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BBEJEHHUE

Hacrosiimuii npakTUKyM MpeAcTaBiseT co0oi yueOHO-METOANYECKOe PYKOBOACTBO MO
(GbOpMUPOBAHUIO U 3aKPEIUICHUIO HABBIKOB BEJCHUSI JCTIOBBIX NIEPETOBOPOB Ha aHTIIMHCKOM
A3bIKE€ U NPEJHA3HAUYEH MJIs CTYACHTOB SI3bIKOBBIX BY30B, M3YYAIOLIUX AHTJIMUCKUN S3BIK
KaK MpOQEeCCHOHANBHYIO AUCIHMIUIMHY, a TaKXe IS CTYACHTOB APYIHX CHEIHabHOCTEH,
M3YYAIOIINUX aHTJIMUCKHUN S3BIK.

[IpakTHKyM COCTOMT M3 BOCBMH TeMaTH4yeCKuX OoKoB. Kaxkablii pa3gen cocTouT u3
OPUTHHAIILHBIX 0Aa30BBIX JIMAJOTOB C OTMEUYEHHBIMH B HEM JIGKCHUYECCKHMH €IMHUIIAMH.
Jluanoru COMpoOBOXKIIAIOTCS BHUAEO, a TAKKE JEKCUKO-TPAMMATHUYECKUMU YIIPAKHEHUIMH,
HalpaBJICHHBIMA Ha CHUCTEMATH3allMI0 M aBTOMATU3AllMI0 M3y4aeMOro BOKaOyssipa.
KoMMyHUKaTHBHBIE yIpaXHEHUs HaINpaBieHbl Ha (OPMUPOBAHHE HABBIKA COCTABIICHUS
JIMAJIOTMYECKOr0 YCTHOTO BHICKA3bIBaHUS B 3aJJaHHOM (popmarte.

B pasgene “Cultural differences” ctynentsl 3HakomsTcs ¢ 0a30BBIMH TEKCTaMH,
ONMCHIBAIOIIMMH TOAXOAbl K IMPOBEICHUIO IEPErOBOPOB, OCHOBAHHBIE HAa Pa3JUYHUAX B
KYJbTYPHBIX YCTAHOBKAX MApTHEPOB.

Pasmensr “Small talk”, “Setting the agendai “Establishing and clarifying positions”
MOCBSIIEHBl ()OPMHUPOBAHUIO HABBIKOB HCIOJB30BAHHUS KOMMYHUKATHBHBIX CTPYKTYp B
X0JIe Hayaja MEeperoBOPHOTO MpoIecca, OOCYKIEHUS TeHEPATbHON JTMHUU TOBEICHUS W
dbopMupOBaHUS TTO3UIUI CTOPOH.

B pasnenax “Managing conflict”, “Making proposalsit “Bargaining” npu BbirmosHEHUH
KOMIUIEKCA KOMMYHHUKATUBHBIX YIPAKHEHUN MPOBEPSETCSI YMEHUE CTYJIEHTOB IPUMEHUTh
OTpabOTaHHBIN paHee MaTepuall, a TAKXKe OOCYKJIAKTCsSl CUTyallul BOSHUKHOBEHHS CIOPHBIX
BOIPOCOB, BBIPAOOTKM COTJIAIIEHHUS] MO JAaHHBIM BOIIPOCAM MYTEM B3aWMHBIX YCTYIOK H
(bopMyYITMPOBKH MPUHIUIIOB MOCIEAYIOIIETO COTJIAIICHUS.

B pasgene “Conclusion and agreementomepskarcss yOpaKHCHHS Ha OTPabOTKy
NpaBWJl YNOTPeOJICHUs] YCTOMYMBBIX CIIOBOCOYETAHUN UM BBIpAKEHUU MpU paboTe Hax
MpOLEAYypOl  JOCTHXKEHUST OCHOBHOTO COTJIAIeHWsT W pa3paboTKe MEeXaHU3MOB
MPUHYXACHUS U 0053aTEIbCTB.

[IpakTKyM COMpPOBOXKIAETCSI MaTEpUAIOM B BHUJAE POJEBBIX UTP JiA TPEHUPOBKHU
dbopmarta BeleHUS JCIIOBBIX MEPETOBOPOB. [T MPOTyKTUBHON pabOTHI MperoaaBaTels U
CTYJIEHTOB, B TMPaKTUKyME€ HACTCsl CIIMCOK HEOOXOIMMBIX PEYEBBIX OOOpPOTOB, KIUIIE U
bpa3eosoTHYeCKUX €IWHUIl, TPUMEHSIEMBIX B XOJ€ TOJATOTOBKH W TPOBEICHUS

IIEPErOBOPOB.



UNIT 1. CULTURAL DIFFERENCES

1. Types of NegOtiatOr(Negotiation. Topic Gateway Series No. 25)

There are several negotiating types, all with theiown strengths and weaknesses.

The factual negotiator

A factual negotiator will know all the facts reldtéo the negotiation. He or she asks
factual questions and will cover all angles to makee that no facts are omitted. A factual
negotiator will provide all the necessary inforroati but tends to leave out emotional is-
sues.

The relational negotiator

A relational negotiator establishes relationshifth whe other party. He or she is keen
to build trust and is sensitive to emotional isstedated to the case. A relational negotiator
perceives the position of the other party, butloae sight of the reason for the negotiation.

The intuitive negotiator

An intuitive negotiator sorts the key issues frdra trrelevant detail. He or she often
comes up with unexpected solutions and sees thepibture’. This type of negotiator visu-
alises the implications of a proposal and predluésnegotiation’s progress. However, intui-
tive negotiators are often regarded with suspitiecause of their unconventional approach
and lack of discipline.

The logical negotiator

A logical negotiator sets the rules of the negmtratind develops an agenda. He or she
will argue in a logical, unemotional way, and vatlapt their position to meet changing cir-
cumstances. A logical negotiator can sometimedise@egotiation process as being more
important than the content or result.

Negotiation styles

Goals, bottom lines and BATNAs represent the ‘wiaaitl ‘why’ of negotiation. Ne-
gotiation style is the ‘how’.

An individual’'s character determines his or herttmal’ negotiation style. A confron-
tational person will adopt an aggressive style,levbonciliatory individuals tend to be co-
operative. ‘Aggressive’ tactics include anger,madtums and threats, and the use and abuse
of information. The latter includes withholding amfnation, exaggerating facts to support a
particular position and giving partial or misleaglimformation. ‘Co-operative’ tactics in-
clude information sharing, listening, flexibilitynd looking for a fair deal for all, not the
best deal for one side only.

Studies have shown that neither style has a mowgapoleffectiveness, although re-

sults showed that 59% of co-operative negotiat@seveonsidered ‘effective’, against 25%
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of aggressive negotiators. Regardless of stylesfadttive negotiators are well prepared and
maximise their skills.

Success depends on how well a negotiator worksrwiils or her style, and under-
stands their weaknesses. A naturally confrontatipaeson will benefit from improving his
or her effectiveness, instead of trying to adopuaworkable approach. It is best to stick
with your chosen style, but to adapt it subtly iffedent situations. For example, an aggres-
sive negotiator could listen more while a co-opeeahegotiator might place less emphasis
on feelings.

2. More Types of Negotiator(Head for Business, Upper-Intermediate, Unit 7)

2.1. Negotiators are sometimes described as RedRiue stylists.
Red stylists:
- see each negotiation as a separate contest.
- believe you win by dominating your opponent.
- enjoy manipulative tricks and bluffs.
- want something for nothing.
Blue stylists:
- regard negotiations in the longer-term.
- succeed through co-operation.
- address each party's interests.
- will only trade something for something.

2.2. The following comments were made during negations. Which colour stylist is
more likely to have made them? Label sentences 1R5(Red stylist) or B (Blue stylist).
1. 'This is a once-only offer; take it or leave it."
2. 'We're happy to discuss a discount if we can workething out.’'

3. 'l want you to agree to this now, as a sign of ygnwd faith.'
4. 'l can fully understand that you don't want to égwurself vulnerable to price rises.'
5. 'How do you think we can best work together infiterre?'

2.3. Complete the gaps in each sentence to make ard/which will fit the context.
He will do anything to avoid a conf

| found his reasons extremely pers

The union has made an important conc on overtime pay.

Management says that the issue is not nego

I'm sure we can reach a comp if hadis |ire prepared to give and take.

o0k wNPE

We are ready to listen to your revised prop
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2.4. Decide which of the words in italics best congtes the sentences.

After hours of discussion we finally manageat@rcome / come oveur differences.
Theyundertook / overtooto supply us components for three years.

We were satisfied with thecome / outcomef the talks.

Louise Warren hataken over bvertaken as head of the negotiating team.
Shecame over / overcanas being extremely nervous.

She talked meto / out ofsigning the contract though she knew | wanted tatggad.

| managed to beat theap / downfrom $60 a ton to $55.

© N o g bk wbdPE

You can't expect to getutof / through tahe contract as easily as that.

2.5. Match verbs to nouns to form collocations. Soewords can be used more than once.

make reach lose
settle do take
gain build close

a concession your temper

a deal a compromise

business an insight

the initiative a difference

the transition face

a rapport an agreement

3. The Key Negotiation Ski”S(Negotiation. Topic Gateway Series No. 25)

Which of the following skills are the most importart? Can you add more?

Making the other party want to engage in talks -This means understanding the oth-
er party and working with and not against the gdditheir characters and values.

Being a good interviewer -This involves negotiators asking appropriate qoestiat
the right time. Skilled negotiators make a sounskecand put forward proposals in such a
way that people find it easy to choose them.

Active listening - Good negotiators take on board what other peomesaying and
use the information constructively to move negairat forward.

Discipline - Successful negotiations depend on careful prepaxakieeping promises
and staying committed to their bottom line.

Flexibility - Being prepared to create, consider and analysemd&uof potential out-
comes, rather than working towards a predetermougcbome.
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Cultural differences

Negotiations between people of different culturathgrounds can be difficult if those
differences are not understood. Cultural differsncan be economic, social, political or re-
ligious. They can include a shared sense of vahreb a personal outlook. Negotiators
should ask themselves:

1. What business goals are considered ‘natural’ aodmal’?

2. What outcomes are seen as ‘fair'?

3. What is acceptable behaviour during negotiations?

4. How much information should be exchanged duringotiagjons?

Direct confrontation is acceptable in individuatssocieties like the United Kingdom
or the United States. It may offend in collectisstieties like China or Vietnam, where co-
operation is part of social interaction. Sociatstas important in hierarchical societies like
Japan or Malaysia, but everybody is considerecetmbre or less equal in the Netherlands
and Italy. Obligations to a social group or clasatter in collective societies like Hong
Kong and Taiwan.

4. Cultural Awareness .Market Leader, New Edition, Unit 7)

4.1. Listen to the first part of an interview with Jeff Toms, Marketing Director at the
International Briefing Centre at Farnham Castle, Surey. He talks about training
courses which prepare people for doing business grnationally. Complete the list of
iIssues that he mentions.

Issues covered by the training course

. awareness

* Practical issues of and overseas

* Dealing with
» Schooling: care; internationelisty
* How to negotiate

» Communication * Presentation skills
- telephone - the words you use
- e-malil - the you use
- the - how to deal with and answers

- managing your




Script:
(I = Interviewer, JT = Jeff Toms)

| — How do you prepare people to do business intemeity?

JT — How we prepare people to do business internatpreally depends on the task
that they're undertaking on behalf of their companyrganisation. For example, if you're
being sent by your company to live and work ovessies a period say of two or three
years, as an assignee, then we would provide ybarewith a one- or two- day programme
covering such issues as: cultural awareness, pahtisues of living in, working in, as well
as how to deal with culture shock, which everybgdegs through when they go on assign-
ment. We'll also deal with particular issues susts@hooling, health care and, in particular
parts of the world increasingly, with security. Hower, if, as is the case now, many more
people are not actually going to live overseas Haue international responsibility. You
need a different set of learning tools and thafiiist of all, a general cultural awareness and
understanding of how you should really operate wiiealing with people with other cul-
tures; teaching you how to negotiate contracts;manication, just generally whether that's
by telephone, by e-mail or even by the written wdrde words that you choose have a very
different effect on the recipient depending on wahsalture you're conversing with. Another
important area these days is presentation skillthe past it has been assumed that you use
the same presentation from your home country whesemting to a more multi-cultural au-
dience. That's very much not the case, and we teagple even down to the kind of words
you use on the slides, the colours you use, angemhdiow to deal with questions and an-
swers and manage your audience because of coutserent cultures there's a different
response. Finally, it's very important we belieeeehat Farnham Castle, to underpin all this
with some ability to communicate in the host largriawhilst English is still very much
regarded as the international language of business,ncreasingly expected that people
will make at least some effort and attempt to lghmnlanguage of the people that they are
dealing with, particularly in a social environmetitreally demonstrates an interest and an
affinity with the people that really you are trying build relationships with and, of course,
business is all about building relationships.

4.2. Listen to the second part of the interview. Jetalks about the personality traits
that help in doing business internationally. Whichthree personality traits does he con-
sider to be important?

1.
2.
3.




Script:

| — And are there certain skills and techniques &ngl business internationally, which
can be applied in any culture?

JT — | think rather than skills and techniques thare some very strong personality
traits that those people who tend to be more sstles an international business envi-
ronment tend to demonstrate. For example, flexyodind adaptability would be a particu-
larly strong requirement, the ability to observartgipate in something and adapt your own
set of skills and knowledge and your own way ohddihings.

To actually listen more carefully would be anotkgong trait that you really ought to
demonstrate. Adaptability, listening and | thinklhg to take an approach with a very positive
attitude. | think anybody who approaches cultusalies with a very negative attitude will get
a very negative response from the people theyrgrgtto do business with.

4.3. Listen to the third part of the interview. Which two cultural aspects does Jeff men-
tion and what does he say about them?

» Entertaining * Gift-giving * Hierarchy
» Time » Greetings * Dress
Script:

| — And can you give us examples of typical culturegtakes made by people doing
business internationally?

JT — There are lots of quoted examples and | think dreyreally to do with attitudes,
particular facets of cultures. For example, timeuldobe a very important cultural aspect
that you really do have to learn if you are fromvestern culture then how you do approach
time and how you do business. For example, in atcglike Saudi Arabia would be very
important.

Other examples are really attitudes to hierarcloy.éxample: there are many US cor-
porations who have very young, high-flying businessy successful business executives.
For example, if you send one of those individualsrieet and do business with a senior
Asian businessperson, again Japan comes to memlhley will be met with a very distinc-
tively negative response, and what indeed will lesipjs that the senior Asian businessper-
son will see it very much as an insult, probabthei leave the meeting or refuse to attend
the meeting and will actually send somebody whay tiwnk is of equal status and age to
negotiate with that individual and because thatelomdividual, more junior individual
doesn't have the authority then you're very unjikelachieve anything out of that meeting.

9



5. Cultural Advice. (Market Leader, New Edition, Unit 7)

Work in pairs. Student A: read the articles A and B Student B: read the articles C
and D. Then answer as many of the following questis as you can.

In which country or countries:

do people talk in a lively way?
do people ask questions about your personal life?

does the host invite you to comment on a previongersation?
do the hosts like to hear praise about their cg@ntr
do people like gifts with your company logo?
IS it important to give a more expensive gift e thost senior person?
does your host open your gift immediately?
is it a mistake to offer an expensive gift?
is it bad manners to refuse an invitation to a fmeal
10. is it rude to refuse to sing when asked?
11. is it important to be punctual for lunch or dinner?
12. is it important not to offer food with your left hd?

© ®NOo A WDNRE

Article A: ITALY

Conversation

Lively conversation is common in Italy. Welcome ittgpof conversation include Italian ar-

chitecture, art and films, sports (especially fadi)b opera and praising the hospitality of the
country! It is best to avoid criticising Italian ltwre, even if your Italian counterparts are
doing so.

Gift-giving

Don't give a business gift until you receive oneul gift should be a well-known brand

name. Gifts of alcohol or crafts from your own ctyrare often good choices. Other possi-
ble gifts are fine pens, a framed print or pictwijer key rings or calculators. Avoid giving

gifts showing your company's logo.

Entertaining

Hospitality plays a key role in Italian busines#ture. Regardless of how you feel, refusing
an invitation of any kind may give offence. The iness breakfast is almost unheard of.
Rare exceptions may be found in the major citiassiBess dinners involve only a small,
exclusive group. If you are the host, check withrytalian contact before making any invi-

tations. Lunch is still the main meal of the daymiost areas of the country. It is usually
served after 12:30 p.m. and often has many courses.

10



Article B: UNITED ARAB EMIRATES

Conversation

The hosts usually set the subject of conversalibey will normally begin with polite en-
quiries (How are you? How are you enjoying youit?ietc.). If others arrived before you,
your hosts will often tell you the subject of theyious conversation and invite you to con-
tribute.

Gift-giving

Giving gifts in the DAE is more complex than in ethcountries. This is partly because of
the mixture of nationalities: each nationality lta§erent tastes and customs. Also, nearly
everything can be purchased in the UAE less expelysihan elsewhere in the world. As a
gesture of respect, your host is likely to open eagkfully examine your gift in your pres-
ence. It is important that your gift is the bestiyan afford to avoid embarrassment.
Entertaining

Sharing a meal is considered the best way for etmpget to know one another. Locals of-
ten entertain at home but they will accept a foreits invitation to a hotel or restaurant.
Hospitality in the UAE is very important but shouldt be interpreted as future commercial
success. There are local customs to be aware rogxomple, it is considered bad manners
to either eat or offer something with the left hand

Article C: SOUTH KOREA

Conversation

You may be asked personal questions about yoursatgry, education, religion, and family
life. If you don't want to answer, remain politet ity to politely avoid answering. In most
cases, people ask in order to establish a rapgdmting common ground.

Gift-giving

Giving gifts is a common practice in the workplaeed the receiver is expected to give a
gift in return. Good gifts for a first trip includeffice items with your company logo or
something produced in your country. Your gift slibble of good quality but modestly
priced. When you plan to give a gift to severalgleavithin an organisation, be sure to give
a gift of greater value to the senior person.

Entertainment

Drinking is an important part of doing businesssltcommon to be invited out in the even-
ing to a restaurant/bar where there will be a foaloohol. Towards the end of an evening
the most honoured person will be asked to sing. 9dlke sure that you know one very
simple song and do your best. Refusing to singmsiclered bad manners.

11



Article D: BRAZIL
Conversation
Conversations tend to be fast and lively. You mapetimes be asked personal questions
about your income, religion, and marital statusydfi don't want to reveal this information,
remain polite but give a vague reply.
Gift-giving
Giving a gift is not necessary during a first megtilnstead, offer to buy lunch or dinner
and use this opportunity to learn more about yawesgs tastes. This way, later on when
gifts are exchanged, you'll be able to give an @ppate gift. Do not give anything that is
obviously expensive. Your generosity may cause erassment or be misinterpreted. Small
electronic items are often appreciated. Good clsaimelude scientific calculators, electron-
ic address books and pocket CD players, etc.
Entertainment
Business entertaining is conducted over lunch onel. You are expected to arrive on time.
It is business etiquette in Brazil to shake handl everyone in your company, both upon
arrival and upon departure. It's unusual to towsbdfwith your fingers. Cut all foods, in-
cluding fruit and sandwiches, with your knife.

Adapted from www.executive.com

6. Boal’d room CUltu re CIaSh. (Anenuiickuii ons coyuonozos, cmp. 7, 10)

An Unpredictable Affair

Try to put pressure on a Japanese in a negotiandnyou will be met with stony si-
lence. Hold an informal fact-finding meeting withGeerman and you can expect battery of
searching questions. Disagree with the French @m e minor point and they will take
great pleasure in engaging in spirited verbal cdmbaing business across culture can be
an unpredictable affair.

Cultural Awareness

Most of us prefer to do business with people we.liknd it should come as no surprise
that the people we like tend to be like us. So sthile may dispute the accuracy of cultural
stereotypes it is generally agreed that good basimelationships are built on cultural
awareness. Across national frontiers ‘nice guysfrawe business than nasty ones. But what
constitutes nice-guy behaviour in a boardroom iamliis not necessarily what they expect
in Madrid.

The US Perspective

For instance, most Americans will insist on thedhsell. It's not enough that you want

to buy their products, you must let them sell thengou. They have to report back to supe-
12



riors who will be as interested in how the deal wtack as the result. Systems and proce-
dures matter to Americans.

The Spaniards Trust You

The Spanish, on the other hand, are unimpressetthdoynost meticulously prepared
meeting and pay much more attention to peoplehimthey are more like the Arabs or the
Japanese. In the Middle and Far East businessiltsobutrust over a long period of time.
Spaniards may come to a decision about whetherttbstyyou a little sooner.

Animated Italians

Italians too tend to feel that the main purposenettings is to assess the mood of those
present and reinforce team-spirit. There may welabot of animated discussion at a meet-
ing in Italy, but the majority of decisions will pmade elsewhere and in secret.

Scandinavians want results

Strangely enough, Scandinavians are rather like riciaues. They value efficiency, no-
velty, systems and technology. They are firmly gprofiented. They want results yesterday.

Succeed with the Germans

Don’t be surprised if the Germans start a meetiith @l the difficult questions. They
want to be convinced you are as efficient and tyrabinscious as they are. They will be
cautious about giving you too much business umiil lave proved yourself. They will de-
mand prompt delivery and expect you to keep younpetitive edge in the most price-
sensitive market in Europe. Succeed and you wjthyea long-term business relationship.

Adversarial Meetings

The French will give you their business much maadily. But they will withdraw it
just as fast if you fail to come up with the goollieetings in France tend to be adversarial.
Heated discussion is all part of the game. Germahde shocked to hear you question
their carefully prepared arguments. The Spanishoffiér no opinion unless sure of them-
selves, for fear of losing face. But French exe@agiprefer to meet disagreement head on,
and the British tendency to diffuse tension witmowr doesn’t go down too well.

Prisoners of our culture

Ask yourself whether meetings are opportunitiesdtwork or get results. Is it more im-
portant to stick to the agenda or generate news®ié&athe main aim of a meeting to trans-
mit or pool information? It all depends on wherethe world you hold your meeting and
whether you belong to an individualistic businesstuce like the French, Germans and
Americans or to a collective one like the BritiSlapanese and Greeks. Indeed, who knows
to what extent our views are our own and to whégmixculturally conditioned? For in busi-
ness, as in life, “all human beings are captivetheir culture”.

13



6.1. Which of the following points support the opiions expressed in the article?

In meetings the French tend to be more aggredsarethe Germans.
The Arabs have nothing in common with the Japanese.

The French generally don’t appreciate the Britishse of humour.

The Spanish are rarely hesitant in cross-cultuedtings.

The Americans and Scandinavians value a methoapgabach.

The Germans want quality at any price.

The British tend to be more individualistic in busss than the Germans.
In business the Italians are more or less likeSpanish.

© N gk wbdE

6.2. Match the words and phrases on the left withhieir definitions on the right.

1) quality-conscious a) to produce smth. esp. when pessured or
2) adversarial meeting challenged

3) to come up with the goods __ b) thinking that quality of goods is important

4) to lose face c) in a direct and determined way

5) head-on d) to be accepted or not accepted by smb.

6) to go down well / badly with smb. ____e) interact with others in order to exchange
7)to network information and develop useful contacts

8) to pool information f) to put it all together in order to share it

g) to stop having one’s credibility
h) involving or characterized by conflict or
opposition

7. US Business PrOtOCOlMarket Leader, New Edition, Unit 7)
Discuss and compare with Russian business protocol.
Timing
* You must arrive at business meetings on time. @nly-minute delay because of traf-
fic problems is allowed.

Greetings and polite conversation
* You must shake hands during introductions.
* You don't have to make a lot of small talk. Ameangéke to get down to business quickly.
* You mustn't ask about a businesswoman's maritiaisstd is considered rude.

Business cards
* You don't have to exchange business cards unlessigha reason to get in contact later.
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Smoking
* You mustn’t smoke in many public spaces. Most besses, cabs and many restau-
rants nowadays have a no-smoking policy.

Gift-giving
* Business gifts shouldn't be given until after thisibess negotiations are over.
* You mustn’'t give an expensive business gift. It mayse embarrassment.

Entertaining at home
* You should write a short thank you note to yourttassl hostess if you are entertained
at their home. You don’t have to give a gift butikers or wine are appreciated.

8. American vs Foreign Communication Differencegstrategic Man-
agement, pp. 125-129)

As Americans increasingly interact with manager®timer countries, it is important to be
sensitive to foreign business cultures. Americaasdften come across as intrusive, mani-
pulative, and garrulous, and this impression reslubeir effectiveness in communication.
Forbesprovided the following cultural hints from Inter¢utal Training:

1. Italians, Germans, and French generally do noesafip executives with praise be-
fore they criticize. Americans do soften up folesd this practice seems manipula-
tive to Europeans.

2. When negotiating orally with Malaysian or Japanesgecutives, periodically allow
for a time of silence. However, do not pause whegotiating in Israel. Israelis are
accustomed to fast-paced meetings and have latienre for American informality
and small talk.

3. British executives often complain that American @xeves chatter too much. Infor-
mality, egalitarianism, and spontaneity from Amarns in business settings jolt
many foreigners.

4. Refrain from asking foreign managers questions sichHow was your weekend?"
That is intrusive to foreigners, who tend to regtmeir business and private lives as
totally separate.

5. Europeans feel they are being treated like childvban asked to wear name tags by
Americans.

6. Executives in India are used to interrupting onetlaer. Thus, when American ex-
ecutives listen without asking for clarification posing questions, they are viewed
by Indians as not paying attention.
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7. In China, last names are written first. A man nar@ealos Lopez-Garcia should be
addressed as Mr. Lopez in Latin America, but as@érrcia in Brazil.

8. Be aware of your posture. Don't cross your legnab or many Asian countries —
it's rude to show the sole of your shoe. Foldingry@arms across your chest is a sign
of annoyance in Finland.

9. Breakfast meetings are considered uncivilized iisthareign countries.

10.Latin Americans average being twenty minutes lateusiness appointments.

11.While appropriate in the USA, direct eye contacmpolite in Japan.

9. Cultural Differences. (Strategic Management, pp. 125-129)

To successfully compete in world markets, U.S. rgana must obtain a better know-
ledge of historical, cultural, and religious forcést motivate and drive people in other
countries. In Japan, for example, business relatoperate within the context Wa, which
stresses group harmony and social cohesion. InaClhnsiness behavior revolves around
guanxi, or personal relations. In Korea, activities involsencern forinhwa, or harmony
based on respect of hierarchical relationshipsudieg obedience to authority.

A weakness that U.S. firms have in competing walsific Rim firms is a lack of under-
standing of Far Eastern cultures, including howaAsithink and behave. Spoken Chinese,
for example, has more in common with spoken Engh&in with spoken Japanese or Ko-
rean. Managers around the world face the respaibgibi having to exert authority while at
the same time trying to be liked by subordinatesS.Unanagers consistently put more
weight on being friendly and liked, whereas Asiad &uropean managers exercise authori-
ty often without this concern. Americans tend te fisst names instantly in business deal-
ings with foreigners, but foreigners find this pregptuous. In Japan, for example, first
names are used only among family members and itdgifni@nds; even long-time business
associates and coworkers shy away from the usesbhfimes.

U.S. managers have a low tolerance for silenceredseAsian managers view extended
periods of silence as important for organizing amdluating one's thoughts. U.S. managers
are much more action-oriented than their countésparound the world; they rush to ap-
pointments, conferences, and meetings — and tlerilfie day has been productive. But for
foreign managers, resting, listening, meditating] thinking is considered productive. Sit-
ting through a conference without talking is unprative in the United States, but it is
viewed as positive in Japan if one's silence hptpserve unity.

U.S. managers also put greater emphasis on shortrésults than foreign managers do.
In marketing, for example, Japanese managers dinivachieve "everlasting customers,"
whereas many Americans strive to make a one-tirige Bearketing managers in Japan see
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making a sale as the beginning, not the end, oséfiang process. This is an important dis-
tinction. Japanese managers often criticize U.Sagers for worrying more about share-
holders, whom they do not know, than employees,mwbiey do know. Americans refer to
"hourly employees," whereas many Japanese compsiillgsfer to "lifetime employees."
Rose Knotts summarized some important culturakedgfices between U.S. and foreign

managers:

1.

Americans place an exceptionally high priority ame, viewing time as an asset.
Many foreigners place more worth on relationshifgs difference results in foreign
managers often viewing U.S. managers as "moreastied in business than people.”
Personal touching and distance norms differ aradaedworld. Americans generally
stand about three feet from each other when cayrgmbusiness conversations, but
Arabs and Africans stand about one foot apart. fimgcanother person with the left
hand in business dealings is taboo in some cosntAeerican managers need to
learn the personal space rules of foreign managgihswhom they interact in busi-
ness.

People in some cultures do not place the samefisgmce on material wealth as
American managers often do. Lists of the "largesporations” and "highest-paid"
executives abound in the United States. "More tebeand "bigger is better" in the
United States, but not everywhere. This can bengideration in trying to motivate
individuals in other countries.

Family roles and relationships vary in differenuntries. For example, males are va-
lued more than females in some cultures, and pexspre, work situations, and
business interactions reinforce this phenomenon.

Language differs dramatically across countriesnemecountries where people speak
the same language. Words and expressions commeaty in one country may be
disrespectful in another.

Business and daily life in some societies is goedrby religious factors. Prayer
times, holidays, daily events, and dietary restnd, for example, need to be res-
pected by American managers not familiar with thasetices in some countries.
Many cultures around the world value modesty, tepirt, collectivity, and patience
much more than the competitiveness and individoalieat are so important in
America.

Punctuality is a valued personal trait when condgcbusiness in America, but it is
not revered in many of the world's societies. Epatiabits also differ dramatically
across cultures. For example, belching is accepialinany countries as evidence of
satisfaction with the food that has been prepa@dnese culture considers it good
manners to sample a portion of each food served.
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9. Americans often do business with individuals theynit know, but this practice is
not accepted in many other cultures. In Mexico dapolan, for example, an amicable
relationship is often mandatory before conductingitess.

10. The Chinese-American Negotiation$the chinese Negotiation)

You're preparing for a business trip to China —edmvith a list of etiquette howtos,
stacks of business cards, and that conservativeThese may get you through the door at
your Chinese counterpart’s company — but they wbelp you forge the long-term associa-
tions Chinese and Western businesses can now achiev

To do that, you need to understand the broad cbaofeXhinese culture and values and
their impact on the Chinese negotiating style. Deelfural differences have created see-
mingly incompatible contrasts between Chinese amdté/ners’ approaches to negotiation.
Often, Chinese businesspeople see Americans agssigg, impersonal, and excitable.
Westerners may see Chinese negotiators as ineftfiaredirect, and even dishonest. The
consequence? Business communications repeatedlly dosvn.

Four cultural threads underpin the Chinese negogatyle. By understanding these —
along with eight resulting elements of negotiatiopou can boost your chances of develop-
ing thriving, mutually profitable business relatsbips.

CULTURAL THREADS

Agrarianism

Two-thirds of Chinese live in rural areas. Thisa@@n culture emphasizes coopera-
tion, harmony, and obedience to familial hierarc@hinese traditionally revere the “root”
(agriculture) and slight the “branch” (commerce).

Morality

Adherence to hierarchical relationships yields @lolsarmony. Taoism — seeking “the
way” between yin (passive) and yang (active) foreencourages compromise in business
and allows both sides to maintain valid positiofise best compromises result from the ri-
tual back-and-forth of haggling.

A pictographic language

Because Chinese words are pictures rather thareseesi of letters, Chinese thinking
tends toward more holistic processing of informatamd emphasizes the big picture over
details.

Wariness of foreigners

Millennia of external and internal strife have yetl a mistrust of strangers and cynic-
ism about rules.
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NEGOTIATION ELEMENTS

Guanxi (personal connections)

Chinese businesspeople prize relationships amaegds, relatives, and close asso-
ciates. Favors are always remembered and retutinedgh not necessarily right away. Ig-
noring reciprocity is considered immoral.

Zhongjian ren (the intermediary)

An intermediary is essential during meetings wittarsgers. This trusted business as-
sociate connects you with his trusted associagaticlg a personal link to your target organ-
ization or executive. Intermediaries interpret riegors’ moods, body language, and facial
expressions. They — not the negotiators — firserausiness issues for discussion, and often
settle differences.

Shehui dengji (social status)

Casualness about social status doesn’t play ameagle who value obedience and
deference to superiors. Sending a low-level reptesge to a high-level negotiation can
kill a deal.

Renji hexie (interpersonal harmony)

Relationships of equals are cemented through fsieipd and positive feelings, gener-
ated during months of home visits and long dinnérsy attempt to do business without
first establishing harmony is rude.

Zhengti guannian (holistic thinking)

Chinese discuss all issues simultaneously in apfigrieaphazard order — emphasizing
the whole package over details. Nothing is settliedl everything is. This holistic thinking
contrasts with Westerners’ linear approach — amavag the greatest tension between nego-
tiating teams.

Jiejian (thrift)

Chinese bargain intensely over price, padding sfid@th room to maneuver and using
silence and patience as tactics. They expect hdds $0 make concessions — often after
weeks of haggling.

Mianzi (“face” or social capital)

A broken promise or display of anger or aggressamses mutual loss of face — dis-
astrous to any deal.

Chiku nailao (endurance, relentlessness)

Chinese prize relentless hard work. They prepdigedily for negotiations and expect
long bargaining sessions. Demonstrate your endardéycasking many questions, doing
your research, and showing patience.
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THE VIEW FROM BOTH SIDES

AMERICAN CHINESE

Their basic cultural values and ways of thinking

individualist collectivist
egalitarian hierarchical
information oriented relationship oriented
reductionist holistic
sequential circular
seeks the truth seeks the way
the argument culture the haggling culture

How they approach the neqgotiation process

Nontask sounding

quick meetings long courting process
informal formal
make cold calls draw on intermediaries
Information exchange
full authority limited authority
direct indirect
proposals first explanations first
Means of persuasion
aggressive guestioning
impatient enduring
Terms of agreement
forging a “good deal” forging a long-term relatibis

11. More About the Chinese(.Market Leader, New Edition, Unit 7)

Listen to the talk given by Catherine Eng. Make nag¢s on her key points.
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Script:

I'll talk first about building relationships witlhé Chinese, then move on to suitable
conversation topics. After that, I'll comment oft-giiving and, finally, mention a couple of
points to think about when dealing with Chineseters.

It's important to remember that business relatipsskvith the Chinese are built on
personal trust and respect. Everything you do duvisits must show that you consider
your visitors to be important people. Developingessonal relationship and having a good
social programme will often be more important thamusiness meeting.

Remember that status is important. The most sgr@mson may not speak English as
well as other, more junior, members of the groupwever, you should pay careful atten-
tion to everything that person says.

Make an effort to learn and use a few words in s Your visitors will appreciate
this. If there's someone in your company who sp&zkgese, it may be better to use that
person instead of a professional interpreter. It b@ cheaper and the Chinese may trust a
company member of staff more quickly.

Be careful about topics for discussion at soci&ngsy. Don't embarrass visitors by in-
troducing 'difficult' topics. They will be eager earn about life in your country and about
its culture. Now a word about gifts. Chinese peopill often refuse a gift a number of
times before finally accepting. Don't offer anytlithat's too expensive. Give similar gifts
to people who are at the same level of importaidéeap your gifts in red paper which is
considered a lucky colour. Chinese people will apjate any famous brands of the country
they're visiting.

Punctuality is very important. They expect peoplatrive on time for a meeting. To
arrive late shows a lack of respect. 'Sincerityiighly valued by the Chinese.
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UNIT 2. SMALL TALK

1. Situations and NegOtiatorS(Business Vocabulary in Use, Intermediate, Unit 62)

A. Types of negotiation

If peoplenegotiate (with each other), they talk in order to reachagneement which is to
their mutual advantage(good for them both). For example:

» customer-supplier negotiations merger or takeover negotiations

* wage negotiations * trade negotiations

Negotiations also take placedettle disputes(decide arguments) such as:
* contract disputes * labour disputes e trade disputes

B. Word combinations with ‘negotiations’

Intense e . . : .

_ are very difficult and tiring, with a lot being disssed.
Intensive
Delicate e . :

o are very difficult and could easily fail.

Tense negotiations
Eleventh-hour take place at the last possible moment of the time
Last-minute available.
Protracted take a very long time.

Someone who takes part in negotiations rsegotiator, and someone who is good at get-
ting what they want is sough negotiator.

C. Bargaining

Another word for 'negotiate’ isargain. This is also used to talk specifically about dssc
ing and agreeing the price of something. Anothenenéor 'negotiator' ibargainer.

Another word for 'negotiation’ isargaining, used especially in phrases like:
* collective bargaining
* pay bargaining
» wage bargaining (discussions between groups of@mapk and their employers about
pay and conditions)
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‘Bargaining’ is often used in these combinations:

ploy

tactic

chip
bargaining tool

point | a particular issue that a negotiator discusses

power | the degree to which one side is strong enoughtserolvhat it wants

process| the way that negotiations develop

a particular technique used by a negotiator

an issue that a negotiator uses in order to gaadaantage

1.1. Relate these headlines to the situations inabove.

1. CAR WORKERS IN TWO-YEAR PAY DEAL TALKS WITH FORD __
2. FRANCE BANS US FILMS FOLLOWING TALKS BREAKDOWN
3. WORLD TRADE ORGANIZATION MEMBERS IN WIDE-RANGING DI SCUSSIONS

4. EMPLOYERS REFUSE TO NEGOTIATE WITH STRIKING MINERS

5. EUROTUNNEL ATTACKS CONSTRUCTION COMPANIES FOR LATE COMPLE-
TION

6. PHARMACEUTICAL GIANTS SAY THAT COMBING WOULD BE TO THEIR MU-
TUAL ADVANTAGE

7. EDUCATION MINISTRY AND COMPAQ IN ‘COMPUTER ON EVERY DESK’
TALK

1.2. Match the sentence beginnings (1-8) with thewect endings (a-h). The sentences
all contain expressions from B and C above.

1. After 48 hours of intensive negotia- a. the plane was allowed to land at Lar-

tions in which he sleptfor naca airport.

2. One of the problems of protracted ne- b. hour negotiations between the US, the
gotiation is that achieving agreement European Union and Japan.
cancome

3. After tense negotiations between the c¢. only one hour, Mr Prescott said, ‘It
hijackers and air traffic control in Cy- has been both tough and incredibly
prus, complicated.’

4. The agreement on limiting television  d. of delicate negotiations to put the
violence represents the climax of sev- process back on track.
eral months of intense

5. The painting has been withdrawn pegotiations between television ex-
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from sale and acquired by the Nation- ecutives and the National Parent

al Gallery Teacher Association.

6. Then violence broke out and ittook  f. to be more important than anything
six months else, including the final decision.

7. The deal was struck only after ele- g. and likes bargaining about everything.
venth-

8. He's atough negotiator After last-minute negotiations with the

auctioneers, Sotheby's.

2. Preparing for Negotiations.susiness Vocabulary in Use, Intermediate, Unit 63)

A. Preparing to negotiate

John Rix is an expert on negotiation:

'‘Before negotiations begin, preparing and planairegvery important.

a. Get as much information as possible about thet®tualf dealing with people from
another culture, find out about gtiquette andnegotiating styles the way people ne-
gotiate, what they consider to be acceptable aadaaptable behaviour, and so on.

b. Work out your initialbargaining position: what are your needs and objectives (the
things that you want to achieve)? Decide yanorities (the most important objectives).

c. Try to estimate the needs and objectives of therctiue.

d. Prepare dallback position: conditions that you will accept if your originabjec-
tives are not met.

e. Perhaps you are in a position to influence the aghoff venue the place where you
are going to meet. If so, would you prefer to:

- be on your own ground / on home groundin your own offices)
- go to see the other sid@ their ground (in their offices)

- meet omeutral ground, for example in a hotel?
f. If you are negotiating as part ofn@gotiating team consult your colleagues about
points a to e, and allocate roles and respongasilit

B. Negotiating scenario

At the beginning of a negotiation, follow thesepste
1. Meet and greetepresentativesof the other company and introduce your colleagues
2. Offer coffee andmall talk. Try to create aelaxed atmosphere.
3. Go to the meeting room and suggest thatgeiudown tobusiness
4. Have a cleaagendaand aimetable.
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5. First, give thebackground to the negotiations. Talking about the situat®a good
way of reminding people of key facts and issues.

6. Thenkick off the negotiations themselves, perhaps by findirigraare about the
priorities of the other side (the things they tharke most important) or talking about
your own requirements.

C. Negotiating styles

When you're negotiating with people from other utds, it's important to think about what
they consider as 'normal’ behavior. You'll neethink about the following:

= body language = conversational rules = hierarchy
= physical contact = relationship building = attitudes to time

2.1. Jose Oliveira is head oKania, a Brazilian aircraft manufacturer. He is preparing
for negotiations with Zebra, an engine supplier. Match each point (1-6) in Jess notes
with one of the tips (a—f) in A above.

1. organize preparatory meeting with head of manufarguand head of purchasing to
discuss strategy

2. persuad&ebrarepresentatives to come to our office in San Paolo

3. principal objective: delivery of first 20 engingssix months; other objectives: flexi-
ble payment, strong quality guarantees: priceilag®rtant, but aim for US$500,000
per engine, find out more abafgébra’spriorities

4. rumor says thafebraare in financial difficulty: they badly need order

will accept price up to US$550,000 if specificagare good

6. Zebrawell-known in the industry for its “strong” negating techniques

o

2.2. Look at the steps in B opposite. Arrange thegghrases Jose uses at the beginning
of the negotiation in the correct order.

1. As you all probably know, Mr. Watanabe and | methet Aerospace Trade Fair in
Frankfurt last year and we had a very interestisgussion about the possibility of
our two companies working together.

2. | believe you're flying back on Friday evening,tsat gives us three days. | think two
days should be enough to cover all the points.h@rthird day, Friday, if we have an
agreement, I'll ask our lawyers to finalize corahs for the contract with you.
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Mr. Watanabe, good to see you again. How are ycet?nte introduce my col-
leagues: Sandra Lisboa, our chief purchasing offemed this is Fernando dos Santos,
head of production a&fania

Shall we go to the conference room and make &start

Well we've looked at the potential market for oamplane, and it looks as if we will
need 100 engines over the next three years.

Would you like some coffee or tea, or would youferguice? How was the flight?

2.3. Mr. A is in another country in order to try and get a multi-million dollar order
from Mr. B and his assistant, Mr. C. Put each probém that occurs in their meeting
under one or more of the headings in C above.

1.

Mr. A wanted to start the negotiations immediatélyt Mr. B suggested a sightsee-
ing tour of the city and a game of golf the nexy.da

Mr. B started asking Mr. A about his wife, home dauohily.

When Mr. C made an important point, Mr. A was dilfem two minutes before reply-

ing. This made Mr. C very nervous.

When talking, Mr. B looked directly at Mr. A andshiwo assistants in turn, giving
them equal attention. Mr. A started to look annoyed

During a break for coffee, Mr. B put his arm aroiMd A's shoulders in order to be
friendly.

When Mr. A was talking, Mr. C frequently interrugtaim.

Over to you: Go to_http://news.google.corahd find the recent news on negotiations. Pre-
pare to discuss the news with the target vocabulary

3. He Drives a Hard Bargain.(&ffective Negotiating, Unit 1)

3.1. The following expressions are often used tostuuss tactics before the negotiations.
Match each expression with its meaning from the rigt-hand column.

a. Hedrives a hard bargain. I. stuck in detail

b. You need tte on your guard. ii. see what happens

c. We're gettingpogged down. iii. is a tough negotiator

d. They'll try toknock us down. Iv. a bargaining zone

e. What's oufall-back position? V. contingency plan

f. Shall weplay it by ear? vi. ready to defend your position
g. We've gotoom to manoeuvre. vii. reduce our prices
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3.2. Use the appropriate form of one of the exprewms in italics to complete the sen-
tences below:

a. It's difficult to predict what's going to happen. think we should just

b. We've really got in detail antidagt of out overall objectives.

c. We could end up losing money on the contract ifaneenot careful. The chief negotia-
tor on the other team is very experienced and away

d. Our margins are very tight. There's very little

e. | know they think we are charging too much, bubhi try to on

price we are going to have to insist on better payrterms.
f. They are very persuasive negotiators and will theolet of impressive-sounding fig-
ures, so you should

g. Ideally the new buildings will be nearer the aitpbut if that proves too expensive, or

there's nothing available, our is to site the factory here.

4. Welcoming Visitors. (English 365 — 2, Unit 5, p. 70 / http://www.cycnet.cn/)

4.1. Listen to Chris meeting a visitor to his compay.

Chris: Hi, Manuela. Great to see you again.
Manuela: Nice to see you too. How are you?
Chris: Fine, thanks. And you? Did you have a good trip?
Manuela: Not bad. A slight delay before take-off. Nothingisas.
Chris: Did you find the office easily?
Manuela: Yes, the taxi driver knew exactly where to come.
Chris: Good. Can | get you a coffee?
Manuela: White with one sugar, thanks.
Chris: Here you are. So where are you staying? The Res@en
Manuela: Yes, it's a nice hotel. It's very convenient.
Chris: Good. And what time's your flight back?
Manuela: Five o'clock tomorrow afternoon.
Chris: Right. And | know you've got a lot to do while ymihere, so shall we get

started?
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4.2. Complete the sentences which you can use whamswering questions during a
company visit.

1. I had a slight problem at Heathrow, a short of 45 minutes.
2.1'm in the Bristol Hotel, just rduhe corner.

3. It's my second to Bonn. | was lasteyear for a conference.
4. Coffee would be great. Black with no , thanks.

5. My back is at 18.55.1 need to cimebl 17.30.

4.3. Now make questions you can use to ask a visito

1. Greet a visitor you already know and ask how Hee/is.
2. Ask about the visitor's trip.

3. Ask if the visitor had any problems finding theioé.

4. Offer the visitor coffee.

5. Ask the visitor about his / her hotel.

6. Check the return flight time.

7. Suggest you start the meeting.

4.4. Suggest appropriate reply in each situation.

1. Excuse me, but would you perhaps be Mr. Thorn?

2. Nice to meet you.

3. Good to see you again. How are you?

4. | really appreciate your coming to meet me.

5. Thank you for picking me up.

6. Did you have a good trip?

7. Did you enjoy your flight?

8. How long did the flight take from New York?

9. Is this your first visit here?
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10. Let me take your coat.

11. Did you have any problems finding us?

12. Would you like some coffee?

13. Where are you staying?

14. When's your flight back?

15. Did you make reservations for a hotel?

16. Shall | take you to the hotel now?

17. Shall we get started?

5. Maklng Small Talk. (Market Leader, New Edition, Unit 7)

5.1. Listen to the conversation between two peoplgho have recently met. What is
wrong? How can it be improved?

Script:

>

So where did you go for your summer holiday?
Italy.

Did you have a good time?

Yes. It was OK.

And which part of Italy did you go to?
Tuscany.

| went to Pisa — really enjoyed it. What did yoinkhof it?
Nothing special.

Oh right. So, ... how’s it going at work?

We're really busy.

That's really good, isn't it?

| don't know about that.

w»>w>m>wW>w>w
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5.2. In what business situations would you use theords and expressions below? Dis-
cuss your ideas with a partner.

» Congratulations! * | don't mind. e I'm afraid...

* Cheers! « Excuse me. * Please...

» Make yourself at home. o Sorry. » Could you...?

» Help yourself. * It's on me. » That sounds good.

5.3. What would you say in the following situation®

You don't hear someone's name when you are inteadiacthem.
You have to refuse an invitation to dinner withupglier.

You are offered food you hate.

You want to end a conversation in a diplomatic way.

You have to greet a visitor to your company.

You have to introduce two people to each other.

You offer to pay for a meal.

You have to propose a toast.

© O N bk DR

Your colleague has been made redundant.
10. You arrive half an hour late for a meeting.

Now listen and check your answers.

I'm sorry. | didn't catch your name.

I'm sorry. I'm afraid I'm going to the opera on $day.

Not for me thanks; I'm not very keen on fish.

I'm sorry. | really must get going. It was realigetalking to you.
Welcome to our headquarters.

o gk wh

Michael, can | introduce you to John Perry? Jobwés from the States. John, this is
Michael Andrews, my boss.

7. Let me get this.

8. Here's to our future success.

9. I'mvery sorry to hear about what happened.

10. I'm sorry I'm late. The traffic was terrible.
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5.4. What can you say in the first five minutes omeeting someone? Choose the best
answer a) to j) for each of the questions 1 to 10.

1. Isthis your first visit to the Far East? __  a. At the Peninsula Hotel.

2. Ohreally. What do you do? NMearly ten years.

3. How long have you been there? No, | come here quite often.

4. Have you been to Hong Kongfbee? _ d. No. This is my first trip.

5. Business or pleasure? I'ex the Marketing Director for a
small import-export company.

6. How long have you been here? Blisiness, I'm afraid.

7. How long are you staying? Bll tomorrow night.

8. Where are you staying? Aweek.

9. What's the food like? l.really like it. There’s so much to do.

10. So, what do you think of Hong Kong? J. It's very good, but eating in the hotel
can be quite expensive.

5.5. Practice similar conversation with your partne.

6. Business ASSOCiate$3usiness Benchmark, Pre-Intermediate, Unit 13)

6.1. Complete the following conversation by writinghe verbs in brackets in each gap,
using either Present Perfect or Past Simple.

A: HiNadia. | (not see) you for some time.

B: No, well, we (just finish) moving toenoffice. We’re now based
in Seamore Street.

A: Oh really? How long you (he)e?

B: About three weeks. We (move) on Aprilltwas mad. We

(have to) pack everything into cratesves still (not

be) ready when the removal people erriv

A: Butyou're settled in now?

B: No, that’s the thing. We still (not ucipeeverything yet.

6.2. Guess the missing words in gaps. Use Preseetfect and Past Simple. Then listen
and check your answers.

A: So how long you with Margaedlbbpment?
B: For about two years. | with them inabimn of 2004.
A: Mm... and you to Milan before?
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No | haven't. | to Veniceobefthough.

Ah. When was that?

About three years ago. It was just for a holiday W three days in
Venice and then we went down to Tuscany.

Lovely. So you much of theyat?

Not yet. | a bit around the centerragtt.

Er, did you see the shopping gallery?

Oh yes. It's wonderful.

7. I'm Glad to Welcome Y OU. (Effective Negotiating, Unit 1)

7.1. Listen to the extracts. Match them to the sitations below.

Situations:

a. An informal negotiation between a customer andssade who know each other well.
b. An internal negotiation between a boss and a sutaisdabout promotion and salary.
c. A formal joint-venture negotiation between two mmational companies.

d. An informal negotiation between colleagues.

7.2. Listen again to Extract one. Note down the exgssions used to do the following:

a. Welcome visitors / guests — Chairman:
b. Introduce yourself / your position — Peter:
c. Introduce yourself / your positicaUIlrike:
d. Introduce a colleague 1 —Yves:
e. Introduce a colleague 2 —Yves:

7.3. Listen again to Extracts two, three, and fourln each case note down the expres-

sion used to switch from small talk subjects to busess.

a. Extract two
b. Extract three
c. Extract four

Scripts:

Extract 1.

A: On behalf of Unica, | am very glad to welcome yowur head office. Shall we just

go round the table, making sure we all know eabkrét Peter, why don't you start?

B: Right. Hello, everyone. My name's Peter Snelsomtiie Corporate Affairs Director
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here in the UK, and I'be in charge of producing the press statements widmave
finalized the terms of our agreement.

A: Thanks, Peter. Ulrike?
C: Yes, hello. I'm Ulrike Kristofferson, in charge $frategic Marketing, and I'd just like
to say how pleased | am that we have all finallytggether. And that we are making
a start on what I'm sure will be a vital allianoeour industry.
A: Thank you. Yves, would you like to introduce yoeam?
D: Of course. Well, I'm Yves Canaux, Group Marketingebtor, Europe. This is Luca
Gardini. He looks after our offices in Southern &pe-.
E: Good morning. Nice to meet you all, at last.
D: And I think everyone knows Gabriellé&bme sounds of agreement)
F: Yes, | think | spoke to everyone when | was settipghis meeting.
D: And finally, there's Dieter Weiss from our offiae Wim...
Extract 2.
A: Giorgio, come in. Take a seat.
B: Thanks.
A: So, how are you? How are the family?
B: They're all fine, thanks. My youngest daughterjbasgone off to university, actually.
The other two left home last year, so now it's jagtwife and me at home.
A: So do you miss them a lot, or are you just enjoyirggpeace and quiet?
B: A little bit of both. I've certainly had more tinfier work over the last year or so.
A: Yes, well, we had noticed. And that was actuallg ohthe things | wanted to discuss
with you this morning. So, shall we start by logkistt your last appraisal?
B: Well, | wondered if | could start by saying howelesthings at the moment?
A: Of course. Go ahead.
Extract 3.
A: Hi, Elena, good to see you again. How are you?
B: Fine thanks. And you?
A: I'm fine, apart from being in the middle of movihguse, which is a nightmare. But
I'll appreciate not having to spend so much tirageHing to work every day!
B: Yes, it took me nearly two hours to get here thisming. The traffic was appalling.
A: 1 guess you could do with a coffee, then?
B: Thanks, that would be nice.
A: Milk, sugar?
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B: Black, two sugars, please.

A: So, how's business in your sector?

B: Not too bad. We've got a lot of work to do for tiew budgets at this time of year.
A: Would you say that it's been better than last year?

B: |think so, certainly in my unit, we've seen anuiptin sales.
Extract 4.

A: How was your weekend?

B: OK. We went for a great walk along the river on &aym The weather was fantastic.
How about you?

A: 1didn't get back from the States until Saturdaghfiiand | spent Sunday recovering. |
still feel pretty jet-lagged.

B: You must be exhausted! Perhaps you should havaenooffee. It'll help you to stay
awake!

C: OK, everyone, sorry to interrupt, but | think weekter get started now. We've got a
very full agenda. Has everybody met Sunita, our R&MManager®yes.)Well, Suni-
ta, we're throwing you in at the deep end, I'midfridow, the first thing we really
need to do today is come up with some firm promosal

8. Establishing Business RG'&tiOﬂSBusiness Benchmark, Upper-Intermediate, Unit 8)

8.1. Listen to the conversation at a trade fair andvrite the order in which a visitor and
a salesperson talk about these topics.

Asking about the other person’s journey
Saying they like the stand

Asking the other person where they are gjayin
Saying how busy the fair is

Offering refreshment

Saying how nice the city is

Offering to show their products

Thanking the other person for the invitation

8.2. Complete the conversation you've just heard byriting one word in each gap.

Jack: Hello. Good morning. Tessa Marcovitz? My name’skJaemming, and
is my colleague, Susie Chen.
Tessa: Hello. Nice to you. So you got my Iét€hat’s great.
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Jack: Hello.

Susie:  Hello. Nice to meet you . So this is ygtand? Very smart, and

for us, by the way.

Tessa: Well, we've been wanting to to you pedpl some time, and
we like to let people know when we’ve got a stahd &ir. Did you have a
good ?

Jack: Yes, . Very good.

Susie:  Yes, the airport is so for this fair. city, isn’t it?

Tessa: Yes, lovely. Where are you ?

Susie:  We're staying at the Ritz, in the city centre.
Tessa: Good. They say it’s it's the best hotel in town. &dhdid you

in?
Jack: Just last night, but not too late.
Tessa: Good. Now, can we show you a few of our productd® Beat if you like.
Jack: Thanks. , Isn’tit?

Tessa: Incredibly, and it's been like this all week. Tl&sr is getting more popular

every year. Would of you like a cup affee or a cup of tea
before we get ?
Susie:  Yes, please. | could really do a cugasfee myself. What

about you, Jack?

Jack: Tea for me, please.

Tessa: Fine. I'll just send one of our people out forSam! Can you bring two cups
of tea and one cup of coffee, please?

Sam: Sure.

ROLE PLAY. (Effective Negotiating, Unit 1)
Work in groups of four. Two of you are hosts, awd ©f you are visitors. The visitors have
arrived at the hosts' company for a meeting. Thetshaoeed to greet and welcome them.
Host 1-You already know Visitor 2.
Host 2- This is the first time that you have met eithethe visitors.
Visitor 1 - This is the first time that you have met eithethe hosts.
Visitor 2 - You already know Host 1.
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UNIT 3. SETTING THE AGENDA

1. The Role of the Chairperson(Business Vocabulary in Use, Intermediate, Unit 55)

Hilary Rhodes is a management consultant who slmesan meeting skills: ‘A good
chairperson has to be good organizer What they do before the meeting is as important
as the meeting itself. They should make sureatifenda(the list of things to be discussed)
Is complete by asking those involved what shouldbat and thertirculating (distribut-
ing/giving something to everyone there) it to ewery concerned. They should check the
venue (place where the meeting is held), making surerdloen will be free, withouinter-
ruptions (people coming in and out and stopping the megtimgtil the end of the meet-
ing.’

The chairperson should begaod timekeeper(watch how long the meeting is sup-
posed to be). They should start the meeting on, tmtbéout waiting folatecomers(people
that are late).

They should appoint minute-taker (someone who take notes on the important things
that happen at the meeting) to take the minutekingaure that opinions arattion points
(where participants agree get something donehated. They should make sure each point
on theagenda(the list of reasons for the meetinglaitocated the time it deservegexact
of amounts of time for each point) and should keephetimetable. When the timallo-
cated (given to for a purpose) to one point is up, thaicshould make sure that discussion
moves on to the next point(goes to the next topic) even if the issue hasbean com-
pletely covered oresolved(finished deciding about).

The chair should make sure that eaélticipant (people involved) has the chance to
make their point, and should deattfully (being care to be nice and not hurt anyone’s feel-
ings) with disagreements, making sure that eack ®&dls their point of view has been
noted. They should also try to avadigressions(not sticking to the topic being talked
about), where people get off the point. Finallyytshould ensure the meetifigishes on
time (the agreed ending time), or early.

After some meetings, it's necessary the minutes (written important points of the
meeting) to be circulated to everyone, especidliigare areaction points (things that have
to be done) that particular people are responsible

At the next meeting, the chair should ask for theutes to be read out and see if all
agree that it is aaccurate record(it was done correctly) of what happened, andfsthere
are anymatters arising (any points from the last meeting that need taliseussed). And
they should check whatrogress (improvement or advancement) has been made oacthe

tion points from the previous meeting.
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2. Preparing for a Negotiation.(communicating in Business, Unit 13)

2.1. Match the word to the correct definition.

l.agenda a) a legal document that gives details of an agee¢m
2. compromise ___ b) meeting between at least 2 parties that aimeaith an agreement
3.proposal c) plan for the meeting or negotiation
4. priorities d) information used to help make your point in gateation or
5.contract e) agreement that is between the starting positdrimth sides
6. evidence __ in a negotiation or a meeting
7. negotiation __ f) most important needs or demands
8. agreement @) position (maybe a final one) that both sidesptc

h) offer

2.2. Complete the gaps in each sentence to make ard/which will fit the context.

1. Not all negotiations (or meetings) have a formal a

2. You should know your s and w
3. Establish youo

4. Have all the i you need.

5. Prepare any v supports.

6. Prepare an S

2.3. Mark the following statements as True (T) or Blse (F).

_______Everyone present should make an openingrstate
_______The opening statement explains the purpoeeaheeting.
______ltisagood idea to make positive commembsisthe other side in the negotiation.
_____Inmost situations it is best to try to waikh and not against the other side.
______ Both sides usually make an opening statement.

It helps to try to understand the other sideint of view.
_______The opening statement explains your minimeguirement from the negotiation.

N o s ODdDPRE

3. Stating the ObjeCtiveS(Effective Negotiating, Unit 2)

You are going to watch the negotiations video. Reatie background information.
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The company: Levien SAis based in Brussels, Belgium. It's an internaalocompany
which manufactures specialist paints and dyestsliead office it has a small IT function
which the company has decided to outsource.
The people:
» Francoise Quantiis the current IT Manger at Levien. She is aboubé promoted to
Head of Logistics. She is keen that her IT teanpanéected.

» Sean Morrisseys from Levien's main subsidiary in Chicago. Hesheeen sent to the

Brussels Office to develop Levien’s procurementqyol

The company: Okus IT, based in Swindon, in the South of England. Thascmlize in
managing IT projects and taking over the IT deparits of their client companies.
The people:
« Andrew Carteris Export Sales Manager for Okus IT. He has maeeirtitial contact
with Levien. He has met one of the Levien teamn$Sbafore.

« Karen Blackis a Project Manager at Okus IT. She has prepduedpecifications for
this contract. This is the first time she has be®nlved in negotiating an overseas out-
sourcing contract. She is anxious about the meeting

The negotiation: Okus have sent a detailed written proposal to Lrevidhe meeting has
been arranged to negotiate the terms of any agrgemmeparticular the following two is-
sues are likely to be sticking points:

1. Staffing

Levien would like to protect the jobs of their eamt IT team. They want Okus to employ
the four members of the team, and are under pregsum the unions to make sure out-
sourcing contracts like this do not lead to redutzs. Okus, on the other hand, will not
want to take on Levien’'s whole team. They alreadyehproject engineers based in Swin-
don.

2. Pricing

Okus have proposed two levels of IT support:

* Level A: A fixed monthly price which will cover all suppontork (daily maintenance
and customer support) and specified project wogkdivare and software upgrades,
training. Etc.)

* Level B: A lower monthly invoice based on just support wokky additional project
work will be logged and then added to the involee fiollowing month.
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3.1. Pre-viewing
Do you think all the negotiations need an agenda? K¢ should be responsible for
chairing and controlling a negotiation?

Setting the scene:

« Karen is expecting Francoise to set out the agéordae meeting.

» Andrew is ready to make his opening presentation.

« Sean wants to establish clear and strong positiohdvien.

3.2. Viewing

1. Watch Version 1. Why does the negotiation get@&8uch a bad start?

2. Watch Version 1 again. Do you think it's a goodhide raise the critical issue so early
in the negotiation? How would you handle the aggiwesposition immediately adopted
by Sean?

3. Watch Version 2. How does Francoise control thisnopg phase? Identify and make a
list of the steps which Francoise goes throughpendhe meeting and set the agenda.

4. Watch Version 2 again. Fill in the blanks.

Script:

Francoise:

Karen:
Francoise:

Andrew:

Francoise:

Sean:

Karen:

I'd like a few words abounhtketing today and what we
expect to . One thing I'd like from
the start is that we see Okus as a strong candimateof course, not the only one.
What we hope to do today is to find enough . Is that clear?
Fine.

I've an agenda. First we'dytiketo present your pro-
posal. We have read it, but we'd like you to the critical
areas. Andrew, | understand you've come prepardd this?

It should take about ten, fifteen minutes. Please to ask
any questions while I'm talking.

Good. That will help us to Wwhmeed more discus-
sion. After that | suggest we try and resolve any dif-

ferences and then, finally, assuming that we caeed thought we could
draw up an action plan for the next few months.

| just want to add that you can use the room nert @nytime. There's coffee
and stuff there if you need it.

Thanks.
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Francoise: What about the end of the day? Are you this evening?

Karen: Yes, well, we could get rooms at one of the airpotels.
Sean: I'm sure we can get you somewhere better than that.
Francoise: , you won't need a hotel.

4. Run Through the Agenda(Effective Negotiating, Unit 2)

4.1. Listen to these negotiation openings. Which te following steps do they include?
(Tick (y) the appropriate columns.)

Extract Introduction Objectives Agenda | Timing Procedures
one

two
three
four

five

SiX

4.2. Listen again and answer the questions:

a. Extract one: what's on the agenda before and lafieh?
b. Extract two: what's the first issue to be discu8sed

c. Extract three: why should they cooperate?

d. Extract four: in what way will the agreement chahge
e. Extract five: what's on the agenda after lunch?

f. Extract six: how long will today's meeting last?

4.3. Listen again to extracts 3-6 and fill in the lanks.

Extract 3.

A: So, , everyone. It really ideasure to see you all here.
Firstly, may | suggest we start by | sent you? Are there any
comments on this?

B: Yes. | wondered whether we could take first. We really need

before anything else.

A: , but it's also a potentiallficdit area. That's the reason

| thought it might be a goddaifor us to start by
we have in common. Wel'll after that.
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B: OK, well,

A: Sure? Well, then, before we d judt like to say how strongly
| feel that it's in both our interests today. The market's be-
coming ever more competitive and our combined gtferwill give us some

. Not least in terms of theedewdtwork. Now, | think Cristi-
na would like to say a few words about that...

Extract 4.

A: So, as we all know, we're here today to try and about a long-
term delivery contract. Up to now, you've suppliedwith some of our major com-
ponents, but only baslsat is an
annual contract for the supply of three key comptmeNow, as you know, we've
read your offer and for toedych covers the main areas
for negotiation — that is price, payment terms, aqgdality guarantees.

?

B: Yes, that

A: ?

B: No problem. As long as it takes.

A: Fine. By the way, | hope you don't mind if Irina ? She's just
joined the Purchasing Department and I'd like besee how we manage a contract
like this. Is that OK?

B: Of course. No problem.

A: So, let's your pricing propgosal

Extract 5.

A: OK now, we've got some here Isosuggest

a procedure. Firstly, we'llyamkto
the advantages of your offer, and then we'll have to resolve
any outstanding issues. Anything we don't manage at this
stage can then be discussitar. |But we'll keep
the contract, making surecht stage that we all understand
exactly what's on the table. Is that acceptable?

B: Yes, :

A: Christian has volunteered to keep note of the , and | hope by
lunchtime we will have got through all the mainudas. We can always come back
to any after lunch.
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Extract 6.
A: So, let's right away. Maridoelieve you've got some pro-

posals for this year's contract which you'd likeabear?

. We thought we could briefly , and

answer any questions you may have.

Ok, fine. I've got another meeting at three thigraoon, so

most of today, and we can meet up again tomorrowwd& need to. So,
, Marian.

Thanks . Well, there are three main sections tomtfex we would like you to ...

4.4. Complete the following sentences with the carct form of one of the verbs from
the list below.

TKQ S0 Qa0 T o

run take put come give go

. Can we just through the agenda?
. It won't more than a couple of minutes.
It would be easier if we the questiostaff first.
. Don't worry. John will the minutes.
. Francoise is going to a brief presemtati
Then we can round the table.
. We'll to that in a moment.
. | think we should that last.
So, that us just half an hour.

4.5. Here are a series of negotiating idioms usirte word ground. Match the idioms in
italics (a-i) with equivalent expressions (i-ix).

=
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- You'reon dangerous ground.

- We need tdind some common ground.

- We'vecovered a lot of ground.

- You mustkeep both feet on the ground.

- You'reon shaky grounthere.

- We're justgoing over the same ground.

. Their offercut the ground from under us.

. Don't give in.Hold your ground

- We havdost groundto our competitors.

. dealt with a lot of points
- repeating ourselves
- undermined our position
- there's a high risk of failure
. don't make any concessions
your arguments are not very convincing
. points we can agree on
-we're in a weaker position
be cautious and sensible

oS0 ™~ O O O T 9
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4.6. Which of the idiomatic expressions from a-i atve would you use in the following
situations?
a. Our sales have gone down sharply this year, whilsttompetitors have increased their
market share.
b. You have had a day of wide-ranging discussion, laance talked through many of the
iIssues on your agenda.
c. A rival company has made a competitive bid whictkesayour offer look really expen-
sive.
d. You must stand firm. You cannot afford to make armyre concessions.
e. You are looking for areas of agreement.
f. The negotiation has got stuck and is not movingvéod. At the moment, all you are
doing is repeating yourselves.
g. There is a risk that you could be seduced into ntpki silly offer. You must proceed
very carefully.
h. You need to be very cautious in this particulamarethe negotiation.

ROLE PLAY. (Effective Negotiating, Unit 2)

Work in small groups. Choose one of the three natyog scenarios below and prepare the
opening.

a. Objective to reach agreemenbout terms for a new annual printing contract
Agenda 1. existingcontract — advantages and disadvantages
2. problem of delivery times
3. new contract main elements
Timing 10.00 — 16.00 (break for lunch, booked)
Roles Peter: minutes
Margarita: present new contract
Procedure opening presentation by printing company

b. Objective to settle a dispute over bonuses with the union
Agenda 1. financial update
2. salary grades
3. new bonus system
Timing morning (the following day if necessary)
Roles Frank Raguzzi: chief negotiator
Imed Mullah: assistant, minute-taker
Procedure you will start by presenting a financial update
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5. Making an Opening Statementcommunicating in Business, Unit 13)

5.1. Most formal negotiations begin with an openingtatement from each side. What
do you think an opening statement should include?

5.2. Listen to a recording of part of a meeting be&teen a small Singaporean software com-
pany calledLP Associatesand a possible partnerKee Ltd, in a joint venture. You will hear
part of an opening statement from Stella Wang, th@roduction Manager atLP Associates
Check () four of the eight statements below which best repsent what she says.

1. LP Associates wants to reach a final agreemeiismiegotiation.
2. These are preliminary talks.

The two parties want to resolve a conflict.

They want to agree on a name for the joint venture.

LP Associates would like to consider joint proddetvelopment.
They would also consider license agreements.

LP Associates wants to agree to a complete sdleeofideas.
They want to consider working on a consultancysasi

oo dt

5.3. Listen again. Complete the following phrasesdm Stella's opening statement.

a) Well, thank you
b) May | begin by
c) First of all, we see it very much as a first megtia to
in which we can perhaps ....

d) There are two, possibly three, ways in which we

e)l'd like to these under three headings.

Script:

Well, thank you for coming here today. As you knewve, have a busy agenda. May | begin by
outlining some basic thoughts that we have onntigsting. First of all, we see it very much as a
first meeting, a preliminary negotiation to ideyt#reas in which we can perhaps work together
on certain products — prototype products — thabhawe developed. There are two, possibly three,
ways in which we might go forward. I'd like to suiamize these under three headings. First, de-
velopment projects; second, license agreementsthirdes the possibility of some kind of con-
sultancy relationship. Is everyone happy if | ségvawords about these to begin wifmurmurs

of agreementyine, well, first of all, joint development project his iS(fade)
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5.4. Suggest phrases for each of the following dte beginning of a negotiation and bring
all the phrases together in a single opening statemt.

a) Welcome the other side.

b) Develop small talk (trip, weather).

c) Mention plans for lunch — make your visitors fe@l@ome (city center / restaurant).

d) Suggest you start talking about the main subjegbaf meeting.

e) Introduce a colleague (Luke Fox, Marketing Departthe

f) Explain general aim or purpose of the meeting {imiakry / exploratory).

g) Say what your side wants from the meeting. (Esthbieginnings of a partnership /
learn about supply systems / price variations amghly costs.)

5.5. Choose one of the following two situations forepare an opening statement. Re-
member to include welcoming remarks and some gendraomments on your expecta-
tions for a successful meeting and an agreement vehileads to a lasting partnership.

Situation 1

Your company, Ultra Compo, is meeting represergatof OHTA Inc. from Tokyo. OHTA Inc.
wants to set up an office in your country to digtte its electronic components.
Objective —exploratory talks to:

* know more about the products

» find out about OHTA's existing international dibtrtion network

» discuss in general the terms under which the twopamies could cooperate.
Independent objective: to internationalize your osampany's activities and extend your
product range.

Situation 2

You are interested in buying some land in a subfitbma, Peru, where you want to establish
a distribution warehouse to serve the Andean Regjiddouth America. You have a meeting
with the lawyers acting for the landowner, Pue@a#iao S.A., a port authority in Lima.
Objective —exploratory talks to find out:

* more about the land, its exact location relativinéoport, airport, city center, etc.

» the cost of the land

» the present condition of the land — existing buidi, etc.
Independent objective: to secure the land on tiwedbpossible terms, either by buying it now
for cash, or getting a deal spreading costs ola@rger term at low interest, or to lease the land.
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ROLE PLAY. (Communicating in Business, Unit 13)

This role play has three parts: to prepare for a ngotiation; to make some small talk;
to make an opening statement. Work on teams, everge should contribute to the first
two parts and agree on one-two people to actuallyr@sent the opening statement.

TEAM A

Coen Brothers. You are representatives of Coen Brothers, manufa of prefabri-
cated industrial buildings. You are planning toneln a major sales drive in Italy, a new
market for your company.

The market. The Italian market for prefabricated industrialltungs is very competi-
tive, and since you are based in the USA and Meymohave transportation costs to add to
your manufacturing costs. However, you know thatawarage your prices are 10% lower
than Italian competitors, though at the top of ypunduct range, your prices are a little
higher than the average, but the quality is aldtehe

The product. Your buildings are highly functional, and can blajgted to a range of indus-
trial needs. They are built according to striciglesjuality and use the best available materials.

You supply all materials. You also take care ofdl&ual construction, including con-
nections for electricity, water systems, insulatoal heating.

You can also supply the buildings at finished gyaln other words, fully decorated
according to the customer's wishes.

Different qualities are available: basic, standand ultra, which includes a full range
of services at residential quality.

TEAM B

Fratelli Taviani. You are representatives of Fratelli Taviani, aidh animal feeds man-
ufacturer. You have a meeting with Coen Brotheiféopdh American company.

Your requirements. You need to build a new office and storage bugsliat your Asti
plant in Piedmont, Northern Italy. There are mauppdiers of prefabricated industrial buildings.

You need two standard-quality storage buildingshwalectricity, water and air-
conditioning systems. You also need an office gdf the highest quality. You expect to
have the buildings decorated at extra cost by al lbecorator.

You want the buildings to be supplied and cons&diatithin 30 days, but you could
allow 60 days.

The market. You would like to use a local supplier, Danielalgavho supplied some
of your existing buildings. Unfortunately they ava average 10% more expensive than
Coen Brothers. Coen products are also better gu&hh the other hand, Coen is a new
company and you need assurances on their quatitplaility to meet deadlines.
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UNIT 4. ESTABLISHING AND
CLARIFYING POSITIONS

1. Establishing POSitiOnS(Effective Negotiating, Unit 3)

1.1. Pre-viewing
1. When you present your position, what do you holckBa
2. What is the best way to make sure you get feedbaglour position?

Setting the scene:
* Andrew has prepared a presentation of the key &spétheir offer.
» Karen is expecting Andrew to present their offer.

» Francoise expecting Andrew to identify key aspettheir offer.

« Sean would like to hear what they are offeringeimts of staffing levels.

1.2. Viewing

1. Watch Version 1. What do you think of Andrew's mr@Esition style? Think of ways in
which Andrew could respond more to the needs ofdre¥

2. Watch Version 2. How has Andrew's style changedReMalist of the different ways in
which Andrew involves the Levien team in his praagan.

3. Watch Version 2 again and fill in the blanks.

Andrew:

Sean:
Andrew:

Francoise:

Andrew:

So, moving on, I'd like to focus quickly on thedhrcritical areas, and then

. Now, this slide manage-
ment control. As this is really factor in an outsourc-
ing contract, we've really got to match, and thempriove on, your own
management systems. So, IDnautpermanent
manager on site and one support engineer as well. ?
And who'd special projectsabnlpms?

to use our own UK-based engineam an
basis.

how your project managemem¢raysperates for

urgent work.

We've used on other contithetdT manager here
would have day-to-day control, but when he or skeds help, that can be
called in from Okus in the UK. ?
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Sean: But won't this be a first for you — servicing a tant ?
Karen: Yes, , but we do have similants in Edinburgh,

for example, and time and distance wise, between
Belgium and Scotland. So we don't on that score.
Andrew: in Edinburgh?
Francoise: No. We have already your nefese Please
Andrew:  Fine. ?

1.3. Culture and tactics

Andrew frustrates Sean because he seems slow imgdmthe point. A fundamental
difference between British and American styles ainmunication is directness. In British
negotiations, especially at the early stages, gewauld not say: 'What | really want to
know is: are you going to hire our staff or not@hfthing like: 'I'm interested to know what
your position on our staff is," would be preferred.

People from cultures which favor direct communimatwould probably find this lack
of directness unhelpful: they believe in saying wthay think. On the other hand, more in-
direct cultures might find the direct style abrasand unsubtle. Indirect cultures are worried
that the direct statement or question may put yawner 'on the spot' (under pressure), and
could lead to loss of face if he or she is unableespond.

For someone from a direct culture, the main prokbkonderstanding the real question
or point behind a rather vague expression - inrotleeds, 'reading between the lines'.

1.4. What is the more direct question or statemertiehind these sentences?
a. I'd be interested to know more about your prices.
b. That figure looks a little on the high side.
c. Delivery is an area which we'd like to explorettidifurther with you.
d. I'd like to know more about your management stmactu
e. It's true that marketing is one of the things weworried about.

1.5. Indirectness is achieved by making questionsa statements vague and not too
specific. Try making the following questions and sttements vaguer.

a. | don't like your forecasts.

b. How do you plan to do that?

c. | want to know about payment terms.

d. Your costs are too high.

e. How much will you charge?
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2. Wouldn’t you agree that... (Effective Negotiating, Unit 3)

2.1. Listen to these extracts from negotiators presiting their position. Decide whether
you think they are talking at their audience, or_talking with them. Tick () the appro-
priate column in the FIRST table. Also, identify the features which made two of the
extracts more interactive. Tick () the appropriate space in the SECOND table.

Extract Talking at Talking with
one
two
three
four
Extract One Two Three Four

inviting to interrupt

negotiating agenda

considering what they already know

checking for agreement

use ofwe / let's

2.2. Listen again and fill in the blanks.

Extract 1.

A: Now, is tell you about our eanfgsuperb services. It's going
to take about five minutes and I've got some slideshow you. I'm sure you are
aware of our in this field,I'so not going to be giving

as | go through. That way we time.
So, if you're ready, I'd like to by talking about our driving
range support. on price ovatglin this area...

Extract 2.

A: Right, since we're I'd like to nthkea question and answer session,
but if you've got any comments — please to interrupt. We'll try to an-
swer any points as fullgs we can. So, , What you're lodking a
range of support services for the chain of goléagipment outlets. ?

B: Yes, that's right.

A: Well, I think the most appropriate thing is for roe what we've
done for similar operations. You've seen our broesuso I'll concentrate on a couple
of specific examples, and then 1ohetia . ?
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B: Fine. :

A: OK. So, as you can see here on the first slide,pwt the details of our most recent
client...

Extract 3.

A:  When our team tried to the maires for our meeting today,
we came up with three important areas: price, dgfivand quality guarantees.

that those are our main cosfeern

B: Yes, those are certainly the :

A: Fine, we go through them siegbgran order. We'll tell you
our position with to each,yandcan give us your response
as we talk. ?

B: Fine.

A: Now, on the price question, | expect you've hadetitm see our proposals. | just
wanted to add that these are standard prices arattave to ne-
gotiate discounts for sizeable orders...

Extract 4.

A: There are three main points arting with pricing. Now, as
you can see on this slide, there's a very closgioekhip between price and quantity.
Let me just these figures.

B: Um.. s

A: I'd prefer to take questions at the end, if you ‘tdomind, OK? Now,

, there is a close relatioristtyween prices and quantity. Start-
ing in the first row, column one, you'll see quiesi of up to a hundred at a fixed price of
twenty-two pence a unit. Now, if we jump down tevrfive, we see quantities of...

B: Sorry,

A: . We see quantities of ovehtwalred units...

2.3. Change or add to these sentences so that tltkynot just state what you want, but

Invite your negotiating partner's opinion. Encourage him/her to give you feedback.

For example:
| would like to make an early start.

Would it be OK if we started early®?, Could we start early?
a. | want to finish at five.

b. Miss Higa will sit in during the negotiation.
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c. | think we should take a break now.

d. These are the three areas | want to cover thisinmgprn
e. I'd like to go through the written offer clause dguse.
f. I'll answer your questions at the end.

2.4. Make these statements into proposals and suggiens. Be inclusive - usae rather
than I. Try to word your sentences so that they encourageedback.
For example:
| think that a date should be set for the next mget
Wouldn't you agree that we need to set a datennext meeting?
or, Perhaps we should set a date for the next meeting?
a. | think we should start by looking at the risingpguction costs.
b. I think that timing is essential. Don't you?
c. It's important to identify who our main competit@n® first.
d. I would prefer to discuss transport issues at tite e

e. It's your computer system which is causing the lemb

2.5. Speaking practice

Work in pairs. Take it in turns to make brief intro ductions to the following negotiating
situations. Make sure you invite feedback as ofteas possible. Your partner should lis-
ten, respond when appropriate, and criticize. Therthange roles.

A. You need to establish your position as a stromgesaler for an exclusive license. You
are at the start of the negotiation with the maciuiizr.

a.

®© oo o

Suggest agenda: two areas — finance and marketing.

Invite interruptions.

Mention the written proposal you have already sent.
Suggest that you point out key financial advantage®ur offer
Check agreement.

B. You want to establish your position as a supplfesfice equipment. You are at the start
of a negotiation with a large wholesaler.

a.

® oo o

Suggest agenda: three key items — quality, deljaargl payment
Invite interruptions.

Mention the client references you have already.sent
Suggest you start by going through catalogue.

Check agreement.
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3. Clarlfylng Positions. (Effective Negotiating, Unit 4)

3.1. Pre-viewing
1. In a negotiation, what are the advantages to beeddirom listening well? What can
stop you from listening?
2. How can you ensure that: a. you listen effectivelpthers? b. others listen effective-
ly to you?

Setting the scene:
» Karen is hoping to clarify some of the details &u® offer.
* Andrew is ready to support Karen, if she needs it.
* Francoise is worried about the fees for projectagament.
» Sean in concerned about the level of support thétyget from Okus.

3.2. Viewing
1. Watch Version 1. Why does Karen get so frustratdd@® could Karen ensure that
Levien really understand what is on the table?
2. Watch Version 2. What do you notice about Fran¢eiparticipation? How does Ka-
ren manage the session?
3. What version 2 again and fill in the blanks.

Karen: page twenty-two: what we deeép a log of all call-
outs and, if the figure for a month is more tham fiked invoice fee, we make
an adjustment the following month.

Francoise: we can't be certain about how much the monthly in-
voice will be.

Karen: It depends which level of support you

Francoise: ?

Karen: : , thertgvarkevels. Level A

is all inclusive. You pay a set fee, you specifyawviilT projects you want
doing, and you don't pay anything extra.
Francoise: Soour contract would specify all IT projects for thext five years.

Karen: No,it's shorter term. We'd draw up an annual schedule.
Sean: Okay. project and regular stpook?
Karen: , Sean? I'd just like to get th® options

. With Level A, you only pay anthly bill. With
Level B, there are no project management feesearcthiarge, so there would be
additions to the monthly bill.
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Francoise: how we want to pay: an eveh eash month, or
project by project.

Karen: Which is Level B. Exactly.

Sean: , Karen. When is it a projedtvalnen is it just regular
support work?

Andrew: , we'd specify the projectsewelL A. With Level B,
the IT manager will need to get approval for eaajget as it comes up.

Sean: Okay. the approval process?

Andrew:  Yes. If you look at section three of the propogal)'ll see...

3.3. How would you describe the dominant attitudetowards leaders and team at your
workplace? There are seven contrasted statementslbw. Is your work culture more
individualist or collectivist?

Individualist Collectivist

- Leaders need to have strong personalities. - Leaders need to be sympathetic to the group.

- Individuals come up with the best ideas. - Teams come up with the best ideas.

- Some people are not worth listening to. - Everybody is worth listening to.

- Decision-making takes twice as long in - Decision-making in teams is the only
teams. way to get commitment.

- Individuals should be rewarded for their - Teams should share their rewards equally.
success. - When something goes wrong, the blame

- When something goes wrong, someone should be shared.
must take the blame. - The best companies have the best work-
- The best companies have the best leaders. force.

3.4. Which of the following statements would you age with and why?

a. One way to break down the opposition is to findedé#nces of opinion or position
within the same negotiating team. In other womisjde and rule!

b. Scoring points off your negotiating partners isafip non-productive, will only lead to
mutual mistrust in the long term.

c. The best negotiators are fluent communicators,idlexenough to adapt to changing
circumstances, but tough enough to withstand presshen they do not want to make
any changes or concessions.

d. The best negotiators are good listeners. Only lojergtanding the position and desires of
your partners across the table can you come tewagmat which is mutually beneficial.
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4. I'd Be Interested to Know More About... (Effective Negotiating, Unif)4

4.1. Listen to the following extracts. Decide whetr people are listening carefully or
not. Identify which of these features are presenflick (V) the appropriate space.

Extract one two three four
opportunity to ask questions
guestions on the subject

guestions off the subject

opportunity to answer question

Nno opportunity to answer question

check answer is satisfactory

encourage / show interest

4.2. Listen again to the extracts 2 and 4, and filh the blanks.

Extract 2.

A: So a total package. I'd like to the dif-
ferent elements, if ?

B: Fine, :

A: the core of the contract is rtteentenance provision.

a round-the-clock, fully openal team of maintenance en-

gineers(pause)

C: ?

A: Of course.

C: What by ‘fully operational'?

A: Well, these engineers will be trained and equipfedeal with both standard and
emergency maintenance work. We would expect thebetable to handle anything
from a faulty valve to, for example, a total shotth. This means that if the ma-
chines ever break down, whatever the scale of thielgm, there is always someone
on hand to deal with it immediately. ?

C: Yes, thanks.

A: So, ?

B: Please do.

A: This team will work to a supervisor who will be reited from the existing mainten-
ance staff. Now...

B: Just a minute, Alex. ? As yawkmve're looking for a new ap-
proach, which is much tighter, more dynamic. problems with...
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Extract 4.

A: explain how we have planned gshkeffing ratios,
?
B: . Go ahead.
A: We've looked at your current ratios. they're higher than they
need to be.

C: Yes, | think you :
So we then looked at the industry average for reasmce staff levels, and we came

A:
up with a ratio of one engineer to every hundreitsusf production.

C: . It means that in our sectocwveently have about double
the industry average.

A: That's right. your currentréguitially by twenty-five per
cent. So most of the maintenance shifts would gendiwom four to three engineers.

C: come into line with the induaterage and cut it to two?

A: in the second year. We feeloid big a reduction to make

immediately.

4.3. Listen to the five statements. For each oneslkaa general questioron the subject.
For example:

statement: The main issue in this contract is timing.

general question:I'd be interested to know more about the timing.

® 2 6 T o

4.4. Listen to the five statements. For each oneslaa probing guestionabout detail.
For example:

statement: The sales should peak during the second year.

probing question: When exactly will they peak?

® 2 06 T o
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4.5. Read between the lines of these brief explamats. For each one, ask a supportive

or reflective question

For example:
explanation: We're going to offer two packages. One at theeiogp of the market, priced

around twenty dollars. The other, a middle-rangelpct, around fifteen dol-
lars and pitched for the mass market.

supportive question:So you expect much higher sales on the second gfbdu

a.

There are two people who can do this job. Ivamésdbvious candidate. He's got plenty
of experience. Then there's Philippa. She's very hiked in the company. But then,
she's a woman.

guestion: (a man?)

The weather's got worse and we've had to invesg ingorotecting the plants. We don't
like passing on costs to our customers but I'mictreere’s no alternative.
guestion: (price rise?)

We're moving to a cheaper part of town so we grdiei that our rent will come down.
On the other hand, labor costs have gone up,ssdifiticult to be flexible.
guestion: (offer no discount?)

. Since we outsourced part of the IT function we oager hold records on all our cus-

tomers. It's difficult to say very much about thisstomer's credit rating.
guestion: (risk doing business?)

The bid we received from our usual supplier wagg®inting. The price they quoted
was considerably higher than we had budgeted for.
guestion: (other supplier?)

4.6. Listen to the 5 offers. In each case, make ancouraging response
For example:

Shall | tell you something about the financing?-  Please do.
a.

®© oo o
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4.7.In each sentence replace the underlined word withhe correct form of one of the
words or expressions from the box.

rate fee invoice ballpark figure

discount charge commission

. The consultant'pricesare astronomical!

. Could you give me eough figurefor the conversion?

When will you bebilling us?

. Your hourlyprice seems to be above the industry average.
. How much do youwask forper day?

If you book well in advance, you geteduction

Q@ 0o o 0o T ®

. The problem is too many people are takinmeecentage othe final price.

4.8. You are negotiating with a supplier for the spply of computer hardware and sup-
port. Make the following enquiries and suggestiongjsing words and expressions from
the box above.

a. Ask the supplier for a rough idea of how much laap to charge for the hardware.
b. Find out if he receives any bonus on the sale

c. Ask for the bill to be sent with all the othersytmur offices at the end of the month.
d. Find out how much an hour you will have to paygapport.

e. Ask whether some reduction can be made considérangize of the order

f. Suggest you don't use lawyers because you hgweytthem too much.

5. A Bit of Tweaking. (The Business, Upper-Intermediate, Unit 7)

5.1. The American group, Mahler, has recently acqued the French packaging com-
pany Polystok. Listen to the meeting between Aliceviahler's CFO, and two Polystok
employees, Serge and David. Answer the questions.

1. How successful do you think the meeting is?
2. How much do you think David and Serge understand?
3. How could the meeting have been more effective?

5.2. Now, listen to a second version of the samengersation. Why is the meeting more
productive?
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5.3. Listen again and complete the expressions belo

Asking for clarification Checking other people understand

Could you be (1) ? Do you (4) what | ?
Clarifying Summarizing

What | (2) IS... Can we (5) what we've decided?

Checking you understand
So, what you're (3) IS...

5.4. Add each phrase below to the categories in 5.3

a. In other words, ... I. Does that make sense?
b. What exactly do you mean by ...? |. Before we close, let me just summarize the
main points.
c. I'm not sure | follow you. k. Am | being clear?
d. To recap, ... l. If I understand correctly ...
e. Let me start again. m. Shall | go over the npaimts we agreed?
f. So you mean ... n. To sumup, ...
g. Could you be more precise? 0. Do you see wireddn?
h. What | mean is that | ... p. So, what you arersgys ...
Script:

1.

Alice: OK, guys. Your financial reporting system lookske in good shape, but
we're gonna have to make a few changes in termeh you do things and
how often, you know, to bring things into line witls procedures; do a bit of
tweaking on the reporting period side. And ...

Serge: Euh, sorry, Alice, could you repeat?

Alice: Sure, Serge. | was saying we need to do a bit eakimg on the reporting pe-
riod side. And we need to iron out some issueshenlT side, too, David.
But, | reckon we're gonna have to set up a sepamnatging to take stock of
things cause we don't really have time today, OK?
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David:

Alice:

David:

Alice:

Serge:
David:

Alice:

Serge:
David:

Alice:

Serge:

Alice:

Serge:

Alice:

Serge:

Alice:

Serge:

Alice:

David:

Alice:

What, Alice? I, erm ...

Yeh, Dave, a meeting to take stock, maybe with somgour key team
members. What about tomorrow morning at eightyRirt

Umh, what? Oh, yes, OK, eight-thirty.

So that's all clear then. Great, so what do youfsag break for lunch. | just
got off the plane this morning and | didn't havedito grab breakfast. I'm
starving! Shall we meet back at two?

Euh, two?

Yes, OK, two.

Great, well, 'bon appetit' as you guys say.

David, what the hell is ‘tweaking'?

| don't know, Serge. All | know is that I've jugiraed to a meeting tomorrow
morning at half past eight to talk about 'stackssmcks'!

OK, guys. Your financial reporting system lookske in good shape, but
we're gonna have to make a few changes in termgeh you do things and
how often, you know, bring things into line with Uocedures; do some
tweaking on the reporting period side. And ...

Euh, sorry, Alice, I'm not sure | follow you. Cowdu be more specific?
Sure, Serge. Humh, what | mean is that we needartdardize the proce-
dures,... make the procedures the same as our &S on

Erm, so, what you're saying is that we're goindpawe to produce financial
statements more often, is that right?

You got it, Serge. To be precise, every month.

That's going to mean a lot of extra work, Alice!

Well, you're right up to a point but the benefits worth it. Anyway, we'll

look at ways we can allocate more resources tapséte new system later
on, OK?

OK, Alice. (Sounding more convinced)

Now, we need to iron out some issues on the IT, sate David. But, | reck-
on we're gonna have to set up a separate meetitgkéostock of things,
cause we don't really have time today, OK?

Sorry, Alice. You've lost me. We need to do what?

Well, in other words, we need to deal with someidblems. And to do that,
first we need to take stock, erm, see where weatatiee moment. Do you see
what | mean?
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David: Yeah, that's clear now. | could set up a meetimgotoow morning at half
past eight if that suits you?

Alice: OK. That's great. So, can we go over what we'vaddd® We're going to
standardize the financial reporting, and David &ndll meet tomorrow to
discuss the IT problems. Does everyone agree hat?t

Serge: Yes, that's fine.

Alice: OK. Now, I don't know about you guys, but | didméve time to grab breakfast
this morning and I'm starving, erm, very hungrywdat do say if we go eat?

Serge: Good idea, Alice. Just thinking about monthly reépg has made me hungry.

David: Let's go!

5.5. A financial advisor is giving some advice abounvestment opportunities to a new

client. Rearrange the jumbled words to form full questions and statements(Head for
Business, Upper-Intermediate, WB, Unit 12)

1. am - completely - | - but - you - sorry - lost viea me

2. exactly - by - exposure - is - what - the - meatetrm

3. me - let - for - clarify - | - that - you

4. what - so - you're - risk - should - saying - that - spread - my - |

5. so - I've - if - understood - risk - you - no - amtly - is - investment - entirely - free

6. | -shall - run - it - you - through - again - for

7. exactly - portfolio - you - mean - balanced - dwy- what - a

8. | - afraid - you - am - but - | - quitefollow - don't

9. through - would - you - go - once - me - like —-tb- more

10.bonds - you - do - you - are - think - explain ultb- what
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ROLE-PLAY. (The Business, Upper-Intermediate, Unit 7)

Work in groups of three. Take the roles of Alicerg and David and read the appropriate
role card. Hold a meeting to discuss the pointshenagenda and remember to clarify your
position if necessary.

Agenda

New accounting procedures.
1. Introduction 6. Installation of new accounting software
2. Definition of new procedures 7. Temporary project team requirements
3. Schedule for implementation 8. Training on the new software

4. Extra staffing requirements 9. AOB

5. Training on the new accounting procedures

Alice
 Introduce the subject of the meeting: the changm fyearly to monthly reporting, which
will enable management to run the business better.
* You would like to see the new system in place meéhmonths if possible but you are
willing to compromise if Serge and David producédrarguments.
» Mabhler can provide training in US accounting praged and on the new software that
will have to be installed.
» Other extra costs will have to be paid for by Ptaligs

Serge
* You are not too happy about the proposed changegegsvill mean a lot of extra work.

However, you realize that you cannot oppose graligyy so you have decided to coo-
perate as long as things are done properly, anthrzotush.

* You think that a realistic time frame to instalethew accounting software, to train ac-
counting staff and to start monthly reporting,r@ six to nine months.

* You would also like Mahler to provide training atadpay the extra staff you will have
to employ. But you are willing to compromise.

David

* You are happy with the idea of changing softwareabse the existing system has never
performed very well. However, you want to avoid axra costs on your department
budget.

* You estimate that you will need to employ two em&drcomputer engineers on the
project for at least six months. You would like N&tto pay for this

* You would also like Mahler to pay for training fgour staff on the new software. How-

ever, you may have to compromise.
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UNIT 5. MANAGING CONFLICT

“Any business arrangement that is not profitable to
the other fellow will in the end prove unprofitalite you.”
BC Forbes, publisher

1. Give and Take(lnthe Know, Unit 11)

Mark: Now, we'vecome to the tabli to try to hammer out an agreement about the

rock concert in the park this summer. | know we tadve very strong views
about this, but I think that, with songéve and takeon both sides, we'll reach an
agreement. Maria, as the concert organizer, will siart, please?

Maria: OK. I'll put our cards on the table. We want to hold a five-day concert in the

park, and we want to allow campers to stay ovetnrigthe parking lot!

Alice:  The mayor's office will permit a two-day concexgjainst our better judgmen,

but we draw the line at camping in the parking lot!

Maria: Well, we're willing tomeet you halfway. We can move the camping out of town

if we can hold a four-day concert.

Mark:  All right, let'ssplit the difference — what about a long weekend?
Maria: That sounds good to us. Now what about dates?
Mark: Well, let's take a look at the calendar ...

Negotiating

come to the table- to meet to discuss how to solve a problem orfremcagreement
give and take— the exchange of something you want for sometongeone else wants
meet someone halfwayalso split the difference— not the best decision you believe
you could make

hammer something out alsohammer out something- to create an agreeable solution
put your cards on the table alsotip your hand or show your hand— to explain
what you think and what you want

up the ante alsoraise the ante— to increase demands, risk, or cost so that yau ca
get more from a situation

Making decisions

between a rock and a hard place- to be in a difficult position and have only un-
pleasant choices

on the fence- undecided

draw the line at doing something- to decide you will not do something
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* against your better judgment|[slightly formal] — not the best decision you ek

you could make

» take the plunge- to decide to do something that is difficult ckiy

» seal someone's / something's fatgslightly formal] — to decide that something,

usually negative, will happen to someone or somegthi

1.1. Complete this concept map, using the idioms the box.

a. against your better judgment

b. between a rock and a hard place
c. come to the table

d. draw the line at doing something
e. give and take

f. hammer something out

g. meet someone halfway

h.

I
j.

K.

on the fence

put your cards on the table

seal someone's / something's fate
split the difference

take the plunge

. show or tip your hand

up the anter raise the ante

c.come tothe. ...

. (1) (2) (4)
to increase demands

teawle...
to meet for discussion

(3)

to explain what you
think and want

".‘ -

(5)

To
negotiate 6)
s
(7)

(8) to accept part of what

to be undecided ) you want
- to have only bad choices
—

(10) (11)
to decide not to do to make a decision that
something To m_a'_(e both groups are happy with

N a decision /

e ™

(12)
to make a decision that
you believe is not the

= best
L y,

(14)
to decide that something
(negative) will happen to
Lsomeone or something

(13)
to make a decision that
is difficult or risky
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1.2. Correct the text by putting the lines in the orrect order. The first and last lines
are done for you.

1 The two groups finally decideddome to the
_____ take, they decided that they wouldke
______each other halfway but eventually, after a lot gfive and
_____ tableto discuss the issue andhtammer out
______their cards on the table At first, they weren't willing toneet
_____asolutionthey'd both be happy with. Thewt

7 the plungeand try something new.

1.3. Are these sentences correct? Put a checdk (n the box if the sentence is correct.
Put an (X) in the box and correct the idiom if it is wrong.

1. This is terrible. We're between a hard ]
rock and a place.

2. Students are welcome to use the in- [_]

ternet for research, but we draw the
line at chat rooms.

3. Let's meet the difference and set the[ ]
price at $150.

4. His decision to drop out of college [_]

sealed his fate.
5. OK, you can go, but it's against the [_]

better judgment.
6. The employees raised the ante and [ ]

said they would strike.
7. Stop beating along the bush. []

1.4. Over to you

1. Some of the idioms in this exerciseskow your hand, put your cards on the table, up
the ante- come from card games. Can you think of any naggog idioms in your lan-
guage that come from games?

2. Write about a difficult decision that you had tokeaUse idioms from the exercise.

64



2. That Does Need to Be C|arifiedEffective Negotiating, Unit 5)

2.1. Pre-viewing
1. What's your view on conflict in a negotiation? Wiaae the risks and the potential
benefits?
2. Do you think that conflict should be avoided at@sts? Or does it have a positive
role to play?

Setting the scene:
* Andrew starts to feel his position is under threat.
» Karen is beginning to get a bit frustrated with isaad even sometimes with Andrew.
» Francoise wants to make sure a positive atmoshenaintained.
» Sean thinks the negotiation is getting stuck amad$to shake it up.

2.2. Viewing

1. Watch Version 1 from the beginning to the point rehikaren and Andrew leave the
meeting room. Why does Karen call for time-out?

2. Watch Version 1 from the point where Karen and Amndfeave the meeting room to
the end. What do Francoise and Sean disagree about?

3. Watch Version 2. What's the difference in Seans@gech this time?

4. Watch Version 2 from the point where Karen and Aadieave the meeting room to the
end. What are Sean and Francoise talking about?d/\the difference in their approach?

5. Watch Version 2 again and fill in the blanks.

Andrew:  So a schedule of projectshwincboth feel need to
be carried out over the following year. These cdwddintroducing new soft-
ware, training, hardware upgrades...

Sean: , Andrew, but | still need tovknvhen your guys are
doing support work and when they're doing projeatkwy

Andrew: :

Karen: we put something in the cartrac

Sean: That'd be a start. It's more the logging | worrgatb You know if one of your
guys has spent a couple of hours sorting out algmolwith one of the PCs
and then an hour back on our customer databased, Reojust think: "Well,
that's three hours of project work'?

Andrew: | hope not, Sean. Our team will be working to ybudget.

Sean: , Andrew, but who's going t@suge all this?

Andrew:  We have talked about taking on one of your teaimuasT manager.

Sean: Yeah. But you're still gonna bill us from the UKIllall be down to your log.
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Andrew: of the log ?

Sean: Yeah, that and the lack of experience here. Please, :
It's the people on the ground I'm worried about. &le&know there can be a
lot of with these contracts.

Karen: | think | , Sean. Can | suggdstak? Andrew and |

need to talk this through a bit more.

Francoise: Good idea. Please use the room next door. How ddhyjok it's going?

Sean: OK. This logging business could be a nightmare ghouwVe've got to find
some way to make them drop it.

Francoise: Their Level A option does that.

Sean: Yeah, but the cost of it. cpuish them towards a
global price for support and minimum project work.

Francoise: Could we suggest it?

Sean: No. Let's see what they

2.3. Culture and tactics

Sean's approach is very confrontational. He comoes & business culture where aggres-
sive tactics are justified if they achieve theidenFrancoisepn the other hand, comes from a
working culture which is much mogsllaborative, placing importance on harmony.

Which of these negotiators do you most identify wiit?

a. Sharon Staceyworks in Klein and Belaby’s International Mergensd Acquisitions
Group. She has a reputation for being one of toeighest negotiators. She has fought
her way up in a male-dominated world and has aertags style of negotiating. She is
very task-oriented and pushes for results as quakipossible.

b. Thor Gunnarson has a reputation for being a “Mr. Fix-it". He sgeasix languages
and has lived in both the United States and Thdil&te is well liked by all his staff.
He has negotiated contracts for a multinationalatsetompany all over the world. He
is known for his patience. His negotiating stylslsw, deliberate, and aimed at main-
taining harmony.

c. Patrick O’Brien runs his own multinational consultancy company.hds a reputa-
tion as a skillful and resourceful negotiator. Herays researches in depth before a
negotiation and prides himself in being as welpared as possible. His background is
in the law and he is known to have a meticulousfey&gal detail.

d. Loo Hok is a successful entrepreneur based in Singap@@lwhys spends time get-
ting to know his business partners and places gedaé on the strength of family and
personal relations. When it comes to negotiatiregjshclear about what he wants to
achieve, and will pursue his objectives single-reutig.
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3. 1 Don’t See It That Way.(Effective Negotiating, Unit 5)

3.1. Listen to the following extracts from negotiabns. In each case, decide whether the
approach is confrontational or collaborative. (Tick () the appropriate column).

Extract Confrontational Collaborative
one
two
three
four

3.2. Listen again to the extracts 1, 2 and 4, andlfin the blanks.

Extract 1.
A: we're all going to have to accepticwur budgets. :
B: Well, you can cut my budget if you want. Just dexpect the sort of sales I've pre-

dicted, )

A: Charles, we're trying to make this decision in@sstructive a way as possible.

B: I'm not being destructive. oif youch my budget, sales will
go down. If that's what you want, fair enough. tesgto a cut in my budget.

Extract 2.

A: What about you, Marta?

C: Well, we need to share theamrtsss the company, but we
also have to decide what is essential and whabie peripheral.

B: Well, the company than impgpsales.

A: Just a moment, Charles. Let's hear what Martadhsayt

B: What she said is that we have to decide what'sigssend what isn't. And
that a cut in her training budget is less damatliag a cut in my sales budget.

C: I'msorry, but . I've got atiredly small budget, but it's a key
element in the development plan.

B: Sure, sure, but some of the training you orgarszZeardly central. | mean, assertive-
ness training - what's that all about?

Extract 4.

A: Dan, I'm afraid it's your turn. I'd like to look tite IT budget. Now, | know we've had
a lot of investment over the last few years in #risa.

D: , but it's very much part aing{term plan. The upgrading of
the system was started three years ago, and waxa 8gixty per cent of the way
through. In my opinion, it would be disastrous at this stage.

A: Nobody is suggesting we should call a halt. rescheduling.
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3.3. Modify the following remarks using one or moreof the techniques above. There
may be more than one possible answer.

For example:
Your labor costs are too high.

I'm afraid your labor costs are too hig@r, Your labor costs are a bit too high.
a. We must cut the advertising budget.

PR expenditure is much too high.

You need to analyze your costs in more detail.

There is no room for any cuts in my budget.

Don't you agree we should cut this budget?

You should read the proposal properly.

Look at page thirty-two of the document.

How can you make such a poor offer?

Te "o a0 T

3.4. Modify this dialogue so that it sounds less nfrontational.

Your figures for last year look bad.

No, they're not.

| don't think we can do business on this basis.

Why not?

Because your track record is not strong enough.

| can't see how you can say that. We have sonalertcustomer references.
None of them have been with you long.

That's not true. What about Phoenix InternatioNdé?ve been working with them for
five years.

That's not what I call long.

: But we've only been in business for six years!

S S S P g P 4

@ >

3.5. Work with a partner to write a dialogue usingthe prompts below. There is a con-
flict between the Production Planning Department ad the Purchasing Department

due to a large surplus of expensive electrical coropents lying in the warehouse. Use
as many modifying structures as you can to defusée conflict.

Student A

You are responsible for Production Planning. Yoanod understand why your de-
partment is paying storage costs for a large qtyaofi electrical components you do not
need. Due to a cancellation of a customer orderrgoantly had to reduce production and

you have used fewer components than originallyipted.
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Student B

You work in the Purchasing Department. You are @asyble for ordering these elec-
trical components, but you calculated the sizehefdrder according to the output schedule
given to you to by Production. You always order@xdnd a long time in advance because
these particular components are difficult to get e orders take a long time to arrive.

Student A Student B
1. Too many component®3 over-ordered. 2. Production Dept. is badly informed. Or-
Purchasing Dept. is badly organized. dered extra because there are problems in

supply. Long delays waiting for orders. The

3. Losing money now for storage — expen-
company loses money.

sive because components are fragile ani
must be kept in special conditions. Ware-4. Surplus because Production has not used
house is crowded. No room for other or- as many components as it predicted. A's
ders. predictions for this year inaccurate

5. Purchasing is badly informed. Large cus-6. Purchasing received this information too
tomer order was cancelled. Production hadate. Production is too slow at giving infor-
to reduce output. mation

7. Purchasing is unresponsive. Production8. Production and Purchasing must think of
did not know if the message was receivedways to improve communication
or not.

4. In Hot Water. (Market Leader, New Edition, Unit 7)

4.1. Choose the most appropriate word in the box toomplete the sentences below.

eye eye foot water water fire ice —end

1. | wasthrown in at the deep end when my company sent me to run the
German office. | was only given two days' notice@tepare.

2. Wedon't see eye to about relocating our factory. Timarkce Di-
rector wants to move production to the Far Eadt) luant it to remain in Spain.

3. 1 gotinto hot with my boss for wearing casudahekto the meet-
ing with our Milanese customers.

4. Small talk is one way tbreak the when meeting someone for the
first time.

5. | really put my in it when | met our Japanese partner. Because |

was nervous, | said 'Who are you?' rather than 'Bi@awou?'
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6. | get on like a house on with our Polish agent; we like same
things and have the same sense of humour.

7. When | visited China for the first time | wake a fish out of . Eve-
rything was so different, and | couldn't read ahthe signs!
8. My first meeting with our overseas clients waseal opener.l had

not seen that style of negotiation before.

4.2. Consider the context of each idiom in Exercisé.1. and write down those which
have:
a. a positive meaning

b. a negative meaning

4.3. Match the idioms in Exercise 4.1. to the coroe meanings a) to h).

given a difficult job to do without preparation

quickly have a friendly relationship with someone

feel uncomfortable in an unfamiliar situation

say or do something without thinking carefully,tBat you embarrass or upset some-

one

to disagree with someone

g. an experience where you learn something surprisirgpmething you did not know
before

h. make someone you have just met less nervous ance malliing to talk

® oo o

—

I. to getinto trouble

4.4. Work in pairs or small groups. Discuss the ftdwing.

1. What tips do you have fdareaking the icat meetings with new clients?
2. Talk about a place you have visited which \aagal eye-opener.
3. Describe a situation when you

a) put your foot in it. Cc) got into hot water.

b) felt like a fish out of water. d) were thrown in at the deep end.
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5. 1 Think We're Not Really Making Much Progress.communicating in

Business, Unit 15)

5.1. Match the word on the left to the correct meaing on the right.

1. compromise _______ a.pay special attention neetioing
2. consider ___ b. think carefully about sonmeghi
3. focus on _______ c.agree on less than you reaht
4. resolve / solve (a problem) ___ d.explain

5. have a break in a meeting ____e.find aisolwb a difficulty

6. delay a meetingtoafuturedate ~ f. adjou

7. say what you mean ______g.postpone

5.2. Listen to a recording of five different staterants. All of these are ways of dealing
with conflict. Match each statement with one of thdollowing strategies.

a. Adjourn to think and reflect. []

b. Summarize progress and areas of agreement. []

c. Leave the problem, discuss something else, coniel&@iae to the problem. []

d. Emphasize the loss to both sides of not reachingeagent. []

e. Offer a conditional concession. []
Script:

Extract 1

| think we're not really making much progress. RBeshit would be better to leave this
point for a while and come back to it later. Could talk about a different aspect of the
deal, perhaps the question of delivery?

Extract 2

| think it is important to think about what couldgpen if we daot reach agreement.
The most obvious consequence will be that we wdathdose market share. The only win-
ners will be our competitors. It could be seriooisioth of us.

Extract 3

There seem to be a number of problems, but I'd tikeummarize the positive ele-
ments - issues where we have made some progresis.Wea agree that we have to settle the
dispute between us, we understand how importagighSecond, we agree that the terms of
our original agreement need to be changed. Thiedalso agree that the change will depend
on the different market conditions which affect puoducts ... These are important points
of progress.
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Extract 4

Can | suggest we take a short break here? | thiwilihelp if we look at some of the
issues that are dividing us. Perhaps we will seasawhere we can make a fresh offer.

Extract 5

The point at issue, Mr. Cinis, is quite simple. &8@ offer you an extra 5% discount,
but only if the order is increased by 20% overribgt three years.

5.3. In pairs, use the given cues to suggest a regpe to the statements.

Situation 1
«The problem is that we have never offered thediimghrranty you are looking for.»
Suggest leaving the point and returning to it laffer discussing other issues, i.e.
training for technical staff.
Situation 2
«There's a number of issues on the table. We sebend long way from an agreement.»
Suggest changing the package being offered (vasabklude price, shipment costs,
payment terms).
Situation 3
«The price you are asking is rather high, quit@ghigher than we were expecting.»
Send a signal that you could offer better paymemns.
Situation 4
«There are several problems. We think there iseqaitot of negotiation ahead before
we can agree on a common strategy.»
Suggest advantages of reaching agreement: moralgidluence, better prospects for
the future.

Now listen to a recording of model answers.

Situation 1

A: The problem is that we've never offered the kinavafranty you are looking for.

B. Since we have a difficulty here, may | suggest @avé the problem of the warranty
and come back to it later? Perhaps we could tadkitaipaining for our technical
staff?

Situation 2

A: There's a number of issues on the table. We sebmddong way from an agreement.

B. Can | suggest a lower price, but link this withpas/ing the shipment costs or agree-
ing to different payment terms?
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Situation 3
A: The price you are asking is rather high, quitetdigher than we were expecting.
B. Well, if it would help, we could agree to longerypzent terms.

Situation 4

A: There are several problems. We think there is qulté of negotiation ahead before
we can agree on a common strategy.

B. The benefits of reaching agreement are considerddavill have more global in-
fluence and better prospects for the future.

5.4.Construct part of the dialogue using the flow chartoelow.

A year ago an advertising consultancy, SAR Seryieggeed to design and run a
twelve-week magazine advertising campaign for KRackusing specialist journals.

KPack is not happy with the campaign. The firsteatigements were a month late,
missing two important trade fairs. The advertisetsiehd not appear in two key industry
journals. Now KPack is refusing to pay the whole fier the campaign.

SAR Services
1. Offer to run the campaign for four ex-
tra weeks.
3. Say delay not entirely your fault —
Kpack changed specifications
5. Repeat above offer.

8. Suggest 20% reduction plus four
weeks' extension to the campaign.

10. Partly accept that, but responsibility
IS on both sides.

12. Explain your position — full free
campaign impossible.

14. Respond.

Now listen to a recording of model dialogue.

SAR:
extra weeks.
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2. Summarize the problem — check your
summary with SAR.
4. SAR was late with proposals. KPack
only asked for small changes.

6. You think the campaigssed two
key trade fairs.
7. You want a free campaign for next
year or you pay only half the fee.
9. Repeat your concerns, explain that miss-
ing the trade fairs cost you business.
11. Respond — suggest new solution: 40%
cut in fee or free repeat campaign.

13. Suggest an adjournment.

Well, can we make you an offer? We would like to the campaign for four



KPACK':

SAR:

KPACK':

SAR:

KPACK':

SAR:

KPACK':

SAR:

KPACK:

SAR:
SAR:

KPACK:

SAR:

Well, can we summarize the problem from our poinview? First of all, the
campaign was late, it missed two important trads.fdhe ads also did not ap-
pear in two key magazines. As a result, it failed. you accept that summary
of what happened?

Well, the delay was not entirely our fault. You didfact make late changes to
the specifications of the advertisements.

Hmmm ... in fact, with respect, SAR was late wtik tnitial proposals, so we
had very little time, and in fact we only asked $amall changes.

Well, whatever, can we repeat our offer to run taenpaign for four extra
weeks?

That's really not the point. The campaign missed key trade fairs - because
of this we are asking you either to repeat the @agmpnext year, or we only
pay 50% of the fee for this year.

Could we suggest a 20% reduction to the fee, tegetith a four weeks' exten-
sion to the campaign?

We were not happy - the delays, the missed magazhe trade fairs - we lost
business.

| think we made mistakes, we both made mistakekink both sides are re-
sponsible.

Okay, how about a new solution: 40% cut in fee ftrea repeat campaign?
Perhaps, yes. We can talk aboufatde)

But a full free campaign is impossible.

| think we should have a break ... we are notggttiery far ... perhaps we
should think about this ...

Perhaps, yes. We can talk aboufatde)

6. Rejecting PI'OpOS&'SQCommunicating in Business, Unit 15)

6.1. Which of the following words indicate rejection is coming? Mark them with an R
(rejection). Mark the others with an A (agreement).

1. Unfortunately ...

7. It's a pity, but ...

2. Sadly... 8. We don't think ...

3. We regret that ...

4. I'm pleased to say ...
5. Fortunately ...

6. I'm afraid ... 12. Happily ...

9. We cannot possibly .
10. I'm sorry, .but
11. It's possible that ...
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6.2. Group Image, a commercial photographic companyis planning to buy new
processing equipment. For two days they have beeegotiating with Photolab Inc., a sup-

plier of photographic processing equipment. Photola has made an offer. Listen to a re-

cording of a final summing up from Peter Cawood oPhotolab Inc. and three alterna-

tive responses from Group Image.

« Comment on each response.

» Decide which is the most appropriate.

» Give reasons for your decision.

6.3. Complete the following phrases with suitable ards. If in doubt, listen again to the

last two responses in Exercise 6.2 above.

a0 o p

@

Thank you for your proposals, but ry ve
We do not at this stage to your offer.
Obviously, we have it very cargfull
We are not entirely that the teathmidvantages

the high cost.
We hope you'll us again with fuaffers.
| think we are to give you a formal today, but
we will to you and tell you of our in a day or two.
Then we'll what the next step shioel So, thank you very much.

6.4. Match a phrase on the left with a phrase on thright which could be used in a sim-

ilar situation.
a. Not just now. I'm afraid not.
b. Not really. Not at the moment.
c. |ldon'tthink so. I'm afraid we just couldnd that.
d. I'm sorry but that's not realistic. | doutb
Script:

In conclusion, we are prepared to provide you wittomplete state-of-the-art photo-

processing laboratory. This equipment will give yaouimmediate technical advantage. The

terms we offer you are very generous.
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Responsd
Well, we've listened to the proposals you have ntaday and the plans you have out-
lined. Basically, we have wasted time coming here.

Response 2

Well, we thank you for the proposals, but we amng/w®rry. We do not feel able at this
stage to accept your offer. Obviously, we have ginb@about it very carefully. The problem
for us remains costs. We are not entirely convirtbatl the technical advantages justify the
high cost. So, I think we are unable to reach ages# today. But, thank you for coming ...
We hope you'll contact us again with future offers.

Response 3

Well, if that is your final offer, thank you allf@oming to see us. | think we are unable to
give you a formal response today, but we will wiiteyou and tell you of our decision in a day
or two. Then we'll decide what the next step shbeldSo, thank you very much.

6.5. Below are four offers or requests. Reject eaane, using the information in the cues.

Situation 1

«Let me make a suggestion. If you agree to buyul3 every month for the next
twelve months, we'll agree to a 10% discount.»

You don’t know how many units you will need in €ird twelve months. It might he
more or less.

Situation 2

«The price we are offering excludes installatiostsdut does include a twelve month
warranty.»

Other suppliers offer free installation and a tvearyparts and labor warranty.

Situation 3

«| think the absolute minimum investment in adserg must be $40,000, otherwise
we cannot reach enough of our market. It's not nmadsk for.»

You cannot spend more than your budget.

Situation 4

«Now, some excellent news: we'd like to increaseoader. Right now you are send-
ing us 350 boxes a month. We need at least 50@Grakm very high ... »

Your order books are full, the plant is workingcapacity.
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Now listen to a recording of model answers.

Situation 1

A: Let me make a suggestion. If you agree to buy 10& @very month for the next
twelve months, we'll agree to a 10% discount.

B. Unfortunately, | can't say how many we'll need ix months and certainly not in
twelve. | can't take the risk on such a large oedehis stage.

Situation 2

A: The price we are offering excludes installationtgadsut does include a twelve
month warranty.

B. I'm afraid that's not really acceptable. Did yowknthat other suppliers offer free
installation and a two year parts and labor wagant

Situation 3

A: | think the absolute minimum investment in advanrgsmust be $40,000, otherwise
we cannot reach enough of our market. It's not nio@sk for.

B. It's a pity but it's still more than our budgetaln't go that high

Situation 4

A: Now, some excellent news: we'd like to increasearder. Right now you are send-
ing us 350 boxes a month. We need at least 500ani@ns very high ..s: Well,
I'm glad you're having a lot of success with owdurcts, but the bad news is that
our order books are full, and the plant is workatdull capacity. We're a bit stuck
I'm afraid(fade

6.6. Abacus Inc. is an automobile parts distributor They want to buy exhaust pipes
from a manufacturer, Kroll.

Abacus Inc. Kroll

1. Ask for 200 exhaust pipes — part num- 2. No problem! Ask when they are

ber DR5789032. needed.

3. Immediately. Ask for 10% discount. 4. Reflces are already discounted.

5. Ask for unit price. 6. $100.

7. Offer $95. 8. Refuse. Suggest 2.5% discount if
payment is made at time of order.

9. Refuse. Ask for 3.5% with 60 days to pay. 1€fuBe. Say margins are very tight.

11. Comment. Say you will call againto-  12. Your prices are very competitive. Say

morrow. You expect a better offer. goodbye.
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Now listen to a recording of a model dialogue.

KROLL :
ABACUS!

KROLL :
ABACUS:
KROLL :
ABACUS!
KROLL :
ABACUS!
KROLL :

ABACUS!

KROLL :
ABACUS!

KROLL :

ABACUS!

Kroll Auto. How may | help you?

Hello, this is Paul Bowen from Abacus. I'd likedder some exhaust pipes -
200 please, part number DR5789032.

No problem! When do you need them?

Immediately. Also, could we have a 10% discount?

(laughs)Ah, you know our prices are already discounted.

Er ... can you tell me ... what's the unit price?

One moment I'll tell you ... it's er ... 100 dodar

What about $957?

I'd like to, but I'm sorry, our prices are as loswee can make them. Just one
thing, we could do you a 2.5% discount if paymenniade at the time of the
order - that is right away.

No, sorry. | can't do that. Could we agree on &a3discount with 60 days to
pay?

No, sorry, can't agree to that. Margins are vegiytti

Yes, | know. It's always the same ... here too.wany a shame, but I'll call
you again tomorrow, maybe you can make me a betftier.

(laughs)Good luck! Our prices are very competitive. But\way, look for-
ward to your call. Bye!

Bye.

7. Diplomacy. (rhe Business, Intermediate, Unit 8)

7.1. Read the information in the box, then with a artner discuss whether the countries
and regions below ard. (low-context) or H (high-context) cultures.

Low-context cultures High-context cultures
Focus of negtiations problem-solving, relationship-building,
deadlines are important time is flexible
Communication style direct, verbal, indirect, dislike conflict,
few non-verbal signals avoid saying no
Business individuals more important | group harmony more impor-
organization than the group tant than individuals
[ ] China [ JUSA [ ] Australia [ ] N Europe
[ ] Middle East [ ] Latin America [ ] UK [ ] Japan
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7.2. Listen to three negotiation extracts. What wenwrong in each case? Think about
high- and low-context cultures, as well as the acaliphrases used.

7.3. Listen to alternative versions of the three rgotiations. How do the negotiators
avoid misunderstandings?

7.4. Listen to the alternative versions again andamplete the phrases below. Phrases
are numbered in the order you hear them on the reading.

Extract 1 Extract 2 Extract 3
Checking 1. Correct meif 4. Have | 8. If I've understood
understanding : right?
but you seem to be 5. Would | be right
that... that...?
Correcting 2. I'm afraid there 6. I'm sorry, that 9. Perhaps | haven't
misunderstandings isn't
a slight
Reformulating 3. Let me 7. What | was 10. Allow me
another : was... 11. What |
Scripts:
7.2.
1.

A: I'm afraid | think we might need more time to expglall the implications, and
perhaps to include some of our senior managemeheidiscussions.

B: Look, Mr. Yamada, I've already been here a weedt,|ldrave a plane to catch this
evening. If you don't want to do this deal, jusg sa! | mean, when | get back, |
have to tell my boss we have a contract, or expldin | failed to get one!

A: We feel there are still quite a large number oficlifties to face in this project,
and these will take a very considerable amounihzg &and money to resolve.
B: OK, Amal, let's sit down and work out a schedule.

A: | am not sure that at this stage a schedule isopppte, in view of the considera-
ble, er, cultural differences between our companies

B: Well, we need to start work soon if we want to nteetdeadlines.

A: Frau Meier, perhaps we should talk again in a fawsdby telephone?

B: Are you saying you're quitting the project?!

A: If you insist on putting it in those terms, thersy!| think probably that is best.
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And you pay the shipping costs.

No, as | told you, our prices are ex works. You fayshipping.

So you don't want to sell us your machine tools?

No, why do you say that? | never said that!

Your terms with Auckland Industries last year irgd shipping, | believe.
Yes, but that was a much larger contract.

So our order is not very important for you?

I'm afraid | think we might need more time to explall the implications, and
perhaps to include some of our senior managemeheidiscussions.

Uh-huh. Yamada-san, correct me if I'm wrong, bull y@em to be saying that
you're not completely convinced by this deal.

I'm afraid there seems to be a slight misunderstgnd/r. Bryson. Let me put it
another way. We are as enthusiastic about thissdealer, but here in Japan, it is very
important to take the time to consult everybody tarbe sure there is a consensus.
Ah, yes, | understand. It's important for me togkegy board informed too.

I'm afraid we feel there are still quite a largemtner of difficulties to face in this
project, and these will take a very considerablewarof time and money to resolve.
OK, Amal, have | got this right? You're saying tlyau're not sure we have the
time or the money to make this project a success?

That's right. Especially in view of the considembér, cultural differences be-
tween our companies.

So, would I be right in saying that you are conandgwithdrawing from the project?
No, I'm sorry. Sabine, that isn't quite what | nte&hat | was trying to say was,
we need to take our different approaches to thélenas into account, but I'm
sure we can find solutions.

Yes, I'm sure we can. Perhaps we should talk agairfew days, by telephone?
Yes, that would be fine.

And if I've understood correctly, you will pay teeipping costs.
I'm sorry, perhaps | haven't made myself clear. phee we quoted was ex
works. But we can quote including shipping if ydel
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A:

B:

But didn't you say you would give us the same teasigor Auckland Industries
last year?

Ah, | see, yes. Well, allow me to rephrase thatatMhmeant was, we would be
very happy to give you the same terms as Auckldngyu were in a position to
order the same volume.

7.5. Match the direct remarks 1-4 to the diplomatidorms that were used in the listening.

Direct Diplomatic
1. I'm not ready to make a decision. a) Perhapsheeld talk again in a few days?
2. This project is totally unrealistic. b) I thimke might need more time to ex-

plore all the implications.

3. Let's finish the meeting now. c) We would be very happy to give you the

same terms as Auckland, if you were in a
position to order the same volume.

4.
you give us a bigger order. number of difficulties to face in this project.

We won't pay for shipping unlesd) I'm afraid we feel there are still quite a large

7.6. Complete the summary. Diplomatic language ofteuses:

modal verbs likesould, , ,

softening adverbs likenaybeor
qualifiers likea bit, rather, a littleor
introductory warnings liké€m sorry, actually,
(negative) questions rather than statements.

7.7. 'Translate' the direct remarks into diplomatic language, and vice versa.

Direct Diplomatic

1. I'm sorry, but wouldn't it be easier for eve-
rybody if we held the meeting here rather
than in Colombia?

2. If you don't want to do business, just

say so!

3. Actually, 1 was wondering whether you
might possibly reconsider your position(?

4. So you don't want to sell us your prod-

ucts?

5. I'm sorry, but couldn't we start a little ear-

lier than 11 am tomorrow? We might find
we would make a bit more progress.
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6. That's not true. | never said that!

7. To be perfectly honest, I'm inclined to
think that business trips aren't quite|as
useful as everybody says they are.

8. So you don't trust us to pay?

9. Let me put it another way.

10. You are not convinced.

11. I'm afraid there seems to be a slight m
sunderstanding.

12. You don't understand!

13. Would | be right in saying that you want
to withdraw from the project?

14. We need more time.

15. I'm afraid there are still quite a large
number of difficulties.
16. We must renegotiate parts of the con-

tract.
17. Won't that be rather expensive?

7.8. With a partner, take turns to choose a subjecnd hold short negotiations follow-
ing the chart below. Be diplomatic!

1. buying worldwide rights to your partner's movieigtr
2. buying advertising space on your partner's car

3. buying worldwide rights to using your partner's mam
4. buying equity in your partner's business

Student A Student B
1. Make an offer 2. Check understanding.
3. Correct misunderstanding, 4. Make a counter offer, or go to 5.

if necessary, reformulate offer.
5. Accept offer, or go to 2.
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UNIT 6. MAKING PROPOSALS
1. PfOpOS&'S(Effective Negotiating, Unit 6)

1.1. Pre-viewing

Once positions have been established in a negotjadi process of making and responding
to proposals usually follows. Which side (the custo or supplier) should start the process?
What are the advantages of doing first and second?

Setting the scene:
» Andrew plans to support Karen in making the nevppsal.
» Karen and Andrew plan to break the deadlock oweligbue of project work by making a
new proposal.
» Francoise is looking for a solution to the problaitogging project work.
» Sean is not happy with the idea of logging projemtk. He wants Okus to come up with a
better solution.

1.2. Viewing

1. Watch Version 1. What do you think of Sean's ta€tits he right to be so demanding?

2. Watch Version 1 again. How does Sean make his désfawhat type of response
does he get?

3. Watch Version 2. Who makes the proposal this tiviibat kind of response does she get?

4. Watch Version 2 again, from the point where Seandwepted that the new proposal
is good in theory, but has asked for clarificatiéinanchise and Karen negotiate to-
gether. What approach do they use?

5. Watch Version 2 again and fill in the blanks.

Karen: We've discussed this problem of logging support @noject work, and
Sean:
Karen: Firstly, we about the pricingteays. Level A is too

expensive and Level B holds too many potential surprises.
a level of support between d\ BanWe include all
maintenance and support work at a fixed price, plusinimum project load.
How does that sound?

Sean: . But | can't see any diffexdoetween that and Level
A. We want to agree a monthly rate for essentippsu and project work.
Karen: urgent, additional work?
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Francoise: Youcould that when it's necessary.

Andrew: difficult to manage in reality® could get delays
while we waited for your approval.

Karen: , Francoise?

Francoise: Maybe we could agree a sune adtdint of the year to
cover urgent projects.

Karen: Would the IT Manager have control of that?

Francoise: No, but I'm sure | could approve most of the woryseif.

Karen: , that could work.

Andrew: Let's go back to the original proposal and

Sean: Great. Let's get started.

1.3. Read the text. Then think about your own negatting style. Is it neutral or emotional?

In the bad versions of this unit and some of theounits, Sean succeeds in getting
an emotionalresponse from the Okus team — this may be a shdwsiration, anger, or
even sarcasm. He will regard this type of resp@ssa sign of weakness. His negotiating
style is direct and sometimes confrontational, bathimself never gets emotionally in-
volved.

In many business cultures, detached meatralbehavior is expected. Sean comes from
this sort of culture. The other three operate robgite time in a neutral way but, on occasions,
cannot stop themselves from showing their feeling®e two women, maybe because of inex-
perience, or just because of their personalitiegitwio communicate when they are pleased or,
on the other hand, frustrated or angry. Sean putisedv on the defensive and this explains why
he tries to fight back, arguing about Rolls Royaed Fords!

2. A Joint Venture Project. (Effective Negotiating, Unit 6)

2.1. Listen to the extract from a meeting about agint venture project. The partici-
pants are considering proposals about who should bgroject leader. There are three
possible candidates. Indicate below who favors wham

candidates| Peter Mc Vitie Andreas Bauer Francesca Ross
speakers

Maura
Nigel
Ute
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2.2. Listen again and write down the expressions ed to make proposals and respond
to them.

a. Maura's proposal

b. Nigel's response

c. Nigel's proposal

d. Ute's proposal

e. Maura's response

f. Ute's reinforced proposal

2.3. Listen to the proposals. Respond as indicatdxlow.

a. (negative)

b. (neutral)

c. (positive)

d. (neutral)

e. (positive)

g. (negative)

2.4. Make proposals about the following.

a. A five per cent cut in the training budget.

b. A two per cent rise in the productivity

c. A meal with your colleagues after work.

d. A company excursion to a theme park.

e. To reduce advertising costs

f. To extend the working hours by two and a half hgensweek.
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2.5. Work in pairs. Practice making and respondingto proposals in these situations.
Follow the pattern given below.

Make a proposal
I suggest we cancel the trip. \

Respond to the proposal

I can understand why you
say that, but I think we still
should go ahead.

Make a counterproposal
What about postponing it?

o~
Na

Responding
That could be a good idea.

a. Your competitors are about to launch a rival to ohgour best-selling product lines.

b. You are several days behind with a big order targortant customer.

c. A large sum of money (about a million dollars) leen made available to spend on
improving your office buildings. You have to presam action plan for how it is to
be spent quickly, or you risk losing the money.

d. The company is going to invest in sponsoring a mayorld-class sports team. It is
your responsibility to select which sport and whieam.

e. One of you has to relocate to New York to helpwgeta project. It would be for a
minimum of twelve months. You don't know much abth& relocation package yet,
but you have to make a decision now. Which oneoorfwill go?

f. It has become necessary to make budget cuts. Yold éet go two trainees, who
have completed only six months of their training,you could economize in other
ways. Decide what you are going to do.

g. You are responsible for organizing an importanindmand evening's entertainment
for a very influential client whom you know doestspeak a great deal of English.
You also know that this client has strong religidagiefs which mean that he/she
cannot eat and drink certain things. Decide whatam@ going to do.
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UNIT 7. BARGAINING

1. Furthering NegOtiationS.(Business Vocabulary in Use, Intermediate, Unit 64)
A. Win-win

In a successful negotiation, everyone should lel@enegotiating table happy with the out-
come: there shouldn't be winners and losers. Thetia¢ors should try to reach a win-win solu-
tion: an agreement of equal benefit to both siflks can be achieved in a number of ways.

B. Probing

One way of furthering negotiations is probing (agkihe right questions and listening care-
fully to the answers). Here are some probing qoesti

a. What is the situation on production at your plarthe moment?

b. What sort of quantities are you looking for?

c. What are we looking at in the way of discount?

d. What did you have in mind regarding specifications?

e. What were you thinking of in terms of delivery d&Re

f. How important to you is the currency for payment?

C. Proposal and counter-proposal

Through a series of proposals or offers from omke €ind counter-proposals or counter-
offers from the other side, the two sides work tasaan agreement which will benefit them
both. Here are some ways of making offers:

If you offer more flexible paymenmnt
conditions,

As long a¢ engine performance
improves by 10%,

— _ will be able to (+ infinitive)
On condition that you deliver 20 o
: can agree to (+ infinitive)
engines by May, _ _
: : Then we could consider (+ -ing)
Supposin¢ that you provide good
, may offer (+ noun)
technical support, _ ]
might offer to (+ infinitive]

Provided that you supply docut
mentation in French,

Providing that this contract works
out OK,
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D. Trade-offs

When you offer to change your position to one ikdess favourable to yourself, you
make a concessionPerhaps this is in exchange for a concession ft@mother side, al-
though there is no guarantee of this. Your conoessiay be goodwill gesture a conces-
sion that you make hoping that the other side s&# this as friendly and make a concession
in return.

Even in a friendly negotiation, there maylo@se-trading, with each side making a se-
ries of concessions in return for concessions ftieenother side. (This expression is often
used to show disapproval.) If you argue about sbhimgtfor a long time, especially about
the price of something, ydwaggle

A series of concessions in exchange for concesdions the other side is a series of
trade-offs. If you make a concession you may not get anytbick. If you make &rade-
off, you give something away and get something irrmetu

1.1. Match the replies (1-6) to the probing questits (a-f) in B above.

1. Perhaps 100 units per year over five years.

2. We can offer ten per cent if the quantities arbtrig
3. We'd like to see a ten per cent improvement ingoatance.
4. We'd prefer US dollars.

5. We'll need the first 30 units in six months.

6. We're operating at full capacity.

1.2. The Xania-Zebra negotiations continue. Use ergssions from C above to complete
José's phrases below, using the correct form of theords in brackets. The first one has
been done for you.

1. If you offer more flexible payment conditions, migtconsider pay / higher price.
If you offer more flexible payment conditions, thes might consider paying a higher
price.

2. As long as engine performance improves by ten get, ecnay / offer / price / $550,000
per unit.

3. On condition that you deliver 20 engines by Mayil wbe able to / consider / more
flexible / price.

4. Supposing that you provide good technical suppadht / be able to / increase / order.

5. Provided that you supply documentation in Portuguesuld / consider / send person-
nel / you / training.

6. Providing that this contract works out OK, miglaigiee / work / you / future.
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1.3. Use expressions from D above to complete thestracts.

1. The Government's approach of 'If you do this, tvefil do that' seems to owe more to
political than good policy-making.

2. When London was chosen as the site of the Europaak for Reconstruction and De-
velopment, France insisted that a Frenchman gdbth@b. When Frankfurt was chosen
for the European Central Bank, the French againetice similar

3. The unions suspended the strike until next weela apodwill
aimed at reopening negotiations with employersanizations on ending the strike.

4. She is a hard, unforgiving businesswoman making to no one.

5. When too many customers turn up, some airlines h@aveduced compensation pack-
ages to persuade them to take a later flight. Hepeed travellers then

to get an even better package.

2. Difficulties. (Business Vocabulary in Use, Intermediate, Unit 65)

A. Confrontation

Sometimes one side is in a stronger position tharother: they have molmrgaining
power. For example, during a recent strike at Lamda, the company was in financial dif-
ficulty and the public was on the workers' sidel.amda wasegotiating from weakness
The strikers’ union knew this: they wamegotiating from strength.

The union madeemands objectives that were so important that they werilling to
change them. They wanted a 15 per cent pay incréaser theymoderated these de-
mands, and said they would accept ten per cent.edery their demand for a week's extra
holiday wasnon-negotiable they would not accept less.

Lamda said they were being forced to accept somgtiiat they did not want. They ac-
cused the union of making them negotiateler duress

Eventually Lamdaconcededto most of the union's demands and gave them thiegt
wanted. The media said that Lamda badked down climbed down andgiven in.

The feelings had been very strong on each sidadifimeite wasbitter, and the negotia-
tions wereconfrontational andadversarial.

B. Confrontational negotiating tactics
Although usingricks isn't recommended, there are negotiators who:
* issuethreats, final offers or ultimatums: they say that the other side must accept
something, with very bad consequences for thehmely tefuse.
* lie andbluff: they threaten to do something that they do nehahto do, or are nor able to do.
Of course, you can alwaysll someone'®luff: pretend to believe them, when you know
they are bluffing.
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C. Dealing with problems
When negotiations get stuck, and don't progressetare a number of things you can do.
a. Underlinecommonground: the areas where agreement has been reached.
b. Reassurethe other side on key points that have been décictenfirm that you have
not changed your mind
c. Be willing tocompromiseon your original objectives: be ready to accegs ldhan you
wanted in exchange for compromises from the otidley, s
d. Identify the exact obstacles sticking points: the problems that are causing negotia-
tions to become difficult.
e. Postpone discussions until later so that eachcsidesconside its position.

2.1. Look at A above. Which expression best desceb each of these statements about a
miner's strike? Sometimes there is more than one gsible answer.

1. Of course, the company had enormous stocks oftbaalhad already been produced
but not sold and it suited them if there was noemmoduction for six months.

2. The union wasn't in a good position. Apart from #@r®rmous coal stocks, there are
thousands of people already out of work.

3. In the beginning, the union said they wanted aipasease of 100 per cent, and noth-
ing less was acceptable, but later they realizesdwhs unrealistic, and said they would
accept less.

4. Eventually the miners went back to work. The sthikel produced nothing for them.

5. Of course, the mining company had been very aggeesswvards the miners.

2.2. Match the sentence beginnings (1-5) with thewcect endings (a-e). The sentences
all contain expressions from B above.

1.Being offered the idea of a 600-plus seat je&. for ex., allowing only whole chickens

to airlines last autumn. to be imported, not chicken parts.
2.The country's trade negotiators are trying alb. But European plane industry executives
sorts of tricks to protect their farmers, __ are convinced that Boeing is bluffing.
3.The TV presenter gave his bosses an ultima:. the last one being £28,000 to each
tum that he would leave the show docker involved in the dispute.
4. The company said they would fire all of us ifd. if Miss Taylor was allowed to stay
we didn't acceptthe deal as co-presenter.
5.0ver the past two years, Mersey Docks has. but we called their bluff-we refused
made a number of ‘final’ offers, and six months later we still have
our jobs!
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2.3. José Oliveira is trying to deal with some prdiems in the Xania-Zebra negotia-
tions. Match the expressions (1-5) to the points{& in C above.

1. With currency values changing so quickly, you wianthink further about the currency
you want to be paid in.

2. If you can increase the performance of the typengfine we're interested in, we may be
willing to pay a little more.

3. Well, the currency for payment would seem to bepitoblem here.

4. \We've reached agreement on the number of enginearg@willing to buy, and that's
very positive.

5. We've definitely reached a consensus on pricet-ntligh at least is agreed.

Over to you
Do you think people should tell the complete trwtien negotiating?

3. Matching an Offer. (Effective Negotiating, Unit 7)

3.1. Pre-viewing
What can cause negotiations to fail? How importsnit to maintain a positive tone
throughout the meeting?

Setting the scene:
* Andrew is beginning to feel that his team is comegdoo much.
» Karen had originally proposed to hire just two menstof the Levien IT team.
» Francoise is very preoccupied with saving the gflzs many of her IT team as possible.
» Sean does not want to have any difficulties witt YWorks Council (a body which
represents the interests of employees).

3.2. Viewing

1. Watch Version 1. How could Karen and Andrew stapriegotiation from becoming
so polarized?

2. Watch Version 1 again. How do Andew and Karendmesist the pressure from Levien?

3. Watch Version 2. How does Karen maintain positwsmunication this time?

4. Watch Version 2 again. When does Karen introdueecibncession of taking on a
third member of the team? What impact does it have?

5. Watch Version 2 again and fill in the blanks.
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Francoise:

Karen:

Sean:
Karen:

Francoise:

Sean:

Andrew:

Francgoise:

Sean:
Karen:

Andrew:
Karen:

Francoise:

Karen:

Sean:

Andrew:

Francgoise:

Karen:

Francoise:

Karen:
Andrew:
Karen:
Andrew:

the staffing question for a emdMAs we said at the
start, we have certain obligations to our four Ebple.

. Our main priority is to givgoad quality, value for
one of your sauld become our

money service.
project leader.
OK.

And another should become the support engineer.

, but we egusafd all four

jobs.
We on the support contracenKdout staffing is just
as important. Labour laws here are real tough,vemgrobably won't be able
to sign this contract if

?

I'd like to go back to the Works Council and télem we can find work for
all four members of my team.
the other two on short-ternracis?

We that. We to take on one
other person as a project engineer, but he...

Or she...

Thank you, Andrew. They abdwtrevthey worked.
But what about staff to ?

more than the two jobs. We bavewn project en-
gineers to support the team here in Brussels.

So, for this third person? A ors gentract based in
Brussels?
Yes, but would have to be pedptp work else-

where as well.
Three out of four. That would be something.

Francoise, ? Andrew and | reetadkt this through.

Of course.

| think we're almost there.
Absolutely. We can :
[ that we select the staffessin
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4. Concessions and ConditionSeffective Negotiating, Unit 7)

4.1. Listen to the extracts. In each case a concessis offered but there is a condition
attached. Complete the table.

Extract Concession Condition

one

two

three

four

4.2. Listen again and fill in the blanks.

Extract 1.

A: Look, we're going round and round in here. What we need

B: Well, we could offer you in the thonfee — :
obviously.

A: OK, ?

B: Well, possibly , but we would negdarantee

A: What ?

B: Well, us an annual contract rathem just month-by-month or-
ders, we give you the one per cent.

Extract 2.

A: to offer some kind of incentive, | knve might as well

B: What sort of ?

A: Well, this contract, you're goimgiéed a lot of capital up front.
We've got our own capital businagsd like you to come to us
for the financing.

B: So, , , we've gatdheact if we come to you
for the money?Yes.)One condition: we'd need a very teons.

A: ?

B: Well, perhaps two per cent below base rate overyears.
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Extract 3.

A: What if we offered to be more over payment?

sixty days instead of thirty.

B: . Would there be any ?

A: Well, we to agree to sixty days that was the
maximum. If you were late paying, we would want

B: What sort of penalty ?

A: Well, | think it would have to howany days you were late. Prob-
ably an additional one per cent for each day'sydela

Extract 4.

A: What if we made you our preferuggleer?

B: I'm not sure

A: Well, we would give you the first opportunity any new business.

B: , but how would that actually work?

A: Well, we would ask you for a quote. the price you were asking,
you'd get the contract. , we'd askhar supplier for a quote. If
they came up with , we'd give yohbaace to match it.

B: Right. Well, we might be able tfieroyou a turnover-related dis-
count. We a scale which reducedntivghly invoice depending

on the overall turnover.

4.3. Use the conditional constructions abovef(. or unless..) to exert pressure in the

following situations.

-~ 0o 2 0 T p

For example(supplier to company) Sign the contract immedidtgdya discountUn-

less you sign the contract immediately, you waettagdiscount.
(company to IT providers) Cancel the contract/redymur fees.
(factory to supplier) Choose another supplier/etteer.
(negotiator to negotiator) End the negotiation/acassion.

(boss to employee) Lose your job/improve perfornsanc
(employee to boss) Leave the company/better salary.
(headhunted job candidate to boss) Accept a nelligner office.
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4.4. Using the ideas below, make offers and attaclonditions.

For example:
offer: extend the contract condition: a one per cent discount

We could extend your contraas$ long asyou offered us a one per cent discount.

Offers Conditions

two per cent discount guaranteed orders

a firm order early delivery

a new car reach sales targets

a position on the board agree to work overseas
a new office work this weekend

a salary rise move to Liverpool

4.5. Complete the dialogue using appropriate wordand expressions.

A: We seem to have reached a stalemate. We're na@ gojprogress
can make us a better offer.

B: We might be able to offer something better but

A: What's that?

B: You would have to guarantee us a fixed order ewewgth for a year.

A: We might be able to do that, we feel yeulze right supplier for us.

B: OK. If you give us this guarantee, we be prepared to re-

duce our prices by fifteen per cent.

4.6. Work in pairs. Script a similar dialogue to the one above for the following situa-

tion.

A supplier and a customer are negotiating abousprart costs. The supplier is will-

ing to include them in the price of the contratthe customer agrees to his payment terms.
The customer will agree to better payment termigisg as delivery times are guaranteed.

The supplier should start off the negotiation ltkes: We might consider including

them in the contract, but...

4.7. Read the following text about a recent big busess deal. Then replace each word
in italics with the word or expression below whichis nearest in meaning.

a. equals b. bargaining c. defeat d. surrender
e. offer f. exceed g. estimated h. amount
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to the seller.
a.
considerable
c. We
They are going to want to
ROLE PLAY.

David and Goliath battle it out

Analysts were shocked by
news that Unica PLC, a relative
newcomer in consumer
electronics, has made an offer
to take over Amamoto
Electronics. Insiders are saying
that Unica’s " bid at least
“matches their main
competitor, Fisor, in this
takeover battle. Amamoto’s
value has been ° quoted around
the 2.5 billion mark. If Unica is

to “ beat Fisor, it will have to

® outbid this by quite a hefty

® margin. They can expect
some board-room " haggling
over the next week but clearly
believe Amamoto will have to

® give in to shareholder
pressure to accept their
generous offer. Share prices of
all three companies have been
pushed upwards by constant
speculation.

b. | don't enjoy

.8. Use the right form of the terms from exercisd.7 to complete the sentences below.
We asked the supplier to put in a new

. They did, and it not only

other offers we had received{uiady

them.

. | always get knockedn on price and end up

Unfortunately we lost the contract. One of the cetriprs

us by a

them what we believed was gffigie, but they are not happy.

(Market Leader — 2, Pre-Intermediate, TB, Unit f0155)

A. Correct the negotiating expressions. There is @wrong word in each expression.

Calming down

1.
2.
. Why don’t we become back to that later?

3
4

| understand that you're saying.
| can see your point of views.

. You don’t have to sorry about...

Closing a negotiation

9

10.Can | go on what we’ve agreed?

1
1

. Let’s see what we’ve get.

1.1 think that overs everything.
2.We's got a deal.

Creating solutions

5.
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A compromise shall be to...
How around if...

Let’s look at this other way.
Another possible is...



B. Work in pairs. Student A is the customer; studehB is the supplier. You are nego-

tiating the sale of some bricks. These are the negaior’'s objectives in the beginning.

Price per Discount for bulk Delivery Payment

thousand bricks orders currency

A: €820 25% 6 weeks Euros
B: €950 15% 3 months US dollars

Start the negotiation using the sentences given. &h use the correct forms of the ex-
pressions above and other expressions to continuket negotiation, following the in-
struction.

A: ‘So you are offering a price of €950 per thousandkis and, as | told you, I'm only
willing to pay €820.
B: ‘Yes. There seems to be quite a gap here.’
Calm A down and suggest a compromise: a price 55€8
A: Accept the solution.
Move on to discount.
B: You can only offer a higher discount if A acceptsrger delivery time.
Suggest a specific discount and a delivery time.
A: You can't accept B’s proposal.
Create another solution.
B: Accept A’s proposal.
Move on to currency.
A: Insist on paying in euros.
B: Calm A down.
Suggest half the payment in euros and half in dolla
A: Accept.
Go over the agreement.
B: Accept or disagree with A’s summatry.
Clear up any disagreements.
A: Close the negotiation.
B: Reply.
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5.1s This Really Your Best Pl’iCe’:?Head for Business, Intermediate, Unit 10)

5.1. Listen and match the negotiations a-d witi-4 below.

1.an antique dealer and a customer...

2.two people discussing the price of a secondhand car
3.a buyer calling a printer...

4.a salesman selling a notebook computer to a custome

5.2. Listen again and complete the expressions belo

1. | must say Malcolm, |

2. 1 you are saying.

3 , ring me with a better offer.

4. | include a case and a battery. dt@ms that
5. Thisis really my offer.

6. I'm to pay £13,000.

5.3. Which expression in 5.2. above:

asks the other person to try harder?

shows you have registered the other person'’s p3iti

asks for someone's reaction to an offer?

states a position strongly?

states a final position?

A S A

expresses disappointment?

Script:

A

Buyer: Hi, Malcolm. I'm calling about your quotation.

Printer: The one for the brochures?

Buyer: Yes. | must say, Malcolm, | was very disappointégou can't do better
than that I'll have to go elsewhere.

Printer: Yeah, but we've done business together for yeatsyau won't get the
same quality of work or delivery.
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Buyer:
Printer:
Buyer:

Printer:

Buyer:

B
Customer:

Shopkeeper:

Customer:

Shopkeeper:

C

Salesman:

Customer:

Salesman:

Customer:

Salesman:

Customer:

D
Customer:

Salesman:

Customer:

Salesman:

Customer:

Salesman:

Well, I'm not sure about that, Malcolm, but is treally your best price?
Well, it's the cost of paper, you know.

Mm, | hear what you're saying. But I've got a qumtemy desk, which is
a good deal lower.

Who from?

Come on. You don't expect me to tell you thattéll you what, ring me
with a better offer before lunch otherwise I'll leao go to them.

I'm looking for a nice desk for my son's eightednitthday. Something
Victorian, maybe.

| see, and how much would you like to spend?

Well, | can afford up to about £1,000.

£1,000? That's not a lot for an antique, madara.givt a desk downstairs,
it's not exactly antique but it's still very nice.

| can let you have it for £900, provided you pagtta

That's still rather expensive. I'm sure if | shappeound I'd find it cheaper.
Maybe. But | can't go any lower than nine. Supmps$include a case and a
battery. How does that sound? This is really my &ed final offer.

And this includes a year's free service?

Oh yes, that's standard. So have we got a deal?

Yes, | think so. I'm happy enough with that.

I'm not prepared to pay £13,000; the list priceleven.

Yes, but don't forget that every vehicle has a'geararantee.

Even so, it's still over-priced.

If I said £12,000, would you take it?

OK. | suppose so, but I really can't go any higher.

Let me check with my sales manager. I'll be back minute. ... Now, I've
spoken to him and I'm afraid he won't take £12,@10.the good news is
he'll accept £12,500
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5.4. Using the cues below, try to remember as muets you can about the conversation
between the computer salesman and the customer.

Objection

Counter proposal

Second proposal

.
Agreeing /
Closing the deal

concession

6. What About a Good Discount For US¢English 365 — 3, Personal study book, p. 74)

6.1. Kate Spellman is making arrangements for a copany conference. Andrew Holt
represents the conference venue where Kate's comparns going to hold the confe-
rence. Listen to Kate and Andrew bargaining and reahing a compromise, and answer
these questions.

* What does Kate want from the negotiation?
* What does Andrew want?
* What compromise do they reach?

6.2. Listen again. What phrases do Kate and Andrewse to:

ask for a discount

- What ?
politely refuse
— Unfortunatelly, any more.
- No, | that.
suggest a compromise
— But I can f youipay ...
- Well, we'd stages.
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agree to a compromise

- OK, that'’s fine. We’ll - you're old clients...
- That's ...S0,
- Agreed.

6.3. Put the sentences in the correct order to cortgte the conversation. The first one is
done for you. Then listen and check your answers.

Script:

Kate:

Andrew:

Kate:

Andrew:

Kate:

Andrew:

Kate:

Andrew:

Kate:

Andrew:

Good. So it's €85 per unit, with you payiogtransport and insurance.
What do you say to €80 as we’ll be payingHtertransport and insurance an-

yway?

Agreed.
| don’t think we can accept that. It's towldHow about €857
I’m not sure about that. You see, we norntake care of the transport and in-

surance — we do that ourselves anyway.

That sounds reasonable. I'm sure we can agtéat.
If we agree a price of €100 per unit, can yoweado pay all the transportation

and insurance costs?

OK, well, I think in that case we can redtieeprice to €90.

So, we need to discuss the price. What about a disedunt for us?
Unfortunately, we don’t think we can lower the griany more. The price is
very competitive, and only a little more expendivan last year.

Yes, but this year we have more people coming walitost us a lot more. An-
yway, I'm sure you could manage a small discouet’'s say 10%?

No, | don't think | can do that. And I'd like to ¥Yathe payment earlier. But | can of-
fer a 4% reduction if you pay the total amount &@stbefore the conference date.
Well, first of all, everyone knows that the mid-pibetween 0 and 10 is 5.

OK, 5% it is, but with the payment 60 days beforgha

Well, we’d prefer to pay in two stages. How aboQ%560 days before, and
50% a week before the conference?

OK, that’s fine. We'll say yes to that — you're obtfients of ours, so we’ll
agree.

That's good, thank you. So, a 5% reduction, withnpant in two stages.
Agreed.
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7. Take It or Leave lIt. (Head for Business, Intermediate, WB, Unit 10)

Mary Jones, who owns an antique shop is talking tdony Grey. Tony's boss has a new
office and has asked Tony to buy a handsome antiquiesk for him. Complete the con-
versation using the words and expressions from thgox.

bargain Take it or leave it hear what you'reirsgqy
To be honest I'd find something you've got a deal
prepared change my mind workmanship
if | said need to do better supposing
does that sound my best and final offer provided
| tell you what then

Mary: Well, the price on this one is £2,500, but for gaaan sell it for £2,000.

Tony: My boss's not to pay £2,000. , Mary, | don't
think it's worth it.

Mary: But just look at this — it readlyekceptional.

Tony: Mm, | Mary, but if | looked around just as
nice.

Mary: Yes, but think of all the time you would waste.

Tony: That's true. OK, £1,500, wouldtpde it?

Mary: £1,500! I've already had a much better offer tinet. t

Tony: — how about £1,6007?

Mary: That's still too low. Look; | can let you have arf£1,800 you
organize delivery.

Tony: Is this really your best price? You than that!

Mary: Well, I include this lovely desk lathpw ?

Tony: Mm. I'm not sure; it goes well with the desk bt till rather expensive.

Mary: Well, that's , I'm afraid.

Tony: So, £1,800 with the lamp, | organize delivery. OK,

Mary: And you've got a . You'd betterrmpaybefore |

ROLE PLAY . (Market Leader, Pre-Intermediate, TB, Unit 2, p7)14
Student A is a buyer for a large bookstore chain.t8dent B is a sales rep for a publish-
er. They negotiate a discount on a new thriller.

102



- A wants between 5,000 and 20,000 copies. The napieg A orders, the bigger the dis-
count they want but, of course, B wants to limé thscount given.

- Negotiate the number of copies to be bought by dtae discount to be given.

- During the role play, you should try to use all éxgpressions on your role card.

Student A Student B

Discount objectives Discount you can offer

1,000 — 4,999 copies: 25% discount 1,000 — 4,999 copies: 20% discount
5,000 — 9,999 copies: 30% discount 5,000 — 9,999 copies: 25% discount
10,000 — 19,999 copies: 35% discount 10,000 — 19,999 copies: 30% discount
20,000 copies and above: 40% discount 20,000 copies and above: 35% discount

8. Specific Points (Business English: Listening and Speaking 2, Wi, 5, 6)

Listen to people discussing specific clauses of thentract.
PRICE.

A: Your offer for walnut-meat at USD 400 per metria #8OB Sydney is on the high
side. Actually your price has gone up by 20% owerlast year. Such an increase
is uncommon in the international market. It'll deea lot of difficulties for us in
selling the product.

B: | agree that we have increased our price by a lan@®gin. But you must be aware
that the price of walnut-meat has been increasimgedast year. It is fixed accord-
ing to the upward trend in international marketeri

A: But your price is much higher than the market prideailand gives a much lower
price.

B: The quality of this kind of walnut is much bettércan quote you on walnut of
lower quality and the price will definitely be loweDur price varies according to
the quality.

A: What | mean is that your price is higher than tlathe same quality. It will be
hard for us to persuade our clients to accept sughice. If you insist on your
price, I'll have no choice but to switch to purahgsfrom other suppliers. You'l
stand no chance if you don't bring your price melwith the world market.

B: Well, what are you looking for then?
A: I'm afraid you'll have to make a reduction of 10%.
B: Your counter-offer is way out of my reach. Frangheaking, even though you are

a regular customer, we could hardly accept an affsuch a price.
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A: We make this counter-offer based on the offers ttwerosuppliers. Well, we are

B:

moving round and round in circles here. What wednsesome sort of concession.
What would you say if | placed a substantial orday, 20 000 metric tons?

Such an order would be large enough for us to differ3% discount. If you could
place an order of 50 000 metric tons, we would apply to give you a 5% dis-
count. This is the best | can do. | really canduee my price much since it will
leave us with too small a margin.

You certainly have a way of talking me into it. @nially, we were thinking of import-
ing 20 000 metric tons only, but considering thedyquality of your walnuts and your
price reduction, we'll import another 30 000 metrias. Let's call it a deal, shall we?
All right then! Glad to hear it.

TERMS OF PAYMENT

A:

Now we've settled the problems of price, qualitydaguantity, what about the
terms of payment?

We generally accept payment by irrevocable letfetredit payable against ship-
ping documents.

Well, you know our order is so large that it wik oo costly to open an L/C.
We'll have to pay the bank a large amount of moagya deposit and in service
charges. That'll tie up our money and increasectst of our imports.

| quite understand your position. But an L/C alleexporters the additional protec-
tion of the banker’'s guarantee. So payment by k/theé only mode we can accept,
especially for a new customer with a substantidenrWe have to make sure we’ll
get paid for the goods delivered.

Just as you mentioned, this is our first transactimuld you give us more favora-
ble terms of payment as a gesture encouraging futune business?

| really can’t help you. You know, the financial rkat is fluctuating, and the eco-
nomic situation is going down. So it is necessaryus to do business on an L/C
basis so as to get the banker’s guarantee.

Our company has always been creditworthy. You noaect the Bank of America in
your country for any information concerning ourditestanding. You know, it would
help me greatly if you would accept D/A or D/P. Yean draw on me just as if there
were a letter of credit. To you it makes no gréféeience, but to me it does.

I'm afraid I'm not in a position to do so. We alwagquire L/C for our exports and
we pay by L/C for our imports. D/P may be considevace trust has been estab-
lished through regular business.
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A: As you just said, the market is dull, and our exgfg|aquota is insufficient. To
open an L/C will slow down our turnover.

B: Don’t worry about your turnover at all. Our produws been selling fast in the

world market due to its fine quality and reasongiiee. Even when the world

market is sluggish, it can still sell well. The ckiturnover will not only counteract

your cost on the L/C but also benefit you a lot.

Well, I'll have no choice but to agree to L/C paymd3ut could you accept a time

L/C and allow us to delay payment, say, 60 dayesr afght?

Well, to encourage further business, we'll accepir proposal.

Then when do | have to open the L/C if | want tbeds to be delivered in June?

A month before the time you want the goods to b eled.

Could you possibly effect shipment more promptly?

Well, getting the goods ready, making out the doents and booking shipping

space — all this takes time.

I'll arrange for the L/C to be opened in your faasrsoon as | get back.

B: Good. Shipment can be effected within two weekseaeipt of your L/C.

A: That'll be fine.

x> w>w >

e

SHIPPING

A: s it possible to effect the shipment in May?

B: |don't think so. The earliest shipment will beJume.

A: That'll be too late. Is there any possibility fosuyto ensure prompt shipment?
Since this is a seasonal product, we've got to etatkefore the end of May. If
we miss the season, it won't make a profit. Can aavance the shipment to the
beginning of May?

B: Well, that'll be hard to do. As far as we know, manufacturers are heavily commit-
ted for several months to come, and many of oentdiare placing orders for deli-
very. If you had placed the order one month eati@éngs would have been easier.

A: You know, the time of delivery is a matter of gr@aportance to us. Even after
shipment it will still take us another two or thneeeks to go through Customs and
get the goods on the market. Now if you could pdvance the delivery three
weeks, everything will be fine and we'll be ablarake it. | hope you'll try to get
your manufacturers to rush production.

B: Well, considering our good relations, how aboutw#ging 60 cases in May and
the remainder in June? I'm afraid this is the lagstan do.

A: Allright. | agree. Thank you.

B: [I'll getin touch with my manufacturer. We will kggou informed.

A: Thanks! I'm looking forward to receiving notices¥fipment as early as possible.
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ROLE PLAY (NIBE, Files ## 29, 59)

Student A: You are the buyer for your company. You are negjatjsan order.

1.

State that you need 10,000 cartons of yogurt setlweeks today, at SFr (Swiss Francs)
1,500 per 100 cartons.

Make it clear that you want this for a customereghweeks from today’s date.

Ask how many cartons they can deliver for threekgdeom now.

Suggest that you could go to another supplierpaljh you have been satisfied with this
company in the past. But you could offer to take dihder somewhere else.

Try to find out if the other side wants to keep youder. (Because you know the alter-
native distributors are a little dearer.)

If no suggestion comes from the other side sugipastyou are willing to compromise
on the delivery time if the price is reduced.

. Accept if the conditions are favorable, within 1@¥your desired price SFr 1,350.

Student B: You are in the sales department of your comparou are negotiating a deal
with the buyer.

1.

Reply that the largest quantity you can provid®,300 cartons, at SFr (Swiss Francs)
1,545 per 100 cartons.

State that you cannot deliver by three weeks from.n

State that for such large quantities the lead tsygwing to have to be much longer.
Suggest that you want to keep the order but kn@awybu can only deliver 2,000 of the
5,000 cartons in three weeks.

Try to find out what the other side is preparedi®o Perhaps you can play for time, be-
cause you guess that the buyer will be eageritesirdeal...

You guess that the buyer will be a good customeesrs to come. So propose that you
are prepared to come down in the price...

. Agree to the deal as long as the price does niobé&bw your accepted internal bottom

limit, which is SFr 1,468 per 100.

9. | Don't Feel Ready to Take the Plungerhe Business, Upper-Intermediate, Unit 5)

9.1. Listen to three conversations between salespresentatives and their customers.
Decide which salesperson makes each of the follogimistakes.

a. criticizing the competition
b. giving in to pressure
c. overreacting and threatening the customers.
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9.2. Read the descriptions of three common saleshmiques. Listen to three improved

versions of the exchanges in 9.1. Decide which dfettechniques below each salesper-
son is using.

1. Use the 'feel, felt, found' formula.

Tell the customer you know how they feek give an example of other customers
who feltthe same way but fourtkdey were wrong.
2. Redirect the objection to obtain more information.

Use the objections as an opportunity to find ouatwthe customer's position really is.
3. Welcome objections and try to establish agreement.
Listen to the customer's objections and use pergigsiestions to show understanding.

9.3. Listen again and complete the phrases the ssjfeople use.

Use the 'feel, felt, found' formula

| understand ke kbu, several customers
that this was more than they wantegp¢ods However, they

were saving money.
Redirect the objection to obtain more information
So tell me, is the membership fee you're not
ready to sign up now?
So, if | could postpone your first payment to ngxar,
to sign up today?
Welcome objections and try to establish agreement

| know exactly It's .a big decision to make,
I)

I . We all want to get a product we canadly use, ?

9.4. Each salesperson ends with a question to canfi the customer's position. Listen
and make a note of the question each salespersoress

Salesperson 1
Salesperson 2
Salesperson 3

9.5. Match the objections and the answers used tedirect them.

1. Your price is too high.
2. We haven't budgeted for it.
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9.6.

| like your main competitor's products.

| don't have time to go to the gym.

I'll think aboutit.

| wouldn't use your product if it were free.
| only work with one supplier.

Your lead time is too long.

You're probably wondering what's different about service, aren't you?

Do you mean, why are our prices higher than thepstithon?

Can you find 30 minutes three times a week to lgoéd on the beach?

You are asking yourself if it's worth finding theorrey, is that right?

Well, maybe we can test that theory! But of coyse don't really mean that, do you?
Is the delivery date the only reason you're nodyea order?

If you like the deal I'm going to suggest, couldiynake a decision today?

Can | ask if there's a particular reason for ordyng them?

With a partner, write responses to each objeicin, starting each sentence with the

words given. Then change partners and practice dgalg with them.

1.

We have a freeze on new investments. Call me laskimonths' time.
Is the freeze the only ?

Your competitor offered us the same service fontwger cent less.
I'm glad you mentioned
But have you asked yourself ?

| have doubts about your product's reliability alodability.
| understand how

A lot of our customers

But after they

| can't afford the insurance on a new car.

If I could show you how you ?

I'm not sure that Head Office will be very pleasiade change our procedures.
You're probably asking yourself

Are you comfortable ?
We need the parts now. We can't wait two weekslétivery.
Do you mean that ?
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Script (Version 1):

1.

Customer:

Salesperson:

Customer:

Salesperson:

Customer:

Salesperson:

Customer:

Salesperson:

Customer:

Salesperson:

Customer:

Salesperson:

Customer:

Listen, your proposal looks great, but | just ddeé&l ready to take the
plunge!

Well, if you don't sign the contract this week, ive to bill you for the
study and the plans for the pool.

Bill me for the study? You never mentioned that!

It's in all our literature. Look, here, in the siaint.

$32,000?! How do you justify that?

Simple. To develop software as good as this, yed tige best engineers.
But I've had another quotation for less than twehopsand!

Well you know what they say; if you pay peanuts) get monkeys!

Can you give me a discount?

I'm afraid it's not our policy...

Oh, come on! | used to work in a health club, lsedw you can if you want to.
Well, perhaps a five per cent reduction...

Ten per cent. Take it or leave it. Now, where d@gh?

Script (Version 2):

1.

Customer:

Salesperson:

Customer:

Salesperson:

Customer:

Salesperson:

Customer:

Salesperson:

Listen, your proposal looks great, but | just ddeél ready to take the
plunge!

I know exactly what you mean. It's a big decisiomtake, isn't it?

Yeah. I'm just worried that | won't have enoughdita do everything.

Oh | see. Finding enough time is always a problentt it?

Yeah. Things are busy at work, and | don't haves tior the garden, let
alone a pool.

OK. Well, | understand. We all want to get a prddwe can actually

use, don't we?

Sure.

So, if we include the automatic chlorinator andatopool cleaner op-

tions, | can guarantee that you will spend lesa tka minutes a week on
maintenance. Are you comfortable with that?

109



2.
Customer:

Salesperson:

Customer:

Salesperson:

Customer:

Salesperson:

Customer:

Salesperson:

Customer:

Salesperson:

$32,000?! How do you justify that?

| understand how you feel. Like you, a lot of oustomers felt that this
was more than they wanted to spend. However, tbey $ound they
were saving money. After you start using the soféygou'll reduce your
operating costs by 25-30 per cent.

As much as that?!

Yes, more in some cases — but that's the averagegsalave | answered
your question?

Can you give me a discount?

Well I'm glad you asked me that. Our philosophyhit if we gave dis-
counts, we'd have to compromise on quality andisery and I'm sure
you'd agree that would be a mistake, wouldn't you?

Yes. | suppose it would.

So tell me, is the membership fee the only reasarrg not ready to sign
up now?

Yes. I've just bought a new car, you see.

Right. So, if | could postpone your first paymenmiext year, would you
be ready to sign up today? Would that make sense?

10. Department Store.(market Leader, New Edition, Unit 9)

Listen to a negotiation between two buyers for a gertment store and a supplier of T-

shirts, Eastern Fabrics, which is based in Hong Kogn Match each extract from the di-

alogue to one of the stages in the list.

Extract 1
Extract 2
Extract 3
Extract 4
Extract 5
Extract 6
Extract 7

a. Probe with proposals

b. Close signal

c. Signal for movement

d. Ready yourself

e. Tie up loose ends

f. Exchange concessions

g. Explore each other’s needs
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Script:

Extract 1.

A: OK, what do we want to get out of this meeting vigstern Fabrics?

B: | think our main aim should be to get a better dewaprices. I've been checking up
on Eastern Fabrics, they've just built a new fagtior China, they need to keep it
working to full capacity. They’'ll be keen to getrdausiness, so they’ll lower their
prices, if we play our cards right.

A: Right, let’s try to get 10% off their list price.

B: Agreed.

Extract 2.

S: Can you tell us a little about your customers’ reeadd their buying habits? You
know, what colors they like, what sizes are mogtytar, and what your main sales
outlets are — that sort of thing?

Extract 3.

B: If you give us a discount on our first order, s&)d we can accept the end of May
as a delivery date. We'd like to have the gooddiezarbut we understand this
would be difficult for you.

S: A 10% discount — that’'s more than we usually offew customers, but it might be
possible, especially if we can deliver some ofghiets early in June.

B: Well, July and August are our peak selling morgbghat would probably be OK.

Extract 4.

S: How about if we send the first consignment by airmake sure the goods arrive on
time? And we’ll send the rest by sea as soon asilgles

B: Mmm, sounds like a good idea to me. As long as etetle first consignment by
the end of May, we’ll be happy.

S: | can guarantee delivery by that date. OK?

Extract 5.

S:  Normally we supply three colors only, black, blaed red, but with a variety of de-

signs of course. If you wanted the T-shirt in otbelors...
B: What? You mean if we ordered other colors, theésstould be more expensive?
S: Exactly, we’'d have to charge a little more.
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Extract 6.
S: Good, we agree on price, quantity, discounts, atigl $ee... method of transport. I'll
send you an e-mail confirming everything. Let mewnf there are any problems.

Extract 7.
S: OK, I think we've covered everything. If there asther points, I'll e-mail you.
B: Great. That was a very good meeting. We covered @ lground. What time shall |
meet you for dinner tonight?

ROLE PLAY.

Department store buyer

You want10,000 dresses: no more, no less.

Unit price: 45 to 50 euros per dress.

You are an experienced buyer and know how manyayeuikely to sell. You have
never dealt with this manufacturer before and yeythat there may be more big orders in
the future if this dress sells well.

You know there are rumors about the financial stétthe store, but they are just ru-
mors. As far as you know, the store is in a goodricial condition.

Payment60 days. This is a standard condition that cay balvaried with great diffi-
culty by consulting head office.

Dress manufacturer salesperson

You wantto try to sell more than 10,000 dresses.

Unit price:50 to 55 euros for 10,000, but you could offer iagpbelow 50 euros if the
order is for more than 10,000.

You have never dealt with this store before. Yaairaot sure about promises of future
orders, as there are rumors that the departmeamt Isés financial difficulties.

Paymentthis is very important. You want payment as so®mpassible, preferably on
receipt of invoice. You're very nervous about wagti60 days, considering the store’s fi-
nancial difficulties.

11. Buying Tea.arket Leader, New Edition, Unit 9)

11.1. Bella Ford, a buyer for Allgoods supermarkethain, is negotiating with Ranjit de
Silva, Sales Director for a fair trade organizationin Sri Lanka. Listen and complete
their conversation.
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Bella:

Ranjit:

Bella:

Ranjit:

Bella:

Ranijit:

Bella:

Ranjit:

Bella:

Ranjit:

Bella:

If 1 5,000 boxes of tea, what discoulitywu offer us?

On 5,000 nothing. But if you buy 10,000 boxes, then offer you 10%.
OK, I'll think about that. And tell me, if we a very large order, say
15,000 boxes, to dispatch
immediately?

We can normally guarantee to dispatch a large ondlnin two weeks. But if
you at a peak time, like just beforesdtmas, it will be impossible

to deliver that quickly.

| take it your price includes insurance?

Actually, no. Usually, you'd be responsible fortthBut if the order
really large, that negotidiobesure.

What about payment?
To be honest we’'d prefer cash on delivery, asishaar first contact with you. If
you a regular customer, you

a 30 days’ credit, maybe even a little more.
That'’s alright. | quite understand.
Look, how about having some lunch now, and contiguater this afternoon.
Then we could meet for an evening meal.
Yes, let's continue after lunch. If | had more time

to have dinner with you, but unfortulyatey flight leaves at seven

tonight.

11.2. Bella Ford is negotiating the terms for Sant®Rita wine with Pierre Hemard,

Sales Director for Marques Vineyards, Napa ValleyCalifornia. Use the notes below to

practice the conversation.

Pierre:

Bella:

Pierre:

Bella:

Pierre:

Bella:

Pierre:

Bella:

Now let’s talk about your order for the Santa Rita.

Ok, | hope you'll offer me good terms...

Order 2,000 cases / 10% discount / deliver beftwrestinas rush / cover insurance
Less demand for Santa Rita / 10% discount OK / wait 1,500 cases
Cannot agree

Order 2,000 / want another 3% discount

1% only and 30 cases of champagne / fair offer

A deal!
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12. Non-Exclusive Contractmarket Leader, New Edition, Unit 14)

12.1. Listen to a cycle manufacturer discussing aagreement with a new agent. Then
answer these questions.

1. Which of these points the two sides agree omguhe negotiation?

a) the type of relationship they wish to have
b) who sets prices

c) payment of commission

d) who pays for advertising and promotion

2. Why does the agent want the contract to be lothge two years?

Script:

M: Perhaps we could start, as we agreed, by discubsrignd of relationship we want.

A: OK.

M: Usually with a major distributor or agent, we dowoffer an exclusive agency
agreement, because they don’'t want it. They likas® and distribute the products
of most of the top companies. They make more momatyway.

A: Yes, a non-exclusive contract would be perfecurtoo. As you know, we represent
many famous brands and will be happy to add yaealyast lines to our list.

M: Right. Now, prices: we like to recommend prices éach overseas market — we
advise on minimum and maximum prices for each ofroodels.

A: No, that's no good for us. We prefer to set thegwifor all the products we offer.
We know the conditions of the market far bettentlgau, we would set the correct
prices to maximize profits, of course.

M: OK, it's not really a problem if you prefer it thatay — | won’t argue with you.
Now the commission: | suggest a rate of 15% onhallrevenue you obtain, either
directly or indirectly. Is that OK?

A: 15 % is too low. We want at least 20%. The margetery competitive. We'll have
to spend a lot on advertising and promoting yoodpcts.

M: Yes, but we could help with this.

A: How much will you pay us?

M:  Well, we might go 50/50 up to an agreed limit. Vda talk about the exact figures later.

A: I'll have to think about it. We will talk about theommission later.

M: Let's discuss the length of the contract. Normatyoffer 2 years and to be honest, with a
new distributor we prefer a shorter period. Eiide can terminate with 60 days’ notice.

A: Well, it must be at least three years for it tgobefitable for us.

M: Well, we can talk about it later. | suggest we krfa lunch now.
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12.2. Match the phrases on the left with the moreiglomatic phrases on the right.

1. We must talk about price first.
2. There is no way we can give you any creditb. Unfortunately, | can’'t lower my price.

a. Your price seems rather high.
3. I want a discount. c. Could you possibly give me a discount?
d. I'm afraid we can’t give you any credit.

e. | think we should talk about price first.

f.  wonder if you could alter the specifications.

4. | won't lower my price.
5. Can you alter the specifications?
6. Your price is far too high.

12.3. Listen to these extracts from the negotiatiorComplete the sentences below. De-

cide whether the speakers are being diplomatic (3)r not diplomatic (ND).

1. A non-exclusive contract for us, too.
2. No, that's for us.

3. We know the market conditions than you.

4. | a rate of 15% on all the revenue yuiain.

5. 15% is too low. We 20%.

6. We with this.

7. How much ?

8. We about he commission later

9. , with a new distritwve prefer a shorter period.
10.1t at least three years.

ROLE PLAY.

Product: Payment: $ 10.000

Ben & Jerry ice-cream
Mobile phones
Women'’s jackets

Delivery terms and dates:
Buyer: CFR, 3 weeks
Seller: FOB, 4 weeks

Range and quantity:
Buyer: 3 types of ..... , 200 of each type
Seller: 4 types of ..., 250 of each type
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Buyer: 5000 cash, 5000 irrevocable L/C
Seller: 3000 cash, 7000 draft
On receipt of order

Price and discounts:
Buyer: $20 per item, 5%
Seller: $25 per item, 3 %

Warranty:
Buyer: 1 year
Seller: 0,5 year



13. I'm Sure That We Can Do Businesswise, unit 14)

13.1. You'll hear a face-to-face negotiation betweeFritz, a German wholesale buyer
of plant-based raw materials for a chain of compams manufacturing organic prod-
ucts, and Marianne, a French supplier. First decidevhich order the following points
are mentioned in. Next, decide which points Mariana (M) raises and which Fritz (F)
raises. The first is done for you as an example gach case.

Order the points are mentioned Who first raises the point
_______discount L
_______good price -

1 competitive prices _F
_______guarantees _

_______importance of quality

_______the need for firm figures

______ perfect condition

_____the point about the organization
being flexible

13.2. Listen to the recording again and decide in ich phases of the negotiation these
phrases were used in the conversation:

a) If there's a guarantee, then we are prepared.to ..

b) I can let you have orders for at least two hundi@thes.

c) If we order immediately two hundred in total,iwihe second hundred, deliverable
in three months, then...

d) What are you saying, how much?

Phases of Negotiation:
1. Prepare: what you want
2. Debate: what do they want?
3. Propose: what could you theoretically trade, offencede?
4. Bargain: what will you, in actual fact, trade, affeoncede?

Script:

Fritz. Well, | can say, Marianne, | can let you have asder at least...um...a hun-
dred fifty tonnes depending on the price and gualike | said last time. |
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Marianne:

Fritz:

Marianne:
Fritz:
Marianne:

Fritz:
Marianne:
Fritz:
Marianne:
Fritz:

Marianne:

Fritz:

Marianne:
Fritz:

Marianne:
Fritz:
Marianne:
Fritz:
Marianne:

Fritz:

Marianne:

told you, as we mentioned at the last meetingoufryquality is no good and
your prices are not competitive, that’s the endwfdeal.

But, of course, Fritz, | understand, naturally. Nofwe know how much
you are putting in an order for, | mean what are gaying, what sort of
guality are we talking about?

| can safely say my clients...er...that is onedaslient, needs by next month,
at first, eighty to a hundred tones of lavender.

That's all right. We are flexible and we can dd.tha

In that case, Marianne...

And if the quantity is interesting, | am sure tha#¢ can do business. But,
Fritz, | must stress, we do require firm figuregjaantities, | mean, especial-
ly if you want a discount, Fritz.

| am not talking less than one hundred tonnes.

That’s good. We’'ll give you a good price on that.

If we order immediately two hundred in total, theam | expect a discount?
If the order is made, yes, that is not going t@lpgoblem.

One more thing, the condition of the produce mustpbrfect, A1 quality.
Otherwise we can’t do business.

Of course, naturally, but you know, we only deliyerfect A1 condition.
We do have a good reputation, you know.

But, if we find that the prices you are quotingws are much too high and
the quality is not good, Marianne, than we...

Then, then you must tell us, Fritz.

But we are trusting you, Marianne, we have donenegs with your organi-
zation before.

| think you will see our lavender is guaranteed Al.

If there is a guarantee, then we are prepareckéotteo hundred tones.

OK. That's good, Fritz, we can give you a 5% distpthen, on the total.

But last time we received 7%. Why so little now,Mane?

Ah, well, I am sorry. But that was on a larger ditgnyou see, and this is
just two hundred tonnes.

Look, I'll sign for two hundred and fifty tonnes @ryou give me 6% dis-
count, what do you say Marianne?

OK. Agreed. We'll do that, Fritz.
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14. Sell Like Hot C&kES(Benchmark, Upper—Intermediate, Unit 8)

14.1. Listen to Tessa, Susie and Jack negotiatingdeal and note down the terms of
their final agreement.

Product:
Quantity:

Unit cost:

Discount:

Payment:

14.2. Look at this sentence from the conversatioroy’'ve just listened to. Come up with
more conditional sentences based on the conversatio

If we buy the scales at €100 each, our mark-up taliow us to make a decent profit.

14.3. Complete these sentences in any way you like.

1. If the products sell like hot cakes,

2. | will place a repeat order on condition that
3. You can have the product on sale or return as dsng

4. Unless we can have a 100% mark-up,
5. We won'’t be able to cover our overheads providirag t

ROLE PLAY. (NIBE, Unit 14)

Student A.

You are trying to sell an electrical component.riStiae proposal phase of the negotiation.
These are the limits within which you can move:

Price you will accept: from $25-$36

Quantities: can supply up to 500

Delivery date proposed: between six weeks and Ii&msdrom now

Specifications deliverable: they range from 2576 rpm (revolutions per minute)
Guarantee period offered: from six months to a year

Conditions of payment expected: ex-works, but actept FOB

N o o s~ wDh R

Limited target: would like to sell a sample plusrfiorder
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Student B.

You are interested in buying an electrical compon&espond to the seller's first point.
These are the limits within which you can move:

What price you will pay: from $23-$34

Quantities: can eventually use 500, but only ifsé@d with sample

Delivery date required: between six weeks and 18thsfrom now

Specifications really needed: they range from »8800 rpm (revolutions per minute).
Guarantee period requested: from a year to 18 month

Conditions of payment expected: CIF, but wouldlsdtdr FOB

Limited target: would like to buy only one, plusi order for 500 later, if satisfied

N o oA~ 0DdDPRE

15. We Can Agree to That So Long As.. (Communicating in Business, Unit
14, pp. 134-135)

15.1. Listen to a recording of part of a negotiatio between Arco, a manufacturing
company, and a research company called Central Aut®ystems, CASMark the fol-
lowing sentences as True (T) or False (F).

Twelve months ago Arco and CAS agreed to a joimeldgment program to manufacture an
engine designed by CAS. However, Arco has recagahe through a major restructuring of
its activities. The company has decided not to gedcwith the joint venture for the new en-
gine. The negotiation is about ending the jointtuenand agreeing to compensation for CAS.
In the extract, you hear Joe Blassini and Chris B&avrco talking to Elaine Chan of CAS.

a. The reversal of rights is linked to the compensatigreement. []
b. Joe Blassini thinks Arco's work on the fuel systenst be considered. []
c. It will be difficult for CAS to find a new partner. []

15.2. Listen again. ldentify examples of languagesed to link agreement on one issue
to agreement on a different issue. Complete the bi&s in the sentences below:

a. We want compensation to our work

b. Yes, we to that, we
can accept your compensation demands.

c. So, we need to the question of right®tepensation.

d. The problem is that revitrrights, we

keep the compensation within
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Script:

Elaine:

Joe:

Elaine:

Joe:

Elaine:

Joe:
Chris:

One consideration is the question of compensatid®AS, another is the rever-
sal of all rights presently held by Arco. Now, algathe question of rights is
very important to us.

Yes, yes, we understand that. But, we have to thbdut the joint development
aspects. The fuel injection system has been deseloping Arco technical exper-
tise. In fact, we are happy that you have all thbts, we accept that the engine is
basically your design. On the other hand, sincéaxe contributed to the engine,
we hope that the compensation we agree to pag.wamt compensation to take
our work into account.

So you're prepared to give up all rights, basicdily whole product reverts to
CAS?

Yes, we can agree to that ... so long as we cagpagour compensation de-
mands. So, we need to link the question of rightsompensation.

Well, as you know, we've been thinking about conspéon based on two
years' earnings from the product.

Right, | think Chris has some comments on the teary proposal. Chris?

Yes, we feel that two years is a little too longpecially if we revert all rights to
CAS. The problem is that if we revert all rightss Wwave to keep the compensa-
tion within acceptable limits. Two years is a ldfe believe this, particularly
because yowill find a newpartner. And this is important: the time spent this
year has included useful advances, good progmesdise idesign. So we need you
to reduce your compensation demands & éite)

15.3. Make sentences which include concessions lthem the cues below. The first is
done for you as an example.

a. a better warranty / quicker payment terms
We could offer a better warranty if you would agte quicker payment terms.
b. free delivery / larger order
c. free on-site training / small increase in price
d. 5% discount / payment on delivery
e. extra $50,000 compensation / agreement not t@figevsuit
f. promise to improve safety for staff / agreementew contracts
g. better working conditions / shorter breaks

120



15.4. Before listening to another part of the negation between Arco and CAS, recap
what was being discussed in the first extract. Inhis next extract, Joe Blassini and
Chris Pass of Arco and Elaine Chan of CAS are dis@sing compensation to CAS, and
a royalty payment to Arco on future production of the engine. Identify:

a. why compensation is important to CAS
b. the final agreement reached

15.5. Listen again. As you listen, write in the m&ng words.

a. CAS accepting the principle of a royalty:
We a royalty, because once we're paying a
royalty we've got an income to support it.

b. Arco insisting on a 10% royalty and agreeing to rpagt of two years'
compensation:

Well, a 10%royal-
ty that — the two years' compensation.

c. CAS accepting this:
Okay, in principle 10% —

compensation based on two years' projected sales.

d. Arco confirming what the parties have agreed:
Yes, okay. So, confirmation, to we
are agreeing ... we agree to a two year sales &mecompensation.

Script:

Elaine: So, we need to link the royalty to the compensat®an we suggest a 5% royal-
ty and a compensation based on two years?

Chris: | think the royalty is too low.

Elaine: Okay, | think we could give a little there ... haout a 7.5% royalty, but keep-
ing the two year compensation?

Joe: Can | ask why this two year figure is so important?

Elaine: Well, we're obviously dependent on selling our gctg. We're a small company,
we need to see our products developed. In this, sesge seen a year's work
come to a sudden end with no production in siglitc@urse, we hope to find
another partner - | think we will - but it'll takene, so in the meantime we need
income. That's why good compensation is importantis. We can agree to a
royalty, because once we're paying a royalty, wgdtean income to support it.
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Joe: Yes, | see that. Well, if you can settle on a 1@¥alty, we'll accept that — the
two years' compensation.

Elaine: Okay, in principle we can agree to 10% -linked ¢anpensation based on two
years' projected sales. These details might bectaffeby the actual destiny of
the product - | mean supposing we sold it outrthleth we'd have to reach a dif-
ferent settlement, but we can discuss that laténink we have to keep that op-
tion open ...

Chris: Yes, okay. So, confirmation, to confirm that, inngiple we are agreeing ... we
agree to a two year sales forecast compensatiess-dosts of course - so it's
profit on sales?

Elaine: Yes, of course, we understand that.

Chris:  And Arco would have a 10% royalty on profits fromeatual production, sub-
ject to some other kind of deal you may have witihied party. We'd have to
look at any agreement you eventually come up (fatie)

16. That's Agreed.(Business Class, Unit 7)

16.1. Listen to the conversation and decide whicH the following statements are true.

Helen and Hans established some common groune &ktinning of the negotiation.
Helen indicated an area of conflict early in thgatetion.

Helen and Hans used polite language, showing tettansitivity.

Hans made his sticking point clear regarding price.

Hans did not make any concessions.

Helen and Hans were constructive and co-operative.

Helen and Hans summed up the main points they dnacbd on.

The outcome of the negotiation was satisfactorypfuih sides.

© N O b wwDdR

16.2. Listen again and fill in the blanks.

Hans: OK. Helen, come in to my office.

Helen: Thank you very much Hans. | must say that was nmistesting. That's quite
good equipment, isn't it?

Hans: Yes, they're certainly good machines.

Helen: Mmm.

Hans: And they are worth a lot of money.

Helen: Well yet but, erm, we are
second-hand equipment, so let's talk.
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Hans:

Helen:

Hans:

Helen:

Hans:

Helen:

Hans:

Helen:

Hans:

Helen:

Hans:

Helen:

Hans:

Helen:

Hans:

Helen:

Hans:

Helen:

Hans:

Helen:

Hans:

Helen:

Hans:

Helen:

Hans:

Right, well, for all the equipment as you've seén we would like to
you a hundred thousand pounds.
Oh my goodness! I'm not sure that, er, we're gotog be able to

, Hans.

Well, you know they are machines and they're in excel-

lent condition.

Yeah, that may be so, but we're going to have 19, leok at this
N seventy thousand pounds.

Helen, sorry.
Well we're not going to be able to then.
No no, just a moment. Er well, what about ... lee mee ... well |
eighty thousand.

Eighty, you say?

Yes, but you would have to , of thirty thousand up front
and the balance within six months.

Thirty thousand, and the rest over six months.

That's right. ?

Well, | think

Fine then. :

Good, but I think we ought perhaps to before we get too far.
By all means, what are they?

Well, first of all, servicing and spares?

Sure. As you know the spares are OK - they'reheffshelf. And the servicing, if

Uh huh. And ? You know we'd really like a

Oh well, , Helen. You know . And
I'm sorry on that. We have to three months.
Really?

Yes.

Oh, all right, well then. Erm, what else haven't we

talked about, what about delivery?
Well, we could get everything to you probably

No, no, no. . I'm afraid, no good at all. We shall proba-

bly want this equipment by the end of the month. ?
Oh, , but let me think. Well we could manage it,

if we laid on some special road transport ...
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Helen: Yeah, well, that's probably the only solution. Lpbkonder, when ?

Hans: Well, [I'll confirm the details next week, but yourequest Iis
. You'll have the equipment by the end of the month
and | think ! , shall we?
Helen: OK, well, first of all, there's the price - £30,086posit, a further £50,000 over six
months. And then what we've said about servicingspares — both.
Hans: Right.

Helen: Ander ...

Hans: The delivery, special road transport by the enthefmonth —
Helen: Yeah. And don't forget the three months warranty.

Hans: OK.
Helen: Fine. OK,
Hans: Good, Helen.

Helen: , Hans.
Hans: OK, let's go for a drink

ROLE PLAY. (Benchmark, Upper—Intermediate, Unit 8)

THE CORKPOPSBOTTLE OPENER
BUYER
These terms are what you would ideally like, but yoe really keen to have this product in
your stores because you are sure it will sell wédlur sticking points are:
« the price: it shouldn’t go above €10 to give yoftfisient mark-up to cover overheads
and make a reasonable profit
« payment terms: 30 days is your bottom line, otherwou’ll have cashflow problems

Quantity: 2,000 Payment terms: 60 days
Price: €8 Delivery date: immediately
Discount: 5%

SELLER

You would be happy with these terms, but you cainséke a profit if:

« the price doesn’'t go below €9.50, but with no disdo

« they pay within 30 days at the latest
Quantity: 4,000 Payment terms: at sight
Price: €12 Delivery date: 1 month
Discount: 2.5%
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SPEEDY PEELPEELER

BUYER
You are really keen to have this product, becawsekpow that at €9.95 recommended re-
tail price, this will sell like hot cakes. The s@wryou get it, the better, because it's now Oc-
tober, and Christmas is round the corner. Howeyau, would like to pay nearer Christmas
when you have more cash available.

Quantity: 5,000 Payment terms: 60 days

Price: €5 Delivery date: immediately

Discount: 7.5%

SELLER
You are having real difficulties keeping up withnakend for this product and can really only
supply 2,000 in the next three weeks. You are Uimgito make any concessions at all.

Quantity: 2,000 Payment terms:  at sight
Price: €6 Delivery date: 3 weeks
Discount: 0%

17. 1 Won't Try to Pin You Down on That. (gusiness class, unit 7)

17.1. You are going to hear parts of a negotiatiometween Carson Martin, Vice-
President of Toronto-based CM Kitchens Inc., and Riter van Eck from Dutch kitchen
equipment specialists, IPEA Holland. Listen and anser the following questions.

1. What are Carson and Pieter negotiating?
2. What agreement do they reach?

17.2. Study these phrases from 17.1. and choose thest appropriate heading for each
group from the list below. Then use each phrase oamnly to complete the negotiation
transcript. Then listen again and check you answers

» asking for clarification * making a suggestion
* rejecting » stating your position
* interrupting » agreeing

» bargaining / trading » asking for a reaction
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1.

We just can’'t agree to ...

... Is out of the question.

No, | don’t really think so.
I'd rather not ...

2.
How'’s that then?

It depends on what you mean when you say ...

What do you have in mind?
Could you run through that again?

3.
we'll ... ifyou ...

We might be able to make an exception, if you ...

We're prepared to ..., providing ...
If you ..., 1 could ...
| was going to ... but what if | were to say ...?

5.
I've got to stop you ...

6.

What we’re looking for ...
We think ...

We'd like to ...

There’s no way ....

We wouldn’t want to ...

| guarantee ...

| was hoping for ...

7.
How does that sound ...?
How do you feel about ...?
What do you say ...?

8.

Let's agree ..., shall we?

4. How about ...?
Why not? We could ...
Yes, of course. Do you want me to ...?
| agree to ... .. Say, ...
That's a deal! I'd like to suggest ...
Script:
Carson: first on how to organize todaystimg; ?
Pieter:  Uh-huh.
Carson: OK, well, starting with the cactt itself? Then
move on to the product randes dargets and dis-
counts. for the morning session?
Pieter: That sounds fine. There's plenty to talk about dherfor sure.
start things off?
Carson: ? Go ahead.
Pieter: OK, well, as you know, we've signed up quite a feverseas agents recently.

really is exclusivity —
fer us more — more commitment, more motivation laetter service.

an exclusive agent can of-

build up the relationship gradually, based on tarsi common interest...
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Carson: right there, Pieter. Sorry, but that. An

exclusive agreement . Absoiutplgssible.

Pieter:  Oh, ?

Carson: It's just that we're agents for a lot of big mawtiigers, European, North Amer-
ican, a couple from the Far East, and we're lockerlagreements with them.

we can break them. In any case, -

we've always handled competitors' products, itswhy we run our business.
Pieter: | see.

Carson: Look, exclusivity isn't everything, you know. look after
your firm well give us the cleanthere’ll be no lack of
commitment on our part. it.

Pieter: Hm, | suppose , erm ...

Carson: Yes?

Pieter: ... if you offered us a realistic sales target far tinst year.

Carson: |see. Well, | suppose 'realistic'. exactly?

(Fade)

Carson: | want to be clear about this — for me?

Pieter: . What I'm saying is that offer you a
non-exclusive contract, you stock our whole range of

products and an agreed quantity of spare partsach item.

Carson: Right.

Pieter: What I'd like to know now is are you prepared tonoait yourself to a figure
for sales growth, , over the thege years?

Carson:

Pieter:  What, not even a rough figure?
Carson: . It's going to depend on afleagables — any figure |

give you won't be very accurate.

Pieter: OK, | won't try to pin you down on that. Let's mows to discounts.

2% on orders up to $200,000, db%orders from
$200,000-$500,000, and 10% for anything over thaiives you a strong in-
centive to exceed your target. hat?t

Carson: Well, I'm a bit disappointed, really. at least 5% up to
$200,000. It's the going rate over here — or wegeni aware of that?

Pieter:  I'msorry, | can't improve my offer on discountse'@ worked them out very carefully.

Carson: |see. Well, | don't know . . .
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Pieter: How about this? accept the discouates,

help you with your mark-ups. set some
limits, you can set your own makand we won't interfere . . .
Carson: Hm, yes, that'd be useful. It'd give us plenty lekibility with our pricing
Pieter: Exactly. ?
Carson: Right, OK, that.
Pieter: Great, then. Let's summariad,\sb?

ROLE PLAY. (Business Class, Unit 7)

Work in pairs, one of you playing the Sales Diredtom Island Silks the other play-
ing the Chief Buyer fronTrendsetters IncStudy your role-card, and prepare for the negoti-
ation carefully.

Role-card for Sales Director, Island Silks

Island Silks a medium-sized clothing company based in Hongg{@mperates in a
highly competitive environment and is in dangeitasing market share to Thai silk manu-
facturers. As Sales Director, you are delightedrdfore, to have the chance of a contract
with Trendsetters In¢g a major American clothing retail chain, basedNew York. Trend-
settersis interested in buying 50,000 silk scarves framarynew ‘Miriam Designer Collec-
tion' at a unit price of $US50, including the coktnsurance and shipping to the US.

You have some temporary cash flow problems at theemt. It is November 1, and
you really need a deal which will bring in some regmuickly. You know thalrendsetters
will require the scarves as soon as possible asdhwany is approaching its peak selling
period (the six weeks before Christmas). Despiter yaash flow problems, however, you
would prefer not to deliver before early Decemizer,you are behind schedule with your
orders and must give priority to existing customéyiso, you knowTrendsetterswill ex-
pect a wide range of colors and patterns, andoadth your factory can cope with this, it
will cost more and mean employing extra staff.

Your objective is to negotiate a satisfactory dealyour company. Use the following
points system as a guide to your priorities. Yoousth try to score as many points as possi-
ble, and will need to decide your objectives, negioty limits and strategy accordingly.

Decisions Points Decisions Points
Delivery Date Terms of Payment
Nov. 15 3 By irrevocable letter of credit:
Nov. 30 2 90 days presentation 5
Dec. 7 1 60 days presentation 3

30 days presentation 2

at sight 1
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Different Patterns Discount

20 3 4% 5

15 2 3% 3

10 1 2% 2
1% 1

Colors 0 0

12 4

10 3

6 1

Role-card for Chief Buyer, Trendsetters Inc

Trendsetters Incis a major American clothing retail chain, basedNew York. As
Chief Buyer, you have not previously done businegif Island Silks a medium-sized
clothing manufacturer based in Hong Kong, but yoeravvery impressed with the silk
scarves in their new 'Miriam Designer Collectiom' show at last month's Hong Kong
Clothing Fair. You have been quoted a unit pric®d850, including the cost of insurance
and shipping, and are keen to place an order f@0B0scarves from the collection.

It is now November 1 and you need the goods quieklyyou are approaching your
peak selling period — the six weeks before Christrii@ie scarves should sell well if they hit
the shelves at the right time and mid-November @dod ideal. Your customers like bright
colors and intricate patterns, and expect to be @bthoose from a wide range of designs.

Your objective is to negotiate a satisfactory deaking as few concessions as possi-
ble — the retail clothing market in the US is higlsbmpetitive. Use the following points
system as a guide to your priorities. You showddrscore as many points as possible, and
you will need to decide your objectives, negotigtiimits and strategy accordingly.

Decisions Points Decisions Points

Delivery Date Terms of Payment

Nov. 15 3 By irrevocable letter of credit:

Nov. 30 2 90 days presentation 5

Dec. 7 1 60 days presentation 3
30 days presentation 2

Different Patterns at sight 1

20 3

15 2 Discount

10 1 4% 5
3% 3

Colors 2% 2

12 4 1% 1

10 3 0 0

6 1
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UNIT 8. CONCLUSION AND AGREEMENT

1. Reaching Agreemem'(Business Vocabulary in Use, Intermediate, Unit 66)

A. Deadlock and mediators
Baseball strike in baseland

Every year in Baseland there are negotiations kaivwiee baseball players union and
the baseball team owners about pay and conditienthé coming season. Last year, after
months of negotiations, there wadsadlock the negotiationbroke down. Some commen-
tators said there wagtalemate animpasse a situation where no progress could be made.
There werarreconcilable differencesbetween the two sides and it was impossible tolreac
an agreement. The baseball players went on strike.

The two sides agreed to bring imeediator, someone from outside to help restart the
negotiations and bring the two sides closer togdtha process omediation. The person
they choose was a respected retired politiciantddemmended cooling-off periodwhere
each side would take no action. The players enud strike for the time being.

Another month passed and still there was no pregiBse two sides agreed to accept
an agreement imposed by arbitrator . A judge was chosen. She looked at the claims of
each side and imposedsattlementor resolution to the dispute, fixing the salaries and the
working conditions of the players. In this caadjitration has settled the dispute.

B. Agreements and contracts

An agreement of any kind isdeal. When you reach an agreement, you can talk about
clinching a dealor closing a deal

A bargain is also an agreement reached through negotia@enple who get what
they want in a negotiation are saiddiive a hard bargain.

An agreement may be in the form of@ntract.

‘Contract' is used in these combinations:

employment is about what someone has to do in their job,
labour (BrE) or about what a particular group of em-
labor (AmE) ployees have to do.

A/An | oral/verbal contract | is not written down.
binding forces both sides to carry out the actions that
legal they had promised to carry out, by law.
commercial is about buying or selling a product
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C. Checking the deal

It's important to check the points of an agreeneavoid misunderstandings. You could say:

Let me just go/run over (repeat and summarize) the main points.
On A, we agreed that...

As far as B is concernedin relation to B), we agreed ...

We still have the question of C to settl¢decide and agree on).
And there's still theutstanding (remaining undecided$sueof D.
We'll send you avritten proposal.

We'll draw up (write) acontract based on those points.

| think that covers everything.

1.1. Look at the words from A above and say if thesstatements are true or false.

N o ok~ 0N RE

Someone who helps two sides to reach an agreemantarbitrator.

If two sides in a dispute use arbitration, no aléss are involved.

It's not usual for mediators to impose agreements.

If you're in an impasse, you think that progregsassible.

If negotiations break down, they stop.

Irreconcilable differences are not important

If the two sides agree on a cooling-off period néaveek, negotiations continue the
next day.

1.2. Complete these extracts using word combinatisrfrom B above.

1.

Buyer and seller enter into a legally contract once an offer has
been accepted.
DAF is bidding for a contract tppdy trucks to the British army.

3. If two people have agreed on something and signestheset of paper, is that a

contract?

Peters claimed that Schaffer was only an employdesi company, but Schaffer as-
serted that an unwritten, contnacte them partners.

She had an contract due to exgiegeih the year and wanted to

take time off work to have children.
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1.3. The Xania-Zebra negotiations are ending. Lookt C above. Arrange the phrases
Jose uses to close negotiations in the correct orde

1. Let me just run over die main points. On enginengjtias,

2. | think that covers everything.

3. If you agree to the proposal, we'll draw up a cacttbased on those points.

4. payment to settle, and there is also still thetanting issue of documentation.

5. we agreed that you would improve the power of tingiree by ten per cent.

6. we agreed that you would supply us with 120 umtsrdour years. As far as perfor-
mance is concerned,

7. We still have the question of the currency for

8. We'll send you a written proposal on these lastissaes.

2. Is That an Accurate Summary?(Communicating in Business, Unit 14)

2.1. Listen to a recording of discussions toward$é end of a negotiation between Jill
Kearne from Gibson Trust Ltd., a real estate develper, and Neil Finch, a government
official responsible for the sale of a former raiload station.

a. Complete the labeling of the plan of the area im&dlin the negotiation.
b. What is not included in the sale?
c. What will happen on May 15 and in September?

N

.........................................
|||||||||||||||||||||||||||||||||||||||||

Station
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2.2. Listen again.

a) How does Jill Kearne introduce what she wantay® Complete the following:

Well,

— o over the

on. Is that okay?

... Well, s ..
b) How would you describe the atmosphere in thgotiation?

Script:

Jill:
Neil:
Jill:

Neil:
Jill:

Neil:
Jill:

Neil:

Jill:
Neil:
Jill:

Well, I'd like to summarize — go over the pointsweeagreed on. Is that okay?
Yes, of course, go ahead.

Well, the first point is that the property includakthe land presently occupied by
the station buildings and also the former parkotg keast of the station, the offices
here to the west and the warehouses alongsideablest It does not include the
present government-owned housing on the northdidlee old railroad lines. We
also agree that the station will be renovated leyTittansportation Department and
turned into a museum. The government will be resjd@ for running the even-
tual museum and paying a rent of $100,000 per tge@ibson Trust. The remain-
ing land will be developed by Gibson Trust andrat@d off separately. Is that an
accurate summary?

Yes, that's right, it's fine.

Okay. So, | think that's fine then. Shall we stoere? | think we've gone as far as
we can today. We just need to decide on our nextingg Can we do that now? |
mean figure out the next steps ...

Yes, okay ...

Well, as | understand it, in our next meeting wewt examine development
plans. Finally we'll draw up contracts. Then wesga a little time to consider the
contracts. So, probably everything should be ircelfr signing contracts by the
end of September. Does that sound reasonable?

Yes, September, that should be okay. So when cameet to look at the devel-
opment plans?

Er, could it be May 15? Or any time that week?

May 15 would be okay, same time? 10 a.m.?

Yes, that's okay. Well, thanks for coming then, #indglad we've been able to
make progress, to reach agreement, you know,dés lvery constructive, and of
course we'll send you a repdidade)
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2.3. The following letter is from Gibson Trust to he Department of Urban Develop-
ment summarizing the points agreed to in the negation between them and outlining
the next steps. Fill in the blanks in the letter wh appropriate words from the box.

enclosed specified excluded drawn up included
developed examined signed confirm apree

GIBSON TRUST LIMITED
340 Sonoma Blvd Los Angeles, CA 90054
Tel: 213 288 5200 Fax: 213 288 3434 www.gibsonicosh

Neil Finch

Dept of Urban Development

240-244 East Side Avenue

Chicago, IL 60799 May 2,20

Dear Nell,

Re: Meeting in Campden, April 30 — "Railroad Land Sale"

| am writing to (a) points (b) to in the above
meeting, held to discuss the sale of governmentedwailroad land to Gibson Trust.

We would like to confirm through this letter ancet{c) drawings
that the property (d) in the almale consists of the land presently oc-
cupied by the station buildings and also the forpaking lots east of the station, the offic-
es to the west and the warehouses alongside ttliestréhe government-owned housing on
the north side of the railway lines is (e)

We also agree that the station will be renovatethéylransportation Department and that
the government will be responsible for running aentual museum and paying a rent of

$200,000 per year to Gibson Trust. The remaining laill be (f) by Gib-
son Trust and later sold off separately. The dewveént is intended to be for commercial and
residential use. The eventual use of the land dhmai(Q) in the contract.
Our next meeting will be on May 15 at 10 a.m., htal development plans will be (h)
. Soon after this, contracts will(ipe . Then we will
need time to consider the contracts but hopefiigy twill be (j) by the

end of September.

Do contact us if you have any comments or alteratigou would like to make to this
summary. Thank you once again for a very constreictieeting and we look forward to seeing
you again on May 15.

Yours sincerely,
Jill G Kearne
Chief Negotiator
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2.4. Imagine you are a participant in a subsequenneeting between Gibson Trust and
government officials responsible for the sale of #nformer railroad station. You have

made the following notes during your meeting. Usehem to summarize and conclude
your meeting, looking ahead to future steps.

1. Station Renovation and Use
* approve plane to renovate station as a museuntdifdcal City Museum
* Museum-operated by government / all-year round
* Gift shop
* Study Center — supported by University and Cityrarly
2. Other Land
to be developed by Gibson Trust / agreed commeb€iéb and residential 50% —
specified in the contract
Next steps: finish contracts
Next meeting: exchange contracts — JRhe

Now listen to a recording of a model summary.
Script:

So, as we've covered the agenda, this is perhgpseditime to summarize what we've
agreed to. We began by discussing the plans forstégon renovation and use. We are
pleased to say that we have/ approved the plarentwvate the station as a museum. It will
have links with the local City Museum and it wik loperated by the government - all year
round. There'll be a gift shop and a Study Ceritbis will be supported by the University
and the City Library. Then we moved on to Item 2 Mbked at plans for the other land, to
be developed by Gibson Trust as — we agreed — sbtnercial property and 50% residen-
tial. This will be specified in the contract.

Finally, I'd like to confirm that what we have to dow is to finish drawing up con-
tracts and then we'll meet again in late June. &lgbJune 25th, this has to be confirmed.
At that meeting we will exchange contracts. Okayg®everyone accept that as a reasona-
ble summary?murmurs of agreement and fade)
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ROLE PLAY. (Communicating in Business, File cards 16A & 16B)
Conduct a negotiation, involving bargaining and makig concessions and accepting
and confirming.

Student A: You represent an international company with busirieds in Tokyo. You ur-
gently need to buy a brand new luxury apartmentakyo's Shinjuku district. You could
spend up to ¥250m, but you would prefer to sperg about ¥150m because you would
also like to buy a second, smaller apartment inhiitgic— but this is not essential.

Notes:
 Shinjuku is one of the most famous and prestigdissicts in downtown Tokyo.
 You would like the apartment to be near Shinjukw@&yPark, or close to Shinjuku station.
» Hachioji is a suburb — you are not sure exactlyrehe
* You need the apartment to be ready in less th@e tveeks.
* You want the inside decorated to your specific ireguents — you will pay extra for this.
* You would like an apartment with a swimming pootidannis courts.
* You want a large apartment — about 200 sq.m.
« If you cannot have any of the above, you would tik@ay less.

Student B: You represent an international property company ¥e selling luxury apart-
ments in Tokyo.

Costs:  Shinjuku district ¥100m to ¥200m
Ueno ¥70m to ¥80m
Hachioji ¥60m
Chofu ¥80m
Notes:

» Apartments in Tokyo are small: land is very expe@asi
e 70 sg.m is normal, 100 sg.m is large by Tokyo shathsl
* It is virtually impossible to provide a swimminggar tennis courts.
* You have two new apartments in Shinjuku:
- 100 sg.m at ¥120m
- 150 sqg.m, near the Shinjuku Gyoen Park, ¥200m.
 Shinjuku is one of the most famous and prestigdissicts in downtown Tokyo.
* Prices are negotiable — but no more than 20% less.
» Hachioji is a suburb, about 40 minutes by traimfrbe centre.
* You have an excellent apartment in Chofu (neameicéntre) for sale at ¥120m.
» The apartments could be ready in 5 to 6 weeks.
 Special interior designs can be arranged — cosita¥f®Om.
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3. Endlng the NegOtiation.(Communicating in Business, Unit 15)

3.1. The words below offer a clear indication of ta result of a negotiation. Work with
a partner and decide which of these words would indate a positive outcome and
which a negative outcome.

unfortunately very good fruitful partnership no egment sorry
not ready another time satisfactory problems useful

3.2. Choose words from the box to complete the folving sentences.

proposal unfortunately agree success regret
reach possibly postpone but compromise

1. on this occasion we cannot agreement.

2. I'm sorry we cannot accept this

3. We that an agreement is not pedsithiay.

4. Perhaps if we a decision we caeagithe near future.

5. It's been an interesting meeting veinat been able to

6. We have tried to find a but it seertisout

3.3. Listen again to the five extracts from the endf negotiations. Complete the table.

Extract Agreement reached? Next step?

af [ WO N

Script:

Extract 1

| think it's clear we haveo agreemeniWe're wasting time here, so thank you for talk-
ing to us, we've had a busy morning. | think wledve and perhamnother timewe'll find
some way to work together.

Extract 2

Well, | think this has beeaseful.l'll send you a letter summarizing what we've agree
to and look forward to a long amalitful partnership.
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Extract 3

If that's everything, I'd just like to say many nka for coming today - it's beesery
good.I think we have a vergatisfactoryagreement and so, for the next step, we will send
you the detailed specifications in two weeks.

Extract 4

So, | think we can both see that we aotquitereadyto sign anything just now. Per-
haps in the future we may be able to reach agreemgnunfortunately,for the moment,
we are still quite far apart. Anyway, thanks fongng, it's been interesting.

Extract 5

I'm sorry we've been unable to agree. It's unfortunate, tdobks like we need more
time to settle ouproblemsin the meantime, | think we should think about isues which
are dividing us. Perhaps in the next few days @sitpns may change, in which case, we
know how to contact each other.

PRACTICE
Suggest what you could say in the following situains.

Situation 1

After a long negotiation, you have reached agre¢raed now plan a meal in a local
restaurant with the other party in the negotiation.

Situation 2

Your efforts to reach agreement have been unsuctekss late. End the negotiation
but offer some hope that in the future you mighhage some cooperation with the other
side.

Situation 3

A colleague has asked you to cooperate on a prdjattfter long discussion you feel
you cannot participate because of fundamental chesmgent. It is important that you con-
tinue to work together in other areas.

Situation 4

You want to repeat an order with a supplier buytaee trying to increase prices by
20%. You cannot agree to this. End your discussions

Situation 5

A customer is asking you to supply goods in a moithis is physically impossible.
End the discussion.
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Now listen to a recording of model answers.

Situation 1

It's been a long meeting, but finally I'm very glad're able to reach agreement. | think
it would be good if we could go to a restaurant ndwe'd be pleased if you can join us.

Situation 2

I'm sorry our efforts to reach agreement have me&nbsuccessful. | suggest we stop
here, but | hope in the future we might work togetbn something.

Situation 3

Unfortunately | feel it would be better if | dopdin you on this project, but no doubt
there'll be plenty of other things we'll work on.

Situation 4

I'd like to repeat our order, but not on those &rhm sorry, we can't agree to this. |
think we'll go elsewhere, but thanks anyway.

Situation 5

I'm very sorry, but it really is physically impobk. We cannot supply goods in such a
short time. It's just impossible. Sorry we canlph@u.

FINAL ROLE PLAY # 1. (Business Builder, Teacher Resource Series, 9.8)
Student A: Customer

You represent a large chain of computer storestwhétls directly to the public. You will
meet with a representative of a company that ma&egputers. You are interested in a new
model, the AT-400. Prepare your role carefully lbefgou start.

Quantity You want to buy 4000 computers as a first order.

Price per unit You want to pay about £600. You could sell this elo cus-
tomers for about £1000.

Quantity discount  You expect a discount.

Transport Are shipping costs included in the price?
Manual Is it available in your language?
Exclusivity You want an exclusive agreement in your markethis is not

possible you want to know if other computer staras sell the
AT-400 cheaper than you.

Guarantee You want a guarantee of 12 months.

Delivery As soon as possible.

Terms of payment You are prepared to pay 30% pre-payment, 30% ametgland
40% 3 months after delivery.
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Student B: Supplier

You represent a company that manufactures and expomputers. Your new model is the
AT-400. You will meet with a potential customer wiepresents a large chain of computer
stores. Prepare your role carefully before you.star

Quantity Your standard minimum order is 5000 computers.

Price per unit £600 (above £400 is profit for you).

Quantity discount Negotiable.

Transport Customer pays. In this case shipping costs will auatnlit 5%.

Manual Available in translation in all main EU and Asiamfuages

Exclusivity Possible only if customer agrees to order 100,008 @ach year
for the next three years.

Guarantee 12 months.

Delivery Goods are shipped about 30 days after a firm order.

Terms of payment For first-time customers your terms are:
* 50% pre-payment
» 25% on delivery
» 25% 30 days after delivery
* you need a bank guarantee.
For future orders you can be more flexible.

FINAL ROLE PLAY # 2. (Market Leader, New Edition, Unit 14)

Background

Beverley Watches, located in Los Angeles, Califarmwns a chain of stores selling
jewellery and fashion watches. Its best-sellingdpicis are high-quality ladies' watches
which are innovative and offer a variety of 'facglors. The company is increasingly sourc-
ing its products from Asian countries and its grafiargin on such products is usually 80
percent to 100 percent.

The date is October 1. The buying department wighesirchase 5,000 ladies' watches,
all of which must arrive in Los Angeles by Novemlié&r, in time for the Christmas buying
season. The company believes it can definitely 3600 watches but the remaining 2,000
will depend on demand — which is uncertain. Bec&seerley Watches has cash-flow prob-
lems, it wishes to pay for the goods as late asiples

The target consumer is price-conscious, but wyl pere if the watches have original
designs. Members of the buying department are moisia looking for a reliable supplier
with whom they can build a long-lasting relationshihey have contacted three companies

who could supply the watches.
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SUPPLIER 1:
You represent the Chung Ka (Hong Kong). Thesetaradrms you usually offer.

» Product features: very slim and light, mechanisnderia the company’s factory in China

» Face colors: you offer 3 colors; if more colors r@guired you increase the unit cost by 5%.

¢ Unit cost: US$48

» Discount: 2% on the first 2,000. 5% on larger osder

» Payment: 50% deposit when order placed; remairajabfe when the goods are shipped

» Delivery: by sea; 1,000 available within 30 daysooder; 4,000 by end of November.
No delivery by air.

* Returned goods: unsold goods may be returned andrtitount credited to the custom-
er's account.

* Guarantee: 6 months. You cannot offer a longerajuae as the watches are not very
reliable.

SUPPLIER 2:
You represent the Soong Jewellery (Malaysia). Tlaesehe terms you usually offer.

* Product features: 2 classic designs, mechanism maligan

» Face colors: you offer 4 colors; if more are reegliyou increase the unit cost by 8%.

¢ Unit cost: US$55

» Discount: 3% on up to 5,000 units, 5% on largeecsd

» Payment: Pay when the goods are sent; no deposit

» Delivery: by sea; 3,000 available within 30 daysooder; 2,000 by end of November.
Goods can be sent by sea, you add 5% to the wstit co

* Returned goods: no returns unless the goods altg.fau

* Guarantee: 1 year.

SUPPLIER 3:

You represent the Timeline Watches (South Korehgs€ are the terms you usually offer.

* Product features: multiple functions; mechanism enadSwitzerland

* Face colors: 8 colors

e Unit cost: US$60

» Discount: no discount on orders up to 5,000; 2% mers over 5,000.

» Payment: 20% deposit when order placed

» Delivery: normally 30 days by ship after receiviag order but there have been prob-
lems with deliveries recently. However, you now éanew shipping agent who should
be more reliable.

* Returned goods: no returns except for faulty goods

* Guarantee: 5 years
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BUYER 1:

You meet the supplier representing Chung Ka. Stbdysupplier’'s offer. You want the fol-
lowing:

» Face colors — at least five

» Delivery by 15 November at the latest

» Discount of at least 5% on all goods ordered

* To be able to return all unsold goods, with the am@redited to your account
* A guarantee for 1 year

BUYER 2:

You meet the supplier representing Soong Jeweliydy the supplier’s offer. You want
the following:

» Face colors — at least five

» Delivery by 15 November at the latest

» Discount of at least 5% on all goods ordered

* To be able to return all unsold goods, with the am@redited to your account
* A guarantee for 1 year

BUYER 3:

You meet the supplier representing Timeline WatcB#sdy the supplier’'s offer. You want
the following:

» Face colors — at least five

» Delivery by 15 November at the latest

» Discount of at least 5% on all goods ordered

* To be able to return all unsold goods, with the am@redited to your account
* A guarantee for 1 year

FINAL ROLE PLAY # 3 (Market Leader, New Edition, Unit 9)

Background

The Kim Guitar Company (KGC) in Seoul, South Koreskes electric guitars for
Japanese manufacturers and distributors in Eunogpéhee US.

A major US distributor, Ashbury Guitars, has cotedcKGC about marketing a range
of guitars under its own brand name for the Catifan market. Ashbury Guitars is a well-
established company with an up-market image. ItHsbno previous dealings with KGC.
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Ashbury’s owner, Richard Grant, plans to put thmedels on the market: the Ashbury
SG1000 (the most expensive model), the SG500 am&@200. The body of the guitars
will have an experimental shape as well as advatemthical features.

It's now early January. KGC has agreed to manufadiue guitars for Ashbury, even
though it is a very busy time of the year for théihe two companies have had some initial
correspondence by e-mail and now a face-to-faceingeis required.

Several points of the contract need to be negatid{&C’s owner, David Kim, has
flown to San Francisco to meet Richard Grant. At theeting, the Marketing Director of
each company will be present. The purpose of thetingeis to make the deal acceptable to
both sides, and with could be the basis for a lemg: relationship.

INFORMATION FILE: KGC
Models You can supply three models in the first year. AsighSG1000,
SG500 and SG200. The SG1000 will be costly to prechecause it
has advanced technological features.

Quality To reduce the costs of production, you want 40%heforder to be
manufactured by other Korean firms.
Quantity You want Ashbury Guitars to place a first ordeabfeast 2,000 gui-

tars. You need a large order to cover the costetiing up the pro-
duction lines. Try to persuade Ashbury to buy geanumber of the
SG1000 model because your profit margin on thisagis high.

List price Model Estimated cost Prices quoted
of production to Ashbury
SG1000 US$ 510 US$ 920
SG500 US$ 340 US$ 550
SG200 US$ 290 US$ 440
Payment By bank transfer, as soon as the goods have bspatdhed.
Delivery 30 June. If an early delivery is required, prodwuetcosts will in-

crease by 10% because of overtime payments to vwsrBefore 30
June, the factory will be fulfilling orders for @hcustomers.
Discounts Your company policy is to offer new customers 3%thé list price
for a first order, and 5% for second and furtheleos.
Guarantee One year.
Exclusivity You want an exclusive contract because Ashburylgalistributor.
It could be very profitable to do business withrthie the future.
Transport Prices are FOB, Pusan, Korea. If CIF San Franascequired, your
prices must be increased by 5%.
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Models

Quality

Quantity

Price

Payment

Delivery

Discounts

Guarantee

Exclusivity

Transport

INFORMATION FILE: ASHBURY GUITARS
You want KGC to supply three models: Ashbury SG108G500
and SG200. The SG1000 has some special additieatires.
You want KGC to producall the guitars in their own factory. If the
use other manufacturers for part of the ordergtedity of the guitars
may not be very good. If all the guitars sell wgibhu will place a
larger order in three months’ time.
You want to place the following first order:

Model Quantity
SG1000 400
SG500 1,200
SG200 200

You are sure the demand will be good for SG1008.chHeaper guitarsay
sell well. However, there is strong competitiothm lower price ranges.
KGC have quoted these prices:

SG1000 US$ 920
SG500 US$ 550
SG200 US$ 440

All prices are FOB Pusan, Korea. Your normal proféargin is 33%,
but for the SG1000, it will be 40%.

Letter of credit 60 days. This will give you time $ell some of the
guitars before paying for them.

By 1 June. A later date will result in reduced sa{®usic festivals in
California in May create demand.)

Although this is a first order, you hope to negtia discount of at
least 6% off the quoted price. If you place othetess in the future,
you hope to have a discount of 8%.

At least three years.

You would like to have a non-exclusive contractlsat you can order
from other Korean guitar manufacturer.

By sea in containers. Prices should be CIF Sancisem If prices
are FOB, Pusan, Korea, it will add 5% to your passhprice.
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LANGUAGE CHECKLIST

. Small talk

Great to see you. | haven't seen you for a longtinNice to see you too.

Nice to meet you. — Glad to meet you too.

By the way, this is / let me introduce Peter Jankste is in charge of ...

How are you? — Pretty good. Thanks. And how amgthiwvith you?

It's a pleasure to meet you finally. — Yes, | wasKing forward to meeting you too.

Let me take your coat. — Thanks. Here you are.

| really appreciate your coming to meet me. — Saogproblem.

Thanks for inviting us. — Sure, | was looking forddo meeting you.

Did you find the office easily? / Did you have gorpblems finding us? — Yes, the taxi
driver knew exactly where to come. / Yes, your dimgns were pretty clear.

Did you have a good trip? / Did you enjoy the ftigli | hope you had a good trip. — Yes,
it was very smooth. / It was not bad, just a slidélay before take-off. / The flight was
smooth, but the food was awful.

Can | get you a coffee? / Would you like sometrimgrink? — Coffee would be great / |
could really do with the cup of coffee. Black / wéhiTwo sugars / no sugar. // Just tea
for me, please. // Could | have a glass of juicka@nks.

Did you make reservations for a hotel? — Sure, at ...

Where are you staying? — At ... Very nice hotel. doshd the corner. Polite staff.

Have you been here before? — Yes, it's my secopdhére.

Is it your first visit here? — Yes, and | realldiit here. / No, | come here quite often.

How do you like it here? / Have you seen much efdity yet? / Lovely city, isn't it? —
It's a great place. There is so much to see and do.

Have you seen much of the city yet? — Not yet.lkacha bit around the center last night.
When is your flight back? — Tomorrow at 4 p.m.

We’'ve got a lot to do while you are here, so Igist started? / Shall we start the meet-
ing? — Yes, let's get down to business.

. Making an opening statement

Good morning. Thank you for coming today.

On behalf of... I'm glad to welcome you here.

It really is a pleasure to see you all here.

We see this as@reparatory / preliminary exploratorymeeting to discuss...
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We would like to reach deal / an agreement about the terms of ...
These are preliminary talks to identify areas inolhtwe can work together.
I’'m sure we will have a useful and productive megti

Together we want to develop a good relationship.

We'd like to establish the beginnings of a parthgrs

It's in both our interests to reach an agreemeatdiyo

3. Stating objectives
I'd like to begin with a few words about our gerlergpectations.
May | outlineour principle aims and objectives todayome basic thoughts?
We want to clarify our positions.
We're here today to reach an agreement on / ainatit

reach a compromise on smth.

find some common ground between smb. / on smth.
We're looking to achieve a compromise.
The mainobjective / purposef today's meeting i® sign a contract
It's important for both of us that we agreetbe main objectives of today’s meeting.
What we are looking for ian annual contract

4. Setting the schedule
We areshort of time / pressed for timso let'sget started get down to business

Agenda

We've got a veryull / busyagenda.

We've drawn up an agenda for today.

Let's just run through the agenda.

Let's just identify the keissues / areas which we could collaborate.

Today we would like to covehe price, delivery and terms of payment.

There are two items on the agenda in which we ngglibrward. First ... Second ...

There are three specific areas we would like toudis. These are ... Would you agree?
We aim todeal with / cover ...

Let's agree on how to organize today’s meetingl| shef?

How about starting with...? / Shall we look at .tst?

We’'ll deal with ... first. / Perhaps we should cioles ... first?

I'll start by saying how | / we see things at thement.

It might be a good idea to stavith the quantity / by discussimgiantity.

Perhaps we could stdy discussing the price.
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Then we could move on tbe guaranteé proceed witlthe guarantee.
We’'ll go round the table.

We’'ll have a question and answer session at the end

We can table that for discussion later.

Let's deal with any questions immediately.
Let’s stick to the procedure.

I'd like to take the quantitguestion first.
We've put...last
Let's leave...until later

Is there anything you would like to add?
Timing

That gives uswo hours

It will take two hours

It won't take long.

| need to be away by...o'clock.
How are you fixed for time? — No problem. As lorgyietakes.

5. Stating a position
I'd like to suggest ...
How about ...?

We could ...
Let's look at ...
What we are offering is
We'd like you to deliver ... on ...terms
to pay by ...
to give us a discount
to make downpayment
6. Bargaining

Would there be any conditions?

What we need is some sort of concession.

We would like you to offer us some kind of incesmtiv
What sort of concession are we talking about?
What about a good discount for us?
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We could offer you ... / We might be able to ... / Wight consider ...
We are suggesting that ydo something
Would you be interested lnonger guarantee period / signing a 2-year contPact

FIRST CONDITIONAL

On condition thatyou agreen 2 years guaranteave will accept your price.
We will give you that increasas long ast is a part of a two-year agreement
We are preparetb think about your offeiproviding thatyoudeliver earlier.

Unlessyou are preparetb offer 2 years guaranteaye can’taccept your proposal.

That's not acceptablenlessyou offer us a discount / without giving us a discount.

SECOND CONDITIONAL

If you offeredusbetter payment terms,eamightbe able to make an exception.

If you couldoffer usbetter payment termsve couldconsider making an exception.
If necessarywe couldpay at sightin that case woulglougive us a discoufat

Only if you couldoffer usan annual contragtwe wouldbe happy t@ive you a discount
Supposeave paid the price you are askin§Vouldyou be prepared wgive us a discoufit
Providing thatyoudeliveredthe goods on timeve wouldpay at sight

Otherwise we’ll have to look / go elsewhere.
I'm afraid we’ll have to callat day.

7.a. Rejecting

We would prefepayment in two stages.

We might not be able to do that.

I’m not sure that we camanage that.

| don’t think it would be sensible for us lmwver the price
Unfortunately, | don’t think we calower the price.
| think if you consider our position, you'll seeath..
I’'m afraid we can'taccept ... /agreeto ...

This would be out of the question.

I'm sorry that's impossible.

That sounds a bit too risky.

That would be difficult for us.

It could be a problem.

Sorry, but that's no good for us.

We werehoping for... / expecting...
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| think those figures are a little optimistic.
I’'m afraid your prices are not as low as we expecte
We find guarantee period rather short.

delivery period rather long.

prices rather high.

7.b. Accepting

That seeméine / acceptable / reasonable
That's a deal.

| think we can agree to that.

We’'ll say yes to that.

Sounds fair enough.

Sounds a good idea to me.

Agreed.

It's a not really a problem if you prefer it thaaw

8. Dealing with conflict

| can see your point of view.

| understand what you are saying.
Could you tell us why you feel like that?

We should focus on the positive aspects.
We should look at the benefits for both sides ...
It is in our joint interests to resolve this issue.

We hope you can see our point of view.
Let us explain our position.

Perhaps we should look at the whole package, notatdual areas of difficulty.

Let’s look at this another way.
Another possibility is...
A compromise could be to...

| think we should look at the points we agree on...
What do you think is a fair way to resolve thislgeon?

Perhaps we could adjourn for a little while.
| think we need to consider some fresh ideas.
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9.a. Breaking off

| think we've gone so far as we can.

We need more time to settle our problems.

I’'m sorry, but | don’t think we’re going to agree & deal.

It's a pity we couldn’t reach an agreement thisetim
Unfortunately we are unable to settle our diffeesnc

It would be better if we looked for some indeperidebitrator.

9.b. Closing signal

That brings us to the end of our negotiations.
| think we have covered everything.

| think we can call it a day.

| think that covers it.

Let's see what've got.

Great! We've got a deal.

10. Progress made

We’'ve madexcellent / good / sommogress.
We’'ve taken a step in the right direction.
We didn’t get as far as we hoped but ...

11. Summarizing
We've reached a very satisfactory agreement.
We can both see that we are ready to sign a cantrac

To confirm, can we run through / go over what weaggeed on?
I'd like to check / confirm what we’'ve said.

| think this is a good time / point to repeat what've agreed to so far.
I'd like to run through the main points that we'tadked about.
So, I'll summarize the important points of our offe

Can we summarize the proposals in a few words?

So, can we summarize the progress we've made?

Can we go through the main points we’ve agreed on?

Let’'s go over the main points again.

Perhaps, if | can check the main points.

So, let's see. What have we agreed?

Is that amaccurate / reasonablsummary?
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12. Looking ahead

Sothe next step is ...

We need to meet again soon.

In our next meeting we need to...

So, can we ask you to...

Before the next meeting we’'ll...

We need to draw up a formal contract.
What we need to do now is...

Follow-up documentation

Would you like that in writing?

We’'ll put together a written proposal.

We’'ll let you have a detailed summary.

Can you draft that before the next meeting?

I'll send you a letter summarizing the main points.

13. Ending negotiations

It's been a veryseful / productive / constructive / fruitfioleeting.
I’m sure we would all agree that we have had aesgfal meeting.
We look forward to a successful partnership.

It remains for me to thank you for coming.

If there are any other points, I'll e-mail you.

CONVERSATIONAL TOOLS
Asking for reaction Inviting interruptions
How does that sound to you...? Please, don't hesitate to interrupt.
How do you feel about it? Please, feel free to ask questions.
What do you say to that? Let's deal with any questions immediately.
Is everyone happy about that? I would like to know what you think.

Is thatacceptable / reasonalite
Are there any comments on this?
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Considering what they already know

You've all seen ousrochures / proposal / offer
| think you've all had a chance to read our...
| don't want to go over the same ground.

Checking for agreement / approval

Formal Less formal
Would / wouldn't you agree that...? If that's all right with you?
Do you mind if... Is that OK?

| hope you don't mind if...

Suggestions

What about ...?

| think we should go for ...

| advise you to do smth. / doing smth.

| propose / suggest / recommend smth. / doing simib.do smth.
| would like to suggest we seriously consider ...

Requests

| wonder if we can haveomething dorfe

Is it possible tanake delivery by the middle of May?
Could youdo something to advance your shipn?ent

Asking for clarification

It depends on what you mean when youdiagoun®
What do you have in mind?

Could you run through that again?

I’m not sure | understand what you mean.

Asking questions and showing interest

Could you clarify something for me?

Could you be more specific?

I'd be interested to know more abgour terms of guarantee
Could you tell us something abordur payment ternts
What exactly do you mean layscoun®
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Supportive

So, you are sayingou can't offer us a discouhtAm | right?

So, you thinkour terms are not acceptaldiédave | got this right?
Let’s see if I've got this straight. You need...

If I understand you correctly, you are offering...

Am | right in thinking you plan to...?

Managing guestions

Can | deal with that later?

| was just coming to that.

Could I just finish what | was saying?

Checking answer is satisfactory
Does that answer your question?
Is that clear?

Encouraging / showing interest
Go ahead.

That's interesting.

Fine.

Sure.

Please do.

Of course.
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