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METOJUYECKUN KOMIUIeKC. YyeOHoe mocobue mas  cryaeHtoB Il kypca

PKOHOMHUYECKOTO (hakynbpTeTa. biarosemieHck: AMypckuii roc. yH-T, 2006

[Tocobue cocTaBieHO B COOTBETCTBHM C MPOrpaMMON IO JUCHUIUIMHE
«JlemoBbie TEPErOBOPHI HA AHIJIMWCKOM  SI3BIKE» HAa OCHOBE OPUTMHAIBHBIX
AHTJIMACKUX U aMEPUKAHCKUX MCTOYHHUKOB MO JI€JIOBOM KOMMYHHUKAIIUH.

[{ens mocoOusi — pa3BUTHE HABBIKOB IMyONIMYHON peuu (COOOIIeHHe, MOKIIA,
JIUCKYCCHUsI), PpPa3BUTUE OCHOBHBIX HABBIKOB IIMChbMa IS BEJCHUS JI€JTOBOU
MEPENuCKu), 3aKpEIUICHHE HABBIKOB UTEHHUS CHEIMAIbHON JIMTEPATYpPhl C LEIbIO
MOJTyYCHUS] HHPOPMAIIHH.

[Ipennaraemeiii  YMK npenHazHadeH Jisi  CTYJIEHTOB 3KOHOMHYECKOTO

dakynpTeTa.
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COJIEPKAHUE

NPENUCTIOBHUE 4

PABOYAS YUEBHAS
ITPOI'PAMMA

............................................................................ 5
COJIEP)KAHUE
JANCHUITIJINHBI
TenehOHHBIC TEPETOBOPDI. ....uvveereeereeanneeennann, 12
0 1ScTE: 2011 1% GO 25
JInyHbIe KOHTAKTBI: JIEIOBBIE IEPETOBOPHI. ............. 51
JIMYHBIC KOHTAKTBI: BCTPEUM ... uuevreeeennnnneeeennnnns. 69
JIe0Bast MEPEMMCKA. .. .uvvvveeeeiieeeeiiiiieeeeeeeeneee 89
CIICOK )
HNCHHOJb30BAHHOU
JITEPATYPBL 100



IMPEANCJIOBHUE

Ilenp mnpenogaBaHusi y4yeOHOM AMCLUMIUIMHBI «JleJd0BbIE TEperoBopbl Ha
AHTJIMIICKOM SI3BIKE» - YMEHHE COOTHOCUTH SI3BIKOBBIE CPEACTBA C KOHKPETHBIMU
chepaMu, CUTyalUsIMH, YCIIOBUSIMH M 3aJauaMH OOULICHMs, YpPOBEHb KOTOPOTO Ha
OTJENbHBIX ATalax IOATOTOBKH I103BOJISIET HCIOJIb30BaTh HMHOCTPAHHBIM S3BIK
OPaKTHUYECKW KaK B YCTHOM M THUCHbMEHHOW KOMMYHHUKALlUM, TaK W AJA
caM0o00pa3oBaHUs.

CTpykTypHO npejjaraeMoe yuyeOHoe mocoOue cCOCTOUT U3 padoyeil yueOHOU
nporpaMMmbl (NOSICHUTEIbHAST 3aIMCKA, UTOTOBBIM KOHTPOJb, NEPEUYEeHbh U TEMaTHKa
IPOMEXYTOUHBIX (POPM KOHTPOJIS, KPUTEPUU OLIEHOK, (OPMbI 3aHATHH, ydyeOHbIE
MaTepualibl U MOCOOMs) U COAEpKAHWUE JIMCUUILIMHBL: Tele(OHHbIE MEPETrOBOPHI,
IpEe3eHTalllK, JEeJIOBbIE IEpEeroBOphl, BCTpeud U JenoBas mnepernucka. Ocoboe
BHUMaHUE B y4eOHOM IIOCOOMM YJENAETCS pPa3BUTHIO UM COBEPIICHCTBOBAHUIO

YMEHHU ayIUPOBAaHUSI U TOBOPEHHSI.



PABOYAS YYEBHAA ITPOI'PAMMA

JTUCIUIITITUHBI

«I[CJIOB])Ie NMEPEroBoOpsbLI HA AHIJINICKOM SI3BIKE)

CIIEIUAIBHOCTD 080301 xommepIUs

bakyabTeT bunonornyeckui

Kadeapa MHOCTPAHHBIX S3BIKOB Nel

KypcC III xypc

CEeMECTp \%

MPAKTUYECKUE 3aHSATHUS 54 (gac.)
caMmocrosiTenbHas pabdora 41 (gac.)
HK3aMEH HET

3a4eT \Y (cemecTtp)

[Iporpamma  Kypca

COCTaBJICHA B COOTBCTCTBHUHU C Tpe6OBaHI/IHMI/I

rocya1apCTBCHHOTO O6p2130BaT€J'ILHOFO CTaHdapTa HpO(i)GCCI/IOHaJIBHOFO BBICHICTO

0o0pa3oBaHUs.



HOACHUTEJIBHAA 3AIINCKA
[Iporpamma kypca «/leioBbIe mNeperoBOpbl Ha AHIVIMICKOM fI3BIKE»
COCTaBJICHA B COOTBETCTBUU C TPEOOBAHUSIMHU T'OCYAAPCTBEHHOI'O 00pPa30BaTEIIBHOIO
cTaHaapra npodecCHOHAIBLHOTO BBICIIErO OOpa3oBaHMs W TpEIHA3HAYCHA JUIs
crennasibHOocTH 080301 xommeprus (I kype, V cemectp). Kypc paccuutan Ha 95
4acoB (Ha MPAKTUYECKUE 3aHITHUS BBIACIACTCS 54 Yaca, Ha CAaMOCTOSATEIbHYIO paboTy

41 yac). [1o oxkoHYaHUU Kypca MPeyCMOTPEH 3a4erT.

3agauu U3y4yeHUus JUCUMUIINHBI:
1. M3yueHue HOBOIO JIEKCMKO-TPAMMAaTHYECKOr0 Marepuaia, HeoOXOJAUMOro
JUIS aKTUBHOTO TPUMEHEHHS, KaK B MOBCEIHEBHOM, TaK M B MpPO(hecCHOHATHLHOM
o01eHnu (71 JeIOBBIX TIEPETOBOPOB).
2. Pa3BuTHE HaBBIKOB IyOIMYHOM peun (CO0OIIeHHE, TOKIIal, TUCKYCCHS).
3. 3aKkperuieHHe HaBBIKOB YTEHHUS CHEHUAIBHOW JINTEPATYPHl C LEJIBIO
NOJIy4eHHS] HTHPOPMAIIHUH.

4. Pa3BuTHE OCHOBHBLIX HABLIKOB IMHCHhMa JJIA BEACHUA I[GJ'IOBOﬁ MNCPCITUCKH.

Ilo 3aBepuIeHUI0 00yUYeHHSI IO JUCUMILJIMHE CTYIEHT J0JIZKeH:

- BIIAJICTh HaBBIKAaMU MPOPECCUOHAIBHON peur (HaBBIKAMH BEACHUS JICITOBBIX
MIepEeroBOPOB);

- MOHUMAaTh YCTHYIO (MOHOJIOTHYECKYID U JHAJOTUYECKYI0) pedyb Ha
CTeIUaTbHBIC TEMBI;

- aKTUBHO BJIaJIeTh HawbOoJjiee ynoTpeOurtenpbHOM (0a30BOi) rpaMMaTHKON U
OCHOBHBIMH TPaMMAaTUYECKUMHM SBJICHUSIMH, XapaKTEPHBIMU JJIs1 TPOdheCCHOHATBHOM
peun;

- 3HaTh 0a30BYIO JIEGKCUKY MPO(HECCUOHATBHOTO S3bIKA;

- y4acTBOBaTh B OOCYXKJIECHUU TE€M, CBSI3aHHBIX CO CIICIIMALHOCTHIO (3a7aBaTh
BOIIPOCHI M OTBEUYATH HA BOIIPOCHI);

- BIIAJICTh OCHOBHBIMH HAaBBIKAMH IHChbMa, HEOOXOIUMBIMH JJIsi BEICHUS

JET0BOU NEPETUCKH



B acnekTe «AHITIMHCKUH A3BIK AJM CHEeIHAJbHBIX IeJIel: 1eJI0BbIe
MepPeroBopbI» OCyECTBJIATCS:

- o0ydeHue BOCIPHUATHUIO HA CIyX PeUH;

- pa3BUTHE HaBBIKOB YCTHOW mnyOnuyHON peun (HA MaTepuaie IIo
CIICIIMAIIBHOCTH);

- 3aKpEIUICHUE HABBIKOB YTCHHS JIMTEPATYPhI MO CIELHUATBHOCTH C LEJIbIO
U3BJICUEHUS TPOPECCUOHATIBHON NH(OPMAITUH;

- 3HAKOMCTBO C OTPACJIEBBIMU CJIOBApPSIMU U CIIPABOYHHKAMH HA aHTJIMHCKOM
SI3BIKE;

- OBJIaJICHHE JIGKCHKOM u  (paszeosorueid, oOTpakarolmeld OCHOBHBIC
HaIpPAaBJICHUS IIUPOKOU CIEHUAIBHOCTU U Y3KYIO CIIEUAIA3ALIMIO CTYICHTA;

- o0yd4eHHE OCHOBHBIM HaBBIKAM IHMCHbMa, HEOOXOJMMBIM JJIS IOJATOTOBKH

HY6JII/IKaLIPII>JI, TC3UCOB U BCACHUC IICPCIITUCKHU

AyaupoBaHue, TOBOpeHHe, MUCHMO

YcBoeHno noiexxar

- TIOHMMaHUE Ha CJIyX OCHOBHOTO COJEp)KaHHUS AayTEHTHYHBIX TEKCTOB C
OTIOpOii Ha 3pHUTEbHBIN 00pa3 (Buaeomarepuasbl) U 0e3 Hero, B T.4. MaTEpHAIIOB IO
TEMaTHKE CIEeINaIbHOCTH,

- OTHECEHHE BBICKA3bIBAHUSA K TOMY WJIM HHOMY MOMEHTY BPEMEHHM M
OIIpeJIe]IEHue €ro MOJAIbHOCTU (yTBEp)KIEHHE, HEYBEpEHHOCTb, BO3MOXHOCTb,
PUTOPUYECKUNA BOIIPOC),

- IUCbMCHHAA U YCTHAA pCUb.

Yrenue (CIOCOOHOCTH MOHMMATH U U3BJIEKATH HH(POPMALINIO), TOBOPEHUE,
NMCcbMO

Y CBOEHUIO MOJIEKAT

- OoIpCaAciICHUC OCHOBHOI'O COACPIKaHUA TCKCTA,

- pacClio3HaBaHUEC 3HAYCHUA CJIOB 110 KOHTCKCTY,



- BOCTPHUATHE CMBICIOBOM CTPYKTYpbl TEKCTa, BBIJCICHUE TJIaBHOW W
BTOPOCTETNEHHOW NH(pOpMAaINH,
- 0000uIeHue PpakToB,

-  YMCHHC HAIIMCAThb ACJIOBOC ITMCHMO IIO npezmo;erHoﬁ TCMATHUKC.

I'pamMmaTuka

[ToBTOpEeHUE CHUCTEMBI BpPEMEH aHrJMicKoro riarojia Present, Past, Future
(Simple, Continuous, Perfect, Perfect Continuous). [laccuBHbiii 3amor. MoaajibHbIe
rnarojisl. Henwuneie ¢opmer raarona. [Hopsmok cioB B mpemioxeHun. OTpuiiaHue.
Bormpocsl.

[IpunaTounbie MpeAIOKEHNUSI BpeMEHHU U yciaoBus. [IpsiMast 1 KOCBEHHasi peyb.
CornacoBaHue BpeMeH (11 TpaMOTHOTO M3JI05KEHHUS CBOUX MBICJICH B TUCbMEHHOM U
YCTHOM peun)

[ToBTOpEHNE OCHOBHBIX TPAMMATHYECKUX SBIICHUN TPEOYyeTCs I TPAaMOTHOTO

BCIACHUA 6ecen, AJIS1 IIPOBCACHUA HpGBCHTaHHﬁ, ACITOBBIX IICPETOBOPOB U BCTPCH.

Jlekcuka u dhpa3zeonorus

N3yuenue u 3akperyieHue Haubosee ynoTpeOUTeIbHON JIEKCUKH, OTPaKatoIen
MIMPOKYI0 M Y3KYI0 CIenuain3anuio. PacmmpeHue ciloBapHOTO 3amaca 3a CUeT

JEKCUYECKUX €UHUII, COCTABIISIONINX OCHOBY MPO(eCCHOHATBHON PEeUH.



UTOI'OBbIA KOHTPOJIb

IIT xypc
V cemectp

1. UtoroBbie mucbMeHHBIE pabOTHI
Hanucanue nenoBoro nvuchbMa 1o npouieHHON TeMaTUKe
2. YCTHBIN 3a4eT

CuryatuBHbIE 3aJlaHHsI IO IPOMJIEHHON TeMAaTUKe (MOHOJIOT U JUaJjor)

IIpuMepHbIe 3a1aHus 111 CAAYM 3a4eTa:

1. Hanmummure aenoBoe nucbMo (150 m4.3H.):

[Tucbmo wHammcano 25.4.2004., dupme «Jlayron bpazepc JItn» mo aapecy
Anrmst, KoBentpn, rpaderso Mopkump, yiura Ansaep Poyx, oM Ne20 o moBoy
Baiero 3amnpoca ot 15.4.2004. nanummuTe, 4YTO B JAOMNOJHEHUE K Baiiemy nucbmy ot
15.4.2004. Bel xotenu Obl cOOOLIUTH €Ille KOe-KaKhue CBEIEHHUs. ... B 3akiroueHue
BBIPA3UTE HAACKY, UTO YCTAHOBUTE C (PUPMOI IIIOTOTBOPHBIE JEIOBBIE OTHOIIICHHUS.

2. IlpoBeauTe MeperoBOpkI MO TEME:

[IpencraBbrech. CkaxuTe, 4TO Bbl B MaHuecTepe mo Apyromy Jeiay, HO I'—H
ITerpoB npocun Bac 3aiitu k r-Hy bpayHy U nepenath MociaeAHUE KaTajlory HAIIero
HOBOTO 000pyI0BaHUs. Y3HaB, 4To I—H [leTpoB 3BoHWI r-HY bpayny u cooOmmn 060
BceM. CKaXuTe, 4TO BbI ObUIM OYE€HD PAJIbl IO3HAKOMHUTHCS C HUM U TIOTIPOIIANTECH.

3. YCTHO U3NOXKUTE OJHY W3 MPOWJEHHBIX TEM: IJIAHUPOBAHUE U y4acTHE B

IIPONYKTUBHBIX BCTpEUYax

HEPEYEHb U TEMATUKA ITPOMEKYTOUYHbIX ®OPM
KOHTPOJIA:
1. Jlekcuko-rpaMMaTH4YE€CKUE TECTHI U TECThI MOCIE MPOCTYIINBAHMUSL.
2. TloaroroBka cOOONIICHUM I MOHOJOTHMYECKHX BBICKA3BIBAHHWMI IO TEMaM,
CBSI3aHHBIM CO CIIELIMAIBHOCTBIO CTYJI€HTa (4 TEMBI).

3. IloaroroBka coOOIIEHUN U AUATOTUUYECKUX BBICKA3bIBAHUIA.



KPUTEPUU OLHEHOK

1. CTyaeHT nojrydaet OTMETKY «3a4T€HO» MPU CIACAYIOMUX YCIOBUAX:

- JlemoBoe MUCHbMO, HANMCAHHOE CTYIEHTOM, COJIEPKHUT JIEKCUKY B 00ObeMe,
HEOOXOJMMOM JJIsi BBIPAKEHUS OCHOBHBIX MBICIIEH, COOTBETCTBYET TEME€ U HE
COJCP)KUT TpamMMaTthueckue u opdorpaduueckue omuOku (JIU00 COIEPKUT
HEMHOTOYMCIIEHHbIE OIINOKH, He npeBbliaromnye 40% ypoBeHb);

- Jluajior COOTBETCTBYET NPEJIOKEHHON TEME, HE COAEPKUT IPaMMaTUYECKHE
OHKOKHU (JIMOO COAEPKUT HEMHOTOUYMCIIEHHBbIE OLIMOKU, He mnpesbimaroniue 40%
YPOBEHb);

- MoHonor COOTBETCTBYET TMPEUIOKEHHON TeMe; HWMEIOTCS HaBBIKU
ayIUPOBaHUS; COOCTBEHHBIC MBICIM BBIPAXKAIOTCS 0€3 IpaMMAaTHUYECKUX OIIHOOK

(1160 conep>KUT HEMHOTOYUCIICHHBIE OMUOKH, He TipeBbImatonme 40% ypoBeHb);

2. CTyJeHT NOJIy4aeT OTMETKY «HE3aYTEHO» IPH CIAEAYIOIIHNX yCIOBUAX:

- JlenoBoe mNHMCbMO, HAIMCAaHHOE CTYIEHTOM, HE COJEPKHUT JIEKCUKH,
HEOOXOAMMON JJII BBIPAXKEHHUS OCHOBHBIX MBICIEH, HE COOTBETCTBYET TEME H
COJIEPKUT MHOTOYHUCIICHHBIE TpaMMartuueckue u opdorpaduyueckre OMMOKH,
npesbimaromue 40% ypoBeHb;

- Jlmanor He COOTBETCTBYET TEME, COJEPKHUT TIpaMMaTHUYECKUE OIINOKH,
npesbimaromne 40% ypoBeHb;

- MoHosior He COOTBETCTBYET TeMe€; HaOIIOJAeTCsl OTCYTCTBHUE HABBIKOB
ayqupoBaHusi, COOCTBEHHBIE  MBICAM  BBIPAXKAIOTCS C  MHOTOYHCICHHBIMU

rpaMMaTHYCCKUMU OIIMOKAMH, 11 CBbhIIIAOMNMHA 40% OBCHb
2

®OPMbI 3AHATUI:
1. AyauTopHsble TpyNMIOBBIE 3aHATHS 110]] PyKOBOJICTBOM MPENOAaBaATEIS.
2. O6$ISaTeJ'H>HI>Ie CAMOCTOATCIIBHBIC 3aHATHUSI CTyI[eHTOB 10 3aAaHUIO
npernojaBarensi  (BBIIOJIHEHHE CTYJACHTaAMH TEKYyIIMX Yy4eOHBIX 3aJaHull  BO
BHCypOIIHOG BpeMH — JOMa, B 6I/I6HI/IOT€K6, B KOMHBIOTepHOM KJIaCcC€, B YUTAJIbHOM

3aJle ”THOCTPAHHOM JINTEPaTyphl)
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3. HupuBuayanbHble CaMOCTOSITEIBHBIE 3aHATUA IO  PYKOBOACTBOM
IIpenoaaBaTes.

[Tomumo mnepeyucneHHbIXx (GOpM  OpraHu3alu  y4yeOHOro mpoiiecca,
HEIIOCPEACTBEHHO CBS3aHHBIX C H3YyYEHMEM IIPOTPAMMHOIO Marepuana 1o
WHOCTPAHHOMY $I3bIKY, KypC OOYy4YeHHUs JIONOJIHAETCS pPA3IMYHBIMU BHIAMHU
BHEAYJAUTOPHON paboThl, XapakTep KOTOPOH OIpeAessaeTcss WHIWBHIYalbHBIMU
UHTEpecamMu CTyAeHTOB. K 4ucClly Takux BHJIOB BHEAYJAMTOPHOU PabOTHI OTHOCATCS
CIEAYIOUIME: BCTPEYM C HOCUTEISIMU S3bIKA; y4YacTHE B HAyYHBIX JUCITyTax;
KOH(EPEHLUAX; Pa3INYHBIX OJIMMIIMAJaX MO0 WHOCTPAHHOMY SI3BIKY, KaK B CTEHaX

BYy3a, TaK U Ha APYTUX YPOBHSIX.

YUEBHBIE MATEPUAJIBI U TIOCOBUA
OcHOBHBIE
1. boraukuii 11.C., Jrokanoa H.M. buznec-kypc anrimiickoro a3bika. 2003r.
2. Barnar, Roger. Business venture 1. 2004

3. Barnar, Roger. Business venture 2. 2004

JlonmoJIHUTEJLHLIE

1. Monuna A.A., Caaxsan A. C. Aurnuiickas rpammatuka. 2003r.
2. JlykpsinoBa H.A. HacTonbHast kaura OusHecmeHna: Ydyebnoe nocodue. 1998r.
3. Guffey, Mary Ellen. Essentials of business communication. 2001

4. Sweeney, Simon. English for business communication.

TexHHUECKHE CPEeACTBA 00ecneYeHUs] JUCHMILINHBI

AyJIHO KacCeThl
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COAEPXKXAHME JUCIHUIIJIMHBI

DopMbl 1€JI0BOH KOMMYHUKAILIMH:
I. TELEPHONE SKILLS
(TEJIE®@OHHBIE ITEPETI'"OBOPDI)

(mpakThueckue 3aHsATus - 12 yacoB; camocTosITeNIbHAsE paboTa — 8 4acoB)
Read the text:
Telephones and Voice Mail
Telephones and voice mail are valuable business tools only when they
generate goodwill and increase productivity. Poor communication techniques can
easily offset any benefits arising from improved equipment.

Making Productive Telephone Calls

Before making a telephone call, decide whether the intended call is really
necessary. Could you find the information yourself? If you wait a while, would the
problem resolve itself? Perhaps your message could be delivered more efficiently by
some other means. Alternatives to telephone calls include e-mail, memos, or calls to
voice mail systems. If a telephone call must be made, consider using the following
suggestions to make it fully productive:

Plan a mini-agenda. Before placing a call, jot down notes regarding all the

topics you need to discuss. Following an agenda guarantees not only a complete call
but also a quick one. You'll be less likely to wander from the business at hand while
rummaging through your mind trying to remember everything.

Use a three-point introduction. When placing a call, immediately

(1) name the person you are calling,

(2) identify yourself and your affiliation, and

(3) give a brief explanation of your reason for calling. For example: "May 1
speak to Larry Lopez? This is Hillary Dahl of Sebastian Enterprises, and I'm seeking
information about a software program called Power Presentations." This kind of in-
troduction enables the receiving individual to respond immediately without asking

further questions.

12



Be cheerful and accurate. Let your voice show the same kind of animation that

you radiate when you greet people in person. In your mind try to envision the
individual answering the telephone. A smile can certainly affect the tone of your
voice, so smile at that person. Moreover, be accurate about what you say. "Hang on a
second; I'll be right back" rarely is true. Better to say, "It may take me two or three
minutes to get that information. Would you prefer to hold or have me call you back?"

Bring it to a close. The responsibility for ending a call lies with the caller. This

is sometimes difficult to do if the other person rambles on. You may need to use
suggestive closing language, such as "I've certainly enjoyed talking with you," "I've
learned what I needed to know, and now I can proceed with my work," "Thanks for
your help," or "I must go now, but may I call you again in the future if [ need . . .?"

Avoid telephone tag. If you call someone who's not in, ask when it would be

best for you to call again. State that you will call at a specific time—and do it. If you
ask a person to call you, give a time when you can be reached—and then be sure you
are in at that time.

Leave complete voice mail messages. Remember that there's no rush when

you leave a voice mail message. Always enunciate clearly. And be sure to provide a
complete message, including your name, telephone number, and the time and date
of your call. Explain your purpose so that the receiver can be ready with the required
information when returning your call

Receiving Productive Telephone Calls

With a little forethought you can make your telephone a productive, efficient
work tool. Developing good telephone manners also reflects well on you and on your

organization.

Identify yourself immediately. In answering your telephone or someone else's,
provide your name, title or affiliation, and, possibly, a greeting. For example, "Larry
Lopez, Proteus Software. How may I help you?" Force yourself to speak clearly and
slowly. Remember that the caller may be unfamiliar with what you are saying and fail
to recognize slurred syllables.

Be responsive and helpful. If you are in a support role, be sympathetic to

13



callers' needs. Instead of "I don't know," try "That's a good question; let me
investigate." Instead of "We can't do that," try "That's a tough one; let's see what we
can do." Avoid "No" at the beginning of a sentence. It sounds especially abrasive and
displeasing because it suggests total rejection.

Be cautious when answering calls for others. Be courteous and helpful, but

don't give out confidential information. Better to say, "She's away from her desk" or
"He's out of the office" than to report a colleague's exact whereabouts.

Take messages carefully. Few things are as frustrating as receiving a poten-

tially important phone message that is illegible. Repeat the spelling of names and
verify telephone numbers. Write messages legibly and record their time and date.
Promise to give the messages to intended recipients, but don't guarantee return calls.

Explain what vou're doing when transferring calls. Give a reason for

transferring, and identify the extension to which you are directing the call in case the

caller 1s disconnected.

Task 1: Speaking
Making or receiving a telephone call when should you be or not be:
e  cheerful and accurate
e responsive and helpful
e  cautious
e inarush
e  courteous
e cold and impersonal
e confusing and irritating

e sympathetic

Task 2: Voice mail

Use voice mail to answer routine questions that your clients ask:
e university;
e mobile phone company;

14



e entertainment company;

Task 3: Word Partnerships

Form strong partnerships with the following words:

to make
to end

to place

to envision

to greet

to leave

to take

to provide

..................

..................

to answer

to talk on

a voice mail

a computerized message

...................

Task 4: Insert prepositions or particles:

1. I’m talking .

® NS »n kWD

Is he ... now?

.. the phone.
Will you jot ... the notes?

Don’t wander ... the business.

You should smile ... the clients.

After waiting for a long time he hung ... .

Now I can’t talk on the phone, I’'ll call ... .

Telephoning Skills

The Language of Telephoning

Introducing yourself

15

interruptions
calls

manners

He always rambles ... . He never tries to enunciate ... clearly.



Good morning, Aristo.
Hello, this is ... from ....

Hello, my name's ... calling from ....

Saying who you want
I'd like to speak to ..., please.
Could I have the ... Department, please?

Is ... there, please?

Saying someone is not available
I'm sorry he/she's not available ....

Sorry, he/she's away / not in / in a meeting / in Milan.

Leaving and taking messages
Could you give him/her a message?
Can I leave him/her a message?
Please tell him/her ...

Please ask him/her to ring me on ...
Can I take a message?

Would you like to leave a message?
If you give me your number

I'll ask him/her to call you later.

Offering to help in other ways

Can anyone else help you?

Can I help you perhaps?

Would you like to speak to his assistant?
Shall I ask him to call you back?

Asking for repetition
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Sorry, I didn't catch (your name / your number / your company name / etc.)
Sorry, could you repeat your (name, number, etc.).

Sorry, I didn't hear that.

Sorry, I didn't understand that.

Could you spell (that / your name), please.

Acknowledging repetition
Okay, I've got that now. (Mr Kyoto.)

I understand. I see, thank you.

Stating reason for a call
I'm ringing to ...
I'd like to ...

I need some information about...

Making arrangements

Could we meet some time next month?
When would be a good time?

Would Thursday at 5 o'clock suit you?
What about July 21st?

That would be fine.

No, sorry, I can't make it then.

Sorry, I'm too busy next week.

Changing arrangements
We've an appointment for next month, but .

I'm afraid I can't come on that day. Could we fix an alternative?

Confirming information

So...
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Can I check that? You said ...
To confirm that...

Can you / Can I confirm that by fax?

Ending a call

Right. I think that's all.

Thanks very much for your help.
Do call if you need anything else.

I look forward to ... seeing you / your call /your letter / your fax / our meeting.

Goodbye and thanks.

Stating reason for the call
I'm ringing about...
Unfortunately, there's a problem with ...

I'm ringing to complain about ...

Explaining the problem
There seems to be ... We haven't received ... The ... doesn't work.
The quality of the work is below standard.

The specifications are not in accordance with our order.

Referring to previous problems
It's not the first time we've had this problem.
This is the (third) time this has happened. Three months ago ...

We had a meeting about this and you assured us that...

Threatening
If the problem is not resolved ...
We’ll have to reconsider our position.

We’ll have to renegotiate the contract.
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We’ll contact other suppliers.

The consequences could be very serious.

Handling complaints and other problems
Asking for details

Could you tell me exactly what... ?

Can you tell me ... ?

What's the ... ?

Apologizing
I'm sorry to hear that.
I'm very sorry about the problem / delay / mistake ...

Denying an accusation

No, I don't think that can be right.
I'm sorry but I think you're mistaken.
I'm afraid that's not quite right.

I'm afraid that can't be true

I. Listening

You will hear three different types of telephone calls. Listen and match
the calls you hear with the types of calls in the list below. (One is extra):
contact call: getting in touch with a business contact

information call: calling to get information

voice mail call: calling and leaving a message on a machine

appointment call: contacting a business to arrange a meeting/appointment

CallI.... Call 2.... Call 3....
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II. Key Language I

Complete these sentences from the listening using the pairs of words

below.

how / help calling / because let / transfer
call / later speak / please this / speaking
name / from mine / referred sorry / was
afraid / in put / down remember / met
wondering / help time / reach I'll / message

l. ...canI... you?

I'm... ... Ineedsome information.

... me ... you to Sales.

Would you like to ... back ... ?

My ... is Chris Robb ...York Paper.

A colleague of ... , Liz Peterson, ... me to you.
I'm ... she's not ... this week.

I could ... you ... for Friday afternoon.

A S AN T

... , your name ... ?

10. I'd like to ... to Mark Chin, ....
11....1s Mark ... .

12.You may not ... me - we ... last year.
13.Iwas ... if you could ... me.

14.... give him the ....

15.What's a good ... to ... you?

Listen to the calls again and check your answers.
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I1I. Key Language 2
These are some common and useful telephone questions. Match the

endings with the question starters. (More than one combination is sometimes

possible.)
1. ... leave a message? 10.... ask who's calling?
2. ... take a message? 11.... repeat that please?
3. ... transfer me to his voice mail? 12.... ask him to call John Donson?
4. ... have your phone number? 13.... speak up a little, please?
5. ... know what this regarding? 14.... a good time?
6. ... help you? 15.... ask when he'll be back?
7. ... ask what this is regarding? 16.... call back later?
8. ...speak to Stuart Tipps, please? 17.....something I could help you
9. ...555-7434? with?

a. Would you like to ...
MayI...?

S

c. Couldyou...?
Does s/he ... ?

e. Isthis...?

e

IV. Preparing to make a telephone call

Listen to the recording of Clare Macey, a director of Inter Marketing,
suggesting ways to prepare for telephone calls. Then tick the suggestions that she
makes that are included in the list below.

Do not try to guess what the other person will say. O
Think about your objectives from the call - any questions you need to ask or
things you need to say. [
If someone calls and you are not ready for them, ask them to call back later.

Desk preparation: prepare the desk - paper, pen, any relevant documentation,
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computer files. [
Check recent correspondence, know the situation. O

Have your diary on hand, so you can fix appointments. O

V. Receiving calls

Listen to a short extract from the recording of Clare Macey. Here she
is talking about being prepared for incoming calls. Tick what she recommends.

Send a fax suggesting someone calls you - then be prepared for their call. O

If you expect a call, think about what the other person will say or what they

will ask. [
Check any relevant documentation or correspondence. O
If you are busy or not ready when they call, ask them to call back later. O

VI. Taking and leaving messages

Listen to the recording and complete the missing information on the

message pads below.

a) Telephone Message
For

Time of call

Caller

Company:

Phone number

Message:

b) Telephone Message
For

Time of call
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Caller

Company:

Phone number

Message:

Now listen to two more examples and complete the message pads below.

9)
To

From

Time of call

Message:

d)

Computer Services User Support

For attention of

Caller

Time of call

Department

Workstation

Extension number

Problem

enquiry:

Notes

Now listen to the recording of a model answer.
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VII. Asking for and giving repetition

1. Listen to the recording of a conversation between a woman who calls
the Personnel Office in the Singapore branch of Michigan Insurance Inc. She
has to attend for a job interview.

a) The first time you listen, say why she calls.

b) Listen again. Notice that there are four requests for repetition. Why?

2. Look at the following situations and listen to the recording for each one.

In each case, suggest why someone might ask for repetition and suggest a

suitable phrase.
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II. PRESENTATIONS
(IIPE3EHTALIMIN)

(mMpakTUyecKue 3aHATus - 12 yacoB; caMoCTosITeIbHAsE paboTa — 8 4acoB)

Read the text:

Preparing an Effective Oral Presentation

Organizations today are increasingly interested in hiring people with speaking
skills. Why? "As organizations are downsizing, we need more well-rounded people,"
says Hollis Church, communications specialist. "They may not only be the technical
expert, but the spokesperson for a product."

At some point everyone in business has to sell an idea, and such persuasion is
often done in person. Speaking skills play an important role in a successful career.
You might, for example, need to describe your company's expansion plans to your
banker, or you might need to persuade management to support your proposed
marketing strategy. You might have to make a sales pitch before customers.

Most of us experience a certain amount of fear before making an oral presenta-
tion. You should expect to get butterflies in your stomach. It's quite normal. When
you feel those butterflies, though, speech coach Dianna Booher advises getting them
in formation and visualizing the swarm as a powerful push propelling you to a peak
performance. In other words, you can capitalize on the adrenaline that is coursing
through your body by converting it to excitement and enthusiasm for your
performance. But you can't just walk in and "wing it." People who don't prepare
suffer the most anxiety and give the worst performances. You can learn to make
effective oral presentations by focusing on four areas: preparation, organization,
visual aids, and delivery.

Knowing Your Purpose

The most important part of your preparation is deciding what you want to ac-
complish. Do you want to sell a health care program to a prospective client? Do you
want to persuade management to increase the marketing budget? Whether your goal
is to persuade or to inform, you must have a clear idea of where you are going. At the

end of your presentation, what do you want your listeners to remember or do?
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Eric Evans, a loan officer at First Fidelity Trust, faced such questions as he
planned a talk for a class in small business management. Eric's former business
professor had asked him to return to campus and give the class advice about bor-
rowing money from banks in order to start new businesses. Because Eric knew so
much about this topic, he found it difficult to extract a specific purpose statement for
his presentation. After much thought he narrowed his purpose to this: To inform
potential entrepreneurs about three important factors that loan officers consider
before granting start-up loans to launch small businesses. His entire presentation
focused on ensuring that the class members understood and remembered the three
principal ideas.

Knowing Your Audience

A second key element in preparation is analyzing your audience, anticipating
its reactions, and making appropriate adaptations. Many factors influence a
presentation. A large audience, for example, usually requires a more formal and less
personalized approach. Other audience -characteristics, such as age, gender,
education, experience, and attitude toward the subject, will also affect your style and
message content. Analyze these factors to determine your strategy, vocabulary,
illustrations, and level of detail. Here are specific questions to consider:
e  How will this topic appeal to this audience?
e  How can I relate this information to their needs?
e How can I earn respect so that they accept my message?
e  Which of the following would be most effective in making my point? Statistics?
Graphic illustrations? Demonstrations? Case histories? Analogies? Cost figures?
e  What measures must [ take to ensure that this audience remembers my main

points?

Task 1. Vocabulary
Replace the words in italics with the words used in the text:

1. The goal is to hire more desirably varied people. 2. If our organization

reduces the number of employed people, I’ll have to look for a job. 3. What is her
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occupation? — She is either training people how to make a perfect speech’ or a person

chosen_to speak on benefit of the company’. 4. In case you are nervous, take a

sedative (ycnokoutensHoe). 5. If you didn’t prepare the presentation carefully you

would undergo’ agitation’. 6. If he had been a potential businessman, the loan officer

would have given start-up loan. 7. How could he convince the customer to purchase
this shoddy product? 8. What would you do if it were difficult fo elicit a specific

purpose statement for his presentation? 9. You can make advantage of a slump. 10.

What is a potent push stimulating you to a peak performance? 11. There are four

areas you should focus on. One of them is objects to be looked at that help the viewer

to understand or remember something.

Task II. Questions

Answer the questions:

1. Why is there a tendency of hiring people with speaking skills? 2. What is the
usual state people experience before making an oral presentation? What do you feel?
3. How can a person pull himself together before the presentation? What about you?
4. What are four areas a spokesperson should focus on? Explain. 5. What is the role
of audience? 6. Do you take the audience into consideration when making an oral
presentation? 7. Do you organize the presentation as a dialogue between your

audience and yourself? Or just only monologue? Is there the bar or not?

Read the text:
Organizing the Content

Once you have determined your purpose and analyzed the audience, you're
ready to collect information and organize it logically. Good organization and
conscious repetition are the two most powerful keys to audience comprehension and
retention. In fact, many speech experts recommend the following admittedly repe-
titious, but effective, plan:

Step 1: Tell them what you're going to say.

Step 2: Say it.

27



Step 3: Tell them what you've just said.

In other words, repeat your main points in the introduction, body, and con-
clusion of your presentation. Although it sounds deadly, this strategy works sur-
prisingly well. Let's examine how to construct the three parts of a presentation and
add appropriate verbal signposts to ensure that listeners understand and remember.

Introduction

The opening of your presentation should strive to accomplish three specific
goals:

e  (Capture listeners' attention and get them involved
e Identify yourself and establish your credibility
e  Preview your main points

If you're able to appeal to listeners and involve them in your presentation right
from the start, you're more likely to hold their attention until the finish. Consider
some of the same techniques that you used to open sales letters: a question, a startling
fact, a joke, a story, or a quotation. Some speakers achieve involvement by opening
with a question or command that requires audience members to raise their hands or
stand up.

To establish your credibility, you need to describe your position, knowledge, or
experience—whatever qualifies you to speak. Try also to connect with your audience.
Listeners are particularly drawn to speakers who reveal something of themselves and
identify with them.

After capturing attention and establishing yourself, you'll want to preview the
main points of your topic, perhaps with a visual aid. You may wish to put off actually
writing your introduction, however, until after you have organized the rest of the
presentation and crystallized your principal ideas.

Body

The biggest problem with most oral presentations is a failure to focus on a few
principal ideas. Thus, the body of your short presentation (20 or fewer minutes)
should include a limited number of main points, say, two to four. Develop each main

point with adequate, but not excessive, explanation and details. Because too many
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details can obscure the main message, keep your presentation simple and logical.
Remember, listeners have no pages to leaf back through should they become
confused.

Conclusion

You should prepare the conclusion carefully because this is your last chance to
drive home your main points. Don't end limply with comments such as "I guess that's
about all I have to say." Skilled speakers use the conclusion to review the main
themes of the presentation and focus on a goal. They concentrate on what they want
the audience to do, think, or remember. Even though they were mentioned earlier,
important ideas must be repeated.

When they finish, most speakers encourage questions. If silence ensues, you
can prime the pump with "One question that I'm frequently asked is ... ." You can
also remark that you will be happy to answer questions individually after the
presentation is completed.

Verbal Signposts

Speakers must remember that listeners, unlike readers of a report, cannot
control the rate of presentation or flip back through pages to review main points. As a
result, listeners get lost easily. Knowledgeable speakers help the audience recognize
the organization and main points in an oral message with verbal signposts. They keep
listeners on track by including helpful previews, summaries, and transitions, such as
these:

e To Preview

The next segment of my talk presents three reasons for...

Let's now consider the causes of...

e To Summarize

Let me review with you the major problems I've just discussed . . .
You see, then, that the most significant factors are . . .

e To Switch Directions

Thus far we've talked solely about . . .; now let's move to ...

I've argued that . . . and . . ., but an alternate view holds that....
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You can further improve any oral presentation by including appropriate transi-
tional expressions such as first, second, next, then, therefore, moreover, on the other
hand, on the contrary, and in conclusion. These expressions lend emphasis and tell

listeners where you are headed.

Read the text:
Planning Visual Aids and Handouts
Three of the most popular visuals are overhead transparencies, computer

visuals, and handouts.

Overhead Transparencies. Student and professional speakers alike rely on the

overhead projector for many reasons. Most meeting areas are equipped with pro-
jectors and screens. Moreover, acetate transparencies for the overhead are cheap,
easily prepared on a computer or copier, and simple to use. And, because rooms need
not be darkened, a speaker using transparencies can maintain eye contact with the
audience. However, transparencies are definitely “low-tech” and avoided by many
businesspeople today because they give the impression that the speaker is not up to
date. If you do use transparencies, be sure to stand to the side of the projector so that

you don’t obstruct the audience’s view.

Handouts. You can enhance and complement your presentations by distributing
pictures, outlines, brochures, articles, charts, summaries, or other supplements.
Speakers who use computer presentation programs often prepare a set of their slides
along with notes to hand out to viewers. Timing the distribution of any handout,
though, is tricky. If given out during a presentation, your handouts tend to distract the
audience, causing you to lose control. Thus, it’s probably best to discuss most

handouts during the presentation but delay distributing them until after you finish.

Computer visuals. With today’s excellent software programs—such as Power-

Point, Freelance Graphics, and Corel Presentations—you can create dynamic,
colorful presentations with your PC. The output from these programs is generally

shown on a PC monitor, a TV monitor, an LCD (liquid crystal display) panel, or a
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screen. With a little expertise and advanced equipment, you can create a multimedia
presentation that includes stereo sound, videos, and hyperlinks, as described in the

following discussion of electronic presentations.

Transparencies are easy and inexpensive to produce. Speaker keeps contact
with audience.

Easels and charts are readily available and portable. Speaker can prepare the
display in advance or on the spot. Procelain-on-steel surface replaces messy
chalkboard. Speaker can wipe clean with cloth.

Slides provide excellent graphic images. Darkened room may put audience to
sleep. Slides demand expertise, time, and equipment to produce. A VCR display
features motion and sound. Videos require skill, time, and equipment to prepare.
Computers generate slides, transparencies, or multimedia visuals. Presentation
software programs are easy to use, and they create dazzling results.

Audience appreciates take-home items such as outlines, tables, charts, reports,

brochures, or summaries. However, handouts can divert attention from speaker.

Presentation Skills
The Language of Lecturing And Project Presentation

1) The introduction to a presentation

Greeting
Good morning / afternoon ladies and gentlemen.

(Ladies and) Gentlemen ...

Subject

I plan to say a few words about...
I'm going to talk about...

The subject of my talk is ...

The theme of my presentation is ...

I'd like to give you an overview of ...
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Structure

I've divided my talk into (three) parts.
My talk will be in (three) parts.

I'm going to divide ...

First...

Second ...

Third...

In the first part...

Then in the second part...

Finally ...

Timing
My talk will take about ten minutes.
The presentation will take about two hours ... but there'll be a twenty minute break in

the middle. We'll stop for lunch at 12 o'clock.

Policy on questions/ discussion
Please interrupt if you have any questions.

After my talk there'll be time for a discussion and any questions

Types of visual support
visual (n.)

film / video

picture

diagram

chart

pie chart

segment

table graph

- x axis / horizontal axis
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- y axis / vertical axis

- left hand / right hand axis
- line graph

- solid line

- dotted line

- broken line

Equipment

- (slide) projector

- slides (Br. Eng.)

- diapositives (Am. Eng.)

- overhead projector (OHP)
- transparency (Br. Eng.)

- slide (Am. Eng.)

- flip chart

- whiteboard

- metaplan board

Introducing a visual

I'd like to show you ...

Have a look at this ...

This (graph) shows / represents...
Here we can see ...

Let's look at this ...

Here you see the trend in ...

Comparisons
This compares x with y

Let's compare the ...

Here you see a comparison between...
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Describing trends

to go up to go down

to increase an increase to decrease a decrease

to rise a rise to fall a fall

to climb a climb to decline a decline

to improve an mprovement to deteriorate a deterioration
to recover a recovery

to get better an upturn to get worse a downturn

to level out a levelling out

to stabilise
to stay the same

to reach a peak a peak to reach a low point

to reach a maximum to hit bottom a trough
to peak

to undulate an undulation

to fluctuate a fluctuation

Describing the speed of change

a dramatic dramatically
a marked markedly
asignificant increase/fall to increase/ fall slightly

a slght significantly

2) The main body

Signalling different parts in a presentation:
Ending the introduction
So that concludes the introduction.

That's all for the introduction.

Beginning the main body
Now let's move to the first part of my talk, which is about...
So, first...
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To begin with ...

Listing

There are three things to consider. First... Second ... Third ...

There are two kinds of ... . The first is ... The second is ...

We can see four advantages and two disadvantages.

First, advantages. One is ... Another is ... A third advantage is ... Finally ...
On the other hand, the two disadvantages.

First... Second ...

Linking: Ending parts within the main body
That completes / concludes ...

That's all (I want to say for now) on ...

Linking: Beginning a new part
Let's move to (the next part which is) ...
So now we come to ...

Now [ want to describe ...

Sequencing

There are (seven) different stages to the process

First / then / next / after that / then (x)/ after x there's y, last...
There are two steps involved.

The first step is .... The second step is ...

There are four stages to the project.

At the beginning, later, then, finally ...

I'll describe the development of the idea.

First the background, then the present situation, and then the prospects for the future.

3) The end of the presentation
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Ending the main body of the presentation
Right, that ends (the third part of) my talk.

That's all I want to say for now on ...

Beginning the summary and/or conclusion

I'd like to end by emphasising the main point(s).
I'd like to finish with ...

- a summary of the main points.

- some observations based on what I've said.

- some conclusions / recommendations.

- a brief conclusion.

Concluding

There are two conclusions / recommendations.
What we need is ...

I think we have to ...

I think we have seen that we should ...

Inviting questions and/or introducing discussion
That concludes (the formal part of) my talk. (Thanks for listening) ...
Now I'd like to invite your comments.

Now we have (half an hour) for questions and discussion.
Right. Now, any questions or comments?

So, now I'd be very interested to hear your comments.

4) Handling questions

Understood but difficult or impossible to answer
That's a difficult question to answer in a few words.
- It could be ...

- In my experience ...
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- I would say ...
- I don't think I'm the right person to answer that. Perhaps (Mr Holmes) can help ...

- I don't have much experience in that field...

Understood hut irrelevant or impossible to answer in the time available
I'm afraid that's outside the scope of my talk /this session.
If I were you I'd discuss that with ...

I'll have to come to that later, perhaps during the break as we're short of time.

Not understood

Sorry, I'm not sure I've understood. Could you repeat?
Are you asking if... ?

Do you mean ... ?

I didn't catch (the last part of) your question.

If I have understood you correctly, you mean ... ?

Is that right?

Checking that your answer is sufficient

Does that answer your question? Is that okay?

I. Listening

Listen to the speaker talking about “tweens”.
What is her definition of a 'tween'?

Decide if each statement is true or false.

1 The audience of this presentation is probably business people.

2 The purpose of the presentation is to sell.

3 Audience members are encouraged to ask questions during the presentation.
4 The speaker will use visual aids in the talk.

5 There are handouts.
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II. Key Language

1. These are some expressions used in the presentation you heard. In pairs,

put them in a logical order. (The first one has been done for you.)

1. Good morning, Everyone.

2. T will then look at some of the challenges

3.I'm here to talk about the ‘tweens' market.
4.T'll finish by looking at some case studies.

5. will begin by outlining an overall profile.

6. To start off, let me ask you: ...

7. There will be time at the end for questions.

8.1 guess the best way to answer that question is ...
9. If you look at this graph, you'll notice ...

10.My name is Janet Wilkins.

Listen again and check your answers.

2. Look at this sentence from the presentation: "'1'm here to talk about

the growing 'tweens' market."

It is important to put the right verb + preposition together. Fill in the blanks

with the correct verbs from the box.

talk look go (x2) begin finish start

1. I'm unprepared. I don't know what I'm going to ... about.
2. Let's ... at some examples, shall we?
3. Ithink it's best not to ... into that matter just yet.

4. Before I begin, I'd like to ... over some figures with you.
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5. To ... off, let's analyze this chart.

6. I'll ... by examining the market potential, and then talk about specific opportunities.

7. T'll summarize and then ... by inviting questions and comments.

IT1. Word Partnerships

Complete the presentation extract below by matching the two halves of

each sentence.
1. First of all, let me say that we look

forward to facing ...

2. But first we have to firmly establish ...

3. However, as you know, in global
terms Britain is little more than a
niche ...

4. So the question really is: how are we
going to make sure we appeal to ...

5. Well, I think what the whole
campaign requires is ...

6. We need to be running ...

7. What I'm saying is that we have to
get...

8. In other words, the commercial itself
should be reinforcing ...

9. Remember, image outsells ...

10.Now, obviously, this will mean

bringing in ...
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a. the consumer in our home market

without making the product too British

for European tastes?

. our brand in the minds of the British

consumer.

c. product every time.

. our brand-image with strong visuals

and background music and the

minimum of product information.

. a global marketing strategy.

. our message across directly and simply

and in a way that will cross cultural

boundaries.

. the challenge of breaking into foreign

markets with this product.

. market for our kind of product and

demand is always going to be much

greater overseas.

1. creative talent from outside, but in the

long term creating a Euro-ad will

actually save us money.

. commercials that will work well in



IV. Listing information

Britain but which we can use again at a

later stage in Europe.

1. Listen to two presentations of the same information about climatic

change. Which is easiest to understand: Example 1 or 2? Why?

Words:

Northern hemisphere — ceBepHoe nonymiapue

volcanic activity

the 1991 eruption - u3BepxeHue

to contribute - cogelicTBOBaTh, CIIOCOOCTBOBATH ( 10O )

0zone damage — HOBPCIKACHUEC O30HOBOT'O CJIOA

industrial contamination — MPOMBIIIUICHHOE 3arpsI3HECHUE

Nnoxious gases - BpeAHbBIH, sITOBUTHIN Tra3sl
CO2 — ynekucnblii ra3

SO2 -

CO -

NO2 -

fossil fuels - nckonaemoe TOMINBO
'greenhouse’ effect — mapHUKOBBII 2P ekt
global warming —rno6anbHOE OTEIICHUE
chlorofluorocarbon -

polychlorobiphenol-

a fire extinguisher - ormerymmurens

2. Now listen to a recording of a presentation.

What ways of advertising does the reporter suggest to use? And fill in the

blanks.
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Words:
new Cheri range
beauty products
above-the-line — BHeHSA
below-the-line - BHyTpeHHSIs
television commercials
to aim at
in-store advertising
on-pack promotions
targeted mailing
a display in the shop
merchandising
a coupon
a joint promotion
a free sample
a mailing list

to complete the overview
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to launch the product

V. Linking ideas

1 Listen to the recording of part of the main body of a presentation

on Energy Resources in Latin America and complete the notes below.
Words:

natural resources

to exploit

a strong oil industry

to be dependent on

the emphasis

fossil fuels

a great deal less

a hydro-electric power

the Andean countries

a long coast

The Amazon basin

conservation

ecological responsibilities

Topic: Energy resources in Venezuela, Argentina and Peru.

Venezuela—.....ooveoiiie i,

Argentina e power

AN oo

Peru o e but
WHY?
....................................................... and...............................factors
AN, o
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2 Listen again and this time notice how the speaker links different

parts of the presentation. Write in the missing words.

a) new topic
Let's coveniiii Argentina,
which...........oo

Venezuela in that it hasn't enjoyed such ...

old topic
b) old topic
That's L. Argentina.
NOW i Peru. For many ...
new topic
c) old topic
NOW, oot Peru.Inowwant ..................coooeiiinn.

other opportunities in Latin America (fade).

new topic

VI. Sequencing

1. Listen to part of a presentation about a construction project in Seoul,
South Korea. Number the stages in the project in the right order.
Words:
to outline the main stages
to commission research - mopyuatb
a plant - 3aBoj
the necessary purchasing procedure

to determine the exact requirements
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to put out a call

a tender - TeHIep, KOHKYPC, 3asBKa HA MOAPS]
a firm of architects

to select the appropriate proposal

to commence — 3A.1IPpOA0JIKATHCA

Put out tenders for construction. O
Technical consultation to determine design needs. O
Purchasing procedure. O
Building. O
Put out a call for tenders to architects. O
Select the best proposal. 0
Commission research to find best location for plant. 0
Period of consultation with architects over details. O

—2. Listen again, this time focusing on the language used to indicate the
sequence of events. Identify seven words or phrases that are used in this way.
aFirst of all

b)N___

ow__._...

d)The be

T ___

3. Now listen to a recording of a presentation. How many stages are
there in the classical life of a product? Enumerate them.
Words:

to be extended
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a time-scale

a fashion item

a consumer durable — rosap IJIUTEILHOTO MOJIL30BAHUS
the launch

to gain acceptance

maturity

sales peak

the saturation point - Touka HaChIILIEHUS PhIHKA

the decline

VII. Summarising and concluding
1 Listen to the end of a presentation by Ben Ingleton, Marketing
Director of Foss Ltd., an agricultural machinery manufacturer. His talk is about
company valuation. What is his key message?
Words:
value a company's assets
acquisitions
attempts
to take over - BcTynaTh BO BliaJieHHE ( BMECTO JAPYIOro JIUIa )
tangible assets
sufficient
to build up the power
to establish great brand identity

to require a radical approach

to boost the company's assets

2 Listen again. Is this a summary or a conclusion or is it both? Explain

your answer.

3 Listen again and complete the following phrases.

a) ‘I'dliketo ................. withashort .............. ofthe .............. J
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b) ‘So, whatare .......... .......... that ........... can.......... from this? I think

most importantly, we ................... build up ...’

4. Now listen to a recording of a presentation. What problem do they
face? What recommendations does the speaker want to give?
Words:
incidents
existing communication procedures
place more emphasis on

regular revision

VIII. Questions and discussion

1. Listen to a recording of two different ways of ending the same sales

presentation by Marisa Repp about an automatic warehouse system, the Storo.
Words:

to cover the main points — pacKpbITh JaBHbIE TyHKTHI

the Storo System

a warehousing system - cucteMa XxpaHeHUs

clear - nOHATHO

to need clarification — TpeGoBaTh MOSCHEHUS

Decide if they:
invite the audience to ask questions
are a lead-in to a discussion
invite the audience to ask questions and have a discussion

request comments.

2. Listen to three examples of possible endings to other sales

presentations.
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Words:
insurance
policy
a totally integrated networked system
complicated
the qualities of the machine
a packaging system
to meet your specific situation
effective packing
labelling
flexibility

Match each one to the comments below.

A A hard sell approach, mainly interested in selling the product. O
B Weak, as if the speaker lacks confidence. O
C Customer-friendly, wants to help the customer. 0

3. Handling questions is thought by many speakers to be the most difficult
part of a presentation. Why do you think this is? How do you think difficulties

can be minimised?

Listen to Penny Yates talking about the difficulties that can arise in
dealing with questions after a presentation.
Words:
to handle questions — cripaBisSIThCS ¢ BOPOCaMH , OTBEUATh
useful - none3nbIit
to paraphrase the question — nepedopmynupoBats Bompoc
to check - mpoBeputh

clarification - pa3zbsicHeHue
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As you listen, tick ) any of the following pieces of advice that she gives.

Be polite. m
Listen very carefully. O
Ask for repetition or clarification. 0
Keep calm. O
Tell the truth (most of the time!). m
Don't say anything you'll regret later. m
Check understanding if necessary by paraphrasing. O
Agree partially before giving own opinion: Yes, but... m

4 A Conference on Land Development in Europe included
presentations on Financial Support for Business. Listen to four extracts of
different speakers’ handling of questions and discussion.

Words:
not to get that - He MOHATH
the success - ycrniex
to follow - monumarn
used to be — ObIBasO, paHbIe OBLIO
government support — IIpaBUTEILCTBEHHAS TOAICPIKKA
a government grant — MpaBUTEILCTBEHHBIN CyOCHIUs
widely publicized — mmpoko uzBectexn
available - mocTyrHbII

a tax advantage — HaJloroBas JbroTa

Use the table below to mark which extracts are examples of good (V) or

bad (X) technique. Give reasons for your answers.

Technique (V/X) Why?



IX. Choosing a Topic for an Oral Presentation.

As an expert in your field, you have been called in to explain some aspect
of a topic of your choice to an interested audience. Since your time is limited,
prepare a concise yet forceful presentation with effective visual aids.

Your Task. Select a topic from the list below. Develop a five- to ten-minute oral
presentation.

1. What time-management techniques can managers use to improve efficiency and
reduce stress?

2. Should job candidates post their resumes at job sites on the Web?

3. What is the employment outlook in three career areas of interest to you?

4. What is telecommuting, and for what kind of workers is it an appropriate work
alternative?

5. How much choice should parents have in selecting schools for their young
children (private, and public)?

6. What travel location would you recommend for college students at New Year (or
another holiday or in summer)?

7. What is the economic outlook for a given product (such as domestic cars, laptop
computers, digital cameras, fitness equipment, or a product of your choice)?

8. How can your organization or institution improve its image?

9. Why should people invest in a company or scheme of your choice?

10.What brand and model of computer and printer represent the best buy for college
students today?

11.What franchise would offer the best investment opportunity for an entrepreneur in
your area?

12.How should a job candidate dress for an interview?

13.Why should you be hired for a position for which you have applied?

14.How do the accounting cycles in manual and computerized systems compare?
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15.How is an administrative assistant different from a secretary?

16.What is your opinion of the statement "Advertising steals our time, defaces the
landscape, and degrades the dignity of public institutions"?

17.How can individuals reduce their income tax responsibilities?

18.What do the personal assistants for celebrities do, and how does one become a
personal assistant?

19.What kinds of gifts are appropriate for businesses to give clients and customers
during the holiday season?

20.Should employees be able to use computers in a work environment for anything
other than work-related business?

21.What suggestions can you offer to your school's athletic department to increase

attendance at minor sports events?
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ITII. PERSONAL CONTACTS: NEGOTIATING
(JIMYHBIE KOHTAKTBI: IEJTOBBIE IIEPEI'OBOPDI)

(mpakTUyeckue 3aHATUsA - 12 yacoB; caMoCTOsITeNIbHAsL paboTa — 8 4acoB)

Negotiating Skills
The Language of Negotiating
Making an opening statement
Welcoming
Welcome to ...

I'm sure we will have a useful and productive meeting ...

First meeting
We see this as a preparatory meeting ...

We would like to reach agreement on ...

One of a series of meetings
Following previous meetings we have agreed on some important issues. Today we
have to think about...

We have reached an important stage ...

Stating your aims and objectives

I'd like to begin with a few words about our general expectations ...
May I outline our principle aims and objectives today...

We want to clarify our positions...

We have a formal agenda ...

We don't have a formal agenda, but we hope to reach agreement on ...
There are three specific areas we would like to discuss. These are ...

We have to decide ...

Stating shared aims and objectives

Together we want to develop a good relationship ...
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We agree that ...

It is important for both of us that we agree on ...

Handing over
I'd like to finish there and give you the opportunity to reply to this.

I'd like to hand over to my colleague ... , who has something to say about...

Bargaining

We can agree to that if ...

on condition that ...

so long as ...

That's not acceptable unless ...

without...

Making concessions

If you could ... we could consider ...

So long as ... we could agree to ...

On condition that we agree on ... then we could ...
Let's think about the issue of ...

We could offer you ...

Would you be interested in ... ?

Could we tie this agreement to ... ?

Accepting
We agree.
That seems acceptable.

That's probably all right.

Confirming
Can we run through what we've agreed?
I'd like to check what we've said / confirm I think this is a good moment to repeat

what we've agreed so far.
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Summarising
I'd like to run through the main points that we've talked about.
So, I'll summarise the important points of our offer.

Can we summarise the proposals in a few words?

Looking ahead

So, the 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.

Dealing with conflict

I think we should look at the points we agree on ...

We should focus on the positive aspects ...

We should look at the benefits for both sides ...

It is in our joint interests to resolve the issue ...

What do you think is a fair way to resolve this problem?
We hope you can see our point of view ...

Let us explain our position ...

Could you tell us why you feel like that?

I think we should look at the whole package, not so much at individual areas of
difficulty.

Perhaps we could adjourn for a little while.

I think we need to consider some fresh ideas ...

Rejecting
I'm afraid we can't ...
Before agreeing to that we would need ...

Unfortunately...
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I don't think it would be sensible for us to ...

I think if you consider our position, you'll see that...

Ending negotiations

So, can we summarise the progress we've made?
Can we go through the points we've agreed?
Perhaps if I can check the main points ...

So the next step is ...

What we need to do now is ...

It's been a very useful and productive meeting.

We look forward to a successful partnership.

Breaking off negotiations

I think we've gone as far as we can.

I'm sorry, but I don't think we're going to agree a deal.
It's a pity we couldn't reach agreement this time.
Unfortunately we appear unable to settle our differences.

It would be better if we looked for some independent arbitrator.

I. Listening

Amanda is a sales manager at a British computer parts supplier and
George is the owner of a large chain of electronic stores in the United States.
Listen to the opening of the negotiation. Does George seem happy with the
proposal?
Now listen to the rest of the negotiation and circle the correct information.
1. What is Amanda initially asking for?
a. $180,000 b. $178,000 ¢ $177,000

2. What is her bottom line (minimum she will accept)?

a. $ 180,000b. § 178,000c $ 177,000
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3. What is her compromise settlement?
a. $177,000 + 5% discount

b. $ 178,000 + 10% discount

c. $177,000+ 10% discount

Who came out winning: Amanda or George or both? Why?

II. Key Language
1. These are some expressions for negotiating you heard in the recording.
First unscramble them.The first word is in the correct place.

showing flexibility

1.It's / discussion / to / open
2.1/ fair / think / that's

3.I'm/ to / suggestions / open

showing hesitation/caution

4.1'11 / writing / see / it / need / to / in

5. We / some / need / think / over / it / time / to

6. We're / prepared / that / much / pay / not / to

7. That's / exactly / mind / in / what / not / had / we

asking questions to open dialogue

8. And /is / why / that
9. How / sound / does / that

10.Are / you / with / that / happy
11.What / see / happen / like / you / would / to

pushing to a close/closing
12.Then / settled / it's

13.You / hard / a/ bargain / drive
14.That's / best / do / the / can / we
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15.You've / deal / got / a / yourself
16.So / on / we're / agreed / that / all
17.What / an / agreement / will / take / it / to / reach

2. Now listen again and check your answers.

3. These are useful sentence starters for negotiating. Choose the correct
ending for each (A or B).
a. reduce the price b. reducing the price
1. We're not prepared to ... .
1.1 don't feel comfortable with ....
2.1see no problem in ... .
3. In return, we'd like to ... .
4. There's still the matter of ... .
5. We would be willing to ... .
6.Ifwe ..., will, you ...?
7. Are you happy with ...?
8. Would you be happier with ...?
9. Would you be willing to ...?

10.How would you feel about...?

IX. When things get difficult

English-speakers know a key expression for each problem situation.

) Just give me a moment to
I think we need to look at &

do some calculations.

the exact figures.

7
— — I’m sorry, could you go
So, is that quite clear? :
0, 15 Hat quffe cleat \through that again?
= —
I don't think we're talking Yes, I think we're talking at
about the same thing. CrOSS-purposes.
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Can we say it's agreed

here and now?

I’1l have to come back to

you on this.

—

~__
/Let me just check. Could

you bear with me a

moment?

So what is your basis of
calculation here?
N «

Where does this January I'm sorry, I don't have the
figures to hand
figure come from?

Which key expression would you use in the following cases?

Example The other person has just realized that you are talking about different
products! You say Yes, | think we're talking at cross-purposes.

a. The other person wants you to agree a definite price today, but you need to consult
your boss at the office tomorrow before committing yourself.
b. He/she suddenly asks you what discount you would make for a very large order
indeed. You need a minute to work it out.
c. He/she asks to see the commission payments for the last three years. You didn't
bring these figures because they are not really important.
d. He/she suddenly asks the price of similar products in the range. You have the
price list in your briefcase - somewhere.
e. He/she has already explained the commission system twice, but you are still not
really clear about it.
f. You have been talking about air transportation costs while they have been talking

about costs for transportation by sea. They suddenly realize and point this out.
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X. Business Grammar 1

Obviously, in a delicate negotiation you do not always say exactly what
you think! You need to be able to express yourself diplomatically, to make your
point firmly but politely. Match what you think with what you say.
What you think What you say

Unfortunately, we would be
unable to accept that.

We are dissatisfied. We're rather surprised you expect

We are unhappy with
this offer.

22| [5¢

us to cover the costs.

I’m sure we don’t need to remind

— you of your contractual

obligations.
You said there would
be a discount. We were rather hoping to finalize
the deal today.
S~ -{
> — N
Don’t forget your With respect, that’s not quite
obligations. correct.

f

We want a guarantee.
& We would need some sort of

> guarantee.

f\

Y t a bi
¢ want a Digger We would find this somewhat

rebate. :
difficult to agree to.

<

I’m sorry but we are not happy

with this offer.

<

[ 2
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N
Actually, we were hoping for a

slightly more substantial rebate.

We must finalize the

deal today. We understood there would be a

discount.

~— <
~ )
We are not completely satisfied.

We won’t agree with
this.

— <

You obviously don't I’m afraid you don’t seem to

understand. understand

XI. Nationality and language

1. Business is transacted across the world and business people meet
colleagues from many different nations and cultures. Identify the nationalities
and languages of the residents of the following capitals.

nationality language

Paris

Copenhagen

Beijing

Ottawa

Monaco

Berne

Ankara

Seoul

Beirut

Cairo

Amsterdam
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Canberra

Jerusalem

Wellington

Dublin

2. Draw lines matching the festival to the country.

1.Japan a. St Fermin
2.China b. Ferragosto
3.France c.New Year 22 March
4 Italy d.Memorial Day
5.Switzerland e. Thanksgiving
6.Mexico f. Erschtd Auguscht
7.Belgium g.Day of the Dead
8.Korea h. Spring festival
9.The USA 1. Armistice Day
10.Spain j. Clean Monday
11.Greece k. Toussaint
12.Kazakhstan 1. Girls' Day

XII. Preparation for a negotiation

1. Listen to the recording in which a Management Communications
Consultant, Diana Ferry, talks about preparing for a negotiation.
Words:
vital —
concessions —
to miss out on -
strength —
weakness —

intentions —
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to set up the right atmosphere —

expectations —

Mark the seven points below in the order in which she mentions them.
Identify your minimum requirements.
Prepare your opening statement.
Decide what concessions you could make.
Know your own strengths and weaknesses.
Know your role as part of a team.

Prepare your negotiating position - know your aims and objectives.

Prepare any figures, any calculations and any support materials you may need

2 Match each of the four aspects of good preparation on the left with why
they are important on the right. If in doubt, check your answer by listening again

to the recording.

1) Knowing your aims and objective a) means you can support your
argument.

2) Knowing your own strengths and b) helps clear thinking and purpose

weaknesses

3) Preparing any figures, calculations c) creates reasonable expectations.

and other materials
4) Preparing an opening statement d) helps you to know the market, the

context in which you want to work

XIII. Making an opening statement

1. Listen to a recording of part of a meeting between a small
Singaporean software company called LP Associates and a possible partner, Kee
Ltd., in a joint venture. You will hear part of an opening statement from Stella
Wang, the Production Manager at LP Associates.
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Words:
a joint venture — COBMECTHOE MPEATIPHUAITHE
to resolve a conflict — pa3peminTe KOHQIUKT
an agenda — moBecTKa JHs ( HA COOpaHUH )

a heading — 3a0710BOK

Underline four of the eight statements below which best represent what she
says.
LP Associates want to reach a final agreement in this negotiation.
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 product development.
They would also consider licence agreements.
LP Associates want to agree a complete sale of their ideas.

They want to consider working on a consultancy basis.

2. Listen again. Complete the following phrases from Stella's opening
statement.

a) Well, thank you.................. s e

..........................

we can perhaps ...

d) There are two, possibly three, ways in which we ........................
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e)I'dliketo............. these under three headings.

XIV. Bargaining and making concessions

1. Listen to a recording of part of a negotiation between Arco, a
German-owned manufacturing company in Ireland, and an Irish research

company called Central Auto Systems, CAS.
Words:

consideration —

the reversal —

the fuel injection system —

expertise —

to take smth into consideration —

to revert to smb —

a proposal —

Twelve months ago Arco and CAS agreed a joint development programme to
manufacture an engine designed by CAS. However, Arco has recently carried out a
major restructuring of its activities. The company has decided not to proceed with
the joint venture for the new engine.

The negotiation 1s about ending the joint venture and agreeing compensation
for CAS. In the extract, you hear Dietmar Topfer and Erich Rinalder of Arco talking
to Celia Spencer of CAS. Listen once and mark the following as true (T) or false (F):

a) The reversal of rights is linked to the compensation agreement.

b) Dietmar Topfer thinks Arco's work on the fuel system must be considered.

c) It will be difficult for CAS to find a new partner.
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2. Listen again. Identify examples of language used to link agreement
on one issue to agreement on a different issue. Complete the spaces in the

sentences below:

a) We want compensation 170 T our
WOTK. ..o .

b) Yes, we ..iiiiiiiiiiiii.. to that,.........cooooiiiiL.
................. we can accept your compensation demands.

€) So, weneed tO .....ooeiiiiiiiiii e the question of rights to
compensation.

d) The problem is that................... .. revert all rights,
(ST keep the compensation within............................... .

XV. Accepting and confirming

1. Before listening to another part of the negotiation between Arco and
CAS, recap what was being discussed in the first extract.
Words:
the royalty —
dependent —
to come to a sudden end —
in the meantime —
to settle on —
to be affected —
the actual destiny —

to keep the opinion open —

confirmation —
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forecast compensation —
eventual production —

to be subject to —

Identify:
a) why compensation is important to CAS

b) the final agreement reached.

2. Listen again. As you listen, write in the missing 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 payment of two years'

compensation:

Well, a 10%
royalty, 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 a two year sales

forecast compensation
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XVI. Summarising and looking ahead

1 Listen to a recording of discussions towards the end of a negotiation
between Jill Kearne from Gibson Trust Ltd., a property developer, and Neil Finch,

a government official responsible for the sale of a former railway station.
Words:

to go over the points —

warehouses —

to be renovated —

to sort out —

to draw up a contract —

to reach agreement —

a) Complete the labelling of the plan of the area involved in the negotiation.
b) What is not included in the sale?

¢) What will happen on May 15 and in September?

2 Listen again.
a) How does Jill Kearne introduce what she wants to say? Complete the
following:
Well ... ... cooee aee i iees v viieieeeeeee eeeeeeaae e e = GO0 OVEF the.............
vt veeven.o0n. Is that okay?
e Well oo v iis et e S

b) How would you describe the atmosphere in this negotiation?

XVII. Dealing with conflicts

Listen to a recording of five different statements. All of these are

ways of dealing with conflict.
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Words:
obvious consequence-
to lose market share —
to settle the dispute between us —
the terms —
our original agreement —
to take a short break —

a fresh offer —

Match each statement with one of the following strategies.
a) Adjourn to think and reflect.
b) Summarise progress and areas of agreement.
c¢) Leave the problem, discuss something else, come back later to the problem.
d) Emphasise the loss to both sides of not reaching agreement.

e¢) Offer a conditional concession.

XVIII. Rejecting

1 Listen to a recording of a final summing up from Peter Cawood of

Photolab Ltd. and three alternative responses from Group Image.
Words:

generous —

to outline —

to waste time —

to remain —

to justify —

a formal response —
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Task:
- Comment on each response.
- Decide which is the most appropriate.

- Give reasons for your decision.

2. Complete the following phrases with suitable words. If in doubt, listen

again to the last two responses in Exercise 1 above.

a) Thank you for your proposals, but............... \(S 3 A .

b) We do not.........cceevviininnnns at this stage to..............cooiiinn. your
offer.

¢) Obviously, we have..............oooiiiiiiiiii i, it very carefully.

d) We are not entirely ....................oeeai. that the technical advantages
................... the high cost.

e) Wehopeyou'll.............oooiiiiiiiian, us again with future offers.

f) T think we are ............cccovvvvnnenne.. 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 should be. So, thank you very much.

3. Match a phrase on the left with a phrase on the right which could be used

in a similar situation.

a) Not just now. I'm afraid not.

b) Not really. Not at the moment.

c¢) I shouldn't think so. I'm afraid we just couldn't do that.
d) I'm sorry but that's not realistic I doubt it.
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IV. PERSONAL CONTACTS: MEETINGS
(IMYHBIE KOHTAKTbI: BCTPEUYN)

(mpakTUyeckue 3aHATUsA - 12 yacoB; caMoCTosITeNIbHAsE paboTa — 8 4acoB)

Read the text
Planning and Participating in Productive Meetings

Call meetings only when ideas must be exchanged, and invite only key people.
Businesses become more team oriented and management becomes more
participatory. In spite of employee reluctance and despite terrific advances in
communication and team technology, face-to-face meetings are not going to
disappear.

Our task, then, as business communicators, is to learn how to make them
efficient, satisfying, and productive.

Meetings, by the way, consist of three or more individuals who gather to pool
information, solicit feedback, clarify policy, seek consensus, and solve problems. But
meetings have another important purpose for you. They represent opportunities.
Because they are a prime tool for developing staff, they are career-critical. At
meetings judgments are formed and careers are made. Therefore, instead of treating
them as thieves of your valuable time, try to see them as golden opportunities to
demonstrate your leadership, communication, and problem-solving skills. The
following techniques for planning and conducting successful meetings will help you

make the most of these opportunities.

Task: Speaking
What is a face-to-face meeting for? Fill in the table:

advantages disadvantages
aavantages
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Read the text
Preparations

Deciding Whether a Meeting Is Necessary

No meeting should be called unless the topic is important, can't wait, and
requires an exchange of ideas. Send an e-mail, memo, or letter. Leave a telephone or
voice mail message, but don't call a costly meeting.

Remember, the real expense of a meeting is the lost productivity of all the
people attending. To decide whether the purpose of the meeting is valid, it's a good
idea to consult the key people who will be attending. Ask them what outcomes are
desired and how to achieve those goals. This consultation also sets a collaborative
tone and encourages full participation.

Selecting Participants

The number of meeting participants is determined by the purpose of the
meeting. If the meeting purpose is motivational, such as an awards ceremony for
sales reps of Mary Kay Cosmetics, then the number of participants is unlimited. But
to make decisions, according to studies at 3M Corporation, the best number is five or
fewer participants. Ideally, those attending should be people who will make the
decision and people with information necessary to make the decision. Also attending
should be people who will be responsible for implementing the decision and
representatives of groups who will benefit from the decision.

Distributing Advance Information

At least two days in advance of a meeting, distribute an agenda of topics to be
discussed. Include any reports or materials that participants should read in advance.
For continuing groups, you might also include a copy of the minutes of the previous
meeting. To keep meetings productive, limit the number of agenda terns. Remember,
the narrower the focus, the greater the chances for success. A good agenda, as
illustrated in Figure 1, covers the following information:

e Date and place of meeting
e  Start time and end time

e  Brief description of each topic, in order of priority, including the names of in-
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dividuals who are responsible for performing some action
e  Proposed allotment of time for each topic

e Any pre-meeting preparation expected of participants

FIGURE 1: Typical Meeting Agenda

AGENDA

Quantum  Travel international  Staff
Meeting September 4, 200X
10to 11 a.m.

Conference Room

I Call to order; roll call

II Approval of agenda

I Approval of minutes from previous

meeting

v Committee reports Person | Proposed Time

A. Web site update Kevin 10 minutes

B. Tour packages Lisa 5 minutes

Vv Old business

A. Equipment maintenance John 5 minutes

B. Client escrow accounts Alicia 5 minutes

C Internal newsletter Adrienne | 5 minutes

VI New business

A. New accounts Sarah 5 minutes

B. Pricing policy for trips Marcus | 15 minutes

VII Announcements

VIII Chair's summary, adjournment

Task: Speaking
What sets the collaborative tone and encourages full participation?

What number of participants should be? When may it be unlimited?
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When must an agenda of topics be distributed?

What does a good agenda cover?

Read the text:
Getting the Meeting Started

To avoid wasting time and irritating attendees, always start meetings on time—
even if some participants are missing. Waiting for latecomers causes resentment and
sets a bad precedent. For the same reasons, don't give a quick recap to anyone who
arrives late. At the appointed time, open the meeting with a three- to five-minute
introduction that includes the following:
e  Goal and length of the meeting
e  Background of topics or problems
e Possible solutions and constraints
e  Tentative agenda
e  Ground rules to be followed

A typical set of ground rules might include arriving on time, communicating
openly, being supportive, listening carefully, participating fully, confronting conflict
frankly, following the agenda, and adhering to Robert's Rules of Order. At this point,
ask if participants agree with you thus far. The next step is to assign one attendee to
take minutes and one to act as a recorder. The recorder stands at a flipchart or

whiteboard and lists the main ideas being discussed and agreements reached.

Moving the Meeting Along

After the preliminaries, the leader should say as little as possible. Like a talk
show host, an effective leader makes "sure that each panel member gets some air time
while no one member steals the show." Remember that the purpose of a meeting is to
exchange views, not to hear one person, even the leader, do all the talking. If the
group has one member who monopolizes, the leader might say, "Thanks, Kurt, for
that perspective, but please hold your next point while we hear how Ann would

respond to that." This technique also encourages quieter participants to speak up.
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To avoid allowing digressions to sidetrack the group, try generating a "Parking
Lot" list. This is a list of important but divergent issues that should be discussed at a
later time. Another way to handle digressions is to say, "Folks, we are getting off
track here. Forgive me for pressing on, but I need to bring us back to the central issue
of ...." It's important to adhere to the agenda and the time schedule. Equally
important, when the group seems to have reached a consensus, is summarizing the
group's position and checking to see whether everyone agrees.

Ending With a Plan

End the meeting at the agreed time. The leader should summarize what has
been decided, who is going to do what, and by what time. It may be necessary to ask
people to volunteer to take responsibility for completing action items agreed to in the
meeting. No one should leave the meeting without a full understanding of what was
accomplished.

One effective closure technique that encourages full participation is "once
around the table." Everyone is asked to summarize briefly his or her interpretation of
what was decided and what happens next. Of course, this closure technique works
best with smaller groups. The leader should conclude by asking the group to set a
time for the next meeting. He or she should also assure the group that a report will
follow and thank participants for attending.

Following Up Actively

If minutes were taken, they should be distributed within a couple of days after
the meeting. It is up to the leader to see that what was decided at the meeting is
accomplished. The leader may need to call people to remind them of their as-

signments and also to volunteer to help them if necessary.

Task: Speaking
If some participants are missing what should you do?
What is the meeting started with?
What should the leader do if one member monopolizes?

What is a parking lot list? What is it for?
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Who must summarize what has been decided?

What is the role of the chair during the meeting?

Read the text:
Dealing With Conflict

Many meetings experience some form of conflict. Although such conflict is
natural and even desirable, it can cause awkwardness and uneasiness. Conflict
typically develops when people feel unheard or misunderstood.

If two people are in conflict, the best approach is to encourage each to make a
complete case while group members give their full attention. Let each one question
the other. Then, the leader should summarize what was said, and the group should
offer comments. The group may modify a recommendation or suggest alternatives
before reaching consensus on a direction to follow.

Give the synonyms to the underlined words:

Task 1: Speaking
What is the way of avoiding the conflict?
What is the way of settling the conflict?

Task 2: Word Partnerships
Form strong partnerships with the following words:
to make view

to implement | ~*°777CCTCTCTCYFY«

1deas

to attend information
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tocall | ............ ...
to conduct an agenda
to invite awkwardness
................ resentment
to consult uneasiness
to seek a collaborative tone
to reach a time
Task 3:

Insert prepositions where necessary:
1. It’s important to adhere ... the agenda.
2. Who is responsible ... selecting participants?
3. They benefit ... the decision.
4. Start meetings ... time.
5. We are getting ... track.
6. It’s up ... the leader to start the meeting.

7. We are going to attend ... the meeting.

Meeting Skills
The Language of Meetings

1. Chairing and leading discussion

Opening the meeting

Thank you for coming ...

(It's ten o’clock). Let's start...
We’ve received apologies from ...

Any comments on our previous meeting?
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Introducing the agenda
You've all seen the agenda ...
On the agenda, you'll see there are three items.

There 1s one main item to discuss ...

Stating objectives
We're here today to hear about plans for ...
Our objective is to discuss different ideas ...

What we want to do today is to reach a decision ...

Introducing discussion
The background to the problem is ...
This issue is about...

The point we have to understand is ...

Calling on a speaker
I'd like to ask Mary to tell us about ...
Can we hear from Mr Passas on this?

I know that you've prepared a statement on your Department's views ...

Controlling the meeting
Sorry Hans, can we let Magda finish?
Er, Henry, we can't talk about that.

Summarising
So, what you’re saying is ...
Can I summarise that? You mean ...

So, the main point is ...

Moving the discussion on
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Can we go on to think about ...

Let's move on to the next point.

Closing the meeting

I think we’ve covered everything.

So, we’ve decided ...

I think we can close the meeting now.

That’s it. The next meeting will be

2. Discussion in meetings

Stating opinion

It seems to me ...

I tend to think ...

In my view ...

We think / feel / believe ...
There's no alternative to ...
It's obvious that ...

Clearly / obviously ...

Asking for opinion

I'd like to hear from ...

Could we hear from ... ?

What's your view?

What do you think about... ?

Do you have any strong views on ... ?

Any comments?

Interrupting
Excuse me, may I ask for clarification on this?

If I may interrupt, could you say ... ?
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Sorry to interrupt, but ...
Do you think so? My impression is ...

What? That's impossible. We /I think ...

Handling interruptions

Yes, go ahead.

Sorry, please let me finish ...

If I may finish this point...

Can I come to that later?

That's not really relevant at this stage ...

Can we leave that to another discussion?

3. Ending the meeting

Asking for clarification
Could you be more specific?
Can you explain that (in more detail)?

What do you mean by ... ?

Clarifying

This means...

What I mean is ...

What I want to say is ...

To explain this in more detail...

Checking that the clarification is sufficient

Is that okay? / Is that clearer now?

Referring to other speakers
As John has already told us ...
I’m sure Mr Edd knows about this ...

Later we'll hear a report from John on ...
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Doctor Benn is certainly aware of ...

Delaying decisions

I think we need more time to consider this.
I think we should postpone a decision ...
Can we leave this until another date?

It would be wrong to make a final decision ...

Summarising
I think we should end there. Just to summarise ...
We've covered everything, so I'd like to go over the decisions we've taken ...

So, to conclude ... we've agreed ...

Confirming action
We'll contact ...

John will...

We've got to ...

We need to look at ...

Referring to next contact
We'll meet again next month ...
We look forward to hearing from you ...

It's been a pleasure to see you today and I look forward to our next meeting...

I. Listening

Listen to the meeting held at a company called Hands-On Software.
Give the meeting a score from 1 to 10.
Words:
to get through —
to apologize for the delay —
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to be caught up — ObITH IpepBaHHBIM
vacation time issue —
on the matter —

awful —

in favour —

a priority —

paternity —

HR —

an unresolved issue —
the drop —

Singapore —

fault —

to follow —

crucial —

to expand the line —

to beat smb on all levels —

0 10

USELESS PRODUCTIVE

Discuss the score you gave the meeting with the class.

IIl1. Key Language

1. These are useful expressions you heard in the meeting. Listen again

and match them.

1. Can we get... a. 1nthis room ...

2. AsI'msure you're ... b. Thave to disagree.
3. I'djustlike to ... c. started?

4. Ithink I speak for everyone ... d. say that ...

5. That's an issue to be dealt with ... e. favorof...
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6. Allin ... f. at another time.

7. I'msorry, but ... g. all aware, ...

8.  The first order of ... h. what Paul said about ...

9. Sorry, I just... 1. second, please.

10. Justa... J.  thoughts on that, actually
11. I'm sorry, I'm not sure ... k. but..

12. Going back to ... . wanted to say that ...

13. Thave some ... m. [ follow.

14. Sorry to interrupt, ... n. business is ...

2. Now match the expressions above with the following.

You want to ask a question.

IS

. You want to return to an earlier point.

You want to begin.

o o

. You want to disagree.
You want to gather support.
You want to give your opinion.

. You want to interrupt.

5 g rh O

. You want to stay on track.

IV. What makes the meeting effective?

2. Listen to the recording of Allan Case, an engineer, talking about the
characteristics of successful business meetings. He makes five of the eight points
below. Identify the correct order of these points.

Words:
emergency - 3KCTPEHHBIN
a chair - npeacenaresnn
to reach aims - gocturars 1enei

to keep to the timing — npunepkuBaThCsi BpeMEHU
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There is a written agenda. O

Clear objectives - known to everyone. O
Respect for the time available / time planning. O
Good chair - effective control. O
Emotions are kept under control. O
Good preparation. 0
Everyone gets to say what they need to say. O
Reaching objectives. O

V. Chairing a meeting

1. Listen to a recording of a meeting at Hilo Co., a small subsidiary

of a multinational company. The meeting is to discuss the decline in profits.
Words:

the decline - manenune

to affect this subsidiary — oTpa3uThcst Ha JOYEpHEN KOMIIAaHUU

the agenda - nnan

Chief Sales Executive — rmaBHbBIN TOPTOBBINA MPEACTABUTEND

to open up with his remarks — Ha4aTh ¢ ero periInK

to face up to several realities — cToJIKHYTbCS ¢ pakTaMu

to carry on - MpoAOKATh

in a nutshell — B 1ByX cioBax

Listen once. Say which of the following are given as reasons for the fall.

Prices are too high. Yes/No
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The company has wasted money on research and development. Yes/No

Sales are down. Yes/No
The sales budget is too low. Yes/No
No one likes the Chief Sales Executive. Yes/No
The products are old. Yes/No

2. Listen again, paying attention to the role of the chair in the

discussion. Tick (V) which of the following functions the chair performs at this

meeting.

Thanks people for coming. [ Prevents interruptions. O
Starts the meeting on time. 0 Makes people stick to the subject [
States the objective. O Gives a personal opinion. O
Refers to the agenda. O Summarises. O
Changes the agenda. O Asks for comments. O
Talks about a previous meeting.  [] Decides when to have a break O
Introduces the first speaker. O Closes the meeting. O

3 Suggest phrases which could be used by a chairperson in the following
situations in a meeting.
a) To welcome the participants to a meeting.
b) To state the objectives of the meeting.
c¢) To introduce the agenda.
d) To introduce the first speaker.
e) To prevent an interruption.

f) To thank a speaker for his/her contribution.
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g) To introduce another speaker.

h) To keep discussion to the relevant issues.

1) To summarise discussion.

j) To ask if anyone has anything to add.

k) To suggest moving to the next topic on the agenda.

1) To summarise certain actions that must be done following the meeting
(for example, do research, write a report, meet again, write a letter, etc.).

m) To close the meeting.

VI. Establishing the purpose of a meeting

1 Below is an incomplete agenda for a meeting of an Environmental

Research Unit.
Words:
ERU Quarterly meeting
issues to discuss — BOIpOCHI 17151 00CYXKACHHUS
to review the budget — mpocMoTpeTs Or0KET
Hydroclear and PCB reduction
the future outlook - nmepcnexkrura
the Unit - oOberuHCHNE
to fund alternatives — ¢uHaHCHPOBATH ATBTEPHATUBHBIE TPOCKTHI
to hand over to — nepegats k-1 (CJI0BO)

to produce a report — czienaTh 0K

Listen to the recording of the start of the meeting. You will hear the
opening remarks from the chair, Victor Allen. Note the objectives of the meeting

by filling in the spaces in the agenda.
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Environmental Research Unit
Quarterly Meeting

24th May 19—
Room A 32, South Side Science Park
Participants: Victor Allen (Chair), Sonia Sandman,

Vince Hamden, Russell James.
Time: 10.00 Finish: 12.00

Agenda

1. 1a) present projects

1. 1. Hydroclear
1. 2. PCB reduction

2. b)
3.(¢)

- government

- United Nations / World Health Organization

- industry

VII. Stating and asking for opinion

1 Listen to a recording of directors of a Pharmaceuticals company
discussing buying new production control equipment. They have to choose
between two alternative suppliers, A and B. As you listen, refer to the graph below

which shows the market share development of suppliers A and B.

Market
share 25 4

actual market share Comparison

___________ forecast A of projected
— — — — forecast B " market share:
20 4 ..-=="7"" Companies

= AandB
15 sstsm=c T
e
~
== x5
10 '///’/‘" ~ =
~B

5

L] L] T L] 1
Now Years
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a) In technical terms, which system is the best?
b) Which is the cheapest?
¢) Which system seems to be the best choice? Why?

VIII. Interrupting and handing interruptions
1. Listen to the recording of a discussion in the European sales office of
an American off-road automobile manufacturer, Amass. It concerns the
advertising plans for the launch of a new truck, the Rodeo 4 PLUS. The marketing
manager, Matt Haslam, is explaining his ideas. Mark the following statements as

True (T) or False (F).

a) The truck will be sold to professional users of off-road vehicles.
b) It is not going to be used as a mass market on-road vehicle.
c¢) Matt wants to keep the same agency they have always used.

d) Matt used his own research to help him make decisions.

O O o O O

e) Changing advertising agency would cost 50% more.

2. Listen again. Number the following interrupting phrases in the

order in which you hear them.

a) Yes, but Matt, if I can interrupt you again. We're talking serious

money here. We've got to be careful ... 0
b) Er..., excuse me, Matt, just a moment. That's a big claim ... O
c) It's the most important thing. O
d) One moment! Can we start with a few basics? O

e) Yes, so, a select, professional market first, then the mass market, an
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on-road vehicle.

W
f) But why? CMA have been okay in the past. 0
g) Let's just clarify where ... who the audience are, what's the target
group.

W
h) What! Most agencies charge a lot more than CMA. 0
1) You plan to use our usual agency, CMA? 0

IX. Asking for and giving clarification

1. Listen to part of a meeting in which Victoria Lenning, a director of
an Anglo-American company, is talking to colleagues about a possible site for
locating a factory in the Basque Country in northern Spain. She is explaining
the historical background to industry in the region.

Listen once and identify the following:
- two historically important industries in the region

- the status of these industries now.

2 Listen once. Choose the correct answer from the alternatives given.

a. Infrastructure for the region is:

infrastructure links
mostly good

roads international
excellent

railways inter-urban
not very good

motorways local

b. The main improvements inf .

airport
infrastructure are in:

seaport
Vitoria in the south

dry port

Bilbao

San Sebastian
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c. Between these cities there is:
a complex road system

a fast train link an airport

d. The airport in Bilbao has been:

rebuilt
closed down

made bigger

3. Below is part of the tapescript that you have heard. Use your own words
to complete the phrases, all of which suggest that a decision needs to be delayed,

or more time is needed.

VICTORIA: (a) Well, let'snot...................... I think it would be a bad idea to
assume we're going to choose a city, (b) It................... to think
about locating to one of the smaller towns.

FRED: ................ smaller places, yes. So, should we get details on the

possible places?

VICTORIA: (C) We could do that, but we.................... ,Ithink,................. a
few things. For example, tax benefits, grants and anything like that -
for locating to a smaller place, not one of the main cities. Then we

could make a better decision.

JOHN: (d) Yes, I agree, but also,............. (pause) Er ... you've talked about
the improved transport links, the trains, the airport, the port in
Bilbao. What about the rail links, to these er ... the smaller towns? If
it's a mountainous or hilly region, it could take an hour - or more -
for a truck to get to a main road, (€) SO.......ccoevviiiiiiiiiiiin. at this
stage. I think we need to look specifically at the train and road links

for smaller towns ...

Now listen to the recording again and compare your answers.

88



V. BUSINESS LETTERS
(AEJIOBAS IIEPEITUCKA)

(mpakTUueckue 3aHATUA - 6 4acOB; caMOCTOsITeNbHAs padoTa — 9 yacoB)

The language of business letters

a. In reply to your letter of 2nd Mar. this
year we would like to inform
you...(=we are writing to inform)

We thank you for your letter dated 3rd

Jun. and write to tell you...

b. We are sorry to have to remind
you...
To your regret we shall have to...
We regret to inform you that...

c. We are glad to inform you...
We are happy to inform you
We are pleased to inform you...
We are surprised to learn that...

Further to our letter of 3rd Jun. ....

With reference to the enquiry of 4th
July, 1999.

We refer to your Order No. 256 and...
We have received your letter dated
13th Mar.

We thank you for the letter of 13"
Mar.

a. to express apologies and regrets

We regret being unable to...

B otBeT Ha Bame mucbMo OT 2 MapTa

9TOTO ToAa coobmaem Bawm, aro...

bnarogapum 3a Bame nucbmo
(maTupoBaHHOE) OT 3 MIOHS U COOOIIIaeM
Bam, uTo...

K coxanenuro, HaM MPUXOJAUTCS
HarloMUHaTh Bawm, 4ro....

K coxkasieHnro, Mbl BEIHYK/ICHHI. . ..

C coxanenuem coobmaem Bawm, 4aro...

C ynoBoibscTBUEM coolbmaeM Bawm, gTo...

MBI ¢ yauBI€HHUEM y3HAIH, UTO. ...
B nononneHue k HamemMy nucbMy OT 3
VIOHH. . .

Ccputasice Ha 3anpoc ot 4 uronst 1999r.

Mpul cebputaeMcs Ha Bat 3aka3 Ne256 u ...
IToareepknaeM noisyyenue Baiiero

nuchMa ot 13 mapra...

(015 8vIpadicenuss U3BUHEHUS. U
COXCAIEHUS)!

CosxaneeMm, YTO MBI HE MOXKEM. ..
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Unfortunately we cannot...

Please accept our apologies for...
We express our apology that...

We offer our apology...

. to express gratitude

We would be very much obliged...
I shall be grateful to you...

We shall appreciate it if...

We are indebted to the Chamber of
Commerce and Industry for your
address.

We owe your address to...a certain
company.

to express request

Please let us know...

We would ask you to...

We’d be obliged if...

We’d be glad to have your latest
catalogue.

Kindly inform us of the position of the
order.

to express confirmation:

We confirm our consent to the
alterations.

Please acknowledge receipt of our

Invoice.

We look forward to trading with you to

the mutual benefit of our companies.

We hope that you will act as requested.

K coxxanenuro, Mbl HE MOXKEM. . ..
[IpocuM MpUHATH HAITK U3BUHEHUS 34.. ..
N3BuHUTE HAaC 3a...

MpbI IpUHOCUM CBOU U3BUHEHHUS. . .

(05 vipadicenus: b1a200apHoCmu):
Mpi1 ObutH ObI BeChbMa MPU3HATEIBHBI. . .
Mpe1 6yniem Bam GnaronmapHsl.. ..

Ms1 Oyaem Bam npusHatenbHebl, €Ciu. . .
Me1 o6s13anbl 3a Bamn agpec Toproso-

IIPOMBILIJICHHOW Majare.

Mp1 00s13aHbI 32 Bamr afgpec ... Takoi-To
bupme.

(015 svipadicenus nPocvobl)!

[Ipocum Bac cooOmmuTh HaM. ..

Msr1 npocuiu 0wl Bac. ..

Mu1 Ob11H OBI 00SI3aHEBI, €CIU OBI. ..

Mp1 O6b1TH OBI pajibl TOTYYUTh Bar
MOCICIHUN KaTajor.

[Ipocum Bac craBuTh HaC B U3BBECTHOCTh

O XOA€ BBIIIOJIHCHU 3aKa3a

ITonTBepxknaeM cBoe cornacue ¢
JNAHHBIMHA U3MEHEHUSMH.
[Ipocum Bac moaTBepauTh nojgydeHue

HaIero cuera-QpakTypsl.

C uHTEpEeCcOM 0KHUIaeM Pa3BUTHS
TOproBiu ¢ Bamu k B3auMHOIi BbIro1e
00€nx CTOPOH.

Hagneemcs, uto Bl mocTynute, Kak MbI

Bac npocum.
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We look forward to hearing from you
soon.

Your prompt reply will be appreciated.

. to express apologies and regrets

We regret being unable to...
Unfortunately we cannot...

Please accept our apologies for...
We express our apology that...

We offer our apology...

to express gratitude

We would be very much obliged...
I shall be grateful to you...

We shall appreciate it if...

We are indebted to the Chamber of
Commerce and Industry for your
address.

We owe your address to...a certain
company.

to express request

Please let us know...

We would ask you to...

We’d be obliged if...

We’d be glad to have your latest
catalogue.

Kindly inform us of the position of the
order.

to express confirmation:

We confirm our consent to the

alterations.

C "ereprienueM oxunaem Bamero
OTBETa B OnmkaiiieM Oyayiiem.
Mpe1 6ynem Bam GnaromapHsl 3a Barmn
CKOPBIU OTBET.

(05 8vIpadicenuss U3BUHEHUS U
COMCAIEHUS)!

CoxaneeM, 4TO Mbl HE MOXKEM. ..

K coxanenuro, Mbl HE MOXKEM. . ..

[IpocuM NpUHATH HAIIM U3BUHEHMUS 34.. ..

N3BunuTE Hac 3a...

MpbI IPUHOCUM CBOW U3BUHCHUS. . .
(025 8vlpadicenuss 61a200aAPHOCMU):
Mp1 Obut ObI BECbMa MTPU3HATEIBHBI. . .
Ms1 Oyaem Bam GarogapHsei. ...
Ms1 Oyaem Bam nmpusHatenbHbI, €Clu. ..
Mei1 06s13anb1 32 Bamr anpec Toproso-

HpOMLIHIJ'IGHHOfI Imajarte.

Me1 00s13anbI 3a Bain agpec ...Takoi-to
dupme.

(01151 8vIpadicenuss NPocvobL):
IIpocum Bac coobmuth HaM. ..

Mg ipocunu 0wl Bac. ..

MEI ObuH OBI 00S13aHEL, €CJIH OBl. . .
M1 ObutH OBI pajibl MOTYYUTh Bar

MMOCJIEIHUN KaTajor.

[Ipocum Bac craBuTh HaC B UBBECTHOCTh

0O XOJC BBIIIOJIHCHU 3aKa3a

[TonrBepxkaaeM cBOE coriacue ¢

JaHHBIMH U3MCHCHUSAMMU.



Please acknowledge receipt of our

Invoice.

We look forward to trading with you to

the mutual benefit of our companies.

We hope that you will act as requested.

We look forward to hearing from you
soon.

Your prompt reply will be appreciated.

Warm (sincere) congratulations, good

luck and best wishes...

Please accept our heartiest
congratulations on...
Permit me to congratulate you on...

I was delighted to learn...

It was with great pleasure that we
learned of your appointment...

May we congratulate you on (your
promotion)...

We were delighted to read in the trade
journal that you had been promoted
and...

We want to send you our sincere good
wishes and...

Your note of congratulations is deeply
appreciated.

Your message of good wishes gave me

a great deal of pleasure.

IIpocum Bac noaTBepauTh MONTyYEHHE

HAIIero cuera-(QaKTyphl.

C HHTCPCCOM OKHNAACM PA3BUTUA
TOPTOBJIHN C Bamwu k B3anMHOM BBII'OAC

00€enx CTOPOH.

Haneemcs, uto Bel moctymnure, kKak Mbl
Bac npocum.

C "HereprieHneM oxkujgaem Barero
OoTBeTa B OJmKaiieM OyayIieM.

Mpsi Oynem Bam Giiaromaphsi 3a Baimn

CKOPBIN OTBET.

Hamm tensbie (MICKpeHHUE) MO3IpaBiIeHUs,

IMMOKCJIaHn YCIICXO0B U cyacTbs!

IIpocum Bac npuHATH HAaIM MMO3APABICHUS
OT BCEro cepaua...
Pa3pemure Mmue Bac nmo3apaBurts c...

Jdc YAOBOJILCTBUEM Y3HAJ...

C OonpIIMM YyJIOBOJBLCTBUEM MbI Yy3HAJH,
yto Bac HazHaumim. ..

Pazpemure I103PaBUTh Bac
MOBBIIIIEHUEM T10 CITyK0e

MBI ¢ yIOBOJIBCTBUEM MPOWIH B TOPTOBOM
KypHajie o TOM, 4YTO Bbl mnoiyuuiu
MOBBIIICHUE T10 CITYXKO€ U ...

MsI xoTUM nociiath Bam Hamm WCKkpeHHue
Y HAaWJTy4IlIhe MOKEJIaHuUsl U..

boapmoe cnacubo 3a Bame mnmceMo-
MO3/IpABJICHUE.

A monydus1 OrpOMHOE YJOBOJILCTBHE OT
Bamiero MMchMa

C HanJ1ydionMHu

IIOKCIIaHUAMMU.
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It was (fine, nice, kind;

wonderful; thoughtful) of you to write

good

to me as you did.

We thank you for the sample of your
products.

I am most grateful to you for...

This is to thank you again for your
wonderful hospitality and to tell you

how much I enjoyed...

Thank you for one of the most
enjoyable visits we have had to your
country.

Thank you for doing so much to make
your trip to London interesting and
fruitful.

Thank you for contributing so much to
make our stay in your country pleasant
and resultful.

I am very grateful to you for your

generous hospitality.
I hope some day you will find yourself

in our country so that we can

reciprocate your kindness.

We are delighted to accept...

We look forward to joining you...

Unfortunately it will be impossible for
us to...

We regret we cannot accept...

Very regretfully we find that we

cannot...

beo ouenp muno ¢ Bamen cTopoHsI
(dyaecHo, NpenycCMOTPUTEIBHO HAMKUCcaTh
MHE.

C 0J1aroJapHOCTHIO [OATBEPKIAAEM
nojy4eHue oopasioB Bamux uzaenui.
[IpemHOro BaM Oyiaroiapes ...

[Tumny, yToOb! emE pa3 nodnaronaputh Bac
32 YyJIECHOE TOCTCIPUUMCTBO M CKa3aTh
Bam, kakoe OonbIioe yAOBOJIBCTBUEC S
TTOJTYYHIL. . .

Boapmoe crracn6o Bam 3a oauH M3 caMbIX

MPUSTHBIX BU3UTOB B Bamny cTpany...

Cmacubo Bam 3a T0, BBl chemanu Hamry
1oe3aKy B JIOHIOH TakoW WMHTEPECHOM H
MOJIC3HOM.

bnarogapum Bac 3a Bce TO, u4rO0 BBI
caenagy, 4yToObl Hame npedbIBaHUE ObLIO
TaKUM MPUSTHBIM U PE3YJIbTATUBHBIM.

A ouennr Bam Gnaromapen 3a Bare meapoe

roCTCIIPUUMCTBO.

Hanerocn, qTO0 Korja-HuOy b Bur

OK&)KWUTECh B HAIICW CTpaHe, U S CMOTY
ormiatuTh Bam 3a Bamy no6pory.

MpbI ¢ yIOBOJIBCTBUEM IPUHUMAEM. . .
MBI ¢ HETEpHNEeHHEM XKIEM  BCTPEUYU C
Bawmmu...

K cokanenuro, Mbl HE CMOXKEM. ..
K coxanenuro, Mbl HE CMOXKEM. ..

K Gonbiiomy coxkaneHuto, Mbl y3HaJIU, 4TO

HE CMOXCEM...
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1) Pacnoyio:keHHe U 4acTH JA€JI0BOI0 MUChMaA.

1) The British business letter

The Secretary,

The Western Wheat Co. Plc,
64, Darwin Road,
LIVERPOOL, 16,

England.
(The inside address)

Dear Sir,
(The opening Salutation)

Abt: ORDER No. 1347

(The Subject Heading)

We thank you for your letter of 23rd of January and are writing to inform you that ..
(The Opening paragraph)

.............................................................................................................

(The Body of the Letter)

We hope that these alterations will be acceptable to you and expect your reply as soc
(The Closing Paragraph)

Yours faithfully,

(The Complimentary Closing)

per pro. THE ORIENTAL TRADING (

J. Brown
Manager
(The signature)

Enc: About alterations (I page)

(Enclosures and postscripts)

2) The American business letter

Febr 2,
The Sales Manager,
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The Eagle Press Inc,
24 South Bank,
BOSTON, Mass 02110,
USA
Gentlemen:
Yours truly,

Mrs J. Brown

2) O0pa3ubl muceM

Congratulation letter

21st Jun, 1990
Dear Mr N.Brown,
I have just read of your promotion to sales manager. Let me offer my warmest
congratulations.
I don’t have to tell you that all of us here wish you the best of luck in your new
position.
We are sure we will be reading more good news about you in the trade papers
in the future.
Yours
sincerely,

F.Popov

25th Nov, 1990
Dear Mr N.Sedov,

Thank you very much for the lovely note of congratulations on my promotion.

It was good of you to send it.
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I sincerely appreciate all the good wishes of your colleagues.
Yours
sincerely,

N.Brown

Task 1. Rewrite the letter below using diplomatic language and the correct
style for a business letter.
25 August 2005
Hi, Guys
"Thanks for your letter, but we didn't think much of your offer and we were a
bit unhappy with it. We Wave been dissatisfied with your deliveries for some time
and find the situation unacceptable. The bottom line is that you will I nave to improve
your service if you want our business.
Where's the discount on the new lines you told us about, and what about the
guarantees you promised? We were shocked about your expectations for us to
arrange insurance costs, and, frankly, this is just not on. You are wrong about your
product being unique; we can get quotations from the Far East any day. Anyway, we
want a bigger rebate on the goods we have already received, because, frankly, what
you are offering at the moment is just peanuts.
Sorry, but you obviously don't understand our needs. As we have to finalize the order
in the next few days, we expect you to jet back to us with some pretty appetizing
deals.
Regards
Nasty Chief Buyer

Task 2. The following fax was received in your office but, unfortunately,
there was a fault on the line and the text does not have any punctuation. Rewrite

the fax, inserting punctuation as necessary.

FAX 25 January 2005
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dear senor sastre thanks For your enquiry of 23 January for our superior model glue
gun we can of course supply the number of units you asked for while adding your
newly designed logo will cause a slight delay we do appreciate the urgency of your
requirements our quality control department is aware of the current market trends
towards higher safety awareness and client needs so we can assure you of our close
attention to all your requests in this important area every effort will be made to
deliver on time and in fact we shall use our express carrier service which guarantees
next day delivery could you kindly let us know if you would like us to send a pro-
forma invoice for which we would allow a discount of 5% provided payment is made
within seven days otherwise we would be pleased to invoice you on normal monthly
account terms which as you know allow only a 2"*% discount for payment within 30
days as usual please do not hesitate to contact the undersigned if you require further
information we look forward to receiving your valued orders in the future and assure
you of our best attention at all times yours sincerely John Cunningham area sales

manager.

Task 3. You have received the following e-mail from your agent in Hong
Kong who has negotiated a deal with a Chinese exporter in Guangdong.

HiPeter,

I have managed to place an order with Lee Jiadong
Plastics for the mobile phone covers you require. Mr Lee
has big ambitions and wants to be a global player iIn this
market. He has quoted a rock-bottom price. The company
has a trendy range and some lines are quite sporty,
although 1 wouldn”t call them classics yet. They have
some Funny phone covers with cartoon characters, but I am
not sure about the licensing - some of the characters are
very close to Disney, find they want some help with

advertising on Chinese TU i1f they are to distribute for
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us In Asia. Anyway, we must have a contract so could you
e-mail something by Friday?
Regards.

Jimmy Wong

Unfortunately, your company solicitor does not like using e-mail to send
formal documents and he insists you write a letter to Mr Wong enclosing a

standard company contract. He has left you the following note.

e How many phone covers can Lee

supply a month?

e Is Lee going to go bust on us?
(1t happened before.)

e What"s all this business about
licensing?
e How much do they want to spend

on TV ads?

e Do we need to establish a
Letter of Credit?

Task 4. Write a letter of 120-140 words in a formal style, using some of the

phrases below.

e Dear Mr Wong

e Thank you for your e-mail nice to hear from you.

e What volume of phone covers could you manufacture monthly?

e IsLee financially sound you may remember a previous bankruptcy?
e We are nervous about placing a large order.

e Have you checked credit rating?

e We are very interested in the humorous rang.
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Could you send samples?

Would we need to apply for licences?
We want to discuss distribution rights.
Is a Letter of Credit necessary?

Who are Lee's bankers?

A standard contract is enclosed.

Could you get Lee to sign and return?
We look forward to hearing from you.
Yours sincerely

Encl: Standard form of contract.
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