NEW INTERNATIONAL BUSINESS ENGLISH

INTRODUCTION (about 50 minutes)

1. What is “business English”?

Is it a special language? No, it isn’t a special language with a special grammar – it’s simply “English used in business situations”. The words professional (business) people tend to use and understand when talking about their own or other people’s working lives might be defined as “Business English”. But such language is nowadays also widely used in contemporary industrial societies. Hence vocabulary like “marketing, fax, report, proceeds, negotiate, expenditure ” and so on are words that practically every adult English speaker uses or understands – they aren’t specialized terms only used by business people.

Most of the vocabulary that’s used in business situations is, by any definition, “general”

English vocabulary. So we need strive to widen all aspects of our vocabulary and grammar if we want to improve our communication skills beyond the survival level and be respected and appreciated when talking with foreign people in English.

2. What is this course about? What does it cover/contain?

        It is a course in communication skills in English for those who need or will soon need to use English in their work.

        Every trade and every firm has its own jargon and its own ways of doing business – and every department within a company may use its own special terminology to describe what it does and its products or services. This course doesn’t cover this kind of technical, academic or specialist vocabulary, but it does cover the basic business or commercial terms that most business people use in the course of their work.

        This special terminology is best learned “on the job” – which may have to wait until you are employed after graduation from the college.

3. How is the course organized?

       This book contains 15 units. Units 1 to 4 introduce the basic business skills, and units 5 to 14 are centered on integrated skills, each centered around a different business situation, divided into sections, many of which involve us in a variety of task-oriented “integrated activities”. The situations reflect the kind of standard business practice that we are likely to encounter in our working environment. Most of the units contain a functions section, reading, listening and ample discussion opportunities.

        It will take about 4 90-minute lessons to complete each unit as is commonly required.

        Unit 15 is rather special: it takes the form of a full-scale simulation and revises/reviews the skills introduced and practiced in the earlier unit.

4. What is the emphasis of this course? And what are we expected to do as students?

        The focus of this course is on performing tasks and carrying out activities, not just discussing what we would do. From this book, we’ll learn the reality that communication in real-life business is multi-dimensional, many-sided, variable and unpredictable. That’s why the authors of the book have designed many open-ended activities and tasks which require us to use our judgment, intelligence, imagination, business or general knowledge, experience and skills as we participate in the activities. We have also a lot of discussion in this course, which provides us with opportunities to exchange ideas with other classmates and learn from each other – not just sitting here attentively, trying to absorb all my knowledge which is really limited. Therefore, all of us are expected to be active and creative in both actions and thoughts.

        My advice is: Never be afraid of making mistakes! Mistakes are a useful indicator of what we need to learn. Although accuracy is an important aspect of language learning and should never be ignored, it’s far more important for us to be able to communicate effectively. However, accuracy is much more important in writing (than in speaking) where errors are more noticeable. But I’ll tell you an interesting thing: business people are sometimes quite surprised if they get a fax or e-mail from another country with no mistakes in it.

Unit 1 Face to Face

1.1 Background Information: How to deal with people

In business, people have to deal with all kinds of people. They may be complete strangers, superiors, familiar colleagues, subordinates, valued clients, friends or acquaintances – people of your own age, or people who are younger or older than you – all of whom have to be talked to in different ways. The relationship you have with a person determines the kind of language you use. This relationship may even affect what you say when you meet people. That’s to say, we should use the right degree of formality that the situation calls for. For example, if you are talking to sb. much older than you or sb. with a higher rank or position, you need to be more formal than if you are talking to your best friend or your colleague. It’s not appropriate to say “hi, how are you?” when meeting the Managing Director of a large company or to say “Good morning, it’s a great pleasure to meet you.” when being introduced to a person you’ll be working closely with in the same team.

To a great extent, success depends on creating the right impression. Politeness and formality are often keys to achieving a desired communicative effect. This unit emphasizes various aspects of how to create the right impression. We should remember that people form an impression of you from the way you speak and behave – not just from the way you do your work. People in different countries have different ideas of what sounds friendly, polite or sincere and of what sounds rude or unfriendly. Good manners in our culture may be considered bad manners in another. We should also remember that our body language, gestures and facial expressions, tone of voice, intonation, demeanor contribute to communication because they may tell people more about you than the words we use.

1.1 First impression (about 90 minutes)

 Vocabulary

(un)welcoming        co-ordinator       superior      appointment   

sales office           surname          efficient      Whereabouts …?

Sincere              vice-chairman      aggressive    head of department

Colleague            small talk         public relations    personnel

Step C  Conclusion: 

(1) Giving a good impression reflects a company image (no company wants its customers to think it’s unpleasant)

(2) As some nationalities (e.g. some German speakers) may sound rather abrupt or rude to speakers of other languages, we need try to speak English as naturally as possible. It is difficult for non-native speakers of English to talk in a natural way. So we may need to make considerable efforts to smile more than usual and be extra polite to compensate for the way our tone of voice sounds to a foreigner.

Step E There are some common rules we should observe when we make introductions. We should introduce a man to a woman, a young person to an older person and those in lower positions to those in higher positions. However, these rules are not so rigid now as they used to be.

Handshaking: it is the custom of the older people or the woman to offer the hand first. When you shake hands, make sure your handshake is not too weak, not too hard and not too long. It should be firm and brief.

1.2   It’s a small world (about 90 minutes0

 Vocabulary

Behavior      demanding      chewing      disaster      manners

Gymnastic     apparently      syllable       offence      demonstrations

Counterparts    aperitif        increasingly    tricky       offensive

Step C4  Cues

· greeting and saying goodbye

· addressing people

· clothes

· table manners

· visiting sb’s home

· giving gifts or flowers

Good table manners in China (refer to Unit 3 of New College English, Book 1):

· being modest

· first decline when invited to dinner

· bring some gifts to the host

· the guests are invited to sit down first

· the guests will not eat until the host says so

· eat little so that much food is left

· the atmosphere at the table is pleasantly noisy

· When giving or receiving gifts, Chinese use two hands to denote respect.

· Never pat other adults on the head (insult).

1.3  What do you enjoy about your work? (about 45 minutes)

Vocabulary

Accountant      generate      day-to-day     computer systems      trouble-shooting

Hectic          back up       tackle a job    data                 hands-on

Finance         be up against sth.             programming        

  business development      prospects      applications      responsibilities

challenge                ambitious      rewards         frustration

Step A  The speakers interviewed on the recording are speaking naturally and at a normal speed. These are authentic interviews. We shouldn’t expect to understand or “catch” every single word we’ll listen.

Step B2 The students will in pairs to interview each other, talking about their working experience and education.

1.4  It’s not just what you say … (about 45 minutes)

Vocabulary

Conference      concentrating      yawning      co-workers      delegates

Sign            clicking          quiz         indigestion       sniffing

Conversationalist   reliable         tapping your fingers            blinking 

Business card      body language

Your non-verbal signals and body language may influence the way people see you. Social behavior is an important aspect of dealing with people face-to-face. There may national standards of appropriate behavior, but many of these are by no means universal. (See question 7 in the quiz)

Appropriate behavior partly depends on the various signals you give, mostly unconsciously, to the people you meet.

(1) The style of language you use and the words you choose : It’s important to make sure that other people feel comfortable talking to you and don’t feel you’re competing with them.

(2) Your tone of voice: “why?” or even “Why is that?” can sound like a challenge or disagreement if spoken sharply.

(3) Your expression: an unchanging silly smile looks insincere, but it’s better than a frown which looks like aggression even if to you it means puzzlement.

(4) The noises you make: sighing, clicking your pen, tapping your foot all mean sth. often more than the words that are spoken. Imagine being told by a salesperson: “It’s very good of you to see me … (yawn… sigh…). Now if I could just take up five minutes of your time …”!

(5) Your body language and the way you stand or sit if you have your arms crossed you may look defensive, if you slump in a chair you may look sleepy, if you sit upright with your shoulders back you may look alert and eager (maybe too much). Overdoing any of these signals may seem like play-acting and make you look insincere.

(6) Your appearance : Different business clothes are acceptable in different countries and in different companies.

(7) Even the way you smell! Different cultures find different smells unpleasant. Millions of pounds are spent by men and women on perfume, after-shave and deodorants to combat body odor.

1.5  Developing relations (about 90 minutes)

Vocabulary

Flu      sketch      junior      figures      border      on-going 

Business associates     common interests       wrap up     terminal

Senior

Step A  

(1) Tony and Bob have a cordial informal relationship. Tony is an overseas sales rep and B Bob is the Export Manager. They’re talking about problems Tony encountered on visit to a client in Copenhagen.

(2) Mr. Allen is very friendly and informal but is superior to Barry and Susanna, who are new to the company. Mr. Allen is probably office manager and the other two are clerical staff. Mr. Allen is explaining who is who in the office.

(3) Mr. Green behaves very much as Martin’s boss (he is very authoritarian). Mr. Green is probably the transport manager and Martin is a driver. They are talking about Martin collecting someone at the airport.

(4) Geoff is more experienced and probably senior to Mandy. They have an informal relationship. They are probably commercial artists or designers. She’s asking him to evaluate some work she has done.

(5) Tony is junior to Mrs. Lang. She is his boss and they have a fairly formal relationship. We can’t tell what their jobs are. They are talking about Tony having time off on Friday.

Step B

The issue of what topics are suitable when talking to strangers (particularly if they are foreign clients whom you must impress rather than embarrass) is quite complex, and rather personal. Clearly there are no hard-and-fast (fixed and that you cannot change) rules about this, but probably politics and religion are no-go areas (subjects that cannot be discussed because it may offend people), and your own family might be too personal a topic to talk about at the start of the meeting.

I think we can choose those topics which we would feel comfortable talking about. They might be : holidays, traffic, public transport and any other interests that you and the other person have in common. Indeed the purpose of a social conversation with a new person is to discover what you do have in common, so that you can then exchange experiences.

If the other person is, for example, older and senior to you, you might be more deferential and ask him or her exploratory questions to try and discover what you have in common, or at best what you both feel comfortable talking about together.

Unit 2     Letters, Faxes and Memos

Background Information

There are nine important parts in a typical “standard” business letter. Many firms use their own “house style’ which their staff are expected to follow.

(1) Sender’s address (printed at the top or in the top right-hand corner)

(2) Date (below the receiver’s address or in the right-hand corner below the receiver’s address)

(3) Receiver’s name, title and address

(4) Salutation

(5) Heading

(6) Body of letter

(7) Complimentary close

(8) Signature

(9) Name and title of the sender

This unit introduces and practices the skills required to deal with the writing tasks in Units 5 to 15. It covers:

(1) how to lay out a business letter or memo.

(2) Some “golden rules” for writing letters, faxes and memos.

(3) Practice in writing routine letters, e-mails, faxes and memos

Written business communication may take the form of letters, internal memos, faxes and e-mail (electronic mail). We need to be confident in using all these forms. The style of writing that is now current is much less formal than the style used in some other languages. It is recognized that the style of modern business letters tend to be sth. like a piece of conversation by post.

2.1 Communicating in writing (about 45 minutes)

Vocabulary

Correspondence      e-mail          internally      attend to      memo

Externally           proportion      relative merits                   

Step A  The different forms of correspondence are:

fax,  airmail,  first class post,  handwritten letter,  typed letter,  internal memo,

postcard,  e-mail (on the computer screen),  Post-It note,  magazine

There is nom “correct order” for dealing with the correspondence, though one might open the airmail letter first and deal with the internal memo last of all!

Step B2   Ask the students to spot what information was missing in each and which seems the more efficient way of conveying the information.

       In the memo a lot information is given and it’s easier to follow – and we have a permanent record. In the conversation there is an opportunity for discussion and for questions to be answered  -- but the details would only be given if they were demanded!

Step C1   Group Discussion

        Results: (1) Face-to-face communication – advantages & pleasure:

                  More personal, more interaction and feedback possible

                  Can make more impact, cheaper if no travel involved, you can smile …

                  Face-to-face communication – disadvantages & difficulties:

                  Once you’ve said something it can’t be unsaid,

                  Saying something once may not sink in or be remembered …

(2) Writing – advantages & pleasure:

                   a record can be kept for the files, errors can be changed, you can write and read when you’re in the right mood, you can take your time over planning and how you’ll express complicated delicate details …

                  Writing – disadvantages &difficulties:

                  Writing takes longer, there is no feedback or the feedback is delayed, no “personal touch”, no smiles, no handshakes …

Step C2    Group Discussion

         Results:

(1) MEMOS are on paper: you have a permanent record which can be referred to when away from your computer; they may be a waste of resources, they have to be delivered …

(2) E-MAIL is quick and easy: people are more tolerant of spelling (and even grammatical) mistakes; a hard copy can be printed out if necessary; e-mail can go to another branch in another country almost instantly …

(3) LETTERS have to conform to accepted style: they take time to write; they take time to arrive; they seem less “important” or urgent than faxes or e-mails …

(4) FAXES are very quick : they can go astray; they can be sent to the wrong number; you have no record of receipt except “TX DONE” or “STATUS CORRECT” which don’t tell us if it has been received intact by the right person; they get distorted or have lines missing – especially over long distances …

2.2   Names and Addresses (about 90 minutes)

In this section we look at the way addresses are laid out in the UK and the USA, but the main emphasis is on “Spelling Aloud”.

Vocabulary

Envelop      addressee      job title

Please note the following points:

(1) Pay attention to the use of titles, punctuation, commas, indentation, post codes, or zip codes, and striking national differences.

(2)  Nowadays commas are not commonly used at the end of each line, and it’s now considered quite old-fashioned to write, for example: 

Cyril Old, Esq.,

34, Traditional Way,

Old Felixstowe,

Suffolk,

IP86 OAP

(Note: “Esq.” is short for Esquire and used only to address male addressees in Britain.)

(3) Incorrect spelling in a business letter gives a bad impression and can be confusing.

Extra activity

Abbreviations:  The role of full stops (periods) in abbreviations is constantly changing. Many established abbreviations (e.g. ie, Ltd, PLC, plc, etc) can be printed with or without periods these days. Less frequently used ones, especially ones that are just short forms of longer words (Dept., encl., misc., and so on) tend to have full stops. It hardly take any longer to typr, say, “department” than it does to type “Dept” or “Dpt”, and to write “paid” rather than abbreviate it to “pd”.

Please explain the following abbreviations:

(1)   PS          postscript (a message written at the end of a letter below the signature

(2)   p.p.         per pro (on behalf of)

(3)   c.c. or cc     carton copy to (often now a photocopy) – or cubic centimeters 

(4)   ref.         Reference (number)

(5)   Rd         Road

(6)   St          Street or Saint

(7)   Sq.         Square

(8)  No. (US#)    number

(9)  C/o         care of

(10)  Attn        for the attention of

(11)  POB        Post Office Box

(12)  eg or e.g.    for example

(13)  ie or i.e.     that is / in other words

(14)  etc.         et cetera / and so on

(15)  & Co.       and company

(16)  plc or p.l.c.   Public Limited Company

(17)  Ltd         Limited

(18)  Corp.       Corporation (a big company or a group of companies acting together as a            single organization)

(19)  Inc.         (USA) Incorporated

2.3   Layout and style (about 90 minutes)

 Vocabulary

ref. (reference number)      training manual      layout      heading

house style                paragraph          abbreviations

concise                   courteous          dot matrix

enc. (enclosure)            catalog (GB catalogue)     recycled

letter head                logo

2.4  Thinking about your reader (about 90 minutes)

Vocabulary

wavy line      additives      order form      relevant     extract

utilize         samples       prospective customer         irrelevant

artificial       aromas        assemble       revisions

2.5  Sending messages (about 90 minutes)  

 Vocabulary

laptops      compile      agents       long-standing      feedback

come up to expectations     engineers    jeopardized        submit 

benefit      puzzled       negotiating  informally         redraft

Step A1  Questions for students to discuss:

(1) What’s the purpose of KLJ’s memo?

(2) What action are you supposed to take after reading the memo?

(3) What information is not given?

The main trouble with the memo is that it’s imprecise and consequently liable to be misunderstood or, perhaps, disregarded.

Step A2  The redrafting should be a joint effort, with both partners contributing ideas. It should be made clear in the memo exactly what information KLJ wants from the staff and the deadline for the submission. Numbered paragraphs and headings may help.

Step A3  The model memo is better because it’s more detailed, clear and precise. It’s now absolutely clear what the reader is supposed to do as a result of reading it. However, there may be some improvements or changes that ban be made to this model.

Unit 3    On the phone

Background information

    If you don’t have any experience in making phone calls in English, making a business call 

Can be a worrying experience. If you have to call someone you already know, you may actually 

enjoy making the call – but remember that long-distance calls are expensive.

    Or you may have to make a first-time business call to a prospective client: not easy in

English! Making a phone call to a stranger can be quite stressful, especially if they speak English

Better than you.

    Most business people, unless they feel very confident, prepare for an important phone call in

a foreign language by making notes in advance. And during the call they make notes while they’re 

talking to help them to remember what was said.

    Although it’s quick and convenient to phone someone to give them information or to ask 

questions, the disadvantage is that there is nothing in writing to help you to remember what was 

said. It’s essential to make notes and often when an agreement is reached on the phone, one of the

speakers will send a fax or e-mail to confirm the main points that were made.

    And it’s so easy to be misunderstood when talking on the phone it’s a good idea to repeat

any important information (especially numbers and names) back to the other person to make sure 

you’ve got it right. Always make sure you know the name of the person you’re talking to. If 

necessary, ask them to spell it out to you, so that you can make sure you’ve got it right – and try to 

use their name during the call. And make sure they know your name too.

    It’s important to sound interested, helpful and alert when answering the phone. You may have 

to make or receive calls to or from regular customers and prospective customers, so a 

good telephone manner not only make an impression in business, but it also helps to make money.

    This unit deals with basic telephoning skills and also receiving and noting down messages. 

These skills will be practiced further in telephone role-plays throughout the book. We are given a 

Chance to discuss and develop our telephone techniques and practice making different kinds of 

business calls.

    The functions of requesting, offering help and asking permission are also introduced and 

practiced in this unit.

3.1  I’d like to speak to … (about 90 minutes) 

 Vocabulary

     mobile phone      extension      applications      confirm      phone booth    

     connect           equipment     arrangements     telephonist   switchboard

literature         agent         put you through      laboratory/lab

This section introduces the topic of telephoning – and some of the difficulties that people encounter when trying to get in touch with someone on the phone. It focuses attention on the need for a good “telephone style” and elicits some “golden rules” for using the phone in English.

Step A  We’re already experienced telephone users. Further discussion questions:

(1) What are or would be the advantages and disadvantages of video phones in business?

(2) What about mobile phones? What are the advantages and disadvantages of mobile phones?

Step B1

 The recording shows two attempts: an abortive (not successful) phone call and then a rather unsuccessful call.

Some of the problems in the second attempt were partly the caller’s fault. (for example, she failed to double-check times and dates and she spoke too fast – she’s the salesperson, so any misunderstanding are going to reflect badly on her firm.)

Step B2 

Most of the problems are due to people talking too quickly, not listening to each other and not checking back that they have understood or been understood correctly.

We can make up some “golden rules” for making telephone calls, which might include:

(1) Plan your call by making notes beforehand.

(2) Talk slowly and clearly.

(3) Listen carefully to what the other person says.

(4) Note down important details (numbers, spellings, dates and times, etc)

(5) Scheck back that you have understood important details correctly.

(6) Follow up the call with a fax, e-mail or letter, confirming the details.

Step C  How might you reply to the voices on the recording?

Suggested responses: (many variations possible)

(1) Is that Richmond & Co.,? No? I’m sorry. I think I must have got the wrong number.

(2) Hello, is that Richmond & Co.?

(3) Hello? Hello?

(4) Hello, is that 23432453?

(5) Oh, I’m sorry. I must have dialed the wrong number.

(6) Oh, I wanted Dr. Bill Henderson, can you put me through to him, please?

(7) Oh. What a nuisance! How long should I wait?

(8) Good afternoon, can I speak to Dr. Bill Henderson, please?

(9) Hello, this is … (my name). Is Dr. Bill Henderson there, please? No? Could you ask him to call me, please?

(10)  Ah, Dr. Henderson, thanks ever so much for calling back. I wanted to ask to you ….

Step F  Group Discussion to make the following points:

(1) The first-time call to a stranger often involves mutual suspicion and uncertainty.

(2) Maybe fax or e-mail ahead to say when you’re going to call and what you’re going to talk about – then both of you can be prepared and less time will be wasted. In addition, you can make everything easier if you speak clearly, slowly and carefully.

(3) The way you speak ( your tone of voice) has an enormous effect on the way your listener perceives you. Just saying “Hello” abruptly when you answer the phone may sound unfriendly, brusque or impatient. 

(4) The caller must try to establish links, such as mutual concerns or acquaintances and state his or her business clearly. Identify yourself or your department, so that the other person knows exactly who they are dealing with. It makes a big difference if the person you’re talking to on the phone knows you – even if you’ve only corresponded.

(5) Always check back any important information you’ve noted down. Send a follow-up fax, e-mail or letter if necessary, confirming the details.

*Note:  1) Both British and American people talk about “calling sb.”, but “giving sb.a ring” tends to be used only in the U.K. If an American telephonist asks you “are you through?” she means “Have you finished your call?”, but a British telephonist means “Have you been connected?”

(2) An American might answer: “This is …” instead of saying “Speaking.”, but this may sound abrupt or pompous (self-conceited) unless spoken in the exactly right tone of voice.

  (3) The way you sound and the importance of a friendly, approachable tone of     voice on the phone cannot be over-emphasized!

3.2  Getting people to do things (about 90 minutes)

This section covers the functions of:

(1) Requesting and Agreeing to or Refusing requests;

(2) Offering and Accepting or Rejecting offers;

(3) Asking permission, and Giving or Refusing permission.

Vocabulary

Get in touch with      leaflet      non-smoking zone      package designers

Translate            proposals    consumer goods        confirmation

Stuffy              broken down  quote                batches

Receipt             courier       sub-contract          prototype

Stick-on labels       accommodations

Step B  I’d like to draw your attention to the distinctions between formal/informal situations and direct/indirect ways of talking to people. It helps to be polite and friendly when dealing with people. But being over-polite can be interpreted as insincerity or sarcasm.

Step D  There are telephone booths almost everywhere. You can find public phones in almost all the big stores, hotels, restaurants and other public places. To make a phone call, all you need to do is to insert a certain number of coins into the slot. When you hear the dial tone, that is, a steady buzzing sound, you just dial the number you want. When you hear a short regular beeping sound about every second that means the line is busy. You should wait for a while and then try again.

      What often happens to us is that we forget the phone number of a person whom we want to call. In this case, we usually turn to the telephone directory for help. There are usually two phone books. One is called the White Pages. The other one is called the Yellow Pages. The White Pages include individuals’ and companies’ names, addresses and phone numbers. They are arranged in alphabetical order. The Yellow Pages include businesses, organizations, stores, professionals, and services arranged by subject (Banks, Beauty Salons, Bicycle Dealers, for example) in alphabetical order.

      If you call the wrong number, don’t be embarrassed or upset. Everyone makes mistakes. You can just say “Oh, I’m sorry. I dialed the wrong number.” If you answer the phone, and the person has obviously called the wrong number, simply say “I’m sorry. You have the wrong number.” Or “I’m sorry. There’s no one here by that name.. I think you dialed the wrong number.”

      Some useful numbers in China:

      * emergency           120

      * fire (alarm/report)     119

      * directory enquiries     114

      * weather report        121

      * incident report        110

      * free phone number     0800

3.3  Can I take a message? (about 90 minutes)

    This section covers the skills of taking notes and leaving messages (which may involve

Rewriting the notes).

    Vocabulary

    Answering machine      subsidiary      congress      head office

    Labeling               contact        striped pyjamas

    Transaction             mix-up

Step A   Note

        TO:  Mrs. Robinson

        FM:  Mr. Hans Brown

        Message: Mr. Brown called about Tuesday afternoon meeting. He can’t meet you at that time. Please call him back at 651 31473 to confirm if 9:30 Wednesday is OK.

3.4  Planning and making calls (about 90 minutes)

 Vocabulary

      dial        trade fair      staff sickness      image      dispatched

      quality control             air freight        at no extra charge

      revised shipment date       vegetarian

Note:  (1)  Step A2 – Refer back to 2.4C about the “7 steps for planning a business letter and 3.1 about some “golden rules” for telephone calls.

(2)  Step C – The observers give the speakers feedback on how they got on and advice on how they might improve their telephone technique.

(3)  a bad line: a line that is not working properly so that you cannot easily hear the other person talking.

          (4)  American Express (issued by American Express Bank)

Diner’s Club Card (issued by Diners Club International Hong Kong)

Visa

Federal Card

Master Card

Unit 4   Summaries, Notes, Reports

In business, planning and writing reports, making summaries and taking notes are important skills which may be expected of everyone. We tend only to write reports when we are asked to, usually by our boss or superior. Many people are afraid of writing reports. There is no good reason for this. It’s often simply a question of stopping and thinking about what it is you have to do and then doing it. And it is a question of practice.

It is important to remember that there are several types of report. They can be short, long, formal or informal and they can be spoken or written as: 

· conversations

· letters

· memos

· special forms

· separate documents of several pages

Reports can serve various purposes. There are reports which inform, reports which provide background information to help someone make up their mind about something and there are reports which in themselves make recommendations or indicate a course of action.

There are things you should do before you even think about “writing” or drafting the report. You should first prepare or assemble your material and then plan how you are going to write the report. The preparation and writing of a report falls into four stages:

(1) Assembling all the material

(2) Planning the report

(3) Drafting the report

(4) Editing the report

Any report – on the page – has three main “parts” which must include four (sometimes five or even six) essential elements:

Parts                               Elements

Introduction                         Terms of reference or objective, procedure

Body of the report                     Findings

Final section                         Conclusions, (recommendations if asked for)

                                  (Appendices)

This structure should be evident in every report. In some cases you may need to have elements such as appendices, etc. at the end. For students of Business English the three main parts can have these headings:

Introduction

Facts

Conclusions

This unit deals with how to take notes in business contexts, how to summarize conversations and how to plan and write reports. The emphasis throughout is on sharpening and practicing note-, summary- and report-writing and on demonstrating that they can be viewed in a combined and integrated fashion. In particular the unit gives practice in the preparatory and planning stages of all serious and professional writing activities. 

This unit also gives advice on making notes in different ways and also provides practice in punctuation. 

*Note: (1)  This book hasn’t distinguished between note-taking (taking notes after or during a conversation or meeting) and making notes (noting down ideas before writing a report or letter or before a phone call or meeting). The processes aren’t the same, but the techniques and styles the authors suggest are similar.

(2)  Leaving a message or a note is different again, because such notes need to be understood by other people.

This unit shows us how note-taking and report-writing can be made easier.

4.1 Summarizing a conversation (about 45 minutes)

Taking notes on information you hear and summarizing the main points of a conversation are very important communication skills when using English in business.

Vocabulary

Rely on           summary         sales representative         record      

Company stand     record for the files  enquiry(enquiry)          trade exhibition

Sales manager

Some of the differences between writing and speaking:

· Keeping written records is helpful for future reference.

· If you make a mistake when you are writing you can correct it before sending the letter, e-mail or fax.

· It’s a good idea to send a fax or e-mail with a summary of the points agreed in a telephone call.

· Once you’ve said something, you can’t take it back.

· If the material is complicated it’s sometimes easier to put it in writing than to say it.

· If you speak to someone face-to-face, it’s much easier to be honest.

· Making a phone call is an easy way to solve a problem if you have no time to write a letter.

· If you’re placing an order, you should do it in writing.

· If information is written down, you have more time to take it in and understand it.

· If someone owes you money, there’s no point in phoning them.

*Note:  The writing test in BEC assesses candidates’ performance in a number of areas: task completion, organization of ideas, appropriateness, range of vocabulary and accuracy of grammar and spelling:

About Task

· Successful task completion means fulfilling all parts of the task appropriately. Even a grammatically perfect answer may still get a low mark if it does not include all the necessary information.

· Keep to the word limit. If you are below it, you have probably not fully completed the task. If you are above it, you have probably included unnecessary information.

· Task completion is so important that you can get high marks even with minor language mistakes.

About Language

· Show a range of vocabulary, where possible. Try not to repeat words.

· You can organize your ideas in several ways, such as:

· addition (e.g. also, as well, furthermore, etc)

· contrast (e.g. but, although, however, etc)

· sequence (e.g. first of all, then, after that, etc)

· Use headings, paragraphs and bullet points to improve clarity in memos and reports

· Use language which is appropriate to the type of writing. Short forms, e.g. “I’m”, are acceptable in notes and some memos, but not in formal letters or reports

· Check your writing carefully when you have finished.

Homework:

· You are the manager of a small export company. Peter Smith, an important client, is visiting your company for three days from 22 October.

· Write a note of 30-40 words to you secretary:

· asking her to book a hotel room for Peter Smith

· Saying where the hotel should be

· giving her the dates

Some Tips:

· Read all instructions carefully. Do you need to write a memo or a note? This will have an effect on the formality of your language.

· Check you have finished all three parts of the task. Use the instructions as a checklist.

· Check the length of your first draft and edit it if necessary.

· Proof-read (Read it through in order to correct any errors in it) your answer carefully to check grammar, vocabulary and style.

4.2 Using notes to write a report (about 45 minutes)

Vocabulary

Managing director(MD)          physiotherapist          equipment      

Old-fashioned                  investigate             union reps

Procedures                     eyesight            health and safety provisions

Proposals                     handling               lighting

Recommendations              display                secure

Complaints                    improvement           regulations           

Ventilation                    air-filtering             canteen

Office bugs                   frequent                concerning

Symptoms                    breaks                 maintenance

Appointed                    Repetitive Strain Injury (RSJ)

Replacement                  screen

Step B  

 I’d like to draw your attention to the formal aspects of the model, in which the numbered notes are the basis for separate points, and the language is in full and connected sentences. Clearly the relationship between the report-writer and the Managing Director will affect the language used in the task. 

4.3 Planning and editing a report (about 90 minutes)

Vocabulary

Edit          separate        introduction        aim            conclusion

Items         sheet          state              relevant         examine

Purpose       body of the report                findings          rough

As a result of   divisional personnel manager       time-keeping     honesty

Terminals      clocking-in machines             employees       salaried

Overtime       wasted                        workforce        grave

Requests       consultants     clarified          undertake       efficient

Motivated      extended breaks                  review         intentions

Staff           cover                          selected        clerical grades

Department     switch on

Step B   I’d like to draw your attention to the fact that of the 16 separately distinguished steps only four relate to the actual writing of the report!

(1) Assemble the material (item1).

(2) Plan the report (items 2 to 7).

(3) Draft the report (items 8 to 11)

(4) Edit the report (items 12 to 16).

Step C  Suggested answers:

· The MD is expressing dissatisfaction with time-keeping – in a indirect way.

· Perhaps the MD requires a report which will enable him or her to justify introducing clocking-in machines.

Note: the intentions behind the MD’s memo are not explicit. It’s difficult to decide what the MD really wants to be done.

Step D   Some possible points that might be raised:

· The MD’s memo was fairly general in its aim. The report is correspondingly vague in parts. For example, “there have been a number of problems connected with the motivation …”

· In parts the report is informative. But occasional long sentences make it difficult to follow in places, e.g. the third sentence in the first paragraph; “we have also known for …”, and the sentence in the second paragraph beginning “ The staff think that …” 

· The good feature of the report is the high information content. For instance, the mention of the sister company’s experience. 

· A bad feature of the report is arguably (not certainly true) the closely typed text. Numbered paragraphs could have improved this.

Step E   Some of the reasons why the model report is “better” are:

· Numbering sections help much.

· There is a clear introduction.

· There is a conclusion.

· In between there is the main body of the report.

4.3 Making notes (about 45 minutes)

Vocabulary

Abbreviations          postpone          instead of           pattern 

Dash                 processing system   order         brainstorming session

Arrows               punctuation mark    bill           sets

Branches             underestimate       headings       payment

Production time        emerge            slow down      increased bonus

Faulty                conventional       reduced         deduct

Batch                focus             flight            lots

Amount              note down

It can be helpful to use such methods as pattern notes, flowcharts and numbered sections when making notes for letters and reports. They represent some of the different ways of helping to prepare and plan what you wish to write.

4.4 Punctuation (about 45 minutes)

Vocabulary

Apostrophe (’)          brackets / parentheses (…)          colon (:)

Comma (,)             exclamation mark (!)               dash (--)     

Hyphen (-)             question mark (?)                  semi-colon (;)

Single quotes ‘…’       stroke / oblique / slash (/)            ellipsis (…)

Double quotes / quotation marks / inverted commas (“…”)       doubt

Word-division          word-joining                      primary

Productivity survey      costs                            competitive

Afterthought: thought of and mentioned after you have finished talking about a particular subject

Unit 5   Working Together

Background Information – Different Kinds of Companies

There may be occasions when you have to talk about the company (US English: corporation) you work for. This may be when you’re actually showing someone around the place of work or premises. Or you may need to explain to someone how your company or your department is organized, who is responsible for different aspects of the business and how the company is run.

Companies and Corporations

Companies are a very important part of a country’s economy. Businesses produce goods and services, and they come in every shape and size. Although the vast majority of the world’s companies are small, in many countries the economy is dominated by large firms. Large businesses differ from small ones in a wide variety of ways. In many countries there are nationalized companies belonging to the state, as well as private companies. A private company might be a small firm with just one owner or a very large firm with thousands of shareholders “owning” the firm.

In very large firms the shareholders have very little to do with the day-to-day running of the firm. This is left to the management. Large companies may be organized into several large departments, sometimes even divisions. The organizational structure of some companies is very hierarchical with a board of directors at the top and the various departmental heads reporting to them. Often the only time shareholders can influence the board is at the yearly shareholders’ meeting.

Some firms may produce only one good or service. Others may produce many different products; in fact they may seem to be like a collection of “businesses” inside one company. As a company gets bigger it may expand geographically. Many large firms are multinationals with manufacturing plants and trading locations in several different countries spread around the world.

Offices

The physical surroundings of most modern places of work, especially offices, are becoming more and more similar. Although there are some differences from country to country, one office looks much like another. Office furniture and equipment tends to be similar – desks, chairs, lamps, filing cabinets, computers, phones photocopiers, etc.

The “atmosphere” of the workplace can influence the effectiveness of a company’s employees. Modern offices are more spacious and better lit, heated, ventilated and air-conditioned than in the past. But of course this is a feature that varies from firm to firm and may be dependent on the size of the company ad its corporate “philosophy”. In some companies, the employees work in large open-plan offices without walls between the departments. In others, the staff work more privately in individual offices.

Work relations with other people at the place of work include relationships with fellow employees, workers or colleagues. A great part of work or job satisfaction – some people say the major portion – comes from “getting on” with others at work. Work relations will also include those between management and employees. These relations are not always straightforward, particularly as the management’s assessment of how you’re performing can be crucial to your future career.

Industrial relations

There will always matters about which employees will want to talk to the management. In small businesses the boss will probably work alongside his or her workers. Anything which needs to be sorted out will be done face-to-face as soon as a problem arises. There will be no formal meeting or procedures. The larger the business, the less direct contact there will be between the employees and management. Special meeting have to be held and procedures set up, to say when, where, how and in what circumstances the employees can talk to the management. Some companies have specially organized consultative committees for this purpose.

In many countries of the world today, particularly in large firms, employees join a trade union and ask the union to represent them to the management. Through the union all categories of employees can pass on the complaints they have and try to get things changed. The process through which the union negotiate with management on behalf of their members is called “collective bargaining”. Instead of each employee trying to bargain alone with the company, the employees join together and collectively put forward their views. Occasionally a firm will refuse to recognize the right of a union to negotiate for its members and a dispute over union recognition will arise.

Where there is disagreement, bargaining or negotiating will take place. A compromise agreement may be reached. Where this is not possible, the sides can go to arbitration and bring in a third party from outside to say what they think should happen. However, sometimes one of the sides decides to take industrial action. The management can “lock out” the employees and prevent them from coming to work. This used to be quite common, but is rarely used today.

The main courses of action open to a trade union are: a strike, a ban on working overtime, “working to rules” (when employees work according to the company rule book), “go-slows” (employees may spend more time doing the same job) and picketing (employees stand outside the entrance to the business location holding up signs to show that they are in conflict with the management).

Every country has its own tradition of industrial relations, so it is difficult to generalize. In some businesses, unions are not welcomed by the management. But in other countries the unions play an important role in the everyday working relations in individual companies and also in the social and political life of the country.

This unit looks at various aspects of working in business and occasions when people may be expected to talk about their workplace. Firstly, one may be asked to describe how the business is organized or structured. Furthermore, people in business may often be called upon to describe to outsiders or friends what their company actually does. The unit also looks at companies’ backgrounds, and similarly, contemporary changes in company organization practices and manager-employee relationships are considered. The important issue of the role and status of women in working life rounds off this unit.

5.1 Getting to know the workplace … (about 90 minutes0

  (1) Vocabulary

     Employee          trade union representative       join          union recognition

     Installed          recreational and sports facilities   accounts      child-care facilities

Pension scheme      equipment

(2)A Model Memo

Memorandum

From:    Publicity officer                To:    Managing Director

Subject:  Visitor from Denmark            Date:  13/11/2001

On 15 November Ms Anita Trosborg, Design Director of the Tivoli Design Consortium of Copenhagen is paying a visit to our offices. I would like to ask whether you are likely to be in that morning. If possible I would like to bring Ms. Trosborg to see you for a brief meeting, probably ten minutes or so., just to make contact. Would 11:45 be OK? Please let me know as soon as possible if it is inconvenient.

Thanks. 

Sarah

(3) A Model Fax

Anita Trosborg

Design Director

Tivoli Design Consortium

Berstorffsgade 19,

DK-1577 Copenhagen.

Denmark

Fax: (45) 56 39 42 38                                                    Date

Dear Anita Trosborg,

We thank you for your enquiry concerning your prospective visit here. I am writing to say that it would be convenient for you to visit our office on 15 November, from 11:30. I have arranged a brief meeting with our manager director and then a meeting and possibly lunch with our design manager after that.

I hope you will find the time convenient.

If so, please confirm as soon as possible.

We look forward to receiving you.

Your sincerely,

Sarah Baxter

Publicity Officer

5.2  Different kinds of companies (about 45 minutes)

Vocabulary

Primary         vehicle manufacturing       chemicals          telecommunications              secondary       engineering                 electronics         sectors of industry

Tertiary         food processing             retailing           product groups

Beverages       catering                   chart              aerospace      

Banking         supply

5.3.  Company organization (about 45 minutes)

Vocabulary

Board of directors     managing director     report to

This section deals with the divisions and departments of a company and the use of job titles within the company.

Step B   Suggested answers

The Public Relations Manager reports to the Marketing Manager; the Advertising Manager too. The Works Manager probably reports to the Production Manager. The Export Manager reports to the Sales Manager. The Project Manager may well report directly to the Planning Manager.

I’d like to draw your attention to the fact that some American job titles differ from British ones, which are used in the exercise. These are the equivalents:

USA                                 GB

President                              Chairman

Chief Executive Officer (CEO)             Managing Director (MD)

Vice-President                          Director

Financial Controller                      Accountant

Director (e.g. Personnel Director)           Manager (e.g. Personnel Manager)

5.4  Company developments (about 45 minutes)

Vocabulary

Decades          innovative          zest          limited liability company

Synonymous      array               railroad      assets

Found           subsidiaries      civil engineering   recommence

Link            milestones       turn of the century  acquisition

A fledgling firm   maintain        branch of offices    corporation

Spearhead       production facilities     numerous      cornerstone 

Fiscal year       proprietorship         versatile       power engineering

Reliable         partnership

5.5  Working with others (about 90 minutes)

Vocabulary

Abandon          components         dishwashers         rotate

Large corporations  sites                in bulk             cooling units

Rate             share                sevenfold          consultant

Parking lots       abolish               consign           debt

Staff turnover     subject oneself to       rewarding         oblivion

Collapse         get rid of              afflict            scrutiny

Assembly line    filing cabinets          pyramid structure   corporate managers

Economies of scale    confine            counselors        concentric circles

This section deals with the functions of agreeing and disagreeing. You will have the opportunity to discuss opinions about company organization and manager-employee relations.

Step C 

I’d like to remind you of the importance of choosing polite forms when you disagree with 

someone in a business setting. The smooth running of a relationship can be oiled by “weakening” or toning down a disagreement. Instead of telling someone that what they have offered or said is “rubbish” (even if you think it is!) it may often be more beneficial to your continued maintenance of good customer or client relations to say “I don’t think that is such a good idea, after all …’

This has nothing to do with insincerity as some people claim; rather, apart from good manners, such forms together with a polite tone of voice are worth stressing as a useful business asset. Keep the following Chinese proverb in mind: “He who cannot smile should not open a shop.”

The relevant language to agree and disagree without offence is absolutely important. It is quite difficult to give offence when agreeing with someone, but it is important to differentiate between levels of agreement. There are several expressions that we can call upon when we want to signify different levels of agreement. The words “Quite.” or “Right.” are used not only to agree but also to show that the listener is willing to hear what the speaker has (wants) to tell. “Yes, I suppose you are right.” or “Yes, I suppose so.” implies a degree of reserve. “Yes, of course” shows fairly firm agreement. “You’re absolutely right” or “I couldn’t agree with you more” expresses whole hearted agreement.

Disagreeing with someone’s opinion is a little more difficult because there are several factors to take into consideration when deciding how to express disagreement. First, and probably most important, is our relationship with the other person. If we know the person very well, we can be stronger and more direct in our disagreement. In a discussion with people we don’t know very well or in very formal settings like a business setting, we should fit our language to the situation. We soften the disagreement so that we don’t appear rude or hurt the other person’s feelings. Here are some examples of ways to begin a disagreement in a formal setting.

* That’s quite true, but …

* Perhaps, but don’t you think…?

* Well, you have a point there, but don’t you think …?

* I see what you mea, but in my opinion, …

* I don’t think I can agree with you on that …

* I’m sorry, I just can’t agree with you.

The most common way of disagreeing with someone in English is “Yes, but …”.

However, people are not quite so sensitive when disagreeing with facts, e.g.

A: There are six players in a basketball team, aren’t there?

B: No, there are only five.

Even in this situation one might try to soften the disagreement by saying sth. like “No, I think there are only five, aren’t there?”, even though you are sure there are only five.

5.6  Women’s work (about 45 minutes)

Vocabulary

Manual worker

Step B  (1) Present jobs which many women now do, but which their mothers did not do in the past: fields: medicine, law, mathematics, engineering (which are normally associated with men)

jobs: doctor, surgeon, lawyer, scientist, engineer, pilot, etc.

(2) Past jobs: housewife

Reasons for this change: (1) Traditional stereotypes (social prejudices or discrimination, gender-related biases): It was social prejudices that determined women’s roles and status in society. Women were socialized and educated differently from men because it was assumed that women were physically and intellectually inferior to men.

                       (2) Personality: Women were assumed to be affectionate, gentle, patient, sympathetic while males adventurous, aggressive, courageous, energetic, independent, self-confident and so on.

Unit 6  International Trade

Background Information – Import and Export

An import/ export transaction usually requires a lot of complicated documentation. Many different arrangements have to be made and this can be difficult when one firm is dealing with another firm on the other side of the world. 

Many specialists may be involved, including:

(1) A shipping agent and/or a freight forwarder (forwarding agent) who takes responsibility for the documentation and arranges for the goods to be shipped by air, sea, rail or road. These services may also be carried out by the supplier’s own export department, if they have the expertise.

(2) Airlines, shipping lines, railways or road haulage firms to transport the goods.

(3) Both the importer’s and exporter’s banks will be involved in arranging payments if a letter of credit or bill of exchange is used.

(4) Customs officers who may examine the goods, check import or export licenses and charge duty and/or VAT (Value Added Tax).

(5) The manufacturer or a Chamber of Commerce to issue a Certificate of Origin, if this is required by the importer’s country.

(6) An insurance company or insurance broker to insure goods in transit.

(7) An export credit insurance company (such as Hermes in Germany).

(8) A lawyer if a special contract has to be drawn up.

Different documents may be needed, for example:

· Bill of Lading

· Sea Waybill

· Shipping Note

· Dangerous Goods Note

· Air Waybill

· Certificate of Insurance

Many of these documents can be replaced with computerized procedures. Standard “aligned” export documentation is also used: the required information is entered on a single master document and then photocopied to produce all the required documents.

Many import and export deals are arranged through an exporter’s agent or distributor abroad – in this case the importer buys from a company in his own country and this company imports the goods. Alternatively, the deal may be arranged through an importer’s buying agent or a buying house acting for the importer, or through an export house based in the exporter’s country. In this situation, the exporter sells directly to a company in his own country, who will then export the goods.

Prices for exports may be quoted in the buyer’s currency, the seller’s currency or in a third “hard” currency (e.g. US dollars, Deutschmarks or Swiss Francs). The price quoted always indicates the terms of delivery, which conform to the international standard INCOTERMS. The terms of delivery that are most common depend on the kinks of goods being traded and the countries between which the trade is taking place.

INCOTERMS

(The most common ones are shown with *.)

CFR  This price includes Cost and Freight, but not insurance, to a named port of destination in the buyer’s country.

CIF* This price covers Cost, Insurance and Freight to a named port of destination in the buyer’s country.

CPT  The price and transportation of the goods, Carriage Paid to a named port of destination in the buyer’s country.

CIP  The cost and transportation of the goods, Carriage and Insurance Paid, to a named port of destination in the buyer’s country.

DAF  The cost, insurance and transportation of the goods Delivered At Frontier.

DES  The cost, insurance and transportation of the goods Delivered Ex-Ship.

DEQ  The cost, insurance and transportation of the goods, unloaded form the ship and Delivered Ex-Quay

DDU  The cost, insurance and transportation of the goods Delivered Duty Unpaid to the buyer

DDP  The cost, insurance and transportation of the goods Delivered Duty Paid to the buyer.

EXW* This price is the Ex-Works cost of the goods. The buyer arranges collection from the supplier and pays for freight carriage and insurance.

FCA  The Free Carrier price includes all costs to a named port of loading onto a container. The buyer pays for onward shipment and insurance.

FAS  This price includes all costs to a named port of shipment Free Alongside Ship. The buyer pays for loading, onward shipment and insurance.

FOB* This price includes all costs of the goods Free On Board a ship (or aircraft) whose destination is stated in the contract. The buyer pays for onward shipment and insurance.

Methods of payment may be on a cash with order basis (or cash deposit with order), on open

account (as in most domestic trade, where the buyer pays the supplier soon after receiving the 

goods), by irrevocable letter of credit or by bill of exchange. Exporters and importers often prefer 

the security of payment by confirmed irrevocable letter of credit when dealing with unknown 

firms in distant counties.

Trade between countries within a free trade area and within the European Union is simpler, and 

many firms pay for goods by check and use their own transport to deliver goods across frontiers. 

No special customs documentation is required for trade between firms in different parts of the EU, 

but VAT rates vary from country to country.

This unit deals with the following situations connected with importing and exporting goods (or trading within the EU)

· making and answering enquiries

· making and accepting offers

· placing, acknowledging and filling orders

· the functions of asking for and giving information or apologizing for nor being able to give the required information

6.1 Exchanging information (functions) (about 90 minutes)

   Vocabulary

   Exchanging          consignment          available          conference

   Supplier             warehouse           confidential        proportion

   Hostile             details               domestic           impatient

   Unload          delegates           career

Step A 

This section looks at the importance of creating a good impression.

Comments on the impression both speakers give:

(1) You will identify the speaker’s tone as hostile, aggressive and impatient in the first version of the conversation – they sound as if they are hating every minute of the conversation.

(2) This time the speakers are friendly and helpful to each other – they sound as if they’re enjoying talking to each other.

(3) How does each speaker in the second version make himself sound “nice”? It’s a combination of their tone of voice, the way they hesitate (putting “Er…” before a request for information) and the polite forms they use (saying “Could you tell me when …?” instead of just “When …?”).

Step B 

Here are more expressions that might be added to the balloons:

(1) –  Please tell me …?

· Do you know …?

· Do you happen to know …?

· Would you please inform us …?

· Would you mind telling us …?

· Another thing I need to know is ….

(2) – To the best of my knowledge, …

· Well, this is off the record, you understand ..,

· You may be interested to know that …

(3) – I see, fine.

· Good, that’s just what I wanted to know. 

· That’s useful to know.

Step D 

What questions would you ask your partner that he or she has understood correctly or to get him or her to repeat the important information?

e.g. for item 1 the questions might be:

“Certainly. Did you say four fifty or four fifteen?” or “I’m sorry, what time did you say the flight was?”

· Can you repeat that, please?

· Could you say that again?

· Would you repeat that, please?

· What was that again?

· I didn’t quite catch that.

· Sorry? (slightly informal)

6.2  Making enquiries (integrated activity) (about 90 minutes)

Vocabulary

Battery-driven          stock                   plant                 vehicles        

Assembled             announcement          short-range             dealings

Rationalization         disabled people          investigate           uneconomic

Components           redundancies            order book           shares

Quotations            prototypes              out-perform          acquaintance

Range                sole supplier            tooling up           specification

(financially) in good shape                      requirements        new line

sources of information   shipping date            economy           trade journals

samples               output                 associations         yellow pages

confirmed irrevocable L/C                      substantial          competitive

Step A 2.

 It may be risky continuing to depend on Arcolite. Finding alternative suppliers might be wise.

Step B 

The letter is very friendly and informal, as befits (is proper or suitable for sb.) a letter from one chum (a good friend) to another.

A letter to a business acquaintance would still be friendly but might not include the contractions (I’m …, We’d …) or the friend-to-friend phrases ( … to see if you can help us out …. I’d appreciate it if ….). And the letter might end “Give my regards to your wife and family.”.

A letter to other unknown companies would need to be more serious and formal though it would contain similar information.

6.3  Answering enquiries (integrated activity) (about 90 minutes)

Vocabulary

Bug          refundable          irrevocable letter of credit         eavesdropping

Hands-on     trans-shipment       devices                        sales rep

House bills    portable            distributor                     scrambler

Showroom    warehouse          inventory position (Br.E.: stock position)

Disguised     exhibit             briefcase                      forthcoming

Import license                    protector                     terms of delivery

Specify       work station         detector                     rechargeable

Monitor      mains              anti-reflection                 open account 

Interfere     money-back warranty  CIF           FOB              DDP

Step A 2

This is an outline for a letter answering an enquiry. As the details will vary enormously according to the product and trade practice, there are no universals here. As far as I am concerned, the notes are complete. So if you answer “No” and “No” to these questions, that’s OK.

6.4  Placing and filling orders (integrated activity) (about 90 minutes)

Vocabulary

Stainless steel          scheduled service         handbook          idealized

Anchors              proforma invoice          exclusive          scenario

Container             passage                  distributor         agent

Freight forwarders      hurricane

This section covers the stages of dealing with an export order, with each step corresponding to a different date in the process. Additional information for each step is provided in the Files at the appropriate time.

Each step involves deciding what to do and then writing a fax or a letter. The purpose of this activity is to revise the writing of faxes by reading faxes and responding to them in kind – dealing in writing with written material.

You will probably find this activity is quite demanding, but extremely rewarding.

Step A

The draft fax contains some errors. First you should spot the errors and correct them.

You may find other points you wish to change, to make the fax clearer and more friendly, e.g. all the figures should be given both in words and numbers.

Step B 

    File 16 contains an order from Costa Rica, which has to be checked against the quotation (it’s OK). Then a fax has to be sent to Alpha Marine, the Anchor supplier. (Refer to Model Fax for 6.4B).

Step C 

Now we have all the information needed to be able to acknowledge the Costa Rica order. Let’s send a confirmation by fax and also a covering letter to accompany the proforma invoice which will be sent by airmail. (Refer to Model Fax and Model Covering Letter for 6.4C)

Step D

Shipwreck? Or Disaster?

File 71 contains reassuring news in a fax from Costa Rica, which must be replied to – probably again with an immediate fax and a covering letter. Now please work in pairs and write an reply to this fax . Then show your reply to another pair and ask them to comment.

Step E 

File 22 contains instructions from Mr Richardson to send a follow-up letter.

Step F

As it’s nearly Christmas and it seems a good idea to maintain the excellent, friendly relationship with Naves Limon, let’s send a seasonal fax! (homework)

Step G

Naves wants to be the agent on Central America – Is this a good idea?

Now please write a note to Mr. Richards to ask him for a ruling (an official decision) and tell him what you think about the idea.

Before replying to it, let’s discuss what action to take.

Unit 7 Money matters

Background information  --  Accounts and foreign payments

Very often in business situations you may find yourself having to talk about money with suppliers and customers. You may be physically handling money or dealing with figures and money on paper. If you work in the accounts department of a firm you may have to fill in invoices for customers’ orders. Or you may have to send a customer a remainder because they have not paid an invoice. You may even have to decide whether customers can have further credit and can delay paying their outstanding bills: this is called “credit assessment”. If you are working in international trade you may need to be familiar with the different types of payment that exist.

Methods of Payment in Foreign Trade

(1) CWO – cash with order : Note that cash simply means money in this context. This method is uncommon since you extend credit to your supplier; in addition you run the risk that the goods will not be dispatched in accordance with the contract terms. But this is usual with mail order, where you pay by Eurocheck or check or by using a credit card. In business, CWO contracts often include provision for partial advance payments in the form of deposits (normally between 10 percent and 20 percent of the contract price). Or they include progress payments at various stages of manufacture (particularly for capital goods). Then the reminder of the payment is usually made by one of the methods described below.

(2) Open Account: This is a simple agreement in which you agree to pay for the goods after you have received them, usually on a monthly basis. There are various ways in which you can send money to your supplier under open account. Your supplier may suggest the method to be used, for example:

Check: This is usually the slowest method of payment. Your suppliers may have charges from their own bank and also from banks in your country since a check has to be cleared through the international banking system before they receive credit. Different banks have different methods and this could take as long as a month. For these reasons your suppliers may not accept payment by check.

Banker’s Draft: You can arrange for your bank to issue a draft, which is a kind of check, drawn on an overseas bank in either sterling or foreign currency. You send this direct to your suppliers who pay it into their bank account. Then they will usually receive immediate credit.

Telegraphic Transfer: Also known as Interbank Transfer, this is the fastest method of sending money abroad but costs a little more than most other methods of transferring money. Your bank instructs an overseas bank, by secure e-mail, to pay a stated amount of money to your suppliers. Your own or foreign currency may be sent in this way. If you wish, the overseas bank can be instructed to inform your suppliers as soon as the money arrives.

International Payment Order: You can arrange for your bank to instruct an overseas bank to make payment to your supplier, by airmail. International Payment Orders are slower than Telegraphic Transfers.

International Money Orders: These can be purchased from your bank. You post the money order to your suppliers and they receive immediate credit from their bank in the same way as with a draft. This is a very cheap and simple way to make payment of relatively small amounts.

(3) Documentary Bill of Exchange: This is a popular way of arranging payment and offers benefits for both you and your suppliers. The main advantage is that you are not required to make payment until your suppliers have dispatched the goods. Your suppliers are protected by law and also know that money owing against bills of exchange can easily be obtained. It is in effect a demand for payment from your suppliers. They will draw it up on a specially printed form or on their own headed notepaper and forward it to their bank, together with the documents relating to the transaction. These may include a transport document proving that the goods have been dispatched.

The overseas bank will send the bill and documents to a bank in your country for “collection”. Your bank will notify you of the arrival of the documents and pass them on to you provided that:

· if the bill is drawn “at sight”, you pay the amount of the bill in full when it is presented to you.

· If the bill is drawn payable after a certain number of days you “accept” the bill. It means that you sign across the bill your agreement to pay the amount in full on the due date.

In business there are many occasions when people have to deal with money and talk about money. Within a company there are business situations in which receipt of money and the payment of money is the central occupation. This unit gives us the opportunity to use and practice monetary English in some of the most relevant settings. These include “dealing with figures”. “invoicing and billing customers”, “using Letters of Credit”, “reminding a customer of non-payment” and dealing with “credit assessment” customers.

7.1 Dealing with figures (about 45 minutes)

   Vocabulary

   Figures          list price         operating profits           overall group sales

   Pound note       interest          stroke                    operating income

   Dollar bill        tax             oblique                   marginal increase

   Accounts        annual rate of interest                 a string of prestige brand names

   Borne the brunt   handling charges   net profits                economic slowdown

   Spreadsheet      gross profits       interest charges           downturn

   Launch          air waybill 

7.2 Cash flow (about 45 minutes)

   Vocabulary

   Owe               bank references          factoring          credit control

   Pay-by date         face value               assess            negotiate

Assign a credit limit    recovered        bottom of the pile

Questions for follow-up discussion:

(1) How are such questions solved in China?

(2) What do you think of the following “snippet”?

Introducing a legal right to interest on overdue bills is a seductive idea. But it could be counter-productive, according to the British Federation of Small Businesses, which represents nearly 50,000 self-employed people and small firms. Strengthening the legal remedies for pursuing debts through the courts might turn out to be a better bet.

7.3 Changing prices: Dealing with invoicing errors (about 90 minutes)

   Vocabulary

   Bill                merchandise         delivery note          invoice 

   Irrevocable Letter of Credit                acknowledgement      quotation

Draft sight          remittance          gross(144)            on presentation

Step A

I’d like you to look first at the various documents before you begin to fill in the invoice.

Note: “gross” is a unit of quantity equivalent to 12 dozen in this context (i.e. 144).

Step B

Now please look at Files 18 and 48 and work in pairs to role –play.

The role-play introduces some complications in the form of additional information and snags. In all there are four pieces of new information.

(1) There has been a change of price since the quotation was given to Julio Martinez and the order was taken. The A6D was quoted at $1.60, but Frigorifico Ameglio S.A. have been charged at $1.80.

(2) Payment of last month’s account has not yet been received by FUNNTEC.

(3) FINNTEC has only delivered 25 gross switches, instead of the 35 gross ordered. But they have billed 35 gross.

(4) The Accounts Department of Frigorifico S.A. have paid for the 25 gross at the old price, i.e. $1.60 each.

· Frigorifico  Ameglio S.A. have received 25 gross (=144) A6D switches and have paid the old price of $1.6 x 25 gross = $5,760.00 minus 10% discount, total $5,184.00. FINNTEC have, however, billed them for 35 gross A6D switches at the new price of $1.80, i.e. x 35 gross = $9,072.00 minus 10% discount, total $8,164.80. (The invoice they sent, according to Julio Martinez later on, had the decimal point in the wrong place: $81,648.00!)

· The correct price for 25 gross at the new price of $1.80 x 25 gross = $6,480 minus 10% discount, total $5,832.00. This means that the difference between the amount due ($5,832.00) and the amount paid ($5,184.00) is $648.00.

7.4 Letters of credit (about 90 minutes)

   Vocabulary

   Shipment            irrevocable          transshipments          

   Revocable           partshipments        port of discharge

Of a particular tenor      the bills of exchange are to be drawn

   Stipulated           inconsistent

A partial glossary of some of the technical terms:

Revocable = a letter of credit, etc. which can be cancelled

Bills of exchange = documents containing an instruction, usually to a bank, to pay a stated sum of money at a specified future date or on demand

Drawn at sight = a bill of exchange, payable when the beneficiary presents it at the bank, is said to be “drawn at sight”

Of a particular tenor = according to stated terms or in a specified manner or at a specified time.

Port of discharge = the port at which the cargo is unloaded, etc.

7.5 Chasing payment (about 90 minutes)

   Vocabulary

   Credit controller           unsettled debts         rectify       enclose

   Overdraw our account      liquidation

Unit 8 Dealing with problems

Background information – Suppliers, delivery and after-sales

SUPPLIERS

A regular supplier, particularly if they are your sole supplier, will probably be someone whose goodwill you depend on. There may be several reasons for this:

· you may be getting a good discount from them

· you may be getting favorable terms of payment

· you may be getting extended credit from them

· they will be ready to help you out with an urgent order at short notice

· they may be working closely with you to tailor their products to your specifications

· they may be able to offer you technical advice and support whenever you deed it

· you know that you can rely on them to deliver goods of quality you require

· you know that they will deliver your orders on time.

DELIVERY

Goods may be shipped by air, sea, rail or road. Carriage and insurance may be:

· the supplier’s responsibility – for example, with a “CIF” contract, the price paid by the buyer includes shipment and insurance of the goods to an agreed point of delivery in the buyer’s country.

· The buyer’s responsibility – for example, with an “ex-works” or “ex-warehouse” contract, the buyer will arrange for the goods to be collected from the supplier’s premises.

· Or the responsibility may be shared – for example, with a “FOB” contract, the supplier is responsible for the goods up to the time they have been loaded on a ship, after which the buyer takes responsibility.

Goods are always insured in transit, through an insurance company or insurance brokers. Claims for damage or loss may be made if the goods have been damaged, lost or interfered with in transit. When a consignment is received, it is examined and the delivery note is signed ti confirm that they are undamaged. However, damage and errors are often noticed later when the container or package is unpacked and rechecked.

Problems may be due to mistakes made by the suppliers: these can be corrected by offering the dissatisfied customer a replacement, a refund or a credit note (to be used when paying for the next order).

AFTER-SALES

A buyer’s contract with a supplier often includes installation of equipment by qualified personnel, regular servicing for a limited period after delivery and having service person on call at 24 hours’ notice to fix breakdowns, etc.

Once the goods or service have been paid for, the customers may be in a weak position because they can’t refuse to pay for the goods now. Usually after-sales service is provided willingly and without argument, because it is an important aspect of marketing strategy. A company that refuses to provide good service is going to get a bad reputation, which will affect all its sales in the future. But some customers are “professional complainers” and suppliers often have special ways of dealing with such people. Valid complaints receive more sympathetic attention!

This unit looks at the problems that may arise between customers and suppliers. There are a series of integrated activities and case studies where we have to solve a variety of problems connected with delivery and after-sales. The functions of complaining and apologizing are also covered.

8.1  What seems to be the problems (about 45 minutes)

Vocabulary

Damaged            documentation          inadequate     consignment

service engineer       replaced               invoiced      withholding payment

faulty circuit board    credited                design fault    personnel

faulty               packages             feed roller mechanism

purchasing           repaired              packaging      jammed

8.2  We all make mistakes – sometimes! (about 45 – 90 minutes)

Vocabulary

Reels           report order         cable          misunderstanding

SpA = Societa per Azioni             mix-up     

s.r.l. = societa responsabilita limitata

Step A

Now please read the notes and form your own impressions of what has happened. (Young Max has confused the two companies and placed a big order with the wrong company – Uniplex instead of UNIFLEX) 

Step B

From File 75, we discover that Mr. Conti of Uniplex in Pisa is delighted to have received this unexpectedly large order.

As the order has been placed with Uniplex by Zenith, there is now a binding contract between the companies which can onlr be revoked by mutual agreement.

Step C

· There are two role-plays: one between the Zenith buyer and Piero Conti and another between the Zenith buyer and Lucia Donato.

· I suggest that everyone should make notes before the call because the situations are delicate, both Conti and Donato may be disgruntled or indignant.

· The third person should listen to the call as an “observer” and make notes of what the speakers might have done differently or better.

· Make sure that both partners have a turn at being the Zenith person, so that no one has to play the role of both Mr. Conti and Ms. Donato.

Step D 

Please draft the faxes or e-mails in groups and deliver your drafts to another group for comments when you have finished the drafts.

Step F 

Each group should make notes together first and decide how the facts may need to be “slanted” so as not to cast too bad a light on Max. (He is your boss’s favorite son, who is perhaps being groomed to take over his father’s job?! Neither do you want to take the blame for the mistakes the happened because you didn’t brief Max adequately before you went o holiday.)

Follow-up discussion

· How important is it to apologize for mistakes?

· Why is it desirable to establish a friendly relationship with your suppliers?

· Why should suppliers be treated with politeness and consideration, if they’re just out to make a profit by selling things? (Refer to the Background information)

8.3 Complaining and apologizing  (about 90 minutes)

   Vocabulary

   Slipped your mind           branch          warehouse          shortage

   Threaten                   refund          inefficient          pressure of work

   Solicitors/attorneys          color negatives    clumsy            A4 paper

Functions

(1) As the style of complaining is different in other cultures and languages, it’s important for us to realize that a cool, direct criticism may be interpreted by British or American people as aggressive or even insulting. In some cultures, a direct complaint may be even more hurtful. As the purpose of complaint is often to get someone to change or improve things (and not simply to apologize humbly), it is counter-productive (achieving the opposite result to the one you want) to antagonize them, even if they have made a stupid mistake.

(2) Complaining means expressing feelings of annoyance, dissatisfaction or unhappiness. But in business, there is a motto: “The customer is always right” or “The customer is God”. So handling complaints in business requires as much tact – maybe even more than - making them. However, the person who is complaining isn’t always right. In this case, make sure that you respond to the complaints as tactfully as you can.

Useful expressions for:

(1) Complaining

· I’m afraid …

· I’m sorry, but …

· I’m afraid I have a complaint to make, you see …

· I wonder if you could help me …

· I’ve got a bit of a problem here, you see…

· There seems something wrong with …

· I didn’t want to bring this up, but … (rather formal)

· I don’t want to mention this, but … (rather formal)

(2) Accepting a complaint

· Oh, I’m so sorry about that.

· Oh dear, I’m most awfully sorry.

· I can’t tell you how sorry I am.

· I just don’t know what to say.

· I’m so sorry, but I’ll do what I can.

· I apologize for (doing ) … (rather formal)

(3) Rejecting a complaint

· Well, I’m afraid there’s nothing we can do about it, actually. (formal)

· Well, I’m afraid there isn’t much  we can do about it, actually. (formal)

(4) Delaying a complaint

· I suggest you leave it with us, and we’ll see what we can do. (formal)

· I suggest you leave it with us, and we’ll see what can be done. (formal)

· Could you call back later, and we’ll see what we can do. (formal)

(5) Response to an apology

· don’t worry. It’s all right.

· There is no need / reason to apologize for … (formal)

· What! You should be more careful! (informal)

· How did you do that? (informal)

· How on earth did that happen? (informal)

Step A

   Please note down only the problems on the first listening and then the action to be taken on the second listening.

Step B

(1) Could you please confirm that you have received the order and that you have the goods in stock?

Reply: Please accept our apologies for not having confirmed your order. The reason is that we have been understaffed this month as there has been a flu epidemic here. We can confirm that the order has been received and will be shipped to you tomorrow in accordance with your instructions.

(2) Would you please look into this matter? We can only assume that this shipping note was    sent in error and that the goods have not been dispatched.

 Reply: We’re very sorry for this mistake. Our dispatch manager discovered at the last moment that your order was incomplete and he delayed the shipment until the missing parts had been found. Unfortunately the shipping advice had already been posted and he failed to inform you of the order. But I’m pleased to inform you that the missing parts have now been packed and left our works yesterday.

(3) Will you please refund the difference, which I calculate to be $72.50 for five nights?

Reply: We wish to apologize for our mistake in overcharging you for your room. I have looked into the matter and discover that you were charged at the double room rate by mistake. I have refunded the sum of $72.50 to your Mastercard account and enclose the refund slip.

     In view of our error and in the hope that you will stay with us again, may I offer you a special discount of 15% for your next stay at the hotel?

(4) Will you please arrange for the missing items to be shipped to us at once?

Reply: Please accept our apologies for this mistake. Since your order was placed, we have begun using new boxes which contain 100 items. Your order was short by 3,520 items. A further 36 boxes are on their way to you now.

Step D

Here are more excuses that may be used to cover up for a mistake:

· a typing error

· a keyboard error

· a misunderstanding

· a bad telephone line

· pressure of work

· temporary staff

· bad weather delaying delivery

· your suppliers letting you down

· sabotage (deliberately spoil) by a disgruntled employee

· a clumsy employee dropping something fragile

Questions for follow-up discussion:

· How is the British/US behavior in making complaint and apologies different from that in China and in other countries you know?

· Why is complaining sometimes rather risky?

8.4 Friday afternoon: Delivery problems (about 45 minutes)

   This section will give us a chance to exchange ideas and experiences in dealing with problems.

   Vocabulary

   Distributing wholesaler          alloy          anticipated          inconvenience

   Refrigeration          

 screw adaptors (whatever they may be – just some sort of component.)

Step A1

Now listen to the recording of a telephone message from Mr. Robinson, the production manager, and try to find out what exactly has gone wrong in this situation.

(The company has received the wrong components and if they aren’t replaced fast, the production line will have to stop.)

Step A4&5

Work in groups and discuss how to solve this problem. And then ask some groups to report their solution to the whole class.

Suggested solution:

· Phone Ocean View and ask for all or part of the order to be air-freighted or shipped at once. Or maybe find another supplier locally who can deliver more quickly.

Step B

The problem is that the goods are damaged, but it’s not clear who is responsible for this – so we must decide whether or not to accept responsibility and agree to Arctic Refrigeration’s demand for credit.

Suggested solution

Either placate Arctic Refrigeration by accepting responsibility (if you think $535/585 isn’t a sum worth bothering about), but find out if the correct amount to credit is $535 or $585, probably by checking with your delivery manager.

Or (if you think it’s a significant sum and that Arctic really are trying it on this time and are likely to do so again) fax a letter to Arctic disclaiming responsibility and implying that they can whistle for their money.

Step C 

A question for follow-up discussion:

· Is it best to tell the whole truth, to tell part of the truth, to lie or to tell a white lie?

8.5 Only the best is good enough (about 45 minutes)

   Vocabulary

   Board           cost-effective          format           graphics

   User interfaces    defects               eliminate         one-stop shopping

   Spreadsheets     mass-produce          line managers     databases

   No fuss         productivity           rejects            established

   Utilities        customer loyalty        random           dedicated

8.6 Monday morning: After-sales problems (about 45 minutes)

   Vocabulary

   Tooling and cutting machine          a.s.a.p. = as soon as possible        maintenance

   Vibration                         installed

This section gives us a chance to exchange our ideas and experiences in dealing with problems both as customers and suppliers.

In business, customers are sometimes dissatisfied with a product or service after it has been delivered and paid for – maybe because they have unreasonable expectations, maybe because the service really is bad. Often, it’s six of one and half a dozen of the other, though! (used to say there is not much difference between two possible choices, situations, etc.)

Step A 

The problem is that Fox Industries’ after-sales service has deteriorated and you have already complained about this – but received no reply. Now a new machine has gone wrong, possibly as a result of incompetent servicing by Fox’s engineer.

Step B.

The problem in the first case is that the customer has been supplied with goods that don’t work properly, in spite of being assured that they would work. In the second case, the customer has been sent a handbook which has missing pages.)

Unit 9 Visitors and Travelers 

This unit covers many of the situations such as making travel arrangements, arranging accommodation and dealing with hotels, looking after visitors and having a meal with an English-speaking person organizing a small conference or symposium.

9.1 Did you have a good journey? (about 90 minutes)

   Vocabulary

   Trolley             reconfirm          track          connection

   Engine failure       business class       gate           physical contact

   Traffic jam        economy class      itinerary          belongings

   Exhausting        platform           chain smoker      traveler’s checks

Step D

Now work in pairs to decide who you’d speak to and what would you say. The speech balloon gives some clues and useful expressions.

Suggested answers – many variations are possible

(1) To airport information clerk and say: “Can you tell me what time flight BZ431 is going to depart? I’ve heard there’s going to be a delay.”

(2) To ticket office clerk: “A second class return to Manchester, please. I’ll be coming back on Friday morning.”

(3) To travel agent or clerk in airline office: “I’d like to reconfirm my reservation on flight TR998 on Monday evening. The number on the ticket is …”

(4) To travel agent: “I’d like to fly to Bangkok on the 18th of next month. Can you tell me what the cheapest fare is, and when the best flights are?”

(5) To taxi driver: “I’ve got to get to the airport as quickly as possible. How long do you think it’ll take?”

(6) To person at check-in desk: “ I know I’m quite early, but can I check in for the … flight now?”

(7) To anyone in a uniform: “What platform does the train to … leave from?”

(8) To clerk in information office: “I’ve heard that the 17.55 has been cancelled. When is the next train from here to … ?”

Step F 

More advice that could be added to the list:

(1) General

Carry medications, documents, glasses, change of clothes, and other important items with you on the plane, don’t put them in the suitcase that you check in.

   Don’t carry unnecessary items. Carry your handbag under your arm. Keep your wallet in your jacket or a side pocket.

   Keep up to date with what is happening in the world and don’t travel to unsafe locations.

   Use non-stop or direct flights. The fewer stops you make, the fewer chances of security breaches.

(2) Traveling locally

Be wary of excessively friendly strangers.

Know how to get to your destination before you leave.

Leave word with someone about your destination and your expected time of return. Give them a telephone number where you can be reached.

(3) In hotels

Make sure that you know where the emergency exits for your floor are.

Don’t meet strangers in your hotel room. Don’t give out your room number casually.

Don’t loiter or discuss your plans in hotel lobbies.

9.2  Hotels and accommodation  (about 45 minutes)

Vocabulary

Single room          accessible          single occupancy          overlooking

Conference room      minibar            balcony                 business trip

Buffet-style breakfast   wheelchair         twin beds                domestic flights

Step A

(1) Vera Muller phones because she has special requirements – one of the people she’s booking for in unable to climb stairs – and she needs the information very urgently.

(2) The relevant information she gets from the hotel (which you should note down) is as follows:

· Single rooms are 400 francs, doubles are 700 francs.

· You could have three rooms on the ground floor, one single room and two doubles. No view of the city, but close to the garden.

· We have a nice quiet room that will take about 12 people.

· The restaurant is on the first floor – there’s a lift. Otherwise everything, including the conference room is on the ground floor.

9.3  Local knowledge: You are the expert! (about 90 minutes)

Vocabulary

Back street            local dishes          historical figures          lake

Public transport        TV personalities      museum                 briefed

Art gallery            politicians           big names

Step B

I’d like to point out that many of the things you take for granted about China and your home town are unfamiliar to foreigners. The names of people and products that are “household names” in China may be a closed book to other nationalities. By contrast, paradoxically, what a visitor may need to know about (museums, bus routes, renting a car, etc) may be unknown territory for someone who actually lives in a place.

9.4  Eating, socializing and telling stories  (about 90 minutes)

Vocabulary

Dessert                                  soaked                knocking back

Pecan pie = a sweet pie made with pecan nuts    extended business trip   screwdriver

Mississippi Mud Pie = a very chocolatey, fudgy pie                    sightseeing

Pumpkin Pie = a sweet pie made with pumpkin                       leaflets

Starters (BrE) / appetizers (AmE)              security check        landing gear

Main courses (BrE) / entrees (AmE)            manifesto            exaggerate

Speciality (BrE) / specialty (AmE)             compensated          jet lag

Flap

It is one essential task to explain dishes on the menu when eating with a foreigner.

9.5  Organizing a conference   (about 90 minutes)

Vocabulary

Provisionally            delegates          refund           fee

Simultaneously          venue             APEX ticket      four-star hotel

Seminars               sole occupancy      overhead projector (OHP)

Firm bookings           full board          self-catering

This section involves resolving problems, making arrangements and drafting correspondence with speakers: here you’ll be practicing drafting your letter-, e-mail- and fax-writing skills. Please show your draft correspondence to another group for comments.

First of all you should agree on what kind of arrangements need to be made.

Unit 10 Marketing 

Background Information – What is marketing? 

Nowadays, marketing influences, and often actually controls, almost every part of a company’s activities. Underlying all marketing strategy is “The Marketing Concept”, explained here:

THE MARKETING CONCEPT

(We must produce what customers want, not what we want to produce)

This means that we PUT CUSTOMER FIRST 

(We organize the company so that this happens)

We must FIND OUT WHAT THE CUSTOMER WANTS

