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BBEJAEHUE

OcHoOBHas 1IeIh IpeIIaraeMoro mocoOus — OKa3aHue MPaKTHIEeCKOU
MOMOIIM JIMIIaM, U3YYarolIuM JIeJIOBOM aHrimuickuii s3pIK. Kypc
OpUEHTHPOBAH Ha CIICMUAINCTOB B c(epe BHENTHEIKOHOMUYECKON
JesTenbHOCTH. [l JOCTHMKEHHUS 3asBJICHHOM Leau Mpeiaraercs
OpUTMHANIbHAS METOJIMKa PabOThl C MaTepualloM, KOTOpasi OCHOBaHa Ha
UCIIOJIb30BAHUM  Pa3HOOOpPa3HBIX  CHOCOOOB  TOAAYM  MarTepuana,
CHUCTEMATUYECKOM TIIOBTOPEHUHU JIEKCUKM 10 TEeMaM H aKTUBHOM
MPUMEHEHUH Pa3IMIHBIX KOMMYHUKATUBHBIX IIPUEMOB.

CtpykTypa Kypca, BKJIOYaromias JBe 4acTh («YCTHas JenoBas
KoMMyHuKanuss» U «[luceMeHHass — gemoBas — KOMMYHHKAIIHS»),
ompeaensieTcss OOIUM 3aMBICIOM pPa3BUBaTh M COBEPIICHCTBOBATH
yMeHHe OpraHU30BaTh MIPOJIYKTHBHOE B3aMMOJICHICTBHE c
WHOCTPAaHHBIMU MapTHEPaMU, BECTH MEPErOBOPHl C MOTEHLHUATBLHBIMU
WHBECTOPAMH, TIPOJIBUTATh MPOIYKIINIO Ha 3apyOeKHBIX PBIHKaX COBITA.

Bce yactu, B 3aBUCHMOCTH OT 00BbeMa MaTepHaia, MoApa3IaesaioTCs
Ha HECKOJBKO pa3/ielioB, B KaKAOM H3 KOTOPBIX OTpadaThIBaeTcs
ompeneneHHas Tema. [lo KaxIoW TeMe TMpencTaBiIeHbl Haubolee
ynorpeOuTeNnbHbIe KIUIIe W BhIpakeHus. [l Oomee amexBaTHOM
nepefadd  KOHTEKCTyaJbHOrO  3HA4eHHWs  HEKoTopele  (hpasbl
CONPOBOXKAAIOTCS MEPEBOIOM Ha pycCKuM s3bIK. [lpuBoautcs Takxke
KpaTKWi TeMaTndeckuii ciaosapb (Vocabulary).

B KkoHme KaxAoro pasgena NpPEACTaBIEHBl YIPAXHEHHUA Ha
BEIpaOOTKY HaBBIKOB NHCbMEHHOM u ycTHOM peun (Practice).
YnpaxxHeHHS Ha BBIPAOOTKY HaBBIKOB MHUCHMEHHOH pedH HaIpaBlCHBI
Ha HCIIONB30BaHME OM3HEC JIEKCHMKH B JEIOBOW KOPPECIIOHIEHITUH,
OTpabOTKy  MPABWIBHOTO  HANKWCaHUS  CIOB M BBIPAKEHUIA,
COOTBETCTBYIOILIMX 33IaHHON TEMAaTHKE, a TAK)XKE HA OCBOCHHUE LITAMIIOB
COCTaBJICHHS JETOBBIX MHCEM (3aIpOCOB, MPEAIOKEHHA, 3aKa30B H T.1I.)
Y OTBETOB Ha HUX. 3aJaHUS BHIMOIHSIIOTCS MUCHMEHHO.

Jns Oonee TimaredbHOH OTPabOTKHM OCHOBHOTO TEMAaTHYECKOTO
Marepuajla Mpe[iaracTcsi JBYCTOPOHHMM MHCbMEHHBIA IEPEBOL
OTJICTBHBIX TPEITIOKEHUIN U PParMEHTOB TEKCTA.

C 1enpi0 KOHTPOJIS YCBOGHUSI TEMAaTHUYECKOI0 MaTepuaia U «BbIX0Ja
B peuYb» B KAXKAOH YACTH ITOCOOWsSI HCIOJB3YIOTCS Ooliee CIIOKHBIC
VIIPOKHEHUS — POJIEBBIC UTPHI U CUTyaTHBHBIC UMHUTAIINH, BHITIOTHECHUE
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KOTOPBIX MOJpa3yMeBaeT CBOOOAHOE BIAZCHUE JIEKCUKOW B Hpeaenax
KOHKPETHOM J€JI0BOM TEMaTHKH.

[Mpeanaraemple  TeMbl AN W3YyYEHHS  CONPOBOXKIAIOTCS
yIOpaXHeHUsSIMA Ha pa3BUTHE HaBBIKOB ayaupoBanus (Listening). [lpu
BBINOJTHEHUHU JAHHBIX YNPaKHEHUII MOXHO HCIIOJNB30BaTh IpHIaraeMble
ayJIMo TOAJTMHHUKY MPOCITYITUBAEMOH HHPOPMAIIHH.

B mocobun ucnoiap30BaHbl MaTepUallbl TaKUX OOYYaroIUX CaHTOB
kak: BBC Learning English (http://www.bbc.co.uk/worldservice
/learningenglish/); Learn English (http://learnenglish.britishcouncil.
org/en/); Voice of America learning English (http://learningenglish.
voanews.com/) u Jip.

ABTOp



PART 1.

English greetings

Greeting people you don't know

«Hello!»; «Hi!» — Hanmenee popmanbable TpuBeTcTBHUA (informal)
«Good morning / afternoon / evening» — HamOoiee «HEUTpPaTHLHBIC»
MPUBETCTBUS

«How do you do?» — d¢opmanibHOE NPHUBETCTBHE, Ha KOTOPOE
HEO0OXOMMO OTBEYATh TOH Jke caMoil ppa3oil.

CripocHTh YelnoBeKa 0 TOM, KaK y Hero 00CTOSIT eja, MOXKHO:

«How are you?», «<How are you getting on?»

The reply could be:

«I’m all right. Thank you»

«I'm fine. Thanksy»

«So-so» — «Tak cebe»

Introducing yourself

Bormpocsr, HaunHaromwecs ¢ BOMPOCUTeNsHOro cioBa Who, oTHOCATCS K
uMeHH ((haMuIIIN) YeIoBeKa, CTETIEHH ero POJICTBaA.

Who is he? — She is Mrs. Parkins

Who is she? — She is my sister.

What is your name? — Kak Bac 30ByT? (Bate umsi, hamunus, 0T4ECTBO)
uMs — name, first name, given name;

dbamuus — surname, family name, last name;

oryectBo — middle name, patronymic.

Borpochl, HaunHAIOIMEECS] ¢ BOIIPOCUTENBHOTO ciioBa What, oTHOCITCS
K mpoeccuu, JOHKHOCTH YEJIOBEKa.

What is he? — He is our director.

What is she? — She is a secretary/manager.

At an informal party

«Hello, I'm ....» Or «Hello, my name's ....»
6



The reply could be:

«Hi, I'm ... » Or «Hello ..., I'm ....» Or «Nice to meet you, I'm ..

At work-related events

«I'd like to introduce myself. I'm ..., from ...»
«Let me introduce myself. I'm ... from ...»
The reply could be:

«Nice to meet you. I'm ..., from ...»

«Pleased to meet you. I'm ..., from ...»

«How do you do? I'm Peter Mitchell from ...»

Introducing other people
Introducing a friend to a work colleague

«Sarah, have you met my colleague John?»

«Sarah, I'd like you to meet my colleague John.»

Sarah says:

«Pleased to meet you, John.» Or «Nice to meet you, John.»
John could say:

«Nice to meet you too, Sarah.» Or «Hello, Sarah.»

Introducing clients

D

«Mr Smith, I'd like to introduce you to my manager, Henry Lewis.»

Mr Smith could then say:

«How do you do?» and Henry Lewis also says «How do you do?»

Or Smith could say:
«Pleased to meet you.» or «Good to meet you.»

Saying goodbye

«Goodbye» — camoe HelTpanbHOE BEIpAKEHHE

BelpaskeHust, KOTOpble YHOTPEONSIOTCS MPH MPOMIaHHH C XOPOIIO

3HaKOMBIMH JIFOIEMHU:
«Bye-bye» — «IToka»



«So long» — «Bcero»
«See you tomorrow» — «Jlo 3aBTpa»
«See you later» — «Jlo ckoporo»

Saying thanks

Thank you is more formal than thanks.

Thank you. (NOT Thanks you.)

Thanks a lot. (NOT Thank you a lot.)

Thank you very much.

Thanks very much.

Thank God it's Friday. (NOT Thanks God ...)

Thank you very much indeed. (BUT NOT Thank you indeed.)

Bripakenue 61aro1apHOCTH 33 4TO-THOO:

Thank you for/ thanks for can be followed by an —ing form.
Thank you for coming.

Thanks for visiting us.

We often use Thank you/Thanks to accept offers.
«Would you like some coffee?» — «Thank you».

To refuse an offer, you can say No thank you / No thanks.
«Another cake?» — «No, thanks. I have eaten too many already».

Replies to thanks (oTBeThI Ha 6;1ar0JapPHOCTD)

British people, do not usually answer when they are thanked for small
things. If a reply is a necessary, we can say:

Not at all (formal) — «He ctour. [Toxkamyiictay

You are welcome — «Iloxanyiicray

Don't mention it — «He crour»
That's quite all right or That’s OK (informal) — «[Toxxany#icTta»



Interrupting

Excuse me! is also used to apologize before interrupting or disturbing
somebody. This is common in British English.

Excuse me! Could you move a bit?

Excuse me, could I have a look at your papers?

Sorry, do you think I could lend you pen?

Excuse me, do you know where John lives?

I beg your pardon, could you help me? (formal)

You may say Sorry after interrupting or disturbing somebody.
Oh, sorry, did I hurt you?

I beg your pardon! (more formal)

I beg your pardon! I didn't realize I was standing on your foot.

Asking someone to repeat

Here are phrases commonly used to ask someone to repeat what he has
said:

Excuse me, I'm afraid I didn't understand. Could you repeat that?
(formal)

I'm sorry, I didn't catch that.

Practice

Exercise 1. Respond to the following:
«What are you?»

«How do you do?»

«Hil»

«Would you like some coffee?»

«I'm fine. Thanks»

«Goodbye»

Exercise 2. Imagine that representatives of foreign firms have come to
your company Introduce yourself and the employees of your company.
Ask the foreigners where they come from, what company they represent,
what positions they hold. Pretend you haven't heard the name of their
company. Ask them to repeat what you haven't heard.

9



Exercise 3. Make up your business card in English.

Exercise 4. Your foreign partners are going to leave. What do you say?
Exercise 5. You are the head of the department of human resources. You
need to fill the vacancy of the secretary, accountant, sales agent, sales
manager. Meet the candidates. You have taken them to your company.
Introduce the new staff to the director of the company.

10



Telephoning in English
Useful key phrases and vocabulary for making a telephone call

A lot of people find it difficult to make phone calls in a foreign
language — and that's understandable. You can't see the person you are
talking to, their voice might be unclear, and you might find it difficult to
find the right words.

When talking on the telephone you should think about formality. It's
important to use the right level of formality — if you are too formal,
people might find it difficult to feel comfortable when they talk to you.
On the other hand, if you are too informal, people might think you are
rude!

Generally speaking, if you are talking to someone in a business
context, you should use could, can, may or would when you make a
request:

«Could I speak to Jason Roberts, please?»

«Can I take a message?»

«Would next Wednesday be okay?».

You should also use please and thank you or thanks very much
whenever you ask for, or receive, help or information.

It's important to show politeness by using words like would, could,
please, thank you etc. But it's also okay to use some of the features of
informal/spoken English - short forms, phrasal verbs and words like
okay and bye — in other words - everyday English! So phrases like I'm
off to a conference..., no problem, bye! and hang on a moment and I'll
put you through are perfectly acceptable, as long as the overall tone of
the conversation is polite.

One last tip — it's better to ask for help or clarification when you're
having a telephone conversation, than to pretend you understand
something that you didn't. It's perfectly acceptable to use phrases like
«Could you repeat that, please?» «Could you speak a little more slowly,
please?» and «Would you mind spelling that for me please?» Using
phrases like these will help make sure that you have a successful phone
call, and may save you from lots of problems later on. You could always
say that the line's very bad today if you can't hear very well. And it's also
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a good idea to practise words, phrases and vocabulary before you make

the call!

to call / to phone / to ring
to make a phone call

to lift the receiver

to dial the number

to dial a wrong number

to pick up the phone

to hang up

to hold on

to hang on

to call back / to call smb.
back

to answer

to send a text message
(to)

to put through / to put
smb. through

to get through

to text

line

the line is engaged / busy
out of order
reverse-charge call

long distance call

local call

international call

dialing code

Introducing yourself

Vocabulary

3BOHUTD, TIO3BOHHUTH

nenarh TenehOHHBIA 3BOHOK
CHSITH TPYOKY

HaOpaTh HOMEP

HaOpaTh HEMPaBUIIBHBIA HOMEP
MOJHATH TPYOKY

TIOJIOKUTB TPYOKY

OXHIATh

OXKHUJIATh

NePE3BOHHUTH

OTBETUTH

[OCIIaTh TEKCTOBOE COOOIICHUE KOMY-
1100

COEIUHNTE

JIO3BOHUTHCS
HaOUpaTh cOOOIICHNE
(Tenedonnas) muHAS

JIMHUS 3aHATa

HE B MOPSJIKE

3BOHOK 3a CUET aDOHEHTa
MEKIYTOPOIHHUH Pa3roBOpP/3BOHOK
MECTHBIH 3BOHOK
MEXKIYHAPOTHBIH 3BOHOK

KOJ Habopa

This is Ken. (NOT I am Ken)

Ken speaking
Hello. This is Jane.

Asking who is on the telephone

Excuse me, who is this?

Can I ask who is calling, please?

12



Hello. Who is that? (US Who is this?)
Who am I speaking to?
Who is that speaking?
Asking for Someone
Can I have extension 321? (extensions are internal numbers at a
company)
Could I speak to...? (Can I — more informal / May I — more formal)
Is Jack in? (informal meaning: Is Jack in the office?)
Connecting someone
I'll put you through (put through — connect)
Can you hold the line? Can you hold on a moment?
How to reply when someone is not available
I'm afraid ... is not available at the moment
The line is busy... (when the extension requested is being used)
Mr. Jackson isn't in... Mr. Jackson is out at the moment...
— Hello. Susan Fernandez.
— Hello. This is Jane. Could I speak to Alice, please?
— I am afraid she is not in at the moment. Can [ take a message?
Asking people to wait
Just a moment.
Hold the line, please.
Hold on a moment.
Hang on. (informal)
Taking a Message
Could (Can, May) I take a message?
Could (Can, May) I tell him who is calling?
Would you like to leave a message?
Getting through
You: «Can I speak to (Mr. Smith), please?» or «Is (Mr. Smith) there,
please?»
Receptionist: «May I ask who's calling?» or «Could I have your name,
please?»
You: «Yes, this is Tom Mclvor speaking.»
Leaving or taking a message
Receptionist:
«I'm afraid Mr. Smith is...
... out of the office today.»
... off sick today.»

13



... in a meeting.»

... on holiday.»

or «I'm afraid his line is engaged.»

«Would you like to leave a message?»

You: «Could you ask him to call me back?» or «Could you ask him to
return my call?»

Receptionist: «Does he have your number?» or «What's your number,
please?»

The receptionist uses «I'm afraid» or «I'm sorry» if he or she can't
connect you. If the receptionist doesn't offer to take a message, you can
ask to leave one.

You: «Could I leave a message, please?»

Receptionist: «Yes, certainly.» or «Yes, of course.»

Bad Connection

A bad line can cause trouble while telephoning. You can use the
following expressions:

Could you speak louder? It is a bad line.

Americans will say It is a bad connection.

It is a very bad connection. I will hang up and call again.

Practice

#d Exercise 1. Listen and repeat. Repeat each phrase you hear and listen
to check.

Exercise 2. Read the dialogue. Pay attention to its composition and
wording.

Operator: Hello, Frank and Brothers, How can I help you?

Peter: This is Peter Jackson. Can | have extension 34217
Operator: Certainly, hold on a minute, I'll put you through...
Frank: Bob Peterson's office, Frank speaking.

Peter: This is Peter Jackson calling, is Bob in?

Frank: I'm afraid he's out at the moment. Can I take a message?

14



Peter: Yes, Could you ask him to call me at 2690457. I need to
talk to him about our product line, it's urgent.

Frank: Could you repeat the number please?

Peter: Yes, that's 2690457, and this is Peter Jackson.

Frank: Thank you Mr. Jackson, I'll make sure Bob gets this
message.

Peter: Thanks, bye.

Frank: Bye.

Exercise 3. Put the words in the right order. Write answers under the
correct heading below.

a Can me to ask you back him call?

b Do you be he'll know how long?

¢ 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

15



&4 Exercise 4. Imagine you are calling a company and want to speak to
someone who works there. Can you think of any phrases you might use,
or that you might hear? Now listen to two conversations. In the first
conversation Richard Davies is calling the marketing department of a
company and wants to be put through to Rosalind Wilson. In the second
conversation Mike Andrews wants to talk to Jason Roberts in the
marketing department. As you listen, try to hear some of the phrases

below.

VVVVVVVYVYVYYVYY

How can I help?

Can I speak to ..., please?
Please hold.

I'll just put you through.
Who's calling please?

Il see if he's in.

Could I speak to ... please?
Hang on a moment.

Just a second.

Who shall I say is calling?
I've got ... on the phone for you.

#3 Exercise 5. Use the words in the box below to complete the
conversations. Then listen again to the conversations and check your

answers.
hold can could here put
just hang calling can in
I
Michelle:  Hello, you've reached the marketing department. How
1 I help?
Male: Yes can I speak to Rosalind Wilson, please?
Michelle:  Who's 2 please?
Male: It's Richard Davies 3
Michelle:  Certainly. Please 4 and I'll 5 you
through.
Male: Thank you.

16



II

Michelle:  Hello, marketing. How 6 I help?

Male: 7 I speak to Jason Roberts please?

Michelle:  Certainly. Who shall I say is calling?

Male: My name's Mike Andrews.

Michelle: 8 a second. I’ll see if he's 9 . Hello,
Jason, I've got Mike Andrews on the phone for you ...
OK. I'll put him through. 10 on a moment, I'm

just putting you through.
Exercise 6. Connecting quiz. Choose the one correct answer

1. When you telephone a company the person answering the phone may
ask you a question. Which is the correct question?

A Who's calling please?

B Who calls?

C Who it is?

D Who called?

2. Which phrase means the same as «hang on a moment?»
A Just a second

B I'll put you on

C Go ahead

D I’'m ready

3. Choose the correct word: «Please ... and I'll put you through.»
A stop

B stay

C talk

D hold

4. What is the expression used to connect two people on the telephone?
A I'm sending you through

B I'm putting you through

C I'm calling you through

D I'm talking you through

17



&3 Exercise 7. Listen and repeat. Repeat each phrase you hear and listen
to check. Telephoning — messages. Telephoning — checking, clarifying,
active listening

4 Exercise 8. Imagine you work as a receptionist and you receive a call
for someone who isn't there. What might the caller say, and what would
you say in reply? Now listen to a telephone conversation between the
finance department of a company and Jennifer McAndrews. Jennifer
wants to talk to Adrian Hopwood but he's not available so she has to
leave a message. As you listen, try to hear some of the phrases below.

I’ll make sure he gets the message.
Could you tell him that ...

Can I take a message?

Can [ help?

Can you call back later?

I'm afraid he’s in a meeting.

Can I speak to ... please?

Can I take your number, please?

Okay, I'll make sure he gets the message.

VVVVVVVYY

&3 Exercise 9. The lines in the following telephone conversation are in
the wrong order. Rearrange them, then listen again to the conversations
and check your answers.

1. Claire: Or can I take a message?

2. Female: Actually, would you mind? Could you tell him that
Jennifer McAndrews called and that I'm in the office
all day if he could call me back.

3. Claire: Goodbye!

4. Female: Yes, it's 5556872.

5. Claire: In about an hour. Can you call back later?

6. Female: Hello, can I speak to Adrian Hopwood, please?

7. Claire: Can I take your number, please?

8. Female: No I need to talk to Mr Hopwood, I think. What time

will he be out of the meeting?
9. Claire: Hello, finance department

18



10. Female:  Okay, I'll do that.

11. Claire: I'm afraid he's in a meeting at the moment. Can I help?
12. Female:  Thanks very much for your help, bye!

13. Claire: 5556872. Okay, I'll make sure he gets the message.

3 Exercise 10. Imagine you've dialled the wrong number. What might
the person who answers your call say? What would you say in reply?
Listen to two telephone conversations. Both conversations contain
phrases you might hear if you dial a wrong number. As you listen, try to
hear some of the phrases below.

You must have the wrong number.

Is that not 55687907

Sorry about that.

No, it's 5558790.

I must have dialled the wrong number.

I'm sorry, you've got the wrong number.

Can I help you?

I'll try and put you through.

Sorry to have troubled you.

His direct number is ... .

VVVVVVYVYYVYYVY

#d Exercise 11. The telephone conversation below contain nine
mistakes. Read them and try to correct the mistakes, then listen again to
the conversations and check your answers.

Male: Hello, this is the press office.
Michelle:  Rachel Allsop please.
Male: I'm sorry, you might have the wrong number. There's

no-one of that name here.
Michelle: Oh. Can I check the number I've got.... is there not

55687907

Male: No, it's 5558790.

Michelle:  Oh sorry of that. I must have connected the wrong
number.

Male: No problem! Bye!

Male: Hello, press office, can help you?
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Ruth: Hello. Paul Richards, please.

Male: I'm sorry, you've got a wrong number, but he does work
here. I'll try and put you on. In future his direction
number is 5558770.

Ruth: Did I not dial that?

Male: No you rang 5558790.

Ruth: Oh, sorry to have trouble you.

Male: No problem. Hang on a moment and I'll put you through
to Paul's extension.

Ruth: Thanks.

Exercise 12. Three people are involved in this jumbled conversation,
Mr. Thomas of Jetset Services, Mr. Blade of Sybil S.A. and a
switchboard operator. Put the conversation into the correct order.

1. His number's busy. Would you like him to call you back?

2. Yes, speaking.

3. Sybil S.A. Can I help you?

4, Right. Well, thank you for calling.

5. I'm afraid he's on the line at the moment. Do you want to
hold or leave a message?

6. Hello, is that Blade?

7. My name is Michael Thomas of Jetset Services. I've been
trying to get through to you. I'm phoning to find out whether
the display stands I ordered last week have been sent off.

8. No, it doesn't matter, I'll hold.

9. Mr. Blade is free now, I'll put you through.

10. Yes, they've just been sent off and should arrive in the next
couple of days. If there's any problem give me a call.

11. Hello, this is Michael Thomas of Jetset Services. Could I

speak to Mr. Blade in Customer Services, please?
12. No, I'll hold.
13. Thank you. Goodbye.
14. Oh good. Yes, I will, but I hope it won't be necessary.

#d Exercise 13. Listen to the dialogues. Try to guess the meaning of any
words you don't know. Then check in your dictionary.
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4 Exercise 14. Modern business often involves international travel.
When booking a flight, what questions do you need to ask? Imagine you
are booking a flight and a hotel over the phone. What words and
expressions do you use? You are going to hear a telephone conversation
in which someone is booking a flight and then a hotel. As you listen, try
to hear some of the phrases below.

Could you tell me about the flight availability?
I'd like to enquire about flights.

Do you want to go economy, business or first class?
How many of you will be travelling?

No, tax is another $70 on top of that.

does that include airport tax?

Can I book that, then?

I'd like to book a hotel room.

Could you check if the hotel has any rooms free?
Is there a discount rate?

Do you mind if I book it provisionally?

I'll call you back later to confirm?

VVVVVVVVVVYY

Exercise 15. Imagine that a business partner from England is calling
you. Perform the following steps:

— ask in English, what company he represents;

— apologize to him, say that you are currently very busy, and ask him to
call you back later;

— ask him, what city he is calling from;

— find out his phone number and city code;

— tell him that you will call him back in 2 hours.

Making appointments

Agreeing on a date

«Yes, Thursday is fine.»

«Thursday suits me.»

«Thursday would be perfect.»

Suggesting a different date

«I'm afraid I can't on the 3rd. What about the 6th?»
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«I'm sorry, I won't be able to make it on Monday. Could we meet on
Tuesday instead?»

«Ah, Wednesday is going to be a little difficult. I'd much prefer Friday,
if that's alright with you.»

«I really don't think I can on the 17th. Can we meet up on the 19 th?»
Setting a time

«What sort of time would suit you?»

«Is 3 pm a good time for you?»

«If possible, I'd like to meet in the morning.»

«How does 2 pm sound to you?»

Changing the arrangement

«You know we were going to meet next Friday? Well, I'm very sorry,
but something urgent has come up.»

«I'm afraid that I'm not going to be able to meet you after all. Can we fix
another time?»

«Something has just cropped up and I won't be able to meet you this
afternoon. Can we make another time?»

Practice

&3 Exercise 1. Listen and repeat. Repeat each phrase you hear and listen
to check. If you don't know any words check in your dictionary.

#3 Exercise 2. Making an appointment can be complicated if two people
are very busy. How do you find a time that is convenient for both of
you? Imagine you are making a telephone call. This time you are
arranging an appointment to see someone. What phrases might you use
or hear? Listen to someone making a business appointment over the
telephone. As you listen, try to hear some of the phrases below.

Can I speak to ... please?

I'd like to arrange an appointment, please?
I'm afraid he’s in a meeting.

I'll just look in the diary.

When's convenient for you?

Would next Wednesday be okay?

He is free in the afternoon after about three.
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> 1 could make it after four.

» So shall we say 4.15 next Wednesday?
Exercise 3. Make an appointment with your client. Agree on when to
meet, where to meet, and what to discuss.

Exercise 4. Make an appointment with your local supplier of furniture.

Place: Pinewoods Company.
Date: Friday March 21.
Time: 10 am.

Cancel an appointment with your partner. The previous arrangement was
for Friday, August 12, 2014. Time: 6 p.m.

Exercise 5. Work in pairs. Read the instruction cards without showing
each other, then roleplay the conversations.

Student A:

You're a chemical engineer who
works in the company's R&D
labs you're attending a conference
on a new chemical processing
technology. A friend from college
who is now a professor doing
research in the same area will be
attending the conference. You
want to schedule some time to
talk to him and get his
perspective on recent
developments in the field. But he
is hard to reach.

Student B:

An old friend fr om college who
is doing research work in the
same field as you in the R&D
labs of a large corporation wants
to get together and talk. You try
to find some time for him in
your busy schedule.
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Student A:

You're an MIS (management
information systems) manager.
Your counterpart from the
European subsidiary is in town for
meetings and you want to schedule
some time to talk with him and
exchange notes.

Student B:

You're an MIS (management
information systems) manager
visiting coporate headquarters in
the United States. You want to
meet your counterpart in the
United States and talk about
solutions to problems that you
share in common.

Student A:

You sell expensive medical
equipment (a small cyclotron for
treating cancer) You have to make
an appointment to talk with a
doctor who is very influential at a
hospital where you're trying to
close a sale. You want to get him
in the right mood so you invite him
to play a round of golf at an
expensive country club.

Student B:

You're a doctor at an important
university hospital. A salesman
selling cancer treatment equipment
has been hounding you trying to
get some time to talk with you.
Now he wants to meet over golf
which doesn't seem too bad to you.
You try to find some time for him
in your busy schedule.

Student A:

Your friend has a job providing
tech support to sales reps at a
promising software startup. You've
heard that there's an opening and
you want to talk to your friend
about the possibility of you landing
the job. You suggest lunch or beer
after work.

Student B:

One of your best friends has just
arrived back from his adventures in
Asia. He's trying to find a job
again and thinks you can help talk
your boss into giving him a job in
customer support. You both decide
to meet over lunch.
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Student A:

Each year you exhibit the golf
clubs that your small company
manufactures at the Sporting
Goods Show in New York.
You've bumped into an old
friend you haven't seen for
years.

Student B:

You used to exhibit the tennis
rackets that your small company
produced until it went bankrupt
many years ago. This year you
went back to the show for old
times sake and you bumped into
an old friend you haven't seen for
years. You make an appointment
to get together and reminisce
about the old days.

Student A:

You run a successful and unique
golf shop that offers heavily
discounted merchandise and
cheap repairs Someone has
offered to pay you a large sum
of money if you give them the
rights to and information needed
to sell franchises.

Student B:

You're really enthusiastic about
this golf shop you've seen and
want to use the shop format to sell
franchises.

Student A:

You're an investment banker
visiting Jakarta to set up some
merger and acquisition deals. A
reporter wants to interview you.

Student B:

You're a reporter who wants to
write an insider story on the
corporate reorganizations that are
taking place in the wake of the
Asian financial crisis. You make
an appointment to talk with an
investment banker (a friend of a
friend) to talk about what's going
on.
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Student A:

A team from  corporate
headquarters is in town to
discuss the new corporate-wide
accounting system. It's
traditional for everyone in the
office to chip in and take turns
showing the members of the
team around town and making
them feel comfortable during
their stay. It's your turn so you
have to schedule some time on
the weekend or in the evening.

Student B:

You're a member of a team from
corporate headquarters in town to
discuss the new corporate-wide
accounting system. One of your
colleagues from the local
subsidiary has suggested that you
get together to see an Australian
football match. He thought you
might be interested since it's so
different from American football.

Student A:

The vice president of sales is
arriving from corporate
headquarters to get a progress
report from you on developing
sales leads in the region which
haven't been going too well
recently.

Student B:

You're the vice president of sales
for a company and you've just
arrived from corporate
headquarters to get a progress
report on developing sales leads
in a region in which things haven't
been going very well recently.

Student A:

You own 20% of a company and
feel that your ideas about wh ere
the company should be heading
aren't being taken into acount by
the company's management.
You schedule a meeting with the
CEO to talk about this

Student B:

A major stockholder in the
company you are the CEO of has
called you up repeatedly trying to
get some time to talk to you about
his vision of the future for the
company. His ideas aren't really
compatible with your's but you
think it judicious to hear him out.
You schedule some time for him
over lunch.
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Negotiations

When you are talking to people in a business situation, it is important
to be able to make it clear when you are talking about a fact and when
you are giving your personal viewpoint. There are several ways that you
can show that what you are saying is your personal viewpoint.

Verbs: mean, think, expect, believe, would like, understand

You can add a personal dimension to what you say, by making
yourself the subject of your comment. See the examples below.

eg. «I mean I think I've made an effort... I think it's become less
interesting»;

eg. «I expect you to do that job... I know it’s difficult...»;

eg. «I do believe that what I've contributed to the department...»;

eg. «I'd like to help you. I do understand...». The verb «do» is used to
give extra emphasis.

Adverbs: frankly, hopefully, really, just
Adverbs are a useful tool to express a personal judgement or opinion.

«Frankly» means «honestly and directly». It is often used when the
speaker wants to prepare the listener to hear something that he or she
knows will make the listener feel uncomfortable. See the examples
below.

eg. «...since then, frankly, I've seen very little changey;

eg. «...hopefully you come back from leave refreshed...». The adverb
«hopefully» is used to personalise what a person says.

eg. «I really want to see some improvement...»;

eg. «l just think it's time...». The adverb «just» (meaning «only») is
used to personalise what a person says.
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Adjectives

Several adjectives are used to express a person's personal view of a
situation. See the examples below.

eg. «I'm afraid that...»;
eg. «It's important that...»;
eg. «I wasn't particularly happy...».

You can use all these techniques to indicate that a statement is your
personal viewpoint — whether what you are saying is good news or bad
news for the listener!

A note about context

When choosing your words, it's also important to think about your
relationship to the person you are talking to, since this can affect how
your words are understood.

For example, if your boss says to you «I'm afraid you'll have to work
late tonighty, it could be understood as a polite instruction rather than an
apology. But if you say to your boss «I'm afraid I'll have to work late
tonight», it might be seen as an apologetic way of telling your boss that
you haven't managed to finish your work for the day!

Practice

#d Exercise 1. Imagine that you are starting a presentation. What
phrases might you use? Listen to two ways of opening presentations. As
you listen, see if you can hear some of the phrases below.

You can explain to me what actually is the problem.

Can [ take your name?

Would you like to just explain from the beginning what's
happened?

I understand you are having a few problems.

I'm sorry for that wait.

YV VYV
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I don't know what the problem was.
As you can imagine ...

I am sorry for that wait.

Let me check for you.

I can actually look into that for you.
I'm sorry about this, Mr. Anderson.
I'm sorry for the inconvenience.

I can assure you ...

VVVVVVYY

&3 Exercise 2. The lines of the following conversation are in the wrong
order. Rearrange them, then listen again to the conversations and check
your answers.

1 Yes, my name's Alison.

2 Well, yes. To start with, when we got to the airport in, in Crete,
we had a two-hour wait on the coach, I think there was a
delayed flight or something, and... and...

3 Hello, I'm Angela, I'm the customer services manager. Would
you like to come with me and come and take a seat and you
can explain to me what actually is the problem?

4 Yes... And I just can't work out why you didn't take us to our
hotel and then come back to the airport to pick up the people
from the delayed flight.

5 Would you like to just explain from the beginning what's
happened?

6 Right, I'm sorry for that wait. I don't know what the problem
was. You mentioned a delayed flight there. As you can
imagine, you probably weren't the only family on the coach
waiting, and to ferry people to and from resort to the airport
would have been a lot of extra work and they like to try and
keep everybody together who are going on the same flight. I
can actually look into that for you ...

7 Can I take your name?

8 Well, yes. I've just come back from one of your holidays. 1
went to Crete, in Greece, got back last week and the whole
thing was a disaster.

9 Right, that's quite possible...
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10 Okay. Alison, if you'd like to make yourself comfortable. As I
said, I am the customer services manager and I'd like to help
you. I understand you are having a few problems. Would you
like to just explain from the beginning what's happened?

11 Okay, okay, fine.

&3 Exercise 3. Imagine that you are giving a second warning to an
employee whose work or attitude is not of a high standard. What words
or phrases might be useful in this conversation? It's been two weeks
since the conversation between Sean and Michelle took place. Sean
thinks that Michelle's attitude still hasn't improved, and he has decided to
raise this with her. As you listen, try to hear the phrases below.

I'll come straight to the point.

Frankly ...

I wasn't particularly happy with

I've seen very little change.

Despite what you say ...

Well...

I don't want to jump to any conclusions.
I'm afraid that ...

VVVVVVVY

& Exercise 4. All managers sometimes have to have difficult
conversations with people working under them. What is the best way to
give negative feedback? Imagine you are unhappy with the behaviour of
a member of your team. You have decided to raise the issue with this
person and tell him or her that you would like to see an improvement.
What words or phrases might be useful in this tricky conversation?

Now listen to a tricky conversation at work between a manager and
an employee. Michelle has come to Sean complaining that she did not
get a job recently. How does Sean react? As you listen, try to hear the
phrases below.

I'm not going to get into a discussion about ...
What you need to do ...

Clearly ...

But bearing in mind ...

Y VVY
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I expect youto ...

it's important that you ...

I'm not happy with the effort that you've made.
I really want to see some improvement.

I know it's difficult ...

You've got to snap out of it.

YVVVYYYVY

#d Exercise 5. The extract contains a total of 10 mistakes. Try to correct
them, then listen and check.

Sean: Okay, well, I'm not going to get onto a discussion about
who deserved to get the job. Clear, the person who was
appointed was the right person for the job. What need
you to do is look at your work and what you're doing
and where that's taking you in your career. But bearing
to mind that you are still employed to do a job and I
except you to do that job with a certain attitude. You're
meeting members of the public quite regularly — it
important that you aren't unhappy, or at least that you
don't show it. This meeting is really just to let you know
I'm not happy of the effort that you've made...

Michelle:  Okay ...

Sean: ...and I really want to see some improveness. I know is
difficult. I know that it's depressing not to get a job, but
you've got to snip out of it, you've got to get on with the
job that you're doing now.

Exercise 6. Tricky conversation quiz. Choose the one correct answer

1. You've got to out of it.
A sort

B cut

C snap

D lift

2.1 you to try a bit harder.

A expect

31



like
request
hope

oaw

, what you've done isn't good enough.
Probably
Maybe
Clearly
Hopefully

oaw»w

4. I really want to see

A your trying

B better

C better effort

D some improvement

#J Exercise 7. It's never easy to talk about your salary, but it might
sometimes be necessary! How is it possible to do this without sounding
rude or too desperate? Imagine that you have been working for your
company for three years, but you haven't yet received a pay rise or a
significant bonus. You have decided to raise this issue with your
manager. What words and phrases might be useful in your conversation
with him or her?

Now listen to a conversation about pay rises between an employer
and an employee. In the clip, you'll hear Abigail ask her boss for a pay
rise. Listen and try to hear the phrases listed below.

It's a bit difficult, but ...

I really feel that it's about time.

I have made good progress.

I really feel that I've grown in the job.
I do believe that ...

I've taken on a lot more responsibility.
Should I put this request in writing?
... isn't too much to ask.

It's time that it was recognized.

It's time my efforts were rewarded.

VVVVVVVVYVYYVY
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Exercise 8. Discussion Questions:
Do you ever have to deal with complaints at work, either from clients or
from your staff? If so, do you find it easy or difficult? Why? Have you
ever had to ask for a pay raise?

If you asked for a pay raise in English, what would you say? What do
you think your boss would say in reply?

Exercise 9. Roleplay the following situation.
The boss

You have a member of staff, Emily, who has upset a number of
colleagues over the last couple of weeks. After she made some rude
comments at the team meeting last week, you have decided to discuss the
matter with her. You need to be polite but very firm and clear.

The employee

Recently, your team has been recognized and you now share your job
with someone you find very difficult to work with. You have made the
difficult decision to apply for an internal transfer ... all you need to do
now is tell Barry, your boss! How do you start?

Exercise 10. Work in pairs. Read the instruction cards without showing
each other, then roleplay the conversations.

Student A: Student B:

You are a good employee; you You are the manager of the

work hard, and you get good department. You recently gave
results. Most of your colleagues | pay raises to some of your staff.
got pay raises recently, but you | However, you didn't give

didn't get one. Go and speak to student B a raise, because you are
your manager (student B), and | not particularly pleased with

ask for a raise. his/her work.
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Student A:

You have been working
extremely hard recently, and you
are absolutely exhausted. Go
and ask your manager (student

Student B:

You are the manager. You have
just discovered that a very big
order is coming in tomorrow! All
your staff will need to work very

B) for a few days off work. long hours for the next two
weeks, to fill this order.

Student A: Student B:

Your manager (student B) has | Unfortunately, one of your

asked you to come and talk to
him/her. You're not sure what
this is about.

employees (student B) has been
stealing stationery.

You have asked this employee to
come and speak to you in your
office. Give him/her a

warning.

Student A:

You work in a department with
a lot of difficult people, and
unfortunately you argue with
them a lot. It's not your fault, it's
theirs! Two weeks ago, your
manager (student B) called you
into his/her office and told you
to try to resolve the situation.
You have been trying really
hard. Now your manager has
asked you to come into the
office again.

Student B:

One of your employees (student
B) is causing a lot of problems,
and many of his/her colleagues
have complained to you about
him/her. Two weeks ago you
spoke to student B about these
problems, but the

situation has become even worse.
You have decided to fire student
B.
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Student A:

You recently started taking
driving lessons at a private
driving school. However, the
teachers are unqualified and
always late, the classrooms are
small and dirty, and the

«newy» cars are obviously
secondhand. You have paid for a
course of 3 months. Go and
speak to the manager of the
school (student B), and ask for
your money back!

Student B:

You are the manager of a private

driving school. One of your
students (student B)

wants to  complain  about
something.
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Every business, whether it has 2 employees or 2,000, has meetings as
a regular part of getting things done. Although employees can
communicate with one another in an organization in many different
ways, business meetings — if they are conducted the right way — can be

Meetings

incredibly effective and efficient.

Meetings are not only one of the most important ways for employees
to communicate within organizations, but they're also the way that teams
get their work done. Although individual team members work on tasks
outside of meetings, team meetings give members the opportunity to
come together to determine the team's goals, its plans for achieving its

goals, and who will do what — and when.

A.GM.

absentee

adjourn a meeting
(formal) [o'dze:n]
agenda [2'dzenda]
alternative

attend a meeting
attendee

ballot ['beelot]

brainstorm

cancel meeting

casting vote

chairman / chairperson
clarify

commence [ko'mens]

Vocabulary

Annual General Meeting

person not at the meeting, not present

to end a meeting for a short time. To take a
break.

the topics to be covered in the meeting
choice of two or more possibilities

to go to a meeting

participant or person attending a meeting
system of secret voting. Voters place their
ballot-papers in a ballot-box

working in a group to think of some new
fresh ideas

to decide that a planned meeting will not
happen. The date is not changed.

deciding vote, usually by the Chairman,
when votes are in equal number
(pemaromuii Too0C)

the person who conducts the meeting

make something clearer by giving more
information

to begin/start a meeting.
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conference
conference call

consensus [kon'sensas]
deadline

hold a meeting
i-conference
item

main point

minutes

objectives
over-run

point out

postpone a meeting
proposal

proxy vote

reschedule a meeting

show of hands

strategy
summary
task

unanimous
[ju:'nenimos]
wrap up a meeting

formal meeting for discussion or exchange
of views

telephone call between three or more
people in different places

general agreement

future date at which something must be
done

to be in charge of the meeting. It's your
meeting, you are the chairperson

a meeting or discussion between two or
more people via the internet

a separate point for discussion on an agenda
what is most essential

notes taken about what is said and covered
in a meeting

the goals of the meeting

to take longer than expected or was
scheduled for

draw attention to something e.g. point out
an increase in demand

to hold a meeting at a later time or date than
was originally planned

a course of action put forward for
consideration; to make a proposal

a vote cast by one person for another
(roslocoBaHueE MO TOBEPEHHOCTH)

to change the time of a meeting for a
reason. It can be before or after the
originally planned time

raised hands to express agreement or
disagreement in a vote (mogHSTHE PYK)

the business plan for success

a brief statement of the main points

a piece of work to be done; to assign a task
to someone

in complete agreement

to end a meeting
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Meeting style and etiquette can change from country to country,
company to company, and even from meeting to meeting, but generally
speaking, it is important to be polite in meetings, even if the meeting is
quite informal in tone.

Politeness

If you are interrupting or disagreeing with people, it is even more
important to be polite: your views are more likely to be respected if you
present them in a professional and non-confrontational (non-
argumentative) way. There are several ways to make what you say sound
more polite and less confrontational:

» Use «can» or «could».
eg. «Can I just ask you...?»
eg. «If you could go through them in order...»

» Use «would like».
eg. «...I'd like to be with other editors...»
eg. «I would like to be able to show her drawings...»

» Say «sorry». This is a very common way to «soften» what you
say. People are not really apologising for what they say - using «sorry»
is telling the listener: «I'm going to say or do something you might not
like, so please don't get upset».

eg. «I'm sorry, but I really strongly disagree...»
eg. «Sorry to hold the meeting up».

» Use «justy. The word «just» gives the listener a message that
you are not asking them to deal with something difficult or time-
consuming; that it is not going to be a problem.

eg. «I just wanted to see...»
eg. «..., can I just ask you...?»

» Use «l think» or «I feely. These phrases have the effect of
softening what they are saying, by presenting their ideas as opinions, not
orders or instructions.
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eg. « do feel quite strongly that we're bringing this out too
soon...»
eg. «I don't think we've got any choice...»

Acknowledge people

It's important to acknowledge the other people in the meeting, by
using their names, or words like «you», «we», «everybody», «my
colleaguesy etc. If you don't use these words and expressions, you may
give people the impression that you are rather detached and/or
authoritarian.

eg. «Okay everybody, ....» «...as you can see...»
eg. «Yeah ..., ....»

Preparing for meetings

Participating in meetings which are conducted in a foreign language
can be nerve-wracking — people may speak very quickly, they may use
words that you do not understand, they may have strong accents, or they
may talk about topics which are outside your area of expertise.

All these factors can make meetings difficult, but if you prepare for
meetings by studying the agenda, researching the topics that are likely to
be discussed, and preparing vocabulary that you think you might need
during the meeting, you will feel more confident and your performance
in the meeting will be better.

Practice

§3 Exercise 1. Most meetings have an agenda — a list of matters to be
discussed in the meeting. When you decide what to talk about in the
meeting, you «set the agenday». The person in charge of the setting the
agenda and running the meeting is the «chairpersony.

Imagine that you are the chairperson in a meeting. It is the start of the
meeting and you are telling your colleagues about the items on the
agenda. What phrases might you use? Imagine that you are starting a
presentation. What phrases might you use? Now you're going to listen to
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two audio clips about setting agendas for meetings. Both clips are from
the start of meetings and feature a chairperson listing the points on the

agenda. As you listen, see if you can hear some of the phrases below.

Exercise 2. Agenda setting quiz. The following sentences are in the
wrong order. Re-arrange them, and write them in the correct sequence so

VVVVVVYVYVYYVYYVY

On the agenda today.

OK everybody, thanks for coming.

Just a couple of things on the agenda.

If you could go through them in order.
Right then, ..., let's get down to business.
Let's keep this meeting fairly brief.

First of all.

Secondly.

Any other business.

And finally.

they all make sense.

1

Secondly we want to have a look at the production budgets.

2 | And then we'll see if there's any other business.

3 | OK, everybody thank you all very much for coming today.

4 | If we could go through each of them in order.

5 | And finally we need to look at the staffing levels for the project.
6 | Just three things on the agenda today.

7 | First of all we need to discuss our aims for the project.

8 | Right let's start with item number one.
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#3 Exercise 3. In business meetings it is sometimes necessary to
interrupt a speaker. This is possible but it should be done politely.
Imagine that you are in a meeting, and you want to interrupt to ask a
question or make a comment. How might you do it? Now listen to an
audio clip from a meeting in a publishing company. Sean is talking about
a book re-launch when John feels that he needs to ask something. As you
listen, see if you can hear some of the phrases below.

First of all.

Sorry to hold the meeting up.

Can I just ask you?

I do feel quite strongly that ...

I don't think we've got any choice at all.
Any other thoughts?

YVVVYYYVY

83 Exercise 4. Inevitably, people will agree and disagree with one
another during meetings. It's important to make your position in a debate
clear, while being polite to people you disagree with. Imagine that you
are in a meeting and you disagree with someone over an issue. How
might you make your point politely? You will hear that Tim and Carrie
have two different positions on an issue. As you listen, try and hear the
phrases mentioned below.

I just wanted to see what kind of feedback you've got.
I'd be much happier.

Actually, I think Sean is right.

I think Sean's floor plan is right.

I really strongly disagree.

Speaking as an editor ...

VVYVYVYVY

#J Exercise 5. Business meetings typically end with the chairperson
asking if there is «any other business». This is an opportunity for anyone
present to raise an issue that isn't on the agenda. After any other
business, the chairperson closes the meeting. Imagine that you are a
chairperson ending a meeting with any other business. What might you
say or hear? You'll hear a clip of Sean closing his team's meeting with a
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request for any other business. As you listen, try and hear the phrases
below.

I would like to say something.

Any other business?

If that's all right.

That's probably about it.

That sounds good.

There are a couple of conflicts in the diary.

Anybody got anything else that they want to raise before we
wrap up?

VVVYVYVYYVY

Exercise 6. Choose one the situations below (either from the list or by
taking a card). Your partner(s) should act out the situation, and then you
should try to solve the problem by using suitable language for chairing a
meeting.

Two people are arguing

A discussion is going on and on with no conclusion

People are having separate discussions in groups/ Several people are
speaking at the same time

The people who you are trying to start small talk with just reply with
very short answers

People won't stop chatting

No one will contribute to the discussion

Discussing the agenda is taking up too much time

One person is dominating the conversation.

No one wants to take minutes
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People keep leaving and/ or arriving late.

Someone wants to make major changes to the agenda.

Someone is always whispering to the person next to them rather than
speaking out

Exercise 7. Roleplay the following situation.

Manager 1

You've heard that there are rumors circulating in the office that
management is cutting costs. While the company is trying to cut costs for
things that are a waste, the company will not be cutting salaries and other
benefits for the employees. You want the rumors to stop spreading
because it's hurting morale.

Duties: You will start and control the meeting.

Goal:  To convince the employees in the meeting that their jobs
and benefits are secure.

To encourage the employees to tell their colleagues that this
is not true.

Manager 2

You've heard employees discussing rumors that management is cutting
costs, including jobs. You know that these rumors are only half true. The
company wants to save money, so they are cutting small things such as
the electricity and the expensive candy in the break room, but they will
not be cutting jobs or benefits.

Duties: | Take notes during the meeting.

Ask the employees how the management can help stop the
Tumors.

Goal: | To convince the employees that the management will solve
this problem.
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Employee 1
You've heard lots of employees say that the management will be cutting
jobs. You know that everyone truly believes the rumors are true. The

employees are scared, and the moral is low.

Duties: Ask the managers what they will do to stop the rumors from
spreading.

Goal:  To find a solution to the problem.

Employee 2

You've been helping to spread the rumors that jobs will be cut. You
heard from a reliable source in the management that they are worried
about money, so you believe the rumors about the job cuts are true. (You
don't want to say who told you.)

Duties: Ask the managers to tell the truth.
Make sure the managers know that the employees are very

worried about their jobs.

Goal: To find out if the rumors are true.
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body
language
chart

diagram
digress
flip chart
graph
guidelines
handout

key point
O.H.T.

objective
outline
overhead
projector
overview
pointer

signposting
language
transparency

visual aids
whiteboard

Presentations
Vocabulary

communication through facial expressions, body
movements, etc.

sheet of information in the form of a table, graph or
diagram

graphic representation of a situation e.g. the results of
an action

leave the main subject temporarily in speech or
writing

pad of large paper sheets on a stand for presenting
information

diagram showing the relation between variable
quantities

advice or instructions given in order to guide or direct
an action

written information (report etc.) given to people at a
presentation

essential or main point

overhead transparency: sheet of film with an image or
printed information for overhead projector

what one wants to achieve; aim

brief description or presentation

device that projects an O.H.T. onto a screen

short presentation of the main points

rod or stick used to indicate things on a map, screen,
etc.

phrases used to help focus the audience's attention on
different parts of a presentation

image or information printed on transparent plastic or
film

aids such as charts, slides, etc. used at a presentation
flat white board on which to write or draw with
markers
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One form of oral communication in a business setting is a
presentation. Presentations are usually an organized conveyance of
information to a group of people.

Useful key phrases for making presentations

A good way to make your presentations effective, interesting and
easy to follow is to use signpost language. «Signpost language» is the
words and phrases that people use to tell the listener what has just
happened, and what is going to happen next.

In other words, signpost language guides the listener through the
presentation. A good presenter will usually use a lot of signpost
language, so it is a good idea to learn a few of the common phrases, even
if you spend more time listening to presentations than giving them!
Signpost language is usually fairly informal, so it is relatively easy to
understand.

Section of Signpost language
presentation
1 2
Starting the e Good morning / Good afternoon ladies
presentation and gentlemen

e The topic of my presentation today is ...
e What I'm going to talk about today is ...
e My talk is concerned with ...

Why you are giving | ¢ The purpose of this presentation is ...
this presentation e This is important because ...

e My objective is to ...

Overview (outline of | ¢ I'm going to divide this talk into four
presentation) parts.

e There are a number of points I'd like to
make.

e Basically / Briefly, I have three things
to say.

e ['d like to begin / start by ...

e Let's begin / start by ...
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e First of all, I'll...
O...and then I’ll goon to ...
OThen / Next ...

OFinally / Lastly ...

Stating the main

points

e The main points I will be talking about
are:

O Firstly,

¢ Secondly,

O Next,

O Finally ... we're going to look at ...

e First, Tl basic
information.

¢ Secondly, I'll talk about ...

O Next, I'll talk about ...

¢ Finally, a few words about our new
project.

O Last of all, I want to look at our future
plans.

give you some

Introducing the first
point

e Let's start / begin with ...
e Here's some basic information about ...

Showing graphics,
transparencies,
slides, etc.

o [I'd like to illustrate this by showing you

e Let me add some figures.
e Let's have a look at some statistics.

Finishing a section

e That's all I have to say about...
We've looked at...

e So much for...
Moving to the next Now let's move on to ...
point / starting a new Turning to...

section

Let's turn now to ...

The next issue / topic / area I'd like to
focus on ...

e [I'd like to expand / elaborate on ...

e Now we'll move on to...
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Let's look now at...
I'd like now to discuss...

Giving examples,
more details

For example, ...

A good example of this is...

As an illustration, ...

To give you an example, ...

To illustrate this point...

I'd like to expand on this aspect /
problem / point ...

e Would you like me to expand on /
elaborate on that?

Let me elaborate on that.

Analysing a point
and giving
recommendations

Where does that lead us?

Let's consider this in more detail...
What does this mean for...?
Translated into real terms...

Why is this important?

e The significance of this is...

Changing to a

I'd like to turn to something completely

different topic different ...

Referring to I'd like to digress here for a moment and
something just mention ...

which is off the topic

Referring back to
an earlier point

Let me go back to what I said earlier about

Paraphrasing and
clarifying

Simply put...

In other words.......

So what I'm saying is....
To put it more simply....
To put it another way....

Summarizing or
repeating the
main points

e [I'd like to recap the main points of my
presentation:

¢ First I covered ...

¢ Then we talked about ...

O Finally we looked at ...
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e ['d now like to sum up the main points

which were :

O First ...

¢ Second,

¢ Third,

e Tosumup ...

e To summarise...

e Right, let's sum up, shall we?

e Let's summarise briefly what we've

looked at...

If I can just sum up the main points...

e Finally, let me remind you of some of
the issues we've covered...

e So, to remind you of what I've covered
in this talk, ...

e Unfortunately, I seem to have run out of

time, so I'll conclude very briefly by

saying that .....

1'd like now to recap...

Ending the
presentation

To conclude...

In short ...

e ['m going to conclude by ...
O First ...

0 Second,

¢ Third,

e In conclusion, let me ...
O First ...

¢ Second,

¢ Third,

e To conclude, I want to tell you about
our future plans.

e Thanks very much for listening to my
talk.
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e Thanks for coming to my presentation

Invitation to discuss /
ask questions

e Now I'd like to invite any questions you
may have.

e Do you have any questions?

e ['m happy to answer any queries /
questions.

e Does anyone have any questions or
comments?

o Please feel free to ask questions.

e [fyou would like me to elaborate on
any point, please ask.

e Would you like to ask any questions?
e Any questions?

Exercise 1. Work in groups. Think of a good presentation Think about
the presentations that you have been to or delivered and recall all the

Practice

factors that contributed to its success.

&3 Exercise 2. Listen to some tips from people who have made

presentations about how to make yours more effective and enjoyable for

your audience. As you listen, see if you can hear some of the tips below.
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(@ ) (o ) (@ ),
The aims Wait until the Make sure
and the end of the you are
structure presentation entertaining,
need to be before people engaging
clear feed back on and
G / what you have Q interesting
said < g
C. )

(@ )

Dot 1 Be short Make sure
make it hort, laxe
too lon precise to y
s the point relevant —
make sure
you're talking

to the right
@ audience
Y,

There are some more tips on delivering effective presentations:
1. Find out as much as possible about your audience.
2. Introduce yourself (name, position, company).
3. Outline the structure of your talk.
4. Summarize your main points.

Exercise 3. Read the following questions and mark your answer «yes»
with a plus (+), and your answer «no» with a minus (-). Recall your
presentations when you were learning English, did you:

1. Prepare thoroughly: check the meaning and pronunciation of
new words, create slides, rehearse the speech, etc.?

2. Start the talk in an interesting way to grab the attention of the
audience?

3. Speak from notes rather than read a paper?

4. Give an overview of your talk at the beginning?
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Use phrases to help the audience follow your ideas?
Provide examples to illustrate complex issues?
Provide visual support where appropriate?
Encourage the audience to ask questions?

9. Emphasise important ideas by slowing down and leaving
pauses?

10. Establish and maintain eye-contact with your audience?

11. Avoid repetitive use of «pet» words or phrases (e.g., so, well,
okay, uh)?

12. Use gestures to emphasise the main points and avoid distracting
physical movements (e.g. grooming, pacing)?

e

How many «yes» answers have you got? What would you like to
improve?

Exercise 4. Reconstruct these sentences to give advice to a presenter.

1. Use/ that / gestures and body language / drive / message home /
visually / your

2. the/every / eye-contact / member / audience / Keep / with / of

3. to the response / of the audience / your behavior / Adjust

4. Speak / use / clearly and audibly; / vocal variety / to your
presentation / to add power and impact

5. Speak / speak / don't / in your natural tone / in a monotone / of
VOICE;

6. your speech / in front of / a mirror / or / Rehearse / video camera
/ aloud

7. for feedback; / you improve / speaking skills / Ask / it will help

Exercise 5. When we give a presentation, we speak to and for the
audience. The presenter should address their goals, their needs, and their
concerns. Work in small groups and brainstorm all the things that can
irritate the audience, e.g.: 1) lack of preparation, 2) mis-judgment of the
audience, etc.

a) Think of your experience of being part of the audience at some

conference.

Start your sentences, using the following phrases:
» What really irritates me is when the presenter ....,
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b) Think of what a presenter should know about the audience to
meet their expectations. Make a list and present it in class.
Exercise 6. Complete the following sentences. Several options are

possible in some cases. You may need to change the form of the verbs.

1. Tam asked to ... a presentation to the Committee which was set
up by the Minister of finance.

2. John, finance manager for the Indonesian Region, will ... a
presentation before an audience of accountants working in industry.

3. Senior Deputy Director will be delighted to ... the presentation
and the lunch which follows.

4. The board of directors thanked me for a very ... and helpful
presentation to the Department.

5.  The modern multimedia capabilities made it possible to create a
... or animated presentation.

6. Yesterday, presidents and publicity officers ... to a presentation
by Val Smith, London East's Publicity Officer.

7. Companies are very aware that an ... presentation is a major
means of marketing their image.
8. There was a barbecue dinner around the camp fire, ... by a

presentation of Meo dancing costumes.
9. The researchers devised a questionnaire ... on a presentation of
ten common educational tasks.

Exercise 7. The goal of the event very much determines the structure,
style, and delivery the speaker will select. In most public presentations,
there are normally several objectives, but it is possible to single out a
primary one. Match the type of presentation with its possible
objective(s). There may be more than one answer. Work in groups. Start
the sentences with:

« Theaimof..istoV

«  The... aims at Ving.

1) lecture a) to inspire and motivate to act
2) briefing b) to persuade, to gain agreement
3) commercial presentation c) to teach or to pass information
4) demonstration d) to explore or debate ideas

5) seminar e) to entertain
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6) workshop f) to report on the results of
projects / research

7) press conference g) to sell, promote smth.

8) conference presentation

Exercise 8. Reconstruct this sequence of stages in a presentation. Write
the letter (a-1) next to the number of the stage. Compare your decisions
with a partner and discuss the reasons for any differences.

a) Present the main body of the talk.

b) Handle questions.

¢) Grab the audience's attention.

d) Greet the audience.

e) Summarise the main points.

f) Introduce yourself.

g) Have a strong ending.

h) Introduce the presentation topic and objectives.
1) Outline the presentation structure.

j) Thank the audience.

k) Thank the organizers.

1) Say when you would like to take questions.

Exercise 9. Suzi Capra wants to make a good start to her presentation, so
she has made a list of the things she wants to say. Unfortunately she has
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dropped all her language cards (a—j) on the floor. Help her to put them in
the right order by matching them with the cues (1-10).

Cues

. THANK audience for coming. c
. INTRODUCE myself.

. GIVE JOB title.

. GIVE TITLE of the presentation.
GIVE REASON.

. GIVE STRUCTURE.

. GIVE LENGTH.

. VISUAL AIDS I plan to use.

. NO QUESTIONS until the end.
0. START first part.

1
2
3
4
5.
6
7
8
9
1

Language cards

o oo o

f
g
h
1
]

I plan to show you some slides and a short video during my
presentation.

So, first of all, let's have a look at ...

I'm very grateful that you could all come today.

I'm going to talk for ...

If there is anything you would like to ask me, please would
you wait until the end of the presentation.

My name is ...

My talk will be in four main parts.

The subject of my presentation today is ...

I'm the ...

I'm going to talk about this because ...

83 Exercise 10. Imagine that you are starting a presentation. What
phrases might you use? Listen and repeat. Repeat each phrase you hear
and listen to check.

83 Exercise 11. Listen to two ways of opening presentations. As you
listen, see if you can hear some of the phrases below.

» Ladies and gentlemen, thank you very much for coming along

here today.
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»  The purpose of today's presentation is to discuss how we can ...

» I've invited you here today to have a look at my findings.

» Now let me begin by ...

»  Secondly ...

» ... and finally ...

» I'd be very happy to invite you to ask questions at the end of the
session.

» At the end I'd be happy to answer any of your questions.

#d Exercise 12. After you have greeted your guests, you will begin to go
through the main body of your presentation. It's very useful to have some
visual aids — some slides, pictures or graphs that help explain what you
are saying. Sometimes they can also help to keep your audience
interested in your presentation! Listen and repeat. Repeat each phrase
you hear and listen to check.

& Exercise 13. Imagine you are giving a presentation and using some
visual aids. What phrases might you use to draw your audience’s
attention to these slides? Listen to two examples of people giving
presentations. As you listen, see if you can hear some of the phrases
below.

If you have a look at this first graph.
Now let’s look at.

As you can see.

A key factor.

A good example of.

If you look at this slide.

A good illustration of.

YVVVVYYVYY

#d Exercise 14. At the end of your presentation, you may wish to open
the floor to questions — to ask if anyone has any questions about your
presentation. Imagine it is the end of your presentation and you are
asking if there are any questions. What phrases might you use or hear?
Listen and repeat. Repeat each phrase you hear and listen to check.
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&3 Exercise 15. Listen to someone asking if there are any questions. As
you listen, try to hear some of the phrases below.

If you have any questions, I'd be happy to answer them now.
Canljustask...?

Yes, a very good question.

Can you explain to me ...?

Are there any questions about any of that?

VVVYYVY

#d Exercise 16. You'll hear two types of presentations. Listen to the
recording. Pay attention to new words and phrases.

&3 Exercise 17. Listen to the presentation of a company. Try to guess
the meaning of any words you don't know. Then check in your
dictionary.

Exercise 18. Presentation Quiz. Finish the sentence with the correct
phrase.

1. Which sentence might you hear at the beginning of a presentation?

A Ladies and gentlemen, thank you for arriving today

B Ladies and gentlemen, thank you for appearing today

C Ladies and gentlemen, thank you for coming today

D Ladies and gentlemen, thank you for showing your faces today

2. The of today's presentation is to discuss my findings.

A purpose
B reason
C cause
D points

3. Now, begin by introducing myself.
A allow me
B let me

CI
D presentation
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4. I'd be very happy to you to ask questions at the end of
the session.

A tell

B invite

C order

D request

Exercise 19. Think about any event that takes place in the near future.
Your purpose is to inform your classmates about the coming event and
motivate them to take part in it. Prepare a one-minute presentation to
share the information with your colleagues in class.

Exercise 20. Imagine that your company is involved in the international
exhibition. You have been invited to speak at a press conference on the
opening day. Make a presentation of your company:

— Describe the main technical characteristics of the products, which are
manufactured or distributed by your company.

— Mark the features of products, which, in your opinion, favorably
distinguish them from similar products of your competitors.

— Specify for how long your products are designed, what is the duration
of the guarantee period?

— Speak about special offers, if there are any.

— At the end of the presentation speak about your company's plans for
the future.
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PART 2.

Business Correspondence

The layout of business and private letters is more or less common in
all countries.

There are 8 parts in a letter:

1. the letterhead;
2. the return address;
3. the date;
4. the inside address (i.e. the recipient's name and address);
5. the opening salutation;
6. the body of the letter;
7. the closing salutation;
8. the signature.
LAYOUT OF A LETTER
Letterhead
Sender's address
Date
Inside address
Opening salutation
Body of the letter

Closing salutation
Signature

Enclosure
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American variant of arranging the elements of a letter is so called

BLOCK STYLE. Here is an example:

Letterhead

Sender's address

Date

Inside address

Opening salutation

Body of the letter
Closing salutation

Signature

Enclosure

60



Ms. Elaine Sunderfind our mailing address
1234 Shaore Avenue

Victoria, B.C.

V1'W 3B8 The dates

The name, department and
mailing address of the
PEFSDN You a&re witing to,

January 28, 2002

Mrs. Gail Hopper
Customer Relations
Victoria Springs Water Company
987 Third Street
The 1%
Victoria, B.C. Leave at least 3 lines ahove mmd ) Er:;ta;a ph
V17 907 EI'IH "rl;aan‘ - — il
s the persons itle:
Ms, Mrs. Mr. Dr. af your letter,
Dear Ms, Hopper

| am a new customer of Victoria Springs Water Company. Your company
agread to deliver 25 litres of water to my home each week. However, | have
not recaived any water deliverics for the past three wecks.

| am very unhappy with your company. | spoke with Mr. Jarvis about this
on the telephone two weeks ago. | sent you an e-mail message last week. | stll
have not received my water, Therefore, | will not pay the bill for this month
because | received no water. In addition, | want to cancel my order for water.
| will go to another company for my water,
The 2" paragraph

Please send me a letter confirming my cancellation.  gives all the
information and

Use a formal . details.
- Sincerely
The 3" paragraph closing word '
usually asks the person and hand write Ehﬁm W
to do something, your narme. Elaine Sunderlind
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Your name

City, Street, Zip Code
Phone:

Email:

Recipient name:

Title

Name of the organization
City, Street, Zip Code

18 July 20153

Dear Recipient Name:

Perhaps you are looking for an addition to your marketing team. A new
person brings in freshness and can provide innovative solutions to the
challenges of marketing. My current and past employers have always
regarded me as an innovator of ideas. I am also good at communicating
with prospective buyers and have a demonstrated history of success in

sales and marketing.

Presently, I am marketing computer accessories for a major company.
Enclosed is my resume for your consideration. I understand that XYZ INC
has a reputation for quality and excellence. I would like to use my skills
and experience to market your line of quality technical produects. If you
have any questions regarding my skills or my eligibility to be a part of
vour team, you may contact me at (666) 666-6666.

Thank you for your time and consideration. I look forward to hearing

from you.
Yours sincerely
Signature

Your name

Enclosure:; Resume
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If writing a business letter takes you much longer than in your own
language, here are a few guidelines that you may find helpful.

Plan before you write.
e Look up words you need before you start.
e Note the points you want to make, and order them into logical
paragraphs.

Tone
e Write as you would speak in a business conversation.
e The tone should be friendly and polite.

Names
e Make sure you check the gender of the addressee (the recipient),
as well as the correct spelling of the person's name and title.
e Use Ms. for women and Mr. for men. You can use Mrs. for a
woman if you are 100% sure that she is married.

Dates
To avoid any confusion, write the month instead of using numbers
e.g. January 15th, 2012 or 15 January 2014.

Be concise and clear. The easier it is to read a letter the better.
o Keep sentences and paragraphs short and simple.
Use straightforward vocabulary to avoid any misunderstanding.
Ask direct questions.
Rewrite any sentence that does not seem perfectly clear.
If the recipient is not a native English-speaker, it is preferable to
avoid
e words or expressions that are too technical or complicated.

Remember this word order principle
Subject  Verb Object Manner Place Time

Who Does What How Where When
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Example:
Mr. Brown will travel by plane to London on Monday, June 5Sth.
A technician will install the equipment in your office on Tuesday.

Avoid old-fashioned words

Although they are used in legal documents and contracts, words like
«herewith», «hereiny, «aforementioned», etc. are rarely used in letters.
The following style of sentence is preferable :

«You will find more information on our products in the enclosed
brochure».

Useful key phrases for writing business letters

Opening salutation

Dear Mr. ...

Dear Ms.. ...

Dear Mrs. ...

Dear Sir to a man if the name is unknown
Dear Madam to a woman if the name is unknown
Gentlemen to a company or group of people

To whom it may concern  to an unknown recipient if you don't
Dear Sir or Madam know the recipient's name or gender

Ladies and Gentlemen

Dear Prof. Smith
Dear Dr. Smith

Body of the letter
The body of a business letter may include the following elements:
1. Starting a letter
We are writing

— to inform / confirm / request you that ...
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— to enquire about ...

\S) e o o o o

I am contacting you for the following reason...

I recently read/heard about ..... and would like to know ....
Having seen your advertisement in ..., I would like to ...

I would be interested in (obtaining / receiving) ...

I received your address from ... and would like to ...

. Apologies for a late reply

I am very sorry to have taken so long in replying to you.

Please excuse me for my late reply...

Please forgive me for not replying sooner to your kind letter of...
I apologize for my delay in replying to your letter.

3. Expressing gratitude for a letter

I very much appreciate having a reply from you.
I appreciate your prompt reply.

Thank you for your prompt reply of...

It was a great pleasure to receive your reply.

4. Expressing gratitude for materials

D

Thank you for sending me...

It is so kind of you to send me...

I am grateful to you for sending me...

I am much obliged to you for sending me...

. Acknowledgement of the receipt of a letter

We have received your letter of May 15...

We thank you for your letter dated...

Thank you for your letter regarding ...

In reply to your letter of...

We acknowledge (the) receipt of your letter of...

We acknowledge your letter of...

We are in receipt of your letter of...

This is to acknowledge with thanks receipt of your letter of...

I wish to acknowledge with many thanks the receipt of your letter
of...
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6. References to dates

e We refer to your
letter of June 12

e Your letter of 11
ult.

e  Your fax dated 15"
inst.

e The cargo will
arrive on the 3"
prox.

e of today's date

e of yesterday's date

e  of the same date

Msl ccbulaeMcsl Ha Baile THUCbMO OT 12
UIOHA. ..

Bame mucemo ot 11 wmcma mpomuioro
MecALa. ..

Bamr dakc, marupoBanHBI 15 uuciom
TEKyIIEro Mecsa

I'py3 mpubymer 3 wuymcna Cleqyromero
MecsIa

OT CCrOAHAIIHETO YKClia
OT BUCPAIIHETO YHCJia
OT TOI'O K€ 4YHcCJjia

7. Referring to previous events
e Thank you for your letter of March 15.

Thank you for contacting us.

In reply to your request, ...

Thank you for your letter regarding ...

With reference to our telephone conversation yesterday...

It was a pleasure meeting you in London last month.
*] enjoyed having lunch with you last week in Tokyo.
I would just like to confirm the main points we discussed on

[ ]

[ ]

[ ]

e  Further to our meeting last week ...
[ ]

[ ]

[ ]

8. Offering help

e Would you like us to ...?
e  We would be happy to ...
e  We are quite willing to ...
[}

9. Giving good news

Our company would be pleased to ...

e  We are pleased to announce that ...
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e [ am delighted to inform you that ..
e  You will be pleased to learn that ...

10. Giving bad news

e  We regret to inform you that ...

e ['m afraid it would not be possible to ...

e  Unfortunately we cannot / we are unable to ...

e  After careful consideration we have decided (not) to ...

11. Making a request

We would appreciate it if you would ...

I would be grateful if you could ...

Could you please send me ...

Could you possibly tell us / let us have ...

In addition, I would like to receive ...

It would be helpful if you could send us ...

I am interested in (obtaining / receiving) ...

I would appreciate your immediate attention to this matter.
Please let me know what action you propose to take.
We would like to know more about ...

Could you please send us information about ...?
Please send us your catalogue/catalog.

12. Expressions used on sending materials

I am sending you herewith (herein)...

I am sending you under separate cover...
I enclose herewith (herein)...

You will find enclosed...

Please find enclosed...

Attached to this letter you will find...

13. Requesting the answer

e  We should appreciate a prompt reply.

e  We should appreciate to receive your prompt reply at your early
convenience.

e A prompt reply would be appreciated.
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e  Will you kindly let us have an early reply.
e  Will you kindly reply to this letter.

14. Enclosing documents

e [ am enclosing ...

e  Please find enclosed ...

e  You will find enclosed ...

15. Closing remarks

e Ifwe can be of any further assistance, please let us know.
e IfIcan help in any way, please do not hesitate to
e  contact me.
e If you require more information ...
e  For further details ...
e  Thank you for taking this into consideration.
e  Thank you for your help.
e  We hope you are happy with this arrangement.
e  We hope you can settle this matter to our satisfaction.
16. Endings
e  With best wishes (regards).
e  With kind (kindest) regards.
e  With best wishes and regards.
e  Meanwhile I wish to remain...
e  Thank you once again for...
e | hope to hear from you soon and remain with kindest personal
regards.
e [ trust to hear from you soon.
e  We look forward to hearing from you.
e  We look forward to welcoming you in this country.
e [ look forward to the pleasure of seeing you.
Closing salutation
Sincerely, for all customers / clients
Yours sincerely, (Br.E.) «Yours sincerely» is used when
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Sincerely yours, (Am.E.)

Yours faithfully,
Respectfully yours,
Faithfully yours,
Yours truly,

Kind regards,
Best regards,
Warmest regards,
Many thanks,
Kind thanks,
Truly,

With appreciation.

writing to someone whom you
have met before or whom you
have known or spoken to over
phone or was introduced by
some other person

«Yours faithfully» is used in
more formal letters when writing
to someone whom you do not
know or have not met.

casual closing salutations to
appear professional and
respectful, just in a way that
matches the tone and content of
the letter
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Here is an example of a simple commercial letter. Pay attention to its
composition and wording.

Vancouver Manufacturing
9102 NW 99 Sueet, Vancouver, Washington 95665
(800) 555-112 — warwexample.com

September 25, 2005

Mr. John Taylor
Director of Operations
ABC Corporation

100 E Main Street
Wancouwver, W 98685

Dear Mr, Taylor:

Ag our new letterhead indicates, we have recently changed the name
of our business from Fort Vancouver Manufacturing to Vanoouver
Manufacturing.

There has been no change in management and we will be providing
the same products and fine service on which we have built our
reputation in the industry. We would appreciate it if you would bring
this announcement to the attention of your accounts payable
departrnent and direct thern accordingly.

Thank you for being one of our valued customers, We appreciate your
cooperation in this matter,

Al Olsen
President, Vanoouver Manufacturing
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Look at the picture of a single sided two paged business letter accepted
by the office standards in the US. Pay attention to its composition and
wording.

Global Investors, Inc.

1587 Devonshire 5t, Boston, Ma, 02125
Td. (617)1360-7237, Fax (617)360-7238
vy, obalirvestors, oom

October 24, 2003

Mr. Colin Adams
134 Blossom St
Chelsea, M& 02231

Dear Mr. Adams:

| would like to confirm your participation in our upcoming Februany 5-8 conference at the
Hyatt Regency Hotel, Bastan, Massachusetts. We expect 200 1o 230 registrants to attiend
YOUT S25SI0M.

| wall forward the complete agenda to you in late December. But in the meantime, let me
give you a few prefiminary details: you are scheduled to defiver your presentation on
Aszet Management on February 7. Topics that wall be covered by different spezkers
during the conference include Financial Planning, Financial Software and Financial
Senvices.

You will be responsible for preparning thoroughly for the session and presenting 2 well
thought out presentation._ It is our expectation that attendees should feel that they have
gained valuable knowledge and mnsight after leaving your session. You will also prepare
matenals for the participant manuals. We will compile and multiply the manuals and will

ship them to the conference site. Your matenials should be forwarded to our office no AN
later than January 5. Failure to provide the deliverables |:|3r1i'|e specthed deadline and}a{p
adjust them upon request of our staff may result in your session being cancelfled.

Speaker substitutions are not permitted unless approved in writing by our ma .
If you are unable to deliver your session as planned, your company is not g nteed a
speaking slot for the alternative speaker.

For your presentation, we will provide an honorarium of $800, plus
travel, meals and lodging expenses associated with your presen
of your session send us your invoice for expenses and your

check within two weeks. E}\}-

. Upon completion
- We wall send you a
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Mr. Colin Adams

Page 2

October 24, 2008

| will zall you during this week to discuss your equipment needs for the presentation and
the room setup, along with the promotional matenals we need such as biographical
data, your picture and a press kit Please feel free to contact me if you have questions,

suggestions or need additionzl information.

Cur members are looking forward to having you as a speaker at our conference. You will
also have an opporunity to benefit from the exposure to our member firms.

Sincerely,
A. Prescort

Anthony Prescott,
Pubhic Relations Cfhcer
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Practice

Exercise 1: This letter has been revised so many times that it has
become all mixed up, and the word processor has failed to recognize it.
Arrange the letter so that everything is in the right place. The first point
in the letter is:

(2) WIDGETRY LTD

(1) Simson Thomas

(2) WIDGETRY LTD

3) 6 Pine Estate, Westhornet,
Bedfordshire, UB18 22BC
Telephone 9017 23456
Telex X238 WID
Fax 9017 67893

(4) I look forward to hearing from you.

%) Your ref. MS/MD/22/07
Our ref. JB/MS/48/07

(6) Yours sincerely,

(7) James Bowers, sales Manager,
Electroscan Ltd,
Orchard Road Estate,
Oxbridge UB84 10SF.
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(8) Production manager

(9) Thank you for your letter. I am afraid that we have a problem with
your order.

(10) 6 June 200...

(11) Unfortunately, the manufacturers of the part you wish to order have
advised us that they cannot supply it until September. Would you prefer
us to supply a substitute, or would you rather wait until the original parts
are again available?

(12) Dear Mr. Bower
Exercise 2. Translate into Russian:

1) In reply to your letter dated March 10, I wish to inform you that our
Council is willing to discuss your proposal.

2) Thank you for the letter of December 19 and for the materials you
enclosed with it.

3) On behalf of our department I wish to acknowledge with sincere
thanks the receipt of your letter of May 12.

4)

Moscow, December 10, 2014

Dear Sirs:

We are obliged for your letter of December 5. We are contacting the
plant producing BELAZ cars on the question raised by you and will
write to you immediately upon receipt of their reply.

Yours faithfully,

7)

Bredgade, 51
DK 1260
CopenhagenK
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Denmark

Dear Sirs,
We have received your letter of May 4 sent by airmail and thank you for
the information you sent to us.

Yours sincerely
Exercise 3. Translate into English

1) Ms1 nonyuwim Bare mucemo ot 28 deBpais.

2) IonrBepxkmaem moimydeHue Barero mucbMa oT 15 mas, 3a KoTopoe
MBI Bac 6maromapum.

3) IoarBepxmaeM: ¢ OIAarodapHOCTHIO TOJy4YeHHWe Bamrero muchma ot
20 stHBaps, mociiaHHOro Bamu B OTBET Ha Hallle MUCHMO, JaTUPOBAaHHOE
15 suBaps.

4) loaTBepkaaeM ¢ 6J1aroJapHOCTHIO MoNydeHne Bamero mucema ot 15
HOSIOPSI C.T. IPUJIOKEHHOHN K HEMY KOIHEH TPOEKTa.

5) bnarogapro Bac 3a muceMo ot 10 HIOHS C MPWIOKEHHBIMA K HEMY
konusMu Bamux crarei.

6) B orBer Ha Bame mnucemMo ot 10 wmioHS TockUiar0o Bam Hammm
MOCTIeIHAE NTaHHBIe W TaOJHIBI, KOTOpBIE, HAJerCh, MOMOTYT Bam B
Barreii pabore.

7) Msl HanumeMm Bam HeMe/UIeHHO MO MONy4YeHHH OTBETa OT 3aBOJAA,
M3rOTaBIMBAIOLIETO ATH MAILIUHBIL.

Exercise 4. Translate from English into Russian
London, July 15, 2014

BELAZ-HOLDING
Minsk

Dear Sirs,

We refer to the recent discussions we had with Mr. Stepanov on the
possibility of our supplying «BELAZ» with machines manufactured by
our company and distributing Belarusian machine-tools in Great Britain.
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To examine this matter in detail our Managing Director Mr. Wilson
Robinson is prepared to travel to Minsk at the beginning of February,
2015 and have personal discussions with members of « BELAZ».

At the suggestion of Mr. Stepanov we enclose a list of points which we
would like to be discussed in Minsk.

We look forward with interest to your reply.
Yours faithfully,

2)
Dear Sirs,

We would like to inform you that Mr. Wilson is arriving in Minsk on
February, 14 to begin talks with you.

Please make the necessary hotel reservations for him and let us know the
name of the hotel.

Thank you for your cooperation.
Yours sincerely,

Exercise 5. Give the English for:

1) 'ociogua Buiicon mpuosiBaeT B MUHCK, YTOOBI HaYaTh IEPETOBOPHI.
2) 3apesepBHUpyiiTe I HETO MECTO B TOCTHHHIIE.

3) Coo0muTe HAM afpec TOCTHHULIBL.

4) bnarogapum 3a COTpyIHUYECTBO.

Exercise 6. Translate from Russian into English:

1) Ilo mpemnoxennto rocrioauHa A.Jl. bpayna moceimaem Bam kaTtamor
aBTOMOOMIIEH, IKCTIOPTHPYEMBIX pupmoit «BELAZ».

2) MBI TOTOBBI 00CYIUTE ¢ BaMu BOIIPOC 0 BO3MOKHOCTH KCIIOPTA 3TUX
aBTOoMoOmel B EBpory.

3) Ham mupexrop rocmogua M.H. WBanoB rotoB moexats B [lomnpmry,
4yT00BI MOAPOOHO 00CYaNTEH ¢ Bamu 3TOT Bompoc.

4) OxumaeM C yIOBOJILCTBHEM BCTPEYHM C TOCIOJWHOM BuiconoMm B
MpuHcke.

5) M=l ccbltaeMcs Ha MEeperoBOpbl, KOTOPhIE MBI MMENH Ha MPOIION
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Hegene ¢ npeacenareneM Bameir komnanuu MmuctepoM A.[l. BpayHowm.
7) Mrb1 oxunaeM ¢ uHTepecoM Bamiero orBera Ha Hamie muchmo ot 10
Masl.

Exercise 7. Write the text of a letter in English using the information
given below:

Jara: 20.03.2014
Anpec: Anrnusi, Manuectep, [lomnap Poyn, . 16, bisk aua I'pun JIta.
ConepxaHue:

— coobmuTe o momydeHnu muceMa ot 24.03.2014 u BeIpasuTe CBOIO
0JIarojapHOCTh 3a HETO;

— €Oo00IHUTe, YTO 10 NPOCHOE KOMIIAHUU Bbl BBICHIIAETE OTIAC/IbHBIM
MAKETOM KaTajor MeOenu, MPOU3BOJAMMON BalllMM MPEINpPUATHEM, a
TaKKe MpuiiaraeTe K HeMy MpelcKypaHT;

— BBIpa3UTE HAJEXKy Ha TOJTyUeHHE CKOPOTO OTBETA.

ITonnmuces: M.H. MBanos, npeacenarens «Pinewoods»
(to send under separate cover — BEICBUIATh OTJEIEHBIM MTAKETOM)

Exercise 8. You work for an international pharmaceutical company with
a best selling heart drug. You're part of an international team, preparing a
report on competitors' product worldwide.

—  Write a letter to a colleague in Japan, Akiko Yamada (a woman).

—  Give a reason for writing.

— Request information about the competitors in Japan (market
share, advertising).

—  Offer to provide information about your own market.
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Enquiries

Useful key phrases for writing inquiries

The structure of an inquiry letter:

Indication of
the source of
information
about the
company and
its product.

The essence of
the issue.

Your name and address have been given to us by ...
— Barie ums 1 ajpec ObUTH JaHBI HaM ...

We read your advertisement in ... — Mbl npounTanu
Ballly PEeKJIaMy B ...

With reference to your advertisement (ad) in ... —
OTHOCUTENBHO Balleil peKiaMbl B

We have heard of your products from ... — Mbl
y3HAIU O MPOAYKIIUH BaIllieil KOMIAHUH U3 ...

We have seen your current catalogue showing ... —
Mpbl oOpaTuiny BHHMaHHME Ha Balll MOCIEAHUN
KaTaJor, B KOTOPOM OIIUCAHHI ...

There is a brisk demand here for the type of
products  you manufacture —  CyliecTByeT
OKUBJICHHBI ~ CIpOC  HAa  BHJ  NPOAYKIIHH,
IIPOU3BOAMMON BaMH.

Turnover may be brisk if prices are competitive and
deliveries are prompt — OOOpPOT MOXKET OBITh
OBICTPBIM, €CJIM II€Hbl KOHKYPEHTOCHOCOOHBI, a
MOCTaBKH OTEPATHBHBI.

Please let us know what quantities you are able to
deliver till ... — Iloxamyiicta, cooOIUTe HAM, KaKOe
KOJIMYECTBO BBl CMOJKETE MOCTABHTH JIO ...

Would you quote your prices and terms of delivery
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Brief
information
about your
company.

Expression of
hope for future
cooperation.

(terms of payment) for ... — He mormm Obl BBI
YCTaHOBHUTH IIEHBI M YCIIOBHS HOCTaBKHU (YCIIOBHS
OIIaTHI) HA ...

Will you be so kind as to quote your prices for ...7 —
He Oynmere M Bbl Tak Jr00€3HBI yKa3aTh Ballld
IIEeHLI Ha ...7

Will you advise us about your terms of payment and
discounts offered for regular deliveries and large
orders? — Coo0IIMTE HaM O BallUX YCIOBHHU
omiatel W CKUAKAaX, MOpeyiaraeMbIX IS
PETyJIIPHBIX TOCTABOK U KPYITHBIX 3aKa30B?

We would like to have further details about ... —
Mbr OBl XOTENMU MONYYUTH OoJee TOAPOOHYIO
MHQOPMAIHIO O ...

Could you please send me ... — He Morim OBl BBI
BBICJIATh MHE ...

I would be grateful if you could ... — 51 Ob1 OB
OyraromapeH, eciiv BHI. ..

As distributers we have a large network of ... — Kak
JTUCTPUOBIOTOPHI MBI UMEEM OOLITUPHYIO CETh ...

For over ... years our company has exported .... to
— bonmee wem ... meT Hama KOMITaHUSA
9KCIOPTUPYET ... B ...

Our company was founded in ... — Hallla KOMIIAHHS
OBLTa OCHOBAHA B ...

If your prices are competitive (the samples meet the
standards, your equipment complies with our
requirements) we may be able to let you have
regular orders. — Ecnu Balu IeHbI YCTPOSAT HAac
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(oOpa3upl  OyOyT YAOBIETBOPATH TpeOOBaHUAM
CTaHIapPTOB, Barie obopymoBaHue Oyner
YAOBIIETBOPATh HAllUM TpPeOOBaHUAM) MBI OyaeM
PETyJISIPHO 3aKa3bIBaTh BALLy MPOILYKIHIO.

We hope to hear from you soon. — Haneemcst Ha
CKOpBII OTBET

A prompt answer would be appreciated. — bynem
MIPHU3HATEIbHBI 32 OBICTPBIN OTBET.

We look forward to your early reply. — c
HETEePIICHUEM JKJIeM Balllero OTBETA.

Thank you for your cooperation — Cmacubo 3a
COTPYIHHUYECTRO.

Thank you for your interest in ... — bnarogapum
Bac 3a corpyanudecTBo.

Vocabulary
a 5% discount 5-TH IPOLIGHTHASA CKU/IKA
a wide range of ... ITUPOKHHA aCCOPTHMEHT ...
after-sales service MOCIETIPOIaXKHOE 00CITy)KHBaHHE
benefit [10J1b3a, BBIT01a
buy in bulk MTOKYTaTh OOJBITUM KOJTHYECTBOM
to be obliged OBITH TIPU3HATEIHLHBIM
close a deal 3aBepIIaTh CAEIKY
deal caeJKa
delivery ITOCTaBKa, JOCTaBKa, OTIPy3Ka
demand crpoc

there is a steady demand here y Hac mMeercs ycTOWYMBEIM cHpoc Ha
for

discount CKHIKa
discount off (from, on) the ckuika c neHs
price
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import UMIIOPTHPOBATH

manufacturer MIPOU3BOIUTEIH
meet an order BBITTOJTHSTD 3aKa3
meet requirements OTBeYaTh TPEOOBAHUSIM
mutual B3aMMOBBITO/THBIH
place an order pasMemarp 3aka3s
place an order with... pa3MecTUTh 3aKa3 B ...
potential buyer / client / mnoTeHUIHANbHBIN MOKyTaTeib/
customer KIUEHT
payment for collection TUIaTex B popMe HHKAcco
price asking 3armpaivBaeMas IieHa
attractive MIPUBJICKATEIbHAS
best camasi Hu3Kasl / BBICOKast
cut CO 3HAYUTEIHLHOU CKUIKOM
final OKOHYaTeIbHas
quoted npeanaraemas
reasonable pazymHast
bargain CHIDKEHHAS IIeHA
price list MPEeNCKypaHT
the price includes packing I[IeHa BKJIIOYAEeT YIaKOBKY
quantity discount CKHUJIKA 32 KOJIUIECTBO
representative IIPEICTaBUTEID
retail NpOJIaBaTh B POZHUILY
supply cHa0XaTh, MOCTABJIATh
terms of payment YCJIOBHS IIaTEXa
quotation MPEeNCKypaHT
quote a price YKa3bIBaTh LEHY
warchouse CKJIaL
wholesale MPOJIaBaTh OITOM
Practice

Exercise 1. Read the letter. Pay attention to its composition and
wording.

W. JONES AND SONS LTD.
285 Queen Street
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10th January 20...
London, E.C. 4
«Beltextiles»
Grodno, Belarus

Dear Sirs:

We learn from your representative that you are producing for export
woolen hand-made cardigans. There is a steady demand here for high
class goods of this type.

Will you please send us your catalogue and full details of your export
prices and terms of payment?

We look forward to hearing from you.
Yours faithfully,

W. Jones

Exercise 2. Find English equivalents for:

1) MsI y3uanu ot Bamero npeacraBurens, 4ro...

2) Y Hac uMeeTcsl yCTOMYMBBIN CIIPOC Ha...

3) IIpocum BEICITaTh HaM Barmm karanord 1 Bcio nH(opmariiio o Bammx
9KCIIOPTHBIX LIEHAX M YCJIOBHUAX IJIaTeXka.

4) C HereprieHueM xaeMm Bamero oTserta.

Exercise 3. Translate the letters given below from English into Russian.
Pay attention to new words and phrases.
A
Kenneth Beare
2520 Visita Avenue
Olympia, WA 98501

Jackson Brothers
3487 23rd Street
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New York, NY 12009
September 12, 2000
To Whom It May Concern:

With reference to your advertisement in yesterday's New York Times,
could you please send me a copy of your latest catalogue. I would also
like to know if it is possible to make purchases online.

Yours faithfully
(Signature)

Kenneth Beare
Administrative Director
English Learners & Company

May 29, 20...

The Sales Manager
Glaston Woolproducts Ltd.
54-59 Riverside

Cardiff CF1 UV

Dear Sirs:

We are interested in the sweaters that we have seen here on your stand at
the «Women's wear Exhibition».

We are big importers of women's wear and we are looking for a
manufacturer who can supply us with a wide range of sweaters for
women. As we usually place large orders, we expect a quantity discount,
and our terms of payment are for collection.

If you agree to these conditions and you can meet orders of over 1000
sweaters at one time, please send us your current catalogue and price-list.
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We hope to hear from you soon.
Yours sincerely,
L. Sidorov,

General Director,
«Beltextiles»
Grodno, Belarus

Exercise 4. Find English equivalents for:

1) Hac maTepecyeT acCOpTUMEHT CBUTEPOB, KOTOPHIC MBI BUICIIH. .

2) Ml siBIsIeMCS KPYITHBIME UMITOPTEPAMU MYKCKOH OJIHKIbI.

3) Mbl uWmeM MOpPOU3BOIUTENS, KOTOPHIM CMOXET ITOCTaBUTh HaM
ITUPOKHUIA aCCOPTUMEHT CBUTEPOB. ..

4) [MockoabKy MBI OOBIYHO pa3MelacM KpPYIHBIC 3aKa3bl, Mbl HaJCeMCS
Ha CKHUJIKY 32 KOJIIMYECTBO.

5) ... HaIIK YCIIOBUS TUIATEXXa — HHKACCO.

6) Ecniu Bel cornacHel ¢ HallUMU YCIOBUSAMU. ..

7) ..n Bbl MoxeTe BBINONHATH 3aKa3bl Ha KolndecTBO cBbime 100
CBUTEPOB B KAXKIOW MAPTHUH...

8) MbI HageeMcst BCKOpe MOTyduTh OT Bac oTBeT.

Exercise 5. Translate the letters given below from English into Russian.
Pay attention to their composition and wording.

Blue Ice Cooling

15 Leadenhall Street
London, E.C.3
England

Dear Sirs,

Further to our conversation with your Sales Manager during the
Exhibition of refrigerators and air conditioners at Olympia in London we
shall be obliged if you send us your quotation for the Model R 300 air
conditioner.
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Please let us know if you can supply us with three computers and quote
your best prices. Delivery will be required within two months after we
place the order. If you can guarantee prompt delivery and can quote
really competitive prices we shall be able to place an order with your
company. We would also like to know when our specialists could be sent
to your country to be trained as operators and programmers.

We are looking forward to hearing from you soon and hope that our
future relations will be of mutual benefit.

Y ours sincerely,

John S. Palmer,
Director,
Reply to the above:

GSL Motos

32 Smolenskaya Street,
Minsk 119034,

Belarus

Dear Sirs,

Thank you for your enquiry of March 20, 20... in which you inform us
that you are interested in purchasing the the Model R 300 air conditioner
from us. We enclosed with the letter all particulars concerning technical
characteristics of this model.

We are happy to inform you that we are able to meet your quantity
requirements and offer you three computers at the price of... per unit.
The price includes packing. We can promise delivery in two months if
you place your order immediately. We hope you will be able to accept
our offer.

Yours sincerely,
Reynaldo H. McAndrews,
Director GSL Motos
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Exercise 6. Find equivalents for:

1)..Mp1 Oyzmem Bam mnpusHaTenbHbI, ecid Bbl  BblIIeTe HaMm
MPeNCKypaHT; 2) MbI pajusl cooOmuTh BaMm, uTo... 3) HamM JenoBbie
OTHOMIEHUS OYIyT B3aWMMOBBITOOHBIMH, 4) K MHCHMY IpHIaraeMm ... 5)
MMOCTaBKa B TEUYCHHUE IBYX MECSIEB; 0) IIEHAa BKIIOYAET yIaKOBKY; 7)
ecii Bpl ykaxere AEHCTBUTENBHO TNPUEMIIEMYIO LIEHY; §) MOXKeM
npeiokuTh BaM Tpu kommeioTepa; 9) ecnu Bel MoxeTe rapaHTHpOBATh
OBICTpYIO MOCTaBKY; 9) mpetickypanT neH; 10) campie HU3KHE TIeHBL, 11)
MpUHMMATh TpeiokeHue; 12) mocraBka; 13) pasmemars 3akas; 14)
B3aUMOBBITOHBIN; 15) TeXHHUUYECKHe XapaKTepucTHKH; 16) mpuiiaraTh
WIIIOCTPUPOBAHHBIE KaTaloOrd M 00pa3ubl ToBapa; 17) IMOCTOSAHHBIE
KITUeHTHl; 18) BeIchUIaTh 3ampoc; 19) mocnate npeanoxenue B oTeeT; 20)
JeTaJIbHOE ONMCaHNE TOBApPOB.

Exercise 7. Make up a letter of inquiry addressed to a foreign company:
1. Indicate the source of information about ... manufactured by this
company.

2. You would like to buy ....

3. Find out the price, CIF, Latvia.

4. If you are satisfied with the price and quality of ..., you can make
further large orders.

5. Ask for the answer as soon as possible.

Exercise 8. Write a letter in English to advertise your company's

products with applications in the form of an illustrated catalog and price
list.
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Offers

Useful key phrases for writing offers

The structure of an offer:

The reason
for writing

Responses to
some
questions of
a  potential
customer

We were pleased to learn your interest in ... — Ham
ObLI10 MPUATHO y3HaThb 0 Bamei
3aMHTEPECOBAHHOCTH B ....

We are pleased that you want to buy ... — Mbl 04eHb
JIOBOJIbHBI, YTO BbI JKEJIACTE KYITHTH . ...

We are glad to say that we can reserve you ... — Mbl
panbl COOOIINUTE, YTO MOKEM OCTABUTH 33 BAMH ...

We take pleasure in sending you the desired samples
and offer .. — C YyIOBOJIBCTBHE TMOCHUIAEM
BBIOpaHHBIC BAMU 00pas3I(bl ¥ MPEJIaraeM ...

We are pleased to make the following offer. — Mui
pazbl cAenaTh CIeAy oM 3aKas.

Kindly confirm your order at the price quoted. —
[Toxanyiicra, TIOATBEPIAUTE Bam 3aKas3 B
COOTBETCTBUHM C IIEHAMU, YKa3aHHBIMU

We enclosure our catalogue with the latest price list.
— Mpl mpunaraeM Hall  KaTajuor ¢ HOBEUIINM
MPEeUCKypaHTOM.

Our detailed catalogue will demonstrate the wide
range of our products— Ham moapoOHBIHA
npeiickypant yOemuT Bac B pa3HOOOpasWy HAIero
ACCOPTHUMEHTA.

Our proposal is valid till ... — Hame npemioxeHue
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Additional
proposals

Expression
of hope for
the order

JNEUCTBUTEIBLHO 10 ...

We deliver our goods on CIF terms — Wbl
noctasisieM Ha ycnosus CUOD.

The price covers packing and transportation
expenses. — lleHa BKIIIOWAaeT yIaKoOBKYy H
TPAHCTIOPTHBIE PACXO/IBI.

We can give you a 5% discount. — Mbl MOxeM
MPEAOCTAaBUT BaM 5% CKUJIKY.

As you can see from our price-list, our prices are at
least 3% lower that market prices. — Kak BumHO U3
Halllero MpeMcKypaHTa, HallM IEHbl 10 KpalHeu
Mepe Ha 3% HIKe PHIHOYHBIX.

This is a special offer and cannot be repeated. — 310
CIeIMATbHOE TIPEIUIOKEHNE M HE MOXKeT ObITh
HOBTOPEHO.

I especially call your attention to ... — 51 ocobeHHO
obparmaro Barie BHUMaHUE Ha ...

Besides the above mentioned goods our company
also produces ... — KpoMe yHOMSAHYTHIX BBIIIE
TOBapOB Hamla (upMa MPOU3BOIUT TAKKe. . .

In view of the heavy demand for this line, we advise
you to order at once. — B cBs3u ¢ GONBIINM CIIPOCOM
Ha JTy JMHHUIO, MBI peKoMeHIyeM Bam caenats
3aKa3aTh HEMEUICHHO.

Our services are at your disposal. — Hamu ycinyru B
BaIlleM PacTOPSKCHUH.

We ask you to consider our proposal once more and
let us know if we can expect your order. — Mbl
MPOCHM Bac elie pa3 00CyTUTh Hallle MPEIIOKEHIE U
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COOOIINUTEL HaM,
MOJTyYeHHE 3aKa3a.

MOXHO JIM pPACCUUTBIBATL Ha

We look forward to receiving your order. — Msl ¢
HeTepIeHneM xaeM Bamrero 3akasa.

We would appreciate if we get the order from you as
soon as possible. — Ml ObLTH OBI pajibl MOJIYYUTH OT
BaC 3aKa3 Kak MOKHO CKopee.

We are looking forward to hearing from you soon —
C HeTeprieHHeM XKJIeM Balllero OTBETa.

We are sure that our goods will meet your
requirements. — Mbl yBEpPEHBI, YTO HAIIX TOBApHI
OyayT OTBEYATH BAITUM TPEOOBAHMSIM.

Please let us know your requirements as soon as
possible. — Tloxamyiicta, madite Ham o Bammx
TpeOOBaHHAX KaK MOKHO CKOpee.

Vocabulary
a bill of lading KOHOCaMEHT, TpaHCTIOpPTHAs
HaKJIaIHas
a leaflet

a packing list
an insurance policy

YIaKOBOYHBIH JIUCT
CTpPaxoBOM MoJIKC

an invoice cueT-(hakTypa

at cost price o ce0eCTOMMOCTH

net cash oriaTta HaIMYHBIMU 0€3 CKUAKH

payment IUIaTEXK

shipping documents OTTPY30YHBIC JOKYMEHTEI

spot cash HeMe/IIeHHas! oruraTa
HAJTMYHBIMA

to be valid OBITH AEHCTBUTEILHBIM

the slump in commodity prices /

PE3KOC NMaACHUC IICH HAa TOBAPLI
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the sharp fall of commodity

prices
to complete 3aBepIIaTh
to concern KacaTbCs, OTHOCHTBCS  YeMy-
1100
to submit MIPEJICTABIATh, HATIPABIATH
validity CPOK JleiicTBUS
specification crienupuKaus
spare parts 3aacHbIC YacTU
stocks of spares pesepB (3amac) yacrei
Practice

Exercise 1. Translate the letter given below from English into Russian.
Pay attention to new words and phrases.

December 25, 20...
ABC PUMPS GROUP,
Moscow

Attention: Mr. Petrov
Dear Sirs,

We thank you for your enquiry of August 27, 20... concerning the supply
of pumps and now are pleased to submit our offer.

With this offer we enclose drawings and specification together with our
leaflet.

Price: The total price of a pump is § ... which includes packing and
delivery Russian port.

Delivery: Delivery of the pumps will begin three months after the
contract is signed and will be completed within a period of four months.
Validity.: This offer is valid 90 days from the date of this letter.

Payment: Payment is to be made in cash within 30 days of receipt of the
following shipping documents: an Invoice, a Bill of Lading, an Insurance
Policy and a Packing List.
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We have quoted for the majority of spare parts in accordance with the
details of your enquiry. But we cannot guarantee the supply of all items
as in some cases our stocks of spares are limited.

We recommend you therefore to place an order as soon as possible to
obtain the items you require.

I would personally very much like to visit you at your office in Moscow
and discuss our possible future business relations.

Perhaps you will be kind enough to advise te of a suitable date and time
for such a meeting.

Y ours faithfully,

on behalf of Black & Co
G.E. Fox,
Oversees Sales Manager

Exercise 2. Give English equivalents for:

OmaromapuM Bac 3a Bam 3ampoc; MBI pambl HampaBHTh Bam Hare
MPEeIOKCHNE, TPENJIOKEHNE NeUCTBUTEN HO B TeueHue 90 mHEl;
oIulaTa OCYIECTBISCTCS HATUYHBIMU;, MBI HE MOXEM TapaHTUPOBATh
MOCTaBKy BCEX HAWMMEHOBAHM; ITOCTaBKa OYIET OCYIIECTBISTHCS B
TCYCHUC YCTBIPEX MECALCB;, Mbl YKasaJnd LICHbBI Ha OOJIBIIINHCTBO
3alacHbIX YacTei.

Exercise 3. Translate into English:

1) Mb1 pagsl HanpaBuTh BaMm Hale mpeasio)keHHe Ha HOBYIO MOJIENb
KOMITBIOTEPA.

2) Hame mnpemnokeHmne ASHCTBUTENBHO B TeueHue 60 mHEH OT maThl
JAHHOTO MHChMa.

3) B coorBerctBuu ¢ Bammm 3ampocoM MBI mpuiaraeM K HHCBMY
KaTajor, B KOTOPOM CONEPKHTCS OTIOJHUTEIbHAS HH(POpMAIUI O
HarieM o00pyIOBaHUH.

4) Ilnatexxk UPOW3BOAWUTCS B TEYCHHWE 7 JHEH IIOCIe TMONy4YCeHUS
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CIEAYIOMMX  OTTPY304YHBIX  JOKYMEHTOB: CuUeTa, KOHOCAMEHTA,
CTPaxOBOTI'0 IIOJINCA U YIAKOBOYHOT'O JINCTA

5) Tlpomaser cooOIIMI, YTO Y HUX MMEETCS OUeHb HEOOJBIIOW pe3epB
3alacHbIX YacTeH, M MO3TOMY OHM PEKOMEHIYIOT HaM Pa3MECTHTD 3aKa3
KaK MOKHO OBICTpee.

6) He Oyxnere i Bol m00e3HbI, cOOOMUTE HaM ya00HOe Uit Bac Bpemst
Harei Bctpeuun?

7) ynakoBKa M JOCTaBKa

8) pe3koe majicHNE IIEH Ha TOBaPhI

9) o cebecTOMMOCTH

10) orpoMHBI1 crIpoc Ha JaHHBIA aCCOPTUMEHT

11) ycnoBus muiaTexa U IOCTaBKU

Exercises 4.You are a producer of bicycles. An enquiry from a German
retailer has come to your company. Write a reply (an offer) and send
your price list. Quote your terms and add any information you think
might persuade your potential client to place an order with you.

Exercise 5. You are a salesperson for Diary Inc. You are writing to a
client who you think might be interested in buying your new dairy
products. Discuss the following information with your client:

New line of dairy products includes: ....

You know the customer hasn't ordered any new products during this past
year.

Special discount of 15% for orders placed before next Monday

Any order placed before Monday will not only receive the discount, but
also have its company logo printed on the products at no extra charge.
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Orders

Useful key phrases for writing orders

Thank you for your quotation of

We would like to cancel our order
Please confirm receipt of our
order

Please confirm that you can
supply us with ...

I am pleased to acknowledge
receipt of your order Ne ...

It will take about ... weeks to
process your order’.

Your order will be processed as
quickly as possible.

Unfortunately these articles are
no longer available / are out of
stock.

Please find enclosed our order /
Our order is enclosed.

We enclose our order for ...

We would like to place the
following order ...

We require the goods urgently.

1

Cnacu00 3a KOTHPOBKY ...

Mgel xotenn Obl, OTMEHUTH Halll
3aka3 Ne ...

[oxanyiicta, MIOATBEPIUTE
MOJIy9ICHHE HAIIIETO 3aKa3a.

[Ipocum moaTBEpAHMTH, YTO BBI
MOJKETE ITOCTaBHUTh HaM ...

S paj NOATBEPIUTH MOJYYECHUE
Barero 3axka3a No ...
Omo 3aiimem oxono ...
umobsl  obpabomams
3aKa3.

Bamr 3aka3 Oynet o6pabotaH Kak
MOXHO OBICTpEE.

K coxaneHuio, 3TUX U3ACIUI
0oJIbIlIe HET B HATMYHU.

Heoeb,
Baw

Hacrosmum IUCHMOM
mpwiaraeM  Ham  3aka3. B
MPUIIOKEHNH HAXOAWTCS  HaIl
3aKas.

MBI npunaraeM Hami 3akas Ha ...
Msl  xorenn OBl Pa3MECTHTh
CIeyIOIINN 3aKa3 ...

Ham HeoOxomum STOT TOBap
CPOYHO.

Order processing is a key element of Order fulfillment. «Order
processing» is the term generally used to describe the process or the
work flow associated with the picking, packing and delivery of the
packed item(s) to a shipping carrier.
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We would be grateful if you could
deliver as soon as possible.

In reply (response) to your letter
of ... /dated ..., we thank you for

We are pleased to enclose our
Oder Ne ...

We are pleased to place an order
with your company for...

We would like to place a trial
order with your company.

We would like to place a firm
order’ with your company

We can make you a firm offer of

We accept your offer and have
pleasure in placing an order with

you for ...

Msbl Ob OBl TPU3HATENBHE,
ecny Obl BBl MOIJIM JOCTAaBUTh
TOBap B KpaT4auIlue CPOKH.

B otBeT na Bamre nmucemo ot ...,
MBI O6JarogapumM Bac 3a ...

Nmeem YZIOBOJILCTBUE
NPWIOKUTh K JTaHHOMY IHUCBMY
Hamt 3aka3 No . ..

Mbl paasl chaenaTh 3aka3 C
Bameii kommanueit Ha ...

Msr OBl XOTENM pPa3MECTUTh
nmpoOHBI  3aka3 B Bamiei
KOMIIaHWH.

Msr OBl XOTENW pPa3MECTUTh
TBEpABIM  3aka3 B BameH
KOMITaHHH.

Mbl  MoOXeM  caenaTh  Bam
TBEp/I0€ MPEATIOKEHHE HA ...

Mbel MPUHUMAEM Ballie
MIPEIOKCHHE u nMeeM

YAOBOJILCTBUEC PA3MCECTUTH Y BaC
3aKa3 Ha ...

> A firm order is an order to buy or sell that can be executed without
confirmation for some fixed period. A firm order is made by the Seller to
one potential Buyer only and usually indicates the time during which it
will remain open for acceptance. If the Buyer accepts the order in full
within the stipulated time, he is obliged to buy the goods at the price and
on terms stated in the offer. The Seller has the right to withdraw a firm
order at any time before it has been accepted.
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Useful key phrases for writing letters of acknowledgement

As soon as a supplier receives an order, it should be acknowledged.

This can be done by a letter, or by email for speed.

Thank you for your order Ne ...

We confirm that delivery will be
made by ...

Delivery will be made in
accordance with your instructions
/ requirements.

Please let us know when we can
expect the delivery.

We can guarantee you delivery
before ... (date).

We hope that you will have a
good turnover, and that we will
be dealing with your company in
the future.

Biraroapum Bac 3a Bamr 3aka3 Ne

\Y03 MTOITBEPIKIAEM, qTO
rmocTaBka OyaeT Mmpou3BeleHa K
... (nara)

[TocraBka Oyner mpou3BelcHa B
COOTBETCTBUH c BaIlTUMU
WHCTPYKIUSMH / TpeOOBaHUSIMH.
[oxanyiicta, naiiTe HaM 3HaTh,

KOra MBI MOXEM  OXHIATh
JTIOCTaBKY.
Mot moxcem eapanmuposamu

8am 00CmMAgKy 00 ... (oama).
Haneemcs, 4To BbI OyieTe UMETh
XOPOUINA TOBApOOOOPOT, M MBI
OyneM cOTpyQHHYATH C Baiei
KOMITAaHHUEW U B JaJIbHEUIIIEM.

Practice

#d Exercise 1. Listen and practice the sentences. Notice the rising
intonation on the conditional clause and the falling intonation on the
main clause.

Exercise 2. Read the following letters of acknowledgement. Translate
them into Russian. Pay attention to new words and phrases.

A

December 5, 2014
Henry Reed
MGT Marketing
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123 Hillside Street

Dear Mr. Reed,

This letter is for formal confirmation about the phone order that I had
with you December 3, 2014. As you note, enclosed with this letter is the
copy of my purchased order including the conditions of our deal.

I shall appreciate your shipping these goods so that they will reach us not
later than December 15, 2014.

We look forward to hearing from you.

Sincerely,

Lorena Jackson

Dear Mr. Scheeper,

Thank you very much for your order of September 12, 2014 for 1,500
electronic components for model BN25.

The goods are in stock and we guarantee delivery to your Bremen
warehouse well before September 26, 2014. The date of dispatch will be
advised additionally.

We are at your service at all times.

Yours faithfully,

Dr Peterson
Import Manager

the date of dispatch — nara ormpaBku
&4 Exercise 3. Listen to five extracts from the negotiations. Practice the

sentences. Try to guess the meaning of any words you don't know. Then
check in your dictionary.
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Explanatory letters / rejection of orders

The most unpleasant thing in business correspondence is to advise about
delays in dispatch or even inability to supply the goods ordered. These

are so-called explanatory letters. Here are useful phrases:

We are sorry / we regret to let
you know / to inform you that we
cannot  execute your order
because of ...

The goods you ordered are no
longer available.

We can offer you a substitute

Much to our regret, a delay in the
execution of your order will be
unavoidable  because We
regret this and can only hope that
it won't give much inconvenience
to you.

We very much regret that we will
be unable to execute your order
before May, 12. Please accept
our apologies for the
inconvenience caused.

Production difficulties force us to
decline your order for the time
being. As soon as we are in
position to supply these goods we
will get in touch with you.

Our difficulties are temporary
and we will welcome your orders
in the future.

K coxaleHHIO  BBIHYKJIEHBI
COOOIIUTL BaM, YTO MBI HE
MOJXXEM BBIIIOJIHHTh Balll 3aKa3
10 TIPUYHUHE ...

ToBapa, KOTOpBIA BbI 3aKa3aj,
OOIIbllIe B HAIMYHUH HE HMEETCS.
Mbl MOXEM TMpeJIOKUTh Bam

3aMeHy.
K  OombimoMy  cOXaJeHHIO,
3ajiepiKKa B BBITTOJTHEHUH
Bamrero 3aKasa Oyner

HEU30eKHa, TIOTOMY UTO ...
Msbl  coxanmeeM 00 O3TOM U
HaJieeMcs, 4TO 3TO HE CO37JacT
0COOBIX HEYTOOCTB JIJIs Bac.
MBI 0YeHb COXATIEeEeM, YTO MBI HE
CMOXEM BBIMONHHUTL Bam 3aka3
mo 12 wmas. Iloxamyiicra,
MIPUMHUTE HaIllM HW3BUHCHHA 3a
JIOCTaBIICHHBIC HEYA00CTRA.

B HacTos1lee BpeMs
MPOU3BOJCTBEHHBIE TPYAHOCTH
BBIHY)KIAIOT HAaC  OTKJIOHMTh

Bamr 3aka3. Kak TOIBLKO MEI
OyJieM B COCTOSHUHM TOCTaBJIATh
OTH TOBApPHBI, MBI CBSDKEMCS C

BAMH.
Hamm TPYIHOCTH HOCSIT
BPEMEHHBI XapakTep, U MbI

OyzneMm panbl BallM 3aKa3aM B
Oy ny1em.
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for the time being B HACTOSIIMA MOMEHT

to decline an order OTKJIOHSTH 3aKa3

Exercise 4. Translate the letters given below from English into Russian.
Pay attention to new words and phrases.

Dear Sirs,

We are in receipt of your letter of June 20, and shall be glad if you will
buy for our account the quantity of instant coffee mentioned by you at €2
per kg payable within 2 weeks, and send us about one third of it by sea
and the rest you keep in your warehouse on our behalf.

Please effect insurance against fire at purchase rates plus 15 % and retain
the same at our disposal.

Yours faithfully,
Reply to the above:

Dear Sirs,

We are glad to receive your acceptance of our offer, and note that you
have decided to buy this parcel of instant coffee. We hope you will be
satisfied with the quality in consideration of the price, and assure you
that in any future business it will be our endeavor to give the best
possible service and the quality goods.

This day we have dispatched 20 cartons of coffee at your account and
risk by sea. The remaining cartons have been kept in the warehouse as
per your instructions. We have also taken out the insurance of the goods
and the policy is with us to be forwarded to you if wish so.

Enclosed here is our account for this bargain.

Yours faithfully,
Encl.
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Vocabulary

(to be) at smb's disposal (OBITB) B YbeM-TTHO00
pacrnopsiKeHUuH

a bargain ['ba:gin] C/IeTIKa, MIOKYyTIKa

a competitor KOHKYpPEHT

a concession yCTyTIKa

account cueT

as per / according to B COOTBETCTBUH

for smb's account 3a cUeT KOro-1ubo

it will be our endeavor [in'deva] MBI CJIeJJaéM BCE BO3MOKHOE;
MBI TIPHIIOKUM BCE yCHITUS

payable within 2 weeks C OILIATOM B TeUEeHHUE 2 HeNeib

purchase rates LIeHa / CTOMMOCTB TOBapa

reliability HaJIeKHOCTh

to be designed on the most modern ObITH pa3paboTaHHBIM B

lines COOTBETCTBUH C IIOCIIEAHHUMH
JOCTHXEHUSIMHU

to effect OCYIIECTBIISTh

to forward HanpaBJIsITh

to retain COXpPaHsATbh, YACPKUBATH

Exercise 5. Give English equivalents for:

BhINOIHATE 3aKa3 Ha YTO-JIMOO; BBICIATH / OTIPABIATH MOPEM TPETHIO
4aCTb TOBapa, B COOTBETCTBHU C Bammmu HUHCTPYKOUAMH, [0
MOCNE/YIONIET0 YBEIOMIICHHUS; Pa3MEeCTUTh MPOOHBIM 3aKa3; yKa3aHHOe
Bamu kommuecTBO pacTBOopHMOro Kode; Hazeemcs, Bwr Oymere
YAOBJICTBOPECHBI Ka4Y€CTBOM KO(I)C, INpuHUMass BO BHHMaHHUE C€TO
CTOUMOCTb; MBI TIONyumiIn Baire muceMo oT 20 HIOHS; MpUaracM CueT
3a COBEPIICHHYIO CICNKY; MOXaNyHCTa, 3aCTpaxyiTe ToBap OT moXxapa.

Exercise 6. Write in English an order to buy ... pieces of ... from a
foreign company under the following basic conditions of delivery:

— delivery CIF terms;
— the price .... for a commodity unit;
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— form of payment: by opening a letter of credit.

Exercise 7. Write in English a letter of acknowledgement of a foreign
company to purchase from you the products, which are manufactured or
distributed by your company.

Useful key phrases for discussing prices and terms

Our prices include packing and carriage.
Freight and packing are included in the price.
All prices are ex-works.
Owing to the slump in commodity prices we can offer you these goods
at low market price
at less than the cost
at the very special price of ...
on very favourable terms
at cost price
Our quotations / prices are subject to 5% discount for cash — KotupoBku
IEHBI CHIDKAIOTCS Ha 5% MpH OI1aTe HaTMIHBIMH.
Our competitors are quoting lower prices. — Hamm KOHKypeHTBHI
npeararoT 6ojee HU3KHE [ICHBI.

Vocabulary
agent JIUIIO WIIK KOMITaHUsI, KOTopasi IeHCTBYeT JUIs
JAPYroro JiMia MU oOecrevynBaeT yKa3aHHYIO
YCIyTy
agreement JIOTOBOPCHHOCTh MEXAy IByMs WiId Oonee
JIFOIEMU HJTH KOMITAHUSIMA
at cost price o ce0eCTOMMOCTH

be designed on the  ObITh pa3paboOTaHHEIM B COOTBETCTBHU C
most modern lines  cOBpeMEHHBIMH TCHICHITUSIMH

commitment 00513aTeNbCTBO

concession yCTyTKa

make a concession

counter-offer BCTPEYHOE MPEIIOKEHIE

deal caelKa

estimate MPUMEPHBIN pacueT CTOUMOCTH
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ex-works

feasible
increase to
increase by
make calculations
price asking
attractive
best
cut
final
quoted
reasonable
bargain
proposal
quote
range
rebate
similar
to be similar to
the slump in
commodity prices
turnkey

underestimate

«C 3aBOfIa», «(hpaHKO-3aBO/I» — YCIOBHSA
ITOCTAaBKH TOBapOB, KOT/Ia OKYIIATeNb JOJDKEH
OILJIATUTH UX IIEPEBO3KY C NMPEANPUATHSI-
MIPOU3BOAUTEIS

BO3MO>KHBIN

YBCJ'II/IT-II/IBaTI) 0

yBeJII/I‘iI/IBaTI) Ha

MIPOU3BOMTE PACUETHI / TIOCYETHI
3amnpaiidBaeMasi [ieHa
HpI/IBHCKaTCHI)Ha}I

camMasi Hu3Kas / BRICOKas

CO 3HAYUTEIIPHON CKUIKOM
OKOHYATCJIbHAA

mpeJraraeMast

pazyMHas

CHIDKCHHA LieHa

npemioxenne; make a proposal
yKa3zaTh pPacyeTHYIO IIEHY
ACCOPTUMEHT TOBapa

CKHIKA

MO JOOHBIN, AHATOTMYHBIH

pe3Koe maieHue 1IeH Ha TOBapbl
000pyIOBaHNE TOTOBOE K UCTIOIH30BAHUIO HITH
SKCIUTyaTariy (IO KJTF0)

C/IeNaTh CIUIIKOM HU3KYIO OLEHKY 4ero-imdo
(cTrouMoOCTH, OTIACHOCTH, CJIOKHOCTH)
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Practice

#3 Exercise 8. Listen to the recording and practice the sentences. Try to
guess the meaning of any words you don't know. Then check in your
dictionary.

Exercise 9. Translate the extract from a business letter from English into
Russian. Pay attention to the way of making apologies.

We have a great deal of difficulty with this order and I admit that the
delivery date is unlikely to be respected. However I realize that you need
rapid delivery and we are doing our best to ensure that the goods will
arrive by the end of April.

In the circumstances I agree that payment terms should be modified. I
suggest a reduction of 2.5 per cent on the unit price.

I assure you that we will take the necessary steps to avoid any future
delay and promise to supervise the satisfactory completion of your
orders personally.

Exercise 10. Act as an interpreter:
Smith Good morning, Mr. Ivanov. Here's my card.
NBanoB  JloOpoe ytpo, rociogua Cmut. Pax Bac BumeTs.

Smith I'd like to know if you can supply us with the Model LR
87 machine-tool.

HBanoB OTO 3aBUCUT OT TOro, B KaKO€ BpCMA Bur xorenu ObI
MOJIYYUTh OTU CTAHKHU.

Smith The machine-tools must be shipped in the first half of
October.

HMBanos K coxaneHHIo, Mbl HE CMOJXKEM IIOCTABUTH MX JIO0 KOHIIA
roja.
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Smith Well, in this case we'll have to accept your time of
delivery. And now I'd like to hear your price.

UpanoB Ilena cocrtaBaser 2000 eBpo 3a omuH crtaHok, CUD
JlongoH. Ilena BkIrOYaeT yrnakoBKy.

Smith I'm sorry to say the price doesn't seem attractive. We
know that prices of other companies for similar models
are lower.

HBaHoB Ho Bwl 1omxHBI INPpUHATE BO BHHUMAHUC BBICOKOC
Ka4CCTBO M HAJC)KHOCTDh HAIIMX CTAHKOB.

Smith Mr. Ivanov, can you give us a discount if we increase our
order?

WBanor Jlymaro, uyto cMmoxkeM. Sl oOemar0 paccMOTpETh 3TOT
BOIIPOC | 3aBTpPa J1aM BaM OTBET.

Exercise 11. Act as an interpreter:

After Mr. Borisov had closely studied the price for the Model 800
computer he found that it was somewhat higher than the prices of other
companies for similar types of computers. That's why he invited Mr.
Adams to discuss the matter.

Bopucos TI'ocnmoguHn ApaMc, K COXKaJICHHIO, MBI HE MOKEM
MOJIHCaTh KOHTPAKT ¢ Bamei ¢upmoit, Tak kak meHa
Ha mOpeiaraeMble BamMum KOMIBIOTEPHI UYpe3MEpHO
Bbicoka. Ham wu3BecTHO, 4TOo Bamm KOHKYpEHTHI
MpeIararoT KOMIIBIOTEPHI IT0 00JIee HU3KUM IIeHaM.

Adams You are partly right. It's true, the price is high, but you
should take into consideration the fact that this model is
the latest word in electronic industry. It is designed on
the most modern lines and we can guarantee the high
reliability of the computers.
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Bopucos:

Adams

Bopucos

Adams

Bopucos

Hawm 310 u3BectHo. Ho, TeM He MeHee, 1IeHa He KaKeTcs
HaMm npuemsiemoil. T'ocroguH Ajamc, 3aBHCUT JIU
OKOHYATENbHASl II€Ha OT KOJMYECTBA KOMIIHIOTEPOB,
MpHOOpETaEMBIX HAMU?

Right. If you increase your order to five computers
we'll be able to give you a 2 % discount on the price.

Borock, UTO CKMIKA CIMIIKOM Maja. Mbl Obl XOTEIH
MOJTyYUTh CKHUJIKY, 110 KpaiHel mepe, B 4 %.

Let me make some calculations. Well, Mr. Borisov, 3%
and not more as this concession leaves only a very
small profit to ourselves.

B TakoMm ciydae s xoTen ObI 00CYIUTH 3TOT BOIIPOC CO

CBOUM PYKOBOACTBOM U TOJIBKO ITIOTOM CMOTY JaThb Bam
OKOHYATEIbHBIN OTBET.
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Claims

There are various reasons for complaints. The following kinds of
claims are often made by Buyers:

— claims arising from the delivery of wrong goods, damaged goods or
substandard goods;

— claims connected with delays of one kind or another;

— claims owing to goods missing from delivery (i.e. short-shipment or
short-delivery);

— claims that concern errors in carrying out an order. These may be
caused by mis-typing of figures, mis-reading of numbers, mis-direction
of goods, wrong packing and so on. Sellers most frequently make claims
on Buyers because of default of payment.

Useful key phrases for writing claims

— As someone who has worked with ...

— We were very disappointed to find / see / have discovered ...

— I am writing to express my dissatisfaction with ...

— I am writing to complain about ...

— I would like to query the transport charges which seem unusually high.
— As our written agreement stipulated, we expected ...

— I think you will agree that a communication problem exists.

— We would like you to ..., or provide us with a refund.

— 1 was very disappointed to read your letter of ... dealing with ...

— As someone who values your business, I have already ...

— Also, we will deduct another ... percent of the bill for the
misunderstanding.

— Thank you for your patience.

— We shall consider to what extent we shall satisfy your claim.

Useful key phrases used in connection with delays in delivery:
A (complaints)

1) We shall be glad to know when we may expect delivery of the
goods as they are most urgently wanted.
2) The delivery of the goods was to have taken place last month, and
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we have been

caused serious inconvenience through the delay.

3) When placing this order with you, we particularly stipulated for
delivery within ... months.

4) Your delay in delivering the goods against Order No ... caused us
considerable inconvenience.

5) We are surprised that you have not yet delivered the goods against
Order No ... .

6) We must insist on your unconditional guarantee that the goods will
be delivered at the end of May.

7) We refuse to accept the goods on the ground of late delivery.

8) We regret to inform you that our order Ne ... is now considerably
overdue.

9) Please note that the goods we ordered on ( date ) ... have not yet
arrived.

B (replies to the complaints)

1) We are very sorry that you have to complain of delay of delivery
of goods.

2) We ask you to accept our apologies for the delay and the
inconvenience you have been caused.

3) We apologize for the delay and trust that you have not been caused
any serious inconvenience.

4) The delay in delivery occurred through o fault of ours.

5) The great pressure of orders for these goods has made it impossible
for us to deliver

the goods in June.

6) We are sorry for the delay in replying to ...

7) I regret any inconvenience caused (by) ...

8) I would like to apologize for the (delay, inconvenience)...

9) Once again, please accept my apologies for ...

Useful key phrases used in connection with substandard or
damaged goods:
A (complaints)

1) We regret to inform you that the examination of the goods shipped
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by M.V. «Zvezda» against Contract Ne ... has shown that they are not in
accordance with the contract specification.

2) The goods shipped by you in execution of our Contract No ... do
not correspond

with the sample on the basis of which the order was placed.

3) We have received serious complaints from our clients with regard
to the machine

shipped by you against Contract Ne ... .

4) We regret having to complain of some grave defects in the
machine delivered by you in execution of our order No ... .

5) W e have examined the goods in the damaged cases and find that
we cannot use them.

6) The goods are inferior to the sample.

7) Failing your acceptance of our offer the claim will be submitted to
Arbitration.

8) We are making a claim on you for inferior quality of the goods as
follows:

9) We opened at random a number of cases which showed 1o sign of
damage on the

outside, and found that the contents were badly damaged.

10) We estimate that the damage amounts to...

11) Unfortunately, we discover you have sent us the wrong goods.

12) On comparing the goods received with the sample, we were
surprised to discover that the colour is not the same.

13) We cannot accept these goods as they are not the size and shape
we ordered.

B (replies to the complaints)

1) We regret to hear that the goods dispatched in execution of your
Order No ... have not met with your approval.

2) We are sorry that you have had trouble with the Grinding Machine
delivered against your Order No...

3) We suggest that the consignment be examined by experts.

4) We have carefully examined your complaint and find that it is
apparently due to a misunderstanding.

5) We cannot accept your claim for the following reason:...

6) We cannot be responsible for any damage incurred during the
transport.
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7) We hope that you will be satisfied with this explanation and

withdraw your claim.

8) In the opinion of our expert, $ ... would be a fair compensation.
9) We feel sure that you will withdraw your claim after a closer

examination of the goods.

Vocabulary

a complaint

a well-grounded / justified claim
an unjustified claim

arbitration

binding upon both parties

damaged goods

default of payment

get full or partial compensation
for the losses suffered

meet the claim fully or partly
misdirection of goods

on the ground of
a refund

second-rate products
short-shipment, short-delivery
substandard goods

the dissatisfied party

the responsible party

to accept / acknowledge / admit /
meet a claim

to have reliable grounds

to infringe a contract

to make a claim on smb.

MIpeTeH3us, )kaaoba
000CHOBaHHAs MPETECH3US
HEOOOCHOBaHHAS TIPETCH3US
apouTpax
00s13aTEeTIHHBIN
CTOPOH
MOBPEKACHHBIC TOBAPHI
3aJiepiKKa TraTexa

MOJTYYUTh MOJTHY IO 130171
YaCTHYHYI0O KOMIICHCAIIMIO 32
TTOHECEHHBIC YOBITKH / TIOTEPH
NPUHATH TPETECH3HIO TTOJTHOCTHIO
WA YACTHYHO

OTIpaBKa TOBapOB o
HETpaBUIFHOMY afipecy
0 TIPHYHHE
BO3BpaIllCHUE
BO3MEII[CHHE PAaCXO0JI0B
TOBapbl BTOPOT'O COpPTa
HEIOTMOCTAaBKA
HET0OPOKAYEeCTBEHHBIC TOBAPHI
HEYJOBJICTBOPEHHAs CTOPOHA
OTBETCTBEHHAS CTOPOHA
MPUHUMATH IPETCH3UIO

JUIS oboux

JICHET;

UMETh CePhEe3HbIC OCHOBAHHUS
Hapymatb / HE BBINOJHATH
YCJIOBUSI KOHTpaKTa
MPEIBSABISATh MPETEH3UI0 KOMY-
1100
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to meet mutual understanding JOCTUYb B3aMMHOTO TOHUMAaHHSA

to refer the matter to repenaBaTh IIes1o Ha
paccMoTpeHue
to reject / decline a claim OTKJIOHSITH MTPETEH3UIO
to withdraw a claim OT3bIBATh PETCH3UIO
Practice

#d Exercise 1. Listen and repeat. Repeat each phrase you hear and listen
to check. If you don't know any words check in your dictionary.

Exercise 2. Translate the letters given below from English into Russian.
Pay attention to new words and phrases.

Drivers Co.
3489 Greene Ave.
Olympia, WA 98502

August 17,2014

Richard Brown, President
Document Makers
Salem, MA 34588

Dear Mr. Brown,

As someone who has worked with your company for over 3 years, we
were very disappointed to see the documents you produced for our latest
Drivers Co. publicity campaign.

As our written agreement stipulated, we expected full color leaflets with
fancy explanatory texts, but instead, we found that black and white
photos had been included in the prepared leaflets. I think you will agree
that a communication problem exists.

We would like you to send out a photographer to provide us with the
promised color coverage, or provide us with a refund.
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Yours truly,
(signature)

Thomas R. Smith,
Director

Reply to the above:
Document Makers
2398 Red Street
Salem, MA 34588
September 10, 2014
Thomas R. Smith
Drivers Co.
3489 Greene Ave.
Olympia, WA 98502

Dear Mr. Smith,

I was very disappointed to read your letter of August 17 dealing with the
issue of incorrectly produced publicity leaflets. As someone who values
your business, I have already begun to find a solution to resolve this

problem.

My top photographer will call you to arrange an appointment at your
earliest possible convenience to re-take photos in full color. Also, we
will deduct another 15 percent of the bill for the misunderstanding.

Thank you for your patience.
Sincerely,
(signature)

Richard Brown
President
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Exercise 3. Read the text of a letter replying to a complaint. Complete it,
choosing from the alternatives given to fill in the gaps. The first has been
done for you.

1. a the 25 of October b October the 25 ¢ 25" October
2. a defect b problem c asset

3. a demand b order c request

4. a investigated b looked c traced

5. a bothered b killed ¢ horrified

6. a suppliers b creators ¢ models

7. a mislabeled b misspelt ¢ mishandled
8. a certified b checked c tried

9. a apologize b sorry c regret

10. asuggest b demand c insist

11. acharge b subtract c reimburse
12.  adebit b cost c credit

Thank you for your letter of (1).....c.....2007, about the (2)........ you
have had with your (3)........ X/123/07.

I have (4)........ into the matter and I was (5)........ to find that our
(6)........ had sent us the wrong components and had also (7)........ them,
so that our clerks did not realize the mistake. Of course we should have
&)..n.nn. ,butlam (9)........ to say that we did not do so.

The only thing I can do is to (10)........ that you return the faulty items
(we will, of course, (11)........ the shipping costs) and we will replace
them with the correct items or (12)........ you with their value.

We apologize for the error and are taking steps to ensure that it is not
repeated.

Exercise 4. Translate from Russian into English:

1) Tokymatenn dYacTo NPENBSBISIOT TPETEH3WH IPOJAaBLIAM IO
MMOBOAY IIOCTaBKM TOBapoB, HE MNPEAYCMOTPCHHBIX KOHTPAKTOM,
MOBPEKACHHBIX U HEJJOOPOKaYECTBEHHBIX TOBAPOB.

2) IIpereH3uu MOTYT OBITH BBI3BaHBI HEJJONOCTABKOW TOBAPOB.

3) Bo uzbexaHue mpeTeH3uil co CTOPOHBI MOKyHaTess YMaKkoBKa U
MapKHAPOBKa TOBApPOB JOJKHBI POBEPATHCSL.

4) IlpomaBubl MOTYT NPEIBABIATH IMPETCH3UH MOKYMATEIsIM 10
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MOBOJY 33JEPXKKH IIIATEXa.

5) Eciu npereHs3ust 000CHOBaHA, OTBETYHK JOJDKEH IOJHOCTBIO MU
YaCTUYHO KOMIIEHCHPOBATH YOBITKH.

6) CropoHa MOXKET OTKJIOHWUThH NMPETEH3UIO, €CII CUUTAET, YTO OHA
HEOOOCHOBaHHA.

7) Ecnm cropoHaM He yAajoCh JOCTHYh B3aUMOIIOHMMAHUS, €0
MOXeT OBITh IlepelaH0 Ha  paccMOTpeHHe BHemHeToproBoi
apOUTPaKHOH KOMHUCCHUH.

8) Pemenne ApOuTpaXHONH KOMHUCCHH OKOHYATENBHO U 005S3aTENBHO
JUTst 00EUX CTOPOH.

9) YV Hac uMeroTcs cepbe3Hble OCHOBAHMS MOJIaraTh, YTO TOBAp ObLI
MOBPEXKICH TPU MOTPy3Ke.

Exercise 5. Read the letter. Pay attention to highlighted words and
phrases.

July 5, 2014
Messrs. Black & Co, London

Dear Sirs,

Re: Order No 145.
Further to our letter dated June 30, 2010, we are writing to you to
express our deep concern about the delay in delivery of consignment
under the above Order.

You will remember that when we sent you our Order we pointed out that
timely delivery was most essential.

We are taking this opportunity to remind you that lately we have had
numerous complaints from our clients who find fault with the packing of
your goods.

We are sure that you are well aware of our previous claims. Therefore
we expect you fo take urgent steps to speed up the delivery of the above
consignment and to give instructions to your packing department to take
more care of inside packing of the goods.

Yours sincerely,
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Exercise 6. Find corresponding English sentences in the letter given
above:

1) M1 yBepeHsl, uTo BaM X0pomIo M3BECTHO O HAIIUX HPEABIIYIINX
NPETeH3USAX.

2) Mpbl mnomy4yunauM MHOTOYHMCIEHHBIE pEKJaMaldd OT Hallux
KIJIMEHTOB TI0 TIOBOJIy HEYOBJIETBOPUTEINBEHON YIIAKOBKH TOBApa.

3) Pa3memnas 3aka3, MBI yKa3bIBajHl, YTO CBOEBpPEMEHHAs MOCTaBKa
TOBapa SIBJSIETCS] HEIPEMEHHBIM YCIOBHEM.

4) Msl oxwugaem, 4to Bl mpenmpuMere CpoyHBIE MEPBI, YTOOBI
YCKOPHTH MIOCTaBKY YKa3aHHOH MapTHH.

Exercise 7. Translate the following from English into Russian.

1) Please refer to our Order No ... for computers which you advise
would be delivered by May, 20. Unless this order arrives by June, 5, we
shall have to cancel it, as we cannot wait any longer for delivery.

We are sure you understand our position and will take all possible
steps to ensure that cancellation will not be necessary.

2) We have for acknowledgement your letter of November, 25
regarding the late delivery of your Order No ... .

This consignment has been held up because of...(reason of hold-up);
however, we assure you that we are making every effort to get your
purchase to you and anticipate that delivery should be effected by
December 5.

Please accept our apologies for this delay.

3) When we made our order for equipment (Order No ...) three
months ago we did so on the understanding that delivery would be by
May 14.

We have not received the equipment yet and would appreciate your
immediate advice as to when we may expect it.

You have always kept to delivery dates before and this is the first
time we have had cause to complain. We have no doubt therefore that
you will do your utmost to ensure that our consignment arrives soon.

to cancel OTMEHSITh, aHHYJIUPOBATh
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to take all possible steps JIeNaTh BCE BOZMOKHOE
to make every effort
to do one's utmost

to hold up 3aJIep’KUBATh
to anticipate 0KUIaTh

Exercise 8. Translate from Russian into English using the following
phrases.

to conform to /with COOTBETCTBOBAThH YeMY-TTHOO
to be in conformity with
correspond to /with

for the following reason 0 CETYIOINM IPUYMHAM
inspection certificate / survey report akT ocMOTpa

specification crienuuKaus

to be inferior to the sample OBITH HIKE Ka4ecTBa 00pasia
to submit a claim 00paTUThCS C IpEeTeH3UEH
unloading / discharge BBITpYy3Ka

1) Mspl TmarensHo u3yuwid Bamry mpereHzuto oT 6 HMIOHA U
BBIHY’KJCHBI OTKJIOHUTD €€ T10 CIEAYIOLINM IPUINHAM.

2) ToBap ObLT OcMOTpeH BammM npencraBuTeIeM.

3) KauecTtBo TOBapa IOJHOCTHIO COOTBETCTBYET OIMCAHUIO U
cneunuKauy, Ha OCHOBaHUM KoTopwix(on the basis of which) O
3aKJII0YEeH KOHTPAKT.

4) K nmceMmy mpuiaraeTcst akT OCMOTpa, IOANMCAHHBIN Barmmm
MPEICTABUTEIIEM.

5) Mbl He MOXXeM MpH3HATH Bally mpeTeH3uro O MpedoCTaBICHUU
Bam 20 % cxuaku co CTOMMOCTH TOBapa.

6) ToBap ObLI MOBPEXIEH B IyTH WA BO BPEMS BHITPY3KH.

7) MBI ¢ orop4yeHueM y3Haju, uTo...

8) Bammu KIueHTHI He YIOBICTBOPEHBI KAYECTBOM. ..

9) MsI npusHanu Bamry npetreH3nio 000CHOBaHHOM.

10) Msr oOcyauM, B KakKOd CTEIIEHH MBI MOXEM YJIOBJIETBOPUTH
Bamry nperensuto.
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Exercise 9. Give the English for:

M0 KOHTPaKTy; HE COOTBETCTBOBATh CHCIM(HUKAIMK, BBINOIHITH
KOHTPAKT; BBIHYXKJEHBI cOOOIUTh, Bam; oOpaser, Ha OCHOBE KOTOPOTO
OBUI 3aKITIOYEH KOHTPAKT, MBI TOJNYYWIA CEPhE3HbIE NPETEH3WU OT
HalllUX KJIMEHTOB; OCMOTpP TOBapOB IMOKa3aj, Mbl HOpeabaBisieM Bam
MPETEH3UIO M0 MOBOly HU3KOI'0 KaYECTBA TOBAPOB; Kaue€CTBO TOBAapOB HE
COOTBETCTBYET 00pa3ily; CyMMa yIiep0a COCTaBIISET; C COXKAICHUEM MbI
Y3HAIW; TOBap OBUT MOBPEXKIEH B ITyTH; JOCTATOYHAS KOMIICHCAITUS; K
COXaJIEHUIO, MbI MTOJYYUIIM TOBAp BTOPOrO COPTA.

Exercise 10. Translate from Russian into English:

1) Ecimu Bbl He MokeTe TapaHTHpPOBaTh CAady TOBapa B KOHLE
CEHTS0ps, MBI OyZIeM BBIHYK/ICHBI aHHYJIUPOBATH 3aKa3.

2) MpbI CHOBa BBIHYX/IEHBI KaJIOBaThCS Ha 33JCPKKY B BBITIOJTHEHUU
HAIIMX 3aKa30B, KOTOpasi MPUYMHACT HaM 3HaYUTEIbHbIE HEYA00CTBA.

3) MsI nomyunnu Bame nucsmo ot 10 MapTa 1 O4€Hb CoKaneeM, 4To
Bam npuxoauTcs kanoBaThCsl Ha 3aJ€P’KKy B IOCTaBKE 000pyIOBaHUS
0 KOHTpakTy N....

4) IIpocum Bac npuHATH HallM U3BHHEHUS 3a 33ePKKy. MBI enaeM
BCE BO3MOKHOE, YTOOBI yCKOPUTH BBINIOJIHEHHE Baiero 3akasa.

5) IonrBepxmaem moirydeHne Bamero mucekMa ot 26 sHBaps, B
KoTopoM BEI jxanyeTech Ha MO3JHIOI0 MTOCTABKY CTYJIbEB MO KOHTPAKTY
N ... .Msl TmarenpHO paccmorpenu Bamry xamoOy © JOIDKHBI
COOOIINTH, YTO HE MOXKEM CUHTATh CE0sl OTBETCTBEHHBIMH 32 33/IEPKKY B
MOCTaBKE ITHX CTYJIbEB.

6) Mg TOIaTeNnbHO OCMOTPEIH TOBAp M NPHUIIUIM K 3aKIIIOYCHHUIO, YTO
Ka4eCTBO OCHOBHOW YacTH TOBapa HE COOTBETCTBYET o00pasly, Ha
OCHOBaHUH KOTOPOTO OBLT 3aKJII0U€H KOHTPAKT.

7) HacrosimmuMm Mbl ounimanpHo 3asBisieM BaM o Hamiel mpeTeH3uun
Ha HU3KO€ KayecTBO TOBapa, oTnpasieHHoro 3 mas 2010r.

8) Msl cumtaem Tpebyemyio Bamm ckuaky mpeysennueHHoi. Ilo
HalleMy MHEHHIO, CKuaka B 3 % Obuia OBl BIIOJIHE JOCTATOYHOU
KOMIIEHCaLueH.
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&3 Exercise 11. Put the lines in the right order to make a dialogue
between a customer and a shop assistant. Then listen to the dialogue to
check your answers.

a) [ bought this cordless phone here yesterday, and I'm afraid it doesn't
work.

b) Well, I must say I'd much rather have a replacement, or money back.
c) It's about this «Recharge» indicator. The battery's full, as you know,
but for some reason this light keeps flashing.

d) It's not our policy to replace items, but considering you bought it only
yesterday, I'll have a word with the manager and see what we can do.

e) Mm. That's strange. And what was the second thing?

f) Right. Well, if you leave the set with us, we'll have one of our
technicians fix it for you.

g) Sorry to hear that. What seems to be the problem?

h) Yes. How can I help you?

1) Well, there are two things really. First, as soon as I'm more than

four or five meters away from the base unit, the sound fades or cuts out.

#3 Exercise 12. Listen to five different complaints and decide what the
best response to each one is. Practice the sentences.

Speaker 1: ....... a) I'm afraid it's not our policy to replace items.

Speaker 2: ....... b) I'm afraid the manager isn't in at the moment.
But I'll make sure she gets back to you as soon as
possible.

Speaker 3: ....... c¢) I'm sorry, there's been a delay. I'll look into

the matter straight away.

Speaker 4: ... .... d) I'm terribly sorry to hear that. What exactly
seems to be the problem?

Speaker 5: ....... ¢) Oh dear! There must've been a mix-up. Could
you give me the reference number of the invoice
you received?
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Exercise 13. Act as an interpreter:

Brown Good morning, Mr. Petrov.
[Terpos 3npaBcTBYyiiTe, rocrionuH bpays. Pag Bac Bunets.
Brown Mr. Petrov, you probably remember that according to

the contract we signed with you for this year you must
supply us with 100 kg of tea in three consignments
within three months. The agreed time is over but we
received only two consignments.

ITerpos S odens coxanero, rocnoguH bpayH. [leno B ToM, 4TO
MBI CBSI3aHBI JPYTUMH KOHTPAKTaMH, a HAIIW 3arachl
TOBapa OrpaHUYCHbI.

Brown I am afraid this is not a sufficient reason for us. That is
why we claim for 3 percent discount on the price of the
remaining lot. It would probably compensate our losses.

ITerpos 51 BBIHYKJeH IpU3HAaTh, 4TO Bama npereH3us BIOJIHE
CTpaBeINBa U JOJKHA OBITh YAOBIETBOPCHA.
Brown As we have already paid the total price against the

contract we expect you to pay a refund which should
cover the difference in prices.

[Terpos Ja, koHedHo. MbI TOTOBBI CAENaTh ATO HEMEIJIEHHO. A
ocTaBmasics mapTusi 4asi Oyzaer mocraBieHa Bam B
TeUeHUE 3 HEJEIb.

Brown Thank you, Mr. Petrov. I think we did our best to settle
the dispute.

Exercise 14. Write a letter of complaint in English. One of the reasons of
your claims could be the following:

— shipment never came

— got the wrong order

— goods were broken

— goods are not the same as in the ad

— expensive delivery charges

— bad customer service

— no instruction manual
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Audio scripts
PART 1.

Telephoning in English

Ex. 1. Making and taking calls

Good morning, ICT. Teresa speaking. How can I help you?
Please hold while I try to connect you.

I'd like to speak to someone in your accounts department.
The reason I'm calling is because of the sales figures.

How nice to hear from you!

Thanks for calling — did you get my email?

Is this a good time to talk?

Are you in the middle of something?

Is there anything else I can help you with today?

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

Ex. 4.

Michelle

Male
Michelle
Male
Michelle
Male

Michelle
Male
Michelle
Male
Michelle

I

Hello, you've reached the marketing department. How can
I help?

Yes can I speak to Rosalind Wilson, please?

Who's calling please?

It's Richard Davies here.

Certainly. Please hold and I'll put you through.

Thank you.

I
Hello, marketing. How can I help?
Could I speak to Jason Roberts please?
Certainly. Who shall I say is calling?
My name's Mike Andrews.
Just a second — I'll see if he's in. Hello, Jason, I've got
Mike Andrews on the phone for you ... OK — I'll put him
through. Hang on a moment, I'm just putting you through.
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Ex. 7. Telephoning — messages

Just bear with me for a moment.

Right, sorry to keep you waiting.

Sorry, she's out of the office this afternoon.
What's it in connection with?

Can you ask him to call me back?

Would you like to leave a message?

Let me just get a pen. OK. Go ahead.

Is that «i» as in Italy, or «e» as in Egypt?
Let me read that back to you.

I'll make sure he gets the message.

Telephoning — checking, clarifying, active listening

Can you speak more slowly, please?

Sorry, I didn't catch that.

Did you say fifty, five-zero?

What exactly do you mean by «short term»?
Let me just check that I understand.

Can I just go over that again?

Can you speak up a bit?

It's really bad line. You keep breaking up.
My battery is very low.

We got cut off. Sorry about that.

Ex. 8.

Claire Hello, finance department

Female Hello, can I speak to Adrian Hopwood, please?

Claire I'm afraid he's in a meeting at the moment. Can [ help?

Female No I need to talk to Mr Hopwood, I think. What time
will he be out of the meeting?

Claire In about an hour. Can you call back later?
Female Okay, I'll do that.
Claire Or can I take a message?

Female Actually, would you mind? Could you tell him that
Jennifer McAndrews called and that I'm in the office all
day if he could call me back.
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Claire
Female
Claire
Female
Claire
Female

Ex. 10.
Male
Michelle
Male
Michelle

Male
Michelle

Male
Male

Ruth
Male

Ruth
Male
Ruth
Male
Ruth

Ex. 13.

A:
B.

Can I take your number, please?

Yes, it's 5556872.

5556872. Okay, I'll make sure he gets the message.
Thanks very much for your help, bye!

Goodbye!

Hello, this is the press office.

Rachel Allsop please.

I'm sorry, you must have the wrong number. There's no-
one of that name here.

Oh. Can I check the number I've got.... is that not
55687907

No, it's 5558790.

Oh sorry about that. I must have dialled the wrong
number.

No problem! Bye!

Hello, press office, can I help you?

Hello. Paul Richards, please.

I'm sorry, you've got the wrong number, but he does
work here. I'll try and put you through. In future his
direct number is 5558770.

Did I not dial that?

No you rang 5558790.

Oh, sorry to have troubled you.

No problem. Hang on a moment and I’1l put you through
to Paul's extension.

Thanks.

Dialogue 1

Good morning, VTS. Which department, please?

I'd like to speak to Carmen Diaz in human resources,
please.

Thank you. Hold on, I'll put you through.
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B:
Ex. 14.

Dolores
Tim

Dolores
Tim
Dolores

Tim
Dolores

Tim

Hello. Human resources.

Hello. Is that Carmen Diaz?

Speaking.

Yes, I'm phoning about your advert in Carees Now.
Could you send me an application form, please?
Certainly. Can I take some details? Could you give me
your name and address, please?

Yes, sure, it's Christoph Boiteaud, which is B-O-I-T-E-
A-U-D. And my address is ...

Dialogue 2

Hello. Could I speak to Andrea, please?

I'm afraid she's not here at the moment. Can I take a
message?

Yes, please. This is Jacques from Intec. Could you tell
her I won't be able to make the training course on
Saturday. She can call me back if there's a problem. I'm
on 0191 498 0001.

OK. Thank you. Bye.

Hello! Dolores speaking...
Ah yes, hello. I'd like to enquire about flights to Hong
Kong from Kennedy Airport in New York, please. I'm
off to a conference at the end of the month — Thursday
22nd until Tuesday 27th. Could you tell me about the
flight availability and prices?
Certainly. Do you want to go economy, business or first
class?
Well, I'd like to go first class, but unfortunately I'll have
to go economy — company rules, you see.
Yes, sure, I understand. How many of you will be
travelling?
Ah, it's just me.
Okay, so that's one seat ... economy ... New York —
Kennedy to Hong Kong Airport.
And how much will that be?
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Tim
Dolores
Dolores
Tim

Dolores
Tim
Dolores
Tim
Dolores

Tim

Ex. 1.

Let me see ... to qualify for the discount rate, you need
to stay over a Saturday, which you are doing ... Yes,
that'll be $830.

Right, and does that include airport tax?

No, tax is another $70 on top of that.

Okay. Can I book that, then?

Certainly.

Can I help you with anything else?

Yes, I'd like to book a hotel room too, for the full five
nights. Could you check if the Regency Hotel has any
rooms free?

Yes, they do.

And is there a discount rate for conference delegates?
Yes, there is. I think it's 10% but I can check that for
you.

Okay, do you mind if I book it provisionally for now and
Il call you back later to confirm? I just need to check
one or two details.

That's fine, sir. Can I help you with anything else?

No, that's all for now. As I said, I'll call you back.

Making appointments

What time would be good for you?

What time are you thinking of?

How about February the ninth?

Could we make it the following day instead?
Would eleven-thirty suit you?

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

I'll send an email to confirm the details.
Unfortunately I can't make next Tuesday.
Something urgent has come up. Can we reschedule?
I hope it's not a problem for you.

Ex. 2.

Michelle

Peter

Mr Hibberd's office!
Hello, can I speak to Brian Hibberd, please?
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Angela
Alison
Angela

Alison

Angela

I'm afraid he’s in a meeting until lunchtime. Can I take a
message?

Well, I'd like to arrange an appointment to see him,
please. It’s Peter Jefferson here.

Could you hold on for a minute, Mr Jefferson. I'll just
look in the diary. So when's convenient for you?

Some time next week if possible. I gather he's away the
following week.

Yes, that's right, he's on holiday for a fortnight.

Well, I need to see him before he goes away. So would
next Wednesday be okay?

Wednesday. Let me see. he's out of the office all
morning. But he's free in the afternoon, after about three.
Three o'clock is difficult. But I could make it after four.
So shall we say 4.15 next Wednesday, in Mr Hibberd's
office?

Yes, that sounds fine. Thanks very much.

Okay, then. Bye.

Negotiations

Clip 1
Hello, I'm Angela, I'm the customer services manager.
Would you like to come with me and come and take a
seat and you can explain to me what actually is the
problem?
Okay, okay, fine.
Can I take your name?
Yes, my name's Alison.
Okay. Alison, if you'd like to make yourself
comfortable. As I said, I am the customer services
manager and I'd like to help you. I understand you are
having a few problems. Would you like to just explain
from the beginning what's happened?
Well, yes. I've just come back from one of your
holidays. I went to Crete, in Greece, got back last week
and the whole thing was a disaster.
Would you like to just explain from the beginning what's
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Mark
Karen

Mark
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Mark

Karen

happened?

Well, yes. To start with, when we got to the airport in, in
Crete, we had a two-hour wait on the coach, I think there
was a delayed flight or something, and... and...

Right, that's quite possible...

Yes... And I just can't work out why you didn't take us
to our hotel and then come back to the airport to pick up
the people from the delayed flight.

Right, I'm sorry for that wait. I don't know what the
problem was. You mentioned a delayed flight there. As
you can imagine, you probably weren't the only family
on the coach waiting, and to ferry people to and from
resort to the airport would have been a lot of extra work
and they like to try and keep everybody together who are
going on the same flight. I can actually look into that for
you ...

Clip 2

Hello!

Hello, can I speak to despatch, please?

You're through to despatch.

Right. Well, I phoned two days ago to say that I hadn't
received delivery of my order and I'm ringing again to say
it still hasn't arrived.

Can [ just take your name please?

Yes, it's Mark Anderson.

Ah! I think there's been a problem with that order, Mr
Anderson.

What kind of problem?

Oh, I don't know offhand. Let me check for you. Yes, part
of the order didn't arrive here at the depot, so I couldn't
send it out until we'd received everything.

Well, surely that was your problem to sort out without my
having to call you back - again. I did phone and draw your
attention to this a couple of days ago. Look, I placed this
order weeks ago. I'm sorry, it's just not good enough.

Yeah, I'm sorry about this, Mr Anderson. I'm sorry for the
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Sean

Michelle

Sean

Michelle
Sean

Ex. 5.
Sean

inconvenience, but I can assure you we'll do everything we
can to send it out to you today.

Michelle, can I have a word please, in my office? Now
then. I won't take long about this, I'll come straight to the
point. We had a chat...

Yeah.

At that point, I wasn't particularly happy with the way that
you were behaving in the office, the way that you were
being uncooperative, a little bit surly with people. And
since then, frankly, I've seen very little change.

Well, I mean, I think I've made an effort, trying to be
helpful like I normally am with people, and I feel that I'm
still doing my job — not that the job's very interesting. I
think it's become less interesting since Sarah got the
promotion. [ think she's getting some more of the
interesting work.

Okay, well I'm afraid that, despite what you say, it hasn't
come across. | don't want to jump to any conclusions, but
you have taken quite a bit of time off ... and ...

Yeah, but you're allowed to take leave, aren't you?

You are allowed to take leave. Hopefully you come back
from leave refreshed and you leave your problems at
home.

Okay, well, I'm not going to get into a discussion about
who deserved to get the job. Clearly, the person who was
appointed was the right person for the job. What you need
to do is look at your work and what you're doing and
where that's taking you in your career. But bearing in mind
that you are still employed to do a job and I expect you to
do that job with a certain attitude. You're meeting
members of the public quite regularly — it's important that
you aren't unhappy, or at least that you don't show it. This
meeting is really just to let you know I'm not happy with
the effort that you've made...
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Okay ...

and I really want to see some improvement. I know it's
difficult. I know that it's depressing not to get a job, but
you've got to snap out of it, you've got to get on with the
job that you're doing now.

Hi, are you free for a quick chat?

Sure, come in, come in. Sit down. What can I do for you?
Okay. Well, it's a bit difficult, but ... I really feel that it's
about time that [ had a pay rise.

Okay and why do you feel like that?

Well, I have been here now for three years and in that time |
have made good progress. I really feel that I've grown in the
job and I've taken on a lot more responsibility. I just think
it's time that it was recognised and that my efforts were
rewarded.

Right. So you feel that you're on a low salary for your
current position and current responsibilities, do you?

Yeah, 1 do believe that what I've contributed to the
department over recent months means that [ should be paid
more.

Okay, well, what kind of rise would you be looking for?
Well, you know, I think that 3% on top of the usual annual
rise with inflation isn't too much to ask.

Three per cent... Hmm. Right, well, as you know, I can't just
give you a pay rise immediately, just like that. I'll have to
discuss it with the other managers here. And, as you can
imagine, there aren't unlimited funds available for things
like this. But you might be pleased to hear that we are
having a pay review meeting very soon and I'll make sure
we discuss your request then.

Okay, fine. Should I put this request in writing as well? So
we all have a record of this discussion?

Yes, that'd be a good idea. Email me and also copy it to
human resources.
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Meetings

Clip 1

Right then, Alex, let's get down to business. On the agenda
today for our public relations meeting are the research
project, the launch of the website, the timeline for press
releases, and the executary of the year award. Are you quite
happy with those points?

Yeah, that's fine. If you could go through them in order,
that'd be great.

Clip 2
OK everybody, thanks for coming. Let's keep this meeting
fairly brief, really just a couple of things on the agenda. First
of all, as you can see, the news on the book re-launch; and
secondly, the office move; and finally, we'll have a little bit
of time for any other business.

First of all, the book re-launch. I just wanted to remind
everybody that we will be re-launching the fairy-tales range
with new modern covers, and that this is going to happen at
the beginning of next month. It's important that we get this
right and there have been quite a few...

Actually Sean, can I just ask you — sorry to hold the meeting
up — can I ask you about those dates, because I thought that
this was going to be published the month after next, and I
understand that everybody has got their dates, but I do feel
quite strongly that we're bringing this out too soon.

Well, any other thoughts before I comment on that?

I don't think we've got any choice at all about it. If the radio
programmes are going out at the beginning of next month,
we've got to launch the book at the same time if we're going
to have any sales impact.

The office move, as you know, the plans have been up by
the main exit for a week now. I just wanted to see what kind
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of feedback you've got.

Yeah, Sean, I'm sorry, but I really strongly disagree with the
new floor plan. I think it's divisive to separate the secretaries
and the assistants out from the editors and managers. I'd be
much happier if we could be located in teams.

Actually, I think Sean is right. I've been chatting to some of
the secretaries and they're quite keen to all be sitting in the
same area, and, speaking as an editor, I think I'd like to be
with other editors so that we can bounce ideas off each other
and things. So I think Sean's floor plan is right.

Okay — any other business?

Yes, I would like to say something. An illustrator came in
last week, and I think she's very good and it would be wise
to put her on our books.

Okay ...

I would like to be able to show her drawings and her
portfolio in the next couple of days. If that's all right...

That sounds good...

Yes, I'll look forward to seeing those. Right, I think that's
probably about it, but anybody got anything else that they
desperately want to raise before we wrap up?

Nope.

No? Okay. We'll be having another meeting, but there are a
couple of conflicts in the diary so I think the best thing is if I
email the date of the next meeting.

Presentations

With a presentation, I think the aims and the structure need
to be clear.

I like to wait until the end of the presentation before
people feed back on what I've just said, rather than
interruptions throughout the presentation.

I think of a presentation ... If you're standing up in front of
a group of people, you need to make sure you're
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entertaining, make sure you're engaging, make sure you're
interesting, make sure you're relevant, make sure you're
talking to the right audience.

Female Don't make it too long, otherwise people fall asleep! Be
short, precise and to the point, definitely.

Ex. 10. Presentations — opening

OK, let's get started.

Before I begin, I'd like to thank Frangoise for inviting me here today.
On behalf of BCC International I'd like to welcome you here to our
offices.

Let me start by introducing myself.

The aim of this presentation is to give you an overview of our company.
I'll speak for about thirty minutes.

I've divided my talk into four main sections.

If you have any questions, please feel free to interrupt.

If you have any questions, I'll be happy to answer them at the end.

OK, let's begin with this first slide.

Ex. 11. I

«Ladies and gentlemen, thank you very much for coming along here
today. I hope my presentation isn't going to take too long and that you
will find it interesting. The purpose of today's presentation is to discuss
how we can improve internal communications within our company.

Now let me begin by explaining that I'd like to talk about the business
case for better communication; secondly, I want to cover different styles
and methods; and finally I would like to finish off by talking about some
of the basics we need to have in place to deliver good quality, consistent
communications across the company. I'd be very happy to invite you to
ask questions at the end of the session and I'm sure there'll be plenty of
time for us to discuss some of the points that have been raised».

1T
«Good afternoon, ladies and gentlemen. Thank you for finding the time
to come and join me for this presentation this afternoon. My name is Tim
Mason, I'm a retail consultant, and many of you will have seen me
shadowing you in your jobs and looking through the accounts and so on
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in the company over the last week. I've invited you here today to have a
look at my findings. First, I'd like to have a look at the performance of
the company, the sales of the company over the last three years; then I'd
like to have a look at our market share in the womenswear market and
look at our competitors; and thirdly, I'd like to suggest some
improvements in our range of womenswear. At the end I'd be happy to
answer any of your questionsy.

Ex. 12. Presentations — main body

OK. Let's move on to the next point.

I'll come back to this in a moment.

It might be useful to give a little background here.
Let me explain with a concrete example.

I think there are three questions to focus on.

What is the reason for this? The reason is the design.
As you can see on this next slide, the trend is up.

I'd like to highlight two things on this chart.

Are there any questions so far?

Does anyone have any comments?

Ex. 13. I

«If you have a look at this first graph, you can see that our sales topped
50 million the year before last. Then last year sales dropped to 40
million, with a slight recovery at the end of the financial year. However,
this year sales have continued to drop to an all time low of 30 million.
Now let’s look at our market share. As you can see, we have 25% of the
market share, 10% down on last year».

II
«A good example of how important internal communications are is
shown by some findings from research that we have recently undertaken.
Good communications is a very key factor in staff motivation. If you
look at this slide, you will see how important it is to get the basics in
place. You need to identify your communication requirement, agree your
objectives and success criteria, identify your target audiences, define the
content of your message and determine the style of delivery. A good
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illustration of the communication process is when all those basics fall
into place naturally».

Ex. 14. Presentations — closing and questions

Right, that brings me to the end of my presentation.

Just to summarize the main points again ...

Thank you all for coming. I hope it's been useful.

I've got some handouts here. I'll pass them round.

Here's my email in case you want to get in touch.

Do you have any questions? Yes, the gentleman at the back.
That's a very good point.

That's an interesting question. What's your own opinion?

I think that's outside the scope of this presentation.

OK, I think there's time for one last question.

Ex. 15.

Tim Ladies and gentlemen, if you have any questions, I'd be
happy to answer them now.

Carrie Yeah, can I just ask, graph number 3, that last one you

showed us, can you explain to me where you’re intending to
find the extra income to increase the designer range in the
maternity wear?

Tim Yes, a very good question. I've looked at the office wear
range and it's quite heavy on material, holiday wear tends to
be much lighter, much smaller amounts of material involved
and I ...

Ex. 16.
Formal presentation

Good morning, ladies and gentlemen. On behalf of Elgora
International, I'd like to welcome you all. Let me introduce myself. My
name's Sarah Evans, I've been managing FElgora's department of
international economic relations for the past six years.
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Thank you for giving me the opportunity to talk to you today. The
theme of my presentation is a comparison of the changes in consumer
prices in the European Union and the United States from 1999 till today.

I've divided my presentation into three parts. First of all, we'll analyse
the pattern of price inflation in the various countries under scrutiny.
Secondly, we'll study the main factors responsible for the rise and fall of
inflation in the two regions. Finally, we'll look at the forecast for the next
two years.

Informal presentation

Hello everyone. I'm Rick Vandermeer. Thanks for this opportunity to
talk to you about our new products.

My talk's in three parts. I'll kick off with the findings of the market
research that led to the development of our new educational computer
games. Then we'll move on to a demo, so that you'll all have a chance to
have a go. And we'll finish with your feedback and your ideas and
suggestions for our forthcoming advertising campaign.

Ex. 17.

Good morning, everyone. Thanks for coming to my presentation. My
name's Marta Rodriguez. I'm Personnel Director of Tara Fashions. I'm
going to talk to you today about our company. First, I'll give you some
basic information about Tara Fashions. Then I'll talk about our oversees
stores. After that I'll outline the strengths of the company. Next I'll talk
about career opportunities with Tara. And finally I'll mention our future
plans. I'll be pleased to answer any questions at the end of my talk.

Let me start with some basic facts about Tara. The company started in
1978. We are a family-owned business and our head office is in
Cordoba, Spain. We sell clothes for men and women, and our customers
are mainly fashion-conscious people aged 20 to 35. We have 15 stores in
Spain. All the stores are very profitable.

Right, those are the basic facts.

Let me add a few figures. We have an annual turnover of about €260
million. Our net profits last year were approximately €16 million. We
have a workforce of just over 2,000 employees. So those are the
numbers. Now about our overseas stores. We have four large stores in
France and another ten in other European countries. We are planning to
open five new stores next year. What are our strengths? We keep up with

132



fashion trends. If we spot a trend, we can bring out a new design in 15
days. And we get it to the stores very quickly. We deliver to stores twice
a week. And we sell our designs at the right price.

OK, now what about career opportunities? It's quite simple. If you are
ambitious and fashion-conscious, we have opportunities in all areas of
our business. We will welcome you with open arms.

Finally, a few words about our new project. We are planning to open
a new store in New-York next year — on Fifth Avenue. This will give us
a foothold in the US market. We're very excited about this new
development.

Well, thanks very much for listening to my talk. Are there any
questions?

PART 2.
Orders

Ex. 1.

1. If you give us a more substantial discount, we'll place a larger order.

2. Provided that you can cover insurance, we'll sign the deal.

3. Unless you agree to split transport costs, we won't be able to place a
firm order.

4. As long as you can deliver this month, there won't be any problems.

5. Providing the price is right, we'll buy everything you produce.

Ex. 3.
Speaker 1:
I'm afraid that if you can't cover insurance, we can't accept your offer.

Speaker 2:
It all seems fine to me, but I'd like to get back to you about this a bit
later. I need to consult my colleagues.

Speaker 3:

Of course, if you were willing to increase your order, we'd be prepared to
offer you a better price.
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Speaker 4:
When you said we'd get a 10% discount, did you mean on an order of
100, or more?

Speaker 5:
Would you be prepared to guarantee an earlier delivery date? How
would you feel about that?

Ex. 8.

1. As long as you pay within 30 days, we can promise delivery by the
10" of May.

2. We placed a larger order because they offered free delivery.

3. We'll increase our order on condition that you pay shipping costs.

4. We'll continue to offer an attractive discount as long as you agree to
pay by bank transfer.

5. Provided that you dispatch within a week, we'll consider covering
insurance ourselves.

Complaints
Ex. 1.
We received the order this morning but you only shipped 80 pieces.
There seems to be a problem with the invoice.
I do apologize. I'm sure we can sort it out.
What exactly is the problem?
I need to ask you a few quick questions.
Can you leave it with me?
I'll look into it and get back to you this afternoon.
I need to check at this end and see what's going on.
I'll send a replacement immediately by special delivery.
I'm sorry again for any inconvenience this has caused.

Ex. 11.

Shop assistant Yes. How can | help you?

Customer | bought this cordless phone here yesterday, and
I'm afraid it doesn't work.

Shop assistant Sorry to hear that. What seems to be the
problem?

Customer Well, there are two things really. First, as soon
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as I'm more than four or five meters away from
the base unit, the sound fades or cuts out.

Shop assistant Mm. That's strange. And what was the second
thing?
Customer It's about this «Recharge» indicator. The

battery's full, as you know, but for some reason
this light keeps flashing.

Shop assistant Right. Well, if you leave the set with us, we'll
have one of our technicians fix it for you.

Customer Well, I must say I'd much rather have a
replacement, or money back.

Shop assistant It's not our policy to replace items, but

considering you bought it only yesterday, I'll
have a word with the manager and see what we
can do.

Ex. 12.

Speaker 1:
The air-conditioner you installed last week doesn't seem to work

properly.

Speaker 2:
You promised delivery a week ago and my goods still haven't arrived.

Speaker 3:
We've just received an invoice for goods we never ordered.

Speaker 4:

I'm afraid I'm still waiting for that e-mail your sales Manager promised
to send yesterday morning.

Speaker 5:

I'd like to exchange the inkjet printer I bought here yesterday.
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