of our accounts as 1R° the Exchange, their website
is www.difx.ae and this has all the information yweed. Pleasté to
contact me if | can be of arl§

Best wishes

Abu Nasser Abdullah

To... Mukesh

Subject: Accounts to check (Dubai)

Mukesh —** your email. | contacted Mr Abdullah andsbet me
their accounts. They're attached héfe. have a good look and
15 to me if there are any issues. I'm tepthis to you — | have no
clue how to read accounts. me to call a meeting with Bhaskar in a

week or so to discuss all this?
Good luck with the accounts!
Sanjay

4. You work for an international pharmaceutical companwith a best-
selling heart drug. You're part of an internationaleam, preparing a report on
competitors’ products woridwide.

— Write an email to a colleague in Japan, Akiko Yaam&d woman).
Write 40-50 words.

— Give the reasom for writing.

— Request information about the competitors in Jgpaarket share, ad-
vertising).

— Offer to provide information about your own market.

5. Personalization. Write two emails similar to onelsat you have to
write in your own real-life job.
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YueOHnblii djemenT 2 (YI — 2)
Emails — internal communication

Emails used inside a company are often short ancedi. Look at the fol-
lowing example:

To... Brett Williams
Subject: Quarterly sales figures
Hi Breti
Just a quick note to remind you that it's the driile@quarter again.
Please send me the sales figures broken down mnreg before.
Can | ask you to also show sales according to ptdohe? It would really
help when | compile my report.
Thanks for your co-operation.
Susan

Here is thereply to the above email:

To... Susan Harper
Subject: Quarterly sales figures

Susan — here's the first set of figures you waratdched as a spreadsheet.
The second set — sales by product line — will tak#le longer to collect. Ill send
them by the end of the week.

Now for some bad news. Unfortunately, the saleff ata telling us that
next quarter is likely to be significantly weakBxo you want me to get together a
revised forecast for July-Sep?

Let me know if there's anything else | can do tp ath the report.

Brett

The level of formality of internal emails depends the audience and rea-
son for writing. Usually the style is just neutrahut here is an example of a for-
mal and an informal email:

To... Allrecipients

Send Financial results

Dear colleagues
I'm pleased to tell you that our financial resuhis year have been very
positive. | would like to thank you all for yourluable contribution.
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| would also like to take the opportunity to tetiyabout an important staff
change. Patricia Nascimento has been appointedadsethg Director for Brazil,
to replace Rita Costa. She will work to strengtbenpresence in Latin America.

This is an exciting time for our company, and l'anesthat | can count on
your continuing commitment over future months.

With best wishes Henri Devereux CEO of Transworld

To... Goran Samoran
Subject: Video conf. — reschedule.

Goran — looks like the IT network is going to bewdanext Friday. Routine
maintenance they say. What a hassle.

We've got a video conference arranged for Fri pgmall$ call everyone and
try to reschedule for Monday? Get back to me if §onk it's a good idea.

Inge

The phrases you need

Remind
Just a quick note to remind you that l'd like to remind everyone that ...

Request

Please ... / | needyouto.../ I'd be gratefulali could ... / | won-
der if you could give me some information? / Cask you to ...? / | would
appreciate your help with this.

Be helpful
Here's the ... you wanted. / I've attached ..l1l/ 1! / I'll get onto it
right away. / Shall I...? / Do you want me.to?

Thank
| would like to thank you very much for... / Welhd! You've done a great job.

Give news

I'm pleased to tell you that... / I'm sure you Wwél pleased to hear that...
The bad news is that... / Unfortunately, ...

Would all staff please note that...

| would like to take the opportunity to tell youoaib...

The reasons for the changes are as follows: ...
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Friendly close

Please get back to me if you need any more infaomat
Let me know if there's anything else | can do.
Thanks again for all your help. | really apprecidgte
Thanks for your co-operation.

Exercises

1. Complete the very short emails below using theseords: advance,
co-operation, know, let, 'll, quick note, pleasemind, say.

1. Justto that | got your emailland speak to
Fernanda about it when | see her.

2. Justa to haduhte team meeting
Is tomorrow at 9am. bring copies of my report withu.

3. Justto you thket will be a fire
drill at some point next week. Thank you in for your

2.Now try to remember the words below. (Some letterge been given).

1. Susan— __ 'sthe first set of figures youteggra ed as a
Spreadsheet.

2. Now for some bad news. _ lg,gales staff are
telling us that next quarter is likely to be signi__ |y weaker.

3. Doyou __tme _ _ gettogether a revised faefa July-Sep?

4.  tme __ _ wifthere's anything e | catodaelp with the report.

5. __ _Ill'l call everyone and try to reschedule foorMay?

6. t_ ktomeif you think it's a good idea.

3. Put the words below into the correct order. Writé #he answers un-
der the correct heading below.

I'm to tell you that pleased ...

| would also like the opportunity to take to tebcat you ...
| would like to thank for you all your valuable d¢dbution.
thanks for all your again help. | appreciate itlyea

I'm pleased you will be sure to hear that ...
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| be interested you'd thought to know that ...
would all staff note please that ...
I'm everything you have done very grateful for.

Announcing good news

1 I'm pleasd to tell you that
2

Announcing general news
3

4

5

Thanking

6

7

8

Can you find three phrases from the table in HBexiereaux's email?

4. Complete each sentence 1 — 8 with the best endirgh.

I'm sure you will be ...
Following ...

I'd like to remind ...
Can l ask you ...

| would appreciate ...
The reasons ...
Please ...

Please note ...

©NOOAWONE

a) to let Paula in HR know your holiday plans toe summer asap?

b) everyone that redecoration of staff offices Wwébin on Monday.

c) pleased to hear that | have negotiated a disdouall employees at the
local fitness centre.

d) a meeting of the senior management team lastnmibinas been decided
to reorganize the department.

e) that anyone wishing to benefit from this disdosimould register at the
centre before the end of August.

f) move all tables and desks away from the wallalkow access to areas
that need to be painted.

88



g) for the changes and the proposed new structarim dhe attached docu-
ment. | would be grateful for any comments or festb

h) your help with this as we need to make sure é¢vatyone doesn't go
away on vacation at the same time.

5. You're the finance director of an international copany. You've just
finished the company accounts for last year and tresults were very good.
However the outlook for next year looks more chalggng. Write an email to
your colleagues, telling them the news. Write 466-words.

— Give the reason for writing.

— Give the bad news about last year. Thank everyone.

— Give the bad news about next year.

6. Personalization. Write two emails similar to onelsat you have to
write in your own real-life job.

Yueonbrii 3jement 3 (Y9 — 3)
Emails — commercial

In the exchange of emails below a customer makeseaguiry and the
supplier replies:

Email 1

To.- ... info@powerpack.com

Subject: Specifications for power packs

| visited your stand at the Energy Trade Fair iméieer and was impressed
by your range of power packs based on fuel cetirnelogy.

| picked up a brochure about the fair, and would fike some more detailed
technical specifications for your range of fuelsc&r small handheld devices.

In particular, | would like to know about power gacsuitable lor a port-
able DVD player.

Please send details of size, energy output, dagk forward to hearing
from you.

Email 2

To — ... Dan Bailey
Subject: Info re power packs
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Thank you for your email. I'm attaching a documiiat gives full details
of our range of power packs.

Can | draw your attention to models FC68 and FC##&%5e would be ideal
for a small handheld device.

| would welcome the opportunity to discuss yourdse®m more detail. May
| suggest that | call you in a day or two?

In the meantime, please don't hesitate to contagpensonally if you have
any questions. My direct line is given below.

Best wishes

After further telephone conversations and emailsethcustomer now
places an order:

Email 3

To... Sales department

Subject: Order for model FC72

Following our recent conversations, please finGgched our order no.
JX034 for 25,000 fuel cells model FC72.

We agreed that the goods will be sent by sea (CikkaB), securely packed
in 25 cases of 1,000 items each.

The goods must be delivered to Busan port by 24l Apthe latest.

If any of these conditions are not met, pleaser tefé¢he detailed terms in
our contract for actions that we are entitled keta

We will pay by irrevocable letter of credit. Pleassnd copies of the ship-
ping documents and invoice directly to me as pdsfi

Please acknowledge receipt of this order

Thank you and we look forward to doing more businéth you in the future.

In email 3 the customer confirms details that halseen covered in previ-
ous discussions.

The phrases you need

Enquiry

| visited your stand at ... and was impressed by ...

| would like some detailed specifications for ...

In particular, | would like to know ...

Please send details of your product range and pricdiscounts | de-
livery times | terms of payment, etc.
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Reply to enquiry

Thank you for your email of 12 February enquiringoait...

I'm attaching a document that gives full details. of

Can | draw your attention to ...?

Our standard terms are payment within 28 days, Wwet offer dis-
counts for prompt payment. We also offer quantisg@unts for large pur-
chases, We can ship within one week of a firm qrtl@&rould welcome the
opportunity to discuss your needs in more detail.

We hope that you find our quotation satisfactoryl &mok forward to
receiving your order.

Please don't hesitate to contact me personallyufhave any questions.

Placing an order

Following our recent conversations, please findaakted our order
no. ... for ...

If you don't have the items requested in stockagdeadvise us imme-
diately. The goods must be delivered by ... atldtest. Please confirm your
delivery date.

If any of these conditions are not met, pleaserrédethe detailed
terms in our contract for actions that we are detitto take.

Please acknowledge receipt of this order.

Shipping an order

The goods will be sent by sea / air / road / randawill be securely
packed in boxes / case / crates. We look forwardldmmg more business
with you in the future.

Exercises
1. Now try to remember the words below. (Someretiave been given).
1 I visited your st_ __ at the Energy Trade Fair.

2 | pickedupabro___ e atthe fair, and woulevni&ke some more
detailed technical spe s for yaur_ _ of fuel cells.

3imnp__ r, | would like to know abowtwer packs sui_
_le for a portable DVD player.
4Canld_ _wyourea lon to models FC68 B 727



5Inthe mea __  me, please don't hes_ _ _erttacbme person-

ally if you have any questions. Myd
| eisgiven below.
6 Fo_____ ing our recent conversations, pleagkdin  ed our

order no. JX034.
7 The goods must be d
t.
8 If any of thesecon_ ase not met, please refer to the de-
tailedt s in our contract for actions thatave entitled to take.
9 Please send copies of thesh_ ~~ ng documentsand _  di-
rectly to me.

10Please ack_ __ _edge receipt of this order.

2. Write one of the sets of initials in the box rteéw each phrase below.

PR (product range) DT (delivery times) PD (pricesli&counts) P (payment)
CIF Busan;
the goods must arrive by ... at the latest;
available in six colours;
by bank transfer to our account number ...;
there will be an additional supplement for ...;
the executive model features ...;
7. we will make a promotional allowance if you maimtan in-store
display;
8. we offer everything from ... to ...;
9. late payments will incur a penalty of ...;
10.we will ship within 10 working days of ...;
11.our in-house design team has developed ...;
12.letter of credit (I/c);
13.you can trade in your existing model and receivio§1,000 cash back;
14.payment is 60 days after invoice;
15.a deposit of 25 % is required for ...

S

3. Make phrases by matching an item from each column.

if you have any can personalize
I'm confident further questions
| also notice that you discounts
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| would be happy of discounts

we do offer quantity up a trade account
| have been looking that we can supply
| can find no mention to make a sample
you need to set at your website

4. Use the phrases from ex.3 to complete the exgeanf emails below.

Write the phrases in full — it will help you to rember them.

To... Sales

Subject: Office supplies order

! and am interested in ordering sdfice supplies.

In particular, | need paper and cartridges for @gplootocopiers, and vari-
ous mailing and packaging supplies desk and wall calendars with
a company logo, but | would need some assurancaet dbe quality of these
items.

Your prices are shown on the site, but and extended
payment terms for large purchases. Please sendetalls of these.

| look forward to an early reply.

To... Michelle Young Subject:

Re: Office supplies order

Thank you for your email enquiring about office gligs, *
all your product needs and look forward to welcamyou as a regular customer.

> for large orders. These are on anglisitale, beginning at
2 % for orders over €500 and going up to 8 % fdeos over €10,000.

Trade customers such as yourselves are given 30tdgay our invoices,
but® first. We also offer attractive early payt discounts on these ac-
counts. For further information on trade accoutdsage click on the link below.

In relation to our personalized calenddrs product for you to
look at. Please send me some artwork with your lag@ gif file, and specify
whether you want a desk or wall calendar.

Thank you once again for your enqufiry. please feel free to
contact me.
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Yueonblii 3jiement 4 (Y — 4)
Emails — customer issues

In the email below a supplier is forced to give sefpad news to a poten-
tial customer:

Hiro Tanaka

Subject: Visit to Osaka

Dear Mr Tanaka

I'm sorry to tell you that | have to postpone mgitvio your offices next
week. The reason is that my line manager will bayaand | will be taking re-
sponsibility for the department in his absence.

However I'm still very keen on coming to Osaka tetyou, and I'm con-
fident that we can establish a good relationshipéen our two companies.

| hope that we can reschedule the meeting in thefo&ure — | could make
it any time in early June. Please let me know wihiia is best for you.

Sorry again for the inconvenience.

Best wishes

Claudia Kreiner

— Notice how Claudia apologizes and explains at thgiriming, and then
apologizes again at the end.

— Notice how Claudia reassures Mr. Tanaka with pesilanguage: I'm
still very keen on ... / I'm confident that ...

In the next email a customer makes a complaint. deply, the supplier
apologizes and promises action.

Pietro Casini

Complaint

I'm writing to complain about the poor service tha've received from
your company.

You installed a new air conditioning system at offices last month. After
a week it started leaking water through the ceilgour reception area. Your
technician arrived and removed all the ceiling jsune order to carry out a ser-
vice, but during this work the panels and suppeere badly damaged.

This has caused us considerable inconveniencethendamaged panels
create a poor image in our reception area.

| made it clear to the technician that we hold yesponsible for replacing
the damaged panels. However, this has still nat beee.
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Please take urgent action to resolve this matter.
Yours, Christine Lagarde

Christine Lagarde

Subject: Re: Complaint

Dear Ms Lagarde

I'm very sorry to hear that you've had problem$wivur air conditioning
system. We'll be at your office tomorrow to fit npanels.

| understand completely that your reception aresiado be of the highest
standard, and | can assure you that we will lelgeeiling looking as new.

Once again, please accept my sincere apologiesyanconvenience caused.

Pietro Casini

— The tone of Christine's complaint is direct, strang tactual - bubot angry.
— Pietro's reply is short and simple, avoiding conflict. Netithe first

paragraph of Pietro's reply. After apologizing menediately promises action.
— Notice how Pietro ends by apologizing again.

The phrases you need

Customer complains

I'm writing with reference to ...

I'm writing to complain about the poor service weeceived from ...
There seems to be an error / mistake / misundedstgn

There's a serious fault with the ...

This has caused us considerable inconvenience.

This has hurt our sales and our reputation.

| made it clear that.

Customer demands action

| must insist that you give this matter your urgettéation.

Please take urgent action to ...

Let me remind you that this product is still undearranty. So, the
best solution would be to ..

Supplier gives bad news
I'm sorry to tell you that... / Unfortunately, The reason is that... / This is due to ...
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Supplier apologizes

I'm very sorry to hear that...

| would like to apologize for...

| was very concerned to learn about...

Supplier reassures and promises action
I'm confident that. / | can assure you that.[ | will make sure that.

Supplier ends

Sorry again for the inconvenience.

Once again, please accept my sincere apologiesaifigr inconvenience
caused.

Thank you very much for bringing this matter to attgntion.

Exercises

1. Rewrite the sentences below with the correct wordew, begin-
ning as shown.

1. Tin to tell you sorry that | have to postponetweek our meeting.

I'm

2. Once again, please apologies for accept my mBncany
inconvenience caused.

Once again,

3. I'm ordered to tell you that the items are nowsiock you pleased.
We'll your order be shipping today.

[,m

4. | can doing everything possible assure you Weare to resolve this
issue as possible as quickly. | can

5. You'll be extending our online sale that we pkeased to hear for
another week.

You'll be

6. I've talked to the involved staff and I'm comdid that our proce-
dures are robust and properly working.

I've talked --

7. We inform you that we regret to cannot processryorder due to
on your account a large outstanding balance. We -
8. Thank very much you to my attention for bringithgs matter.

Thank -
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2. Write sentence numbers 1 to 8 from the previexercise in the boxes
below:

a) Good news;

b) Bad news;

c) Reassurance;

d) End.

3. Study the strong complaint below. Try to guebkg fsingle missing
word in each gap. Write your answers lightly at te@le. Several answers may
be possible.

Andrew Wilkinson

Delay to order

Dear Mr Witkinson

I'm writing with * to our order no. 05782 waiting for male
3 July. We'ré waiting fot of these parts.

| phoned you last week about this and you me that the or-
der would be within 48 hours.

This delay is causing us considerable as we're unable to con-
tinue our operations without the parts. This hag bur’ and our
reputation.

| must® that you give this matter your urdent .

I'll be phoning you again later this afternoon arnebpe that by then you
have some good news for me. If | don't receivé a response from
you, I'll be™* 12 to reconsider our business relationship.

Yours

Gloria Salinas

Now fill in the gaps above with the suggested wondshe box below.

attention assured delivery forced inconeepe insist long-term
reference sales satisfactory shipped still

4. The reply below has ten extra words. They'reheit grammati-
cally wrong or don't make sense. Cross them out

V Send

Gloria Salinas Re: Delay to order
Dear Ms Salinas
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| was very concerned to learn about the so latealgl of the parts what
you ordered from us.

I've been spoken to our staff in the packing depant and I'm too confi-
dent that the goods left here last week. | can asBume it that there is an issue
with the courier.

I'll contact with them personally and make surd thay resolve me this
matter loday.

Once again, please accept that my sincere apoldgieany inconven-
ience caused you.

Should you have any some questions, please da@itateeto contact me.

Yours sincerely

Andrew Wilkinson

YueonbIi 3jiemMenT 5 (Y9 — 5)
Emails — arranging a visit

Below is a typical exchange of emails for arrangirgbusiness trip. Only
short extracts are shown.

Host makes an invitation

It was a great pleasure to meet you in ... . The taime you're in China
we'd be very pleased if you could visit our compdhwould be a great oppor-
tunity for you to look around our new factory.

Guest accepts

Thank you for the kind invitation to visit your cgany. I'd be very inter-
ested in seeing your factory and seeing the pramtutihe in operation.

In fact I'll be in China from ... to ... . Pleas# me know if any of these
dates are convenient for you.

Host suggests an itinerary

| was very pleased to hear that you'll be here hn& in January. Of
course we'd be delighted to welcome you on onbaxd days.

I've put together a provisional itinerary — please the details below.

How does this sound? Please let me know what yiol.tlso, we'd be
happy to arrange a local hotel for you if you wish.
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Guest replies

Thank you so much for the careful thought you pt planning an itin-
erary for me. It looks fine — there's just one droladnge that | would suggest. ...

In relation to the hotel, I'll make my own arrangets. | look forward
very much to seeing you in ...

Guest contacts a hotel

I'm mailing you off your website. Do you have a moavailable for one
person on the night of Wednesday 22 January? Pleas& know the price of
this, including breakfast.

I'd also like to know if you ...

Guest tells host the details

Yes, everything is finalized now.

I'm travelling on flight LH788, from Frankfurt toangzhou. It's due in at
11.30am. I'll be arriving at Terminal 2.

I'm staying at the Marriott. When | get there t#ed just half an hour or
so to freshen up, then | can come straight to péfuges.

Host confirms everything

Just to confirm your visit to us on ... at ... .d#Aver will be waiting for
you at the airport, holding a sign with your name o

The driver will take you to your hotel, and thennigryou here. Should
you have any problems, my mobile phone number is ..

The phrases you need

Host to guest

We'd be very pleased if you could visit our company

I've put together a provisional itinerary.

A driver will pick you up from.

| drop you off at the airport.

Do you know when you're planning to arrive?

Go straight to the reception desk and ask for me.

Should you have any problems, my mobile phone nusbe
I'm attaching a map.
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Guest to host

Thank you for your kind invitation. I'd be very Ipgpto visit your offices.
I'm travelling on flight number LH788, due in at.2@am.

I'll need just half an hour at the hotel to freshgn

Guest to hotel

I'm mailing you off your website. Do you have amoavailable for the
night of Wednesday 22 January? I'd also like tovkmoyou have a swimming
pool and gymnasium / 24 hour reception / a courggaytle bus from the airport.

| need a view of the ... / wireless Internet acdeas iron in my room
when | arrive.

Other vocabulary

a window seat / an aisle seat; a single / retump (BrE); a one way / round
trip (AmE); a booking / to book (BrE); a reservatioto reserve (AmE); leave the
motorway (AmE freeway) at exit 12; keep goingticee blocks, then turn left.

Exercises

1. Complete each sentence 1 — 8 with the best endin h.

1. Itwas a great pleasureto .. a a provisional itinerary.

2. We'd be very pleased if ... b at the hotel first.

3. I'd be very interested ... Cc in seeing your factory.

4. I've put together ... d meetyou in Germany.

5. Adriver will pick you ... e off at the airport.

6. A driver will drop you ... f to the reception desk and ask for me.
7. Go straight ... g up from the airport.

8. I'll need to freshen up ... h you could visit our company.

2. Fill in the gaps with the prepositions in the ko

| at at at at for for from inin ioff on on to with

1. | was very pleased to hear that you will be here China
January.

2. I'm mailing you (or from) your websDo you have a
room available one person on the nigednesday 22 January?
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3. I'mtravelling flight LH788, Frankfurt

Guangzhou.
4. The flight leaves 11.15am Tyeatl January.
5. It's due at 9.30 on Wednesday 22 January
6. Itarrives Terminal 2.
7. I'm staying the Marriott.
8. A driver will be waiting you the airport,
holding a sign your name on it.

3. Cross out the one word in each group that is moirrect. Check any
unknown words in a dictionary.

1. You can get / catch / take / miss / lose / be boake/ board / book / re-
serve a flight.

2. A flight can be overbooked / be delayed / be h@ld be diverted / be
bound for somewhere / leave / depart / take offiyea/ land / be full / be half-
empty / be on time / be cancelled / be annulled.

4. Marcus is telling a story about his businesgtrfill in the missing letters.

The taxi driverdro _ __ed me o _ _ at the wronghteal, and it took me
some time to find the right ch_ - area fgramline. Then | had to pay an
exc ___ baggage cha _  because my suitcassoveasy. Anyway, | went thr
____ passport control and then waited for agesa@urity — there was a long qu
__ _ (AmE line). While | was waiting for my g _e to be called, | decided to do
some shopping. | didn't notice the time go by ahddto _ _shtob _  dthe
flight. During the flight we had a lot of reallyd&rb ~~  cewhenwetou  d
d_ | was shaking like a leaf. | pi _ _ed up Ibaggage and went to the cab
r_ _ k outside the terminal. On the way to the hetegot st __ _ in traffic, and
then at the end the driver triedtori_ me o_asKed forare__ _tand he wasn't
very pleased. | checke into the hotel and | wakihgpforwardtoane_ _lyni_ |

but the disco in the hotel basement made that isiiples

5. The emalil below gives directions. Fill in thegg@with the words in the box.

blocks exit follow main miss freewaystmagnposted turn dowr
for for on on on
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Leave the' at 12. Foliow the main

road, * for the city centre. Stdy this road
> about four miles until you come to gdafhell gas station on your
right. You can'f it,

! right just the gas station and keep going
straight. Our offices are a short distarice this road — about
three'® . You'll see thefh your right.

When you arrive at th@ gate, Security will give you a visi-
tor's pass’® the road round to the main receptioerevthere is a
visitor's parking lot. When you get to receptionstj ask** me —
they'll be expecting you.

If you have any problems, give me a c4ll my cell
phone. Looking forward to meeting you next week.

Regards.

Yu4eonblii 3j1eMeHT 6 (YOI — 6)
Emails — review

1. Fill in the gaps with verbs from the box.

appreciate contact do feel hesitate knowte offer postpone
remind shall take wonder would

1. Please free to me ihgoa any questions.

2. we reschedule the meeting fordslyh

3.1 if you could give me some infarore?

4. If | can any further advice oinséasce, please don't

to contact me.

5. Just a quick note to you thathéseind of the quarter and
the sales figures are due.

6. Let me if there's anything elsenl ca :

7.1 like to the opportutatiell you about an
important staff change.

8. I would your help with this.

9. Please that | will be away fthen office for the
whole of next week.

10. I'm sorry to tell you that | have to my visit to your of-

fices next week.
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Continue as before.
accept acknowledge assure click discussisti notice offer
resolve send take welcome

11. Can | call you in a day or two? | would the opportunity
to your needs in more detail.

12. Please copies of the shippiogndents and invoice
directly to me.

13. Please urgent action to this matter.

14. 1 on your website that you casgmalize desk and
wall calendars.

15. 1 can you we are doing everytvagan.

16. We do quantity discounts for largemsd

17. 1 must that you give this matberr urgent attention.

18. For further information please henlink below.

19. Please receipt of this order.

20. Please my sincere apologies forraapnvenience caused.

2. Give the numbers of sentences 1-10 from exefise

a Three phrases used to give information (a fasbme news)
b Two phrases used as part of a request

¢ Two phrases used for making arrangements

d Three final, friendly comments

Now do the same for sentences 11-20.

e One phrase used in a customer's initial enquiry

f Three phrases used in the supplier's replyisoitittial enquiry

g Two phrases used by the customer after they thesieed to buy
h Two phrases used by a customer as part of alaorhp

I Two phrases used by a supplier as part of & teph complaint

3. Complete this internal email and the reply withie words in the box.

attached attend circulate co-operation dewent finalized
get back make sure note put re remind te

To...

Subject:

Just a quick to all line managers to you that
the arrangements for the Online Marketing semiaaemow beef li
will take place on 28 April - lull details afe as a pdf.
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This® is part of our ongoing staff dewelent pro-
gram - please encourage peoplé to :

| need to know approximate numbers asap — to me on this by
the end of next week if possible.

Thank you for youP

Miguel Hernandez

To...

Subject:

Miguel - thanks for the infd the seminar You'Ve
a lot of work into organizing this. Well done!

It the pdf to everyone concerned*and
that everyone knows about it.

Can you™ me if there is any limit on numbé&ra3ure
there will be a lot of interest in our department.
Thanks again. You'vé a great job!

4. Match each formal phrase 1-14 with an informahpase a-n.

1. I'm writing with regard to your last email.

2. Further to our earlier conversation, ...

3. I would like to apologize for...

4.1 would be grateful if you could send me ...
5. Is next Friday convenient for you?

6. Please don't hesitate to contact me if...

7. Thank you for the kind invitation.

8.1 was wondering if you could ...?

9. | would be very pleased to come.

10. 1 would like to remind everyone that ...
11. 1 will contact you again in the near future.
12. We wish you every success in the future.
13. Please find attached ...

14. 1 would like to thank you very much for ... . | lyappreciate it.

a Thanks for asking me.

b Good luck with everything!
¢ Canyou...?
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d Please contact me if...

e Re your last emall, ...

f I'll get back to you very soon.

g Sorry about ...

h Following up your earlier call, ...

I Let me know if you can make it next Friday.
j I'dlove to come.

k Thanks again for all your help. Much appreciated.
| Just a quick note to remind you that ...

m I've attached ...

n Please send me ...

5. Fill in the gaps with words from the box.

about at at back by for for forftnom in in in
in in of onon over-ot to to -with with

1. I'm writing __ with regard to job vacancy ref. no. TH729.

2. I'm writing relation job vacancy red. TH729.

3. Many thanks all your help.

4. 1 would be grateful any information y@ve on this.

5. Have a good look at the report and get if y®u have any
guestions.

6. I'm sure that | can count your contiglcommitment

(= during) future months.
7. We will contact you again the nearréutu
8. | have been looking your website and atarested
ordering some office supplies.

9. particular, 1 need paper and cartridgiable
Canon photocopiers.

10.I'm writing to complain the poor servige've received

your company.

11. the meantime, please don't hesitaterttact me if you
have any questions.

12 We are still waiting delivery sthparts.

13.The goods must be delivered to Busan port 24 April

the latest.
14 Please call me my direct line, 1237830.
15.Good luck everything.
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6. Complete the sentences by putting a verb in lto& into either the -
ing or the -ed form

attach buy cause concern do follow fmdv
get go hear make request use wonder

1. You can find further details by __going to our website.

2. lwas if you could help me?

3. As , I'm sending you a copy ofcuaounts.

4. This has us considerable inconvesie

5. our recent conversation, please ftadred our order.

6. We look forward to more business with iyothe future.

7.1 it clear when | spoke to you last wikt we hold you
responsible.

8. I 'look forward to from you.

9. We recommend DHL, UPS or FedEyoas
carrier.

10.I was very to learn about the lalieaty of the parts
you ordered from us.

11.Thank you for back to me so quickly.

12 We are interested in from Fairtraderoegéions such as
yourselves.

13.I have a copy of our brochure.

14.Your email was to us.




MOJYJTh I
PRESENTATION

Yueonblii djement 1 (Y9 — 1)
Presentations — opening

There are a great variety of presentation contexts:

— Company presentation (history, structure, main pct&l markets,
plans for the future).

— Product presentation (features and benefits ofnapreduct).

— Internal presentation reporting financial or sdigares.

— Internal presentation analyzing a problem and ssigggsolutions.

— Welcoming visitors.

— Any occasion where you speak at length in a meeting prepared topic.

In addition, there are a variety of presentatigtest

— Formal, structured, rehearsed, taking questiotizeagnd.

— Informal, partly improvised, interacting with thadience.

— Somewhere between the two: using a basic strudiuteallowing oc-
casional opportunities for questions and interactio

Which style you use depends not only on your audieand its expecta-
tions, but also on you and your personality.

Read the opening to a 'welcoming visitors' presedida:

— Notice how the presenter begins by giving answerlltthe practical
guestions that might be in the audience's mind\(éat is the aim of this talk?
How long will it last? Will there be a break? Wimthe person speaking? Who
Is that man in the corner?).

— The presenter then gives an outline of the streadfithe presentation.

— Finally, before beginning, the presenter makedearcwhether audi-
ence members can interrupt with questions, or keem until the end.

Well, good morning, everyone. On behalf of BCCrhaional I'd like to
welcome you here to our offices.

Can everyone see at the back? OK.

The aim of this short talk is to give you an ovenwnf' our company and
its products. I'll speak for about thirty minutes)d then we'll take a break for
coffee and biscuits. After that, at around tentthiwe'll take you on a tour of
the factory.
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Before we begin, just a few words about myselfniiye is Anna Edel-
mann and I'm in charge of public relations herédB&C. I've been with the com-
pany for twelve years, and | worked in the salesadyefore moving into PR.

| should also introduce my colleague Mr Anderseerdtiere in the cor-
ner. Mr Andersen is our plant manager and he well&ading the factory tour.

I've divided this presentation into four sectioRsst I'd like to show you
a timeline of our company so you can see how vggtwen and developed over
the years. Then [I'll talk a little about our markaatd how it's changing. After
that I'll move on to discuss customization, and lwesvfocus on tailoring our
products to our customers' needs.

Finally, I'll give you a little technical backgrodrto help you understand
the new technology that you'll be seeing on thfgcour.

If you have any questions, please feel free torundé

OK, let's begin with this first slide, which shows

The phares you need

OK, let's get started. Good morning everyone anidamee to ...

Can everybody see?

Before | begin, I'd like to thank (name) for ine@ime here today.

On behalf of BCC International I'd like to welcogymi here to our offices.
It's good to see so many people here today.

I'm very happy to be here.

Personal introductions

Let me start by introducing myself. My name is ...

Just a few words about myself, ...

Perhaps | should just introduce one or two peopléhe room.

Objective

The title of my presentation .is

This morning I'm going to talk about ...
The aim of this short talk is to ...

Get attention and interest

Let me ask you a questidn. rhetorical question)

Take a look at this picture. What does it tell yout... ?
Somebody once said (+ quotation)

Did you know that... 2+ surprising statistic)
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Audience benefit
| hope this presentation will enable you to ...
By the end of my talk you will...

Structure

I'll speak for about thirty minutes.

I've divided my talk into four main parts / secgon
First, I'd like to ...

Then I'll talk a little about ...

After that I'll move on to ...

Finally I'll ...

If you have any questions, please feel free torunpée
OK, let's begin with the first point / slide, whish...

Exercises

1. Make phrases from the presentation by matching ieem from each
column.

On behalf see at the back?

Can everyone of public relations

Just a few of BCC I'd like to ...

I'm in charge to show you ...

I'd like words about myself ...

I'll talk with this first slide ...

I'll move on tailoring our products ...
We focus on to discuss customization ...
I'll give you about our market and how ...
Let's begin a little technical background ...

2. There are many ways to create an impact in tistffew minutes of
a presentation. Match techniques 1 — 8 with phrases h.

rhetorical question
thank the organizers
surprising statistic
audience involvement

W e
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personal story
audience benefit
use of visuals
guotation

O N O

a) Take a look at this picture. What does it tell wbout teenage fashion?

b) Everybody who thinks the Internet will kill tréidnal advertising - put
your hands up.

¢) Wouldn't you like to double your sales in juselve months?

d) Charles Darwin once wrote, 'lt is not the stesigof the species that
survive, but the ones most responsive to change.'

e) I'd like to thank Olga for all the hard work sh&s done to make this
event possible.

f) I want to share something with you.

g) | hope this presentation will enable you to dedhe most cost-
effective IT solution.

h) 70 % of all Americans say that they're carrysogmuch debt that it's
making their home lives unhappy.

3 Make presentation phrases by using a verb 1-1thwihe words a-l.

1. be... a) afew words about myself

2. take a break ... b) any questions at the end

3. divide ... C) you an overview

4. feel ... d) for about thirty minutes

5. give ... e) for coffee and biscuits

6. introduce... f) (name) for inviting me here today
7. say ... g) free to interrupt

8. speak ... h) happy to be here

9. start... 1) my talk into four parts
10.take... j) one or two people in the room
11.thank... K) by introducing myself
12.welcome... l) you here today

4. Create different ways to open a presentationngshe verbs in the box.

bring deal -diseusdill give look make outline report showkeatalk
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Good morning everyone and thanks for coming. Tlienmg I'm going to ...
1. discuss the issue of risk, and what you can do to mipénii.

2. you an overview of the company anprdducts.

3. you how to sell more effectively dairyexisting cus-
tomer base.

4. about investment funds: how to chobsmt when to
buy them and when to sell them.

5. back to you on our progress with tilestbne project.

6. at a variety of green technolapigsare helping
to combat the threat of global warming.

7. you in on the background to our inMolgnt in the
Brazilian market.

8. a look at how we got into the probleith vwour local
agents in the UK and how we can get out of it.

9. you up to date on the latest results frantonsumer survey.

10. some detailed recommendations aboutth\aeorgan-
ize the department.

11. our new marketing strategy.

12. with the item outstanding from our laseting: funding

our R&D activities.

5. Speaking practice: listen and repeat. Repeatle@brase you hear
and then listen to check.

Yueonblii djement 2(¥YD — 2)
Presentations — main body

The phrases you need' below shows some phrasesithatake your presen-
tation easier to follow. You will have to supphetbontent yourself of course!

— Signposts: these are phrases that say where gmirrg in terms of the
main topics of your talk.

— Develop a topic: these phrases are mini-signpoitsnva topic. By ex-
plicitly saying what you're going to talk about heke audience can follow easily.

— Focus: these phrases are also mini-signposts. &saying to the audi-
ence: 'please pay extra attention for the nextf@ments'.

— Question-answer: asking a question and then ansgveeryourself is a
standard technique in public speaking. The quesiieates interest in the mind
of the listeners, the answer provides the satisiactf closure.
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— Refer to visuals: be careful not to rely too muchyour slides as they
can send people into a trance of boredom. Diréentidn back to yourself often.
Ask for contributions: stop at several points dgrihe main presentation to take
guestions — it creates interest and makes thergegs®m more interactive.

Read the presentation extract in the next colunim¢chvshows some of
these techniques and phrases in context. The ¢anténis case is technical —
about wind energy technology.

— Looking just at the first half of this extract, & how the presenter
guides the audience: signposting the main topatingt that some background is
coming next, directing attention to a slide, ragsenquestion to create interest, fo-
cusing on two issues. All of this makes the prestent easier to follow.

... OK, let's move on to the next point, whichirgvenergy technology. The
market for wind turbines* is shifting from onshaeeoffshore. It might be useful to
give a little background here. As you can see @méxt slide, onshore wind farms
have several drawbacks: first you need a reliablydy location, second the farms
can cause visual pollution, and third there are s@®@rious engineering questions.

What are these engineering questions? Basicallyetlage two issues.
Firstly, the stability of the structure as you matkeigger, and secondly the prob-
lem of having the blades always facing the wind.

So the trend is towards offshore wind farms, amdetfare some engineer-
ing challenges here. Have a look at this slideshiaws the design for an offshore
turbine that sits on the surface of the sea.

It's three times more efficient than an onshorditg of equivalent size.
What is the reason for this? The reason is thaséds a completely different de-
sign that isn't dependent on the wind directioreréhs a large V-shaped struc-
ture with rigid 'sails' mounted along its lengths #he wind passes over these
they act like airfoils** and this generates lift @turns the structure as a whole.

| would like to stress that this design is notipetommercial production,
but a prototype is currently being tested off thast of Scotland.

OK. Are there any questions so far? Does anyone hay comments?

* wind turbiné: tall structure with parts that arturnedby the wind,
used for making electricity.

** airfoil: curved part on an aircraft's wing thiaglps it to rise in the air.

The phrases you need
Signposts
OK. Let's move on to ... / turn our attention td take a look at ...

This leads me to my next point, which is ...
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Earlier | mentioned ...
I'll say more about this later. / I'll come backttos in a moment.
Just to digress for a moment, ...

Develop a topic

It might be useful to give a little background here

Let's examine this In more detail. Let me explath & concrete example.
My own view on this is ...

Focus

Basically, ... / To put it simply ... /So, for rtiee main issue here is ...
| think there are three questions to focus on.

| would like to stress / emphasize that.

Question-answer

What is the reason for this? The reason.is

How much is this going to cost? Well, the figuresve ...
So what can we do about all this? I'll tell you. Wan to ...

Refer to visuals

As you can see on this next slide, ...

I'd like to highlight two things on this table /aith/ diagram ..
What is interesting on this slide is ...

I'd like to draw your attention to.

Ask for contributions

Are there any questions so far?

Does anyone have any comments?

How does this relate to your own particular context

Exercises

1. Now try to remember the words below. Some lstteave been given.

1. This|l __ s me to my next point, which is ...
2. EarlierImen___ ned ...
3. I'llc__ b tothis pointin a moment.
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Justtodi__ ss (= sidetrack) for a moment, ...
Let's examinethisi_ m__  de_ l.

Let me explain withacon __ teex_ _ le.
| would liketo st (= emphasize) that ...
youc S onthis nextslide, ...
10 I'd like to hlgh _____ttwo things on this chart.
11.W_ i interesting in this slide is ...
12.How does this re _ _te to your own particular cort®_

©9°NFDP‘§>

2. Complete the presentation extract with the wordghe box. It is an
alternative version of the presentation opposite.

at this point emphasize have alook hgittltwo things
let's goon myownview notice you can g&e h

OK, let's* at this next slide. It shows dsegih for an
offshore turbine that sits on the surface of tle se
I'd like to? on this diagram. Firstly,

the V-shaped structure with 'sails' mounted alotgy length. Secondly,
4 this whole structure can turitsobase, powered by the
action of the wind on the sails. This is how eledly is generated.

> on this is that the desigrbig anprovement on
earlier versions — it's more efficient in termseokergy production, and it's also
more stable with its solid base.

By the way, | must just that this design is not
in commercial production. OK, are there any questio ?
No? Then® to the next slide, which is a graphwaing the pro-

jected demand for offshore wind energy over the heenty years.

The extract you just looked at shows several palntsit referring to visuals:

— The speaker introduces the slide clearly. A longspaat the end of the first
paragraph would be good — giving the audience anchao study the slide silently.

— The speaker uses 'firstly' and 'secondly' to Ishfs. Again, pauses af-
ter each separate point would allow the listenarsetto absorb the information.

— The speaker makes a personal comment. This credtsst and is
one way to avoid the danger of just reading thé eexthe slide.

— The speaker gives a chance for questions abouslidis
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3. Speaking practice: listen and repeat. Repeatlreatirase you hear
and then listen to check.

Yueonsbrii ajement 3 (Y9 — 3)
Presentations — closing and questions

The following sequence provides a guide for howrid a presentation ef-
fectively:

1. Signal the end: this means using a 'signpost’ phatell the audience
explicitly that you're going to finish (Se¢>-2 for the meaning of 'signpost
phrase’).

2. Summarize: summarize the main points, and add abs&rvations or
details for interest. Perhaps have bullet pointadmal slide, and then give a
lively comment about what really matters for eank (a 'take-home message").

3. Conclude: you can conclude with a friendly commentijnal slide
(with astrong image or message), by mentioning the bengditr talk has given
the audience, or by looking forward to the futureith a call to action or an in-
spirational message. Finally, a strong 'Thank ybtoacoming' will hopefully
produce some applause!

4. Invite questions'Do you have any questions?' is usually fine.

5. Deal with questions, the basic range of technigues

1) Respond positively, then answer.
2) Clarify / Ask for repetition.

3) Redirect to the questioner.

4) Redirect to the group.

5) Delay an answer.

6) Control the timing.

Read the presentation extract below, which showsesof these tech-
niques and phrases in context. It is the closing paa ‘'welcoming visitors'
presentation.

Right, that brings me to the end of my presentation

Just to summarize the main points again: | beganellyng you a little
about the history of our company, and you saw gamth from a small family
firm to the international operation that we are &yd

Thenl talked about our market, and how new technologresopening up
exciting possibilities for the future.
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After that | explained how customization is at teart of our business
model — our clients all get tailor-made solutiorasbd on their individual needs.

Finally | gave you some information about our mawtfiring process,
and you saw how we achieve our exceptional leeisiaity and performance.

OK, I'd like to finish by saying that it's a grgaleasure for us to welcome
you here today, and | hope that you enjoy the fgdmur which we've planned
for you. We'll start on the tour after a short bkefar refreshments. Thank you
all for coming, (applause).

I've got some handouts here — I'll pass them rodrcky show all the
slides | used in my talk and my contact detailsadréhe back.

Do you have any quick questions before we break?tlfe gentleman at
the back with the red tie.

Compare the opening ¥2-1 with the closing extract to the same presen-
tation above. The presenter told the audience wsih@twas going to say at the
opening, and now here at the close she repeatsdirepoints again. This rein-
forces the key ideas and makes them easier to rberem

The phrases you need

Singal the end
Right, that brings me nearly to the end of my pren.

Summarize

Just to summarize the main points again, ...

So, to summarize, we looked at four main pointegan by telling you a
little about... Then | talked about... After thagXplained how ... Finally I ...

Conclude

I'd like to finish by saying ...

So, in conclusion, | hope that this talk has giyean ...

Now we have to ... / I'm asking all of you to Oufr job is to ...
Thank you all for coming./ | hope it's been useful.

Practical matters

I've got some handouts here / Here's my email g® gaou want to get in
touch.
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Invite questions
Do you have any questions? Yes, the gentlemawy biaet there with the red
tie /black jacket. Now, if you have any questitihgo my best to answer them.

Deal with questions

That's a very good point. / I'm glad you asked ma. t

Sorry, can you explain that again?

So, if | understand you correctly, you're asking ..

That's an interesting question. What's your owmiooi?

Has anyone else experienced the same thing?

| think that's outside the scope of this preseaitgtbut I'm happy to dis-
cuss it with you afterwards.

OK, I think there's time for one last question.

Exercises

1. Complete this extract from the close of a pretsgion with the words
in the box. It is an internal presentation about partmental reorganization.

generated a lot of discussion give the flooooklat some options may be
forced our job is to consider that covers etl@ng there is the option to
the next steps some difficult decisions waoedd Ito

Right, | think* | have to say. Before | finish I'll juziefly

summarize the key points, and then we can try toecto a decision and focus

on?

So, right at the beginning | said that the aim of pnesentation was to
for reorganizing our sales and maratimerations. And | ex-
plained the reasons why.

We explored three alternatives. Firstly, we looke#eeping both a sales de-
partment and a marketing department in every cpuadrnow, but reducing all
budgets and looking for cost savings wherever plessspending on advertising will
be cut back considerably, and when people leavedhgany they will not auto-
matically be replaced. We can expect that evergomarkload will increase.

Secondly,* break up the national marketiagnse
while keeping the sales teams. All marketing cagnpawould be run centrally
from head office, leaving just a skeleton staffoiner countries. This option
> , and | sense that many of you feabiwdrastic. However it's the
option that offers the greatest cost savings, amtl w to consider it.

3

117



The final option is the possibility of merging sakend marketing into one
large department in every market. This greater coordination,
some cost savings, but also a loss of focus. | avbké to hear more discussion
about whether this option is viable.

So, in conclusion, now is the time to tdke . I'm asking all
of you to leave departmental loyalties to one side the fu-
ture survival and profitability of the company awlaole.

Thank you all for your attention. Now 1P to you for

your questions and comments.

2. Study the phrases for dealing with questionsdyel Try to guess the
single missing word in each gap.
Write your answers. Several answers may be possible

1. That's a very good THink of something else besides ‘question'’

2. Sorry, can you that again?

3. Has anyone else the same thing?

4. OK, | think there's time one laststjae.

5. That's an interesting question. What's your own ?

6. Sorry, | didn't thath{nk of something else be-
sides understan)j

. | think that's outside the of thisspntation, but I'm

happy to discuss it with you :

8. I'm you asked me that.

9. I promised to finish time, and | see ttisnearly ten o'clock.

10.You have thought quite a lot abmst ¥What con-
clusion have you to?

11.Could you be a little more ?

12.Anyone like to on that?

13.I don't have that information to . Caget to
you? Is that all right?

14.So, if | understand you , you're asking

Now fill in the gaps above with the suggested woirdshe box below.

afterwards back catch come comment coyreetkperienced
explain for glad hand must on opinioind scope specific

3. Match phrases 1 — 14 from the previous exert¢sthe techniques below.
a) Respond positively;
b) Clarify / Ask for repetition;
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c) Redirect to the questioner;
d) Redirect to the group;

e) Delay an answer;

f) Control the timing.

4. Speaking practice: listen and repeat. Repeat eabhape you hear and
then listen to check.

Yueonblii 3jiement 4 (YI — 4)
Presentations — trends 1

The language of trends is important not just fes@ntations, but also for business
reports. You may want to describe movements imdsahindicators (eg profits, costs),
sales and marketing indicators (eg sales, mar&eg)slor economic indicators (eg interest
rates, unemployment). Often this language willd@sldo explain a graph or chart.

Many verbs describe the direction of movement: mox@ up and down
(go upl/increase/rise/go down/decreasejfaimaller movements up and down
(edge up/edge down/dip stability and instability gtay the same/be
flat/fluctuate/vary/move within a ranpdarger movements up and dowato(-
ble/takeoff/lboom/increase tenfold/halve/plunge/crash

Alternatively, you may want to refer to turning pts or individual points:
high points and low pointgpéak/reach a peak/hit a Igwindividual points on a
graph étand at/be above/be belpw

Some verbs describe a change in size, and othgmstssther things are
good or bad: change in sizgrdw/expand/shrink/contragt good/bad iMm-
prove/get better/recover/deteriorate/get worse

To make your description more accurate you canttikmbout the speed and
amount of change: speegu(ckly/rapidly/gradually/steadily/slowly amount ¢on-
siderably/significantly/moderately/to some extéigtitly/marginally)

Try also to get the preposition right:

Sales stood at €1.2m Sales increased by €0.2i%4 15

Sales rose from €1.2 to €1.4m There was anasere sales of €0.2m

Exercises

1. Match a verb on the left with a verb on the righo that they have the
same meaning.

grow recover
fall rise
improve contract
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stay the same drop

level off be stable
move higher expand
shrink dip

down stabilize

If there are any verbs above or opposite that yen'tesure about, check their
meaning carefully in a dictionary. For example, Werd 'decline’ — not mentioned
in this unit — means both 'decrease’ and 'get waéise check to see if the verb can
be used with an object — for example you cannotWsayrose our profits last year'.

2. Match a verb on the left with a verb on the rigéo that they have the op-
posite meaning.

boom shrink
double crash
edge up vary

grow dip
improve deteriorate
peak halve

stay the same fall

rise hit a low

3. Write the adjectives in the box in the correpase below. Check any un-
known words in a dictionary.

disappointing encouraging enormous excellent
gradual moderate rapid slight sluggish

FAST BIG GOOD NEWS
1 4 7
2 5 8
3 6 9

SLOW SMALL BAD NEWS

4. Rewrite the verb + adverb sentences as nounjeciigte sentences.

1 Sales grew slowly.

There was __slow growth  in sales.

2 Costs rose significantly.

There was a in costs.
3 Profits deteriorated rapidly.
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We saw a ingprofi
4 Market share improved slightly.

We had a in nedodoet.
5 Our sales forecasts varied considerably.
There was a ur gales forecasts.

5. Fill in the missing prepositions in the presefitan extract below.

After the marketing campaign at the start of Masales rosé

an initial figure? €4.5Mm €5.2m by June.
That means they went dp 15 %, the biggest increase
sales of any recent campaign. They currently stand €4.9m.

Note: the preposition in #4 is often missed owggaech.

6. Underline the correct forms in italics. Each Jeform is used once.

So far this year wésaw / have seealot of volatility in the financial markets.
The current situation in the world econofig/causing / had causealgreat deal of
uncertainty in the minds of investors. No-one knevist the futuréwill bring / is
bringing. Last year things were very different: everySieas been / wasptimistic
and the marketSwere rising / have riserOf course we know now that our current
problems’ have already begun / had already begeil before last year.

Yu4eonblii 3jemMent 5 (YI9 — 5)
Presentations — trends Il

In a presentation or report you will probably diswe to give some analysis.
You may want to give reasons for the trends, tavstheir results, or to give addi-
tional information.

Read this extract from an internal presentatioalyaimg recent sales figures.

'Sales for the first half of the year were disaptioig) mainly because of the
lack of new product line$However, we launched two new lines in June and pro-
moted them with a strong marketing campaign ovestimmer’As a result of this
campaign, sales began to impro\y the end of August they were 10 % higher on
a year-on-year basis, although they fell back agsiar September and October.

— Sentence 1 has the structure 'result' (disappgisties) ‘reason’ (lack of
new product lines). Sentence 3 has the structeasdn' (this campaign) ‘result’
(sales began to improve). The wobdausef, as a result ohnddue tocan all be
used in sentence 1 and sentence 3 in a similar way.
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— Sentence 2 begins witiowevey and this word adds an idea that is sur-
prising or unexpected after the previous sentefoe.wordshowever nevertheless
andevensocan all be used in a similar way. They're alldetd by a comma.

— Sentence 4 haathoughin the middle of the sentence. This word intro-
duces an idea that is surprising after a prevides in the same sentence. Compare
with Howeverwnhich refers back to a different sentence.

— Althoughcan also be used at the beginning of a sententt)dtwo con-
trasting ideas are still in the same senteAtthough sales were higher at the end of
August, they fell back again in SeptemB&e wordsalthoughandeventhoughcan
be used in a similar way.

Now lead this next extract from the same presemati

“This drop in sales over September and Octoberdeal geries of meetings
where we examined our whole strategy in déi@hristmas was approaching, and
the Christmas season produces a large part of eutual sales/Moreover, we
were losing market share to our main competftas a result, we increased our ad-
vertising budget for November and December, andgé our use of different me-
dia. *Outdoor advertising on billboards, buses and boepstncreased, while our
advertising in magazines and newspapers decreased

— Sentence 5 has the structure 'reason’ (drop is) sasult' (series of meet-
ings). The sentence uses the Vigéad to'to express this. The verlead toandre-
sult incan be used in a similar way.

— Sentence 7 usddoreoverto give additional information thaupports
the previous sentence. The woldsreover Furthermorandin additioncan allbe
used ina similarway. They're all followed by a comma.

— Sentence 8 uses Asresultto give the result of the previous sentence.
The wordsAs a result, Because of trasd Thereforecan all be used in a similar
way. They're all followed by a comma.

— Sentence 9 haghile in the middle of the sentence. This makes a simple
contrast between two facts. (Compare aithoughwhere there is aense of sur-
prise.) The wordsvhile andwhereascan be used in a similar way.

The table below presents all this language togeae that some words like
Because of and In spite afefollowed immediately by a noun phrase, while other
words likeBecausandIn spite of the fact thatre followed by a subject + verb:

Because othe marketing campaignn June, sales increased.

Becauseve hada marketing campaign in June, sales increased.
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In spite ofthe poor weathein July, sales ...
In spite of the fact thahere waspoor weather in July, sales ...

The phrases you need

Reason= result (ie cause= consequence)
Because of / Due to / As a result oheun phrase, ...
Because / Duto the fact that 4subject + verb, ...
referring to the previous sentence;

Because of this, / As a result, / Therefore, ...
using a verbtead to | result in ...

Resultd reason (ie consequendd cause)
... becausef | as a result of! due to ...
using a verbresult from ...

Making a simple contrast

...,while / whereas..

Adding a surprising or unexpected idea

However, / Nevertheless, / Even so,

In spite of / Despite ioun phrase, ...

In spite of the fact that / Despite the fact thadubject + verb, ...
... ,although / even though ... Although / Even though..

Giving additional information
Moreover, /Furthermore, / In addition, ...

Exercises

1. Find and correct the one mistake in each sentermzlow. It could be a
missing word, an extra word, or a wrong word.

1. Because our considerable cost-cutting measuresgjuaster, profits rose
slightly.

2. Because of we cut costs considerably last quaraiits rose slightly.
Earnings fell by 8 % last year due our increasetdnads costs.
Earnings fell by 8 % last year as a result fromincneased materials costs.
Difficult market conditions resulted a significatgcline in market share.
The significant decline in market share resultedifdtult market conditions.

o oA W
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7. This chart shows that brand awareness increasé&butth-East Asia,
where it fell in Latin America.

8. Our competitors are gaining market share. Morg;, tiave a whole new
product line coming out next month.

9. In spite the fact that we delayed the launch ofrmw product range, we
still had reasonable results last year.

10.Despite we delaying the launch of our new prodange, we still had
reasonable results last year.

2. Complete the presentation extract with thesedgoas a result, due to, even
though, however, in spite of and moreol=e a capital letter where necessary

Be careful'! Read the whole text before you begml arite your answers
lightly at the side until you're sure.

We are operating in a very difficult business emwment, and this is largely
the high price of oil. Energy castsone of the biggest costs in
our business, we've introduced a lot of energy-e&ffitimachines in
our factories over recent yeats. this investment in technology, en-
ergy still accounts for 38 % of our direct costand* it's very diffi-
cult to increase profit margin3. , It's not all bad news. Market
share IS growing slowly and we've signed some itapbr new contracts.
, our recent acquisition of a compaByazil gives us access to
the Latin American market for the first time.

3. The future is not certain, and to make forecass trends you need other
language that shows different degrees of probapilit

1

Match a sentence 1 — 5 with a sentence a — e wiinalar meaning.
1 It's highly likely that we'll meet our targets.

2 We're likely to meet our targets.

3 It might be that we meet our targets.

4 We're unlikely to meet our targets.

5 It's highly unlikely that we'll meet our targets.

There's a good chance we'll meet our targets.
There's almost no way we'll meet our targets.
There's not much chance we'll meet our targets.
We're almost certain to meet our targets.
There's a 50/50 chance we'll meet our targets.

O O O T oD
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4. Complete the presentation extract with the wordshie box

axis aslightincrease although have been figghlight highly likely
implications inline with lead to notice ora rapidly
reached a peak roughly while

OK, have a look at this next graph. There are tagsl The green line, with
values on the left vertical , Shows sales. The red line, withegalu
on the right vertical axis, shows profits. I'd lie two things here. The
first is the sales graph. As you can see, salesstesdily for many years, but they
3 around two years ago.

Since then, salés — with just in this last quarter.
Now look at profits?® how profits increased

sales for several years, but then they starteeteridrate, slowly at first and then

8 . In the last year this drop in profits hesrbsignificant 2 5 %.
So, profits are dowf sales are flat. The

of this are clear: we are not doing enough to cbntsts ™ the

sales figures taken alone don't look too bad, tsrtéll the real story.

It is a difficult market environment and we must mow, or it's™®
that we will lose our competitiveness. In the oexgn this will a situa-
tion where the future of the company, and our jalesat risk.

Yu4eonblii 3j1eMeHT 6 (Y9I — 6)
Presentations — review

1. Match the beginning of each phrase 1-10 withatzrrect ending a-j.

1. OK, let's ... a amoment...
2. If you have any questions, b get started. Can everybody see?
3. Il come back ... C in more detail.
4. I've divided my talk ... d into three main parts.
5. Just to digress for ... e onthisis...
6. Let's examine this ... f on to the second point.
7. Let's move ... g please feel free to interrupt.
8. My own view .., h to this in a moment.
9. OK, that's all I want ... I with the first slide.
]

10.Right, let's begin ... to say about the first point.
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Continue as before.

1. Asyou can see ... k a little about ... Then | explained how ... After
2. | began by telling you ... that | talked about ...

3. I'dlike us to ... | any questions?

4. Just to summarize ... m focus our attention on two things on this chart .
5. Let me explain ... n for coming and | hope it's been useful.

6. Now, do you have ... o forthis? The reasonis ...

7. Right, that brings meto...p on this next slide, ...

8. Thank you all .. g the end of my presentation.

9. This leads me . r the main points again before | finish.
10.What is the reason ... s to my third point, which is ...

t with a concrete example.

2. Fill in the gaps with the words in the box.

about at back in in in into for a@dn on on on to to to with

1. Take alook this picture. What does it tell y our company?

2. I've divided my talk four main parts.

3. Right, let's begin the first slide.

4. Let's move the second point.

5. This leads me my third main point.

6. I'l come this in a moment (‘on’' issdae in #6, but isn't
the answer here).

7. My own view this is simpl&f{(is possible in #7, but isn't

the answer here)
8. | think there are three questions to focus

9. As you can see this next slide,'in! is pOSSIble in #9, but
isn't the answer here).

10. So, conclusion, | hope that my talk hasrgyou a good over-
view our company.

11.Thank you all coming.

12 Here's my email address case you want to ge touch.

3. Complete the sentences with the pairs of wordhe box.

anyone / comments brings/end digress / moment
examine / detail explain/again explain/ qete
highlight / diagram question / opinion scoadtérwards
time / question useful / background startrodticing

1. Let me by myself.
2. Justto for a .
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3. It might be to give a little here.

4. Let's this in more :

5. Letme with a [@eam

6. I'd like to two things on this

7. Does haveany ~  ?

8. Right, that me nearly to the of my presentation.

9. Sorry, can you that ?

10.That's an interesting . What's gaur ?

11.1 think that's outside the of pnesentation, but I'm
happy to discuss it with you :

12.0K, I think there's for one last

4. Underline the correct words in italics in thisxgact from an internal
presentation.

This next chart shows sales for our two main protines, the Micro range
and the Neka rang&Vark / Noticethe scale on the verticaaxis / axle- it shows
the number ofunits / unitiessold in thousands per month.

I'd like to “draw / makeyour attention firstly to the black line, whichosts
sales of the Micro range. You can see how lastsalasrose / have risefsteady /
steadilyall through the year. Since the beginning of yleiar they'continued / have
continuedto rise ®although /in spite oét a slower pace.

On balance, these results are godsteady /steadily’grow / growthis what
we like to see. This generally positive pictur&dsie to / due fronthe performance
and reliability of the Micro range, and the fadttibur competitors have been slow
to respond? Even so / Even thougie cannot be complacent. We have to build on
this success going forward, and | want our sakesseo really focu§about /orthe
Micro range*“‘over / fromthe next few months.

I'm going to set an ambitious target — to takessaféMicro products from
their current level of 30,000 per montho/until a *igure / numberof 35,000
by the end of the year.

OK, now let's*look at / look tothe purple line on the chart, which shows
sales of the Neka range. As you know, we laundhisddnge in December of last
year, and sale¥took off / were taking offnmediately. For the first few months
things"were really looking good / had really looked goWde were expecting this
because wé%were doing / had dona lot of market research before the launch.
“'However / Whereadpr no obvious reason, thefavas / has beea “sudden /
suddenly* drop / reduceén sales in recent weeks. The question is thisweafind
out the”motives / reasorand what can we d8about / forit?

In a moment I'm going to open up the discussioneakdor youf’comments /
commentariesBut the implications are clear: it%igh / highly”chance / likelyhat
we won't meet our target of 25,08By / forthe end of the year.
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MOJYIb IV
MEETINGS

Yueonblii 2jement 1 (Y9 — 1)
Meetings — opinions

Read the extract from a meeting in a household prots company. Antoine
(A), Brigitte (B) and Chris (C) are discussing thi@@ompany's marketing strategy

A: We need to do something radical to develop agandls. The retailers
are becoming more and more powerful — they buy ftmfor whatever price
they want, and sell to the public for whatever @ticey want.

B: Absolutely. Our profit margins are getting thamrand thinner.

C: | totally agree with you about the power of tle¢ailers. And it's not
just their pricing power — it's also their own-lapeoducts. Why should people
pay more for branded items like ours?

A: Basically, we have to look at branding in a véhoéw way. In my opinion,
we have to go beyond market research, beyond gatdiout quality, and beyond
clever advertising slogans. What I'm trying to sawe need to make an emotional
connection with consumers. We need consumers éousynot just to need us.

B: I'm not so sure about that. We sell detergentsthings for the home.
How emotional are cleaning products? We're notrapamy like Apple or Nike
who make exciting, lifestyle products. What do ybink, Chris?

C: It seems to me that we have to do something eam¥ just carry on as
we are. It may be true that our products areny egciting, but we also have to
consider that household products are an importaritgs family life, and fami-
lies are near the centre of our emotions. Actudllgp think our advertising
could appeal more to people's emotions.

B: OK, OK. You're probably right. But what did ybave in mind, Antoine?

A: We need a new 'face' for our brands. A celeb@ymeone who the
public loves. To put it simply, we need the moshdais football player in the
world to appear on screen, using our products.

B: Really? Do you think so? You think that if a fans footballer cleans
their teeth and washes the floor, using our prajutte public will love us?
| think they will laugh at us, and at the footballe

C: Obviously it would have to be done carefullydanfootballer may not
be the best choice. Perhaps a film star from roimaoimedy movies would be
better. But in general | like Antoine's idea.
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B: OK, | can see what you mean, but don't you thim& is all going to be
very expensive?

A: That's true. It will be. But from my point ofetv it's worth it. An emo-
tional connection is the only way to justify a piam price.

The phrases you need

Asking for opinions

What do you think, Chris?
Chris, what's your opinion?
What did you have in mind?

Given an opinion

What I'm trying to say is ... / The point is ...
In my opinion ... / The way | see it...
Basically .. /Essentially ...

Actually ... / As a matter of fact...
Obviously ... / Clearly ...

In general ... / Overall.

To put it simply ... / In short...

Giving an opinion (more carefully)
It seems to me that...

| tend to feel that...

From my point of view.

Agreeing

That's true.

| totally agree with you. / Absolutely.
It's not just.. ,it's also ...

You're probably right.

Agreeing partially

| agree up to a point, but...

OK, | can see what you mean, but don't you thirik ..
It may be true that..., but we also have to conside
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Disagreeing

Really? Do you think so?

I'm not so sure about that.

I'm sorry, that's not how | see it.

| really can't agree with you there.

Exercises

1. Underline the correct words in italics.

1. Chris,what / hows your opinion?

2. What did you haven mind / in your mind

3. It seems me / seems to that we have to do something — we can't just
carry on as we are.

4. Frommy view / my point of viewt's worth it.

5. | am agree / | agrewvith you.

6. You're right / You have reason

7. | agreeto a point / up to a poinbut ...

8. | can see whayou mean / you're meaningut don't you think this is
going to be very expensive?

9. It may / canbe true that our products aren't very exciting, e also
have to consider ...

10.I'm not so surevith / aboutthat.

2. Look at the extracts from meetings below. Wréephrase from the
box next to a phrase in italics with the same meagni Be careful!

Actually Basically Bythe way However Ing®l In my opinion Luckily
Obviously The pointis In short

1 On the other hand / , there are senwas issues that we
still haven't discussed.

2 As a matter of fact / , the projechisd weeks behind sched-
ule, not two.

3 Fortunately / , we have enough time

4 Clearly / , they're not as cheap as sthgpliers, but their
guality and reliability is much better.

5 Overall / , It's a very positive psad, but there are some

important details that still need clarifying.
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6 What I'm trying to say is / , Jung much better time to
launch this product than April.

7 Essentially / , it's a good idea as &nigs not too expensive.

8 While we're on the subject / yduget a chance to
read that report | sent you?

9 The way | see it/ , the whole thingesm@mplete waste of time.

10 To put it simply , profitsfarkng and costs are ris-

ing and we have to do something — fast.

3. Write one of these next to each sentence belPulite disagreement,
Strong disagreement, Not gramaticaily possible.

1. I really can't agree with you.
2. | can't really agree with you.
3. | can't agree really with you.

4. Put the phrases below into order: 1 is the mpstite disagreement,
and 4 is the strongest disagreement.

I'm sorry, that's not how | see it.
Really? Do you think so?

I'm not so sure about that.

| really can't agree with you there.

5. ‘I think we need to make an emotional connectionth consumers.'
Study the different replies a-g and then do the eoise below.

a Yes, just like Apple or Nike.

b Yes, you're right.

c Yes, they should love our products, not justitbem.

d Maybe, but how can a household products comgartiyat?

e Isn't that idea too abstract? Wouldn't it béeb#d focus on something more
practical?

f Do you think so?

g I'm sorry, | don't agree with you.

Now match each reply with a technique for agreeigugd disagreeing below.
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Agreeing

1. Using a standard phrase.

2. Saying the same thing again using different words.
3. Giving an example.

Disagreeing

1. Using a standard phrase.

2. Yes, but ...

3. Asking an open question to show doubt.

4. Asking a negative question (where your own anssvelearly 'yes').

6. Speaking practice: listen and repeat. Repeatleatirase you hear
and then listen to check.

Yu4eonblii 3jemMenT 2 (Y9I — 2)
Meetings — making things clear

Read the extract from a meeting between three semanagers from dif-
ferent departments in an investment bank. Agusti) has some bad news to an-
nounce to his colleagues Brian (B) and Cecilia (Brian and Cecilia cannot be-
lieve what they're hearing!

A: Well, good morning, everyone.

B: Good morning.

C: Good morning.

A: You're probably wondering why | called this unyyeneeting at such short
notice. | have some bad news for you. We have @zertrgder.

B: Sorry, | missed that. Could you say it again?

A: | said we have a rogue trader. Like Nick LeeabBarings and Jerome Ker-
viel at Societe Generale. We have someone whaegeastifading beyond his authority.

C: Can | get this clear? You're saying that thaldeen fraud?

A: Yes, it appears so. On a massive scale. Twiorb#uros.

C: Sorry, how much did you say?

A: | said two billion euros.

B: How did you arrive at the figure of two billion?

A: It's just a guess.

B: What exactly do you mean by 'guess'? Don't ymw?
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A: The person involved was trading complex finahitiatruments. Deriva-
tives. It's very difficult to estimate the losses.

C: Correct me if I'm wrong, but you seem to bersgyhat you have no clue
what this person was trading and no clue how mumtemnhe has lost.

A: Please allow me to explain. | cannot know ewdstail of every transac-
tion of every trader. | have spoken to the indigithuline manager this morning, and
the figure of two billion looks like a reasonableegs.

B: You mentioned that the person was trading coxngkivatives. Could
you be a little more specific?

A: At this stage, no.

B: So, in other words, you don't understand thegesaAnd probably the line
manager doesn't understand either.

A: Perhaps | haven't explained myself clearly. Whakeant was that we're
investigating the matter. There are certain aspédte trades that seem to have es-
caped our internal controls.

C: Could I just say something? | don't believe wimathearing! Does anyone
in this place know what they're doing?

A: Can | just finish my point? What | was tryingday was that this is a very
serious matter and | cannot blame individuals dnggdetails until we have proof.

B: I just hope that the media haven't found outaibus yet.

A: There are three journalists waiting in my office

The phrases you need

Ask for repetition

Sorry, | missed that. Could you say it again?
Sorry, | don't understand, can you explain thatia@a
Can you run through / go over that again, please?

Use your own words to check

So, in other words, ...

If I understand you correctly, ... . Is that right?

Can | get this clear? You're saying that ...

Correct me if I'm wrong, but you seem to be sathag...
Clarify individual points

Sorry how much did you say?

Sorry, the project will start when?

What exactly do you mean by ...?

How did you arrive at the figure of ...?
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You mentioned .... Could you be a little more $ig&ci

Correct a misunderstanding

I'm sorry, that's not what | meant.

No, sorry, there's been a slight misunderstanding.
Perhaps | haven't explained myself clearly.

Reformulate

Please allow me to explain.,
Let me put it another way, ...
What | meant was ...

What | was trying to say was ...

Get your turn to speak
Sorry, but ...

Can | come in here?

Could I just say something?
Can | just finish my point?

Exercises

1. Read the dialogue aloud several times. Nowtdryemember some of the

missing words below. Write your answers lightlytiag¢ side.

1. Sorry, | that. Could you it again?

2. Can | get this ? You're tleak thas been fraud?

3. Sorry, did you ?

4. How did you at the twabillion?

5. What do you by ‘guess'?

6. me if I'm , but you seefretsaying that
you have no clue what this person was trading.

7. Please me to . | cannot know even} dbévery transaction.

8. You mentioned that the person was trading compéwatives. Could
you be a more ?

9. Perhaps | haven't myself at Wheant was ...

10.Can | just my ? What | wasgfito say was ...
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After you have remembered whatever you can, usepidies of words in the
box below to complete the sentences.

allow / explain arrive / figure clear / sayingorrect/wrong exactly / mean
explained / clearly finish / point how muclay slittle / specific missed / sa

2. Fill in the missing letters.

1 Sorry, I don't und

2Canyourun _ gh that again? (= explaiolkdy)i

3Canyougo __ rthatagain? (= repeat it inrditk | can understand it)
4 No, sorry, there'sbeenasi_ __ tmisund_ __ _ing.

S5Letme ____ itanother _ .

6Canlc here? (= enter the discussiuerrupt)

3. A team leader is speaking in a conference chlif a colleague (Bob)
doesn't understand very well. Complete Bob's quewtiwith the words in the box.

what when where which who how long howiminow often

Team leader: This meeting today is just a quickfimg so that everyone un-
derstands thezxhkgfbefore the project starts.

Bob: Sorry, understands théir ?

Team leader: Their roles. Yes, as | was sayirggust a quick briefing — it'll
only last aroundfxhzgminutes.

Bob: Sorry? did you say?

Team leader: Around thirty minutes. OK, so the gobwill start at the be-
ginning ofqgxkfzh

Bob: Sorry, the project will statt ?

Team leader: At the beginning of March. And onsertinning, we'll have to
meet regularlyxhkzgfa month.

Bob: Sorry;* did you say?
Team leader: Once a month. Gxhgkwill be in overall charge of the budget.
Bob: Sorry; will be in charge of the budget?

Team leader: Martha. If you have any travel expgnglease fill in form
gzfxkhand give it to her.
Bob: Sorry, form?
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Team leader: Form TE3O. If you think you will spendre tharfzxhgk you
should get my authorization first.

Bob: Sorry,’ did you say?
Team leader: 400 euros. Copies of the form canunedfonhxfkzq
Bob: Sorry, we can find thefn ?

Team leader: On the company intranet.

Notice how Bob asks for clarification in two wagemetimes he simply says
'Sorry (question word) did you say?' Other timesrniwdudes in his question some
words that he did understand

5. Speaking practice: listen and repeat. Repeathepbrase you hear and
then listen to check.

Yueonblii dement 3 (YI — 3)
Meetings — problem-solving

Read the extract from a meeting in a mining companynnette (A), Ben
(B) and Claude (C) are discussing an issue of sboegponsibility.

A: Our geological studies have shown that ther& af gold in this area,
but the local population is against us — they saymining operations will de-
stroy the environment — There are several waysowdadeal with this. I'd like
to open up the discussion and hear your views.

B: | think we should offer some money to the logayor, under the ta-
ble. It's worked before.

A: I'm sorry, | don't think that's a good idea. Whauld be the conse-
guences? This mayor seems honest and he couldayghstto the newspapers.
It would be a disaster.

B: Yes, | suppose you're right.

A: Claude? Any suggestions?

C: Well, it's just an idea, but what about offerboguse some of our prof-
its to support environmental charities? We coulkginoney to organizations
that protect the rainforest, that sort of thing.

A: That sounds like a good idea, but | don't thinkwould work in prac-
tice. Let's look at the pros and cons. On the @mal hit would improve our pub-
lic image, that's true. But on the other hand, peomuld see it as a very cyni-
cal gesture. And it does nothing for the local gapan in that area.
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B: Can | make a suggestion? Instead of being defenahy don't we go
on the attack with a big PR campaign in the media?

A: What do you mean?

B: Well — look at the benefits that our operatiovil bring. We'll bring
jobs to the local community, and our employees pay taxes to the govern-
ment. We're on the side of progress.

A: Let's think carefully about the implications thfat. We would have to
spend a huge amount of money on press and TV &Bmdnts, and we're only
a small company. What do you think Claude?

C: In general it sounds like a good idea, althouggree that the cost may
be too high. | think the best way forward is to gemore detailed estimate of
how much gold the mine can produce, and then Wwe'lin a better position to
decide about the PR campaign.

A: OK, let's do that. After all, we have a numbé&poptions. For example,
we could run a local PR campaign instead of a natione, just emphasizing
the jobs.

B: OK. The next thing to do is carry out a moreadletl geological sur-
vey. | agree.

Notice the process of exploring options, makinggssgons, reacting,
and accepting or rejecting the suggestions.

The phrases you need

Present options
We have a number of options.
There are several ways we could deal with this.

Balancean argument

Let's look at the pros and cons.

On the one hand,. But on the other hand, ...
In general ..., although ...

On the whole ..., but ...

Make a suggestion

| think we should | could ...

Can | make a suggestion? Instead ofwhy don't we ... ?
It's just an idea, but what about (+-ing)?
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React
What would be the consequences?
Let's think carefully about the implications of tha

Accept a suggestion
OK, let's do that.
Yes, | think that would work really well.

Reject a suggestion

| can see one or two problems with that.

That sounds like a good idea, but | don't thinkauld work in practice.
I'm sorry, | don't think that's a good idea.

Next steps

| think the best way forward is ...
What we've got to do now is ...
The nextthingto do is ...

Exercises

1. Ttry to remember the words below. (Some letterge been given).

1. Therearesev____ Iwayswecouldd__  w_this.

2. I'dliketoo___ u_ thediscussion and hearyo _s.

3. Yes,Isu__ seyourer__ _t

4. Thats_ __ slike agood idea, butldon'tthmiouldw i pr_

5. Let'slook atthep  andco__ (= advantagdsisadvantages).

6. _the e  d, it would improve our pubfiage, that's true. But
__the___r__d, people would seeatay cynical gesture.

7. Canl eas on? 1 d ofdodefensive, w_ 't

9.Ing__
cost may be too high.
10.1thinktheb_ t w y f
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2. Make phrases by matching an item from each colum

OK, let's waste of time,

What work really well,

That's a complete about ...?

Why we ...?

Yes, that would don'twe ...?

Shall do that.

That sounds make a suggestion?
Can | worth trying.

| can see like a good idea.

I'm not really would work in practice.
That might be sure about that

| don't think it one or two problems with that

3. Write the phrase numbers from the previous exsecin the correct

category below:
a) Make a suggestion.
b) Accept a suggestion.
C) Reject a suggestion.

4. Complete the table by writing these nouns nexithe verbs they go
with: a suggestion, a decision, a problem, a saduti Check any unknown

words in a dictionary.

analyze, approach, avoid, be faced with, c:
consider, explore, find a way round, get rol
identify, look into, overcome, present (So

agree (on), arrive at, come up with, figure
find, look for, offer, produce, propose, put 1
ward, reach, work towards

accept, act on, agree with, come up with,
sider, make, follow up, go along with, lg
weight to, put forward, reject, respond to,
out, take up, welcon

alter, arrive at, be faced with, come to, conj
go back on, hesitate over, ignore,plement
justify, lie behind, make, postpone, reach,
consider, reverse, te
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5. Fill each gap with a verb from the previous ekee in the correct form.

1. Ifyou a problem, you're in a sdnavhere you have
to deal with it.

2. If you a problem, you make an teffodeal with it
(metaphor from football).

3. If you a solution, you think akeproblem until you
find the answer or understand what has happenaa(k out').

4. If you a solution, you do things that hyelp to make progress.

5. Ifyou a suggestion, you think of i

6. If something a suggestion, it desvievidence to
make the suggestion seem like a good one.

7. Ifyou a decision, you take actigoutdt into practice.

8. If something a decision, it is the taason for the decision.

6. Speaking practice: listen and repeat. Repeatlreatirase you hear
and then listen to check.

Yueonblii 3jement 4 (Y — 4)
Meetings — leading a meeting

The person who leads the meeting is often calldde'thair', but other
common terms are 'moderator' ‘facilitator' and 'pading officer'. Below you
will find some typical extracts spoken by this peins

Opening the meeting

Right, is everybody here? Good, | think we cantst&ell, good morning
everyone, and thanks for coming. Unfortunately Amnés ill and sends her
apologies. Just a couple of housekeeping thingsrbéefe begin — we'll have a
short break around ten thirty, and | aim to finiee meeting on time, at twelve
o'clock. The bathroom is down the hall on the |&#K. Do you all have a copy
of the agenda? Good. Can someone take the mintkestk you, Vikram. Just
before we begin, I'd like to introduce Agnieszkanfrour Warsaw office. Would
you like to say a few words about yourself Agnieszk.. OK, thanks. Right.
Our objective today is to plan the launch of thesmange of large-screen televi-
sions across all our European markets, I've prepsoene background informa-
tion that | hope will be useful, and I'll distrilguit round the table now. You can

140



see from the agenda that we have a lot to get giwoso | would ask that you
keep all contributions brief and to the point.
OK, let's move straight to the first item. Henk,ukbyou like to kick off?

Closing the meeting

OK, everyone, | think we can stop there — it's lygtavelve o'clock.

I'd like to sum up. There are three main conclusibom the meeting.
First, ... Secondly, ... And finally ...

In terms of action points, we've decided to ..ernifer you're going to deal
with that — and we've also agreed that Miguel shputpare a report on ... Are there
any other points that anyone wants to make? Hanrssked anything? Well, thanks for
your input, everyone. We've had lots of good idma$ | think it was a very useful
meeting. I'll circulate the minutes as soon ag tlgam from Vikram. What about an-
other meeting? Can we fix a date now? Right, wlele the meeting here. Enjoy your
lunch. Caitriona, can | just have a quick word witln before you disappear?

Managing the meeting

Between the open and the close there is the whamldlensection of the
meeting where the chair manages and controlsdiioeission. The phrases below
are also very relevant here.

The phrases you need

Ask for reactions

What's your view on this, Nadine?

How do you feel about this, Klaus?

Antonio, this is your field, in a few words, camuyell us what you think?

Mike, after we've heard from Rosa can we have yaws? | know you
have some experience of this problem.

Deal with interruptions

Could you just hang on a moment please?

One at a time, please. First Mirella, then Claude.

Pavol, could you just let Nikola finish? I'll corback to you in a moment.

Keep moving

Perhaps we could get back to the main point?
I'm not sure that's relevant.

Let's leave that aside for the moment.
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Can we come back to this later?
| think we should move on now.

Focus the discussion
| think we need to look at this in more detail.
We need to analyze this in a little more depth.

Widen the discussion
Is there anything else we should consider?
What other ways are there to approach this?

Check agreement
Can we go round the table to see if everyone agrees
Do we all agree on that? Good, that's settled.

Summarize
So, basically, what you're saying is ...
OK, let's go over what we've discussed so far.

Exercises

1. Complete the sentences from the opening of atmgewith the pairs
of words in the box.

agenda / get through background / useful bathrd hall
brief / point copy/ agenda housekeeping /rbegi
ill / apologies kick / off right/start sayords
straight / item take / minutes

1. , IS everybody here? Good, | thinkave

2. Unfortunately Anneke is and sends her

3. Just a couple of things before we

4. The Is down the thedeft.

5. Do you all have a of the ?

6. Can someone the ?

7. Would you like to a few about yeliilsgnieszka?
8. I've prepared some information thapktwill be

9. You can see from the that we haviet@ |
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10.I would ask that you keep all contributions and to the
11.0K, let's move to the first
12.Henk, would you like to ?

2. Find a word or phrase from the previous exerctbat matches the defi-
nitions below:

1) a list of the subjects to be discussed at a meeting

2) a written record of the decisions that people matka formal meeting

3) (phrasal verb) do; finish dealing with
4) one of several things on a list
5) (phrasal verb) begin

3. Write BrE (British English) or AmE (American Enlish) on the right line.

1. bathroom / restroom / washroom
2. loo (informal) / toilets / gents / ladies / WC

4. Make phrases to close a meeting by matchingtamifrom each column.

1. | think we main conclusions,

2. I'd like to sum the minutes,

3. There are three can stop there

4. Interms fix a date now?

5. Are there missed anything?

6. Have | a quick word with you?
7. 1 think it was a of action points, ...

8. I'll circulate any other points?

9. Canwe up.

10.Can | just have very useful meeting.

5. Put the words into order. Write the answers undlee correct heading
below.

— I think in more detail look at this we need to.
— let's for the moment leave aside that.

— could you a moment hang on just please?
— is anything there we should consider else?
— One at time, a please.
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— can we if everyone agrees go round to see the’table
— what ways are there to approach other this?

— let's so far what we've discussed go over.

— can we later to this come back?

— we need to depth this in a little more analyze

Deal with interruptions
1.
2.

Keep moving
3.
4.

Focus the discussion
5.1 think we need to look at this in more detail.
6.

Widen the discussion
7.
8.

Check agreement
9.

Summarize
10.

6. Speaking practice: listen and repeat. Repeathephrase you hear and
then listen to check.

Yueonblii 3jieMenT 5 (Y9 — 5)
Meetings — negotiating

What do you think of when you hear the word 'negjoty? You probably
think of this process: two sides each have argtgptsition, then they make a series of
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concessions (= things they give in order to reacagareement) until they find a com-
promise (an agreement where both sides accephélyatannot have everything).

But this process is more accurately called ‘baiggtirand it's just one of the
phases of a negotiation. The phases are:

1. Relationship building: getting to know the othersoma, exchanging infor-
mation about the two companies, discussing theetakd generally building trust.

2. Stating needs, exploring initial positions and agljuestions. In a com-
mercial negotiation, the supplier explains the pobdn depth and shows how it
brings value to the customer's business.

3. Bargaining — not just on price, but on a rangeirteld issues such as
guantity, minimum order, discounts, delivery tinservice plans and warranties
(guarantees), terms of payment, exclusivity in diquaar market, the length of the
contract, transport costs, arrangements for shatwgrtising costs, penalties if
clauses in the contract are not respected.

4. Closing the deal.

Read the dialogue below, which is an extract froimage 2 of a typical sales
negotiation.

Supplier: OK, let's get down to business. What éyxdo you need?

Customer: For us, the priorities are quality aridivgity.

Supplier: When you say 'reliability’, what do yoean?

Customer: | mean delivery. On time, every time. gaundo that?

Supplier: Yes, we can. Our customers are well-knfwams who trust us and
come back to us.

Customer: OK.

Supplier: What sort of quantity are you thinkin@ of

Customer: Around 1,000 pieces initially. But thayhthange. How flexible
can you be on quantity?

Supplier: You can change the quantity up to fivekiag days before the agreed
delivery date, and we need a minimum order of %€ep. But quantity is not a prob-
lem. Our main concern is that you don't changbdis& specifications of your order.

Customer: Right, | understand. And in terms ofwaeli, what kind of time-
scale are we looking at?

Supplier: Two weeks from your firm order.

Customer: OK. Another question. We've been quotgdice of €950 per
piece for a very similar product. Can you matchizha
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Supplier: We offer quality at a reasonable pricat, at the cheapest price.
We don't try to compete on price. It's about atiaiahip between quality and price.

Customer: Of course. | see that. But what kinduzrgntee can you give us
in relation to your quality?

Notice in this early part of the negotiation howehe are a lot of questions,
and how the speakers move freely from one topiariother.

The phrases you need

State your needs

For us, the priorities are ...

Our main concern is ...

We think the best option would be ...
We'd prefer to see | have ...

We need.. Can you do that?

Explore positions

What exactly do you need?

What do you have in mind?

How would you feel about?

How flexible can you be on ... ?

When you say ..., what do you mean?

Can you be more specific?

Let me just check | understand you correctly.

Ask specific questions

What sort of quantity are you thinking of?

What kind of timescale are we looking at?

What sort of figure are we talking about?

What kind of guarantee can you give us?

We've been quoted a price of... Can you match that?

Suggest alternatives

Alternatively, ...

Can | suggest another way of moving forward?

There are a couple of alternatives we'd like tofoutvard.
Perhaps you would like to try the product on althasis?
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Exercises

1. Read the dialogue aloud several times, then cavevith a piece of
paper. Now try to remember some of the missing vgolelow. Write your
answers lightly at the side.

1. OK, let's get down to

2. What do you need?

3. Forus, the are quality arebrty .

4. When you say 'reliability’, what do you :

5. Our customers are well-known firms who wb@me back to us.

6. How can you be on quantity?

7. You can change the quantity up to five working diagkre the agreed

date.

8. We need a order of 500 pieces.

9. Our main (= feeling of worry}hat you don't
change the basic specifications of your order.

10.In terms of delivery, what kind of e &e looking at?

11.We've been (= told) a price of €950pmeze for a very
similar product.

12.Can you that (= provide something priceahtte that is equal)?

13.We offer quality at a price, nthatcheapest price.

14 But what kind of can you give us inti@heto your quality?

After you have remembered whatever you can, usenbals in the box be-
low to complete the sentences.

business concern delivery exactly flexilglearantee match mean
minimum priorities quoted reasonable tinadssc trust

2. Complete the four mini-dialogues with the woralsd phrases in the box.

a little low have in mind pre-payment prodoctschedule quite high
regular customers so long something aroundndsdrd for this market
such large discounts terms of payment weresypecting

Price

Supplier: The price per item is €140.

Customer: That seems :
Supplier: What sort of price ?
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Customer? €120.

Supplier: | think you'll find our prices afe

Discount

Supplier: We give a discount of 3 % on orders 88000 and 5 % on
orders over €10,000.

Customer: Isn't that ?

Supplier: What kind of discount were you looking#o

Customer: 5 % on our order of €6,000.

Supplier: Well, we don't normally give

Delivery

Supplier: Our delivery time is six weeks.

Customer: | didn't expect it to Be .

Supplier: What exactly did you ?

Customer: We need delivery in four weeks. Can )@nthdt?

Supplier: That doesn't give us very much time —%our
Is very busy at the moment.

Terms of payment

Supplier: Our® are 50 % in advance, and 50 %39 da
after delivery.

Customer: Couldn't you be a little more flexible?

Supplier: What do you mean?

Customer: We'd prefer, say, one third , one third
after 30 days, and the final third after 60 days.

Supplier: I'm sorry, but we only offer conditiorild that to'*

3. Speaking practice: listen and repeat. Repeatle@brase you hear
and then listen to check

Yu4eonblii 2jieMenT 6 (YI — 6)
Meetings — negotiating Il

The dialogue below comes from a later part of tegatiation. It shows
phrases for bargaining and closing the deal.

Bargaining is a process of making offers ('‘propgsale more formal and
more final than offers), with the other side acoepthem, refusing them, or
coming back with a counter-offer. Inexperienced atiegors tend to work
through issues (eg price, terms, delivery) one g, avhile more experienced
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negotiators link issues, with all the pieces of fhezzle only fitting together
right at the end. This allows much greater flexipil

Experienced negotiators also tend to make frequssbf summarizing. Sum-
marizing can be used to check understanding, givesglf time to think, keep a posi-
tive atmosphere by reviewing progress, break aaggdnd close the negotiation.

Now read the dialogue.

Supplier: ... Yes, our minimum order is 500 pieces.

Customer: That's a big risk for us — we'd prefenramal order of, say,
300 pieces. We can look at further orders later.

Supplier: That's not really a viable option for lis not cost-effective for
us to do a production run of just 300 pieces.

Customer: | see. And earlier you said that you rige8éo pre-payment for
first time customers.

Supplier: That's right.

Customer: 50 % is a lot of money to pay upfront.dorry, we can't accept thai.

Supplier: We'd be prepared to offer better termpayfment, but only if
you increased your order.

Customer: When you say 'better terms', what dohaue in mind?

Supplier: Well, if you order 500 pieces, we'll gaic5 % payment in ad-
vance, with the balance 60 days after deliveryt $hauld help with your cash flow.

Customer: OK, we could accept that, but only on crradition.

Supplier: Yes?

Customer: That you can make the small customizaia we talked
about earlier at no extra cost.

Supplier: I'm not sure about that. | don't have dhéority to make that
decision by myself.

Customer: Well, if you can agree to that, we caselthe deal today.

Supplier: OK. Can you give me a moment to makell& ca

Customer: Sure.

Supplier: ... Yes, we can make that customizatdmproblem. Now, let's
just take a moment to review what we've discusSed...

The phrases you need

Bargain

If you (do that), we'll / we can (do this).

OK, we'd be prepared to (do that), but only if ydid this).

We could accept that, but only on one conditionuM/gou be willing to
accept a compromise?
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Accept an offer

OK, we can agree to that.
That sounds reasonable.

| think that should be possible.

Refuse an offer

I'm not sure about that.

That's not really a viable option for us.

That would be very difficult for us because ...
I'm sorry, we can't accept that.

Summarize

Let's just take a moment to review what we've dssal
Can we just go through | go over what we've agie®tar?
So,...

Play for time

I'd like some time to think about it.

| think that's as far as we can go at this stage.

| don't have the authority to make that decisiomiyself.

Close the deal

If you can ..., we can close the deal today.

I'm ready to sign today if you can ...

If we agree to ... are you happy with the othenf=s
That's it, then. I think we have a deal.

So, if you'd just like to sign here.

Exercises
1. Fill in the missing letters.

1O0urmi__ _urn o___ ris 500 pieces.
2 That's notreally avia _ __ option for us. Itd o t-eff
us to do a production r_ _ of just 300 pieces.
tomers.
450 % is a lot of money to payup_ _ _ t.
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5 If you order 500 pieces, we' __ accept 25 % paymesd
thebal ~ 60daysafterd _ry. Thatlshwelp withyourc  fl
6 | don't have the au ty to make that decibio my

2. Find a word from the previous exercise that meaan

1 able to be done
2 (informal) in advance
3 remaining amount of money

3. Complete the sentences with the pairs of word&he box.

accept / condition dose / deal go / stage ehawind
just/ sign moment/ review prefer / order
prepared / terms should / possible soundssorable
through / far willing / compromise

1 We'd an initial of, say, [@@0es.

2 We'd be to offer better of payment,
but only if you increased your order.

3 When you say 'better terms', what do you in ?

4 We could that, but only on one

5 Would you be to ?

6 Yes, that be

7 That :

8 Let's just take a to whate discussed.

9 Can we just go what we've agreed so ?

10 | think that's as far as we can higit t :

11 If you can agree to that, we can the today.

12 If you'd like to here.

4. Match a group of verbs 1 — 4 and a group of atiges a — d to the nouns
(order, discount, proposal, deaheck any unknown words in a dictionary.

1. accept, agree on, close, do, make, offer somelvedgh, reject, sign;

2. authorize, cancel, chase, delay, fax through, nmate, process, put
in, receive, ship;

3. accept, clarify, come up with, consider, drop, exp] outline, make,
put forward, reject, revise, study, withdraw;
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4. allow somebody, ask for, be available at, be eatitb, get, negotiate,
offer somebody, qualify for.

a) alternative, compromise, concrete, detailethfbk interesting, sensi-
ble, tentative, vague;

b) cash, generous, good, huge, large, low, fivegre, special, substan-
tial, usual;

c) back, firm, initial, outstanding, regular, r@perush, special, urgent;

d) compromise, exclusive, fair, good, lucrativeajon, package, two-year.

5. Continue as beforédetails, deadline, concession, compromise

1. extend, fix, have, impose, (fail to) meet, missaet, work to;

2. accept, agree on / to, arrive at, come to, findkléor, make, offer,
reach, seek, suggest;

3. discuss, figure out, finalize, go into, go ovesmize, sort out, work out;

4. extract, get, grant, make, offer, win.

a. brief, complete, complex, concrete, final, full,nor, practical, precise,
rough, technical;

b. generous, important, key, limited, major, minogrsficant, sizeable,
substantial;

c. acceptable, fair, necessary, potential, reason@inlsatisfactory, sensible;

d. flexible, strict, tight.

6. Speaking practice: listen and repeat. Repeatleatirase you hear
and then listen to check.

Yueonblii djement 7 (Y9 —7)
Meetings — diplomatic language

Many learners of Business English think that ittisrecessary to know
about indirect (diplomatic) language. They arguat tirectness is thbest
choice in business because then people can unmigrséeh other. Usually this
Is true. But stop to think about your own languagGempare how you talk to
your friends and colleagues with:

— Talking to your boss.

— Talking to new customers.
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— Participating in a large meeting where you're oovms.

— Negotiating a difficult issue while trying to keapggood atmosphere.

Diplomatic language is about showing respect almvalg the other per-
son to 'save face'. Even if you come from a cultMhere directness is valued,
there will be situations in your future businesseea where you will need to
modify your natural directness. Diplomatic/indiréahguage shows other peo-
ple that you're polite, educated and respectftiheir opinions and feelings.

Compare the 'direct' conversation extract belovwhwis 'softer' version
underneathOf course, the example is exaggerated to makerd. poi

Version 1: direct

Customer: This product is very expensive.

Supplier: It's more expensive than the old modek tBe quality is much,
much better.

Customer: If we buy this product, will you give agood discount?

Supplier: What do you mean?

Customer: We want 5 %.

Supplier: That will be difficult. You owe us monew your account.

Customer: We have a problem with our cash flow.

Supplier: You must pay the money you owe us nowe@tise a discount
on the new product is impossible.

Version 2: softer, more indirect

Customer: To be honest, this product seems qugeresve.

Supplier: It's a little more expensive than the oiddel, that's true. But
the quality is significantly better.

Customer: If we bought this product, would you gingea good discount?

Supplier: What did you have in mind?

Customer: We were thinking of, say, something addbfb.

Supplier: That won't be easy. I'm just looking atmacords here.

Actually, you owe us money on your account.

Customer: Yes, | know. We have a bit op@blem with our cash flow
right now.

Supplier: Why don't you pay some of the money yae @s? Then per-
haps we could look again at the discount on the preguct.

The phrases you need

'‘perhaps', 'maybe’
Perhaps we should ... Maybe we could ...
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‘would', ‘could’, 'might’
We would need a quality guarantee. Here's an ide@owuld look at. That
might be quite expensive

'just’
Could I just go back to the point about... Thejess one thing I'd like to add.

'seems’

It seems to me that...

There seems to be a problem with ...
Rephrase with 'not’

Our competitors aren't very cheap. That doesn'e gigs very much time.
That won't be easy

Warning phrase
Actually, ...

To be honest, ...
Unfortunately, ...

Negative question

Why don't you ...?

Wouldn't it be better / easier to ...?
Isn't it the case that,,.?

Past forms

We were thinking of something around 5%. What didlyave in mind? If
we bought this product,...?

Exercises

1. Match what you think 1 — 10 with what you say-q.

You think ...

1. Stop speaking and let me say something for a change

2. Why are you always mixing up issues?

3. I'm selling your product in my stores, and yet ywwant me
to pay all the advertising costs myself. You'rezgra

4. | have a really great idea! You're going to lovis.th

5. You said that you could deliver these items by e¢nd of the week.
Now you've changed your story. Typical.

6. The cost of that option is going to be way too high
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7. | have no idea when we can deliver the items -etkex problem at the
factory and no-one can solve it.

8. You want it when!?! No way.

9. If you want quality, go somewhere else. I'm offgryou a cheap price.

10.That's completely wrong.

You say...,

a) | think it might be better to consider thausseparately.

b) Here's an idea we could look at.

c) | understood that you had these products tkd$to immediate delivery.

d) Our products are very good value for moneiation to our competitors.

e) Could I just interrupt for a moment?

f) That doesn't give us very much time.

g) That might be quite expensive.

h) There seems to be a bit of a problem with @sadpction facility at the
moment.

1) With respect, that's not quite right.

j) Wouldn't you agree that it's fairer if we shawme of the promotional ex-
penses?

2. Make the comments more diplomatic using the weond brackets.

There's one thing | want to add, (just/ like).

That is impossible, (honest / would / very diffigul

You're being too optimistic, (seems / me / thitlg).

It would be better to use rail transport, (wouldn't

This line is unprofitable, (actually / not very).

We should leave that point until later, (think /gmi / better).

ok wNRE

3. Look at line 4 of Version 2

If we bought this product, would you give us a goligtount?

In grammar this is called a 'second conditional’:

If we + past simple, would | could you ... ?

With the past form the if sentence is more hypathétand indirect —
you're just exploring an idea in a tentative way.

Change these sentences to second conditionals.

1. If we order 5,000 pieces, what sort of discount yaun give?
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2. If you pay 50 % in advance, we will give you genexrderms for the
remaining 50 %.

5 Speaking practice: listen and repeat. Repeat ephhase you hear and
then listen to check.

Yueonblii 2jement 8 (YI — 8)
Meetings— review

1. Fill in the missing letters in this extract froma meeting. Four people
speak: the chair, Marek, Camille and Adriana.

The chair opens the meeting:

R__ _ , Ithink we can start. Well, good mornewgryone, andth_ s
f c _ g Unfortunately, Bruce isilla®idd s hisapo_ S.

Just a couple of hou_ ping things beforebagin — we'll have a

sh_tb__ karoundten thirty, and [...] .

Do you all have ac_ _yofthea _  a? Good. €aneonet e the
mi_ _ __s? Thank you.

OK, let's move st = t to the firsti_ _ _.relg would you like to
k o 7

Marek presents some alternatives:

There are several wayswe couldd ~~ w_ _siski . Let's look at
thep_ _sandc__sofeachopt _ [..]. Sgemeral 'minfa__ r of option
one because of the cost advantages, al __ _..lgh[

The chair asks Camille for her reactions:
Thank you, Marek. Camille, can you tell us what ybink? This is your
f Idandlknowyouh e s _eex ee of this problem.

Camille speaks:

| agree with Marek u_t ap__ _t. It may be & that ... But we also
have to consider ...
SowhatI'mtr __ _gtos_ _is/Or,top_tsii ly..

Marek interrupts:
Canlc_ _e i_here?
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The chair blocks the interruption:
Marek, couldyouj | Camillefi___ IlPc__eb _ toyou
in a moment.

Camille continues:

Co___ tmeifI'mwr__g, but Mareks__  sé¢osaying that|[...] .

Marek corrects the misunderstanding

Perhaps | haventexp_. = ned my  fcl_ _ That's not what |
me_ _t.Whatlwast_ _ingtosaywas]|..].Asam roff__  [.].

Adriana makes a suggestion:
Can | make a suggestion? It'sj_ __anid_ _jout _ _d of [...], why
don'twe [...] ?

Marek rejects the suggestion:

That s_ s like a good idea, but | don't thinlwould W_ i _
pr_ e.Thep_ ntis|[..]].

The chair widens the discussion:

OK, what other ways are thereto app _ __ ch tlagereany g
e__eweshould con-_ _ _er?

Camille gives an opinion:
Frommyp__ tofv__w,Ithinkthat]...].

The chair reacts:
Let's think car_ _ _Ily about the im
[...], but on the other hand [...].

Adriana focuses the discussion:
| think we needtoan__ zethisinal_ _ leendr th.[...] And so,
because of that, It _dto feel that[...] .

Marek asks for clarification
Youmen_ _ _ned[...]. Could you be a little mepe _ _ _ic?

Adriana reformulates:
Yes,| mep__ita __ _erway,|[..].

The chair keeps the discussion moving:
Let'sle _ethatas__e forthe moment-I'mnootg'srel t.
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Camille suggests the next steps
| thinktheb_~ wayfor__ disforusto][...]

The chair asks for repetition:
Sorry,canyour__thr__  that again? | warlid sure | understand.

Camille repeats:
Yes, fc__ e/[.]

The chair summarizes:
| see now. OK, let'sg_ o what we've disadissef . [...]

Camille speaks:
Abs ly. And it's not just [...], it's also |...

Sointermsofac__onp__ _tsweneedto]...].

The chair checks agreement:

OK.Canweg_ r_ _ thet e and see ifyover agrees? [...]
Good, that's settled. | think we should m_ _e ow.n

After some time, the chair closes the meeting:

Well, thanks for your i _ut, everyone. | thinkwas a very u_ _ _ul dis-
cussion. Shallwe f __ thet__ _ for the negetmg? [...] Oh, yes. Marek, can
ljusth . _aqu__ _ w__  with you before glisappear?

2. Complete this negotiating dialogue with the wesraihd phrases in the box.

a viable option are we talking are you happye you looking be prepared
did you have getdown have a deal insteadoght be able moving forward
really not sure sounds reasonable upfront

Supplier; OK, let's to business. So, you're intereste
in our greetings cards.

Customer: Yes, the Arts Cards range — the onesthathmages of famous
paintings.

Supplier: We sell a lot of those. What sort of dites 2 for?

Customer: | run a chain of eight small retail dstleand I'd like to put the cards
on a display stand by the checkout at each onet §uatities do you suggest?
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Supplier: We’ to help you with the stand. But ¢gitsback
to the quantity. Perhaps you should make an irot@ér of, say, 2,000 cards.

Customer: That seems like quite a large amountpreder to have 1,000
cards and see how they go. Supplier: When you'daiplay stand' earlier, what

exactly* in mind?
Customer: A stand for the counter.
Supplier:® a counter stand, why don'tige a

floor stand? The capacity is much bigger. A flaansl that turns round.

Customer: Yes, | think that would work well. Areetheasy to find?

Supplier; We can give you one for each store, dfezharge, but you would
need to order a minimum number of cards.

Customer: What sort of figufe about?

Supplier; 4,000 cards. If you sell 100 per weekath store, you'll get rid
of them in five weeks.

Customer: No, I'm sorry; an order of 4,000 is hot .| just
don't have the cash flow to support that kind atpase.

Supplier: Cash flow doesn't have to be a problem.

Customer: What do you mean?

Supplier: You don't need to pay everything in adearf you order 4,000
cards, we'll give you very good terms of paymeust 50 % :
and the balance after 30 days,

Customer: What is the cost per card?

Supplier: The suggested retail price to the publi€2.90. We sell them to
stockists like yourselves for €1.20 each,

Customer: Well, to be honest, Ifm . I'd like some time
to think about it. It's a lot of money - unless @& negotiate the cost per card.

Supplier: I'm sorry, that's not negotiable.

Customer: Can | suggest another way’of ?  Would
you be prepared to take back any unsold cards éwnorder? We don't know
which ones people will buy.

Supplier: If we agree to that, with the other points?

Customer: Well, an order of 4,000 cards is far nmbeas | was thinking of
initially, but I guess it's possible.

Supplier: OK, we'd? to take back any unsold cards, but
only from the first order, and only if they wereparfect condition for us to resell,

Customer: That®

Supplier: That's it, then. | think wé
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3 Make the comments more diplomatic using the wordbrackets

1. That will be expensive. (might / quite)

2. We will want a larger discount. (would / sigoéntly)

3. There's one thing | want to clarify. (just /Mito)

4. Splitting the order into two consignments wdagich good idea. (wouldn't / better)

5. I'm unconvinced by this estimate. (not / todally

6. You said that we can have the products onld#asss. (understood / could)

7. What quantity are you thinking of? (sort of /reje

8. It may be difficult to arrange that. (unfortuelsit/ may / very easy)

9. We're having a lot of problems at our factampe(or two / issues / right now)

10. We expected a two-year warranty. (honest / &iyg

11. | think that your new range is the same as wtiirange. (seems / me /
more or less)

12. It would be easier to pay more and ship thedgdwy Air Express.
(wouldn't / little more)
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ATTACHMENT 1
EFFECTIVE COMMUNICATION

1. Complete each of the following sentences withon or for. There are
two possible answers for number 2. You can then makmilar sentences
about yourself and your job.

1. Olga Blancis _é computers.

2. She has been working a big computer coyripa five years.
3. She is based Paris.

4. She works the external communicatiepartment.

5. At the moment she is working __the design efdbmpany's website.
6. She is responsible _ the development of aorntapt part of the site.
7. She is very interested Website design

8. She depends the web and on personalctefdr new ideas.
9. She spends one or two hours every day on theghfing information

all the latest developments.
10. She is happy because there is a big demand good website
designers at the moment.

Note:

— Tenses at work:

You use the present simple to talk, for exampleualwvhere you work or
what you do: ivork...

You use the present continuous to talk about cuprenpects/ am working...

— External communications means how the company communicates
with the outside worldinternal communications means how people inside the
company communicate with each other.

2. Fill in the missing words in the sentences beld@hoose from the words
in the box. You can then use similar sentencesai& ailbout your company.

company competitors customers employees leaderducts
profit share shareholders share price sdiasies turnover

1. I work for a company called Kwikshoe.
2. Our main are sports shoes.
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3. Kwikshoe is a world in the tennis sk@&or.
4. It has a national market of 23%.

5. It has 2,500 in this country.

6. It has seven in five different caestr

7. Its main are young people and peambedo sport.
8. Its main are in Britain and the USA.

9. Its main are banks and pension funds
10. Its last year was $1.2 billion.

11. Its last year was $16 million.

12. Its today is $57.

Note

If you are the number one in a market, sector giore you can say:
We are the leader in the ... sector...

We are the biggest ...in the market.

If you are the number two or three, you can say:

We are a leader in the provision of...

We are the second / third / fourth biggest ...ka gion.

3. Lorenza Muller is telling her partner about hetay at the office. Match
the beginning of each sentence on the left (1 —d&h a phrase on the right (a — m).
You can then make similar sentences to talk abontiryday at work.

7o
— )
1. llookedat... a. the monthly figures to Mr Kazoulis.
\ "‘ : : :
2. \.,.,,f/ | wrote... b. an appointment with a client.
f/n\ \\\'\_
3. |7 I made c. the minutes of the meeting.
/’T‘\\_
4. \‘\-.;.f/""‘ | went to d. arepresentative of thegatommittee.
K
(bt
5.~ ltook e. the company magazine.
6. | I fixed f.three or four replies.
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7. - /I met g. two or three telepbaalls.

8. | had h. the office Christnasty with Cynthia.
9.\~ I read 2 $10 million deal.

10. L I discussed j. my e-mails.

11. = | presented k. lunch with Tom in Accounts.

12. -1 I negotiated . tired but happy.

13. | came home m. the weekly departmantgting.

4. Choose one word or phrase from the box to cortgokach sentence.

colleague customer director investor leadernager
opposite number —ewneshareholder supplier

My name's John Power. Power Enterprises belongsnéo I'm the
(1) ow7er .| also manage the company myskgih the (2)
I'm John Power's sister. | sit on the Board ofdasipany. I'm a (3)

I'm Mr Power's secretary. He's my (4)

| hold equity in this company. | am a (5)

John Power is a friend of mine. | have put somepbwn money into
Power Enterprises. I'm an (6) :

| buy things from this company I'm a (7) :

This company buys things from me. I'm a (8) :

I'm the head of a team in the technical departnienta team

9)
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| have lunch every day with the woman at the des#& to mine. She is
my (10) :
I'm the marketing director of Power Asia Pacifica Poom is the market-
ing director of Power Europe. He's my (11)

| work for Power Enterprises. | head a departméabout 50 people. I'm

a (12)

Note

There is not a big difference between customers ciedts and some-
times both can be used. In general, people in saAapsasually customers, while
businesses and professional people like lawyersaaoountants have clients.

Boss is an informal word, not something you wilkk s an organization
chart. The terms superior and subordinate were ased to talk about people
above and below you in the organization, but theyiless common today.

5. You have just agreed your pay with the Boardll kin the missing
words in the sentences below

Benefits bonus car expenses health insurance maco
pension rise —dary stock option vouchers

1. Your base _dalarg _ will be $500,000 per year.

2. When you are 65, you will get a of $a00,per year.
3. But you will get many other as well.
4. A plan gives you shares in the compdngh you can sell

at a profit if the price goes up.
5. You have an expensive company
6. You have unlimited travel and entertainment
7. You get free

8. You get free luncheon which you can ngeast restaurants
in the city.

9. And you get a special if the comparatsssgo up by more
than 15 % in the year.

10. So your total next year could be noae & million pounds.
Even so, you are thinking about asking for another soon!

6. Tony Johansen tells us about his profession&t Ibut some of the let-
ters are missing from the key words. Fill in the ssing letters. Take care with
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the correct form of the verb. You can then make gansentences about your
own professional life story.

1. I guess my # R E ER so far has not been very typical.

2. My firstJ __ was with Flat Earth Mechanics.

3.1S A T  withthemin 1975.

4. Itwas just afterlhad L F __ school.

5. My first job was in the office but | soon M __Vto the sales depart-
ment. | knew then that | was born to be a salesman!

6.In 1980 Ilwas PO O E  tothe position of sales manager.

7. But soon after that, the company went throubhdperiod and most of
uswereM_ D R D N A T.

8. It took me two weeks to find another job anthatbeginning of 1981 |
J | E__ Round Earth Mechanics.

9. This was a much more successful company anéld lwas A P
| T tothe post of national sales manager.

10. Things have been fine since then although lal@aest F R once
for paying my sales people too much commission.

11.lhavenoplanstoR T R __ before I'm 60

12.Ifsomeone O __ F R __mea better job, | tiitlk about it seriously!

7. Match the business cards (a — I) with the job deptions (1 — 12).

1. | buy all the things that a.
the company needs. g John Sutton
Managing Deinector
2. My job is to make sure that b.
the company has a good image.
LINDA GABBIADINI
%mtm &mun‘e& ﬁz'rect;or
3. My job is to find and test C.
new products.
DIETRICH HOFFMEISTER
Finance Director

4. I'm in charge of the people who sell d.
our products.
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Alice Hernandexz

Chief Accountant
5.1 type letters, file papers and make ap.
pointments for my boss. -
Li Wan
Secretary
6. | have general responsibility for the f.
whole company.
LENA JOHANSSON
PURCHASING M ANAGER
7. 1 make sure we have the products g.
which people want to buy.
FRANcOIS BARBOT

Assistant General Manager

8. | look after the company's h.

money.

YURI MANKOVICH
Director of Research
and Development

9. | do the books and prepare the balance

sheets.

Jim Hicks
Production Manager

10. I'm the company's people manager.

PADRIG BYRNE
MARKETINGDIRECTOR

11. | make the products which the com-k.

pany sells.

Santi Brunello
Sales Director

12. I'm responsible for everything whenl.

the boss is away.

Kate Hogg
Public Relations Manager

Note
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In some cultures, people exchange business cartie dieginning of a
meeting or a visit. In others, they do it at thel @h the meeting. In some cul-
tures, people present their business cards witthand. In others, they present
the card with two hands.

In some cultures, business cards are usually wimtethers, they can be
multi-coloured.

What information do you have on your card? Whabupls it? When do
you give it to another person? Do you know peoph® o things differently?

8. Match the descriptions (a-m) with the personalitgjactives (1-13).

1. tidy a. works well, does not waste time

2. shy b. wants to have a top job

3. self-confident __ ¢. doesn't get angry when he or she has to wait

4. reliable d. doesn't feel confident when talking to people he
or she doesn't know

5. patient e. trustworthy, dependable

6. demanding f. thinks carefully before doing or deciding anything

7.nervous g. arrives on time

8. ambitious h. keeps desk, papers, files, etc. in good order

9. relaxed I. calm, unstressed, unworried

10. cautious J. has a positive feeling about him or herself

11. dynamic k. makes other people work hard, often to a high
standard

12. efficient |. afraid, does not have a lot of confidence

13. punctual m. energetic and (usually) successful

Note

An appraisal is a description of your performanteark. Many peo-
ple have appraisal interviews with their bosses @nenore times per year to
discuss the work they did in the last year andatbek they will do next year.
More and more job interviews and appraisal intevgiare done in English.

9. These pairs of words describe employee qualitied parformance.
From the words on the right, choose a synonym faich adjective (1 — 12).

1. tidy clever
2. friendly timid
3. careful easy-going
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4. intelligent acceptable
5. shy self-assured
6. reliable cautious

7. relaxed adaptable

8. self-confident neat

9. flexible consistent
10. systematic outstanding
11. satisfactory dependable
12. excellent warm

10. Write the negative forms of the following adjectsr@sing the pre-
fixes un- (11 examples), in- (7 examples), dis-ef@amples), ir- (1 example)
or im- (1 example).

Adjective Negative Adjective Negative
1. tidy 13. obedient
2. organized 14. reliable
3. accurate 15. predictable
4. systematic 16. friendly
5. sensitive 17. diplomatic
6. patient 18. trustworthy
7. conventional 19. tolerant
8. traditional 20. sincere
9. convincing 21. orthodox
10. responsible 22. honest
11. efficient 23. experienced
12. secure

11. Match the terms on the right (a — r) with their equalents on the
left (1 — 18).

1. headquarters a. chief

2. executive b. plan

3. human resources C. products

4. customer d. sales revenue
5. factory e. position

6. head f. purchaser

7. firm g. correspondence
8. manufacturing h. objective

9. Chief Executive Officer i. plant

10. turnover J. deliver
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11.
12.
13.
14.
15.
16.
17.
18.

pay K. manager

buyer l. production

post m. head office

supply n. Managing Director
target 0. company

letters p. salary

goods g. client

scheme r. personnel

12. Business idioms

Read the sad story of Pedro Brown. Then match ttiems (1-12)
with their meanings (a-l).

=

©oWO~NOOUTh~WN

. Pedro Brown was on the ball.
. He had a good track record.
. He had a good nose for a sale.
. And he usually played his cards right.
. But success went to his head.
. He began to lose his touch.
. He was always up to his eyes in work.
. He started trying to pass the buck.
. And then he put his foot in it.

10. The boss gave him a piece of his mind.
11. Nobody put him in the picture any more.
12. And in the end he was fired.

AT NSQ 0 Q0T

He began to have too important an opinion of himself.

He had too many things to do.

He made a big mistake.

He lost his job.

He was not told what was happening.
He was a clever employee, he knew what wasggom
He made the right decisions.

He passed responsibility to other people.
His job experience was good.

He talked to him very directly.

He started to make mistakes.

He was a natural salesman.
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13. Business verbs

The company is in crisis. Below is a memo from @hief Executive
Officer. Fill in the missing words in the sentences

cut deal decide -fix- forecast launch maklay raise reach solv

D

We have to:

©CooNOGOhA~WNE

-
©

[
=

Note

a meeting.

with a very difficult situation.

the problem of falling sales.

agreement about exactly what to do.

on a strategy.

a profit next year.

a new product very soon.

next year's sales.

the prices of our existing products.

costs and staff.

a different role in the market iheoito survive.

You can also: arrange a meeting, call a meetimgganize a meeting.

14. Business word families 1

Circle the 'odd one out' in each of these groupslsic business words.

a) firm

a) plant

a) sell

a) client

a) salary

a) manager
a) export
a) assistant
a) timetable
a) staff

a) choice
a) discuss
a) aim

b) company c) enterpris@) manager
b) factory c) office d) works
b) make c) produce d) manufacture

b) customer
b) research

c) consumer d) employee
C) pay d) income

b) profit c) executive d) businessqer
b) division c) section  d) department
b) desk c) deputy  d) subordinate
b) plan c) schedule d) market

b) personnel c) product d) workforce

b) option C) action d) alternative

b) call C) phone d) ring

b) target C) reach d) objective
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15. Problem pairs

These pairs of words often cause problems. Chobsedorrect alter-
native for each sentence.

1. ECONOMIC / ECONOMICAL

a) Prices are rising and the number of jobs igfallit's not just a busi-
ness problem, it's a generatconomic problem.

b) This car uses less petrol than the other onthisaone is the more
economical.

2. TRAVEL / TRIP

a) Zangief is doing too much business veanuts to cut the
number of visits to foreign clients next year.

b) However, he still has to make one important to the agent
in Singapore.

3. PRODUCTION / PRODUCTIVITY

a) We will increase pay if the employees raiserthei
b) If we don't get another order soon, we'll havecuit
and maybe close a factory.

4. SALARY / WAGE

a) We pay a monthly by cheque to outewdallar staff.
b) We pay a weekly in cash to our frag-blue-collar
staff.

5. EXPENSES / EXPENDITURE

a) We have to reduce our general . we cotstosts wher-
ever we can.

b) The sales manager has to cut his travel, accalatom and enter-
tainment : he'll have to stay in cheapézld and take his clients
to cheaper restaurants.
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16. Business documents 2

Write the types of written communication in the baorext to the cor-
rect definitions

agenda annual report contract directory fahapse-magane
invoice mailshot memo minutes newsletter ofdem
price list sales brochure sales report user aianu

1 it tells people - usually people inside the com- in-house magazine
pany - about the life of the organization

2 areport of a meeting

3 a letter sent at the same time to a number of
customers or possible customers, for example
about a new product or service

4 a paper which you fill in when you want to buy
something from a company

5 an internal message, usually from one person to
a group of people

6 a list of things to discuss at a meeting

7 it tells people - usually people outside the com-
pany - about the life of the organization

8 it gives information about the company's prod-
ucts

9 it tells you how much products cost

10 a book with lists of telephone numbers or other
information

11 the paper which tells you how much you must
pay when you buy something from a company

12 a document which tells you about the com-
pany's performance over the year, including the
accounts for the year

13 a legal agreement between two parties

14 a message sent by facsimile machine
15 it tells you how a piece of equipment works

16 it contains figures on how much money people
have spent on the company's products in, for
example, a month
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17. Business letters

Match the letters (a-n) with the different parts tie letter(1-14).

salutation

signature

letterhead
enclosures
complimentary close
final paragraph
sender's title
sender's address
main paragraph
website

introductory paragraph
date

sender's name

OCoOoO~NOOUIRWN -

addressee's name and address

18. Production 2: from factory to home.

The sentences in the chart below describe how gamdsrom the factory
to your home. Match the letters in the chart (a-mjth the words or phrases
they represent (1-11). Some words or phrases aeglusore than once.

1 a consumer h
2 a distributor 8makes
3 a manufacturer Sells
4 a retail outlet 1Q@hrough
5 a warehouse lttansports
6 by
Person Activity Goods Preposition Place
a3 b cars c a factory.
A wholesaler stores machine topls d e
f g frozen foods h road, rail, sea
or air.
A retailer i televisions ] K
I buys video cassette at / through m
recorders
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19. Business and the economy.

Match the statements about the imaginary countryZdkaria (1 — 10)
with their (similar) meanings (a — ).

1. There are 20 million people in Zakaria who wintvork. One mil-
lion do not have jobs.

2. Some industries are privately owned and somstate-owned.

3. Last year the size of the economy was $100ohilliThis year it is
$101 billion.

4. Prices are much higher this year than last year.

5. Banking, insurance and tourism, etc., are ingmrto the country's
economy.

6. But the production of cars, machine tools, wiiteds, etc., is still
the most important part of the economy.

7. At the moment, the economic situation is baceréhs a danger that
the economy will get smaller, not bigger this year.

8. Most working people have to pay about a thirthefr income to the
government.

9. Today you can buy 10 Zaks for one US dollartlyaar it was the
same.

10. Two million workers are members of labour oigations.

The EXCHANGE RATE is stable.

The standard RATE OF INCOME TAX is 30 %.

The MANUFACTURING SECTOR is larger than the seevsector.
The UNEMPLOYMENT RATE is 5 %.

People are afraid of a RECESSION.

The GROWTH RATE was 1 %.

The economy has a large SERVICE SECTOR.

TRADE UNION MEMBERSHIP is about 10 % of the wholenkforce.
Zakaria has a MIXED ECONOMY.

The RATE OF INFLATION is high.

T T Sempas oo
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ATTACHMENT 2

BUSINESS ENGLISH

1. WHO'S WHO IN FINANCE

Match each job title on the left with the correcefinition on the right

(a-)). Use the grid below.

1. taxinspector

2. tax consultant

3. bank manager

4. commodity trader
5. accountant

6. finance director
7. market analyst

8. financial advisor

9. insurance broker

10. stockbroker

a) The person who is responsdi@rh individ-
ual bank.

b) Someone who advises peoploanto man-
age their financial affairs.

c) Someone who prepares an indiigd(or a
company’s) tax return.

d) The person who is respoadibl the finan-
cial side of running a business.

e) A government official who chedhkat tyou
are paying enough tax.

f)  The person who finds you Bast insurance
policy at the best price.

g) Someone who buys and sellskst@and
shares for clients, and charges a commission.

h) Someone who advises yoa aompany on
how to pay less tax.

1) Someone who comments onnéssi and
share prices in a particular sector of the econ-
omy.

]) Someone who buys and sells largatijies
of goods, especially food products such as
tea, coffee, and cereals, or raw materials such
as wood, or metals.

5 6 7 8 9 10

The word endingor or -er indicates someone who does something. In
many cases there is a related venspector (inspect), manager (manage),
trader (trade), director (direct), advisor (advise)
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2. WHAT'S WHAT IN FINANCE

Match each word on the left with the correct defiilmn on the right
(a-0). Use the grid below. The rest of the words &miliar to you.

1. pension a) Something that the government csllactl no
one likes to pay.

2. bank b) Where you go to borrow money or get cash

3. tax c) How you are charged for borrowing money.

4. dividends d) How you can pay for a house, unjess can
pay for it in a single payment.

5. shares e) A type of investment made by a company
when buying equipment.

6. inflation f)  What, in financial terms, a busiselopes to
make.

7. bankruptcy g) What a company has to prepareyexaar for
presentation to its owners and to the relevant
authorities.

8. capital spending h) The situation where a compmioes not have
enough money or property to pay its debts, and
so the company closes.

9. profit 1)  The total amount of sales in a year.

10. interest ]) Rising prices, rising costs and risimgges in
an economy.

11. assets k) What you buy if you invest money in a-com
pany.

12. turnover [)  Individuals who invest their money incam-
pany hope to receive these regularly.

13. liabilities m) When you are old, you hope to havee oof
these.

14. accounts n) The name for all the property, equigmen
vestments and money owned by a company (or
individual).

15. mortgage 0) The name for everything that a compavss.

112 3] 4, 5] 6|/ 7/ 8 9 10 11 12 13 14 15

m

Make a new sentence for each of these terms, athmit yourself, or
about your company.
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Financial vocabulary covers several areas, includineconomics,

3. WORD FAMILIES

banking, marketing, personal finance and financiglanning. Here is a se-
lection of key words. Complete the table.

Personal

General

Verb Adjective
noun noun
1. toanalyze
2. competitor
3. advice
4. to merge —
5. toindustrialize
6. trader
7. exporting / exported
8. producer
9. supplier
10. consumer
11. to guarantee
12. to credit
13. debit
14. earner
15. investor

. FINANCIAL DOCUMENTS

Match each word on the left with the correct defiilmn on the right
(a-i). Use the grid below.

profit and loss account a)

balance sheet

cash budget

share certificate

tender

b)

A plan of cash incand cash spending
for a specific period of time.

A document which representsteaopthe

total stock value of a company and which
shows who owns it.

c) A formal agreement for the exgbaof
goods or services in return for payment.

d) A formal description ofonte and costs
for a time period that has finished.

e) A formal description of a company’s fi
nancial position at a specified moment.
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6. business plan

7. insurance certificate

8. letter of credit

f) A document which states thatamed
person or company has paid for protection
against accidental loss or damage of goods
or property.

A description of theywa new business
hopes to make money, showing possible
income and expenditure.

A formal letter with an offéo supply
goods or services, containing a description
of the project, including costs, materials,
personnel, time plans, etc.

9)

h)

9. contract 1)  An official notification from a bartkat it
will lend money to a customer.
1 2 3 4 5 6 7 8 9
d

5. TYPES OF COMPANY

There are five main types of legally constitutedngoany. Each type
of company has different characteristics. Tick tleerrect characteristics for
each business type, or write ‘possibly’ if the clateristic could apply.

Sole Cooperative

Trader

Private Limited
Company

Public Limited
Company

Partnership

Single indi-
vidual owns
company

4

Two or more
owners / di-
rectors

Quoted
on stock
exchange

Workers
run the
company

Unlimited
liability

Limited |i-

ability

Owner
is self-
employed
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6. INTRODUCING KEY TERMS IN FINANCIAL PLANNING

Complete the sentences below with a word from tbg.b

break-even point core activity cost of sales gsdit margin
net profit margin overheads —profitability selling costs
setting-up costs turnover

1. _profitability shoes how a business might make profits. It isucalc
lated from the relationship between profit and dhpital invested in the com-
pany, and between profit and turnover.

2. The of a business is the total amolistles, before
costs are deducted.

3. The of a business is the main praaluservice which
the business provides, e.g. for FIAT it is cars.

4. The Is the profit the business mbledsre costs are
considered.

5. The are the costs involved in crgatinew business.

6. The are the normal costs of a bssivdsich do not
change if production rises. They are also refdoed indirect costs or fixed costs.

7. The Is a calculation of profit atteducting the cost of
sales and overheads.

8. The are all the costs directly aasediwith producing
the products.

9. The Is the amount of sales a compeaays to cover
all costs.

10.The are all costs directly concemmdd getting cus-

tomers to buy products and moving them to the costo

&> Noun + noun combinations are common in English. fisée
noun qualifies the second one. Exampled.arelon University, sales costs,
setting-up costs, software company

7. IDENTIFYING COSTS

Costs offer all businesses a major challenge. Gaodt control is es-
sential.
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Read the definitions below, then complete the plemghat follow by
combining an appropriate word from the box wittost(s)

analysis centre —fixed labour manufacturing
operating price sales selling variable

1. Usual expenses such as rent, heating, lightthggh _ fixed costs
are not changed by the volume of production.

2. Expenses which increase with increased produc- costs
tion, e.g. labour, raw materials.

3. All costs directly related to production. costs

4. All costs directly related to getting someonédty costs
a product.

5. The cost of employing workers and staff. costs

6. The costs for the day-to-day running of a comgpan costs
or business.

7. Selling at a price which is exactly what theduet cost
has cost to make.

8. The study of all likely costs associated withrad- cost
uct.

9. A business in a chain, or a subsidiary, butécetas cost
independent for accounting.

10. The total costs for all products sold. cost of

8. WHAT'S A MASTER BUDGET?

A Here is part of a description of a master budggiven in a class to
management trainees. Complete the spaces with gpjate words from the box.

administrative  budget capital cash fixed forecast
income raw sheet turnover variable

In business planning, a company financial controikeds to prepare a
master budget. This is a budgeted (fhfome statement which shows
(2) income and expenditure, and alsdaabe (3) :

The master budget summarizes various forecastsuagets. Each of
the following needs its own (4) . salgspwing expected
(5) , production, showing all overheads$ @sts, both (6)
and (7) , €.9. labour, (8) mdseaiad components.
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A separate (9) expenditure budget simoaysr spending
on equipment and machinery. Another budget showsgaheral and
(20) expenditure that the business nédsls. a (11)
budget shows estimated income and expenditure sif, gae. not cheque or
credit card payments or payments by banker’s order.

B Find words in the above text which mean the saasehe following.

a) estimated

b) investment

C) revenue

d) spending

e) income and expenditure plan

f) a regular payment to a creditor's bank accowttere the creditor
can change the amounts paid

— Sales income receivables and revenue all indicate money re-
ceived. Costs liabilities, expenditure, outgoings overheads payments
andexpensesll indicate money paid out.

— Turnover refers to total money received for all goods amises,
sometimes referred to asvoiced sales Theinvoice is, of course, the docu-
ment which records the sale and requests paymbatwbrdturnoveris also
used in the phrasstaff turnover, to indicate the extent to which employees
leave the company and are replaced.

9. CASH TERMS

Read the definitions below, then complete the plemshat follow by
combining an appropriate word from the box wittash

advance budget delivery flow hard —petty
price ready settlement

1. Small amounts of money in notes and coins fgu+e_petty cash
lar, small purchases.

2. Money in notes and coins, not cheques or cozd cash
transfers.

3. Cash which comes in to a company from salesr atash
costs, overheads, etc.
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4. Payment when the customer receives the goods. sh aa

5. Plan of cash income and expenditure. cash

6. Aloan in cash against a future payment. cash

7. Notes and coins available for immediate exparalit cash
8. Payment of a bill with cash. cash

9. A low price for payment in cash. cash

10. SALES FORECASTING

Sales forecasting is based on a variety of estimatkepending on the
product or service concerned and the market invalve

A Below is part of a report by Michelle Cardot, tiMarketing Man-
ager of Fastrail Ltd, an urban transport system apéor. Put the five parts
of the report in the correct order.

1. The sales forecaster interviews sales stafgssalanagers and
senior management. Talking with experts and amadyfigures from previous
years helps to show trends, the relationship betwere and demand, and
any seasonal variations. The forecaster also cerssitie effects of advertis-
ing, or changes in the market. For example, if mempetition arrives or old
competitors disappear.

2. 4.2 Sales forecasting

Sales forecasting is an attempt to estimate thel Ewegular business.
It includes existing contracts, the typical voluaiesales to regular customers,
typical volume of non-regular business and an eg#@nof the volume of new
business.

3. Sales volume will be affected by the effectivanef advertising
and other promotional activities, the quality oé thales force, past sales vol-
ume and any seasonal influences.

4. Pricing policy is affected by market conditiorympetition,
economic climate, industrial conditions and orgatianal cost structure.

5. Factors affecting sales forecasting include ipgicpolicy and
sales volume.

B Here is a memo based on the same report. Putdbetions of the
memo into the correct order.

1. Factors affecting pricing policy: market conaiits, competition,
economic climate, industrial conditions and orgatianal cost structure.
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2. Forecasting uses personal interviews with bodiff snd manage-
ment and also analysis of past sales figures. €laionship between price
and demand can also be significant.

At all times, forecasts can be adjusted, depenoimghanges.

3. Factors affecting sales volume: advertisingatonal activities,
guality of sales force, past sales volume and sedsariation.

4.

Fastrail Ltd

REPORT

From: Michelle Cardot — Marketing Director

To: JT, DS, HR, PD, PV

Date: 22 October 2002

Subject: Sales forecasting

Sales forecasting estimates the level of futureéniess, combining vol-
ume of sales to regular customers with non-reghlaginess and probable
demand from new business.

5. Factors affecting sales forecasting: pricinggychnd sales volume.

Notice the format for writing dates: #20ctober 2002 or 22 October
2002. However, when speaking, we say: th& 22 October. In American
English the month usually comes before the day,@ctpber 22, 2002.

11. PRICE — DEMAND RELATIONSHIP

Find words or phrases in the text which mean moreless the same
as the phrases given.

THE CROWN SLIPS — US TRUCK GIANT DROPS TOP SELLER

FD Auto, the largest independent truck manufacturéehe USA, yes-
terday announced plans to end production of itgdstselling truck, the
Crown 5000. Over half a million Crown trucks haweeb sold in 20 years,
but sales in the past five years have declineahkp @000 last year.

Three years ago the company cut prices by 20 %yt tstimulate de-
mand but sales rose by less than 5 %. The pricgeuwtp the entire margin. Even
in the normally price-sensitive US truck markeg @rown could not recover.
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‘I's a sad day, but we have to face reality. Thewh has passed its
sell-by-date,’ said Laurie Seller, the Marketingrdger for FD Auto. He ac-
cepted that the price cut had failed, saying thatdompany had miscalcu-
lated. ‘Demand for the Crown is now totally inelasprice does not affect
demand. It's a dead truck. We cannot make anytgrofi

It is not all bad news for FD Auto, however. Anngales showed a
small increase and turnover is expected to riskarcomponents division.

consumers wanting to buy the product
difference between cost price and selling price
easily influenced by price changes

is old-fashioned

reduction in price

not affected by price changes

sales in a year

total sales

©NOoOOGAWNE

12. KEY TERMS IN MANAGING COMPANY FINANCES

A Match the phrases on the left with a word or plse on the right
which means the same.

1. contribution ratio a) turnover

2. fixed costs b) gross profit margin

3. variable costs c) overheads

4. income from sales d) direct costs

B Match the term on the left with an appropriate fd@tion on the right.

1. contribution a) The number or total value ofesaheces-
sary to equal all costs.

2. capital costs b) An individual cost centre ica@mpany’s
product range.

3. gearing c) Net profit available for reinvestmanthe
company.

4. retained profit d) Salesincome less variabksco

5. work-in-progress e) Selling price less variatists divided by
volume of production.

6. wealth f)  Cost of buying fixed assets such aklbu

ings, equipment, vehicles.
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7. unit contribution g) Relationship between thetcof borrow-

ing money and the total equity capital.

8. break-even point h) Work done which has costdbepany

but has not yet been sold.

9. strategic business unit i) Net value of a comp@atal assets less

total liabilities).

2 3 4 5 6 7 8

13. SETTING UP A BUSINESS

Look at the four formulae below and then completeetspaces in the
conversation below.

Contribution = sales revenue — variable costs
Profit = Total value of contribution — total costs;
Profit = Revenue — {variable costs + fixed costs}

Break-even volume of production =

fixed costs
unit contribution

Teacher:
Student:
Teacher:

Student:
Teacher:

Student:
Teacher:

Student:
Teacher:

Student:

Teacher:

All products sold should make a contrdyuto the business.
What is contribution?
It is the total selling price of all gosiddd by the company, (1)
sales revenue, less (2) :

So, it’s like margin.

Yes, it's the same as the gross profigmaBut, to calculate

profit, you have to consider (3) cdstether words,
the total value of contributions less (4) and (5)
costs.

| see. And when you've made enough caritabs, you reach
your break-even point.

Yes, that’s right. Then you start to madadit.

How do you calculate the break-even point?

You have to divide the (6) by the
(7) or the contribution maga kingle
item that you sell.

So if you raise your price, you incredseualue of the contribu-
tions.

Yes, but you must not raise your pricengoh that you lose sales.
If demand is (8) , sales may fall.
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14. OVERHEADS

Here as a list of 16 fixed cost items. Categorirerh according to the
headings given below.

accountancy fees leasing of computers
books, newspapers mortgage payments
car and van hire professional indemnity insurapce

car hire purchase agreements rent
electricity account salaries

employee National Insurance contribu- secretarial support
tions
employer’s liability insurance stationery and pingt
equipment, machinery telephone

Services Employee costs

electricity account

Insurance Administration

Property Professional fees

Vehicles Equipment

Miscellaneous costs
Miscellaneousmeans anything that does not fit easily into afihe
given categoriesMiscellaneous coststherefore, are any other costs not
already mentioned.

15. CASHFLOW PROBLEMS AND OTHER DIFFICULTIES

Choose the correct definition for each of the ternmsitalics.

1. cashflow
a) money from sales and money going out to meet
costs, both fixed and variable
b) cash available to pay debts
C) payment of fixed costs, including salaries
2. to reschedule overdraft payments
a) stop paying overdraft credits to the bank
b) set a new level of payments and / or change the
frequency of payments to the bank
C) ask the bank for a bigger loan
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10.

liquidity problem

a) not paying debts
b) customers who are late in making payments
C) not enough cash available to pay for costs
liquid assets
a) wealth that can easily be changed into cash
b) property that cannot be easily changed into cash
C) stocks and shares in drinks companies
bad debts
a) large bills to pay
b) old invoices that the customer has not paid
C) customers who always pay late

to go liquidation

a) to have a lot of money, especially cash

b) to go bankrupt and to stop trading

C) to be taken over by another company
to record a credit deficit

a) to have no profits

b) to be refused credit by a supplier

C) to make a loss

debit balance

a) the same as a credit deficit

b) debits and credits are equal

C) the number of debits is the same as the company
forecast

capacity problem

a) workers are not able to meet production needs

b) the company is already producing the maximum
guantity possible, but there is demand for more

C) costs are at the maximum level the company can

afford and the bank will not lend any more money
opportunity cost

a) the costs associated with doing new business
b) the cost of not doing something
C) the cost of research and development
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16. FINANCIAL CONTROL

Businesses have to work out the most efficient weygroduce prod-
ucts and services at a profit. This test introducsne key terms for this as-
pect of managing company finances. Match the term the left to the cor-
rect definition on the right.

Financial planning term Definition
1. profitability a) the amount of products or sees a com-
pany needs to sell to cover all its costs

2. return oninvestment b) ratio of total debts to total assets
(ROI)

3. liquidity Cc) measure of profitability obtainedom di-
viding net income by total amount in-
vested

4. leverage d) ratio of total sales to total cdshweentory
(goods in storage)

5. break-even point e) ratio of cost to benefit

(BEP)
6. efficiency f)  measure of how well a business naeet

its short term cash needs

1 2 3 4 5 6
e

A key function in financial planning is to keep ¢tam of investments
(spending). All the terms in this test are importemensuring the efficiency
of a business. Good planning often means makingragp calculations and
judgements for different activities in the sameibess. In this way, profitable
units can be further developed. Weak units carhb@eged or abandoned. The
correct term for these units srategic business unit(SBU). A company
treats each separate SBU as an individaat centre

17. IF THE PRICE IS RIGHT ...

In an interview with a journalist, Jan Horst, a m&eting consultant,
speaks about pricing policies. Complete the textlod interview with words
or phrases from the box.
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competition cost plus discount —margin  marginal cost
market price penetration strategy skimming strategy

Journalist:  So, in terms of pricing, what mistakessmall companies often

make?

Horst: They take the cost of sales, and add tantventing a (1)
margin . Thisis a (2) approach.

Journalist:  What's the alternative?

Horst: First, fix a price somewhere near or belbw tompetition, the
(3) . This can get you mathate, us-
ing a so-called (4) :

Journalist:  What about (5) just,a bit above vari-
able costs?

Horst: Marginal cost pricing only works if you hawe lot of spare
stock. It can help with a (6) policy.

Journalist:  And how can pricing help to build uprket share?

Horst: First, a low price is essential to build market share in many
markets. This is the penetration strategy appro@chyou can
have a (7) , with high martprhelp
to pay costs quickly. This is often used with laktggoods. They
start expensive but prices come down quickly orfee (8)

arrives.

18. OPERATIONS CONTROL

A key aspect of managing company finances is kegpiontrol of op-
erations. Operations means all aspects of organ@adl activity. Read the text
below, then match the underlined phrases to oné¢haf terms in the box.

Operational control brings financial rewards

Many businesses and organizations have a 1) stratpgroachto man-
agement. Good operational control is essential.i@pertant tool is the 2) strate-
gic business unit (SBUWith this approach, it is possible to see théviddal 3)
contributionthat each product makes to the overall comparfitaduiity.

A further useful tool is the idea of the 4) breafes point Using this tool,
prices may be raised or cut, but with a proper tstdeding of the effect.
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Businesses should also make sure that there istangally low level
of 5) inventory

Holding components or finished products is a waktesources. It is better
to operate a 6) just-in-time (JI&pproach. Storage is therefore kept to a minimum.

Control operations should focus on quality, servef@iciency and ef-
fective evaluation of the processes involved. Thaeethree kinds of opera-
tional control: 7) precontrpB) concurrent contra@nd 9) postcontrol

The benefits of good operational control are showerms of in-
creased profit and long term security for the besn

a) a focus on the quality of inputs in the produtiprocess

b) analysis of each separate product as a seuastteentre

C) goods in storage

d) gross profit margin

e) planning, controlling and monitoring all the iaitkes of the busi-
ness, so that efficiency is maintained, waste tst@wa minimum, quality is
enhanced, customer satisfaction improves and philfiy goes up.

f) policy of taking delivery of goods only when thean be used, and
producing to order

g) monitoring quality after the production or outjpd service

h) evaluation of the conversation of inputs to otgpas it happens

1) demonstrating the volume required at a certaioepto produce the
required profit

1 2 3 4 5 6 7 8 9

e

Pre-, con- andpost-are all prefixesPre- usually indicates beforepn-
can sometimes indicate with or at the same tposi-usually means after.

Another common prefix i$ontra- indicating against. Examples are
premature precondition pre-determined contemporary convention post-
pone postscript contraventioncontradict

19. OTHER ASPECTS OF PROFITABILITY

Match the underlined phrases to similar phrasesthre box.

budgeted income statement capital employed CUAIEIELS
current liabilities debtors net income stock
turnover work-in-progress
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A Two documents provide the necessary informatarritie most im-
portant decisions about the strength of a busineg4) forecast profit and
loss accounand the present balance sheet.

B A study of profitability must look at the relatiship between:
e (2)income after all costs have been dedumteli(3) total invoiced sates
e netincome and the amount of (4) money investddarbusiness

A study of a company’s ability to make enoughhcsisould show:
if the planned cash balance is satisfactory;
if (5) people who owe moneyre likely to pay on time;
(6) work which has been contracted but not yebiced or (7) fin-
ished goodsvhich will one day be sold;
e if the relationship between fixed assets and &haoor other items
of value which can easily be converted into dastatisfactory;
e if the relationship between current assets andi€8js due for pay-
mentis satisfactory, i.e. current assets should behngueater than liabilities.
Management should be careful with forecasts, bechudgeting is not
a science and forecasts cannot be exact.

e o 0 (O

Businesses often fail because of problemdiafidity : they cannot
meet theiishort-term cashneeds.

20. KEY TERMS IN MEASURING FINANCIAL PERFORMANCE
The phrases on the left are commonly used in coesalions of the

financial strength of a company. Match each one am appropriate expla-
nation on the right. Use the grid below.

1. company accounts a) The description of incone expenditure
In a specific accounting period.

2. profit and loss b) Items of value which are not easily changed

account into cash but which the business needs.

3. balance sheet c) Documents showing income, eipee,
assets and liabilities, sales records, etc.

4. opening balance d) Major spending on large iteetessary for
the business, such as property or equipment.

5. closing balance e) Cash items, or items that easily be
changed into cash for the present financial
year.
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7.
8.

9.

capital expenditure f)  The amount of money haldash or near

fixed assets
current assets

net sales

10. pre-tax profit
11. interest paid

cash at the end of the accounting period.
g) The cost of borrowing from akban
h) Money made by the comparny aiksosts,
but before tax has been paid.
1)  The amount of money held in cashear
cash at the start of the accounting period.
]) The overall picture of assets &adilities.
k) The profit from sales after direosts have
been deducted.

4 5 6 7 8 9 10 11

© N

Note the verbs tborrow and tolend. A bank lends money. That is a
loan. A borrower borrows a loan. But, there is also the less comwash to
loan. This is a more formal word, meaning the sasi¢o make a loan or to
lend. ExampleThe bank loaned the company $500,000

21. THE BALANCE SHEET

Match the words or phrases on the left with the pect definition (a-
1). Use the grid below.

intangible assets a) The money paid to sharel®otult of profits.

fixed assets
liquidity
depreciation
current assets
dividend
liabilities
liquid assets

overdraft

b) Regular costs and money owed.

c) Any investments, cheques, bank &#go stock or
work-in-progress that can easily be converted into
cash.

d) Assets which can be used to makwediate
payments.

e) Property, land and equipmdénthwis not nor-
mally intended for immediate sale.

f) Brand names, patents, rights, tradeks and li-
cences which may be the major part of a com-
pany’s wealth.

g) The total amount borrowed frorbank.

h) The ability of a company to ayppliers, em-
ployees, shareholders, tax authorities, etc.

1)  The notional fall in value of eqmpnt over time.
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Depreciation is calculated by dividing the purchase price oftam of
capital expenditure (usually a machine or vehicle, for example) byubkeful
life of the item, for example four years. Then tB&%6 of the purchase cost is
treated as aexpenditure in each of four years in the company accounts.

22. KEY ECONOMIC TERMS

Match the words on the left with the correct defilmn (a-). Use the

grid below.

1. central bank a) Education and skills developnientyoung

people and the unemployed.

2. exchange rate b) The part of the economy thas dmt make

goods, also known as the tertiary sector.

3. inflation c) The money a government needs todvoito

pay for what it does.

4. interest rates d) The value of a currency agaiher curren-

cies.

5. invisible earnings e) The annual cost of borrgvmoney from a

bank.

6. manufacturing f) A measure of retail price increases.
industry

7. national debt g) The principal national bankanghority.

8. public sector h) The part of the economy that makes products
borrowing and changes raw materials into products.
requirement

9. public spending 1)  The number, or percentagepeafple out of

work.

10. service sector j) Government spending.

11. training k) The total amount of money that a goveent

owes.

12. unemploymentrate 1) Income in foreign currency dervices such
as banking, insurance, tourism.

1 2 3 4 5 6 7 8 9 10 11 12
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The European Central Bankis, of course, not a national bank, but the
supreme banking authority of the participating edain the euro (€) area
within the European Union. It is based in Frankfurt

23. ACCOUNTING

Fill in the missing words in the sentences belowhddse from the
box. You will need to use each word more than once.

account accounts accountant accounting accountancy

1. Can you check that the figures have been entreectly in the
bankaccount?

2. He’s at university studying

3. The management of the company have not yet el@owh their
policies.
4. A bookkeeper writes details of financial trangats in the

5. Most people in the profession read gaziaes and
journals in order to stay informed.

6. She’s been working as an with thiie fior several
years now.

7. The directors of the company approve the at the end of
the year.

8. The chief has completed the draft for this year.

9. Each branch maintains its own full Steay.

10.They have opened an for the consighto Bombay.

11. Is really not an exact science.

12.A business manager needs some ldgenile order to

understand what he reads in the company

Accountancy (noun) is the theory of keeping financial records-
counting (noun + adjective) refers to the activity of keepfinancial records.
Account (noun) is a record of money received and sp&oatountant (noun)
Is a person who keeps and works with financial r@£0

24. PHRASES

What are the meanings of the phrases in bold in thentences (1-10)
below? Choose the correct definition from the li&-j) on the right. Write
your answers in the grid below.
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10.

How do youaccount for the sudden fall  a)
in the stock value?

Agents buy and sell goods their own b)
account

They gave the solicitor a detaileat- C)
count of the customer’s business deals
in the last year.

The draft accounts had to be adjusied  d)
account of the discovery that a major
debtor had gone bankrupt.

Raw materialsaccount for 30% of the e)
manufacturing cost.

They are regular customers in this shopf)
and are now able to bupyn account

On no accountshould these figures be Q)
released before the board meeting.

When making decisions for the future h)
the managers have take this year's
poor performanceto account

By all accounts they will benefit i)
greatly if the deal goes through.

The advertising company has won two )
newaccountsin South Africa.

people say

report

under no circumstances

consider

explain

big customers

for themselves

because of

on credit

represent

2 3 4 5 6 7

10

The wordaccount is now used in everyday English to form phrases
with different meanings, e.¢py all accounts, account forThese phrases are
easier to learn and remember in short sentences.

25. BANKING

Take one word from the left-hand column and one fnothe right to
complete each of the following sentences.
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account bank
bank (2) book
base cash
central charges
cheque code
overdraft facility
sort ‘number
standing order
withdraw rate
statement

1. All correspondence with the bank must include dompanyac-
countnumber

2. The company should be ikept safe
place when not being used.
3. The office needed money, so had to rom the account.

4. Each branch of the bank has its own unique

5. The bank will set whiah @mayable for
each transaction carried out by the bank.
6. Interest rates are calculated as a small pegentabove

7. The in Britain is the BainEngland and
in Germany it's the Bundesbank.

8. The bank can be asked to pay the rent for thidibg automatically
every month by

9. The each month listhalhtoney which
has gone into and out of the account.
10.The company has negotiated an which al-

lows them to spend more than they actually hatkeraccount.

Certain pairs of words are often found togethey, @verdraft facility,
bank rate Try to learn these words as a pair. To help wrember, write the
words in short sentences. You can test more pai®mals in Test 43.

26. BUYING AND SELLING

Choose the correct word in each of the following.

1. The book / file which contains a list of all cpamy sales arranged by
date is known as theales day book
a) sales account Cc) sales invoice
b) sales card d) sales day book
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A Is not recorded in double entry.
a) cash discount c) trade discount
b) refund d) cash sale

Faulty goods which are sent back to the supfpiethe customer are
known as

a) returns C) recovers

b) provisions d) discounts
A system should make sure that delatornot owe too
much money.

a) quality control c) credit note

b) credit control d) credit transfer

A company sells goods on credit, but if cust@meever pay for these

goods the money owing is known as :
a) bad debts c) bad payment
b) debits d) bankrupts

The estimated expense of not being paid by debsoknown as a/an

a) allowance C) proviso

b) devaluation d) provision
If you calculate different percentages for deltsch have been owing
for different lengths of time, you can prepare a/an schedule
of debtors.

a) progressive c) reducing

b) ageing d) increasing
In many countries a tax is added to the pricganfds and services, but
some goods may be and no tax is due.

a) exempt c) excused

b) exceptional d) uncovered

At the end of an accounting period, detailsaof ¢ollected and tax paid
are given to the authorities on an official fornied a
a) statement C) return
b) declaration d) confirmation

27. PROFIT AND LOSS

Fill in the missing words in the sentences belovhddse from the box.

administrative expenses cost of sales distribution dividend

extraordinary —ordinary retained turnover
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1. As AZ Designs Ltd is a small printing compani},their printing
contracts are known agrdinary activities.

2. Recently, a film company paid AZ Designs a laggaount of
money to use the company’s premises when they wailgng a film. This
was recorded in the Profit and Loss Account as income.

3. Income which the company makes in its normal/iiels is known
as

4. At the end of the year, some of the profits nayshared out among
the shareholders who will receive a :
5. The costs of getting the goods to the custonaees shown as
costs in the Profit and Loss Account.
6. Materials which are used up in manufacturing wodkers’ wages
are recorded as :
7. The secretary’s salary and expenses incurrdeeinffice are shown

as

8. The company may decide to keep some of thetprafithe end of
the year and the amount is shown as itsprof

For many businesses, the main reason for the attogumnnction is to
calculate profits earned or losses incurred. Phafit and Loss Accountis
used to comparactual results with projected results and for future plan-
ning. Organizations with a financial interest ie tompany will also wish to
see thd?&L Account.

28. BUSINESSES

Match the following sentences (1-11) with the wordisphrases (a-k)
on the following page. Write your answers in theigjbelow.

1. The holder of these has lent the company mamdyas no voting rights.

2. A group of five accountants have decided to farmassociation to
carry on business in common and make a profit.

3. The investors give these people the power tdlrercompany.

4. This company holds more than 50% of the votimgres in another
company.

5. Members of the public can only invest in thisnpany if they are
invited to do so.

6. Investments in many companies can be made bwdpshares on
this market.
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7. The public at large can be shareholders incigpany.
8. The golf club was set up with no intention ofking a profit.
9. Fifty-one per cent of the voting shares of tospany are held by

another company.
10.This is the meeting which is held once a yeatHe shareholders.

11.This exists when several companies are inaioakhip of owning
and being owned.

a) subsidiary g) private limited

b) group h) debentures

c) non-profit-making 1)  public limited company
d) stock exchange ]) holding company

e) partnership k) annual general

f)  directors

1 2 3 4 5 6 7 8 9 10 11

In Britain, Ltd is the abbreviation used after the name of a filim-
ited company. Only private investors can investhis companyPIc is the
abbreviation used after public limited companiegniers of the public can
buy shares in these companies on the stock exchange

29. PARTNERSHIPS

Choose the correct word or phrase in the followistatements about
partnerships.

1. If a partner is liable only to the amount of italphe invested he is a
limited partner.
a) liability C) corporate
b) limited d) dead

2. The partners want an official agreement aboeit tshare in the partner-
ship, so they are going to draw up a/ an of partnership.
a) deed c) title
b) transaction d) instrument

3. If there isn’'t an official written agreement,tkaipartner signs a balance
sheet which shows that profits have not been shegedlly, agreement

would be :
a) implied c) drawn
b) stated d) believed
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4. Partners can choose to produce fixed capitabuats or
capital accounts.

a) changeable C) variable
b) moving d) fluctuating
5. A partner who does not take an active part & libsiness is called a
partner.
a) silent C) sleeping
b) dead d) inactive

6. When partners can’'t or don’'t want to continuepartnership there is a
of the partnership.

a) divorce c) amalgamation
b) decomposition d) dissolution
7. When this happens a Account is openesgtord the trans-
actions.
a) Sales c) Distribution
b) Realization d) Liability

8. When the partnership comes to an end, the debtBabilities are

a) discharged ¢) distributed
b) disposed d) dissolved

9. One partner, who owes the partnership money,have to cancel his
to the partnership firm.

a) deal c) indebtedness

b) claim d) articles

In Britain groups of professional people such asantants, lawyers,
dentists and vets often form partnerships. Cantiionk of any other groups
that form partnerships?

30. TAXES

Match each definition on the right with a term fronthe box. Write
the term beside each definition.

capital gains tax corporation tax
creative accounting excise duty —iheome tax loophole
money laundering progressive tax tax deductable  evasion

tax haven tax loss tax shelter value added tax
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11.
12.

13.

14.

Income tax People pay this tax on the money they earn.

Companies pay this tax on their {sofi

Profits from the sale of assets n&agubject to this
tax.

Government tax on things such ageatiga, alcohol
and petrol.

This kind of tax means that the mooeey you earn,
the higher the rate of tax you have to pay.

A clever but still legal way of remgcthe amount of
tax to an absolute minimum.

A country such as Liechtenstein hadBahamas where
tax is low.

A mistake in the law which allowspledo avoid pay-
ing tax.

These payments are not subject to tax

In the accounts the company is teegrake this if capi-
tal expenditure is brought forward to use up psofit

This tax is added to the price ofilgand services.

Avoiding paying tax by giving falséormation to the
authorities.

Investment schemes which allow peépl postpone
paying tax.

Handling money made from illegalvégt

31. FUNDS

Choose the correct answer in each of the following.
Funds coming into a firm are known_ssurcesof funds.

a) springs C) origination
b) sources d) income
The ways these funds are used are known as the of funds.
a) application c) disposal
b) delegation d) consumption
funds include money in our handsratite bank.
a) working c) profit
b) current d) cash

When you take away current liabilities from euntr assets you have the
amount of funds.

a) liability C) asset

b) working capital d) flow
Financial statements about cash funds are yskradwn as
statements.

202



a) cash flow c) cash outflow

b) cash resource d) cash loss
6. An item which doesn’t involve flow of funds is :
a) sale of fixed asset Cc) depreciation
b) drawings d) loan repayment
7. Anitem which involves flow of funds is :
a) provision for bad debts c) sale of fixed asset
b) book loss on sale of fixed asset d) book profi sale of fixed
asset

8.  After making adjustments for items which domivalve the flow of
funds the net profit or loss is known as :

a) gross profit C) cash movements
b) outflow of funds d) total generated from opera
tions
9. If a company reduces their stock and the nurobetebtors, they will
cash.
a) deliver c) discharge
b) release d) liberate

When the words debt and debtor are spoken theltettesilent. / dit /, /'ceto/.
32. COST ANALYSIS

Take one word from the left-hand column and one ifnoright to com-
plete each of the following sentences.

financial facilities
prime analysis
functional decisions
consumable process
maximum -data
business profit
arbitrary materials
manufacturing cost

1. Accountancy providedinancial data which is used to make
future business decisions.

2. In order to succeed, company managers try toemak
because this is where capital growthesdnom.
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3. Because accountants rely on estimates rathertth@ costs’, they
often have to make :

4. are used up in the manufag process
but are not part of the final product.

5. All the direct costs of manufacturing are reddrto as :

6. Overhead is the cost of providing which
you need to produce goods.

7. The management accountant should understand the
used to make a product in the factory.

8. Cost accounting uses wloicks at
where each transaction comes from.

Remember that words are often used in associatitnm ather words
depending on the context. Try to note words whitterogo together. You
could do this in spider diagrams similar to theaidte Test 45.

33. COST ASCERTAINMENT: WORD BUILDING

Use the words irbold at the end of each of the following sentences to
form a word which fits in the blank space.

1. It's not always possible to calculate producstso

of multiple productsaccurately . ACCURATE
2. You need product costs to make a be-

tween products. COMPARE
3. Management may wish to expand the sales of the

more products. PROFIT
4. Process costing looks at the of costs

in a department over a period of time. ACCUMULATE
5. Operating costing is the way of calculating ¢tbet

of the of services. PROVIDE
6. Material losses which result from the naturehef

operating method are usually not . AVOID
7. Losses caused by inefficient operations are

: PREVENT

8. The disposal of waste might incur . EXPEND
9. Some costs may be by the sale of

scrap. RECOVER
10. Bookkeepers normally don’'t make a

between scrap and waste. DISTINCT
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11. may be possible on some products
which fail quality control. RECTIFY
12. In jobbing production there is wusually no
in design from previous orders. REPEAT
You can practise more word building in Tests 22 28@nd 60.
34. NEW MARKETS: PREPOSITIONS
Fill in the missing prepositions in the sentenceslobw. Choose from
the box.

on for in to of |

10.
11.
12.
13.

14.
15.
16.

The directors are interestad the prospects of future developments in
South America.

At the meeting they will decide fimahtargets for the next
six months.

We look forward receiving a detapksth of the project.
The director gave a brief account ctimpany’s recent per-
formance.

Future dividends will depend the sssoé the new product.
The director stressed the importance effective control on
spending.

The marketing strategy is to concentrate developing markets
in Europe.

There is aneed __ a full risk assessment bgfmrey into these markets.
We must be aware the attitude towardggn investors.
There may be difficulties enforcing cacts.

For the site construction we will rely ocdl contractors.

We have already reached agreement slogedtterm credit.
It is necessary everyone involved inptiogect to show re-
spect local customs.

We are proud recent successes in trergets

The sale of the building has been agreed subject contract.
We are all involved finding solutionshe turrent problems.

Certain nouns, verbs and adjectives combine widtifip prepositions.

It is important to learn the preposition togethé&hwhe word. For example, to
have an effeabn, to decideon, to be interestenh.
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35. BUDGETING

Fill in the missing words in the sentences below faking combina-
tions with the wordbudget In some expressionsudget appears as the sec-
ond word. Choose from the following.

appropriation  cash -committee current fixed functional
master officer period principal selling

1. Next year’s budget is being prepared by thhedget committee
over the next few weeks.

2. They haven't taken variable output levels intoaunt and have set
a of £800,000 for raw mdgeria

3. The sales manager has to give his budget estinat the
by tomorrow morning so teatan check it before

the meeting next week.

4. For most companies the a year but due
to the rapidly changing nature of the fashion indushey prepare their
budget every four months.

5. There is a limit to the amount of money whichyrba spent on re-

search and development, so an has been prepared.
6. In order to have an effective management comsystem, we pre-
pare a for a short peridionet

7. The market demand is for 900,000 units, but dkisting plant,

which is only capable of producing 500,000 units, the
factor.

8. The marketing department is divided into temitteies, each with
its own :

9. Sales reps’ salaries, rent for sales officesgdsing and publicity
are some of the items included in the :

10.In order to make sure that there will be enoaogbh available to
meet demands and provide additional finance if irequ a
must be prepared.
11.The budget profit and loss account is incor@garan the final
once the board of directssagreed it.
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36. PERFORMANCE: PHRASAL VERBS

A Match the following phrasal verbs with a synonyom the right.

1. go ahead a) arrange / display
2. runinto b) proceed

3. gooverto C) understand

4. put forward d) cause to happen
5. bringin e) avoid

6. get out of f) encounter

7. setout g) change

8. make out h)  submit

9. bring about ) earn

B Fill in the missing phrasal verbs in the senterecéelow. Choose
from the list (1-9) above.

1. The increase in raw material prices will a reduction in
profits.

2. The contract to refit the cruise liner will much needed
revenue.

3. Include all the relevant figures on the perfanoereport and then

it for senior management.

4. The company have problems of satbalgstic budg-
ets because they a poor accounting system.

5. The department managers have to binégets by the
end of this week.

6. Because of incomplete records, it is imposdible how
the final figures were calculated.

7. It's amazing what some firms willdoto _ p&ycorporate tax.

8. Profits over the last three years have increaszatlily and the firm
has decided to with the expansion dbtdseness.

9. Because of large variances between the budgetkdctual costs,
they should a different method of cakmd the variance.

Remember that a preposition or adverb together avilerb may give
that verb a specific meaning. Phrasal verbs aenatftore informal and are
seldom used in formal documentation.
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37. PRICING

Fill in the missing words in the sentences belowhddse from the
box.

behaviour ceiling competitors demand  discretion elasticity
floor full cost leader legislation make or buy stitinges

1. For some products, such as perfume, expensivatiractive pack-
aging can increase th@emandfor them.

2. Most businesses are in competition with othemmanies who
manufacture similar products or

3. A manufacturer should first look at the prices®y his
before he sets his own prices.

4. When preparing information for pricing decisipiise accountant
should be aware of market :

5. If sales representatives are working in a vamgetitive market,
they should perhaps set prices at their own

6. If the design of a product is confidential thmndal be no choice in
the decision.

7. Government regulates the pricesdidaio products.
8. The maximum and minimum prices which can bef@ea product
are known as the price and price respectively.

9. To add a certain mark-up to the total cost pfaduct, a system of
pricing is used.

10.A price Is a product which all otbempanies watch
when setting their prices.
11.The of demand shows how consumdrseact when

prices are altered.
38. CONFUSING WORDS

Look at the words in italic in each of the followg sentences and
choose the correct one.

1. We're setting all the prices for next yeatcept/ aceeptthe new
range which won'’t be ready for another three manths

2. Can youemember remindhim to bring the comparative costs.
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3. After the confusion over the bank transactitreythave agreed to
waive/ wavecharges.

4. These two companies have beercatlision / collusion with each
other to fix prices.

5. We should use aadternative/ alternatepricing structure to the one
we use now.

6. We've had anfficious/ official letter to tell us about the changes in
export regulations.

7. When deciding on new prices you mustn’t leggt/ site of market
behaviour.

8. Once they have agreed the figures we macede/ proceedwith
the costing.

9. Pleasensure/ ensurethat only the most recent figures are included
in the calculations.

10.When we are setting standards we allow 10%lédicient/ defec-
tive goods.

11.There must be a mistake in the calculationsesdrare. These fig-
ures are just nairedible/ creditable

12.The cash budget must takeasonal/ seasonablevariations into
consideration.

13.The consultant is beiqpyosecuted persecutedor tax evasion.

14.The management have now decided whedisurementsmeasures
to take to increase productivity.

39. INVESTMENT

The same word is missing in each of the followingts of three sen-
tences. Choose from the box.

capital -earnings forecasts pay- return
back
1. earnings
e The estimated potential is very impont@men you are
choosing an investment project.
e This project will yield of £800,000 ovee years.

e The amount of money an employee receives, and tmeygenerated
from an investment project are both known as
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e They want to know the expected on invest.
e Some projects will be rejected because they dyietit a high rate of

e The on an investment is the profit yewufigm it.

e The expenditure in the canteen, speritec and staff
room will benefit the whole company.

e In ten years we should be able to recover the invested.

e The total amount of money which is invested bydtmers of a com-
pany is known as

e What is the period of this investmé@yi to be?

e They'll have to be prepared to wait longer for a from this
investment.

e Recovering the costs of an investment is known as

° of future inflation rates have not bedsen into consid-
eration.

e The actual economic life of the assets turned @lietlonger than the
original :

e Statements about what is expected in the future are

40. DECISIONS: WORD BUILDING

Complete the following words by choosing an appnape prefix.
(Some prefixes may be used more than once.) Chdase the box.

| ir- un- in- dis- ab-  under-  mis- de-|

1. Low demand for their products has made prodoactery _un prof-
itable.

2. We don’t have a detailed cost analysis yetheaitanagement are
____decided about future investment.

3.  You must make everything very clear now in otdesvoid any
____understandings later.

4. Four Seasons Ltd has been _ successful in timayklee new
product.
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5. Since ___ regulation, telephone companies hage &kle to set
their own prices.

6. The company would be more profitable if theyldaeduce the
amount of __ used capacity.

7. They have decided to ___ continue the produdfd?roduct P be-
cause sales have fallen.

8. They have changed the way they measure proéibssrption
costing is ____adequate.

9. The management think that the policy of expamgmies is
____correct.

10. Prices for raw materials are ____normally higthe moment.

11. They  estimated the effect of the compestprbducts on sales
in this market sector.

12. The report showed that moving the productioa t@w site was
____desirable.

13. Anincrease in the price of land was totally expected.

14. Lots of the documentation which was lost infiheeis
____replaceable.

Many prefixes make a word negative while other igesf have a spe-
cial meaningMis- = wrongly; de- = remove;under- = not enough. Can you
think of some more words which begin with the pre$ given in the box
above? Tests 22, 28 and 46 also test word building.
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